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ABSTRACT

This research was undertaken to understand the customer segments of
the Cebu Institute of Technology- University using demographic, geo-
graphic, and socio-economic lenses. At the same time, this study also
determined the students' technological capacity, technical capability,
and willingness to enroll in the University's second summer term of
2020. The study used a descriptive research method to obtain data from
2,133 college students as the respondents using random sampling.
Based on data gathered from the six colleges of the University, from
first- to fifth-year levels, the closure of schools led them to go back to
their provinces, resulting in the geographic distribution of respondents,
with 48% situated outside of Cebu City. Moreover, one of the most sig-
nificant impacts of the pandemic is the decline of combined household
income from amean of P34,591.22 pre-pandemic to P23,923.85 during
the pandemic when community quarantines were still enforced. Addi-
tionally, 72% of respondents have limited to moderate internet connec-
tivity, sourced majorly from mobile data at 66% and personal or family-
owned Wi-Fi at 50%. Widely used devices used at home were mobile
phones at 97% and laptop computers at 56%. Recommendations in-
cluded providing financial support through university-based and third-
party programs and conducting marketing initiatives targeting the
higher-income class to cushion the global economic crisis's negative fi-
nancial impact.

Keywords: Cebu Institute of Technology-University, Interest Profiling,
Online learning, Market Demand

Introduction

moderate respiratory illness, which does not

At the near end of 2019, the world saw the
beginning of one of the most historic pandem-
ics recorded in our time - COVID-19. In most
people, symptoms can include mild to
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require special treatment. In some cases, how-
ever, the infected person may become seriously
ill, requiring medical attention. Since the virus
can spread through small liquid particles when
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people cough, sneeze, speak or breathe, wear-
ing adequately fitted masks, practicing proper
hand-cleaning, and social distancing was
widely practiced before the advent of vaccines
(WHO, n.d.). The goal was to slow down the
transmission, so quarantine guidelines were
observed in the Philippines and worldwide to
flatten the curve and lessen the risk of infection
and death. Globally, over 600,000,000 con-
firmed cases had been reported, with a death
toll of over 6,000,000, published by the World
Health Organization as of November 2022.
Since 2019, COVID-19 has affected several
aspects of day-to-day life, especially healthcare,
society, and the global economy. The health
sector was greatly challenged, especially at the
beginning of the pandemic, in terms of diagno-
sis, quarantine, and treatment of patients. Med-
ical systems were overloaded, and medical pro-
fessionals were seriously at risk of infection.
Because of movement restrictions, the normal
distribution and availability of goods and ser-
vices were disrupted, causing undue stress and
the closure of businesses such as theatres and
restaurants. As a result of no movement and
unemployment, there needed to be better cash
flow in the market, less manufacturing activity,
and slow revenue growth (Haleem etal., 2020).
Subsequently, with the worldwide effort to
slow down the transmission of the virus,
COVID-19 led to the closure of schools and ed-
ucational institutions worldwide. Reportedly,
220 million higher education students world-
wide have experienced learning disruptions. To
continually operate and provide education to
students, schools and universities transitioned
to online learning in the Academic Year 2020-
2021. While some schools in other parts of the
world may have some form of online education
pre-pandemic, moving all instructional materi-
als and conducting fully online programs
proved more challenging (Zheng et al,, 2021).
In a study on the Impact of the Covid-19
Pandemic on the Education System, universi-
ties in India needed to conduct classes by
adopting an online teaching methodology using
learning management systems and open-
source digital learning solutions. Higher educa-
tion is a determinant of economic development,
and the pandemic severely hit the higher edu-
cation sector. India has been a provider of

international students to universities in Asia
and around the world; with the closure of uni-
versities in the country, it was expected that the
demand for international higher education
would also reduce (Tarkar, 2020)

