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Abstract: The role of e-learning in the existing and challenging educational era is crucial. However,
it is necessary to overcome some drawbacks such as feelings of isolation and a lack of emotional
contact. In this sense, emotion management is a key driver of student satisfaction in e-learning,
which is significantly related to students” motivation, learning, cognitive strategies, self-regulation,
and personality antecedents in the classroom. This article examines an online postgraduate course
in financial statements auditing, describing the resources used by the e-tutor to conduct affective
tutorials, reduce students’ feelings of isolation, increase student involvement, and achieve success in
e-learning. The results of a survey administered to 125 students over the period 2015 to 2020 indicate
that students who receive emotional support have higher levels of satisfaction with the course in
terms of all satisfaction indicators. In addition, female e-learning students are more satisfied with
intensive e-tutor monitoring overall but are less gratified by non-face-to-face e-tools. Our study
responds to the calls in the 2021-2027 Digital Education Action Plan to improve and reset education
and training for the digital age.

Keywords: e-learning; interactive tutorial; emotion management; student satisfaction

1. Introduction

Society is now deeply immersed in technology and virtual environments. Despite
offering numerous advantages (e.g., freedom, convenience, and flexibility) over classroom
learning, the implementation of e-learning methods is often unsuccessful [1]. E-learning
broadens learning opportunities [2] and overcomes the inconvenience of traveling to
attend courses in person [3]. All these benefits are particularly attractive for postgraduate
programs because they allow learners to juggle educational and professional commitments.

In the early days of e-learning, the emphasis was on teaching quality and learning
effectiveness as key ingredients for successful courses [4]. Later, the drive to achieve
student satisfaction shifted toward technology [5]. Today, success can be defined in terms
of six key factors: course design quality, instructor, motivation, student-student dialogue,
student-instructor dialogue, and self-regulated learning [6]. However, several issues related
to students” emotions are still overlooked. A major cause of e-learning failure is the absence
of personal contact [7] and, more specifically, feelings of loneliness and isolation [8]. Interest
in these issues is such that e-learning courses even use software to detect emotional signals
via webcam and thereby boost academic performance [9].

The aim of this study is to determine whether an e-tutor’s emotion management
is valid and practical and, if so, whether this effective emotion management improves
students’ satisfaction. To achieve this aim, we first describe the resources used to achieve
student satisfaction, focusing primarily on emotion management. The resources considered
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in this study include course materials (written materials and videoconferences), course
organization, teacher ratings, and tutor ratings. The study context is the online postgrad-
uate Diploma in Financial Statements Auditing (Diploma de Auditoria de Cuentas) at the
University of Valencia over five consecutive years. This course is delivered through the
ADEIT Foundation online platform. The full sample of 125 students enrolled in this pro-
gram over 5 years was split into two subsamples. The first group includes 75 students
(60%) who received intensive monitoring (IM) through e-tutorials to reduce feelings of
isolation and gain emotional contact. The second group includes 50 students (40%) who
received non-intensive monitoring (NIM) via e-tutorials.

Statistical analyses were performed using the statistical software Stata 14. The results
show that the e-tutor’s emotion management is effective and, in turn, that it enhances
students’ satisfaction. We observe differences between non-intensive monitoring (NIM)
and intensive monitoring (IM) groups by e-tutors. In particular, IM students are more
grateful than NIM students for teachers’ support, attitudes in engaging students with
the course and running the course smoothly, forum dynamism, attitudes in tutorials,
and attention. Additionally, we observe differences in e-learning students’ satisfaction in
terms of gender. Overall, female e-learning students are more satisfied than their male
counterparts. However, the results are particularly interesting when considering feelings,
attitudes, and warm learning by instructors. For instance, female students are less likely to
be satisfied with videoconferences but are more likely to reward teachers for their attitudes
and support. These results provide evidence of the well-documented nature of female
students’ communication skills in e-learning environments and their disposition toward
face-to-face e-tools [10].

