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Abstract 

 

In this work, the perceptions of the tutorial action of a group of teachers-tutors committed to the Tutoring 

Program of the Faculty of Chemical Engineering of the Autonomous University of Yucatán (FIQ-

UADY) are presented. These perceptions are the result of reflexions from the experiences acquired before 

and during the pandemic caused by COVID 19, a period where school activities, such as academic 

tutoring, had to migrate from face-to-face to online. In addition, taking in to account the areas of 

opportunity that were detected in the Tutoring Program, several actions are proposed to improve the 

integral education of students, as well as to support the teacher in the academic tutoring process. 

 

Academic, perceptions, opportunity areas, online tutoring, pandemic  

 

Resumen 

 

En este trabajo, se presentan las percepciones de la acción tutorial de un grupo de docentes-tutores 

comprometidos con el Programa de Tutorías de la Facultad de Ingeniería Química de la Universidad 

Autónoma de Yucatán (FIQ-UADY), principalmente de las experiencias adquiridas antes y durante la 

pandemia a causa del COVID 19, período donde las actividades escolares, como la tutoría académica, 

migraron de la modalidad presencial a en línea. Además, a partir de las áreas de oportunidad detectadas 

en el análisis del Programa, se proponen varias acciones para coadyuvar a mejorar la Formación Integral 

del estudiantado, así como para apoyar al profesorado-docente en la tutoría académica. 

 

Académico, percepciones, áreas de oportunidad, tutoría en línea, pandemia 

 

1. Introduction 

 

Academic tutoring emerged as an alternative to prevent, treat problems and improve students' terminal 

efficiency in Higher Education Institutions (Tejada Tayabas & Arias Galicia, 2003). The objective is to 

facilitate their adaptation to the school environment, improve their learning skills and facilitate their 

academic transition throughout their school career. Moreover, it is one of the essential functions of the 

teaching staff who, in their role as tutors, are responsible for guiding and accompanying students 

throughout their academic career, with at least two to three face-to-face sessions per semester.  

 

As a result of the health contingency due to COVID-19 (WHO, 2019), teaching-learning 

activities, including academic tutoring, migrated from face-to-face to an emerging online and distance 

education, for which various technological resources had to be implemented (Ponce Ceballos et al., 

2022). Each teacher-tutor took courses to obtain the necessary tools to be able to face the circumstances 

and challenges that arose, such as the management of platforms that would allow them to continue their 

tutoring sessions online. Therefore, given the contact and knowledge that the teaching staff has of the 

students' response to the Tutoring Programme, it makes them an excellent source of information to know 

the strengths and areas of opportunity of the tutorial action. In this way, this paper presents the analysis 

of the experiences in the tutorial accompaniment, acquired before and during the pandemic, of a group 

of teacher-tutors of the Faculty of Chemical Engineering of the Autonomous University of Yucatan, FIQ-

UADY. It also provides suggestions on areas of opportunity to contribute to the improvement of the 

integral formation of the students, an essential part of the Educational Model of Integral Formation 

(MEFI) of the University. 

 

2. Tutorial action at UADY 

 

2.1 Conceptualisation of tutoring 

 

The National Association of Universities and Institutions of Higher Education (ANUIES), at the service 

and strengthening of higher education, considers tutoring as the accompaniment and teaching support of 

individual character, based on a personalised attention by the teacher that favours a better understanding 

of the problems faced by each student, with regard to their adaptation to the university environment, to 

the individual conditions for an acceptable performance during their training and for the achievement of 

academic objectives that will allow them to face the commitments of their future professional practice 

(ANUIES, 2011).  
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In particular, for the UADY it is an intentional and systematic process of accompaniment, 

personal and academic guidance aimed at the student community during the school career (UADY, 

2019), which, depending on the needs and resources of the departments, prioritises attention to students 

in the entry phase, which corresponds to the first four semesters, or when the student body is in a difficult 

situation in its trajectory (UADY, 2019).  
 

2.2 UADY's Institutional Tutorial Programme 

 

The Directorate General of Academic Development (DGDA), through the Comprehensive Student 

Support System (SAIE), has the Institutional Tutoring Programme, whose objective is to promote the 

comprehensive training of students, creating channels of communication, such as the Tutoring 

Committees of each University unit, to meet their needs more efficiently. Among its strengths are:  

 

1. The Promotion Committee of the Institutional Tutoring Programme made up of the coordinators 

of the 15 Tutoring Committees, who are in charge of establishing the guidelines of the Programme 

and how they are applied, as well as scheduling the activities. 

