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Abstract 

Currently, many universities are developing virtual education as an option for the 
training of future professionals. The objective of this study is to analyze aspects of the 
academic management of university virtual education from the perspective of stu-
dents, teachers, and administrators. A mixed approach and non-experimental design 
were applied. Semi-structured interviews and surveys were used. The participants 
were 8 managers, 340 students, and 75 teachers from Peru, Colombia, Mexico, and 
Spain, from universities where virtual education is offered. The results show that 51% 
of teachers agree with the management, 50% accept the adequate use of technological 
tools, and only 20% say that virtual classes are effective. Concerning students, 45% 
agree with the management, but only 15% feel that they are attended to when prob-
lems arise in the virtual modality. The managers determine relevant aspects such as 
the importance of teacher training, having technological tools to ensure learning, and 
providing a comprehensive academic service, as is provided in the in-person modality. 
It is concluded that academic management in the virtual modality should prioritize 
the improvement of satisfaction levels of both students and teachers through adapta-
tion processes, training, performance evaluation, attention, and problem-solving, as 
well as the use of virtual platforms that allow the development of competencies of the 
graduate profile and contribute to the comprehensive training of future professionals.
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INTRODUCTION

The virtualization of education is currently a worldwide trend whose 
use has intensified in recent years as a result of COVID-19. It is pre-
senting itself as an alternative for the development of education ac-
cording to the needs of students, despite the resistance to the devel-
opment of this modality (Alboites, 2020; García Aretio, 2017; Azhari 
& Kurniawati, 2021). It is necessary to review training processes and 
implement changes within a process of continuous improvement 
(Tejedor et al., 2020; Vilela et al., 2021), understanding that this mo-
dality is positioning itself as a necessary option to achieve the goals of 
higher education in terms of coverage and guarantee of permanence. 
Thus, it is required to analyze the factors that threaten its relevance 
and quality (Segovia-García et al., 2022; Cordova-Buiza et al., 2022a).

UNESCO (2008), in the Final Declaration of the Regional Conference 
on Higher Education in Latin America and the Caribbean, refers to 
the importance of the role of the university in the advancement of 
humanity. Therefore, virtual education must be managed according 
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to the needs of the environment, taking into consideration that the lack of adequate management could 
harm affect its development and sustainability.

In recent years, there has been greater interest in establishing proposals on distance education man-
agement based on the experience of managers and adapted to the needs of the university environment. 
However, there is a need to establish factors or dimensions to adequately manage the virtual modality 
aligned to quality standards (Briceño Toledo et al., 2020).

1. LITERATURE REVIEW

Definitions and theoretical bases were reviewed to 
explain the main concepts related to the variable 
under study. About management, Münch (2010) 
indicates that the administration of educational 
institutions is a process where resources are op-
timized to achieve maximum efficiency, quality, 
and productivity. Likewise, Masclef and Medina 
(2011) point out that an essential role of univer-
sity management is to ensure coherence between 
its identity, orientation, and performance, reaf-
firming the unique sense to which actions must 
respond, the answers to contextual challenges and 
the resolution of the tensions it faces and suffers.

Mintzberg (1991) states that the complexity of 
the processes and activities of universities make 
them atypical organizations. However, the no-
tions of management have been appropriately 
adapted, referring to the need to lead processes 
of anticipation, transformation, and innovation 
in complicated contexts and to propose strategies 
with a participatory decision-making process to 
improve the university’s own functions: teaching, 
research, and extension (De Donini & Donini, 
2003). In addition, this type of management re-
fers to the process through which the resources 
of a university institution are organized and ad-
ministered to achieve the objectives set (Guevara 
Gómez et al., 2021).

As a result of the globalization of education, tech-
nological progress, and the need to offer qual-
ity educational programs, university institutions 
have found virtual education a great alternative to 
generate learning spaces (Crisol-Moya et al., 2020). 
Nowadays, quality evaluation is being applied to 
their processes to accredit their careers and pro-
grams through an approach that evaluates the re-
sult in the final product, which is the competencies 
acquired in the graduates (Bonnefoy et al., 2004).

