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ABSTRACT 
M-learning stands as a different way of learning and the use of WhatsApp appears to 
be an innovative and effective resource. The objective of this research is to evaluate 
the effects of the use of this communication tool in the academic monitoring, 
counseling and tutoring of university students in the Faculty of Education at the 
University of La Laguna. A control group (N=120) and an experimental group (N=120) 
of first-year students were established (undergraduate students in Childhood 
Education, Primary Education and Pedagogy) with the aim of knowing the effect of the 
use of WhatsApp. An ad hoc questionnaire was used to evaluate the development of 
both those competences related to academic work and performance and those 
transversal competences through the use of an m-learning tool based on peer tutoring. 
The results obtained have revealed important improvements as regards those 
competences related to time efficiency, planning and organization, and those related 
to active learning, decision making and motivation. 
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INTRODUCTION 
There are many researches and contributions performed in the field of Educational Guidance and Counselling 
which emphasize the value of academic tutoring and counselling in Higher Education. The Organic Law on 
Universities (4/2007, April 7; article 46), makes explicit reference to the right of students to receive academic 
attention and orientation from teachers through a tutoring and counselling system adapted to the new 
requirements. The new methodological approaches, which have been used to support the new teaching 
methodologies, give a predominant role to the processes of university counselling and tutoring. The teacher-
student dynamics becomes a unique opportunity both to perform an effective monitoring of the students’ work 
and to promote their development (Costa, Tomás, & Sellés, 2017). 

The offer of an innovative university tutoring can be regarded as a useful tool not only for a guided development 
of students’ learning, but also for their monitoring and coordination. 

According to the report on the Bologna Process in 2012, there exist many factors which are regarded as the most 
frequent reasons for dropping out or making a proper monitoring of those subjects the students are studying (Curaj, 
Scott, Vlasceanu, & Wilson, 2012; Lirola, & Fernández, 2009). Among these factors, the following ones should be 
highlighted: wrong choice of subjects, little or no adequate training or lack of involvement and commitment of 
students. Nevertheless, this report emphasizes the fact that several countries provide a series of services and tools 
to their university students. These services and tools have helped develop the systems of academic counselling, 
tutoring and psychological assistance for students, promoting, in this sense, the processes of academic adaptation 
of such students. 
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Moreover, these reports state that the use of these student support services is essential to improve the processes 
of learning development and performance in the tasks and autonomous work of the student (Papadakis & 
Kalogiannakis, 2017) 

Therefore, we consider it essential to know the effect of the use of this synchronous communication tool 
(WhatsApp) in the processes of academic monitoring, counselling and tutoring of university students. The 
widespread use of WhatsApp, as a communication tool (more than 70% of Spanish people’s mobile phones)1, 
justifies its choice compared to other lesser-known tools such as Telegram. 

LITERATURE REVIEW 
In recent years, and more concretely after the implementation of the European Higher Education Area (EHEA), 

academic tutoring has taken an important role related to the academic promotion and success of university 
students, to such an extent that tutoring is presently considered as an educational quality indicator due to its 
relation with the improvement of results and students’ satisfaction.  

A fact that has been highlighted is absenteeism. It is a predictor of dropout among students. Some researches, 
such as that conducted by Fuente, Carpeño, Castejón, Martínez, and Lorente (2017), focus on the relation among 
the students’ grades and absenteeism and the processes of counselling and tutoring in the university. According to 
these authors, students’ tutoring and counselling in the university are essential to continue attending university 
and to get academic achievements. Studies such as that of Rodríguez, Hernández, Alonso, and Díez (2003) and 
Rodríguez (2013), propose different improvements as regard the processes of tutoring. They particularly emphasize 
the improvements related to teaching innovation and training as regards alternative spaces and tools for all 
students as Papadakis, Kalogiannakis and Zaranis (2017), and Papadakis, Kalogiannakis, and Zaranis (2018). 
However we think it is very important for the tutoring and counselling process in university students. They also 
propose the need to use strategies to allow greater flexibility in the present tutoring framework to introduce new 
guidelines and scenarios for student-teacher interaction and communication. According to this proposal, there 
must be a change in the teacher’s role with the aim of promoting new scenarios in the students’ counselling and 
tutoring (Romero-Cerezo, Zurita-Ortega, and Zurita-Molina, (2010). This model becomes possible with the use of 
alternative tools and procedures which promote active and permanent learnings based on continuous counselling. 

