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Abstract

The book presents the results of the research that aimed to design a quality 
management model for teacher support in distance and online education 
programs, taking the Pedagogical and Technological University of Colombia 
as a case study in order to improve and follow up the process. In chapter 
1, the methodology used, the problem situation and the methodological 
design developed for the research approach are exposed. Chapter 2 presents 
the theoretical and conceptual bases that support the teaching tutorial 
accompaniment. Chapter 3 delivers the results of the research in each of its 
phases and that lead to the management model of teacher support proposed 
for distance and online education programs. The definitions, architecture, 
pedagogical and support strategies, management and monitoring of the same 
are shown. Finally, in chapter 4, the integration of the teacher support model, 
the concept and scope of educational technological competence of the teacher 
in distance and online education is made. As a closing, some technologies 
and digital tools that can support the teaching accompaniment processes are 
delivered as a suggestion.

Keywords: teacher accompanime; tutorial accompaniment model; distance 
education accompaniment; online education accompaniment; tutoring in 
online education; tutoring in distance education.

Resumen

El libro presenta los resultados de la investigación que tuvo como objetivo 
diseñar un modelo de gestión de la calidad del acompañamiento docente en 
programas de educación a distancia y en línea, tomando como caso de estudio 
la Universidad Pedagógica y Tecnológica de Colombia a fin de mejorar y hacer 
seguimiento al proceso. En el capítulo 1, se expone la metodología utilizada, la 
situación problémica y el diseño metodológico desarrollado para el abordaje 
de la investigación. El capítulo 2, presenta las bases teóricas y conceptuales 
que fundamentan el acompañamiento tutorial docente. El capítulo 3, entrega 
los resultados de la investigación en cada una de sus fases y que llevan al 
modelo de gestión del acompañamiento docente propuesto para programas de 
educación a distancia y en línea. Se muestran las definiciones, arquitectura, 
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estrategias pedagógicas y de acompañamiento, gestión y seguimiento del 
mismo. Finalmente, en el capítulo 4, se hace la integración del modelo de 
acompañamiento docente, del concepto y alcances de competencia tecnológica 
educativa del docente en la educación a distancia y en línea. Como cierre, se 
entregan a manera de sugerencia, algunas tecnologías y herramientas digitales 
que puedan apoyar los procesos de acompañamiento docente.

Palabras clave: acompañamiento docente; modelo de acompañamiento 
tutorial; acompañamiento de educación a distancia; acompañamiento de 
educación en línea; tutoría en educación en línea; tutoría en educación a 
distancia.



Table of contents

Introduction................................................................................................11

Chapter 1. METHODOLOGICAL DESIGN.......................................13
Introduction................................................................................................13
Description and Formulation of the Problem.............................................14
1.1. Research Objectives.............................................................................16
1.2. Research Approach and Methodology.................................................17

Chapter 2. THEORETICAL BASES TO DEFINE 
	 THE TUTORIAL TEACHING ACCOMPANIMENT................19
Introduction................................................................................................19
2.1. Background to the Investigation...........................................................19
	 2.1.1. Teacher Accompaniment in Online Education............................19
	 2.1.2. On the Incursion of ICT in Distance Education: Some 
		  Institutional Experiences and their Transition to Online Education...22
	 2.1.3. Considerations for Distance and Online Education in Colombia..23
2.2. Theoretical and Conceptual Basis of the Research...............................23
	 2.2.1. Concept of Mentoring..................................................................24
	 2.2.2. Types of Mentoring......................................................................24
	 2.2.3. The Teacher in Online Education.................................................25
	 2.2.4. Characteristics of the Teacher-Tutor...........................................26
	 2.2.5. Online Education Models............................................................28
	 2.2.6. Quality Criteria and Standards for Online Education..................30

Chapter 3. MANAGEMENT MODEL FOR TEACHER 
	 ACCOMPANIMENT IN ONLINE AND DISTANCE 
	 EDUCATION PROGRAMS.............................................................33
Introduction................................................................................................33
3.1. Results of the Diagnosis of the Tutorial Teaching...............................33
	



Model of management of teacher accompaniment in online and distance education programs8

3.1.1. Teachers who, by Enabling Access to the Virtual Classroom, 
		  Send a Welcome Message and Indications to Start the Learning 
		  Process to the Student........................................................................35
	 3.1.2. Socialization of the Learning Guide (Syllabus) 
		  of the Course, Schedule, and Contents...............................................36
	 3.1.3. Teacher Communication through the Virtual Classroom 
		  and E-Mail..........................................................................................37
	 3.1.4. Availability of Communication Alternatives to Address 
		  Student Concerns and Explanations...................................................38
	 3.1.5. Addressing Concerns and Difficulties in The Learning Process...39
3.2. The Pedagogical Model for Online and Distance
	 	 Learning Programs..............................................................................40
3.3. Proposal for a Quality Management Model for Accompaniment........39
	 3.3.1. Background and Justification of the Need for a Quality 
		  Management Model for Accompaniment...........................................46
	 3.3.2 Definition and Description of the Quality Management
		  Model for Accompaniment.................................................................47
	 3.3.3. Actors in the Proposed Management Model................................49
	 3.3.4. Elements of the Management Model...........................................50
	 3.3.5. Pedagogical and Accompanying Strategies...................................53
	 3.3.6. Management and Monitoring System 
		  for the Management Model...............................................................57

Chapter 4. TECHNOLOGIES AND DIGITAL TOOLS FOR 
	 TEACHER ACCOMPANIMENT IN ONLINE AND 
	 DISTANCE EDUCATION PROGRAMMES................................63
Introduction................................................................................................63
4.1. Technological Competence for Tutoring and Teaching Support.........63
4.2. Digital Technologies to Support Tutoring and Teaching Support......65

Conclusions................................................................................................67

Bibliographical references.........................................................................69



Ariel A. Rodríguez H.    Josué N. Pinzón V.    Fanny A. Forero    Claudia P. Moreno C.    Mauricio E. Camacho    María C. Rodríguez N. 9

Table list

Table 1. Summary of teacher roles and functions in online 
	 and distance education............................................................................26
Table 2. Advantages and disadvantages of online training..........................29
Table 3. International overview of standards for e-learning........................30
Table 4. Axes and their criteria and indicators of quality in education.......31
Table 5. Determination of the study program.............................................34
Table 6. Determination of the study semester.............................................35
Table 7. Teachers who perform accompaniment at the first 
	 stage of the course...................................................................................36
Table 8. Teachers who socialize guide, calendar and course contents..........37
Table 9. Teachers communicating by Virtual Classroom and by email......37
Table 10. Communication alternatives for addressing concerns 
	 and explanations......................................................................................38
Table 11. Attention to concerns and explanations provided 
	 by teachers to students............................................................................39
Table 12. Checklist for preparing a subject or module remotely or online...57
Table 13. Checklist for starting a subject or module remotely or online.....58
Table 14. Checklist for the development and progress of a subject 
	 or module at a distance or online............................................................59
Table 15. Checklist for closing and completing a course or module 
	 remotely or online...................................................................................61

List of illustrations

Figure 1. Key dimensions of the pedagogical model for online 
	 and distance education............................................................................40
Figure 2. Communication and interaction model in the Web 2.0...............45
Figure 3. Quality management model for tutorial support..........................49



Model of management of teacher accompaniment in online and distance education programs10



Introduction

This book presents the results of the research that was carried out to design a 
quality management model that allows for the improvement and monitoring 
of the process in reference. Starting from establishing how the process of 
teaching accompaniment in the distance and online education programs is, in 
the case of the Universidad Pedagógica y Tecnológica de Colombia. 

This project arises as a need to improve the quality of distance and online 
education and seek to reduce dropout due to academic causes such as lack of 
support or attention to students in this modality.

The research is of a quantitative and qualitative type, where the researcher 
sought to determine the perception of the student body in terms of 
accompaniment by their teachers based on an institutional diagnosis aimed at 
students and teachers, and then to design a management model that improves 
the quality of accompaniment and contributes to reducing the dropout rate in 
undergraduate programs under these modalities.

Regarding the dropout analysis of the SPADIES system at the University 
for the Distance Learning Faculty in a 10-semester measurement, it results 
in a 62.06 to December 2014 (Universidad Pedagógica y Tecnológica de 
Colombia [UPTC], 2015b). 

To this end, measurement instruments were designed and developed for 
diagnosis and later a monitoring model using analysis instruments that allow 
changes to be generated in the way teachers develop their accompaniment 
process throughout each course taught. A platform was designed for the 
management of these results. 

Keywords: quality of online support, distance learning support, quality of 
online tutoring.
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Chapter 1. 

Methodological design

Introduction

This chapter describes the problem that was formulated in the research, the 
objectives, and the methodology implemented for its development. 

The research study on which this chapter is based was guided by a scientific-
technical design. This is defined as an activity that occurs in a complementary 
manner of a routine nature in some cases. In this type of research, knowledge 
is taken into account to obtain data. 

In this research, four phases were developed to respond to the objective 
of the investigation. The first phase was called “Diagnosis of the tutorial 
accompaniment” and was taken as a population the Faculty of Distance 
Studies of the UPTC to determine the current conditions of the teaching 
accompaniment and to contrast the perception of the student versus the 
teacher. And thus obtain a diagnosis of the state of accompaniment. The 
second phase “Analysis and identification of tutorial accompaniment models” 
consisted of a review of the bibliography on the subjects of the research, in 
particular the subject of models of teaching accompaniment, the quality of 
teaching accompaniment, analyzing them, and from them designing a model 
of their own, pertinent, and adjusted to the needs of current distance and 
virtual education. The third and last phase was the “Design of the tutorial 
assistance model,” where a methodological proposal was designed, to articulate 
and define the criteria and quality standards that allow the implementation of 
the teacher accompaniment model in online or distance programs, supported 
by a management and monitoring system.
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Description and Formulation of the Problem

Today, the use of ICTs is unquestionable, they are inserted in most of the 
activities that organizations carry out, and they are part of the technological 
culture that surrounds society. They have become an axis of economic and 
social development, they are a factor in measuring the level of development of 
a nation or community.

There is already sufficient evidence of the favorable contribution of ICT to 
the productivity growth of economies. Not only in the US, in Europe, for 
example, more than half of productivity gains are generated by ICT (Banco 
Bilbao Vizcaya Argentaria Research [BBVA Research], 2015). Its effects on 
the different areas of business management, consumption habits, the dialogue 
between companies and customers, on the consumption patterns of the latter, 
or global production are widely documented.

Particularly significant are the consequences on organizational structures, 
forms of learning, and research, or on the codification of knowledge relevant 
to organizations. All this favors more flexible models that can take advantage 
of the capacities of all the relevant agents in the organizations and these with 
the outside. This is the necessary climate to shelter innovative tensions.