A few challenges regarding the closure in-
cluded the availability of computers and con-
nectivity equipment at home to support online
classes. Some universities need more infra-
structure or systems to facilitate online teach-
ing. Questions on the delivery of subjects such
as arts, music, and those requiring laboratories
also surfaced. The issue of assessment and
evaluation also looked challenging as students
and faculty are at first still determining how to
administer projects, assignments, and other
learning assessments. In addition, students
with less capability to attend online classes
may suffer a clear disadvantage during assess-
ments which may affect their grades. The deliv-
ery of school supportand services needed to be
established to ensure the safety and well-being
of students and staff, provide clear directions
and guidelines in the conduct of classes and
school operations, and provide emotional and
mental health support. Moreover, a committee
needed to be formed to make informed deci-
sions, assess, and learn from the critical situa-
tion to overcome and rise to the challenges
brought about by COVID-19 (Sahu, 2020).

Moreover, the impact of COVID-19 on edu-
cation may differ across all learners. In devel-
oping countries, the lack of infrastructure and
access to computers led to the low learning mo-
tivation of students coming from poor and dig-
itally illiterate families. Schools and the govern-
ment from these countries needed to establish
a plan to scale educational technology, using ac-
cessible online sources and scale up ICT infra-
structures (Seble, et al,, 2020)

The date was March 23, 2020, when CIT
University was forced to close its gates by order
of former Cebu City Mayor Edgardo Labella.
The University responded to the crisis by form-
ing a group outlining the framework, later in-
troduced as MADE4Learners Framework. It is-
sued a memorandum on the work-from-home
set-up for its faculty and administrative per-
sonnel and online learning for its students.

CIT University is a private, non-sectarian
academic institution built in 1946 to help the
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country rise from the ravages of World War II.
The following degree programs were primarily
offered: Civil Engineering, Mechanical Engi-
neering, Electrical Engineering, Chemical Engi-
neering, Architecture, and Vocational Pro-
grams. Over 75 years later, CIT University re-
mains a top producer of highly competent engi-
neering graduates and industry-preferred pro-
fessionals. Staying true to its tagline, "CIT Tops
Again," it has produced more than 80 first plac-
ers and over 700 topnotchers from different
fields of discipline, with a significant majority
coming from the College of Engineering and Ar-
chitecture (CIT University, n.d.). For the last 75
years, it has relied on face-to-face and onsite
operations to educate its students and serve its
stakeholders. The transition to remote educa-
tion and work set-up posed a significant chal-
lenge for the University.

Due to this crisis in the delivery of instruc-
tion under strict quarantine guidelines, a Crisis
Management Group was formed to outline the
procedures and policies concerning online pro-
motion, online enrollment, online delivery of
education, online communication platforms,
learning management system, and the financial
aspects of all the mentioned undertakings. The
Crisis Management Group was headed by no
less than CIT University's University President,
together with the following members: the Dean
of the College of Computer Studies, the Dean of
the College of Nursing and Allied Health Sci-
ences, the Quality Assurance Officers, the Hu-
man Resource, Finance, and Marketing Direc-
tors. The policies and frameworks developed
by the Crisis Management Group allowed CIT
University to implement a fully online system
which included a work-from-home set-up for
its employees and the online education plat-
form called Multiple Approaches to Distance
Education, which was developed and later on
dubbed Multiple Approaches to Delivering Ed-
ucation for Learners or MADE4Learners.

Having put up the online system was only
the beginning. The other challenge is ensuring
that the product developed under the
MADE4Learners Framework fits the present
profile and capacity of CIT University's stu-
dents and their families. COVID-19 and the
guidelines that came with it badly affected the
global economy beyond anything it has

experienced for the last 100 years. It was esti-
mated that the pandemic could decrease global
economic growth by 3% to 6% by the end of
2020 (Wang et al., 2021).

For educational institutions, its products
are the academic programs delivered through
its teachers' services through instructional de-
livery platforms. To stay relevant to the cus-
tomers, CIT University must ensure that its ac-
ademic program remains of top-notch quality
and, at the same time, accessible to its current
and potential customers.

