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Abstract. The expansion of the internet and smartphones today has a strong impact on the democratization
of knowledge around the world. And this knowledge, in turn, impacts all human activities, such as learning.
The use of technological platforms that support e-learning by students, teachers and academic management
is in full transformation. On the one hand, the technological dynamism when developing new functionalities
is not always well adapted to pedagogy. And, on the other hand, the need to find an appropriate media
language for digital learning. The objective of this research is to analyze the gaps and opportunities in the
use of the forum in the virtual learning environment of master's students at the Graduate School of the
Technological University of Peru (UTP). The opportunity was detected to contribute to the adaptation of
the teacher to the new skills required by information and communication technologies (ICT). The
methodology used was mixed quantitative and qualitative with two evaluation instruments. The study
allowed to identify opportunities for improvement in the use of the virtual forum as a driver of the learning
experience and assess its impact on educational social interaction.

Keywords: virtual forum, learning, distance education, social interaction, pedagogical practice.

EL FORO VIRTUAL COMO IMPULSOR DE LA EXPERIENCIA
DE APRENDIZAJE

Resumen. La expansion del internet y de los celulares inteligentes impactan hoy con fuerza en la
democratizacion del conocimiento en el mundo. Y este conocimiento, a su vez, impacta en todas las
actividades humanas, como el aprendizaje. El uso de las plataformas tecnologicas que soportan el
aprendizaje electronico, conocido por su nombre en inglés e-learning por parte de los alumnos, los
profesores y la direccion académica, se encuentra en plena transformacion. Por un lado, el dinamismo
tecnologico al desarrollar nuevas funcionalidades no siempre bien adaptadas a la pedagogia. Y, por otro, la
necesidad de encontrar un lenguaje de medios apropiado para el aprendizaje digital. El objetivo de esta
investigacion es analizar las brechas y oportunidades en el uso del foro en el entorno del aprendizaje virtual
de los estudiantes de maestria de la Escuela de Posgrado de la Universidad Tecnoldgica del Pera (UTP). Se
detecto la oportunidad para contribuir en la adaptacion del docente a las nuevas competencias que exigen
las tecnologias de la informacion y de la comunicacion (TIC). La metodologia empleada fue mixta
cuantitativa y cualitativa con dos instrumentos de evaluacion. El estudio permitio identificar oportunidades

(2023) MLSER, 7(1), 45-59



Yamagoshi Wang, J. C. & Darahuge, M. E.

de mejora en el uso del foro virtual como impulsor de la experiencia de aprendizaje y valorar su impacto
en la interaccion social educativa.

Palabras clave: foro virtual, aprendizaje, educacion a distancia, interaccion social, practica pedagogica.

Introduction

In the 21st century, humanity is facing the COVID 19 pandemic. According to
Johns Hopkins University (2020), the impact on people's lives is not only due to the
magnitude of the infected population, but also to the millions of deaths worldwide. This
virus, which spreads mainly through human-to-human contact, restricted human activities
to the maximum with extreme measures of physical distancing.

In these circumstances, the transmission of knowledge at all levels of formal
education has been affected, to a large extent, by the prohibition of face-to-face classes,
which were replaced by remote, distance or online education.

A new way of teaching and learning in a context of pedagogical, infrastructure
and connectivity deficiencies implies a major challenge because it depends on multiple
factors, such as teachers' professional training and Internet access. Regarding the effect
of COVID-19 in Latin America, the International Labor Organization (2020) states:

Distance training or e-learning through the virtual platforms of institutions is
proving to be an extremely useful tool, but it presents its own particular
challenges in terms of teacher preparation and Internet accessibility for
participants (p. 4).

Among these challenges, pedagogy within the virtual classroom is fundamental
and a priority. Noriega and Torres (2011) argue that today's teachers, in addition to
knowledge of their specialty, require training in didactics, pedagogy and, above all, in
information technologies for virtual management. This challenge is a great opportunity
for interaction and interactivity of pedagogy in the virtual classroom. McLuhan's famous
phrase, 'the medium is the message', is increasingly valid in view of the various forms of
knowledge transmission, depending on the medium used (Roncallo-Dow, 2014).