Colombia has accepted this challenge and for more than ten years has been 
designing programmers to provide massive access to ICTs and in particular 
to education through ICTs, especially in education, and has now undertaken 
through the Ministry of Information and Communication Technologies 
(MinTIC) to grant massive access to the Internet, strengthen government 
services online (e-government), digital convergence, support the development 
of online education (e-learning), and expand the coverage of telecommunication 
networks at the national level to reduce the so-called digital divide, providing 
large economic and human resources for this purpose.

But if ICTs are a development axis for education, the economy, and society, 
how can they be used to make citizens more competitive by implementing 
management systems for support in online and distance programs?
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What happened in India more than a decade ago, with the adoption of a 
process of training its human capital to make ICTs a source of income, work, 
and development, are examples of how to take advantage of ICTs to transform 
society into a more competitive one.

The department of Boyacá in Colombia and according to statistics from the 
Centro de research of the Telecommunications (Centro de Investigaciones 
de las Telecomunicaciones [CINTEL], 2007 & CINTEL, 2015), the ICT 
sector is one of the departments with the least coverage of ICT-supported 
services (Comisión de Regulación de Comunicaciones [CRC], 2010) and 
lower coverage in higher education, particularly in terms of Internet access. In 
recent years, efforts have been made to improve the coverage of technological 
services, but much remains to be done.

Although Boyacá and eastern Colombia are lagging behind other regions 
in terms of Internet access, in terms of the incorporation of ICTs at the 
business level the figures are similar for almost the entire country, except for 
Bogotá, Medellín, and Cali, cities that are leading these processes due to their 
economic development. 

Social, educational, and cultural factors are required to determine a 
methodology for evaluating quality criteria and standards for implementing 
e-learning projects.

E-learning in the 21st century has transformed society, human relations, and 
the economy. It is now a vital source of access to education. Its implementation 
involves changes in the way of studying, of interacting with each other, of 
accessing knowledge, ICT have changed not only the format of presentation 
of knowledge but also the way of learning of the individual himself. An 
analysis of these changes is based on the theory of connectivism, in which the 
author addresses how, by taking advantage of ICT, human beings connect 
with others, with their environment, and with the information itself to learn 
or unlearn and thus satisfy their needs (Siemens, 2005). 

The boom in formal or continuing education programs under the e-learning 
model in the last five years has had great growth. According to the report 
“The Global E-Learning Market” recently published by the Online Business 
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School (OBS), Colombia is in second place in the Latin American region with 
the best possibilities for the future in terms of e-learning, whose expansion 
is estimated at 18.6% (Online Bussiness School [OBS], 2014). In this same 
study, it was predicted that by 2020 this is the dominant educational modality 
at a global level. 

On the other hand, and according to Docebo’s studies, in its study “Trends in 
the e-learning Market and Forecasts 2014-2016” Latin America ranks fourth 
in growth of 14.6% (Docebo, 2014).

Given this global panorama and particularly the case of Colombia, Universidad 
Pedagógica y Tecnológica de Colombia (UPTC), the question arises: How to 
define a model or strategy to improve the quality of teacher accompaniment 
in online and distance education? And what conditions should exist in the 
process of teacher accompaniment in these modalities?

From this problematic situation related to the teaching accompaniment in 
online programs (e-learning) or at a distance this project was developed.

1.1. Research Objectives

The general objective of the research was to design a quality management 
model for teacher accompaniment for online and distance programs based on 
institutional diagnosis and to improve the quality of education under these 
modalities.

And to achieve this, specific objectives were set: 

•	To carry out the institutional diagnosis of teaching accompaniment, from 
the perspective of the student and the teacher to determine the current 
conditions of the latter and his or her strengths and weaknesses. 

•	To build the quality management model of teacher accompaniment to 
improve tutorial and teaching support in online and distance education.

•	To design a methodological proposal that articulates and defines criteria 
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and quality standards to implement the model of teaching accompaniment 
in online and distance programs.

The place where the research was carried out will be at the Universidad 
Pedagógica y Tecnológica de Colombia.

1.2. Research Approach and Methodology

This research was framed within mixed, quantitative-qualitative research that 
seeks to analyze theoretical references and experiences in other latitudes on 
models of teacher accompaniment in online or distance education and on the 
design of quality criteria and standards to improve accompaniment. 

It is framed within the line of research called: Digital Technologies Belonging 
to the Axis of E-Learning and E-Learning Environments. 

Initially, a literature review was carried out, which allowed the construction of 
a theoretical framework to establish national and international quality factors 
for teacher support in online education and the incorporation of ICTs in 
education.

The research population was students from online and distance learning 
undergraduate programs at the Universidad Pedagógica y Tecnológica de 
Colombia. 

A population of 5,870 students was taken as the population group for the 
diagnosis, and the sample was defined, which led to the application of the 
instruments designed for the student to a total of 688 students, from 17 
programs of the Faculty of Distance Studies at the undergraduate level, from 
the first to the tenth semester.

The research was carried out in three phases:

First phase: Diagnosis of the tutorial accompaniment in the Faculty of 
Distance Learning, in which we sought to design and apply instruments to 
the student population, which allowed us to determine the current conditions 
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of teaching accompaniment from the student’s point of view to obtain a 
diagnosis of the state of accompaniment in the institution.

This information made it possible to establish the strengths, weaknesses, 
opportunities, and threats that the university has to face a model of 
teacher accompaniment in its online or distance training projects. There, 
the information was consolidated in a strategic document that allows the 
institution to redefine its training nuclei to face the educational scenarios 
under the e-learning model more efficiently and effectively.

Second phase: Analysis and identification of tutorial accompaniment models. 
In this phase, the bibliographical analysis related to the models of tutorial 
teaching accompaniment, quality of accompaniment, models of quality 
management were carried out. To analyze them and from them design an 
own model, relevant and adjusted to the needs of the institution, starting 
from standards that currently exist about education mediated by information 
and communication technologies with the main emphasis on processes and 
procedures, of course without leaving aside the technological infrastructure.

Third phase: Design of the tutorial care model. It consisted in designing 
a methodological proposal, to articulate and define the criteria and quality 
standards that would allow the implementation of the teaching support model 
in online and distance programs, supported by a management and monitoring 
system. 

In the analysis of the information obtained from the instruments to present 
and socialize the results of this work and expose the general diagnosis that 
allows the current state of accompaniment and its quality, to address and 
determine the needs and thus define a methodology of criteria and quality 
standards for the design and development of a model of online teaching 
accompaniment.

The information from the first two stages was processed to establish trends 
and thus synthesize and present the diagnosis by program and semester of the 
Faculty of Distance Learning.



Chapter 2.

Theoretical bases to define the tutorial 
teaching accompaniment

Introduction

This chapter offers the theoretical and conceptual foundation that supports 
the research. It seeks to clarify and specify key concepts related to tutoring, 
types of tutoring in online education, teacher-tutor responsibilities, online 
education model, and a brief summary of the standards that are currently 
available for online education (e-learning). 

From this conceptualization, it is possible to understand and build the model 
of tutorial accompaniment.

This chapter systemically consolidates the functions and roles of teachers 
in the distance and online education, which are fundamental elements in 
addressing the objective of research and offering a solution in line with the 
current dynamics of education.

2.1. Background to the Investigation

2.1.1. Teacher Accompaniment in Online Education

In Colombia, there are few studies on the impact or the way of approaching 
accompaniment. The Northern Catholic University Foundation in 2010 
(whose formation is 100% online) conducted research that sought to define 
and conceptualize the accompaniment, only that they made it oriented to the 
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teacher, and from its definition designed a measurement instrument that led 
to establishing strategies for improvement (see, e.g., Table A: Mesa et al., 
2013). 

This instrument contemplated three moments of the accompaniment, the 
first corresponds to the enlistment, and in it are carried out processes of 
adaptation, configuration, and planning of a course.

It considers the availability of contents, activities, and tools necessary for the 
opening of the course, communication, and initial contact with the student. 
It is carried out before and during

the first week of each course. Its development moments are pre and one-week 
post at the beginning of the courses.

The moment of development is carried out during the whole course and 
contemplates the processes of communication through the different tools, 
orientation, feedback, and accompaniment to the students during their 
learning process. 

And the closing moment is done in the final stage of the course during which 
the teacher must leave all aspects related to it including feedback, grades, and 
information for students against the end of the scheduled activities, including 
the assessment that students must make of their teacher.

The instrument developed contemplates eleven items distributed in these 
three moments, two of which are repeated: the feedback which must be given 
during the development and closure and the receptivity to the accompaniment, 
which is also valued in these two moments (Mesa et al., 2013).

On the other hand, the University of Caldas formulated in 2015 some 
guidelines called “Technological and pedagogical aspects in online or distance 
training support document for the implementation of virtual classrooms,” in 
which the University states that tutoring in online educational scenarios is 
a success factor for the development of e-learning (Universidad de Caldas, 
2015).
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In works of the Universidad Nacional Abierta y a Distancia, some authors 
made an analysis of the virtual tutorial function —as they call it— and they 
propose, supported by works of Moreno and Sola (2005), that the teacher 
in online modality has new university demands that imply modifying his 
teaching function, which goes from being centered in teaching to orienting 
and reconsidering the aspect of learning. The student goes from being a passive 
element to exert a preponderant role in the teaching-learning process, which 
leads to participative and active teaching, to become the great protagonist of 
the process (Lasso et al., 2011).

At an international level, the Deutsche Gesellschaft für Internationale 
Zusammenarbeit (GIZ), in its report “Pedagogical Model for Virtual Training 
Projects,” analyzes the importance of teacher support in online educational 
scenarios. The author states that it is fundamental for the quality of e-learning 
to improve teacher support methodologies and strategies and that it is through 
this model that three factors are achieved (Meza, 2012):

	Reduce dropout, due to the effect of isolation and lack of contact of the 
student with his teacher.
	Develop better learning dynamic. 
	To promote spaces of reflection and research through the realization of 

accompaniment or tutoring.

The author adds that this accompaniment must be “pertinent” and that for 
this purpose technology offers advances that contribute to a more effective 
and immediate accompaniment, and that today this is necessary, not optional 
(Batlle Rois-Méndez, 2010).

Nowadays, e-learning offers tools for tutorial accompaniment, since it has 
asynchronous (which were the traditional) and synchronous media that are 
those offered by the web 2.0 and 3.0. Professor González, in a study at the 
Universidad Colima, tackles the subject of tools for accompaniment, but not 
only exposes it from the technological point of view, but also adds to it the 
interpersonal skills that the teacher must-have, and the follow-up and control 
that this must do to accompaniment and the need to do this follow-up and 
control at an institutional level. Considering the latter as a strategic factor to 
make the teacher accompaniment in e-learning programs (González, 2008).
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2.1.2. On the Incursion of ICT in Distance Education: Some Institutional 
Experiences and their Transition to Online Education

It should be noted that the use of ICTs in the process of distance education 
is not the key to successful experiences, but when effectively incorporated 
into the pedagogical model, they can contribute to the discovery of new 
forms of interaction and individual and collaborative learning, leaving aside 
the geographical separation that has long characterized distance education 
and enabling the transition to online education, so that a “distance education 
without distance” is developed (García-Aretio et al., 2007) taking advantage 
of communication through the Web, access to countless resources and study 
materials, and new ways of interacting with the actors in the educational 
process. 

