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Abstract. Analyzing the performance of an organization requires the use of in-
dicators. In recent decades, an indicator in particular has highlighted, the bal-
anced socorecard (BSC). Therefore, a type of company specific, private higher
education institutions (HEI's), has received little attention in research in this area,
especially in how is the process of applying these indicators. Thus, this study
aims to understand how is the balanced score card application process on a pri-
vate higher education institution. For this, this study drew on research built by
authors who discuss this application, in order to develop a theoretical framework,
demonstrating how this process occurs. So, theoretical contributions were gener-
ated by this study with the analysis of other theoretical contributions of more
extensive research, in which they individually could not handle to fill this theo-
retical gap in the literature.

Keywords: Balanced scorecard - Performance indicators - Private higher edu-
cation institution

1 Introduction

The administrative process goes through stages ranging from planning to control the
activities that are developed within an organization. In this sense, with the control we
seek to correct flaws and distortions that have occurred along the production and man-
agement operations of the company. Therefore, it is necessary that performance indi-
cators are applied within the organization to measure whether it can achieve the pro-
posed organizational goals initially [1].

There are several types of performance indicators. Among them, one has won a spe-
cial mention in recent decades, the Balanced Scorecard (BSC). It is in a strategic man-
agement tool that seeks to measure organizational performance based on four perspec-
tives: financial, learning and growth, internal processes and client [2,3,4].

The financial perspective is related to the long-term financial goals, involving
measures profitability, contribution margin, breakeven, shareholder return, return on
time investment, among others. This perspective has its own complexity to involve a
number of dimensions and stakeholders. It will provide the necessary capital support
for the development of other perspectives [2,3,4].
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With regard to the customer's perspective, it deals with issues involving the central
agent of the business, the company's mission, that is, for whom it will seek to sell their
products or services. It involves issues related to answer the most appropriate market
segment and have a mix of: price, place, promotion and product to this market segment
chosen through well-defined positioning strategies [2,3,4].

Regarding the internal process perspective, it represents the entire measurement of
the production and management operations of the organization. Still, it involves the
company's entire value chain, from the search for raw materials to after-sales. In addi-
tion, it has three steps: a) the process of innovation, which is to always seek to create
new products that meet the needs and desires of customers; b) the operational process,
which involves all the production and marketing of products or services to the cus-
tomer; and c) the process of after-sales service, which has to evaluate customer satis-
faction and accompany you to identify potential failures during the previous steps and
make appropriate changes [2,3,4].

The learning and growth perspective involves people in the organization, the devel-
opment of an appropriate infrastructure so that they are able to well perform their duties,
issues concerning the motivation of the employees so that they maintain their ongoing
performance and also empowerment to they feel increasingly part of the company. In
this perspective, it is also present aspects related to training and development of people
working in the organization [2,3,4].

In addition, we see the importance of analyzing a type of organization in particular
that has singularities given its level of complexity management, higher education insti-
tutions (HEISs). This business segment has specific data dilemmas that occur in the de-
cision-making process involved two dimensions that go in opposite directions, financial
efficiency and quality in education [5,6,7,8,9].

Thus, seeking to answer the question: how does the application of BSC in a private
HEI? This study aims to understand how is the balanced scorecard application process
on a private higher education institution.

To meet the objective of this study, it proposed a theoretical framework that has nine
steps. From step 1 to step 4, presents a inter-functional model of the BSC implementa-
tion of a private institution. Step 5 shows the influence of the sustainability category of
the BSC on the financial perspective. Step 6 shows the impact of the decision-making
process in institutional management. And the steps 7, 8 and 9 show the implications of
issues related to BSC adaptations during the feedback of the inter-functional model.
Thus, following the proposal in detail.

2 Theoretical Framework

As the figure below, in the center of the proposed framework, it is shown the BSC
application process in a private institution. Following the sustainability of BSC shall
involve in matters concerning the financial management of the same. Then the decision-
making process has implications for institutional management.



