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ABSTRACT: 

The world is vastly changing and technological advancements in education have 

transformed learning by integrating tools like artificial intelligence, virtual reality, and 

online platforms, making education more accessible, engaging, and personalized. But with 

these advancements, also comes different challenges. Educational institutions are 

increasingly adopting total quality management to solve the education industry's quality 

challenges and meet stakeholders’ needs. The focus of this study is to identify the 

challenges encountered by the Upskill Learning Center in Baguio City. With the nature of 

the learning center, the researcher would also like to provide recommendations on 

leadership, strategic planning, customer and market, information and analysis, and human 

resource, process management, and business results. The researcher used a survey 

questionnaire (Likert scale) to collect data. The challenges and recommendations identified 

were presented to the employees. Employees agreed to all recommendations provided. But 

employees strongly agreed on the recommendation to offer competitive compensation, 

recognize and reward employee achievements, ensure work-life balance, and create clear 

pathways for professional growth and advancement. With the findings of this research, the 

researcher wants to help the learning center improve its management style and effectively 

and efficiently address issues concerning its operations.  

 

Keywords: challenges encountered in online education, total quality management, 

recommendations for online learning centers 
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I. INTRODUCTION 

Life is full of perpetual change. The world is changing faster than it has in the past few 

years. Remember that a lot of the things we take for granted are very new, such as fax machines, 

laptop computers, and antibiotics. Businesses are adapting to the shifting climate as well. They 

require managerial frameworks that enable them to adapt to these changes with sensitivity and 

responsiveness. Many companies choose more adaptable, team-based, less hierarchical 

management systems in place of inflexible, authoritarian ones so they may efficiently and 

promptly address the needs of their customers or clients. In reference to W. Edwards Deming, 

and others, the theory, tenets, and instruments of Total Quality Management, or TQM, embody 

this less rigorous, hierarchical approach to management. (Total Quality Management Passing 

Fad or "The RealThing"? An Implementation Study. (n.d.). SERVE: SouthEastern Regional 

Vision for Education., p. 59). 

Educationists are concerned about the internationalization of education and students 

moving abroad. The effectiveness of the educational process now depends on the use of new 

teaching and learning approaches, evolving patterns of education delivery, course content, and 

the notion of quality. Development and encouragement of leadership among the stakeholders in 

the company should be developed as an ongoing process as well as a system. Stakeholders, 

including senior management, students, faculty, and others, must continuously improve and 

evaluate themselves. 

Numerous studies have been conducted on the Total Quality Management (TQM) adaption. 

These researches focused on developed economy organizations as well. It is said that in recent 

years there were already researches conducted on developed and developing countries such as 

Korea (Yoo, H. (1998). An Evaluation of Total Quality Management Activities in Korean 

Companies. Total Quality Management, 9(6), 487-490), Malaysia (Agus, A., Krishnan, S. K., & 

Kadir, S. A. (2000, July 1). The Structural Impact of Total Quality Management on Financial 

Performance Relative to Competitors Through Customer Satisfaction: A Study of Malaysian 

Manufacturing Companies. Total Quality Management, 11(4-6), 808-819. Retrieved from 

https://scholar.google.com/citations?user=sxDA3HAAAAAJ&hl=en#d=gs_md_citad&u=%2Fcit

ations%3Fview_op%3Dview_citation%26hl%3Den%26user%3DsxDA3HAAAAAJ%26citation

_for_view%3DsxDA3HAAAAAJ%3Au5HHmVD_uO8C%26tzom%3D-480 ), and China (Lee, 

C. Y. (2004, January). Perception and Development of Total Quality Management in Small 

Manufacturers: An Exploratory Study in China. Journal of Small Business Management, 42(1), 

102-115. Retrieved from DOI: 10.1111/j.1540-627X.2004.00100.x) in regards to their range of 

TQM adaptation. It is also mentioned by Talavera (Talavera, M. V. (2005, January). TQM 

ADOPTION AND FIRM PERFORMANCE IN THE PHILIPPINES. Philippine Management 

Review, 12, 23-44) in her research that the extent of TQM adaptation has not been fully explored 

in third world countries like the Philippines. Understanding the impact of Total Quality 

Management (TQM) on a developing country with a population that is characterized by low and 

middle incomes and other socioeconomic indicators will be sufficiently persuasive. 