The accelerated progress of ICTs in recent years has generated new forms of 
social relations, bringing with it substantial changes in the way individuals 
access information from the Internet (Chiape, 2002). They suggest the 
transformation of educational models to respond to the needs and demands 
of this changing world, where the flexibility of time and space is allowed, 
based on the empowerment of self-regulation, self-management, and self-
learning processes, giving rise to the development of new forms of learning 
supported by virtual platforms. 

Thus, as virtual education is a recent experience, but one that has had 
a vertiginous expansion throughout the world, in Colombia the use of 
technology to support face-to-face classes began, especially in engineering 
schools, since studies for the development of software that would facilitate 
the acquisition of new learning through the computer took great strength; in 
this sense, (Facundo, y otros, 2004) mentions that computer technologies and 
telecommunications were used to recreate real and didactic environments that 
would break the barriers of space and time experienced in traditional classes, 
making the learning process faster and with greater interaction components. 
Thus, distance education gives its first beginnings to use the possibilities 
of speed and exchange of information, with electronic supports, replacing 
the traditional mailings, maintaining higher levels of communication with 
students.
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2.1.3. Considerations for Distance and Online Education in Colombia

The introduction of online education models has led the Ministry of National 
Education and the e-learning 2.0 Colombia Association Agreement to propose 
a methodological guide for Higher Education institutions to successfully 
adopt virtualization processes. In this association they have worked on this 
proposal, while at the same time they have made incursions into virtualization, 
achieving great results. Based on the experience of cases analyzed of online 
education models and some references consulted, they propose a model 
for the transformation of distance programs into virtual programs, around 
three dimensions: organizational dimension, pedagogical dimension, and 
technological dimension, which should respond to the demands of online 
education.

The Ministry of National Education in agreement with some Colombian 
education institutions and the LIDIE group (Laboratory of Research and 
Development on Informatics and Education) of the Center for Research 
and Training in Education CIFE belonging to the University of the Andes, 
through the project called “Design of guidelines for the formulation of 
strategic plans for the incorporation of Information and Communication 
Technologies (ICT) in the educational processes of Colombian Higher 
Education Institutions (IES),” aims to formulate strategies for the relevant 
use of ICT in academic processes, accompanying the process of incursion and 
transition of the program offerings of HEIs “as a clear alternative for quality 
improvement and better use of the opportunities offered by these means” and 
the development of academia from institutional autonomy, strategic planning 
and the formulation of key goals that allow the generation of dynamics within 
the institutions and propose innovative learning possibilities from various 
educational scenarios.

2.2. Theoretical and Conceptual Basis of the Research

This part presents the synthesis of the bibliographical review, reading, and 
analysis of some cases at the national and international level, of higher 
education institutions, which have faced processes of incorporation of ICT 
to the processes of distance and online training. Similarly, the analysis of 
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scientific reflections that some authors raise about opportunities and difficulties 
inherent in the processes of transition to online education was carried out.

2.2.1. Concept of Mentoring

Mentoring, understood generically, implies the accompaniment that every 
person needs when advancing any of the processes of existential development. 
The origins of the term and the actions that it implies to go back to antiquity. It 
refers to the concept of a curator or caregiver. In this sense the role of the tutor 
in the master of ancient Greece, specifically in Socratic maieutic. However, 
its beginnings, its roots, and the tradition that has shaped its current practice 
in the medieval university have been located (Córdoba, 1998).

The English model of tutoring has served as a model for the application of 
this strategy in many other universities around the world. The role of academic 
advisor as a tutor in many of the North American universities is an example 
of this and leads both the tutor and the student to find the best alternatives to 
achieve the highest level of training.

The accompaniment of students can take different forms in their practical 
implementation, its central foundation is preventive and facilitates the 
development of skills and learning development (Ariza & Ocampo, 2004).

2.2.2. Types of Mentoring

There are several strategies to develop the mentoring program. Argüís (2001) 
highlights several types namely:

Individual tutoring. In this type of tutoring the teacher-tutor aims to know 
the situation of each student, helps him/her personally, and guides him/her in 
the planning and execution of his/her academic activities. One of the positive 
points of individual tutoring is to work on the student’s self-esteem, to make 
it easier for them to assume their responsibilities and new challenges with 
enthusiasm, and to allow them to show their emotions. This tutorship implies 
a deeper commitment on the part of both the tutor and the student since it 
covers topics of an intellectual, affective, social, academic, professional, and 
institutional nature.
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Group tutoring, in which the teacher-tutor assists students in curriculum 
orientation and active participation in the university. He collaborates with the 
teachers involved in the group of students and provides each of the teachers 
in the group with the necessary information about each student and group.

Technical tutoring is carried out by teachers who have not been appointed 
as tutors for any group of students. This tutoring is also known as academic 
advising, in which the student requests the collaboration of a teacher with 
certain expertise in a certain area.

Diversity tutoring, which means that the tutor considers each student with 
his or her specific abilities and learning pace. This tutoring is one of the great 
pedagogical challenges because it requires specific communication devices 
and pedagogical methods to help students.

Another strategy is the tutoring of internships in companies, where the tutors are 
responsible for the control and monitoring of the work done by the student in 
the internship or agreement internship.

2.2.3. The Teacher in Online Education

At present, the activity of the teacher within online and distance education 
has been limited through several terms, independently of how the authors 
call it, the teacher in this modality fulfills several roles or responsibilities. 
Next, and taking the most relevant works of several experts, we proceed to 
characterize and describe their roles; Goold et al. (2010) define the online 
teacher as the e-tutor, and Larsen et al. (2008) call it e-professor, defining 
as key functions the mentoring and responsibility of being a facilitator of the 
learning process in an online education environment. 

In the studies carried out by Salmon (2003), the teacher in online education 
is an e-moderator, who facilitates and guides the student to learn from and 
within a digital learning environment, under a set of activities designed to 
achieve learning. 
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In conclusion, the online teacher is an advisor, a mentor, a facilitator, and a 
moderator, in short, a tutor of the student’s learning processes in online and 
distance education. 

2.2.4. Characteristics of the Teacher-Tutor

The work of Ryan et al. (2010) shows that the online teacher must develop 
communication skills using information and communication technologies. 
The teacher must be a facilitator of student participation and must provide 
accompaniment and mediation so that the student’s learning is achieved. 
Tutorial accompaniment is fundamental in an online and distance education 
model, and the teacher-tutor must be an agent who essentially promotes it:

•	 Independent and flexible learning.
•	 Two-way communication.
•	 The technological focus of the tutoring action, through the efficient and 

effective use of ICT to accompany the student.
•	 Is a facilitator of learning resources (properly selected or designed).
•	 He is a researcher, in essence, to help learn.

In Table 1, and taken from the work of (Guitert & Romeu, 2019), a summary 
of the roles and functions of teachers in online education is presented. 

Table 1. Summary of Teacher Roles and Functions in Online and Distance 
Education

Roles and functions Author and year

Process facilitator, consultant, researcher, content 
creator, technologist, designer, and manager.

(Goodyear, Salmon, Spector, Steeples, & 
Tickner, 2001) 

Educational designer, online speech facilitator, 
instructor

(Anderson, Rourke, Garrison, & Archer, 
2001)

Cognitive, affective, directive (Coppola, Hiltz, & Rotter, 2002)

Manager, administrative, instructor, facilitator, 
designer, trainer, leader, change agent, technology 
expert, graphic designer, media editor, technician, 
support staff, librarian, evaluator.

(Williams, 2003)
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Roles and functions Author and year

Designer, administrative, technological, instructor, 
pedagogical evaluation functions, and social skills.

(Varvel, 2007)

Pedagogical, social, managerial, technical. (Berge, 2008)

Professional, pedagogical, social, evaluator, manager, 
technologist, advisor, researcher

(Bawane & Spector, 2009)

Design and planning, social, educational, and 
technological.

(Guasch, Álvarez, & Espasa, 2010)

It encourages critical reflection and integrates 
technology into teaching.

(Baran, Correia, & Thompson, 2011)

Instruction design, facilitator, advisor, technology 
integrator, manager, content expert, and researcher

(Chang, Shen, & Liu, 2014)

Social, evaluator, manager, technologist, consultant, 
staff, and researcher.

(González-Sanmamed, Muñoz-Carril, & 
Sangrà, 2014)

Communicator and facilitator of different resources. (Alamri & Tyler-Wood, 2017)

Note. Adapted from Estrategias para la docencia en línea, by Guitert, M. & Romeu, T., Universidad Oberta de 
Cataluña, 2019.

On the other hand, the tutorial action has several dimensions, according to 
Pagan (2007) you have: 

The didactic dimension: In which the teacher-tutor must be able to adequately 
select the contents and activities that will be proposed to the students, who 
must also encourage autonomous inquiry on their part.

The technical dimension: Where the teacher-tutor must show conviction 
in the benefits of distance education. This must be supported by theoretical 
knowledge of the fundamentals of the modality so that it provides confidence 
to their students. And the teacher-tutor must be able to guide and advise 
his students in the use of computer tools that will be used in the process of 
distance education.

The psycho-affective dimension: The teacher-tutor must display empathy 
to understand and, if possible, anticipate critical situations of the students 
to reduce the negative consequences that they may have on the distance 
education process.
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2.2.5. Online Education Models

Online education proposes several models (e-learning, b-learning, m-learning, 
and p-learning), but above all, it must be understood as a cooperative learning 
environment, in which the acquisition and development of competencies, in 
general, and those of a technological nature, in particular, are promoted.

Online education models differ basically in terms of technology from the 
point of view of the means of access and the type of content (e-learning and 
mobile-learning) and issues of interaction in person or online (e-learning, 
blended-learning or ubiquitous-learning and personal-learning). 

E-learning is the classic model of online education, supported by technologies 
and whose process is developed entirely on digital media and mediations. 

B-learning, or blended learning, combines online training with the possibility 
of regular face-to-face support sessions. 

M-learning or u-learning, or mobile or ubiquitous learning, is developed 
entirely online, but uses mobile devices (smartphones or tablets) as a means 
of access, and differs from e-learning in that the design of educational content 
is adapted to these types of devices.

And p-learning, or personalized learning or self-training through the Internet, 
which is built and organized by the interested party according to their learning 
needs, their own time, and dynamics, without a degree in between.

The research conducted by Koory (2003) emphasizes that many students 
improve their learning outcomes through online training, which is why some 
authors consider that distance education today called online was born to 
overcome different gaps, whether social, economic, geographical, etc. (Pino-
Juste, 2008).