The customer is any person who avails of
the goods or services offered by any business
or institution (Cambridge Dictionary, n.d.). Dif-
ferent companies serve different customers.
This is the reason why identifying and under-
standing the customer is crucial. In a world that
has become overly competitive, companies
must be able to identify customer segments to
survive and thrive. More than superior goods
and services is required to satisfy customers
who have become highly critical. The strategy
of mass marketing has yet to work in the 21st
century. Instead, marketers are now aggres-
sively studying and serving markets with
clearly identified needs, wants, and capacities.
Segmentation-based marketing is now the core
of corporate strategy and value creation (Wein-
stein A, 2004).

Considering the COVID-19 crisis that has
primarily affected CIT University and all other
academic institutions across the globe, the Uni-
versity needed to look deeper into the changes
in the customer landscape and segments to
continue offering services thatare valuable and
accessible. To do this, the University must be
able to identify its customers from a demo-
graphic, geographic, and socio-economic stand-
point. At the same time, it should understand
the learners' and their families' capability and
capacity to participate in the school's online
learning system, the MADE4Learners Frame-
work.

Research Objectives

This study was undertaken to understand
the customer segments of Cebu Institute of
Technology-University using demographic,
geographic, and socio-economic lenses. At the
same time, this study also determined the
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college students' technological capacity, tech-
nical capability, and willingness to enroll in the
University's second summer term of 2020.
Moreover, the Marketing and the Business De-
velopment Offices of the University utilized the
study's findings as an intervention to the barri-
ers identified by college students that hindered
them from not enrolling in the term specified.

Methods

In understanding the various customer seg-
ments and capacities, the study employed a de-
scriptive research method as it is the appropri-
ate methodology to identify characteristics, fre-
quencies, trends, and categories (McCombes,
2022). The Cebu Institute of Technology- Uni-
versity, located at Natalio B. Bacalso Avenue,
Cebu City, was the study's environment. With
the University President's approval, 2,133 col-
lege students took part in the survey through
an online platform using simple random sam-
pling out of 8,093 people. These respondents
were college students from the first year to the

fifth year of different programs in the univer-
sity, such as the college of engineering and ar-
chitecture (CEA), college of management, busi-
ness, and accountancy (CMBA), college of arts,
science, and education (CASE), college of com-
puter studies (CCS), and college of nursing and
allied health science (CNAHS). The researchers
crafted a self-made questionnaire to achieve
the stated research objectives. Also, the self-
made questionnaire was undergone a content
validity test in which two (2) professionals or
specialists were chosen to serve as the content
validators. Lastly, for the data analysis, the
study used descriptive analytics such as mean,
median, mode, and frequency distribution to
examine the collected data properly.

Results and Discussion

This study examined the financial resiliency
among the top three listed companies in the
Philippine Stock Exchange from 2018 to 2021.
Financial performance indicators were meas-
ured using the selected financial ratios.

Demographic and Geographic Profile of the Respondents

Table 2. Profile of Respondents (n =2133)

Profile Frequency Percentage

I. College Representation

College of Arts, Sciences, and Education 207 10

College of Computer Studies 155 7

College of Engineering and Architecture 1406 66

College of Management, Business, and Accountancy 250 12

College of Nursing and Allied Health Sciences 115 5
I. Year Level

1st Year 435 20%

2nd Year 770 36%

3rd Year 427 20%

4th Year 136 6%

5th Year 365 17%
I1I. Gender

Male 1103 52%

Female 1011 47%
IV. Present Location

Cebu City 782 37%

Within Cebu Province (BUT not in Cebu City) 1031 48%

OUTSIDE Cebu 320 15%
V. Income Post Pandemic

P 20,000 per month or below 968 45%

P 21,000 - 240,000 per month 703 33%

$ 41,000 - 2 60,000 per month 256 12%
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Profile Frequency Percentage
P 61,000 - 80,000 per month 103 5%
P 81,000 per month or above 103 5%
VI. Income During the Pandemic
P 20,000 per month or below 1451 68%
P 21,000 - 40,000 per month 424 20%
41,000 - P 60,000 per month 135 6%
P 61,000 - 2 80,000 per month 57 3%
P 81,000 per month or above 66 3%