The contribution to the existing e-learning literature is fourfold. First, we share our
experience with the e-tutor community, providing a discussion of the mechanisms used to
achieve student satisfaction [11]. Second, we add to the scarce literature on how to build
efficient online learning environments for postgraduate programs while describing the
e-tutor’s experience in a fully virtual environment [12]. Hence, we contribute to designing
a knowledge framework that combines theory and practice in e-tutor training. Third, in
response to the international call for resetting education and training for the digital age—
Digital Education Action Plan 2021-2027 [13]—we share a useful empirical case of e-learning
practices and the value of intensive e-tutor monitoring. Fourth, to our knowledge, no
previous empirical study has tackled the role of gender in e-learning assessments either
by adopting different perspectives (human vs. technical educational environments) or by
distinguishing between intensive and non-intensive monitoring of e-tutorials.

The remainder of the paper is structured as follows. Section 2 reviews the prior
literature on e-learning and e-tutorials. Section 3 gives a brief explanation of the e-learning
course used in the analyses and presents details of the e-tutor’s emotion management
during the course. Section 4 describes the statistical analyses. Section 5 discusses the
statistical and econometric results. Section 6 provides additional analysis of the role of
gender in e-learning students’ satisfaction. Finally, Section 7 concludes.

2. Literature Review
2.1. Toward e-Learning in Higher Education

It has been said that “a great deal of e-learning progress has been made so far, but there is
still much more to do” [14]. The potential of e-learning is so great that it can significantly
change the way we teach and learn. Many stakeholders are required to contribute to the
so-called e-learning revolution, including education providers, employers, local authorities,
governments, and the e-learning industry. Consequently, the need for e-actions and e-skills
are demanding e-learning educators to be up to the challenge.

In essence, e-learning is about enhancing learning quality using online communica-
tions and interactive technologies, thereby improving the learning experience. In doing so,
e-learning can re-engage people who are not involved in education because it is interactive
by nature.
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European international organizations have made great efforts in this area. Most
recently, albeit with a long history, the 2018-2020 Digital Education Action Plan highlighted
three priority areas: (i) making better use of digital technology for teaching and learning,
(ii) developing digital skills and competences, and (iii) improving education through better
data analysis and foresight. Currently, the 2021-2027 Digital Education Action Plan [13],
which builds on the previous one, has two clearly defined strategic priorities: (i) fostering
the development of a high-performing digital education system and (ii) enhancing digital
skills and competencies for the digital transformation. The former alludes to connectivity
and digital equipment and effective digital planning and requires competent and confident
teachers and user-friendly tools and secure platforms. The latter requires basic digital
skills and competencies, so teachers are called upon to develop advanced digital abilities
and techniques. All these actions are enforced by the current EU scenario [13] for several
reasons. First, many low-income homes have no access to computers and broadband.
Second, around 20% of young people fail to achieve basic digital skills. Third, about 60%
of educators are supposedly not ready to use digital technologies. Fourth, the COVID-19
crisis has led to an unprecedented shift toward online learning.

Despite these additional factors, we focus primarily on our study aim, centering on
the second educational priority of the European Commission, namely the digital training
and skills of teachers, especially tutorials.

2.2. The Role of e-Tutors in the e-Learning Process
2.2.1. Training of e-Tutors

The e-tutor is the educational figure who helps students learn online in an effective
manner [15,16]. The figures of the e-tutor and the classroom tutor are not comparable.
Despite having the same goal of helping their students learn effectively, these two figures
have vastly different resources at their disposal. According to Goold et al. [17], e-tutoring
is a huge challenge for teachers who are new to the role. Adnan et al. [18] argued that
universities should provide specific training for e-tutors so that they can develop the
necessary capabilities to perform this role. At the same time, passing on experience is
a valuable way of enhancing this training [19]. The e-tutor’s technological training is
fundamental [12]. It is essential for e-tutors to learn to use the virtual platform so that
they can perform their teaching duties and guide students through the course. Other
skills are also fundamental, but unfortunately, university e-tutor training programs focus
almost exclusively on using the virtual platform [20]. Other key areas are overlooked; these
include special skills that the e-tutor needs to ensure that students feel supported, safe, and
at ease throughout the e-learning course.

2.2.2. The Skills of e-Tutors

According to O’Neil [21], the role of e-tutors requires new perceptions of time, space,
and virtual management techniques. They need different skills from those required for
traditional tutors. The different skills that e-tutors need are discussed at length in the
literature. Poor and Brown [22] focused on interactive learning. Doukakis et al. [23] studied
the development of work-related skills. Lin and Yang [24] highlighted language skills.
Pitsoane et al. [25] explored experience and e-tutors’ active-learning perspectives, focusing
on situated learning, chaos, and digital factors.