Elements of Total Quality Management. Seven potential components for the application of 

Total Quality Management have been identified through a range of philosophies, ideas, and 

interventions on the study of TQM in both commercial and non-business organizations. These 
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elements are 1. Leadership; 2. Strategic planning; 3. People management; 4. Customer 

management; 5. Information management; 6. Process management; and 7. Continual 

improvement or business results. Encouraging quality and boosting the efficacy and efficiency of 

the company are the main objectives of Total Quality Management (Spencer, 1994). The 

dedication of senior management is the first step towards ensuring the production of quality 

works and proper implementation. They are in charge of designing the procedures and systems 

that make up an organization's typical workday. The leadership, dedication, and participation of 

senior management in the effective implementation of TQM are the primary ways in which they 

exhibit their duties. Organizational values and goals are created by top management, who also 

make sure they are high standards and quality. In contrast with the operational level, the 

commitment and leadership involve the acceptance of quality evaluation and responsibility by 

the project manager and other head of departments, the institution of comprehensive quality 

planning, the emphasis of the importance of quality concerning cost and schedule of construction 

(Saraph, Benson, & Schroeder, 1989), the provision of adequate resources for quality 

management, and the communication on the quality intent of the organization (Delgado-

Hernandez & Aspinwall, 2005) 

TQM in Education. Certain authors are highly optimistic about the potential of Total 

Quality Management (TQM) in the field of education. They think that TQM values are similarly 

acceptable in higher education, according to Srivanci. Higher education can benefit from TQM 

ideas as mentioned by Helms and Key and Venkatraman. James and James' discovery is quite 

significant; they believe that because Total Quality Management (TQM) is a process-oriented 

strategy intended to increase productivity, decrease costs, and improve quality, it is naturally 

relevant to higher education. Deming states that the use of TQM by higher education institutions 

will help them stay competitive, get rid of organizational inefficiencies, focus on the needs of the 

market, achieve high performance across the board, and satisfy the demands of all stakeholders. 

Quality management, in Tribus's opinion, may enhance education. According to Peak, there are 

numerous ways that Total Quality Management (TQM) enhances educational institutions. These 

include but are not limited to strengthening the curriculum, increasing the pace at which training 

services are provided, cutting expenses, and refining the educational process. Eriksen recognized 

that Total Quality Management (TQM) is a means of attaining and preserving quality in higher 

education. When quality management has been introduced in education, Dobyns and Crawford-

Mason observe that, regardless of the driving force, it has had a significant impact. Even though 

TQM originated in the industrial sector, De Jager and Nieuwenhuis assert that service companies 

like universities can profit from its implementation as well. As per Murad and Rajesh, Total 

Quality Management (TQM) is a comprehensive management concept that combines several 

instruments to encourage educational establishments to explore a definition of quality and 

strategies for achieving it. 

Some think that TQM can be applied in the field of education to some degree. As noted 

by Koch and Fisher as well as Houston, TQM values are only marginally helpful in the dynamic 

and ever-changing context of modern higher education. Higher education institutions differ from 

businesses, but some of the same fundamental ideas and strategies apply because, as Dill and 

Harvey point out, these are instruments used by service institutions and their governance and 
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management boards in support of the institution's academic mission, goals, and strategies. It has 

been discovered in two distinct research by Venkatraman and Peat et al. that TQM is a 

managerial tool to address problems related to tactics and services in the academic sector and 

that it can adhere to industry standards for education. (Sohel-Uz-Zaman, A. S. M., & Anjalin, U. 

(2016). Implementing total quality Management in Education: compatibility and 

challenges. Open Journal of Social Sciences, 04(11), 207–

217. https://doi.org/10.4236/jss.2016.411017).  

When it comes to quality management programs, no one would argue that Williams's 

continuous quality improvement, quality consistency, involvement of academics, students, and 

non-academic staff, client satisfaction, and the presence of management procedures that uphold 

quality are unnecessary in the context of higher education. According to Arcaro, quality may 

foster an environment in which educators, parents, government representatives, community 

leaders, and business executives collaborate to provide children with the tools they require to 

satisfy existing and future demands in the fields of business, education, and society. According 

to Bayraktar et al., "leadership," "vision," "measurement and evaluation," "process control and 

improvement," "program design," "quality system improvement," "employee involvement," 

"recognition and reward," "evaluation and training," "student focus," and "other stakeholder 

focus" in higher education are among the TQM elements that are crucial to process 

improvement. Many academics conclude that there is strong evidence to support the applicability 

of certain TQM tools and practices in teaching. As an illustration, Sirvancimentions highlights 

the application of quality function deployment (QFD), which is used to include stakeholder and 

customer preferences in program design. Quinn and colleagues examine the implementation of 