Table 2 shows the advantages and disadvantages of online training, compiled 
from a review of the literature (Amador-Muñoz, 2004; Cebrián-de-la-Serna, 
2004; Cabero, 2006; Pryor & Bitter, 2008; Revuelta-Domínguez & Pérez-
Sánchez, 2011).
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Table 2. Advantages and Disadvantages of Online Training

Advantages Disadvantages

•	Eliminates physical distances 
•	Time flexibility 
•	Encourages interaction 
•	Instant and unlimited access to resources
•	Interactivity 
•	Communication control
•	Empowering cooperative work
•	Flexibility possibility to adapt the learning 

process
•	Personalization of the learning process 
•	Immediate problem solving
•	Continuous exercise of reflection
•	Satisfaction building new knowledge 

immediately 
•	Promotes multiple perspectives on the use of 

the information obtained
•	Facilitates interaction between different areas 

of knowledge
•	Facilitates the use and consumption of 

materials
•	Defocusing knowledge 
•	Different forms of communication 

(synchronous and asynchronous) 
•	Continuous recording of training progress

•	Impersonal communication 
•	Difficulty in solving problems 
•	Initial maintenance cost, connection
•	Complexity in privacy conditions
•	Poor cooperation from teachers
•	No direct contact 
•	Lack of motivation 
•	Psychological barriers (resistance to change) 
•	Lack of user training 
•	Poor quality of courses and content 
•	Few virtual tutors are available 
•	Lack of teaching-learning habits increased 

teacher dedication 
•	Solitude 
•	Decrease in the quality of training 
•	High teacher-student ratio

A key aspect to understanding this research has to do with the student’s 
perception of training platforms or virtual classrooms as they are known. As 
Marín et al. (2013) point out. Nowadays, to talk about online training, it is 
necessary to “start from a constructivist vision of the process itself, looking for 
the goal of promoting the acquisition and development of competences that 
enable a correct social and labor insertion,” given that the development of 
technological systems is insistent and fast-growing. Consequently, the design 
process of this type of training implies that learning should be closer to an 
open, flexible, independent, and collaborative perspective of teaching. 
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2.2.6. Quality Criteria and Standards for Online Education

At the level of quality standards for online education, there are several standards, 
all focused on conditions and criteria for compatibility, interoperability 
between technologies, content, and access devices. Little progress has been 
made in terms of criteria or standards for the quality of online training, from 
an approach of accompaniment, tutoring, teaching as such.

Some standards that can support the process of formation, accompaniment, 
and tutoring are described in Table 3, let us see:

Table 3. International Overview of Standards for E-Learning

ISO/IEC 
Standard Title Status Description

ISO/IEC 
19796-1

Information technology 
– Learning, education, 
and training – Quality 
management, assurance, 
and metrics – Part 1: General 
approach

Published (2005)

It acts as a framework to 
describe, compare, analyze, 
and implement quality 
management and quality 
assurance approaches

ISO/IEC 
2382-36 

Information technology 
– Vocabulary – Part 36: 
Learning, education, and 
training

Published (2008)

It presents the terms and 
definitions of concepts 
relevant to learning, 
education and training

ISO/IEC 
24725-1

ITLET supportive technology 
and specification integration 
– Part 1: Framework

Published (2011)

It provides a framework 
and objective to assist in 
profiling and the platform and 
multimedia packages for ITLET

ISO/IEC 
24751-1 free

Information technology – 
Individualized adaptability 
and accessibility in 
e-learning, education, and 
training – Part 1: Framework 
and reference model

Published (2008)

It provides a common 
framework for describing and 
specifying learner needs and 
preferences, as well as the 
corresponding description of 
the digital learning resources

Highlight some works like those of Rodríguez-Hernández (2016) who has 
put forward some elements of analysis to improve the quality of teaching and 
tutoring in online education. It establishes aspects about the competencies 
of teachers in online education and the pedagogical processes that should be 
developed to improve the quality of education. See Table 4. 
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Table 4. Axes and their Criteria and Indicators of Quality in Education

Axis Criteria Indicators

Teaching 
skills

	Impact 
	Sense of belonging
	Identification with the institution’s 

mission 
	Commitment to your academic and 

professional development 
	Effectiveness in communication
	Assessment of the teaching profession 
	Leadership skills 
	Commitment to the exercise of 

university functions 
	Pedagogical skills 
	Management skills
	Relevance of specific competences 
	Academic level of teachers 
	Pedagogical training 
	Research production 
	Production of articles 
	Book production 
	Expertise in the extension process 
	Fulfilment of the promotion to the 

corresponding rank 

	Perseverance 
	Persistence 
	Emotional intelligence 
	Honesty 
	Practical wisdom 
	Sensitivity 
	Teaching knowledge 
	Humanistic training 
	Ability to develop person-centered 

learning 
	Reflection 
	Inquirer 
	Capacity to implement action 

research 
	Vocational awareness 
	Love for pedagogy 
	Pedagogical discretion 
	Sense of justice 
	Fluidity and creativity in learning 
	Professional identity and personal 

identity 

Pedagogical 
Processes

	Interaction 
	Relevance 
	Relevance 
	Availability of resources 
	Adequacy 
	Technology support 
	Continuous improvement 
	Monitoring 
	Congruence 
	Internal consistency of the training plan 
	Efficiency of teacher training programs 
	Pupil-teacher ratio 
	Teacher’s hourly load
	Satisfaction of the institution’s staff 
	Student satisfaction 

	Objectives of the training program 
	Continuous Improvement Program 
	Self-management of learning 
	Types of communication 
	Strategies to promote learning 
	Innovation 
	Planning for learning 
	Learning modalities 
	Thinking processes 
	Planning the evaluation 
	Development of evaluation 

instruments 
	Diagnostic evaluation 
	Use of evaluation results
	Student skill development 
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Axis Criteria Indicators

	Impact of education
	Availability of personal and material 

means 
	Planning organization 
	Educational product assessment 
	Resource management 
	Pedagogical leadership 
	Efficiency in educational methodology

	Use of relevant instructional 
materials 
	Commitment to student 

development 
	Effective communication
	Promotion of group work 
	Motivating the student to learn 
	Student counseling 
	Encouragement of thinking skills 
	Development of autonomy 
	Production of teaching materials 

and resources 
	Promotion of research 
	Teacher-student interaction

Note. Adapted from Criterios e indicadores para evaluar la calidad de la educación en instituciones de educación superior, 
by Velásquez, C., Universidad Central de Caracas, 2012.



Chapter 3. 

Management model for teacher 
accompaniment in online and distance 

education programs

Introduction

This chapter presents a summary of the instruments designed and applied 
to carry out the diagnosis and analysis of the results obtained from the 
diagnosis of tutorial accompaniment at the university under investigation, a 
fundamental input for the adequate definition of a management model for 
accompaniment. 

The proposed management model is then presented with its definitions, 
architecture, pedagogical and accompanying strategies for the proposed 
management and monitoring system and its operation.

3.1. Results of the Diagnosis of the Tutorial Teaching 

The diagnostic instrument was designed and implemented through an online 
survey type form, which sought to obtain information from the definition of 
eight key aspects for the diagnosis. The total population was 5,870 students 
from the first to the tenth semester of 17 undergraduate programs of the 
School of Distance Learning, and the open sample taken was 688 students, 
with a priority focus on the first four semesters of each program.



Model of management of teacher accompaniment in online and distance education programs34

The statistical analysis was performed using Excel and a macro system of 
descriptive statistics and data visualization.

To obtain information by program, Table 4 presents the population analysis 
of the students who filled out the diagnostic instrument.

According to the number of students per program, the instrument was 
answered in proportion to the size of students in each program (Table 5), 
with the Bachelor’s degree in Basic Education, Technology in Civil Works, 
Technology in Pharmacy Regency, Technology in Health Management, and 
Technology in Electricity being the programs with the highest number of 
students. 

Table 5. Determination of the Study Program

Program No. Surveys %

Commercial and Financial Administration 19 2.8%

Health Services Administration 22 3.2%

Bachelor of Arts in Basic Education 138 20.1%

Technical Prof. Computer Installation and Maintenance 43 6.3%

Professional Technician in Commercial and Financial Processes 15 2.2%

Professional Technician in Administrative Processes in Health 18 2.6%

Professional Steel Production and Transformation Technician 3 0.4%

Technology in Electricity 61 8.9%

Technology in Telematics 8 1.2%

Technology in Civil Works 133 19.3%

Technology in Agricultural Marketing 11 1.6%

Steel Management Technology 10 1.5%

Regency Technology in Pharmacy 107 15.6%

Health Management Technology 77 11.2%

Technology in Systems Programming 19 2.8%

Machine and Tool Technology 4 0.6

Total 688 100%

We identified the semester students are studying since the diagnosis was 
prioritized in the population of students from first to the fourth semester, as 
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explained above, the highest dropout rate from the programs of the Faculty 
of Distance Learning is in these first semesters. A total of 66.4% of the total 
sample was obtained in the first four semesters. An adequate percentage of 
students from the first to the fourth semester were those who participated 
by filling out the instrument to obtain a diagnosis that would lead them 
to approach reality. On the other hand, the first-semester group obtained 
32.4%, equivalent to more than a quarter of the sample. This is important for 
the analysis since this group of students is just beginning their studies at the 
university (Table 6).

Table 6. Determination of the Study Semester

Semester No. Surveys %

First 223 32.4%

Second 99 14.4%

Third 70 10.2%

Fourth 65 9.4%

Fifth 53 7.7%

Sixth 77 11.2%

Seventh 35 5.1%

Eighth 19 2.8%

Ninth 14 2%

Tenth 17 2.5%

Academic Completion 16 2.3%

3.1.1. Teachers who, by Enabling Access to the Virtual Classroom, Send 
a Welcome Message and Indications to Start the Learning Process to the 
Student

We sought to establish what happens in the first moment of the educational 
process in programs of the Faculty and how many teachers carry out the first 
moment of communication and accompaniment of the student. 

When analyzing the answers to this variable, comparing that the programs 
of the Faculty of Distance Studies have five subjects per semester or period; 
we have as a critical result that 24.9% of the respondents indicate that in the 
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first week of starting the educational process they have no contact but only 
with one or no teachers. This situation, if we group it with the percentages of 
group 3 (two teachers), leads to 42.9%. Given this situation, we can see that it 
is imperative to define a model of tutorial accompaniment for the faculty and 
that it is clear what the procedures for the development of accompaniment 
should be (Table 7).

Table 7. Teachers who Perform Accompaniment at the First Stage of the Course

No. Teachers Total %

All 232 33.7%

Five 23 3.3%

Four 41 6%

Three 97 14.1%

Two 124 18%

One 75 10.9%

None 96 14%

3.1.2. Socialization of the Learning Guide (Syllabus) of the Course, 
Schedule, and Contents

Through this variable we sought to establish a key element for the success of 
online and distance courses, this moment has to do with the socialization of 
the syllabus or learning guide, with its work schedule and the contents to be 
developed.