2. The Tutoring Committee, made up of teachers from each UADY department, who help supervise 

and carry out the programmed activities. 

3. The majority of tutor-teachers have a cubicle assigned to them, where they can carry out face-to-

face tutoring. Those who do not have a fixed space or who share a cubicle, can make use of spaces 

within the University, such as cubicles in the Campus libraries or a room within the unit, upon 

request. 

4. Online support from the Institutional School Information and Control System (SICEI), which has 

a database that allows students to know their academic progress, as well as to register and follow 

up tutoring sessions. 

5. Website (https://www.saie.uady.mx/tutorias/index.php) and Facebook page 

(https://www.facebook.com/programa.tutoria.uady).  

6. Continuing Education activities, such as workshops and conferences, as well as the "Diploma in 

Planning and Development of Tutorial Action in the University", which consists of three modules: 

tutorial action in student accompaniment; support techniques in tutoring and tutorial support in 

the graduation phase. 

7. Resources necessary to carry out tutoring in person or online.  

 

The school trajectory is divided into the stages of induction, transition and graduation, and topics 

are addressed according to the needs and interests of the students-tutored, their progress and academic 

trajectory, Table 1. Tutoring can be in group or individual mode. In the former, each teacher-tutor 

interacts with a group of students-tutored with topics of interest that may affect their academic 

performance, permanence, academic career and successful graduation, in order to contribute to their 

comprehensive training; in this type of modality, it is possible to detect needs and cases that require 

individualised attention. In individual tutoring a student receives attention from a tutor in those situations 

related to their academic, professional and personal life, favouring their permanence, academic transit 

and successful graduation.(UADY, 2019) 

 

Table 1 Mentoring topics considered for each stage of the school pathway 

 
Induction  

(of 1° – 3° semester) 
Transit  

(of 4° al 7°-8° semester) 

Egress (of 7°-8° al 10° semester) 

Issues arising from the transition from 

baccalaureate to bachelor's degree.  

Knowledge of the university 

environment and style.  

Your new role as a student.  

The role of the teacher in the 

Bachelor's Degree.  

Purpose of tutoring.  

Role of the teacher-tutor.  

Communication through virtual 

media.  

Free subject load.  

Follow-up of the academic pathway. 

Drawing up a personal career 

specialisation plan,  

Non-curricular training related to 

their graduate profile.  

Mobility options (virtual) for your 

educational programme.  

Follow-up of the fulfilment of the 

total requirements of the study 

programme (social service, 

internships, languages, etc.).  

Options for graduation.  

Follow-up of the academic 

trajectory.  

Transition to the world of work.  

Guidance for integration and job search.  

Construction of a professional career plan.  

Job interview.  

Preparation of a CV.  

Monitoring the fulfilment of all the 

requirements of the study programme 

(social service, internships, languages, 

etc.).  

Qualification.  

Postgraduate options.  

 

 

Source of Consultation: (UADY, 2019) 
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3. Analysis of online tutoring in the UADY 

 

3.1 Implementation of the online modality 

 

The unforeseen health contingency generated by COVID-19 highlighted the lack of preparation for 

carrying out academic or tutorial activities at a distance, both for students and teachers in Mexican 

universities (Ponce Ceballos et al., 2022). Specifically, the implementation of the online tutoring 

modality at UADY was not immediate; first all staff, mainly academic staff, were trained to adapt the 

activities, which had been done in person, to online. 

  

In August 2020, the Institutional Tutoring Programme implemented new virtual communication 

mechanisms in the student attention and follow-up process (Tutoría Virtual, 2020). The guidelines for 

online tutoring were:  

 

1. Log in to the Institutional School Information and Control System (SICEI). 

2. Review the list of students to be tutored. 

3. To know the academic status of the assigned students, through the review of their school career 

and progress, as well as previous observations. 

4. Convene them for the virtual sessions. 

 

The virtual session could be through an institutional tool, preferably through the Microsoft Teams 

platform. Although others could be used, such as Zoom or Google Meet, taking into account the most 

convenient means of communication, date and time. The possibility of contacting the student via 

institutional email was left open, or in the event that both teachers and students gave their consent, it 

could be via mobile phone, WhatsApp messages, Facebook or Messenger. 

