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Abstract 

 

Academic tutoring is a personalized accompaniment process carried out by the academic tutor, who 

provides guidance to the tutor in the personal, social, academic and professional areas. During the 

COVID-19 pandemic, face-to-face tutoring was suspended and there was a need to maintain the tutor-

tutor link. In response, the Universidad Veracruzana implemented a virtual tutorial through its different 

educational platforms. This article seeks to analyze the importance of virtual university tutoring from the 

perspective of the students of the Faculty of Mechanical Engineering, in the Industrial Engineering 

program of the Universidad Veracruzana, Poza Rica-Tuxpan region.    

 

Tutoring, pandemic, Academic tutor, Virtual tutoring 

 

Resumen  

 

La tutoría académica es un proceso de acompañamiento personalizado que realiza el tutor académico, 

quien brinda orientación al estudiante en el ámbito personal, social, académico y profesional. Durante la 

pandemia de COVID-19 se suspendieron las tutorías presenciales y fue necesario mantener el vínculo 

tutor-tutorado. En respuesta, la Universidad Veracruzana implementó una tutoría virtual a través de sus 

diferentes plataformas educativas. Este artículo busca analizar la importancia de la tutoría universitaria 

virtual desde la perspectiva de los estudiantes de la Facultad de Ingeniería Mecánica, de la carrera de 

Ingeniería Industrial de la Universidad Veracruzana, región Poza Rica-Tuxpan. 

 

Tutoría, Pandemia, Tutor académico, Tutoría virtual 

 

1. Introduction 

 

The academic tutoring is one of the 4 substantial activities of the academic that belongs to the 

Universidad Veracruzana, of presential form the academic tutor has the obligation to carry out at least 3 

sessions, which in its totality in the educational Program of Industrial Engineering of the Faculty of 

Mechanical and Electrical Engineering of the zone Poza Rica Tuxpan was carried out of presential form, 

However, due to the contingency caused by COVID-19 in March 2020, the closure of non-essential 

activities was decreed, education being one of them, which led to the suspension of face-to-face activities 

and thus the beginning of virtuality to meet current commitments, therefore academic tutoring was one 

of them. Consequently, both students and academics had to adapt to the new modalities and learn as 

much as possible how to use digital platforms and establish communication strategies to carry out the 

tutorial activity. The present work aims to know the perception of students about the tutoring received in 

the period from March 2020 to July 2022, time in which the closure of face-to-face activities due to 

COVID-19 took place. 

 

2. Development 

 

The Industrial Engineering educational programme started activities in the Faculty of Mechanical and 

Electrical Engineering of the Universidad Veracruzana in the Poza Rica-Tuxpan area, in August 2011, 

with an offer of 35 students (Apud. Cruz-Orduña, Juárez Morales, Martínez García, & Ramos González, 

2018), due to the demand that this educational programme has had, they currently offer 50 places. The 

programme operates under the flexible integral educational model, where the student is expected to 

develop a comprehensive education, which allows him/her to be an ethical professional, and competent 

to solve the needs of society (Student Portal. Universidad Veracruzana, 2022).  

 

It is comprehensive because in addition to promoting the knowledge specific to the degree, it 

promotes intellectual, social and human training. It is flexible because students can finish their degree in 

the time that suits them best without exceeding the stipulations of the current regulations, which means 

that they can: 

 

 Select the educational experiences (EE) from the second period onwards, taking into account the 

number of credits based on the current legislation of their educational programme and the path 

they wish to take (minimum, standard and maximum) to finish their educational programme 

(Idem). 
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 To study educational experiences in different faculties, institutes or departments, as well as in 

different learning modalities: face-to-face, blended, virtual, blended, self-learning and 

demonstration of competences (Idem) (Idem). 

 

 This model gives the student a margin of autonomy in terms of decision-making in relation to his 

or her credit load, therefore, tutorial activity is an important support tool for the achievement of 

these goals (Idem). 

 

 Therefore, the figure of the academic tutor in this process is of utmost importance to guide the 

tutored (Idem). 