However, skills acquisition is a complex matter. As Cheung and Hew [26] noted, the
contributions of e-tutors to online courses reflect their individual characteristics. The same
authors highlighted sensitivity and open-mindedness as two of the principal attributes
that e-tutors should have. Similarly, Chien et al. [27] investigated five e-tutor compe-
tencies: moral character, problem solving, caring, empathy, and social interaction. They
acknowledged the need to enrich studies so that e-tutors” achievements can be enhanced.

The e-tutor’s actions are a key differentiator in e-learning. A good e-tutor is experi-
enced, enthusiastic, and committed to the course, flexible yet organized, tolerant, good at
communicating, and even better at listening. These are the e-tutor characteristics that are
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encouraged for the Diploma in Financial Statements Auditing. It is therefore fundamental
for this role to be performed by a teacher who is truly committed to the program.

The goal for the e-tutor is to meet his or her objective of achieving full student
satisfaction. When a tutoring system fosters learning satisfaction, it also fosters learning
performance and e-learning success [28]. Student satisfaction is a recurring theme in
the literature. The last decade has witnessed growing interest in the use of emotion
management in affective tutoring as a means of enhancing satisfaction [29]. The emotions
that students must cope with are confusion, boredom, and frustration [30]. Thus, e-tutors
must be capable of identifying these feelings and must act to neutralize them, thereby
reducing the risk of failure.

3. Organization and Structure of the Diploma in Financial Statements Auditing

The Diploma in Financial Statements Auditing is approved by the Spanish Public
Oversight Board (ICAC—Instituto de Contabilidad y Auditoria de Cuentas). It represents
30 credits within the European Credit Transfer System (ECTS) adopted in the European
Higher Education Area (EHEA). The duration of this course is 10 months. Many academics,
professionals, and institutions collaborate in these postgraduate students” education, such
as PricewaterhouseCoopers, Ernst & Young, Grant Thornton, and Moore Stephens Ibergrup.
These characteristics highlight the importance of the course.

This specialization course was entirely online, taking place via Moodle as the official
learning management system (LMS), and Teams, Blackboard, and Zoom as the main virtual
tools. Even though Moodle was the dominant platform for teaching, virtual tools were also
used to support tutorials.

3.1. Organization of the Virtual Platform

Organization is crucial for any entity to achieve its objectives. In the case of e-learning,
the virtual platform provides an introduction to the program because it is the first thing
that students see when they start the course. Therefore, it must be well organized so that
the students perceive it as user friendly. In the case of the present study, the organization
of the platform is the tutor’s responsibility. Therefore, the organization of the course in
general is one of the tasks assigned to the tutor. Table 1 shows the core elements of the
virtual platform.

Table 1. Platform structure.

Block 1 Block 2 Block 3 Block 4 Block 5
__X\;eéfﬁrzg video - List of job offers _—SCuore lrenriteerﬁi‘s - Exams
. . - Notice board - Tutorials pp y - Student satisfaction
- Teaching guide materials
- Forum . survey
- Events calendar - Videoconferences

3.1.1. Teacher Presentations

The first resource that appears on the platform is a video in which the director of
the diploma, as a problem solver, offers an introduction and welcomes the students. The
rest of the video is identical to the content of the first lecture in the actual classroom. This
video introduces the students to the course director and lends a human touch to the virtual
course. The platform also contains a section titled About us, which provides information, a
photo, and a brief resume for each course teacher. Thus, students become familiar with
the teacher. The goal of this process is to get close to students so that they feel comfortable
from the outset.

3.1.2. Forum and Notice Board

The forum is organized into threads. However, given the huge number of posts and
the high level of participation by students, by the end of term, the forum inevitably becomes
somewhat chaotic. To encourage student participation, one of the teachers is responsible
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for posting content and encouraging student participation in the forum. Periodically, this
teacher posts news or interesting content related to the course material.

The recommendation is to encourage student participation and interaction. For
example, when a student poses a problem or requests a solution in the forum, instead of
responding directly, the moderator can ask the rest of the students to offer their opinions,
thereby encouraging dialogue, which brings the students closer together. This student-to-
student interaction heightens the sense of belonging [31]. The moderator can then intervene
by steering the debate, thanking the students for their input, and providing the solution to
the problem that was raised.