In the case of master's degree students at the Graduate School of the Universidad
Tecnolodgica del Perti (UTP), the quarantine decreed by the Peruvian government forced
an abrupt change from face-to-face to remote classes, through a learning management
platform integrated with a videoconferencing platform.

Pedagogy in the virtual classroom is different from the use of information and
communication technologies (ICT). They complement the virtual context in the same way
that the multimedia projector, blackboard and desks do in traditional face-to-face
education. One of the difficulties, in face-to-face and distance classes, is to achieve the
participation of all the students; that they express their opinion, debate ideas or ask for
clarifications based on the teacher's exposition or their classmates' interventions.

In face-to-face classes, students' verbal participation is limited by the time it would
take to listen to everyone's opinions and at the same time fulfill the activities of the course
syllabus. On the other hand, the passive participation of students may be a consequence
of their fear of failure or simply due to personal shyness.

In this sense, remote education -both synchronous and asynchronous- has
advantages over face-to-face education. If a face-to-face forum is understood as a meeting
of people who discuss a certain subject, a virtual forum, according to Dockerty (2019), is
the exchange of knowledge between people through the Internet.

This study defines virtual forum as the meeting point of opinions of different
people, who send and receive comments, located in different places and connected
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through the forum module of an LMS(Learning Management System ). Real-time
interaction through an audiovisual collaborative work platform is defined as a chat or
conversation of a more informal nature.

For Riggs (2020), it is an effective and efficient tool to obtain the opinion of all
students and to promote teacher-student interaction, among the students themselves, and
between them and the task. The forum as a component of a comprehensive inclusive
learning strategy is cemented by the statement that "people often ask me about my favorite
online teaching tool. My answer is always the same: without a doubt, it is the online
discussion forums" (Darby, 2020, p. 2).

However, it is necessary to know and systematically monitor whether the
educational model is fulfilling its objective, whether there are gaps in the different
sequences of instructional design, whether managers supervise the pedagogy in the
classroom today more complex due to virtuality and ICTs that impact on the adaptation -
both of teachers and students- to the new language of the environment (Rochera et al.,
2021).

The innovation that the research provides is based on recommendations for
teachers and instructional designers in remote education at the Graduate School of the
Universidad Tecnoldgica del Peru to use, promote and enhance the forum, because the
experience of social interaction impacts positively on the satisfaction of the students'
learning experience.

It is also interesting to delve into the gaps and opportunities that limit the techno-
pedagogical adaptation in online educational practice, such as the context that should be
taken into account for the instructional design of the forum, feasible design, development
and implementation alternatives for active and collaborative learning, and which learning
and assessment objectives can be defined to impact the learning experience.

Unlearning to learn is a great opportunity for interaction and interactivity of
pedagogy in the virtual classroom. In this regard, Aparisi (2020) explains:

We found that interaction will usually be a symmetrical process, between
people and strictly social. Interactivity, on the other hand, will be an
asymmetric process, where a dialogue is proposed between certain artifacts,
whether books, software or activities, and the students (p. 15).

In order to understand the phenomenon of interactivity, Zangara and Sanz (2012)
express that there is interactivity in the structure (course design and materials), and there
i1s interaction between people in the dialogue through the mediating activity of
technology.

The role of the teacher in virtual education involves acquiring new concepts,
applying new procedures and accepting new ways of acting reflected in habits, customs
and preconceived ideas in the classroom. Boumadan ef al. (2020) state that teachers must
have good techno-pedagogical training, which allows them to have control in the
implementation and innovative experience. For teachers, unlearning to learn is an
opportunity to assume that things can be done differently and obtain the same or better
results, as pointed out by Rangel and Pefialosa (2013): "a new type of literacy is required,
which some authors have agreed to call digital literacy" (p. 11). Another opportunity for
the new teacher is to manage learning by putting the learner at the center (Gonzalez et al
et al., 2014). It is true that this is a process that involves the efforts of a committed and
student-oriented facilitator. As indicated by Llorente (2006), teachers must be able to
connect with their students by establishing relationships, clarifying doubts, and
encouraging participation.
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On the other hand, teaching should be student-centered (Xiaowei and Zhang,
2020; Gonzales et al., 2014). Likewise, Darby (2020) mentions six ways to encourage
online forums: 1) participate in the discussion, 2) clarify doubts, 3) praise good
interventions, 4) clarify misconceptions, 5) guide the discussion toward the learning
objective, and 6) strategically manage quantity and timing so that students know the
teacher is with them.