 

3. Academic Tutoring 

 

According to the Regulations of the Institutional Tutoring System (RSIT), (2009), tutoring at the 

University of Veracruz has its origin in the 1999 school year, with the change of model from rigid to 

flexible in its study plans, giving rise to the Institutional Tutoring System (SIT) which aims to support 

students to solve academic problems, promote their autonomy and comprehensive training, and help 

improve their academic performance, from individual attention or in small groups. Based on article 4 of 

the aforementioned document, the SIT is made up of an operational coordination and the Tutorial System 

of each educational programme, which in turn is formed, as mentioned in article 5, by: 

 

 A coordinator who is proposed by the director of the entity and appointed by the Technical 

Council. 

 The academics who perform the function of Tutor. 

 The academics who carry out functions as Tutor Lecturers. 

 Monitors. Students who support the academic tutoring functions. 

 Tutorados, who are the students who receive the tutoring. 

 

The University of Veracruz, as decreed by the RSIT in its article 7, offers 2 types of tutoring: 

 

1. Academic Tutoring. which refers to the monitoring carried out by an academic, called Academic 

Tutor, of the academic trajectory of one or more Tutorees during their permanence in the 

corresponding educational programme. 

 

2. Tutorial teaching: this is the personalised attention given by an academic, called a Tutor 

Teacher, aimed at supporting the Tutors who require it in problems related to the thematic 

contents of the educational experiences or who are interested in a broader disciplinary training, 

through the development of Comprehensive Training Support Programmes (PAFI).  
 

As we can see, the tutor is responsible for monitoring the student, as well as guiding, supporting 

and informing him/her in everything related to academic matters during his/her school career in order to 

make decisions in accordance with his/her expectations, abilities and interests in the educational 

programme.  

 

Article 21 section II of the RSIT establishes that one of the tutor's obligations is to carry out 3 

academic tutoring sessions agreed with the students during a school period in accordance with the dates 

established by the Operational Coordination of the Institutional Tutoring System.  

 

The modalities of attention in which the tutorial activity is carried out can be face-to-face or non-

face. 

 

 Face-to-face: this is characterised by the fact that the relationship between the tutor and the 

tutored person is face-to-face, in a predetermined physical space and can be individual or in 

groups, which must be grouped according to common profiles. 

 

 Non-face-to-face: characterised by the fact that the relationship between tutor and mentee is 

mediated by physical distance and is predominantly asynchronous. 
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 However, before the COVID-19 pandemic, based on the tutoring reports registered in the SIT of 

the Industrial Engineering educational programme, tutors reported that the modality in which they 

attended to their students was face-to-face. 

 

 At the end of December 2019, a viral disease very similar to pneumonia caused by the most 

common bacteria and viruses began in the city of Wuhan, China. The emergence of this outbreak 

resulted in the Chinese health authority reporting the appearance of this disease to the World 

Health Organisation (WHO) on 31 December. Tests on patients suffering from the disease 

identified the causative agent as a new coronavirus. The disease came to international prominence 

on 13 January 2020 when the first case outside China was reported in Thailand; despite efforts, 

the number of people infected increased rapidly and the first deaths were reported, so that on 30 

January the WHO declared the disease a public emergency of international concern. A little over 

a month after the outbreak began, the disease was given the name COVID-19 and the causative 

agent was named SARS-CoV-2 by the International Taxonomy Committee. As time went by, the 

disease spread worldwide, accelerating the number of infected and deaths, until the WHO 

characterised the disease as a pandemic on 11 March 2020 (Mojica-Crespo & Mojica-Crespo & 

Mojica-Crespo, 2005). (Mojica-Crespo & Morales-Crespo, 2020). 

 

 In view of the COVID-19 emergency, between 23 March and 1 April, the Federal Health 

Authority determined the suspension of non-essential activities, including educational activities, 

establishing a traffic light (red, orange, yellow and green) by region, stipulating that educational 

activities could only be resumed in person when the traffic light was green. These measures were 

taken up by the Ministry of Public Education, so that on 16 March it published the Covid-19 

Action Guidelines for Higher Education, which suggest the closure of activities from 20 March 

2020. All universities in the country agreed to suspend activities, given that the announced period 

coincided with the Easter holidays (Apud. Malo-Alvarez, Maldonado-Maldonado, Gacel Ávila, 

& Marmolejo, 2020 and Schmelkes, 2020).  