Six Sigma, TQM, ISO9000, and Service Quality (SERVQUAL) in higher education. It can offer 

useful solutions and productive outcomes for administrative and scholarly tasks. (Khasanah, U., 

Riyanto, Y., & Setyowati, S. (2023). Total Quality Management (TQM) in education: School 

quality management for quality educational services at senior high schools. SAR Journal - 

Science and Research, 211–216. https://doi.org/10.18421/sar63-10) 

 

 

Background of the Company 

Upskill Learning Center was created in the year 2018 with just a few pioneer teachers. It is 

an online learning center that caters to international students starting with Vietnam, and now, 

China. Teachers in this learning center tutors English as a Second Language (ESL). Having a 

TESOL Certification is a great advantage to have in this organization as it is a widely recognized 

certificate and students prefer teachers with this certification. 

Upskill learning center has a goal of helping Chinese students of all ages that aims to learn 

English. From a humble beginning to now having 10 branches in the Philippines, Upskill 

learning Center still has areas for improvement which is the very focus of this research. 
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Statement of the Problem 

 This study will be focusing on the challenges faced by the Upskill Learning Center in 

Baguio City. It aims to answer the following questions: 

1. What are the challenges encountered by the Upskill Learning Center in Baguio City? 

2. What are the recommendations to address the challenges encountered by the Upskill Learning 

Center in Baguio City? 

 

Significance of the Study 

The result of this study will be used as a basis to identify the challenges encountered by 

the Upskill Learning Center in Baguio City and recommend solutions to address these 

challenges. The following will benefit from this study: 

The Learning Center. After establishing the fact that the learning center still has areas 

of improvement, this study will hopefully help the organization be better in the future.  

Teachers and Administrators. If these challenges are identified and addressed 

accordingly, teachers will be able to do their job well and be the best version of themselves. This 

also applies to administrators of the learning center. Administrators will be able to manage 

teachers and be at their service well if they know what areas needs to be improved. 

Students and Parents. Quality education benefits students and their parents. If services 

of the organization are improved, it will have a direct positive impact to its customers and may 

also attract future potential students enrolling in the learning center. 

Community. English has been a widely used language all over the world. If a community 

is taught how to use this language well, then people will be more globally competitive and this 

creates better connection. 

Future Researchers. The result of this study can be used by future researchers to other 

organizations with the same concern or goal.  

Also, the research aims to improve the performance of Upskill Learning Center when it 

comes to leadership, strategic planning, customers and market, information and analysis, human 

resource, process management, and business results.  

 

II. METHODOLOGY 

Research Design 

A study's main strategy for addressing the research questions is described in the research 

design. Because of the nature of the learning center, the researcher would like to evaluate how 

Upskill Learning Center's management, in particular, implements its unique business 

management style in accordance with the seven criteria, namely leadership, strategic planning, 

customer and market focus information and analysis, human resource focus, process 

management, and business results. 

Correspondingly, the quantitative approach is employed to quantify human perceptions 

objectively in identifying the challenges encountered by the Upskill Learning Center in Baguio 

City.  The researcher used a survey questionnaire to collect data. The purpose of gathering the 

quantitative data was to produce statistical analysis and generalization. 
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Locale and Population of the Study 

There are currently 21 people working in the Upskill Learning Center in Baguio City, 

including teachers and administrative staff. This will represent both the entire population and the 

total (enumerated) predicted responders to the study. In order to minimize biased conclusions 

that may arise from including only a small number of selected individuals or positions in the 

study, the researcher tried to include all staff in order to get an objective-based result. 14 out of 

the 21 total employees agreed to have the survey questionnaire. Through the survey 

questionnaire, the researcher was able to gauge the degree of agreement of the respondents. 

 

Data Gathering Tools 

 14 out of 21 employees agreed to answer the survey questionnaire during the collection 

of data. The Upskill Learning Center was selected because it is a place where employees of the 

same firm share a similar culture. Since the population of the aforementioned organization is 

rather small, most of the population are selected as respondents. 

A survey questionnaire was distributed to the 14 participants. Prior to conducting the 

survey, the respondents' consent and voluntary participation are acquired. Furthermore, prior to 

distributing the surveys to the staff, permission from the human resource personnel was obtained 

because the respondents are solely from one firm. It was decided not to reveal the names of any 

responders. The participants' privacy and anonymity were guaranteed in this way.  