The notice board is reserved for teachers. It is essentially used by the tutor to make
announcements that may be of interest to the students. These might include the release of
new material, details of exam dates, and job offers, which are particularly valuable and
offer a source of satisfaction.

3.1.3. Materials

According to Stonebraker and Hazeltine [32], online teaching requires extensive prepa-
ration of course material, unlike in classroom-based courses, where slides are supplemented
with oral presentations by teachers. For Cabrero [33], the content of the course material
is a critical variable that depends on three conditions: quality, quantity, and structure.
Arguably, clarity is a fourth condition. This diploma seeks to meet these three conditions.
To do so, the content of the course material is revised and updated. The presentation of
the course material is also carefully prepared, and all topics are presented using the same
format.

The desire to offer high-quality course material means that students feel satisfied with
this aspect of the program, as reflected by the comments of a loyal student on the welcome
forum:

e-tutor: “It’s great to see you again here”!

e-tutee: “It’s a pleasure to be back. It's because the course contents are so clear and easy

to use”.

The written material is complemented by videoconferences delivered by prestigious
professionals who take a professional approach to the course topics. The videoconferences
are broadcast synchronously, which enables the simultaneous use of a chatroom so that
students can participate in real time. However, recordings of the videoconferences remain
available on the platform until the end of the course so that students can watch them
asynchronously.

Whenever a new subject becomes available, the teacher of that subject presents the
content on the notice board, invites students to send any problems related to their under-
standing of the course materials, and assures students that he or she would be delighted to
resolve these problems during the course tutorials. Throughout the course, the students
have an events calendar, which shows the deadlines for all assignments and exams. The
deadlines on the calendar are strict. The students value this information because it helps
them organize their time.

3.1.4. Tutorials

The tutorials offer students an opportunity to submit questions to the teachers for
each subject. The rule is that these questions must be answered as soon as possible but
always on the same day that they are sent so that students do not feel like they are being
ignored. The speed with which the teachers respond to each question is important for
students, as reflected by the following message:

“It’s a pleasure taking this course with you! I've really enjoyed it. Personally, I value
the speed of response of the tutorials, especially since I've asked a lot of questions on a
Sunday ... Honestly, I am really grateful for the personal touch”.

It is also important to explain to students that they can and should participate in as
many tutorials as they need. Therefore, ending the tutorial with a sentence like, “if that
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doesn’t make sense, let me know, and I'll try and explain it again” is advisable. Or, when a
student starts the tutorial by saying, “sorry for bothering you”, the response could be, “it’s no
bother; it’s my job, and I'm lucky to be doing something I love”. This type of comment reassures
the students that they can contact the teacher whenever they need to.

Similarly, all teachers are told to use colloquial, familiar language. During virtual
tutorials, students approach teachers who they do not see directly. Therefore, it is advisable
to use expressions such as, “don’t worry; between the two of us, we can do this” or, “your
question shows that you've been studying”.

Another technique that is used in the tutorials after the teacher explains how to
complete the assignment is to tell the student, “try it, and if it doesn’t give you the right answer,
let me know; even if you do get the right answer, let me know anyway just so that I can be sure” .
The e-tutee thus perceives that the teacher is personally monitoring his or her progress.
When students inform the e-tutor that they have resolved the problem, the response should
be along the lines of, “Well done! See? You can do it”!

Finally, it is also effective to use humor in some of the comments during the tutorials,
provided it is subtle. The use of humor helps lighten the atmosphere and strengthen
relations between e-tutor and student. The goal is to remove the barriers created by
distance while making students feel comfortable, looked after, and cared for.

3.2. The Role of the e-Tutor in the Diploma in Financial Statements Auditing

The tutor’s goal is to ensure the complete satisfaction of students. To do so, the tutor’s
strategy has several goals. First, the tutor aims to reduce the inherent distance in e-learning.
Second, the tutor aims to reduce students’ feelings of isolation. Finally, the tutor aims to
make each student feel like a unique and integral part of the course.

The only tool at the tutor’s disposal is written language, but this is a valuable tool
when properly used to support the tutor’s actions. For example, every time the tutor logs
on, he or she can take the opportunity to send a message to the students who are also logged
on. An example of such a message is as follows: “Hi. I've just logged on. Everything OK”?