 

 On 26 April, the rectors of the Higher Education Institutions belonging to the National 

Association of Universities and Higher Education Institutions (ANUIES) met with the Secretary 

of Public Education and the Undersecretary of Higher Education and agreed to move from face-

to-face to remote models, open and distance education in order not to interrupt the educational 

service (Loc. cit.). 

 

 The impact that HEIs suffered from the COVID-19 health emergency was very diverse, however, 

most of them coincide in the following: 

 

 Educational Institutions had to adjust the dates for the duration and closure of the current semester 

and the start of the next one.  

 

 Difficulty of access to technology and the internet on the part of the students, some due to 

connectivity problems in their communities, others because of the economic factor due to the 

decrease in productive and commercial activities, which resulted in the loss of jobs and sources 

of income. 

 

 Lack of experience in the use of technologies by teachers and students, as well as lack of teacher 

training for distance education. 

 

 Loss of students due to dropout as a consequence of economic, technological, and pedagogical 

factors. 

 

 The quality of education received by students due to unfavourable learning conditions, as many 

students did not have adequate space to receive distance learning classes, because they had sick 

relatives, several family members were connected, affectation due to confinement, and so on. 
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 However, distance education also has certain advantages such as using multiple human and other 

resources to favour learning experiences; having personalities from other universities; 

collaboration and exchange with other HEIs led to advances and transformations in the contents 

and structure of this educational level (Apud. Malo-Alvarez, Maldonado-Maldonado, Gacel 

Ávila, & Marmolejo, 2020 and Schmelkes, 2020). 

 

 With regard to the Universidad Veracruzana, like other HEIs, its substantial activities (teaching, 

research, management and tutoring) were affected by the COVID-19 pandemic, in this sense the 

institution proposed in its contingency plan (Comunicados UV, 2022), several actions based on 

the general guidelines for the safe return to face-to-face university activities, such as: 

 

 Arrangements for academic work. School period September 2020 February 2021, where the 

academies by areas of knowledge play a preponderant role in the planning and operation of the 

educational programme.  

 

 Training for teachers in the use of educational platforms, and for new students through the "Know 

your university" programme. 

 

 Issuance of communiqués for the implementation of activities in accordance with the 

epidemiological traffic light from 2020 to date. 

 

 Monitoring of academic activities derived from the COVID-19 General Provisions. 

 

Currently the Faculty of Engineering and Chemical Sciences and other entities of the Universidad 

Veracruzana have resumed face-to-face activities at 100% and the students of the 2020 and 2021 

generation have already had their first face-to-face tutoring.  

 

4. Methodology  

 

This is a descriptive cross-sectional research that seeks to obtain the student's perception of distance or 

virtual tutoring through the application of a questionnaire formulated in Microsoft forms to be answered 

by the students of the 2019, 2020 and 2021 generations to collect information about the different digital 

platforms they used, the number of sessions they had, the quality of the tutoring they received and the 

challenges they faced.  

 

5. Results 

 

Currently the industrial engineering programme has180 students from the generations ranging from 2017 

to 2022, served by 18 tutors. A brief survey was conducted with the 2019, 2020, and 2021 generations. 

The 2017 and 2018 generations were not taken into account due to the fact that the first 2 generations 

have a small number of students and little contact with them because they are only studying the 

educational experience of receptional experience or are doing professional residencies; and the 2022 

generation, being new entrants, has not had the experience of tutoring in the period of the pandemic with 

teachers from the faculty. The total population comprising these 3 generations is 118 students, which 

corresponds to 74% participation. In table 1 we can see the total number of students comprising the 

generation, as well as the percentage of participation of each one of them. 

 

Table 1 Student participation by generation 

 
Generation No de students No  of students Participants %  of Participation 

2019 39 16 41% 
2020 37 31 83.78% 
2021 42 40 95% 
Total 118 87 74% 

 
Source of Consultation: Own elaboration. Information provided by the Academic Secretary 
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Of the 87 participants, the distribution of participation with respect to the number of students who 

responded to the survey is shown in table 2, where we can identify that the generation with the highest 

response was 2021. 