The evaluation of quality in the virtual modal-
ity requires permanent measurement to make 
adjustments and determine opportunities for 
improvement, so it is necessary to systematize it 
based on its operability and the achievement of 
institutional objectives. Given the above, Jung 
and Latchem (2012) argue that there is a wide 
difference between virtual education and tradi-
tional education, so it is not possible to apply the 
exact mechanisms and dimensions to assess the 
quality of the two modalities since parameters 
and models that adapt to the contexts in which 
they are developed are required. As Marciniak 
and Gairín (2018) point out, the dimensions of 
virtual education quality evaluation focus on 
the institutional context, technological infra-
structure, students, teachers, and pedagogical 
aspects, establishing no single criterion regard-
ing the dimensions for this evaluation. It can 
be specified that a quality management sys-
tem promotes continuous improvement and in-
volves all stakeholders as it seeks a high level of 
satisfaction (Carballo, 2013).

According to Rama (2012), there is a transforma-
tion of the tasks and jobs of professionals demand-
ed by the existing occupational market. The use 
of computer tools favors incorporating a greater 
number of information and communication tech-
nologies (ICT), such as software and the Internet, 
in educational processes. Their use has increased 
exponentially in recent years, without institutions 
and individuals being prepared for this process 
(García-Peñalvo, 2021). It has been complicated, 
especially in state organizations, due to the lack of 
technological resources and the poor preparation 
of their collaborators. It is vital to create spaces 
for technological surveillance for its development 
and the necessary corrective measures (Rivas 
Echeverría et al., 2020), as well as the maximum 
dissemination of solutions contributing to univer-
sity education.
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Bigné et al. (2003) define the university as a multi-
service organization, where the basic service is aca-
demic education and other peripheral services. As 
stated by Hernández Díaz (2021), it also includes 
enrollment processes, international relations, li-
brary, languages, sports services, infrastructure, 
social services, and health. It is important to have 
diversified services to meet the needs of the uni-
versity community. On this point, García-Sanchis 
et al. (2015) determine dimensions of university 
service, considering complementary aspects to ac-
ademic training and grouping them into support 
services for academic training, social services, and 
recreational and extracurricular services.

On the subject, different aspects of academic man-
agement in the virtual modality of university ed-
ucation are analyzed. In the case of adaptation, 
Bedoya-Dorado et al. (2021) developed research 
on university management during the pandemic 
in Colombia. They found that universities had to 
manage the acquisition of programs, platforms, 
and various tools for virtual education, in addi-
tion to digital bibliographic material and the flex-
ibilization of the academic system, especially re-
garding the leveling of students with connectivity 
problems.

Álvarez Sierra (2021) proposes a management 
model where the link of efficient administration 
is reflected in its main activity, academic work. In 
addition, it takes into account principles of man-
agement through a flexible organizational system 
and specifies that management styles are required 
according to its operation and development.

Adaptation and the ability to manage change have 
been widely addressed. For example, Pekkola et al. 
(2021) point out that adaptive and flexible manage-
ment involving knowledge, skills, attitudes, and 
state-of-the-art thought processes must be used. 
Failure to manage effectively can facilitate the loss 
of legitimacy and cause the system to collapse. The 
existing gap in terms of access to virtuality must 
be reconciled, taking into account that there are 
students with limited resources and some with 
better conditions for adaptation (Portillo Penuelas 
et al., 2020; Cordova-Buiza et al., 2022b).

Several studies are optimistic about the develop-
ment of the virtual modality as a means that al-

lows learning and obtaining knowledge. Yong et al. 
(2017) indicate that technological evolution and 
its educational impact drive institutions to de-
velop this modality. The study concludes that the 
implementation of virtual education policies re-
quires highly trained professionals to manage the 
processes of creation, implementation, and man-
agement of this type of program. It is important 
to establish mechanisms to execute pedagogical 
processes, research, and links with society, with 
particular attention to student support through 
information and communication technologies 
(Ordóñez & Ramos, 2018; Rodriguez-Ahuanari et 
al., 2022).