It is important to monitor students” activity and send messages to students who go
for long periods without logging on. An example of such a message is as follows: “Hi.
I've noticed that you haven’t logged on for a while, and I'm a little concerned. Is everything OK?
Remember that we’re here to help with whatever you need”. Conversely, students who get
excellent grades should be encouraged with messages such as, “Hi. I've just seen your grades.
Well done”!

Occasionally, students explain that they will not be able to log on for a substantial
period because they will be undergoing surgery or will be traveling. In the former case,
the tutor should send a message after the operation, expressing an interest in the student’s
well-being. In the latter case, the tutor’s reply should be along the lines of, “Don’t worry.
The course will be waiting for you when you get back. Have a good trip”! In both cases, the
students appreciate the support and understanding.

In some extreme cases, students are overwhelmed with work, and they decide to drop
out of the course. In these cases, the tutor should speak to them on the telephone to address
the problem directly and reassure them. In most cases, the tutor’s support is enough to get
students to reconsider their decisions.

In short, the goal is for the tutor to use his or her skills and apply them in a friendly,
polite, kind, and empathetic manner to ensure that all students are completely satisfied
when they complete the course. The reward for the tutor’s involvement may take the form
of a message that the tutor receives at the end of the course expressing the student’s thanks:

“] wanted to say goodbye and thank you. I personally felt that you were with me
every step of the way, and your words reassured me when I needed it. Thank you so much
for everything. I only regret not meeting you in person. Warm regards”.
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4. Statistical Analysis
Sample and Method

As shown in Table 2, the sample consisted of 125 students enrolled in the Diploma in
Financial Statements Auditing for the five academic years spanning 2015/16 to 2019/20.
The sample was divided into two groups. The first consisted of the 75 students who
struggled the most. This group received close monitoring and emotional support (Intensive
Monitoring—IM group). The second group, which was used as the control group, consisted
of 50 keen students who participated most actively in the course. For these students, the
tutor’s involvement in terms of emotional support was less intensive (Non-Intensive
Monitoring—NIM group).

Table 2. Sample characteristics.

Number of Students
Intensive monitoring 75 (60%)
Non-intensive monitoring 50 (40%)
Total 125 (100%)

The aim of the analysis was to evaluate students’ satisfaction with the diploma and,
more specifically, the tutor’s ability to ensure students” complete satisfaction. To achieve
this objective, a questionnaire consisting of 33 items arranged into four categories was
created. This questionnaire, which students responded to using a five-point Likert scale,
was posted on the virtual platform, with 1 indicating the lowest satisfaction and 5 the
highest. Table 3 shows the items included in the questionnaire.

Based on the students’ responses from both intensive (75) and non-intensive monitor-
ing (50) groups, a parametric test (t-student), supported by a non-reported ANOVA test,
was used to run difference of means. In addition, linear regression models were run to
determine the impact of e-tutor actions on student satisfaction. To do so, we employed the
following regression model (1):

2019/20
Category;j = Po + B11M;; + Z Years; 1)
2015/16

where Category;; is the mean value of the items included in each of the six categories stated
in Table 3 for student i and year j. For example, the mean value of “Written material” is
calculated as (item 1 + item 2 + item 3 + item 4 + item 5)/5. The variable of interest is
intensive monitoring (IM;;), which takes the value 1 if the monitoring is intensive and
0 otherwise. We also added year fixed effects to control for time-invariant unobservable
effects that might influence the degree of satisfaction. We predicted significant and positive
coefficients for this variable since we expected more intensive monitoring of e-learning
students by e-tutors to affect the students’ satisfaction positively.

Table 3. Questionnaire items.

Categories Items

1. Quality

2. Clarity

3. Structure

4. Presentation

5. Material is complete
6

7

8

9

Written material

Materials . Technical quality

. Quality of the speaker

. Appeal of the topics

. Ease of participation
10. Conference development
11. Value added by the course

Videoconferences
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Table 3. Cont.