When the results were consolidated, it was established that 59.9% of the 
teachers were involved in this process for all the courses and that when added 
to five and four courses, this figure could reach 65.9% (Table 8).

The importance of determining this aspect has to do with the accompaniment 
and the expectation that the student will learn.
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Table 8. Teachers who Socialize Guide, Calendar, and Course Contents

No. Teachers %

All 59.9%

Five 6.5%

Four 10.5%

Three 7.3%

Two 7.1%

One 4.2%

None 4.5%

3.1.3. Teacher Communication through the Virtual Classroom and E-Mail

Through this variable, we sought to establish a key element of communication 
with students at the beginning of courses, their development, and progress, 
such as the quality of communication in the classroom and by email.

The analysis of Table 9 establishes that only 23.4% of students receive 
information messages through the Virtual Classroom and 17.2% receive these 
communications via email from teachers (Borges, 2005). 

It should be noted that 15.6% and 12.5% respectively do not receive 
communication from their teachers permanently. Such a situation is one of 
the critical aspects identified in this diagnosis that requires intervention.

Table 9. Teachers Communicating by Virtual Classroom and by E-mail

No. Teachers % AV EC %

All 23.4% 17.2%

5 6.3% 10.9%

4 6.3% 10.9%

3 17.2% 12.5%

2 17.2% 21.9%

1 14.1% 14.1%

None 15.6% 12.5%
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3.1.4. Availability of Communication Alternatives to Address Student 
Concerns and Explanations

Through this variable, we sought to establish the alternatives of synchronous 
and asynchronous communication that the teachers provide to the students 
for their attention and accompaniment. Table 9 shows the results of this 
variable.

In the analysis of Table 10, several problems of tutorial attention are raised, 
being studied in distance and online mode; about the use of synchronous 
technologies, either of video or audio conference or instant messages (Skype, 
WhatsApp) 81.3% and 65.6% respectively of the students indicate that their 
teachers do not offer them this attention space. And only 4.7% and 7.8% 
indicate that all their teachers have provided them with these spaces. It is 
concluded that synchronous tutoring mediated by technology is almost non-
existent in the Faculty.

Table 10. Communication Alternatives for Addressing Concerns and 
Explanations

No. Teachers % Skype % WhatsApp % mobile % email % attendance

None 81.3% 65.6% 6.3% 9.4% 21.9%

1 9.4% 14.1% 12.5% 9.4% 7.8%

2 3.1% 6.3% 12.5% 14.1% 7.8%

3 0% 3.1% 12.5% 4.7% 1.6%

4 0% 1.6% 4.7% 6.3% 9.4%

5 1.6% 1.6% 4.7% 6.3% 6.3%

All 4.7% 7.8% 46.9% 50% 45.3%

On the other hand, the telephone tutorial service reports that 46.9% of 
students report that they are attended to by all their teachers through this 
means. And 6.3% indicate that they are not attended by any teacher over the 
phone. 

It was possible to establish that 50% of the students indicated that they 
were attended by all their teachers, and 9.4% were not attended, a difference 
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compared to variable 5 in which only 17.2% of students reported that they 
considered that they were attended by all their teachers.

The attendance reports that 45.3% of students are attended by all their 
teachers in this way, it is noteworthy that 21.9% indicate that they do not 
have attention by this means since the university offers face-to-face meetings 
once or twice a month. 

3.1.5. Addressing Concerns and Difficulties in The Learning Process

Through this variable, we sought to establish the percentage of students who 
have received attention to concerns and learning difficulties from teachers.

Analyzing the results of table 11, they are divided, a 45.3% indicate that all 
their teachers have attended to their concerns and the other 48.4% indicate the 
opposite, that no teacher attends to their concerns, the results are distant, and 
under this percentage and compared with the data of the previous variables 
analyzed there is coherence and it is possible to establish that the attention 
and tutorial accompaniment of the students of the Faculty of Distance Studies 
is deficient and requires intervention and design of strategies to improve it. 
According to studies such as those by Borges (2005), inappropriate attention 
to students in online or distance education generates frustration and must be 
prevented, to contribute to improving the quality of the education offered.

Table 11. Attention to Concerns and Explanations Provided by Teachers to 
Students

No. Teachers % 

All 45.3%

5 1.0%

4 1.7%

3 1.5%

2 1.3%

1 0,8%

None 48.4%
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3.2. The Pedagogical Model for Online and Distance Learning Programs

Once the diagnosis of the tutorial attention to students for the working 
population of this research has been made and recognizing the opportunities 
for improvement and the existing difficulties reflected in the diagnosis, a model 
of quality management of teaching accompaniment for distance and online 
education programs is proposed. This model is supported by the experiences 
and work developed by the research team, as well as the theoretical references 
and the review of experiences from other university contexts with programs 
of a similar nature. 

The starting point should be the definition of a pedagogical model for online 
and distance education, in which the incorporation of ICTs is established 
as a fundamental element for its development in terms of resources, this 
component being defined as the technological dimension of the pedagogical 
model. An adequate pedagogical model for online and distance education 
must contemplate three working dimensions, namely: the pedagogical, the 
technological, and the organizational dimensions (Poveda & Rodríguez, 
2014).

Figure 1. Key dimensions of the Pedagogical Model for Online and Distance 
Education
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The pedagogical model must integrate ICT progressively and incrementally, 
to support through learning management platforms, interactions, digital 
resources and contents, and collaborative spaces to develop diverse and 
mediated training with a social purpose for the improvement of learning and 
the development of competences and skills.

Three aspects must be defined in a pedagogical model and their inclusion in 
the context of online and distance education:

1. The formation of a human condition oriented to creative and innovative 
peaceful coexistence under a collective, ethical-ecological, entrepreneurial, 
and persevering thought in the achievement of goals and objectives for 
personal and common benefit; with a systemic and connecting perspective 
of multiple realities and learning, which includes correctly and constructively 
the realities of others and the social and economic proposals with democratic 
and productive purposes for social equity and equality, beyond the economic 
gaps existing today. 

2. The construction of evaluative social references for the formation and 
acquisition of learning through means, tools, and instruments that potentiate 
the creative capacity, the autonomy, the regulation of learning, and the critical 
capacity to self-evaluate, to evaluate others, to receive feedback from the tutor 
and, to build new knowledge references that allow him/her to boost his/her 
qualities under a process of tutorial mediation.

3. Open, synchronous, and asynchronous communication for educational 
mediation in the acquisition of self-regulated learning through an open 
curriculum; built around didactic strategies such as project learning, group 
discussions, case, and problem identification and analysis. 

The communication model is mediated from the interests and needs of 
learning, which are generated from the design of guides (syllabus); with 
individual, collaborative activities, in scenarios mediated by ICTs or with 
face-to-face meetings, in which the student together with the teacher develop 
academic support activities that allow them to strengthen their learning.
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The models of online education to be used (e-learning, b-learning, m-learning, 
and p-learning) should be established according to the nature of the programs. 
To do so, the existing learning theories, concepts, and relationships between 
them should be considered, being the most relevant ones:

Connectivism, this post-constructivist theory of learning, aims to model 
the complex process of human learning in the digital and socially active age. 
Learning today is a process that occurs both within and outside the educational 
environment, the web (internet) and web 2.0 and 3.0 technologies and tools, as 
well as social networks today, are an extension of the educational environment 
and field. And these in turn give rise to the empowerment of human beings 
to seek, create, share, collaborate and integrate stakeholders around learning 
needs and processes (Sobrino-Morrás, 2011).

Of course, many of its foundations are linked to constructivism and also 
in the theories and studies of Robert Gagné, which integrates the best of 
behaviorism and constructivism. To clarify this aspect, constructivism states 
that the human being is reflexive, creative, that to learn he interacts with his 
environment and with other individuals building his learning network. The 
learning network exists before connectivism. The difference is that Siemens 
and Downes focused on learning that takes place in the so-called knowledge 
society, where the Internet and the Web 2.0 and 3.0 have a marked influence 
on what we do, how we learn, work, and have fun (Siemens, 2005 & Downes, 
2012).

Without ignoring the contributions of behaviorism and constructivism, 
connectivism is truly a theory of learning that allows us to understand the 
network and its tools and the influence that it has on young people today, and 
to integrate it into educational processes to build meaningful, collaborative 
learning based on active learning, in projects based on problem-solving, 
connecting knowledge with reality, and reality with networked knowledge 
(CISCO, 2010). This theory supports a global and universal collaborative 
learning society.

There are also references to constructivism, in learning by discovery, the 
significant, the collaborative, and the cooperative, among others (Jean Piaget, 
Jerome Bruner, David Ausubel, Joseph Novak, César Coll, and Edward 
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C. Tolman). And specifically, those based on the individual construction 
of knowledge (exploration in digital libraries, case studies, and learning by 
projects). Likewise, from the social-critical pedagogical currents, which 
contemplate learning based on problems and the pedagogy for an understanding 
of Jürgen Habermas, Paulo Freire, Daniel Goleman, Lev Vygotski, and 
Edward Thorndike. Based on the strategies of learning to learn, investigative 
capacity from the interest, individual differences, and collaborative work of 
students considering the styles and rates of learning.

To establish the characteristics of the methodology used in the FESAD 
pedagogical model, it is taken into account that according to Vera (2008), 
b-learning is blended learning (mixed or bimodal), that is, it aims at a way of 
learning in which a teaching and learning methodology is combined with a 
teaching and learning methodology online.

Following the model, it is necessary to point out the relevant characteristics 
of the tutorial processes of accompaniment possible in online or distance 
education:

Face-to-face tutorials are an opportunity for dialogue and the breaking 
down of discussion schemes, where spaces are generated for the socialization 
of experiences, the exchange of knowledge, and the construction of new 
pedagogical and curricular approaches, in favor of the permanent reflection of 
practices in higher education.

Within these sessions you can project: 

•	 Promote various scenarios for discussion and analysis of activities developed 
during the training.

•	 To broaden knowledge, practices, strategies, and behaviors, in the face of 
real contexts of higher education. 

•	 To offer students the tools and strategies necessary for the development of 
the competences and skills that university teaching requires.

•	 To create a space of commitment with the students, so that they get involved 
in the follow-up of the different actions of the development program.

For the development of the in-person sessions, some actions are raised as:
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•	 Explanation and expansion of knowledge acquired through short theoretical 
presentations.

•	 Monitoring and control of the program’s implementation by the students 
and teaching guidelines for their use. 

•	 Support the realization of the program through didactic material, 
demonstrations of the operation and handling of the tool, instructions, and 
practical recommendations.

•	 Group exercises and practices aimed at applying and perfecting the skills 
acquired through different strategies.

Digital tutoring is a unique element of online and distance education. It 
is a way of establishing a particular and personalized channel between the 
learner and the tutor, supported by synchronous audio or video conference 
communication systems.