About online forum-based (synchronous) learning, Xiaowei and Zhang (2020)
argue that it complements traditional learning as it can be divided into sessions that help
students proactively complete assignments and avoid plagiarism. In addition, it improves
student engagement and motivation, as most believed that their presentation and academic
skills could be improved through communication and practice in the online forums.

Wilkins (2002) reveals some advantages of using discussion forums: flexibility of
readings and posting comments at any time and place in the world. The asynchronous
modality allows for deeper and more critical reflections in the written dialogue. It
provides a more relevant experience for introverted students, as they feel more confident
doing it online. Despite this, he notes a disadvantage: participants expect an immediate
response to their interactions and this can lead to some distress and frustration.

The forum allows for reflection, research and the development of critical thinking
by sharing opinions. Ornellas (2007) refers to "reinforcement of learning, knowledge of
attitudes towards certain topics, development of social skills and written communication"
(p. 2). According to Brown (2015), the forum is a good starting point for feedback, which
impacts student performance. The author proposes to acknowledge the student's
contribution with a quick response adding content, perspectives or experience and, above
all, challenging to continue the conversation. For his part, Birch (2015) offers two
techniques: the first, related to instilling social purpose, i.e., the forum is for students to
share their experiences and experiences. The second technique uses stimuli to reward
punctuality, quality, courtesy and absence of errors.

It must be remembered that each person has his or her own DNA; no two brains
are alike and, therefore, no two people express themselves, motivate themselves and learn
in the same way. If individuals require different treatment, different students also require
educational treatment according to their needs. With these premises in mind, the
Universal Design for Learning (UDL) approach, developed by the Center for Applied
Special Technology, makes it possible to understand and manage these differences in
instructional design. About the SAD, Alba Pastor et al. (2011, p. 21), express that "there
is no one optimal representation medium for all students; therefore, it is critical to provide
multiple options when delivering information."

Belloch (2012) states:

The ADDIE model is an interactive instructional design (sic) process, where
the results of the formative evaluation of each phase can lead the instructional
designer (sic) back to any of the previous phases. ADDIE is the basic model
of instructional design (sic), as it contains the essential phases of instructional
design: analysis, design, development, implementation and evaluation (p. 10).

Reigeluth (2016) highlights two challenges for the roles of teacher and student.
On the one hand, that of the creator, facilitator and mentor of the learning experience by
the teacher and, on the other hand, that of the hardworking, responsible, autonomous, co-
instructor and co-creator student. For their part, Gongora Parra and Martinez Leyet (2012)
mention that "learning design models based on constructivist theories are more suitable
for the new educational contexts and offer more opportunities to design training actions
that enable the achievement of professional competencies" (p. 356). For Sharif and Cho
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(2015), the instructional designer is an architect because he/she designs, engineer
(teacher) because he/she builds and manages the project by integrating different
knowledge into learning strategies or pathways using new information and
communication technologies. Its distinguishing features should be flexibility, creativity,
collaboration, innovation and adaptation.

Seethamraju (2014) and Castro Méndez et al. (2016) highlight virtual forum peer
work, and describe an interesting experience on the benefits of discussion forums and
peer-to-peer learning to enhance learning, both in a traditional face-to-face and online
environment. They conclude that the combined use of discussion forums with the
traditional method improves the quality of cognitive learning. Despite this, they highlight
the significant workload involved in the creation, monitoring and evaluation of online
discussions by faculty, so a design and structure with appropriate faculty workload
policies needs to be put in place. In this sense, what Rochera, et al. (2021) comment on
feedback on student actions is key to the satisfaction levels of a forum discussion.