 

Also, check the connection, audio and video in advance to avoid any setbacks in the tutorial. Start 

the sessions with a cordial greeting and always maintain eye contact with the student-tutor, make sure 

that the vocabulary used is friendly and respectful, and pay attention to them to make them feel good. 

Similarly, to detect if the person being tutored needed support, and if so, to channel them to the relevant 

area, be it psychological, medical or other services, always with openness and empathy. Before the end 

of the meeting, agree and schedule the next session. After having finished the virtual tutoring, ensure that 

the observations and agreements made in the tutoring session were recorded in the corresponding module 

of the SICEI. 

 

3.2. Specific actions in the online modality carried out at the FIQ 

 

Some UADY departments, depending on the characteristics of the student body's curriculum, suggested 

that other topics of interest be addressed. In the Faculty of Chemical Engineering of the UADY, through 

the Academic Secretariat, (Trejo Irigoyen, 2020) requested a survey of the problems faced by the student 

community during the pandemic, considering the following questions: 

 

 Through what electronic device did they connect to their classes? Was it by mobile phone, 

computer, Tablet, iPad, among others? 

 Did they have internet at home or on their mobile phone or did they have to move to another 

location to receive their classes? 

 Were they working to cover their personal expenses or support their families? 

 How were they doing in their subjects? 

 

It was also requested that students who were lagging behind in school, or at imminent risk of 

dropping out of school, be followed up in a timely manner. To this end, it was proposed that a "Recovery 

Plan" be drawn up, establishing a programme where short and medium-term goals would be stated, so 

that both the teacher and the student could follow up on the actions in a timely manner. It was also 

requested to document the achievements of each student, as evidence of the fulfilment of the commitment 

made. 
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Specifically, the FIQ-UADY Tutoring Committee adapted the tutorial action to the online 

modality. The Tutoring Induction Workshop event, which was held every year in person for new 

students, was organised and redesigned to be held online through the Microsoft Teams platform. In 

addition, the topics covered were adapted to the situation that was being experienced, they were given 

general information about the university and were told about the competences that they should develop 

or improve during their stay at the university. They were also told that they should maintain a two-way 

communication between teacher-tutor ↔ student-tutored, i.e. that they should be active agents in the 

tutoring process, that their tutors should contact them for the first time via the institutional e-mail, that 

they should reply to them or even, if they have not received the e-mail, that they could also write to them. 

At the same time, they were invited to keep an eye on the tutoring weeks, which are published on the 

Faculty's website and social networks.  

 

Another activity that was given in favour of the training of the faculty's teacher-tutors was the 

refresher course-workshop, which, thanks to the tools of Information and Communication Technologies 

(ICT), fostered an inter-institutional environment, because there were speakers from other departments 

of the UADY and the country, who, in addition to their knowledge and experiences, shared strategies 

that worked in their institution. 

 

4. Results 

 

The following is the result of the analysis of the experiences of the group of FIQ-UADY teachers in the 

accompaniment they provided to their students-tutored in the online modality. At the beginning of the 

COVID 19 pandemic, with the uncertainty of whether or not to return to the classroom, alternatives had 

to be sought to continue in contact with the students. Although the teacher-tutors already had basic 

knowledge of the use of the UADY Virtual Platform, they had to strengthen their technological skills 

through training and knowledge of the management and use of new ICTs, such as those offered by 

Microsoft 365. Thus, the University managed the delivery of courses for both teachers and students to 

facilitate the migration from face-to-face teaching and tutorials to the new online modality.  

 

Among the collaborative work tools used, and which were relevant to maintain contact with 

students, was Microsoft Teams. In particular, the tutorial action was used to create virtual classrooms, 

which corresponds to "teams" in this application. Figure 1 shows an example of a tutorial group and 

Figure 2 shows the configuration of Teams channels for individual and group sessions.  