 

Reliability and Validity of the Research Instrument 

 The significance of guaranteeing the validity and reliability of the research instrument is 

recognized by the researcher. A panel of three (3) subject-matter experts will review the 

interview guide's content validity. Since the study will employ a quantitative approach, reliability 

testing was applied and the results for the two parts of the survey questionnaire were ‘VERY 

HIGH RELIABILITY’ (0.86 for the challenges part and 0.92 for the recommendations part). 

 

Data Gathering Procedures 

 The learning center's administrator and branch head will be consulted before the 

researcher conducts the study. They will personally receive a copy of the informed consent to 

attest to their willingness to take part in the research. Their preferred day and time for the survey 

questionnaire will be discussed when they sign the informed consent form and give their consent. 

Before the interview begins, the interviewer will explain the terms and circumstances of 

informed consent to the participants after orienting them to the research issue. Permission to 

secure a copy of the survey for transcription and documentation purposes will then be sought 

from the participant by the researcher. Following the survey, the researcher will restate the 

participant's rights and provide assurance that their identity will remain confidential. After that, 

the researcher will store and examine the data. Throughout the procedure, the researcher will 

maintain honesty and anonymity.  
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Treatment of Data 

 The Likert scale used was interpreted and tabulated by number starting from 1, as the 

lowest or unfavorable (strongly disagree) to 5 as the highest or favorable (strongly agree).  

To interpret the data effectively, the researcher will make use of the following statistical 

treatment or tools: Weighted Mean, Central Tendency, Variability, and analyzing Response 

Patterns. 

 

Ethical Considerations 

 This study's ethical framework will put each participant's autonomy, dignity, and general 

well-being first. There will be a consent document provided to guarantee ethical standards. The 

voluntary aspect of participation is also emphasized in this study, guaranteeing that participants 

may leave the study at any time without incurring any penalties. The participants will be free to 

choose without outside interference. Additionally, participants' privacy will be protected by 

rigorous adherence to confidentiality and privacy policies, which will include anonymizing data 

whenever feasible. In addition to preserving the values of honesty and decency, following these 

ethical guidelines will strengthen the reliability and validity of the study's conclusions. 

 

III. RESULTS AND DISCUSSION 

The summary at Table 1 indicates the mean score, most frequent response, and the 

variability (range) of the 7 challenges encountered by the Upskill Learning Center in Baguio 

City. There are relatively neutral responses on these challenges: short-term and long-term plans 

are not realistic (item 2), not all employees understand their performance indicators well (item 

4), employees don’t have enough training to improve their competency and the work 

environment is not supportive of employees (item 5), lacks continuous improvement of services 

(item 6), and high rate of employee turnover (item 7). However, there are patterns of 

disagreement on these challenges: the learning center’s strategies are not aligned with current 

market trends (item 1) and lacks effective customer management system (item 3). 

Based on the analysis, employees don’t believe the learning center’s strategies are not 

aligned with current market trends and they do not feel that the center lacks an effective 

customer management system. This would imply that they don’t see these things as challenges. 

But for the rest of the items, (items 2, 4, 5, 6, and 7) most employees are undecided. A neutral 

response on a Likert scale represents a middle position. It typically indicates that the employee 

neither agrees nor disagrees with the statement being assessed. This response can mean several 

things, depending on the context: indifference or the employee has no strong feelings or opinions 

about the statement, the employee is unsure or lacks sufficient information to make a judgement, 

the employee sees merit in both sides of the issue and cannot choose one over the other, or the 

employee might prefer not to commit to a position on the statement. Having said this, the items 

with neutral responses can possibly be challenges that needs to be addressed.  
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Table 1. 

Challenges Encountered by the Upskill Learning 

Center in Baguio City 

 

 

Mean 

Score 

 

 

Most 

Frequent 

Response 

Variability 

(Range) 

 

1. The learning center’s strategies are not aligned with 

current market trends. 
2.07 Disagree 2 

2. Short-term and long-term plans are not realistic. 2.50 Neutral 3 

3. Lacks effective customer management system. 2.43 Disagree 3 

4. Not all employees understand their performance 

indicators well. 
2.71 Neutral 3 

5. Employees don’t have enough training to improve their 

competency and the work environment is not supportive of 

employees. 