In this sense, university tutoring has to be adopted as a process of assistance, guidance and counselling to 
students. This process must be based on the personalisation of learnings and on the development of personal, 
academic and professional competences developed throughout their studies from a dynamic perspective and 
taking into account their personal and professional project (Lobato & Echeverría, 2004). 

As it has been observed, university counselling and tutoring are crucial in higher education (Lobato & Guerra, 
2014; Neville, 2007). Both the technological development and globalization of education have promoted the 
development of technological tools and applications which have generated new concerns as regards the 
approaches, models and methods of the traditional academic tutoring. In this sense, authors such as Savickas et al. 
(2009, p.3) have suggested the reformulation of the academic tutoring and counselling approach, proposing the 
model “Life designing”, based on the “urgent activation of development interventions of the individual, of the 
incorporation of counselling in their process of reflection and resolution of problems occurring in the personal, 
professional and occupational evolution”. This modern conception emphasizes two basic elements: the individual’s 
commitment in the creation of his/her own life project through a regular and systematic reflection (Di Fabio & 
Bernaud, 2010) and the necessary counselling on the part of professionals in different modalities and contexts (Paul, 
2009). This approach makes us reflect upon the use of alternative tools to face-to-face academic tutoring, which 
promote the continuous monitoring and contact with students, what we call “full tutoring”. 

Recent studies such as those carried out by García (2014), Sanz (2014), Albaladejo et al. (2015), Gómez et al. 
(2015), Garzozi (2015), Johnston et al. (2015), Farmer, Liu, and Dotson (2016), Gende (2016), Jaén and Ramalho 
(2016), Rodríguez-Martínez, Valerio-Ureña, Cárdenas-Anaya, and Herrera-Murillo, (2016), de Mera and Cayuso 

                                                                 
1 El Mundo: http://www.elmundo.es/economia/2015/02/25/54ece95cca47414b488b456f.html 

Contribution of this paper to the literature 

• The results of this research will open up new paths in the processes of university tutoring. 
• The evidences found point to the need to improve the processes of counselling, tutoring and monitoring of 

students. In this sense, the m-learning tools are becoming essential tools to compensate the effects and gaps 
derived from face-to-face academic tutoring performed in a traditional way at the university. 

• This experience is a first approach to future research lines in the field of academic tutoring and counseling 
as regards university students. 

http://www.elmundo.es/economia/2015/02/25/54ece95cca47414b488b456f.html
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(2017), Podpliota, (2017), Suárez (2017), Wasserman and Zwebner (2017), Castro-León, del Castillo-Olivares, Pérez-
Jorge, and Leiva-Olivenza (2018), Hrastinski, Cleveland‐Innes, and Stenbom (2018), Samaie, Mansouri, and 
Qaracholloo (2018) show the positive effects of the use of WhatsApp as a synchronous communication tool within 
the framework of higher education, we are convinced that the use of this tool promotes the model which we have 
called “full tutoring” . The objective of this research is to evaluate the effects of the use of this communication tool 
in the academic monitoring, counselling and tutoring of university students in the Faculty of Education at the 
University of La Laguna. We consider that the results of this study will open up new paths in the processes of 
university tutoring. 

University entrance and admission imply for new students a novel situation. In just over a month, students pass 
from the organizational working model of post-compulsory secondary education (High School) to a university 
working model. The transition from High School to University needs an adaptation process to university education. 
It is a critical stage which needs priority attention to avoid failure and drop out situations. This change produces in 
the student fear, anxiety, uncertainty, confusion, disorientation difficulties (academic, curriculum, interpersonal, 
administrative, informative difficulties among others). The lack of resources and strategies to make academic 
decisions which promote in students a greater autonomy and independence, requires processes and strategies 
which let them give meaning to their actions to ensure the improvement of the effectiveness in decision making 
processes. In many cases, these students suffer from a physical and affective uprooting and have to leave their 
homes and live in places which are close to the university settings, leaving their families and friends behind. 

These aspects are significant conditioning factors to achieve students’ adaptation to University and may 
negatively influence not only their motivation and level of satisfaction but also their learning and academic 
performance. 

OBJECTIVES OF THE STUDY 
To know to what extent the use of WhatsApp promotes: 
1. Participation and collaboration of students in specific subjects or in situations related to academic orientation 

processes. 
2. The updated use of academic information. 
3. The autonomous work of students, solving in real time academic doubts to promote the continuation of 

students’ work. 
4. The recollection of relevant situations which are related to academic training and tutoring and counselling 

orientation. 
5. Participation in spaces for collaboration among students to clarify, update or share information among all 

members of the learning community. 
6. The use of this tool for tutoring and counselling as an alternative to face to face tutoring. 
7. The processes of academic counselling and tutoring, both from the students’ and teachers’ points of view. 