Categories Items

12. Organisation of material on the virtual platform
13. Access to material
14. Access to exams
Virtual platform 15. Access to tutorials
16. Convenience of the platform
L 17. Platform is well-organised
Organisation 18. I got a sense of good overall organisation

19. It was useful to have an events calendar throughout the course.

20. I'liked the fact that explanations were given for any failures to
Academic adhere to the events calendar.

21. The syllabus was well organised.

22. I got a sense of good overall organisation.

23. Approachability of teachers
24. Support from teachers

Teacher ratings 25. The teachers’ attitude helped me engage with the course.
26. The teachers’ attitude helped the course run smoothly.
27. I found the dynamic of the forum interesting.

28. I found the job offers notice board very useful.

29. The tutor’s attitude had few weaknesses.

30. Attention during tutorials (language, mood after tutorials, etc.).
Tutor rating 31. The tutor managed to ‘reduce the distance’ of the course.

32. Iliked the tutor’s use of personalised messages as a way of

monitoring progress.

33. The tutor made me feel welcome.

5. Empirical Results
5.1. Descriptive Statistics

Table 4 presents the descriptive statistics of students’ satisfaction with learning cat-
egories by questionnaire item and by intensive monitoring (IM) versus non-intensive
monitoring (NIM) by the e-tutor. For all items, e-learning students who received intensive
monitoring through e-tutorials were more satisfied than students in the non-intensive
monitoring sample. For instance, IM e-learning students were more appreciative (around
21.35%) of uploaded materials, even though the same materials were delivered to both
NIM and IM groups. With respect to organization, IM students were about 17.84% more
emotionally rewarded than the others. The emotional gap was even greater when we ob-
served the reported results for teacher and tutor ratings (i.e., peer and instructor interaction
in the e-learning environment). For instance, IM students’ satisfaction was about 36.19%
higher than that of the NIM group for the items of teachers’ support, teachers” attitudes in
engaging students with the course and running the course smoothly, and forum dynamism
and 49.32% higher for tutorial attitude and attention.

5.2. Regression Model Results

Econometric techniques were used to measure the impact of the e-tutor’s actions for
each category in the questionnaire.

Table 5 shows the potential impact of the e-tutor’s actions regarding monitoring
intensity. In all cases, the variable of interest (IM) had positive and significant coefficients
at the 1% level. The most significant result was for the tutor rating, followed by the
teacher rating, written material, and videoconferences, virtual platform, and academic
organization. For instance, e-learning students who received intensive monitoring by the
e-tutor were 1.542 times more satisfied with the tutor’s attitude, skills, and attention than
those who received less intensive monitoring. In this particular case, our model explains
75.5% of this difference.
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Table 4. Descriptive statistics of students’ satisfaction to e-learning categories.

N Mean sd min p50 max Diff. of Means

MATERIALS NIM 50 3806 0303 3.000 3908 4.150 —0.813 i
M 75 4.619 0272  4.000 4.667  5.000

WRITTEN MATERIAL NIM 50 3756 0287 3.000 3.800 4.200 —0.831 ot
M 75 4587 0342 3.800 4.600  5.000

VIDEOCONFERENCES NIM 50 3.857 0.414 3.000 4.000 4500 —0.794 e
M 75 4651 0322 4000 4.667  5.000

ORGANISATION NIM 50 4.006 0359 3214 4125 4464 —-0.715 e
M 75 4721 0282 4125 4750  5.000

VIRTUAL PLATFORM NIM 50 3943 0429 3.000 4.000 4571 —0.730 o
™M 75 4672 0377 4000 4.857  5.000

ACADEMIC NIM 50 4.070 0446  3.000 4.250  4.500 —0.700 e
M 75 4770 0461 3250 5.000 5.000

TEACHER RATING NIM 50 3544 0.694 2800 3300 5.000 —1.283 o
™M 75 4827 0268 4000 5000 5.000

TUTOR RATING NIM 50 3127 0464 2500 3.000 4167 —1.542 wrx
M 75 4669 0414 3.833 4.833  5.000

Note: NIM: non-intensive monitoring; IM: intensive monitoring. The statistical significance of the difference of
means is based on the parametric t-test. *** indicates statistical significance at 1%, 5%, and 10% levels, respectively.

Table 5. Impact of e-tutor actions regarding monitoring intensity.