In addition, the end of the BSC implementation process in a private institution, it
does not end, continuous-become something that feeds back. During this feedback, the
BSC can be adapted to the HEI thereafter begin to arise difficulties and adaptation di-
lemmas, and finally make modifications without losing the gist of the BSC assump-
tions, to the BSC application process restarts.
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Fig. 1. Theoretical framework of performance indicators with balanced scorecard for the private
Higher Education Institution

The first steps of the framework describe the application of BSC in a private HEI,
by an inter-functional model performance. The proposed model supports the view that
the starting point of the flow that involves activities and performance indicators starts
from the financial management of the institution. The proposal is that effective financial
management, characterized by solvency of finance, it is essential to ensure the devel-
opment of a private educational institution. In turn, an appropriate institutional man-
agement, ie when coordinators and directors act effectively in carrying out its functions,
and sectors such as library, laboratories and offices are directed to the needs of students
the quality of teaching activities - learning and service communication emanate as a
direct consequence [10].
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Fig. 2. Inter-functional model of BSC application in a private HEI



These two combined functions converge in research and extension activities, ie,
good internal communication tools, combined with educational incentives - learning
are fundamental to foster the adoption of research and extension activities by universi-
ties. Because it is a private institution, the combination of all of these activities, devel-
oped satisfactorily provide profitable results financially, which leads back to the begin-
ning of the model where these financial incomes will be managed in order to provide
the continuity of the institution's activities. This feature justifies the flow of character
given to the proposed model [10].

The later stage of the framework seeks to show that the financial management of
inter-functional model is influenced by aspects of sustainability of the BSC. The anal-
ysis of institutional data (report of the committee for assessment, annual results records
and financial statements of the institutions), allowed the identification of favorable and
unfavorable factors to the sustainability of BSC in Brazilian HEI's. Among the favora-
ble aspects are centralized power, reduced workforce and the implementation of key
activities in specific sectors. But among the unfavorable aspects, present focused atten-
tion on the teaching perspective and the managerial inability of the managers [11].
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Fig. 3. BSC Sustainability

Then he sought to demonstrate that the process of decision-making can influence
the institutional management. This process is characterized by a centralization of deci-
sions, decisions are taken departmental way, they get to be intuitive, at certain times,
and have difficulties related to low engagement technical level and the lack of infor-
mation [12].
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Fig. 4. The decision-making process in a private HEI



Already during the feedback phase of the inter-functional model, an adaptation of
the BSC is important to note the difficulties and dilemmas of adaptation and change
without losing the essence of the BSC. During the adjustment, may be changes in tra-
ditional perspectives (financial, customer, internal processes and learning and growth)
to ensure the effectiveness of this strategic model. There may also be changes in the
management structure of the IES to correct deficiencies that come true to the complex-
ity of the method [13].
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Fig. 5. BSC adaptation of a private HEI

With this, there are difficulties and dilemmas for adaptation, such as adapting the
method to the institution or the institution of the method? These issues involve an anal-
ysis: a) the internal environment due to complexity in the management of Brazilian
HELI's, the ineffectiveness of existing performance indicators and the prevalence of ed-
ucators in the management of HEI; and b) the external environment due to expansion
of the higher educational system and other successful experiences in other segments.
Thus, the response indicates that the changes should be undertaken together [14].
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Fig. 6. Difficulties and dilemmas of BSC adaptation

Finally, during the implementation of these modifications should be changed with-
out losing the gist of traditional BSC philosophy? The results indicate that for the HEI's
successfully obtain the BSC is necessary that they modify this approach such that gets
away from its traditional approach. Thus, within the context of HEI's analyzed, it is
clear that these organizations gain greater successes in their activities when they leave



the method as originally proposed and operationalize differently. Therefore, it is im-
portant to increase the education perspective, changes in organizational structure and
repositioning of the financial perspective (given that the teaching perspective becomes
the focus) [15].
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Fig. 7. Change without losing essence?

3 Conclusion

This study aims to understand how is the balanced score card application process on a
private higher education institution. The first four steps can be carried out by means of
a functional model performance. This model has as its starting point the financial man-
agement that supports the institutional management can carry out its tasks. The latter
has a direct influence on teaching and learning operations and communication services,
which together will result in research and extension activities of HEI.

Further, it is clear that to occur the sustainability of the process of the application, in
the long run should be noted the favorable and unfavorable factors to it. This sustaina-
bility has direct implications on the financial management of the institution.

Another step corresponds to the decision-making that has features such as: central-
ized decisions, departmental decisions, intuitive decisions and difficulties of lack of
information and low engagement tactical level. This step can directly influence the in-
stitutional management.

Finally, this internally-functional model needs to have a feedback loop which is
made by the BSC adaptation step to correct possible distortions arising during applica-
tion. Then we have the difficulties and dilemmas of adaptation and the last stage of
modification by changing the traditional essence of the BSC, mainly due to the inclu-
sion of the teaching perspective and changes in the management structure.
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