The survey had a total of 2,133 respond-
ents, with 66% coming from the College of En-
gineering and Architecture, 12% from the Col-
lege of Management Business and Account-
ancy, 10% from the College of Arts, Sciences,
and Education, 7% from the College of Com-
puter Studies, and 5% from the College of Nurs-
ing and Allied Health Sciences. These students
belong to different year levels, with 56% com-
ing from the first and second years, 26% from
the third and fourth years, and 17% in the fifth
year. Regarding gender distribution, 52% are
male, while 47% are female. When the survey
was undertaken, 1,031, or 48% of the respond-
ents, were living within Cebu Province but not
in Cebu City, 782, or 37%, were residing in
Cebu City, and the remaining 15% were outside
Cebu Province.

Socio-Economic Profile and COVID-19 Finan-
cial Impact

Before the enhanced community quaran-
tine triggered by the COVID-19 pandemic, the
respondents had an average estimated
monthly income of P34,591.22 with a median
income of P25,000. Forty-five percent, or 968
of the respondents' families, had a combined
income of P20,000 or below per month, while
33% had a combined income of P21,000 to
P40,0000. Only 22% recorded a combined
monthly income of P41,000 and up. This means
the respondents are already within the lower-

middle income class and pre-pandemic, using
the average combined monthly income and me-
dian income. Regarding proportion, 78% be-
long to the poor to lower middle-income clas-
ses, while 22% belong to the middle-income
class or higher.

During the pandemic, however, restrictions
on movement that heavily affected the econ-
omy were enforced all over the country. This
decreased the respondent's income to
P23,923.85 per month, with a median of
P18,000. In proportion, 68% of families rec-
orded a combined monthly income of P20,000
or below, while 20% are a P21,000 to P40,000
income per month. This reduced the income
classes of the respondents to a level lower than
pre-pandemic.

Technological Capacity and Capability

CIT University's MADE4Learners included
multiple approaches to delivering education to
students interested in continuing their educa-
tion despite the pandemic. These approaches
included Distance, Distance-Blended, and
Online-Blended. Though different in synchro-
nous and asynchronous schedules, all ap-
proaches require technological devices and
technical support tools to deliver quality edu-
cation effectively. Figure 2 shows the ap-
proaches, device requirements, and technology
support tools specified under CIT University's
MADE4Learners Framework.

Table 3. Internet access/connectivity of respondents

Internet access/connectivity

Response Frequency Proportion
FULL internet access / HIGH internet connectivity 416 20%
LIMITED internet access / MODERATE internet connectivity 1529 72%
No Internet Access/No Internet 188 9%
Total 2133 100%
IJMABER 73 Volume 4 | Number 1 | January | 2023
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connectivity, 20% have high internet connec-

Based on the data gathered, 72% of the re-
tivity, and 9% reportedly have no connectivity.

spondents have limited or moderate internet

©)
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Figure 1. MADE4Learners Framework One-Pager

Table 4. Source/Type of Internet Connection at Home

Source/Type of internet connection at home

Source/Type of Internet Connection Frequency Proportion
Broadband 506 24%
Personal (or family-owned Wi-Fi) 1075 50%
Shared Wi-Fi 589 28%
Mobile Data 1411 66%
Others 130 6%

Widely used connectivity sources included mobile data at 66% and family-owned Wi-Fi at 50%.