 

Table 2 Participation of students by generation 

 
Generation No de students No  of students Participants %  of Participation 

2019 39 16 18% 

2020 37 31 36% 

2021 42 40 46% 

Total 118 87 100% 

 
Source: Own Elaboration 

 

|The number of times the mentees had contact with the tutors during the period March 2020-July 

2022 were as follows: 35 tutorates corresponding to 40.2% answered that they were 3 or more times in 

contact with their tutor; 24 of them representing 27.6 % mentioned that they were contacted 2 and 1 time 

and 4 constituting 4.6% that they had no contact with him/her.(table 3). As we can notice 95.4% of the 

students at least once had contact with their tutor despite the difficulty of access to technology and 

internet mentioned by Malo-Alvarez, Maldonado-Maldonado, Gacel Avila, & Marmolejo, (2020) and 

Schmelkes, (2020). 

 

Table 3 Number of times the student had contact with their tutor 

 
Technological environment No of students % of Participation 

Celular 49 56.3% 

Culular/laptop 28 32.2% 

Laptop 8 9.2% 

Other 2 2.3% 

 87 100% 

 
Source: Own Elaboration 

 

The technological means they most frequently used to be in contact with their tutor were 49 

(56.3%) used the mobile phone, 28 (32.2%) a combination of mobile phone and laptop, 8 (9.2%) used 

the laptop as a means of communication and 2 (2.30 %) mentioned that they used another means. It is 

worth noting that the devices were their own, although it might have been thought that more than a few 

would have rented a computer (Table 4). 

 

Table 4 Technological means most frequently used to be in contact with their tutor 

 
No of platforms used No of students % of Participation 

1 39 45% 

2 34 39% 

3 10 11.5% 

4 3 3.5% 

5 1 1% 

 
Source: Own Elaboration 

 

Among the most used platforms to contact the tutor, 45% used one platform, 39% used 2 

platforms, 11.5% used 3 platforms, 3.5% combined 4 platforms and only 1% used 5 platforms (Table 5). 

Contrasting with the factor of lack of experience in the management of technologies, but confirming that 

one of the advantages of distance education is to favour learning experiences through the use of multiple 

resources (Malo-Alvarez, Maldonado-Maldonado, Gacel Avila, & Marmolejo, 2020) (Schmelkes, 2020) 

(Schmelkes, 2020). 
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Table 5 Number of platforms used to contact the academic tutor during the COVID-19 pandemic 

 
Tutorías impartidas No of students % of Participation 

3 o more 35 40.2% 

2 24 27.6% 

1 24 27.6% 

None 4 4.6 

 87 100% 

 
Source: Own Elaboration 

 

Of the 34 students who used 2 technological resources, 18 of them used WhatsApp and Zoom 

(Table 7), those who used 3 technological resources 4 out of 10 preferred WhatsApp, email and Microsoft 

Teams (Table 8), 3 students used 4 platforms (Whatsapp; Email; Zoom platform; Eminus; or Teams); 

only one student used all 5 platforms. It is not surprising that WhatsApp is the most used platform given 

that the technological medium they used the most was mobile phones. 

 

Table 6 Platform most used by the mentees 
 

A Platform Tutors 

Zoom Platform 9 

Whatsapp 26 

E-mail 1 

Eminus 1 

Teams 2 

Total 39 

 

Source: Own Elaboration 

 

Table 7 The 2 Platforms used by mentees 
 

Two Platforms Tutors 

Plataforma Zoom; Eminus 1 

Plataforma Zoom;Teams 2 

WhatsApp, Plataforma zoom 18 

WhatsApp; Eminus 4 

WhatsApp; Teams 4 

WhatsApp; Correo electrónico 5 

Total 34 

 
Source: Own Elaboration 

 

Table 8 Top 3 platforms used by students to contact their tutor 

 
Three Platforms Tutors 

Whatsapp;Email;Teams; 4 

Whatsapp;Platform zoom;Eminus; 2 

Whatsapp;Email;Platform zoom; 2 

Whatsapp;Platform zoom;Teams; 2 

Total 10 

 
Source: Own Elaboration 

 