Universities must establish a management model 
aligning with their internal reality and the ex-
ternal context. In this sense, Fossatti and Danesi 
(2018) analyzed the main aspects that improve 
management models. They concluded that di-
mensions such as initiatives for the adequacy of 
structures and processes, a good relationship with 
governmental and business institutions, political 
articulations, and entrepreneurial attitudes are es-
sential for a successful management model. The 
role of the university in the social and economic 
development of society is emphasized.

Likewise, Morantes Higuera and Acuña Corredor 
(2013) developed a proposal for a management 
model under an institutional distance education 
system approach. They considered internal (orga-
nizational management, academic management, 
and quality management) and external compo-
nents (market orientation and university social 
responsibility).

However, in a more in-depth analysis of the man-
agement of the virtual modality, it is established 
that there are few references. Carmona (2012) of-
fers a generic criterion of dimensions, such as 
academic, technological, and administrative in-
frastructure, by the components indicated by the 
National Association of Universities of Higher 
Education Institutions.

A significant contribution is presented by Duart 
and Lupiánez (2005), who found that the man-
agement components in the e-learning training 
process are management of the learning process 
(students), management of the teaching process 
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(teachers), management of the context (technolog-
ical learning environments), and management of 
support resources.

On the other hand, Hareger (2020) investigated 
the management of German university faculties 
from the contextual factors of their organizational 
structure, using a systemic analysis of the dimen-
sions to interpret the results. The factors consid-
ered were the profile, type of university, number 
of students, and number of programs. The study 
showed that faculties usually have small support 
offices and that the profile and type of university 
are crucial factors in the organizational structure.

Currently, technological, economic, social, and 
scientific development has made the management 
of university education institutions more complex 
concerning internal and external factors. These 
factors include constant updating of curricula, 
characteristic aspects of the teacher, the promo-
tion of research, and the application of ICTs. These 
aspects generated profound changes in its admin-
istration in the search for virtual university edu-
cation to obtain acceptance in students’ percep-
tion (Díaz et al., 2017). Based on this, Valle Barra 
(2005) develops a university management model 
based on indicators by relevant dimensions, one 
of them being the satisfaction of students, teachers, 
and employees, emphasizing that this measure-
ment can be done through surveys that are easy to 
apply and process.

Regarding the problems of higher education, 
Kevans Espinoza (2020) analyzes the deficient 
management of some managers due to the lack of 
profile and experience to manage university insti-
tutions, pointing out the importance of the ped-
agogical dimension since the teaching-learning 
process flows through it.

Educational institutions were forced to undergo a 
drastic change in their operations, which implies 
exercising leadership in a situation where decisions 
have an impact on society, hence the need for demo-
cratic leadership that fosters proactive decision-mak-
ing (Véliz-Burgos & Dörner-Paris, 2020; Salazar-
Rebaza et al., 2022). As Figueredo-Díaz (2021) points 
out, administrative management processes can be 
carried out completely remotely, based on sequential 
planning, and supported by the use of the Internet.

In this regard, Field (2015) shows the work of man-
agers, who often demotivate their staff with overly 
ambitious performance evaluations that only en-
courage short-term results and lack the vision to 
focus on long-term trajectories. Adaptation is er-
roneously approached with training that includes 
more aspects of form (use of virtual platforms) 
than of substance (how to adapt the content of a 
face-to-face class to the virtual class) (Fernández-
Regueira et al., 2020).

According to the literature review, the objective 
of this study is to analyze the aspects of academic 
management applicable to virtual university ed-
ucation through the experience and perception 
gathered from university directors, teachers, and 
students who develop study programs in the vir-
tual modality in order to establish guidelines for 
more effective management.

2. METHODOLOGY 

The paper applied the mixed approach, descrip-
tive, cross-sectional, and non-experimental de-
sign. The quantitative methodology presented the 
perception of teachers and students about the ac-
ademic management of the virtual modality. The 
qualitative methodology focused on collecting da-
ta from the academic directors of the selected uni-
versities where the virtual modality is taught. The 
choice of the study unit is justified since all the 
universities analyzed provide virtual education, 
belong to different geographical regions, and have 
a significant number of students with similar so-
cio-economic characteristics.