Table 5. Internet Service Provider Subscription

Internet Service Provider Subscription

Response Frequency Proportion
Converge IT Solutions 6 0%
Globe 1047 49%
One Sky 55 3%
Rise 0 0%
PLDT/SMART 882 41%
Others 232 11%

In terms of Internet Service Providers, Globe recorded 49% subscriptions while PLDT/Smart was

41%.
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Table 6. At-home Devices for Connection and Learning

At-home Devices for Connection and Learning

Device to access the internet Frequency Proportion
Desktop Computer 398 19%
Laptop 1193 56%
Mobile Phone 2077 97%
Tablet 238 11%
Others 114 5%

Since the device is also a factor in the suc-
cessful delivery of online or distance learning,
respondents were also asked about the devices
they presently had to access the internet and
pursue MADE4Learners. Two thousand, sev-
enty-seven or 97% had mobile phones, 56%
had laptop computers, and 30% had desktop
computers or tablets.

With the guidelines provided in the
MADE4Learners one-pager, the three ap-
proaches catered to the different connectivity
levels and devices available to the students.

Online Education Readiness Level

Table 10 shows the overall readiness level
of the college students who participate in the
study. The respondents rated 2.82, which is in-
terpreted as high. The readiness level was
rated based on the following aspects: self-di-
rection at 2.85 or high, learning preferences at
2.78 or high, study habits at 2.74 or high, tech-
nical skills at 2.90 or high, and course commu-
nication at 2.87 or high.

Table 7. Summary of the Aspects of Online Education Readiness Level

Online Education Readiness Level

Aspect Average Interpretation
Self-Direction 2.8519 HIGH
Learning Preferences 2.7764 HIGH
Study Habits 2.7425 HIGH
Technical Skills 2.8941 HIGH
Course Communication 2.8686 HIGH
CIT Overall Readiness Level 2.8242 High

Legend: 4.0 -3.26 Very High
3.25-2.51 High
2.50-1.76 Low
1.75-1.0 Very Low

Regarding self-direction, the respondents
rated themselves high across five aspects: goal
setting, time management, and project comple-
tion. Regarding learning preferences, the re-
spondents rated the aspects high except for not
having face-to-face interaction with peers and
professors. All other items, including learning
with minimal assistance and learning from vid-
eos, podcasts, and others, were also rated high.
As for study habits, the respondents rated low
on being able to ignore distractions and spend-
ing 10-20 hours on an online course. Other as-
pects, such as keeping a record of assignment

dues and being able to turn in assignments on
time, are all high. The willingness to use e-
mails, social media platforms, and other online
tools to submit outputs was rated very high re-
garding technical skills. The comfort level in
surfing the internet, researching, downloading
files, and changing computer settings was rated
high. However, knowing where to find help
with computer problems was rated low. Re-
garding course communication, all aspects, in-
cluding communicating via social media or SMS
and the comfort level in seeking assistance
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from instructors or classmates, were all rated
highly.

In the Philippines, the challenge brought
about by internet connectivity brings many dis-
advantages to online learners. The inconsistent
connectivity compromises the quality of educa-
tion, especially with synchronous classes,
which require a high-speed internet connec-
tion and more bandwidth. In a study done at
Misamis University, poor internet connection
was the main problem for learners and teach-
ersin online classes as it affects attendance, les-
son continuity, performance, output submis-
sion, and communication. (Clarin et al., 2022)

In a study by Plews (2017), respondents
enumerated (a) awareness of learning prefer-
ence, (b) seeing oneself as technology-savvy,
and (c) being focused on the goal as factors crit-
ical to online learning. Awareness of one's
learning preference increases the ability and
desire to engage in autonomous learning. Being
technology-savvy increases self-efficacy when
using tools for education. Additionally, it was
found that students with more learning strate-
gies had higher motivation levels in their online
classes. Moreover, students with higher levels
of technology self-efficacy earned better grades
(Wang, 2013). A pilot study conducted at the
National University of Tainan further showed a
significant positive relationship between self-
directed learning abilities and online learning

performance because of a criterion test with
engineering students (Chou, 2012)

In Ireland, it was found that students from
the poorest broadband coverage area also are
most likely disadvantaged from a socio-eco-
nomic standpoint. With this chasm in internet
connectivity also comes the digital divide re-
garding access to devices and equipment such
as laptops or desktop computers. This led to
recommendations that included prioritizing
campus facilities that provide internet access
and services to financially challenged students
living in low broadband geographies (Cullinan,
2021).