2.71 Neutral 3 

6. Lacks continuous improvement of services. 2.79 Neutral 4 

7. High rate of employee turnover. 2.86 Neutral 3 

 

Table 2 summarizes the mean score, most frequent response, and the variability (range) 

of the 7 recommendations to address the challenges encountered by the Upskill Learning Center 

in Baguio City. Employees agreed to these recommendations: the learning center should 

carefully consider various potential factors such as market trends, competitive environment, and 

their capability when they are developing strategic objectives (item 1), develop realistic short-

term and long-term plans with corresponding actions (item 2), have an effective customer 

management system, which solves customer complaints or problems in a timely manner (item 3), 

set up a clear appraisal system for every employee (item 4), provide training for employees to 

improve their competency and provide a safe and healthy work environment (item 5), and 

improve their services to achieve better performance and to keep them up to date with customer 

needs (item 6). Moreover, the employees strongly agreed on the recommendation to offer 

competitive compensation, recognize and reward employee achievements, ensure work-life 

balance, and create clear pathways for professional growth and advancement (item 7).  
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Table 2. 

 

Recommendations 

The learning center should: 

 

 

 

Mean 

Score 

 

 

Most 

Frequent 

Response 

Variability 

(Range) 

 

1. Carefully consider various potential factors such as 

market trends, competitive environment, and their 

capability when they are developing strategic objectives. 

4.14 Agree 2 

2. Develop realistic short-term and long-term plans with 

corresponding actions. 
4.21 Agree 2 

3. Have an effective customer management system, which 

solves customer complaints or problems in a timely 

manner. 

4.36 Agree 2 

4. Set up a clear appraisal system for every employee.  4.21 Agree 2 

5. Provide training for employees to improve their 

competency and provide a safe and healthy work 

environment. 

4.07 Agree 2 

6. Improve their services to achieve better performance 

and to keep them up to date with customer needs.  
4.00 Agree 2 

7. Offer competitive compensation, recognize and reward 

employee achievements, ensure work-life balance, and 

create clear pathways for professional growth and 

advancement.  

4.57 
Strongly 

Agree 
2 

 

 The response for the recommendations implies that the learning center can still be 

improved on the different areas like leadership, strategic planning, customer and market focus, 

information and analysis, human resource focus, process management, and business results. 

Moreover, employees believe that investing in manpower is the best thing it could do to improve 

the company (item 7).  

Human resource management is a wide procedure that is necessary for effective and 

efficient personnel management. One of the main tactics for raising and improving work 

performance is this one, which it accomplishes by eliminating and averting mistakes. The 

organization may more effectively access talent through human resource planning, which will 

facilitate integration. This would subsequently lessen some of the issues related to lacking in 

labor turnover, absenteeism, and productivity. For these reasons, planning for human resources 

has become turned into a big organizational arrangement concern.  

The analysis of the organization's talent level is part of the human resource planning 

process (skill inventory), examination of open positions resulting from retirement, transfers, 

promotions, and discharges, both present and anticipated; analysis of present and anticipated 

expansions, sick leave, leaves of absence, or other causes. This further suggests that the Human 
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Resources Department must develop internal preparations for training and development of 

current workers, as well as for posting job openings and employing new personnel. Effective 

human resource planning needs to adapt to the quick changes in society and must cover all facet 

of personnel management, not just forecasting. 

 Planning for manpower is essential for an organization to carry out the tasks effectively 

and in a manner that makes it clear that the organizational development. A corporate 

organization's highly skilled personnel are the reason for its success. One of the primary tasks of 

human resources management that successfully preserves a company's goodwill while 

appropriately emphasizing the "M" (for man or human element), no other 'M' (money, material, 

or machine) is more valuable than that.  

 The four managerial functions—planning, organizing, leading, and controlling—are all 

dependent on human resources. The execution of these managerial tasks is aided by human 

resources. As a result, staffing became essential to every managerial task. In today's 

industrialized world, where large-scale organizations necessitate the management of large-scale 

people, effective managerial personnel have become a crucial function. It can be accomplished 

efficiently by using the staffing function. The staffing function covers more than just assigning 

the proper people to the correct jobs; it also includes motivation initiatives, such as incentive 

plans designed to encourage employees to continue working for a company. As a result, 

incentive programs of all kinds became essential to the staffing role. 

 Few would claim to be able to foresee exactly what the future will bring. Changes in the 

economy could have an impact to the market for your products or services, technology 

advancements could change how you operate; social and political shifts may have an impact on 

people's attitudes about and preparation for certain types of job. We cannot act as though this 

ambiguity doesn't exist; instead, we must determine the present trend take into account any 

probable modifications to the underlying components that are as accurate as possible given the 

situation. It should be feasible to compare the plan and the underlying assumptions by 

continuously observing the real situation as it develops to see how it differs from the plan. This 

will also help us become more proficient in process planning. The more we continue in the face 

of the intricacies and uncertainties of the planning process, the more probable it is that we will 

benefit. We can take action to address any shortage as soon as we have determined our future 

workforce needs.  