Harris and Sandor (2007) state that forums motivate students in online learning
by encouraging them to take a more active and central role. Wang (2017) argues that
designing engaging and progressive problem-solving activities is at the heart of the
effective classroom method. In addition, self-reflection and self-assessment activities in
the flipped classroom attract participation and social interaction, which, in turn, promotes
participation in problem-solving activities. In his research on interactive learning in
virtual forums in a postgraduate context, Morales (2017) confirms the necessary role of
the teacher in the design and proactivity, as well as the communication style in which the
courses are taught, preferably blended courses.

Reichheld (2003) developed the Net Promoter Score (NPS) method to measure
customer satisfaction with a company's goods or services. It is also an index that
correlates the reputation, growth and sustainability of a company's business model over
time, as it measures the trend to verify whether the organization is moving in the right
direction.

Despite Kristensen and Eskildsen's (2014) criticisms of the NPS model, their
position is in contrast to the various studies by Lee (2018), Fisher and Kordupleski (2019),
Nakwong et al. (2020) and Srirahayu ef al. (2021), which use NPS to measure
satisfaction. Rego et al. (2013) clarify that market share is a strong negative predictor of
future customer satisfaction. In turn, Otto et al. (2020) argue that satisfaction is the
marketing strategy that best describes firm performance outcomes. What is concrete is
that the NPS experience satisfaction measure has not been surpassed or challenged to this
day. For example, the U.S. company Qualtrics is an expert in measuring customer
experiences such as NPS. Qualtrics services are used by institutions, such as Stanford
University - one of the world's leading teaching and research universities - which uses
Qualtrics as a standard because of its practicality, convenience and because it allows them
to be more productive (https://www.qualtrics.com).

NICE Systems, Inc, co-developer of NPS, systematically publishes a comparison
of leading brands by industry. The research behind the Net Promoter methodology shows
that companies with scores higher than their competitive set grow faster and are more
successful (https://www.nice.com/). Customer Guru, a European Community company,
provides automated customer satisfaction measurement services using the Net Promoter
System. According to this company, the average for the education sector is 54. The top
universities for them are Wharton School of Business, Harvard Business School and
Duke's Fuqua School of Business, each with 51, 41 and 67 NPS points, respectively
(https://customer.guru/).
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The research has academic-practical relevance because of the results that can be
shared with instructional designers, academic managers, teachers and researchers
interested in adapting to the new experience of remote education that contribute to the
social interaction and satisfaction of the learning experience between teacher and students
(Buil et al., 2012).

Method

The study population included male and female master's degree students at the
Graduate School of the Universidad Tecnologica del Peru, between 2019 and 2021, over
25 years of age and residents of Peru. The methodology was mixed qualitative and
quantitative
Instruments

Instrument 1: Reichheld's NPS (2003). Metric or performance indicator useful for
monitoring over time the ability to satisfy and retain students. In practice, it is used to
understand how satisfied they are and whether they are promoters or detractors.
According to Baehre et al. (2021), with this methodology, the forum participants are
offered response options from 0 to 10. A detractor is defined as an individual whose rating
ranges from 0 to 6 and who was not satisfied with the learning experience. On the other
hand, the promoter is the one who rates between 9 and 10, which indicates a high level of
satisfaction that even drives and promotes the experience. Neutrals are those who give a
rating of 7 and 8 (they are moderately satisfied with the experience). The NPS score is
the difference between the score obtained by promoters and detractors. Neutrals are not
taken into account in the calculation. NPS score ranges can vary from -100 (all are
detractors) to +100 (all are promoters). A rating above 0 is perceived as positive.

The objective of this measurement is to evaluate the perception of satisfaction
with the educational experience of participating in the forum and the recommendation of
the forum to their colleagues. The survey was anonymous and voluntary, and was
conducted virtually synchronously at the end of the last class of each course. Three closed
questions were planned: 1) how would you rate your experience in the virtual classroom
forum of this course, 2) how likely are you to recommend to your colleagues and friends
to go through the same virtual classroom forum experience of this course, and 3) how
likely are you to recommend to your colleagues and friends to take this course as it has
been combined? Additionally, open-ended questions were used to identify the reasons for
each assessment.