This type of tutoring aims to promote interactivity between the different 
actors in the educational process, taking advantage of information and 
communication technologies to facilitate access to information and the 
subsequent construction of knowledge. Likewise, flexibility is sought in 
the development of academic activities, according to the learning styles and 
rhythms of each student, making permanent communication possible and at 
the same time establishing the group and individual interaction relationships.

Consequently, the use of digital tools for the processes of communication 
and interaction with participants, allows students to develop self-learning and 
self-regulation skills, allowing the significant construction of new knowledge, 
while sharing and building an academic community that is strengthened over 
time. 

For the management of the digital tutoring process, some aspects are 
considered such as:

•	 Continuous accompaniment, based on the learning rhythm of each student, 
promoting the development of the academic activities proposed, within the 
programmatic contents of the curricula of each program.

•	 Effective orientation, in the time when concerns arise that do not allow the 
achievement of the learning objectives formulated at the beginning of the 
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program.
•	 Resolution of technical incidents, doubts, and questions about the operation 

of the program or its contents.
•	 Information on logistical aspects of the program such as course schedule, 

criteria for evaluation, etc.
•	 Follow-up and assessment of the students’ progress, ensuring that they 

follow the established planning and favoring the achievement of the 
established milestones.

The communicational process is conceived from “the didactic dialogue 
mediated between the teacher and the student, who learns independently 
and flexibly” in the configuration of the contents and processes for learning 
and teaching, taking as a reference the realities of the student, his or her 
environment and the axes of education, teaching, and learning. This didactic 
dialogue is produced through the communication media, in such a way that 
the learning objectives are achieved, for this reason, it is important to have 
adequate communication channels, permanent and open where there is room 
for the student to ask questions. In this sense, the student develops training 
skills in “know-know”, “know-do” and “know-be,” as fundamental pillars for 
the success of distance learning supported by ICT. See Figure 2.

Figure 2. Communication and Interaction Model in the Web 2.0

Note. Adapted and translated from Theory and Practice of Online Learning, by Anderson, T. & Elloumi, F., Athabasca 
University, 2008
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The previous knowledge (theoretical-practical) is the support of the knowledge 
and new experiences and these, as starting points for the generation of new 
knowledge that leads to changes in attitude, both in the training processes, 
as in the professional performance. Knowledge and comprehensive training 
revolve around didactic dialogue, which makes it possible to determine both 
the theoretical and practical content and the criteria for research, application, 
action, and reflection.

Educational resources are all those materials selected, prepared, and 
proposed by the teacher for the study, analysis, and development of cognitive, 
procedural, and attitudinal skills that allow learning. Within these educational 
resources, the Faculty of Distance Studies has established as fundamental in 
its pedagogical model: the programmatic contents of the curriculum in each 
program, the Learning Guides for the didactic orientation, the development 
of learning activities and the evaluation of minimum contents, the multimedia 
educational resources, computer resources and Digital Learning Objects 
(ODA) available in the learning management platform through the structured 
courses that support the accompaniment and tutorial development. There are 
also specialized digital libraries for consulting and mastering information 
from the web.

3.3. Proposal for a Quality Management Model for Accompaniment

3.3.1. Background and Justification of the Need for a Quality Management 
Model for Accompaniment

Once the diagnosis was made to determine the status of the tutorial teaching 
accompaniment in the programs of the institution under investigation, the 
following were identified as critical elements to be improved:

•	 The lack of guidelines for developing accompaniment. There is no model 
or conceptual theoretical reference that establishes the form of tutorial 
accompaniment that the Faculty should develop, a situation that means 
that the teacher or tutor does not have clearly defined tutorial processes 
about the use of ICT as a means of supporting and accompanying their 
students.
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•	 Tutorial accompaniment is deficient. It was possible to establish that 
the technological means available to advise and accompany students at a 
tutorial level have a low use, and the student in a high percentage considers 
that he does not receive accompaniment, perhaps with more in-depth 
research, it can be established that this situation is a cause of desertion or 
abandonment of training processes.

•	 There is no definition of critical moments of accompaniment. The Faculty 
has no defined criteria or guidelines regarding times in the learning process 
when tutorial accompaniment should be followed. 

•	 There are no instruments for monitoring teacher tutorials. No instruments 
and procedures have been established to describe how and in what way to 
carry out tutorial follow-up and that the management can control if this is 
carried out.

•	 No efficient use is made of ICTs to carry out processes of tutoring and 
teacher accompaniment. A high percentage (67%) of teachers reported that 
they do not provide information to facilitate support and accompaniment, 
despite having the necessary technological tools for this purpose.

These elements, which are highlighted in Chapter 2, constitute the justification 
for proposing a quality management model for teaching support for the 
Faculty of Distance Learning for both its distance and online programs. The 
model is presented below in graphic form and its elements, instruments, and 
control and monitoring system are described.

3.3.2 Definition and Description of the Quality Management Model for 
Accompaniment

The quality management model of teaching accompaniment, for its definition, 
requires clarification of the term model, which comes from the Italian concept 
of modello, applied to this project is defined as: “a theoretical scheme of a 
system or a complex reality.”

When referring to the management model, it should be noted that the concept 
of management, for its part, comes from the Latin gesîo and refers to “the 
action and the effect of managing or administering”. The notion also implies 
actions to govern, direct, order, dispose or organize. In this way, management 
is a set of procedures carried out to resolve an issue, management according to 
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the ISO is “a set of coordinated activities to direct and control an organization 
or to realize a project” (International Organization for Standardization [ISO] 
9000:2005, 2005). Therefore, a management model is a scheme or reference 
framework for the administration of an entity or project.

When referring to quality, according to the ASQ and EFQM, this is a set 
of characteristics of a product, process, or service that gives it the ability to 
meet the needs of the user or customer (American Society for Quality [ASQ], 
2004).

Integrating the three terms, a Quality Management Model is conceived as 
a set of processes and activities of an organization in which responsibilities, 
objectives, and quality policies are determined so that the project meets the 
needs for which it was undertaken (Project Management Institute, 2014).

The quality management model of tutorial support is a set of processes 
and activities in which responsibilities, objectives, and quality policies are 
established to ensure that tutorial support meets the learning support needs 
of students in distance or online modes. From this definition, we proceed 
to define its structure, describing actors, elements, processes, activities and 
reports, and monitoring and control instruments, as seen in the model shown 
in Figure 3. 
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Figure 3. Quality Management Model for Tutorial Support

3.3.3. Actors in the Proposed Management Model

The model has four actors, namely the program or school directorates (together 
with their curriculum committees), who are responsible for following up and 
controlling the development of the model.
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The office or department of technology for online education, in this case, the 
Directorate of Educational Innovation, which is responsible for facilitating 
the technological mediations for the deployment of courses, digital libraries, 
digital learning objects, learning management platform (LMS) by its acronym 
in English, video and audio conference platform and human support of these 
technologies.

The teacher, who is the executor of the model and who is responsible for 
implementing the accompaniment strategies for his or her students.

And the student who is the most important actor and the beneficiary and 
who will be the overseer that will allow verifying the efficacy, efficiency, and 
effectiveness of the model.

3.3.4. Elements of the Management Model

For its implementation, the model requires, apart from the actors already 
described, a set of elements that are deployed and integrated through 
processes and support systems for its development, it has monitoring and 
control instruments to report the activities developed by the actors of the 
model.

The role of the teacher or tutor: To fulfill his or her role, the teacher must 
have a set of organizational, guiding, and social skills, as well as academic-
pedagogical, technical, and organizational functions (Llorente, 2006).

As a facilitator of the teaching-learning process, the teacher must possess 
technological skills, such as knowledge of office automation and the Internet; 
a professional profile based on the subject matter, and broad knowledge of the 
purpose and pedagogical themes of the course to be developed.

He/she must possess creativity and the facility to guide and solve problems, 
must be an enthusiast of the formation process, and encourage autonomous and 
collaborative learning; these qualities may be acquired. His/her management 
is fundamental to achieve the development of the proposed activities, besides 
administering technological elements and communicative skills in a textual 
and oral way (Medina et al. 2011).
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According to García-Areito (2001), the teacher-tutor must have a set of skills 
at the academic-pedagogical, organizational, guidance, social, and technical 
levels: 

Organizational skills of the teacher

•	 Establish the course schedule, globally as well as specifically.
•	 Explain the rules of operation within the environment.
•	 Maintain contact with the rest of the teaching and organizational team.
•	 Organize group work and facilitate coordination between members.
•	 Contact experts.
•	 Provide meaningful information for the relationship with the institution.
•	 Establish structures in online communication with a certain logic.

Teacher guidance competencies

•	 Facilitate intellectual work techniques for networked study.
•	 To provide public and private recommendations on the work and its quality.
•	 Ensure that students work at an appropriate pace.
•	 Motivating students for work.
•	 Inform students about their progress in studying.
•	 Be a guide and counselor to the student.

Teacher’s social competences

•	 To welcome students who participate in the networked course.
•	 It will motivate students to expand and develop the arguments presented 

by their peers.
•	 Integrate and conduct interventions.
•	 Encourage and stimulate participation.
•	 Propose activities to facilitate knowledge among participants.
•	 To boost training action and networking.

Academic / pedagogical teacher competencies

•	 Provide information, extend, clarify, and explain the contents presented.
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•	 Responding to student assignments.
•	 Make sure that students are reaching the right level.
•	 Design activities and learning situations according to a previous diagnosis.
•	 Summarize the students’ contributions in group discussions.
•	 Make global and individual assessments of the activities carried out.

Teacher’s technical competencies

•	 Use e-mail properly.
•	 Know how to direct and participate in asynchronous communications.
•	 Design, create and control synchronous chat rooms, video conference 

rooms, and audio conference rooms.
•	 Master and use word processors, spreadsheets, and databases.
•	 Use web page creation tools, blogs, podcasts. 
•	 Use the software for specific purposes.
•	 Ensure that learners understand the technical functioning of the digital 

learning environment.
•	 Manage the learning groups that you form for the work in the network.
•	 Incorporate and modify new materials into the training environment.
•	 Keep in touch with your system administrator.

Technological Architecture and Educational Support Media. The model is 
supported by the technological architecture of the institution for the support 
of distance and online education, which in its basic elements is integrated by

•	 Telecommunications, video, and audio conference equipment. The 
institution must have video and audio conference software for its processes. 
Servers, either own or in the cloud, and end-user devices.

•	 Virtual laboratories and simulators: you must have licenses for virtual 
laboratories or simulators.