Written Video- Virtual Academic Teacher Tutor
Material Conference Platform Rating Rating
Intercept 3.742 o 3.857 wx 3.951 o 4.080 xxx 3.550 o 3.115 xxx
(51.69) (40.33) (40.42) (38.26) (25.86) (29.45)
™M 0.831 i 0.794 wx 0.730 o 0.700 e 1.283 ok 1.542 e
(14.59) (11.30) (9.62) (8.36) (12.28) (18.72)
Year-Fixed effects Yes Yes Yes Yes Yes Yes
N 125 125 125 125 125 125
F-Statistic 43.560 ek 25.780 i 18.660 i 14.040 b 30.290 e 70.280 b
R-squared 0.625 0.543 0.451 0.368 0.631 0.755

Note: Dependent variable: mean value of questionnaire categories, ranging 1 to 5, being 1 the least satisfaction. Independent variable: inten-
sive monitoring (IM), which takes value 1 if intense monitoring, and 0 otherwise. Standard errors are White corrected for heteroskedasticity.
*** indicate statistical significance at 1%, 5%, and 10% levels, respectively.

6. Additional Analysis

Research must not only focus on the benefits of e-learning (and e-tutors) in overcoming
limitations at universities but also explore the characteristics of participants who are
actively involved in e-learning initiatives. The analysis should also consider how these
characteristics may influence e-learning outcomes [34]. Researchers are becoming especially
interested in e-learning gender issues. For instance, some studies have shown online
environments to be hostile toward female students because it is supposed to be a male-
dominated area. It is also argued that women’s participation in e-learning processes is
usually linked to how easy or difficult it is to use the software [35]. It is traditionally
said that e-learning represents a disadvantage for women because they have a weaker
background or less determination in using computers [36]. However, this situation may be
suggestive of the nature of women’s communication patterns in e-learning courses.

Female students” communication skills in e-learning environments tend to be more
socially oriented and interactive than those of their male counterparts. Women find peer
interaction and a shared learning space more comfortable for effective e-learning. This
social predisposition may lead female students to become more involved in or connected
with other learners, thanks to a greater sense of peer and instructor presence [34].

Accordingly, we expected to observe gender discrepancies in e-learning education
assessment. We also predicted strong gender asymmetries depending on the type of e-
learning material. For instance, female e-learning students were expected to appreciate an
intensive monitoring style more than their male peers. Furthermore, the effect was expected
to be stronger in the presence of social interaction and instructor presence. We reran the
regression of equation (1), this time splitting the sample into men and women students.
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Table 6 shows the results of the role of gender in e-learning students’ satisfaction.
Unsurprisingly, the empirical evidence shows that female e-learning students were more
satisfied than their male peers. For instance, satisfaction was 0.177 points higher for materi-
als, followed by the virtual platform (0.073), tutor rating (0.059), and academic organization
(0.009). A particularly noteworthy result relates to the social, peer, and instructor interac-
tion. Female students were less likely to be satisfied (52.23%) with videoconferences and
were more likely (49.09%) to reward teachers for their attitudes and support in running
e-learning classes. These results provide strong evidence of the nature of female students’
communication skills in e-learning contexts. Women students really appreciate feelings,
attitudes, and warm learning by teachers rather than technical and material aspects. In-
deed, the use of videoconferences contributed to e-learning students’ satisfaction but was
penalized by female students (0.425 for women vs. 0.890 for men). Videoconferences may
create barriers and may hinder interaction between peers and instructors, preventing an
effective online flow experience [34].

Table 6. The role of gender on e-learning students’ satisfaction.

Panel A. Male-Student Sample

Written Video- Virtual Academic Teacher Tutor
Material Conference Platform Rating Rating
Intercept b 3.766 o 3.886 i 4.015 b 3.616 e 3.057 b
(43.45) (35.18) (34.54) (30.41) (21.15) (24.26)
™M b 0.890 e 0.691 e 0.678 e 1.154 e 1.508 b
(11.45) (11.65) (8.00) (6.53) (9.04) (15.35)
Year-Fixed effects Yes Yes Yes Yes Yes
N 95 95 95 95 95
F-Statistic 27.100 o 28.41 o 12.910 o 8.570 ok 16.400 o 47.230 b
R-squared 0.621 0.426 0.318 0.537 0.730
Panel B. Female-Student Sample
Written Video- Virtual Academic Teacher Tutor
Material Conference Platform Rating Rating
Intercept i 4.217 ek 4.205 wEE 4.333 ok 3.287 b 3.344 i
(29.20) (25.03) (26.61) (64.39) (27.05) (22.61)
™M o 0.425 ok 0.764 wx 0.688 ok 1.720 e 1.567 b
(10.32) (3.09) (5.47) (9.51) (19.41) (13.22)
Year-Fixed effects Yes Yes Yes Yes Yes
N 30 30 30 30 30
F-Statistic 22.090 o 2.560 e 7.670 o 44.220 b 86.350 o 35.700 *xx
R-squared 0.283 0.675 0.874 0.969 0.919