METHODOLOGY 
Some basic principles related to guiding intervention are found in the basis of this proposal in educational 

innovation. Such principles are based on prevention, through the student’s continuous clarification and counselling 
(active learning), as a teaching-learning strategy with a design and implementation focused on the promotion of 
continuous participation and analysis through the permanent communication and interaction process which this 
tool offers: motivation. Individual and group difficulties in the training process will be able to be detected, allowing 
us to reinforce and motivate the students, leading to the improvement of their expectations and chance of success 
through the use of an informal language which lets improve the participants’ motivational climate.  

A double support and counselling system will be developed. On the one hand, peer tutoring: the students from 
the different groups clarify and discuss specific problematic situations related to academic issues or tutoring. On 
the other hand, teachers’ educational support and counselling will be the responsible for promoting the active and 
continuous use of this tool, asking questions, making comments, giving data or interesting links, etc. 

The sample of participants in this research was made up of 120 students who were incorporated to the 
WhatsApp groups which were created for this study. See distribution in Table 1. 
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The process and development of this study involved the following series of tasks:  
1. A training seminar on strategies to promote learning through information and communication technologies 

(ICT), (forum dynamics, chats and synchronous communication spaces), paying special attention to effective 
communication processes and to the acquisition of necessary competences to apply the development of 
virtual communities as an innovative tool in the educational context. 

2. Creation of learning communities to promote WhatsApp as a tool to improve academic monitoring, 
counselling and tutoring of each tutor who participated in this research. 

Taking into account those data collected by teachers related to the students’ participation, the following results 
were analyzed according to their effect on: a) Competences related to academic work and performance b) Transversal 
competences (Table 2). The effect of the use of WhatsApp on the improvement of such competences has let us 
evaluate the advantages of the use of this tool to improve learning, tutoring, monitoring and counselling processes 
of the students who participated in this research. 

An ad hoc questionnaire was used to evaluate the development of both those competences related to academic 
work and performance and those transversal competences through the use of an m-learning tool based on peer 
tutoring (Herrera & Enrique, 2008). Although this is a test which has been concretely developed for this research, 
we applied the “Use and Satisfaction Questionnaire on University Tutoring (CUSTU)” created by Clares, Cusó, and 
Juárez (2016) made up by different areas which try to collect the students’ opinions as regards the different aspects 
of university tutoring and the use of WhatsApp as a tool to develop both general and transversal competences. 

A scale was designed taking into account a questionnaire with Likert-type questions with five levels of answers. 
Each answer was valued punctuating from 1 (the lowest level of agreement) to 5 (the highest level of agreement). 

Table 1. Profiles of respondents 
Subject Degree Age Gender Participants 

Strategies for specific 
attention to student 

diversity 

Master in Educational 
Psychology Intervention 
in contexts of formal and 

informal education. 

Average age: 24,3 years 
old 

Male (M): 4 
Female (F): 12 

Control: 
M=2 
F=6 

Experimental: 
M=2 
F=6 

Information and 
Communication 

Technologies 

Degree in Early 
Childhood Education 

Average age: 18,9 years 
old 

Male: 6 
Female: 40 

M=3 
F=20 

Experimental: 
M=3 
F=20 

Inclusive activities for 
students: present 

educational challenges 
Degree in Pedagogy Average age: 20,3 years 

old 
Male: 8 

Female: 50 

M=4 
F=25 

Experimental: 
M=4 
F=25 

 

Table 2. Related to the effects on the improvement of university students’ competences 
Competences related 
to academic work and 
performance 

Transversal competences or skills 

1.-Planning, organization 
and time management 
 
2.-Active learning 
(attendance and 
participation in the 
learning community, 
decision-making, the use 
of WhatsApp as a tool 
for academic tutoring 
and counselling) 