Enrollment Status and Intention to Enroll

Since the first summer term had already
started when the survey was conducted, sev-
eral respondents had already enrolled in the
first summer term. Of the 2,133 respondents,
459% were enrolled, while 55% were not. Out of
the 954 enrolled in the first summer term, only
57% planned on enrolling for the particular or
second summer term. Out of the 1,179 who
were not enrolled in the summer term, only
23% expressed their intent to enroll in the par-
ticular or second summer term.

Below is the probability diagram that visu-
alizes the intention of students to enroll in the
next term.

[ v

Mot to Enroll in Special Summer

954

Enrolled in 1st Summer

2133 100%
Total Respondents

540

To Enroll in Special Summer

272

To Enroll in Special Summer

1179

55%
Not Enrolled in 1st Summer |

N 07

Mot to Enroll in Special Summer

Figure 2. Probability Diagram of Student Distribution in Terms of First Summer Term Enrollment
and Intention of Enrollment in the Special or Second Summer Term
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Conclusion

The COVID-19 pandemic led to the closures
of schools all around the world. With this, edu-
cational institutions must be resilient and de-
sign academic and administrative frameworks
to ensure business and learning continuity. CIT
University introduced the MADE4Learners
framework to respond to the challenge of
movement restrictions and health threats. The
university was one of the first in the country to
announce and implement the online learning
format during the pandemic.

Based on data gathered from student-re-
spondents from the six colleges of the Univer-
sity, from first to fifth-year levels, the closure of
schools led them to go back to their provinces,
resulting in the geographic distribution of re-
spondents, with 48% situated outside of Cebu
City. Moreover, one of the most significant im-
pacts of the pandemic is the decline of com-
bined household income from a mean of P34,
591.22 pre-pandemic to P23,923.85 during the
pandemic when community quarantines were
still enforced.

The MADE4Learners framework was ini-
tially designed to have three approaches: dis-
tance, distance-blended, and online-blended.
These approaches have different levels of de-
vice requirements, synchronous contacts, and
technical support tools. Based on data gath-
ered, 72% of respondents have limited to mod-
erate internet connectivity, sourced majorly
from mobile data at 66% and personal or fam-
ily-owned Wi-Fi at 50%. Widely used devices
used at home were mobile phones at 97% and
laptop computers at 56%.

Despite these, only 812 students, or 38% of
the total respondents, expressed their intent to
enroll in the particular or second summer term.

Recommendations
After the organization, presentation, and

analysis of the data gathered, the action plans

below are recommended:

1. Financial Support. The high probability of
attrition is primarily caused by the negative
financial impact of the movement re-
strictions caused by the COVID-19 pan-
demic. To aid students, the university may
offer the following financial assistance:

a. Offer deferred payment programs to al-
low students to enroll and pay dues later.

b. Provide longer credit terms to give stu-
dents and their parents ample time to
look for sources of funds to pay tuition
and other dues.

c. Tap on third-party loan providers and
other financial institutions to offer loans
to financially challenged students.

d. Offer virtual non-academic scholarship
set-up to continue supporting non-aca-
demic scholars

e. Look for alumni and industry partners
willing to support more students even
during a pandemic.

2. Market Segmentation and Targeting. A stra-
tegic plan to attract students from upper-
level income classes can be undertaken to
cushion possible attrition. This move will
lessen price sensitivity and cushion the neg-
ative effect on enrollment and retention in
the event of a national or global recession or
financial crisis.
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