Regarding the sample (Table 1), for the qualita-
tive research, the interview technique was applied 
to eight academic managers. A sample was cho-
sen by the convenience approach and willingness 
to conduct the interview. The instrument was a 
semi-structured interview with 11 open-ended 
questions on the relevant aspects managers per-
form to manage the virtual modality. The inter-
views with the managers were conducted through 
virtual platforms, and the responses were pro-
cessed and analyzed through Atlas IT.

Concerning quantitative research, the sample of 
students is determined by taking into account 
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the probabilistic sample according to the stu-
dent population of each university; the crite-
ria for inclusion were students in the last two 
years of academic programs that are delivered 
in the virtual mode. Likewise, the study chose 
teachers who teach courses in this modality and 
who have at least 2 years of academic experi-
ence. The survey technique was a questionnaire 
with closed questions that was applied through 
Google Forms.

The academic managers supported the dissemi-
nation of the survey to the teachers of each uni-
versity. At the same time, the teachers contributed 
to the application of student surveys, taking into 
account the previously established inclusion cri-
teria. The results were tabulated for the presenta-
tion of frequency tables using descriptive statistics 
with the help of Microsoft Excel. Experts with ex-
perience in research and knowledge of university 
management validated the instruments. Several 
aspects related to research ethics were considered, 
such as integrity in preserving the anonymity of 
the participants’ data.

3. RESULTS 

3.1. Quantitative results

Data were collected from the application of sur-
veys to both teachers and students to learn about 
their perception of aspects of academic manage-
ment in virtual university education.

Figure 1 shows that the teachers’ perception of the 
management of the virtual modality is adequate 
but not in its totality since it is necessary to estab-
lish points for improvement. Acceptance is shown 
especially in the use of technological tools and the 
continuous improvement process developed for 
university virtual education. However, only 20% 
of the teachers consider education in this modality 
effective.

From their perception (Figure 2), teachers con-
sider that there are appropriate conditions to pro-
vide virtual education, such as course planning 
and feedback from managers, but they state that 
aspects regarding their performance evaluation 

Table 1. Sample of the study

Institution Country
Interview Survey
Academic 

managers
Teachers Students

Private University of the North [Universidad Privada del Norte] Peru 2 17 87

Cesar Vallejo University [Universidad César Vallejo] Peru 2 18 105

Cooperative University of Colombia [Universidad Cooperativa de Colombia] Colombia 2 12 64

ESIC University [ESIC Universidad] Spain 1 13 48

Higher Technological Institute of El Mante [Instituto Tecnológico Superior de 
El Mante] Mexico 1 15 36

Total 8 75 340

Figure 1. Teachers’ perceptions of the university virtual modality
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should be reviewed since only 51% agree; more-
over, the level of training they receive to teach in 
the virtual modality should be improved as well. 
In addition, a more exhaustive review is needed 
regarding allocating virtual academic hours and 
the number of students in these classes.

The results about the students’ perception of the 
university virtual modality (Figure 3) show that 
most do not fully agree with the academic man-
agement, especially concerning the effectiveness 
of virtual education, since only 27% of those sur-
veyed agree. The problem is more acute in terms 
of attention to academic problems since only 15% 
agree with the problem-solving processes, and on-
ly 32% indicate that they receive adequate techno-

logical support. However, 51% of students say that, 
despite the deficiencies, they can develop their 
graduation competencies.

3.2. Qualitative results 

The university education developed in the virtual 
modality focuses on changing the traditional ele-
ments of a class in the face-to-face modality. Thus, 
this study inquired about how the development of 
the virtual modality was managed through inter-
views with academic managers (Table 2). 