•	 Software for design and production of educational resources: software 
licensing for production of video tutorials and packaging of digital 
educational material, software for rapid production of digital educational 
resources (rapid e-learning), and teacher training for the use of these 
software solutions. 
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3.3.5. Pedagogical and Accompanying Strategies

The institution must have an institutional strategic plan where it integrates the 
implementation of virtual learning in the programs and in which it establishes 
the strategies and scenarios of interactivity and interaction:

The Digital Learning Environment (Learning Management Platform)

Each module or subject must have its course in the Digital Learning 
Environment, to which students are automatically enrolled and teachers are 
assigned by the respective program or school management and the technology 
management. Each digital support course is developed by a team of expert 
teachers in the area under the parameters defined by the University, according 
to the Integrated Quality Management System.

Courses in the Digital Learning Environment should have a minimum 
structure, which should be designed to create scenarios of interaction between 
students and teachers and between students themselves. The online course for 
each subject must have an Academic Learning Guide or syllabus.

The Academic Learning Guide or Syllabus

As a fundamental element of the development of processes in online or 
distance education each course or module of having an academic guide or 
syllabus, as far as possible defined within the system of quality management, 
so that it is unified for the entire institution. The guide is related to the online 
course of each module and is a synthesis of the work to be developed by the 
student. 

It is defined as the document methodologically designed to work by units to 
develop the knowledge, skills, and objectives of a module or subject. And it 
must be revised and updated regularly.

Structure of an Online Support Course

The online course of a subject is supported by the following guidelines of 
the institutional quality management system and with defined conditions and 
components.
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Minimum conditions for course creation and use 

An online support course is implemented by subject. If the course has more 
than one teacher, the teachers will be registered, and the groups will be 
organized according to the academic assignment of each teacher. 

The course that is created must be reviewed to meet minimum quality 
standards.

Virtual support course components

The course is composed of:

	A general space of the course: This can be called Introduction to the 
Course.

	Course sections: These are called units. 

Introduction to each course 

The components of the Introduction of each course are:

1.	 Course title: (Title of the Module or subject and its internal code).
2.	 Teacher information: (Names and contact details of the course teachers).
3.	 General course resources: (Basic course materials, academic course guide, 

and calendar are published here).
4.	 Link to classes and virtual support: This is the space of synchronous 

interaction, which is programmed from the beginning of the course, with 
the support of a teacher at least one day per week and at a specific time the 
class through video conference for support and accompaniment.

Structure of the units of each course

1.	 Unit title: This title is related to the contents of each unit in the module.
2.	 Unit objectives: This describes the competencies that the student is 

expected to acquire in developing the unit.
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3.	 Study resources: Here you are provided with all the resources, readings, 
links to supplementary material, and learning objects necessary for the 
development of your learning activities. It is organized by topic in direct 
relation to the learning guide.

Activities

a.	 Discussion forum: In each unit, a support forum is scheduled to address 
student concerns and the development of activities that the Tutor schedules 
to generate interaction with and among students. This is the space for 
asynchronous interaction within the Learning environment. 

b.	 Tasks: Scheduled space to receive the unit’s tasks, related to practice, 
laboratory, and research reports that the teacher schedules. There, not only 
are the reports delivered but the teacher informs and gives feedback to the 
student about the activities and learning developed. 

c.	 Questionnaires: Online evaluation of the unit, scheduled at a general 
level.

In general, the institution’s Digital Learning Environment has to implement 
in each course different scenarios of synchronous and asynchronous interaction 
from different angles, some for training purposes, others for evaluation 
purposes, others as social spaces for interaction among students.

The Institutional E-Mail

As a strategic element of communication and contact among its community, 
the institution should have an institutional e-mail service for teachers, 
students, and administrative staff. This is a space and scenario for interaction 
and interactivity since the institutional e-mail account has exceptionally good 
services.

Strategies for Accompanying and Monitoring Students

Each module or subject within the institutional educational model for 
online and distance education must have an online course and an Academic 
Learning Guide or syllabus, which is created under internal quality standards, 
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where each component of the guide has a purpose and an objective aimed 
at accompanying the student in his or her learning process to monitor the 
process. 

From the objectives and indicators that are defined to evaluate the level of 
achievement of skills and knowledge, to the activities that are suggested for 
the development of the topics of each unit, its objective is to guide, accompany 
and follow up on their learning.

Similarly, the communication spaces set up both in the Digital Learning 
Environment (chat, videoconference, forum, and other activities) and the 
channels of e-mail, telephone, and even face-to-face attention during the 
practices are created, activated, and energized by the teachers and tutors to 
accompany and follow up.

On the other hand, a course in the Digital Learning Environment is not only 
attended by one teacher or tutor, but the course is also divided into groups, 
attended by two or more tutors according to the number of students and 
each tutor is, in turn, an evaluator of the other tutors to monitor both the 
colleague and the students and through meetings of teachers or Curriculum 
Committees the problems identified in the day-to-day academic activity are 
discussed. 

For student care and support, the following spaces should be available 
according to the online or distance education model:

•	 Tutorial attention in person, for the development of practices and in the 
centers or units of attention and it is necessary to count on full-time, part-
time, and professorship teachers to support the students in their formative 
process.

•	 Synchronous virtual attention: This requires licensing for video conference 
systems for tutoring and accompaniment through video and audio as well 
as chat in the Digital Learning Environment.

•	 Asynchronous virtual attention. The Digital Learning Environment 
should have discussion forums, instant messaging, and advice and support 
should be provided through institutional email.
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3.3.6. Management and Monitoring System for the Management Model

To follow up on the quality management model for tutorial accompaniment, 
checklists have been designed, using forms that can be made available online 
for the teacher to review and complete, on the calendar dates defined within 
the model. In total there are four checklists.

Checklist and course enrollment checklist: This checklist (Table 12) is 
reviewed and revised in the previous week or the 1st week of the semester or 
module, for:

•	 Verify the creation or restoration of the course. 
•	 Verify the functionality of the same.
•	 Check access to the course for students and teachers.

Table 12. Checklist for Preparing a Subject or Module Remotely or Online

No. Course or module recruitment activities
Produced

YES NOT

1 Approve the guidelines of the academic assignment and confirm the 
corresponding verification in the platform, according to the notification 
received.

 

2 Enter the Virtual Classroom and verify that the assigned course appears 
along with the associated students according to the list found in the 
SIRA teaching platform. In case of any inconsistency, please contact 
the School Management and the Educational Innovation Department: 
univirtual@uptc.edu.co.

 

3 Enter the Teachers’ Platform and download the list of students assigned 
to your course. In case of any inconsistency, please contact the school 
management.

 

4 Use institutional e-mail for all communications with students and 
the University. Verify email activation with your mail or network 
administrator.

 

5 Update virtual classroom teaching profile according to work experience, 
academic background, and significant achievements. Provide updated 
document-type photography. 

 

6 Review the entire Learning Guide or syllabus of the assigned course, 
and each unit of the same, updating calendars, verifying that the 
links are available and in force. (Reports of inconsistencies and new 
developments should be communicated to the School management 
and the coordinating teacher of the module or course).
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No. Course or module recruitment activities
Produced

YES NOT

7 Verify that Learning Guide or syllabus materials and resources are 
available for viewing, viewing, and/or downloading (reports of 
inconsistencies and updates should be communicated to the school 
administration).

 

8 Establish the schedule of activities of the module describing each 
activity: start and end date, percentage against final note, detailed 
information of deliverables, other data you consider necessary.

 

9 Manage with the administrative assistant of virtual education the 
availability of room for videoconference according to the defined 
weekday schedule, and by the schedule of activities. Remember that 
you must hold at least one specific synchronous meeting per week for 
all students. 

 

Course start checklist: This checklist (Table 13) is reviewed and revised 
during the first week of the semester for:

•	 Communicate with the student to welcome him/her and the teacher’s 
contact information.

•	 Provide general course directions, learning guide, or syllabus and calendar.
•	 Contact each student.

Table 13. Checklist for Starting a Subject or Module Remotely or Online

No. Course or Module Startup Activities
Produced

YES NOT

1

Contact the assigned students (on the platform and by email) using a 
welcome message containing formal greeting, information on the assigned 
module, start and end date. It is necessary to sign the message with full 
names, email and cell phone contact, synchronous business hours (Zoom, 
Google Meet, Skype, or Adobe connect). 

 

2

Publish (on the platform and by e-mail) the schedule of activities of the 
course that describes each activity: start and end date, percentage against 
final note, detailed information of deliverables, other data you consider 
necessary.

 

3

Publish a message reminding students of respect for copyright, that 
copying of works between participants and from external sources is 
prohibited, emphasizing that works in which such fraud is found will be 
evaluated with a zero score and that this situation will be reported to the 
school administration.
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No. Course or Module Startup Activities
Produced

YES NOT

4 Publish the students’ communication on the platform and emphasize the 
general guidelines for the development of the course.  

5 Notify you of new bounced emails or issues that require technical support.  

Course development checklist: This checklist (Table 14) is reviewed and 
revised at least in the 2nd, 4th, 8th, and 12th week of the semester for:

•	 Communicate with the student to notify him/her of the start of activities 
per unit. 

•	 Address concerns and difficulties in the learning process.
•	 Reminders of activities, report of results, and in general maintain contact 

with the student. 
•	 Notify of tutorials, videoconferences, and other accompaniment sessions. 

Table 14 . Checklist for the Development and Progress of a Subject or Module at 
a Distance or Online

No. Activities to be carried out during the development time 
Produced

YES NOT

1

Notify students about the learning activity initiated, clearly indicating 
the products to be delivered and the evaluation criteria against which the 
deliverables will be assessed. This exercise should be carried out every time 
an activity is started in the module.

2
To answer questions and queries registered in the forums or messages in a 
consistent and relevant manner within a maximum of 24 hours, except on 
Sundays and public holidays. 

3
Daily review of institutional e-mail for the attention of requirements and 
concerns of students and the University (administrative or academic areas). 
Any communication or mail is required to confirm receipt. 

4
Publish (message by AV and by e-mail) the dates of the synchronous meetings 
scheduled for the course, as well as the virtual tutorials. Remember that you 
must make a specific synchronous meeting every week/activity.
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No. Activities to be carried out during the development time 
Produced

YES NOT

5

In the courses where discussion forums are required:
1. Creating and opening the corresponding forum.
2. Inform students about the start of the forum through a message on the 
platform.
3. Make the participation in the forum more dynamic from your role as a 
teacher. 
4. Conclude and close the forum according to student participation and 
topics discussed. 

6
Remind students of the closure of each activity and the maximum date 
on which they will receive deliverables as defined in the socialized activity 
schedule from the beginning of the course. 

7
Being a coach and motivator in communications with students is not just 
about delivering assessment results or reminders to deliver them. It is about 
providing general and specific guidance on how to carry out the activities.

8 To inform students of inconsistencies in the deliverables, this notification 
must be made within 24 hours of receiving the evidence.

9 Review compliance with APA or IEEE or ICONTEC standards in the referencing 
of bibliographic sources in the evidence received.

10
Review the matching of work between students or with external sources, to 
identify possible frauds and inform the students involved in this situation, 
telling them the actions to take.