Instrument 2: Academic survey addressed to students through a standard
questionnaire approved, used and carried out by the Academic Direction of the Graduate
School. The objective is to evaluate the course and the teacher in terms of quality and
satisfaction. The survey was anonymous and voluntary, and was conducted virtually
synchronously on the last day of class of each course. The sample consisted of 491
respondents from the target population who met the formal condition of being registered
in certain courses and types of master's degree (see Table 1).
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Table 1
Master's degrees, courses and respondents

# Course Master's Degree Quantit  Surveys %
y
1 Loyalty and Engagement = Marketing and Commercial 6 115 23,42
Management
2 Strategic Direction Operations and Logistics 4 80 16,29
Management
Project Management 4 80 16,29
3 Competitive Strategies for Project Management 4 65 13,24
Changing Times
4 Strategic Commercial Operations and Logistics 3 34 6,92
Management Management
5 Go Strategy Business  Administration 3 57 11,61
(MBA)
Customer Intelligence 2 30 6,11
6 Customer  Relationship Customer Intelligence 2 30 6,11
Management
28 491  100,0
0

A total of 28 courses were given, accumulating 560 class hours divided into four-
hour weekly sessions (82.28%) and 16-hour weekend sessions on Saturdays and/or
Sundays (17.72%). Finally, for the analysis of quantitative and qualitative results, the

Excel pivot table and MAXQDA were used, respectively.

Results

The first instrument on the experience and recommendation of the forum showed
favorable and positive results; in all three cases the NPS exceeded 50 points, obtaining a

weighted average of the three questions of 51.66 (see Table 2).

Table 2
Questions and NPS score
Questions NPS Promoters Neutral Detractors
S
1  how do you evaluate your experience in 51,22 58,59 34,04 7,37
the virtual classroom forum of this
course?
2 how likely are you to recommend the 51,22 61,44 28,34 10,22
same  virtual classroom  forum
experience of this course to your
colleagues and friends?
3 how likely are you to recommend to 52,44 61,67 29,2 9,13
your colleagues and friends to take this
course as it has been combined?
Total, weighted 51,66 60,57 30,53 8,90

Note. Own elaboration based on 491 respondents per question

51
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Exploratory analysis of promoter words. After selecting the most frequent words
and their combinations, two groups of words and the concepts related to them were
identified. The first relates to interaction, sharing ideas and opinions, getting to know each
other. The second is linked to the good experience of the virtual forum tool and the
methodology used.

When analyzing the reason for their NPS assessment (also called management
with promoters), they recognize the good experience and the opportunity to share
opinions with peers as an input for meaningful learning. In the open-ended responses, two
main reasons were identified: exchange of ideas and methodology, which together
account for 54.4%. A second group of reasons is the course, learning, experience and
teacher experience, with 37% together.

Exploratory word analysis of neutrals. The analysis identifies a first group that
accepts with good aptitude the virtuality due to the circumstances of the pandemic. The
second group proposes improvements to the forum, such as increasing interaction, sharing
opinions and different points of view with other colleagues. The reason for your NPS
rating (also called management with neutrals) consolidates opinions about the good
experience and the opportunity to share opinions with peers as input for better learning.
In the open-ended responses of neutrals, the first rating is the teaching method (20.6%),
contributions of opportunities for improvement (17.4%), recognition of learning achieved
(12.9%), interest in greater exchange of ideas in the forum (11.8%), and those who prefer
face-to-face classes (10%). Together, these five reasons account for 72.7% of the neutral
ratings.

Exploratory analysis of detractors' words. Two groups were identified. The first,
related to the acceptance of virtuality, but prefer face-to-face. The second has to do with
encouraging interaction, discussion and participation of colleagues in the forum. When
analyzing the reason for their NPS rating (also called management with detractors) they
highlight the good experience and the opportunity to share opinions with peers for better
learning. In the open-ended responses, only 33% of the detractors (8.9% of the total)
preferred the face-to-face modality to the remote or online modality.

Analysis of Instrument 1 - NPS Survey by Age Group. The weighted NPS index
of instrument 1 was very positive (50.1%); however, there were significant differences
between age groups: the older the age group, the rating progressively declined; the
younger the age group, the higher the rating. The two youngest age groups, between 25
and 35 years of age, exceed the overall average out of 100 (see Table 3).