 

Figure 1 Using a Teams team for tutoring sessions 

 

 
 

Source: Authors' own elaboration (2020) 

 

In the general channel it was possible to publish information such as dates and times available for 

the sessions, share important announcements to the group of assigned tutors, for example, such as calls 

for enrolment grants or support for the pandemic, or other announcements covered by the Mentoring 

Programme. It was also possible to generate personalised spaces for each student-tutored (private 

channels) to attend to them individually or according to the support required. 
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Figure 2 Channel configuration for individual and group sessions 
 

 
 

Source: Authors' own elaboration (2020) 

 

After organising the virtual space and making the call to the students-tutored, the question arose: 

How did they respond to the online tutorials? Knowing that most of the students had a good command 

of ICTs and that they had at least one electronic device to communicate or take distance classes, it was 

expected that they would participate more in the tutoring programme. However, it was observed that, 

with the reactivation of online tutoring, there was no significant change in the number of students who 

normally took their tutorials face-to-face. What was even more striking was that the students who 

attended the online sessions were the same as those who attended the face-to-face sessions. Most of the 

people who attended the sessions have in common that they are committed, given that they have an ideal 

progress and high academic performance.  

 

On the other hand, among the new students, greater proactivity was detected, as they were the 

ones who initiated contact with the tutor-teaching staff to schedule the sessions, and even after the 

pandemic or the return to the face-to-face modality, they have remained very active and attentive to the 

Tutoring Programme. 

 

In the case of specific follow-up for students who were behind in school or at imminent risk of 

dropping out of their studies, the experience was not very satisfactory because no matter how many times 

they were contacted, by means such as institutional mail, through the UADY Virtual platform and 

through the Teams group that was opened for the tutorial session, there was little response, which could 

lead one to think that there is a zero degree of commitment to this type of activity.  

 

In view of the above, we analysed what could have been the reasons for not taking or scheduling 

online tutorials. The first thing was to find out if they had an electronic device with internet access, 

otherwise how could they communicate? It was found that most of them had at least a mobile phone, 

tablet or computer. For those who stated that they did not have adequate equipment to carry out their 

academic activities, the staff of the Academic Secretariat of the Faculty sent them the printed teaching 

material provided by the teaching staff who taught them subjects. However, it was found that many 

students preferred to temporarily withdraw. It is clear that this may have had an impact on tutorial 

attendance, as they did not have the right conditions to continue interacting online, so they opted to 

interact only in necessary activities, those that would not be detrimental to their assessment. For those 

who left temporarily, it was perhaps forgetting about all other activities. 

 

Another possible cause of abandonment of the tutoring sessions is that as the semester progresses, 

as it is a non-compulsory programme and there is no evident need or benefit, the students do not feel the 

commitment to attend the sessions. So, no matter how much availability the tutor-teachers show and the 

programme publicises the tutoring weeks, they do not take advantage of them. It would seem that they 

consider tutoring as a non-fundamental part of their academic training, and they do not take advantage 

of the sessions. 
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The low interest in attending tutorials could also be due to "thinking" that the tutor-teacher will 

immediately solve their doubts or problems in the session. Sometimes information is requested from the 

tutors about some of the other programmes that the Faculty has, such as scholarships, school control, 

psychological care services, mobility, among others; although the teacher-tutor guides them and, if 

necessary, channels them to those responsible for the programmes, he/she does not immediately solve 

their doubts or problems, which results in the students losing interest in attending the sessions and even 

ending up abandoning the Tutoring Programme. In addition, this could be influenced by the fact that their 

peers in more advanced semesters help them to resolve this type of doubt, so they no longer go to their 

tutors. If we add to this the fact that the institutional e-mail is the means of communication for contacting 

the student for the first time, not being used to using it means that he/she does not check it and does not 

find out that he/she has been called to a session.  

 

On the other hand, during the COVID-19 pandemic, more situations of stress, disorientation and 

cases of anxiety were detected among the student-tutored students, due to the fact that their finances, 

health and emotional stability were affected. This could be due to the fact that they had to work and study 

at the same time; that they shared electronic devices and spaces with other members of the family; they 

often had no privacy to express themselves openly with the teacher-tutor. This put the teacher-tutor in a 

situation where he/she had to be prepared not only in the handling of ICT, but also emotionally to be able 

to help each student to cope with this new normality. 