11 Evaluate and feedback the activities tasks, forums in a maximum of 5 days 
(120 hours).

12
Calculate the grade obtained by the student in each activity, considering the 
performance observed in the aspects established in the evaluation matrix 
(rubric) of the learning guide.

13

To inform the student through messages in the classroom about the grade 
obtained and the observations made to the deliverables in each of the 
aspects evaluated. The grade information must be sent within a maximum of 
5 days after the delivery of the activity. 

14 Attend to requests for review of qualifications.

15
Maintain the grade book or report card in the form of grades, with the partial 
grades obtained by the students, verifying that no errors are made in the 
report of the 1st 50% and 2nd 50% or the single grade as appropriate.

16
Hand in the follow-up report (partial grades) according to the indications 
informed by the school management and publish it in the Classroom taking 
care to use only the student code as identification data. 
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Course closing checklist and control: This checklist (Table 15) is reviewed 
and revised in the last week of the semester or period of the course or module, 
for:

•	 Communicate with the student to notify him/her of the closure of activities 
and work, work deadlines. 

•	 To deal with complaints in case of disagreement with the results and 
qualifications. 

•	 Registering the final qualifications with the SIRA.
•	 To carry out the technical and pedagogical revision of the activities of the 

Learning Guide to propose improvements in the module if necessary. 

Table 15. Checklist for Closing and Completing a Course or Module Remotely or 
Online

No. Activity Activities to be performed during closing and completion 
Produced

YES NOT

1
Remind students of the closing of the module and the maximum date on 
which they will receive deliverables according to the schedule of activities 
socialized from the beginning. 

   

2
Perform the calculation of the final grade of the module, considering the re-
ported partial grades and the percentages assigned to each of the activities 
in the Learning Guide or syllabus.

   

3

Socialize on the platform the grades obtained during the development of the 
module (presenting the detail of partial grades and final qualification), no 
later than two days before the end of the module. Warn students that they 
have a maximum of 5 calendar days to request a review of the final grades.

   

4 Attend to requests for review of qualifications.    

5
In the last week of the module, hold a closing meeting (synchronous meeting 
with the students) where you give feedback on the most important aspects 
that have been observed in the development made by the students.

   

6
Record the final scores in the institutional system one day after the end of 
the claims period. Feedback on this process should provide a minimum of 
partial grades and any observations.

   

7
Deliver the follow-up report (partial and final grades) on the dates informed 
by the School management. The report must be signed and sent scanned to 
the email of the respective School.

   

8
Carry out a technical and pedagogical revision of the activities in the Learn-
ing Guide or syllabus to propose improvements in the module and inform 
the school management. 
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Chapter 4.

Technologies and digital tools for 
teacher accompaniment in online and 

distance education programmes

Introduction

In this chapter, the concept and scope of technological educational competence 
are integrated into the teacher support model, with the set of technological 
skills that a teacher in online and distance education requires. 

Some technologies and digital tools are recommended to support teacher 
accompaniment processes in online and distance programs. It is understood 
that education under these modalities should use and take advantage of 
digital technologies to improve the processes of accompaniment, tutoring, 
and teaching. 

This chapter proposes technologies of open use for their integration into 
the educational processes, in such a way that the teaching community, in 
general, can integrate them without difficulty according to their needs. It is 
clarified that the technologies and tools are a recommendation and that the 
institutions must carry out the evaluation of technological solutions according 
to their educational projects and pedagogical models.

4.1. Technological Competence for Tutoring and Teaching Support

The tutorial accompaniment of teachers mediated by technologies and 
digital tools, as it has already been proposed in previous chapters, requires 
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a set of roles and functions of the teacher, which are consolidated in a set of 
pedagogical and communicative competences, which must be articulated and 
complemented with the technological teaching competence.

UNESCO, in partnership with several universities, has been building the 
conceptual framework related to technological teaching competence, defining 
it as the set of skills that allow the design, Implementation, and evaluation of 
technology for educational purposes, including software (desktop applications, 
mobile applications, and cloud solutions), communication networks and 
technologies, platforms, and technological devices: all to support processes 
in education (Valencia-Molina, et al., 2016). Concisely this competence 
includes capacity for:

•	 Design educational scenarios supported by the use and integration of 
technologies.

•	 Implement learning experiences supported using technologies.
•	 Evaluate the effectiveness of educational scenarios and learning experiences 

integrating technology. 

Integrating this technological teaching competence to the quality management 
model for the accompaniment and tutoring of work. Llorente (2007) 
establishes that in online or distance education a tutor must have:

•	 Ability to design, implement and evaluate asynchronous communication 
spaces (forums or discussion spaces) using technology. 

•	 Ability to design, implement and evaluate spaces of synchronous 
communication (video conferences, audio conferences, chats). 

•	 Ability to understand and expose a procedure, through capturing, creating, 
editing, and using multimedia resources (images, sounds, or videos) and 
thus provide advice and tutoring to the student.

•	 Ability to design, implement and evaluate courses through digital Learning 
Management Systems (LMS).

In conclusion, an institution that develops online or distance education programs 
should seek that its teaching team has a set of pedagogical, communications, 
and technological skills that guarantee adequate accompaniment and tutoring. 
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Its training programs should be oriented to strengthen these competencies 
in a comprehensive way to guarantee that the tutorial accompaniment, the 
teaching, and the educational process itself fulfill their purpose.

4.2. Digital Technologies to Support Tutoring and Teaching Support

For the realization of tutoring and accompaniment using technology the 
teacher must be able to use at least one tool or technology within the following 
categories: 

	Video conference system: Platform needed to program and carry out 
video conferences or video calls, with the possibility of sharing documents 
or work desks and allowing two-way communication. We recommend 
Google Meet (https://meet.google.com/) or Zoom (https://www.zoom.
us/) or Jitsi Meet (https://meet.jit.si/).

	System for recording classes or recorded masterclasses: Tool needed to 
create explanatory videos of some topic. We recommend OBS Studio, easy 
to install and use (https://obsproject.com/es/). To create the recording and 
presentation we recommend Adobe Spark (https://spark.adobe.com/es-
ES/).

	Tool for drawing or creating computer graphics. It is necessary to make 
infographics, drawings, and annotations. Online you can use for images 
Adobe Spark (https://spark.adobe.com/es-ES/) or Canva (https://www.
canva.com/es_419/); for infographics Genially (https://app.genial.ly/) or 
Canva; and for drawings AutoDraw (https://www.autodraw.com/).

	Image editor: Necessary for screen capture and modification or addition 
of information to the image. Recommended: Lightshot or the classic 
Windows Paint.

	File conversion tool: Necessary to convert formats when you do not have 
the program that runs them. Recommended: Zamzar (http://www.zamzar.
com/) or 123apps (https://123apps.com/es/).

	Computer screen capture system: Useful for recording screen movements 
or creating video tutorials. Recommended: aTube Catcher (https://www.
atube.me/es/) or Screencast-O-Matic (https://screencast-o-matic.com/) 
or Screencastify (https://www.screencastify.com/).
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	System to create video tutorials: Useful to record the user interface of 
any application and make an explanation to teach the use of the software 
through video. Recommended: aTube Catcher (https://www.atube.me/
es/); Camtasia (https://www.techsmith.com/video-editor.html). 

	Video editing systems: Necessary for editing videos, trimming, 
or integrating them. OpenShot (https://www.openshot.org/es/) is 
recommended.

	System to generate audio (podcast): Necessary to generate explanations 
in audio format. Vocaroo (http://vocaroo.com/) or SoundCloud (https://
soundcloud.com/stream) or 123Apps Recorder (https://online-voice-
recorder.com/es/) are recommended. 

	Online translation system: Necessary for possible translations, among the 
most used is Google Translate (https://translate.google.com/?hl=es).



Conclusions

To achieve the improvement in the quality of distance and online education, 
it is necessary to articulate the experience of the teacher with the tutorial 
accompaniment to make him/her feel supported while developing his/her 
work and to understand that he/she is part of a process that does not focus 
on the possible failures but seeks to improve the competences and skills of 
the teaching team. To this end, the tutorial accompaniment process must be 
followed up, and it is key in these processes to create checklists that encourage 
the teacher’s habits in the accompaniment and tutoring of their students 
regularly. 

The measurement of data is a fundamental need for any process; the fact 
that the systematization of the results produced by the instrument has been 
incorporated shows that it is possible to improve thanks to a well-structured 
accompaniment and training process, which makes this exercise even more 
serious. The diagnosis of the current state of accompaniment was made, now 
it remains to validate the model and systematize it to implement it and apply 
it to the Faculty, a task that will be a new project.

The communication strategy of the model is fundamental to consolidate the 
relationship between the teacher and his or her companion, not only from 
the working point of view, since the closeness and permanent contact also 
generates bonds of appreciation and even friendship, strengthening the 
human sense that is so important in the case of FESAD.

Besides, the media and formats proposed to seek, in the first instance, to make 
the message effective for teachers and to generate interaction, thus obtaining 
the necessary feedback to identify specific needs and to develop work plans 
related to training and the improvement of the activities of tutorial support. 
To the extent that this information is systematized, follow-up reports can be 
generated that can be instruments of quality improvement management for 
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each program of the Faculty, so that the main beneficiary is the teacher and 
in turn their students.

The quality of the tutorial accompaniment not only requires this management 
model, but it must be articulated to timely, effective, and efficient administrative 
academic processes, such as timely registration processes, adequately planned 
teacher recruitment and training, and induction processes for teachers to 
understand their role and apply the elements proposed here effectively. And 
of course, a follow-up of the entire educational process that takes place in the 
Faculty.
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Colección Investigación

El libro presenta los resultados de la investigación que tuvo como 
objetivo diseñar un modelo de gestión de la calidad del 
acompañamiento docente en programas de educación a distancia y en 
línea, tomando como caso de estudio la Universidad Pedagógica y 
Tecnológica de Colombia a fin de mejorar y hacer seguimiento al 
proceso. En el capítulo 1, se expone la metodología utilizada, la 
situación problémica y el diseño metodológico desarrollado para el 
abordaje de la investigación. El capítulo 2, presenta las bases teóricas y 
conceptuales que fundamentan el acompañamiento tutorial docente. El 
capítulo 3, entrega los resultados de la investigación en cada una de sus 
fases y que llevan al modelo de gestión del acompañamiento docente 
propuesto para programas de educación a distancia y en línea. Se 
muestran las definiciones, arquitectura, estrategias pedagógicas y de 
acompañamiento, gestión y seguimiento del mismo. Finalmente, en el 
capítulo 4, se hace la integración del modelo de acompañamiento 
docente, del concepto y alcances de competencia tecnológica educativa 
del docente en la educación a distancia y en línea. Como cierre, se 
entregan a manera de sugerencia, algunas tecnologías y herramientas 
digitales que puedan apoyar los procesos de acompañamiento docente.