In the pedagogical aspect, the interviewees point-
ed out that the virtual modality does not apply to 
all subjects, so it is necessary to analyze which sub-

Figure 2. Teachers’ perception of the conditions for the development of virtual university education
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Figure 3. Students’ perceptions of the university virtual modality
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jects can be adapted to this modality. Concerning 
teaching performance, two critical points are fo-
cused on: having suitable teachers to obtain ade-
quate satisfaction results, and measuring teacher 
performance, focusing on teachers as the main 
factor for quality service. What was expressed in 
the interviews indicates that the role of the teacher 
is a priority, understanding that it is the teacher 
who “engages” the student, or otherwise, the rejec-
tion of the teacher often generates desertion. 

The result of the academic training is reflected in 
the competencies developed by the graduate, so 
the study inquired about the appreciation regard-
ing the achievement of these competencies under 
the virtual education modality. Appreciations of 
the interviewees denote postures that it is soon to 
have accurate results in terms of the acquisition of 
skills. There is evidence of concern of the directors 
for the students who have been trained from the 
beginning of their professional life through the 
virtual modality, so the need to complement their 
graduation profile with some face-to-face activi-
ties is expressed. It also collects an optimistic view 
toward the future of university training. Above all, 
managers should rethink the new profiles that the 
market demands in graduates. The trend is toward 
an increasingly rapid development in the tech-
nological aspect and, in turn, soft skills that help 
graduates to adapt to new scenarios.

In the technological aspect, the virtual teaching 
modality is supported based on technological 
tools; therefore, directors focus on selecting tools 
that minimize the impact of transferring a face-
to-face class to a virtual or remote class. The in-
terviewees state that as a result of the pandemic, 
relevant decisions were made regarding acquir-
ing platforms and various tools that would allow 

classes to be developed adequately, which led to a 
period of adaptation for teachers and students.

Some testimonies highlight the strategies used, 
such as first designating teachers with some ex-
perience in virtual classroom management. In ad-
dition, the focus is on the training through their 
intentionality according to the competency to be 
developed. It is vital to have a team that provides 
assistance and technological support for difficul-
ties encountered in using these tools.

The interviewees state how this aspect was man-
aged, emphasizing the systems used to attend to re-
quests and solve technology-related problems. They 
are aware that there are external factors, such as the 
state of the equipment, internet speed, etc., that do 
not allow a total solution. However, options are ana-
lyzed so that these inconveniences are not an obsta-
cle in the development of classes in such a way that 
the technological gap is considerably reduced. It is 
evident that the management approach regarding 
the attention to technological problems is to avoid 
contingencies in the academic service due to adap-
tation. An important point that institutions must 
take into account in order to guarantee quality in 
training is to focus on difficulties in order to con-
cretize the solution process or anticipate problems.

The academic service involves a series of comple-
mentary resources and services that allow students 
to develop their university life through other nec-
essary activities. Academic procedures are nec-
essary to obtain degrees and diplomas. Likewise, 
financial services, scholarships, libraries, psycho-
logical departments, recreation, extracurricular 
workshops, and student exchange, among others, 
are critical for the student to receive a quality edu-
cation in a comprehensive and integral form.

Table 2. Aspects of the academic management of the university virtual modality

Aspects Dimensions of management Action plan

Pedagogical

Selection of subjects for virtual modality Curriculum evaluation
Teaching performance Training and assessment

Graduate Competencies Labor market demand analysis

Technological
Plataformas virtuales Virtual Platforms
Technological support Troubleshooting and contingency planning

Supplementary services
Diversification of areas Attention to wellness, psychology, recreation, among others

Measuring satisfaction Application of surveys to determine opportunities for 
improvement

Administrative work
Remote work Scheduling, connectivity, communication

Redistribution of roles Evaluate professional profiles



539

Problems and Perspectives in Management, Volume 21, Issue 4, 2023

http://dx.doi.org/10.21511/ppm.21(4).2023.40

The virtual modality promoted critical changes in 
these areas in order to be able to continue provid-
ing attention to students. The interviewees com-
mented on the processes of adaptation of the staff 
to fulfill the most critical functions, initially fo-
cused on attending to countless queries from stu-
dents and teachers. The application of strategies in 
the management of these services is a key point 
for the solution of problems in changing situa-
tions that may impact the development of academ-
ic training. It is necessary to measure indicators 
that allow to know the levels of satisfaction, in this 
case, to know the perception of students about the 
complementary services offered by the university.