The goal of manpower planning is to assess an organization's human resources in order to 

establish how to accomplish the goals of having qualified workers and giving them useful jobs. 

and a labor force that is underutilized. To achieve the highly desired economic and national 

development There must always be a skilled workforce. Therefore, appropriate strategies for 

workforce planning are necessary in order to prevent effort duplication or the possibility of 

having too much in one area and insufficient or nonexistent elsewhere others. It is necessary to 

choose skills and abilities carefully so that they can be used more easily. human resources within 

a company. (Wajiga, H., & Ndaghu, J. (2017). Significance of Manpower Planning For Effective 

Utilization of Human Resources in an Organization: A Conceptual Approach. International 

Journal of Business and Management Invention ISSN, 6, 16–22. 
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 The result of this research highly suggests that Upskill Learning Center should focus on 

the betterment of the different employee benefits and programs of the center. It may sound cliché 

but happy and satisfied employees tend to be more productive and perform better.  

 

IV. CONCLUSIONS AND RECOMMENDATIONS 

Several conclusions have been obtained from this study, which aimed to identify the 

challenges faced by the Upskill Learning Center in Baguio City. First, employees agreed that the 

learning center should carefully consider various potential factors such as market trends, 

competitive environment, and their capability when they are developing strategic objectives, 

develop realistic short-term and long-term plans with corresponding actions, have an effective 

customer management system, which solves customer complaints or problems in a timely 

manner, set up a clear appraisal system for every employee,  provide training for employees to 

improve their competency and provide a safe and healthy work environment, and improve their 

services to achieve better performance and to keep them up to date with customer needs. 

Secondly, the employees strongly agreed on the recommendation to offer competitive 

compensation, recognize and reward employee achievements, ensure work-life balance, and 

create clear pathways for professional growth and advancement.  

Thus, the researcher recommends that The Upskill Learning Center should focus on 

Human Resource Management which includes Manpower Planning so that better performance 

and quality service for international students will be achieved. For future researchers, the 

researcher recommends digging deeper to the adaptation of Total Quality Management in an 

organization. Considering the Philippines' economic status, future researchers can also indicate 

the differences and factors affecting the adaptation and implementation of Total Quality 

Management in nations with developed and developing economies. 
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QUESTIONNAIRE 

As part of my MBA Methods of Business Research Paper, I am conducting a research 

that aims to identify the CHALLENGES ENCOUNTERED BY THE UPSKILL 

LEARNING CENTER IN BAGUIO CITY. In this regard, I would appreciate your inputs by 

accomplishing the questionnaire below. Any information obtained in connection with this study 

that can be identified with you will remain confidential.  

 

Please put a ( / ) check mark in the box that suits better your situation. 

Challenges Encountered by the Upskill 

Learning Center in Baguio City 

 

 

Strongly 

Disagree 

 

 

Disagree 

 

 

 

Neither 

Agree 

Nor 

Disagree 

Agree 

 

 

 

Strongly 

Agree 

 

 

1. The learning center’s strategies are not 

aligned with current market trends. 
     

2. Short-term and long-term plans are not 

realistic. 
     

3. Lacks effective customer management 

system. 
     

4. Not all employees understand their 

performance indicators well. 
     

5. Employees don’t have enough training to 

improve their competency and the work 

environment is not supportive of employees. 

     

6. Lacks continuous improvement of services.      

7. High rate of employee turnover.      

 

Recommendations 

The learning center should: 

 

 

Strongly 

Disagree 

 

 

Disagree 

 

 

 

Neither 

Agree 

Nor 

Disagree 

Agree 

 

 

 

Strongly 

Agree 

 

 

1. Carefully consider various potential factors 

such as market trends, competitive 

environment, and their capability when they are 

developing strategic objectives. 

     

2. Develop realistic short-term and long-term 

plans with corresponding actions. 
     

3. Have an effective customer management 

system, which solves customer complaints or 

problems in a timely manner. 
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4. Set up a clear appraisal system for every 

employee.  
     

5. Provide training for employees to improve 

their competency and provide a safe and 

healthy work environment. 

     

6. Improve their services to achieve better 

performance and to keep them up to date with 

customer needs.  

     

7. Offer competitive compensation, recognize 

and reward employee achievements, ensure 

work-life balance, and create clear pathways for 

professional growth and advancement.  

     

Thank you and God Bless!               The Researcher: Jordan Dom-ayan 