1. TEAMWORK. Capacity to actively participate to achieve a common objective subordinating 
individual interests to the objectives of the team. 
2. ADAPTABILITY TO CHANGE. Capacity to adapt to changes, modifying, if it is necessary, the 
students’ behaviour to achieve certain objectives, new information or adjust to changes in the 
environment, changes in the external environment or changes related to the requirements related to 
their academic work. 
3. CONTINUOUS LEARNING. It is the capacity to find and share useful information to solve certain 
situations. 
4.-COMMITMENT AND UNDERSTANDING OF THE ORGANIZATION. Capacity to consider as his or her 
own the objectives of the organization. 
5. MANAGEMENT CAPACITY. Capacity to promote awareness in his/her group of the need to specific 
changes in the way of acting. 
6. ORGANIZATION AND PLANNING. Capacity to effectively determine the objectives and priorities of 
their tasks/ areas/ projects, providing action, deadlines and those resources required. 
7. SUCCESS ORIENTATION/ RESULTS. Obtaining positive results. 
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Taking into account the scores given by the participants to each of the items, an analysis of the main components 
was performed through the VARIMAX rotation procedure. The index KMO of sampling adequateness obtained an 
acceptable value of 0.864, and enabled us to proceed with factorization (Bartlett test of sphericity; χ2= 30.1, 1253 gl, 
p< 0.000). We decided to opt for 7 factors or components which explained a 58.7% of the variance. 

FINDINGS OF THE STUDY 
In order to analyze the results obtained, we compare the average scores (T Test) in the control and experimental 

group according to dimensional contrast. Furthermore, the results obtained were compared taking into account the 
different degrees (one-way Anova). Figure 1 shows the average scores obtained in each group and in each of the 
dimensions analyzed. 

Our results revealed differences as regards each of the factors included in the analysis. 
General satisfaction with academic tutoring and counselling; there were differences between the control and the 

experimental group. Students who did not participate in the experience of academic tutoring and counselling 
through m-learning (WhatsApp) (𝜒̅𝜒1=3.2) showed a worse perception and satisfaction of this factor than those 
students who were supervised and tutored through WhatsApp (𝜒̅𝜒2= 4.8). (F(1,2)= 0.507; p=0.002).  

As regards the remaining dimensions, the results were the following ones: teamwork [(𝜒̅𝜒1= 2.7; 𝜒̅𝜒2= 4.5; F(1,2)= 
0.187; p=0.003)]; adaptability to change [(𝜒̅𝜒1= 2.3; 𝜒̅𝜒2= 4.6; F(1,2)= 0.237; p=0.001)]; continuous learning [(𝜒̅𝜒1= 2.8; 𝜒̅𝜒2= 
4.7; F(1,2)= 0.569; p=0.005)]; commitment and understanding of the organization [(𝜒̅𝜒1= 3.0; 𝜒̅𝜒2= 4.9; F(1,2)= 0.402; 
p=0.002)]; management capacity [(𝜒̅𝜒1= 3.2; 𝜒̅𝜒2= 4.5; F(1,2)= 2.673; p=0.000)]; organization and planning [(𝜒̅𝜒1= 2.8; 𝜒̅𝜒2= 4.4; 
F(1,2)= 2.319; p=0.001)]; success orientation/ results [(𝜒̅𝜒1= 3.1; 𝜒̅𝜒2= 4.6; F(1,2)= 7.249; p=0.003)]. Significant differences 
were observed for each of the dimensions analyzed in this study. This fact revealed an improvement of the results 
in the experimental group compared to the control group which did not work with the m-learning tool based on 
peer tutoring. 

CONCLUSION 
The use of WhatsApp (m-learning) as a tool to develop the processes of university counselling and tutoring has 

proven to be effective. In general, students have had easy access to any kind of information, anywhere at any time. 

Table 3. Reliability analysis of the questionnaire: subscales, number of items and value of α Cronbach 
Subscales Nº items α Cronbach 
1. Teamwork. 6 0.801 
2. Adaptability to change. 4 0.813 
3. Continuous learning. 3 0.711 
4. Commitment and understanding of the organization. 4 0.764 
6. Management capacity. 4 0.798 
7. Organization and planning. 5 0.761 
8. Success orientation/ results 5 0.807 
Total  31 0.864 

 

 
Figure 1. Average scores for each factor (Control/Experimental) 
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This has let them participate actively in the planning and development of tasks, being informed of those changes 
and modifications performed during the academic course and having updated and useful information. Moreover, 
they have been able to be actively involved in learning tasks and improve their level of motivation and involvement 
in the academic work. As opposed to the control group, the students have expressed their satisfaction and the 
advantages of this tutoring method as compared to other traditional methods. 

The flexibility that the use of WhatsApp offers and its permanent availability make it a useful resource for 
academic tutoring and learning achievement. The introduction of a system of academic tutoring and counselling, 
such as the one we have put into practice in this research experience, opens the way for the development of other 
possibilities which let complement the students’ academic training. In this sense, an autonomous learning, in which 
it is not necessary to attend face-to-face counselling sessions to acquire and develop competences and knowledge, 
is developed. 
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