In regard to administrative work, there is evidence 
of management in the use of tools that contribute 
to the measurement of performance and maintain 
interaction among collaborators in a similar way 
to that which was done with face-to-face work. 
They use platforms to maintain the connection 
between areas and to monitor progress. In the 
virtual modality, it has been necessary to apply 
different strategies to relocate, train, update, and 
follow up on remote work, which always gener-
ate different reactions and levels of response from 
employees. The interviewees expressed the mag-
nitude of the effect of remote work on employees. 
Factors such as schedules, equipment, functions, 
follow-up, and use of platforms were the aspects 
that received the most attention in terms of man-
agement. The process of change is not simple and 
requires specific managerial skills for adaptation. 
The virtual or remote modality considerably af-
fects the activities of administrative personnel 
as long as certain parameters are not established 
that allow the functions and tasks required by the 
company to be separated from the personal activ-
ities of each employee.

4. DISCUSSION

The aspects analyzed in this study are related to 
those indicated by Marciniak and Gairín (2018), 
who establish dimensions to evaluate the quality 
of virtual education (the institutional context, the 
technological infrastructure, students, teachers, 
and pedagogical aspects), establishing that there 
is no single criterion for this evaluation. Similar 
aspects in the model are proposed by Carmona 

(2012), who points out as dimensions of virtual ed-
ucation the academic, technological, and adminis-
trative infrastructure aspects.

In the pedagogical aspect, managing the virtual 
modality focuses on four points. One of them is 
teacher training in the use of active methodolo-
gies in order to improve interaction, teaching, and 
evaluation in virtual learning. This statement is 
similar to what Crisol-Moya et al. (2020) pointed 
out when they refer to virtual education as a great 
alternative to generating learning spaces. However, 
management should focus its efforts on training, 
not only in the use of virtual platforms but also 
in the processes of adapting face-to-face content 
to virtual mode, as stated by Fernández-Regueira 
et al. (2020). In this aspect, the teacher’s profile 
should be reviewed, as well as the functions to be 
fulfilled in the development of classes and outside 
them through the execution of some academic 
activities.

Performance evaluation is another of the points 
considered, which is relevant to offer a quality ser-
vice. Its measurement is developed through stu-
dent surveys and monitoring of performance by 
managers. This performance evaluation should be 
readjusted according to the results obtained peri-
odically to adapt the criteria to the virtual teach-
ing modality. Adequate performance should be 
recognized, promoting motivation and identifi-
cation of teachers, which agrees with Field (2015), 
who shows the importance of structuring a per-
formance evaluation with long-term results.

Another aspect refers to satisfaction. If students 
show a high level of satisfaction, desertion will be 
avoided, which agrees with Díaz et al. (2017), who 
stressed the importance of acceptance in students’ 
perception. On the contrary, the recruitment of 
new students will be promoted.

The whole process is focused on the institution-
al academic objective that involves the develop-
ment of the competencies of the graduate profile. 
Their formulation must take into account a correct 
choice of subjects that are taught under the virtual 
modality and those that must be offered in person. 
This agrees with Bonnefoy et al. (2004), who indi-
cate that the graduates and the competencies ac-
quired in their training are the final product of the 
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entire university academic process, so this meas-
urement is essential to make the corresponding 
adjustments, accurately considering the demands 
of the labor market.

In the technological aspect, management focuses 
on technological tools to develop the virtual mo-
dality in the university institution, as well as inter-
net access and the necessary learning equipment. 
It agrees with what is pointed out by Yong et al. 
(2017), in addition to Ordóñez and Ramos (2018), 
who highlight the importance of technological 
evolution and its impact on education as a boost 
to the development of this modality but empha-
size technical support for efficient use of the tools. 
Likewise, the results determine the adaptation of 
the technological infrastructure with significant 
acquisitions, in similarity to what Bedoya et al. 
(2021) mention, such as the need to have programs, 
platforms, and various tools for virtual education, 
in addition to digital bibliographic material and 
the flexibilization of the academic system.