Note: Dependent variable: mean value of questionnaire categories, ranging 1 to 5, being 1 the least satisfaction. Independent variable: inten-
sive monitoring (IM), which takes value 1 if intense monitoring, and 0 otherwise. Standard errors are White corrected for heteroskedasticity.
*** indicate statistical significance at 1%, 5%, and 10% levels, respectively.

7. Conclusions

Teaching and learning are moving toward virtual environments. Teachers must
manage various online tools and play the role of e-tutor. This evolution creates a challenge
because teachers must provide the best possible experience to their students. The goal
of e-tutors is twofold. First, e-tutors must be responsible for the logistics of the course
and must firmly commit to the teaching of high-quality materials. Second, e-tutors must
help students deal with their emotional burdens because of the lack of face-to-face contact,
while accompanying them through periods of insecurity, uncertainty, and loneliness.

We report the experience of the e-tutor in the postgraduate Diploma in Financial
Statements Auditing, a fully online course taught at the University of Valencia. To assess the
effectiveness of the e-tutor, a questionnaire was designed to perform an overall assessment
of the course and a specific assessment of the e-tutor’s performance. Two groups of students
(IM and NIM subgroups) responded to this questionnaire.

The results show that students in the intensive monitoring (IM) group not only evalu-
ated the e-tutor activity more favorably but also overrated the other elements (materials,
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organization, and teacher rating) of the diploma. Regression analyses confirm that per-
sonalized monitoring increased students’ satisfaction in all course areas. Furthermore, it
had the greatest impact on the e-tutor rating, followed by the teacher’s rating. This result
implies that closer attention is fundamental for students’ involvement because awareness
improves students’ perceptions of teachers, course materials, and technical and academic
logistics. Consequently, satisfied students are more likely to be willing to take subsequent
e-learning courses. In short, the e-tutor must understand that the e-student is a com-
plex individual with his or her own problems, concerns, and personal and professional
commitments. Managing emotions and being empathetic can reduce feelings of isolation
frequently associated with e-learning.

Additional analysis provides evidence of gender differences. We tested whether
women appreciate intensive tutor monitoring more than men. Our results indicate that
female e-learning students are more satisfied with intensive e-tutor monitoring overall but
less in relation to e-tools that entail a less social or peer- and instructor-oriented interaction,
such as videoconferences. Female students are assumed to have better communication and
social skills than male students, and videoconferences seem to be interpreted as impersonal.

The results can offer a valuable way to encourage teachers to adopt a more affective
or social role when teaching in an e-environment. Although the limitations of our study
mean that the results for only 125 accounting students cannot be extrapolated to all types
of students and other fields of study, this paper contributes to the literature from a practical
perspective, in the sense that emotions play a significant role in e-learning practices. This
finding is relevant because videoconference meetings are exhausting for users and deplete
their attention [37]. Therefore, it would be of interest to explore the idea of pandemic
fatigue, given that the COVID-19 pandemic has increased the offer and demand for e-
learning practices. This situation has obvious advantages but also drawbacks.

The evidence provided by this study indirectly shows that grades are not the only
goal of students. They also care about the value found in activities, outcomes, and e-tutor
behavior in e-learning [38]. Unpleasant emotions (isolation, stress, anxiety, hopelessness,
etc.) lead to poor results or make positive results seem unattainable. Conversely, pleasant
emotions (participation, pride, attention, etc.) relax students” minds, making them perceive
exams as controllable, informative, and helpful. In short, the role of e-tutors in online
courses is to provide intrinsic and extrinsic motivation, which facilitates the cognitive
flexibility and confidence of e-students. When students experience academic success (not
only good grades but also pleasant emotions), their confidence and concentration increases
because they do not feel isolated anymore.
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