 

Therefore, the FIQ Tutoring Committee implemented support actions for the tutor-teaching staff, 

in order to minimise the new challenges and to attend to the students more effectively. A Training Course-

Workshop was designed and given, in which they were introduced to the tools for tutoring in hybrid 

modality, dealing with the following topics: 

 

1. General information about the Tutoring section in SICEI and virtual sessions in Microsoft Teams. 

2. Basic psychological competences required for the practice of tutoring in the university, as well as 

some real cases. 

3. Management of anxiety states to improve school performance.  

 

So far, these tools and tips on psychological first aid have been very useful for the tutor-teachers, 

who stated that the topics covered were of great help to them. Knowing more about the programme 

allowed them to guide and accompany their student-teachers much better. 

 

5. Conclusions 

 

The reflections shared by the group of participating teacher-tutors from the Faculty of Chemical 

Engineering of the Autonomous University of Yucatan show the great challenge that had to be faced in 

order to migrate and implement, in a quick way, the whole tutoring system to the online modality. Their 

analysis helped to detect areas of opportunity in both face-to-face and online modalities. 

 

In general, it is still evident that students in the first semesters show greater interest in the activities 

of the Tutoring Programme, but as time goes by and they advance in their school career, they stop 

attending, which could be mainly due to the fact that it is not compulsory for them to attend the tutorials 

for academic accompaniment, and for some students this does not present any advantage or additional 

contribution to their training, given that their peers in advanced levels guide and orient them. In contrast, 

the students who do attend regularly, coincide in having characteristics of high performance and ideal 

progress, which highlights a natural commitment in everything they do.  

 

In particular, from each reflection, areas of opportunity were detected to improve the role of the 

teacher-tutor and motivate students to attend the Tutoring Programme.  

 

5.1 Suggestions for improvement from the teacher-tutor 

 

 Take advantage of the knowledge and experience acquired during the pandemic on the use of 

digital tools in tutorial action and continue its total or partial implementation with the return to 

face-to-face teaching.   
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 Create a "Virtual space with a forum of experiences in tutorial action" where the tutor-teaching 

staff, heads of departments or services that contribute to the comprehensive training of students 

of the FIQ-UADY are added, so that they can share asynchronously, experiences of tutoring 

accompaniment, unsolved challenges, success stories, among others. Those who know about the 

subject or those who want to contribute ideas, contribute to its early solution. 

 

 Design a comprehensive guide for the tutor-teaching staff to attend to the needs detected or 

relevant according to the semester and degree that the students are studying, covering topics that 

contribute to their academic, administrative and comprehensive training, replacing the existing 

guides that cover only a few topics in the three stages of the school career: induction, transition 

and graduation.  

 

 Implement new strategies for the first contact between teacher-tutor and student-tutored. One of 

them could be during the week in which the Induction Course to the Faculty takes place, a 

dynamic "Icebreaker" could be included. In order to do this, the assignment of the teaching staff 

to the students to be tutored should be done beforehand, so that before the event starts, the lists 

are published in a visible place. Once at the event, invite them to meet and introduce themselves, 

even this dynamic can be adapted in a group and online way. This will help them to have their 

first group tutoring session and help students to start developing social and interpersonal 

competences with their peers and the tutor-teaching staff.  

 

5.2 Actions that have an impact on student-tutors 

 

 Give talks, courses or workshops on psychological or pedagogical topics, such as stress 

management, learning techniques, among others, that promote the well-being and integral 

development of the student. In order to motivate the student body, one of the three tutoring 

sessions requested per semester could be counted as group tutoring. 

 

 Seek actions to motivate the students who are lagging behind and underperforming to attend their 

tutoring sessions. At the beginning, use a formal and strict mechanism, involving the Academic 

Secretary's Office, by sending an e-mail or formal reminder to invite them to attend a first tutoring 

session, emphasising that not only will they benefit, but also that they will be contributing to 

strengthening the Tutoring Programme, which is evaluated by external bodies. In the first session, 

it would already be the job of the tutor-teaching staff to motivate them to continue with the 

tutoring activities, based on a programme pre-established by the tutoring committee of the 

department.  

 

With the analyses presented, it is concluded that it is necessary to continue promoting the training 

of the tutor-teachers and to implement new channels of communication with the tutored students, in 

collaboration and effective communication with the authorities of the Faculty and the University.  

 

Finally, this analysis could be complemented with an investigation of the student-tutor perception 

of the functioning of the Tutoring Programme before and during the pandemic. 
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