The existing technological gaps are analyzed. Many 
of them are related to the use of platforms, the lack 
of connectivity, as well as the lack of equipment 
necessary for virtuality. The results are similar to 
what García-Peñalvo (2021) indicates. It should 
be considered that institutions and individuals 
have been prepared for this process. The objective 
of management is to operationalize these aspects 
and solve the barriers presented through decisions 
that allow teachers and students access to virtu-
al education. This is consistent with Pekkola et 
al. (2021), who mentioned the need for adaptive 
and flexible management. It is also consistent with 
Rivas Echeverría et al. (2020), who emphasize the 
importance of maximum dissemination of solu-

tions to technological problems that may arise. 
The main barrier is that there is no homogeneous 
level of use of these tools since it depends on the 
level of access and quality of the equipment, an as-
pect that is not present in the face-to-face modali-
ty. This is similar to Portillo Penuelas et al. (2020), 
who indicate the importance of closing the exist-
ing gap.

Academic management not only contemplates the 
pedagogical function but is supported by support 
services of various kinds: finances, information 
centers, employment exchange, and academic sec-
retariat. García-Sanchis et al. (2015) determine the 
dimensions of university service through comple-
mentary aspects to academic training. In the vir-
tual modality, these services must be adapted to 
provide students with solutions to their doubts 
and the requirement of corresponding procedures 
so that academic development is complement-
ed through these services. This is similar to what 
Hernández Díaz (2021) points out, who emphasiz-
es the importance of having diversified services to 
meet the needs of the university community, as 
well as Bigné et al. (2003) who consider universi-
ties as “multiservice” organizations. To this effect, 
management should focus efforts on adapting 
administrative personnel using customer service 
strategies that allow for an optimal level of satis-
faction among users. One of the strategies is the 
adaptation of administrative functions through 
the reassignment of tasks, not overloading em-
ployees by establishing rigid schedules of attention 
that do not harm the personal lives of workers. In 
addition, it is vital to intensively use technological 
tools that are efficient communication channels to 
solve the situations that constantly arise in virtual 
university education.

CONCLUSION

The objective of this study was to analyze the aspects that comprise the academic management applica-
ble to virtual university education from the perception of students, teachers, and managers of universi-
ties that make up the study sample. A partial acceptance of students and teachers on the management of 
academic managers is determined, being the points that need to be reviewed related to the effectiveness 
of academic training in this modality and technological support. It is deduced that managers should 
focus on strategies to raise satisfaction with virtual education. 

The pedagogical aspect covers both the review and teacher training, the level of student satisfaction, per-
formance evaluation, and the competencies of the graduate profile. It is one of the fundamental aspects 
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of university management that requires the proper linkage between pedagogical and administrative 
aspects to establish academic planning according to the quality requirements and the demand of the 
labor market. Moreover, performance indicators should be used to establish corrective measures so that 
students’ perception reflects a higher level of satisfaction and at the same time, achieve compliance with 
the competencies stated in the graduate profile.

The management of university virtual education in complementary services and support resources 
should be planned according to the organizational structure and with the help of technological tools to 
achieve an optimal level of user satisfaction.

Regarding administrative work, it is considered that collaborators in administrative areas have an es-
sential role that should contemplate their involvement in achieving the objectives of the academic train-
ing service integrally, but taking into account an adequate distribution of functions and policies that 
allow respect for daily work schedules in order to avoid problems of excessive workload.

The limitations that were presented were due to the plurality of the interviewees and people surveyed 
being from different countries; however, this was not a reason for multivariate results, showing that the 
problems are similar and the aspects considered in the academic management of the virtual modality 
can be applicable to universities in different countries.

For future research, it is recommended that virtual education management models be proposed, con-
sidering the aspects determined in the present investigation that allow their adaptation to different uni-
versity academic contexts.
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