Among the benefits of receiving tutoring during the pandemic, 70% of the students reflected that 

it brought them benefits because they felt accompanied, guided and somehow comforted given the 

situation they were living through; in contrast, 21% stated that they did not benefit from virtual tutoring 

in the pandemic, since in the sessions they were left with doubts, talked about the same topics or were 

only informed about the educational experiences they would be taking, when perhaps they required other 

information; finally, 9% did not find it important to receive it (Table 9). 
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Table 9 Benefits of receiving tutoring during the COVID-19 pandemic 

 
Challenge No of 

students 

%  of 

Participation 

Adaptation to virtual classes. 35 40% 

internet connection problems 22 25% 

To be able to communicate, both with their tutor and with their teachers. 13 15% 

% were unaware of the flow of school procedures and did not receive sufficient 

clarification, 

10 12% 

Did not know how to register AFEL educational experiences, so their registration 

was complicated. 

7 8% 

 
Source: Own Elaboration 

 

During the pandemic, the students were experiencing different challenges, each in their own 

particular scenarios: 40% stated that the most complicated thing they experienced was adapting to virtual 

classes, given that they always had face-to-face classes and although it is true that they sometimes used 

a support platform, it is also true that virtual work was practically non-existent. 25% said that they faced 

internet connection problems during the pandemic, a fact that was experienced by many of the population 

because we were not prepared with infrastructure and in addition we had to face hurricane "Grease", 

which kept the city practically without water, electricity and internet services for approximately three 

weeks or more in some areas. 15% of the student population stated that they faced the challenge of being 

able to communicate, both with their tutor and with their teachers; 12% did not know the flow of school 

procedures and did not have enough clarification about it; finally, 8% did not know how to register AFEL 

educational experiences, so their registration was complicated (table 10). 

 

Table 10 Major challenge students faced during the pandemic 

 
Benefited from mentoring No of students %  of Participation 

Yes 61 70% 

No 18 21% 

Not important 8 9% 

Total 87 100% 

 
Source: Own Elaboration 

 

53% of the respondents answered that the tutoring received during the pandemic helped them to 

face their challenge because they received support from their tutor, clarifying their doubts about the 

different academic processes, this was very important especially for the 2020 and 2021 generations, who 

did not have the advantage of knowing closely the processes that are carried out in the faculty of 

engineering and chemical sciences.  

 

Consequently, in the question of how would you rate your tutor, given that 53 % responded that 

they received support and guidance from the academic it was expected that at least that percentage would 

be met by adding the ratings of good, very good and fair, and this was the case. 

 

 Table 11 shows that the highest percentage of tutors received a rating of good to excellent, with 

a total of 80% between them. Despite the fact that distance tutoring was well evaluated, 70% of the young 

people prefer face-to-face tutoring because they mention that they have better communication, face-to-

face interaction leads to more trust, it is easier to contact the tutor.  

 

Some advantages mentioned by the other 30% about virtual tutoring is that time can be managed 

by giving it at any time and at any moment, because contact can be made from any place where there is 

connectivity. 
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Table 11 Rating of tutoring received 

 
Calification No of students %  of Participation 

Excellent  25% 

Very Good  26% 

Good  29% 

Fair  15% 

You did not receive advice  5% 

 
Source: Own Elaboration 

 

6. Conclusions  

 

As we can see, several of the problems faced by our students during the pandemic coincide with those 

reviewed in the literature, such as connectivity problems, adaptation to the new educational modality and 

learning to use the educational platforms they had to use to develop their classes during the two years of 

the pandemic. However, it is also clear that there were some advantages such as the development of new 

skills in communication technologies, as mentioned by Malo-Alvarez, Maldonado-Maldonado, Gacel 

Avila, & Marmolejo, (2020) in their article "Impacto del COVID-19 en la educación superior en México" 

(Impact of COVID-19 on higher education in Mexico). After the initial confusion, many HEIs reacted 

positively to contribute to the reduction of the risks of contagion and most of them adopted measures to 

resume their functions and fulfil their commitments, and it was also during this period that the 

connectivity of digital technologies burst definitively into the teaching and learning processes beyond 

the traditional media. 
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