Table 3
NPS by age group
Age group NPS  Promoters Neutrals Detractors %

46 a + 45,66 53,76 38,15 8,09 91,14
36 to 45 years
old 48,22 58,70 30,83 10,47 96,25
26 to 35 years
old 51,75 58,75 34,24 7,00 103,29
Up to 25 years 60,47 69,77 20,93 9,30 120,70
Total 50,10 58,47 33,15 8,37 100,00

Cross-sectional analysis of instrument 2 - UTP Academic Survey. The results refer
to the following four areas: teacher performance, methodology by activities, methodology
by resources and overall assessment. The vigesimal score indicates the valuation in each
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of the variables evaluated by the academic area of the School. The teacher performance
factor obtained an approval rating of 18.05, the methodology by activities, 17.81, the
methodology by educational resources 17.97 and, finally, the general evaluation obtained
17.98. In sum, an overall favorable and positive assessment. The results by course show
that there are no significant differences (see Table 4).

Table 4
Academic Evaluation Results - UTP Course Summary by Course

UTP Academic Survey Weighted evaluation
Courses # % Teacher Course Course Overall
performa methodolo Methodolo appraisal
nce gy gy
Activities Education
al
Resources
1 Strategic 145 29,53 18,44 18,42 18,40 18,56
Direction
2 Competitive 80 16,29 17,58 17,20 17,38 17,35
Strategies in
Times of
Change
3 Strategic 34 6,92 18,10 17,54 18,37 17,74
Commercial
Management
4 Loyalty and 115 23,42 17,76 17,91 18,21 18,00
Engagement
5 Customer 30 6,11 18,50 17,90 18,08 18,45
Relationship
Management
6 Go Strategy 87 17,72 17,68 17,26 17,17 17,43
Totals 491 100,00 17,99 17,80 17,95 17,97

Note. Surveys of the Graduate School of the Universidad Tecnologica del Pera, 2019-2021.

Opportunities for improvement. Opportunities for improvement refer to: content
(31.3%), methodology (35.4%), interaction (10.4%), more hours (14.6%) and better
attendance (8.3%). Together, these five reasons account for 100% of the ratings of the
opportunities for improvement.

Qualitative analysis of instruments 1 and 2. The percentage distribution of
instrument 1 versus instrument 2 is 85.2% and 14.8%, respectively. In the first instrument,
60.8% of the comments were from promoters, 8.7% from detractors and 30.5% neutral.
The composition in the second instrument is 80.3% for positive comments and 19.7% for
opportunities for improvement (see Table 5).
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Table 5
Comment analysis - Instruments 1 and 2

Type lj:::l?]glfsf % vs subtotal 1 % vs. total  Instrument
NPS Survey
Promoters 855 60,80 51,80 1
Detractors 122 8,70 7,40 1
Neutrals 429 30,50 26,00 1
Subtotal 1 1406 100,00 85,20
UTP Survey
Positives 196 80,30 11,90 2
Opportunities for
improvement 48 19,70 2,90 2
Subtotal 2 244 100,00 14,80
Total 1650 100,00 ly2

Discussion and conclusions

It is possible to affirm that the virtual forum is a positive driver in the satisfaction
of the learning experience, because the social interaction that allows sharing ideas and
opinions among peers, getting to know each other, receiving feedback from the teacher
and consolidating learning is valued favorably and positively. However, the forum is part
of the total experience provided by the teacher in terms of the dynamics of the
methodology, the theoretical-practical knowledge and the virtual pedagogical experience
of the teacher, all of which were highly valued by the respondents. More and better
participation of other colleagues in the forum is recognized as an opportunity for
improvement.

These results are in agreement with those reported by Wilkins (2002), Harris et
al. (2007), Zangara and Sanz (2012), Brown (2015), Riggs (2020), Aparisi (2020) and
Darby (2020) on interaction as a strictly social symmetric process between people. The
virtual forum, whether synchronous or asynchronous, is an eloquent demonstration of this
statement, since it is flexible in time and place, allows for deeper reflections and responses
with feedback, and promotes collaborative learning. In contrast, the interactivity they also
propose is the communication between the user and the digital product, not always created
with good training practices.

It is also worth noting what Llorente (2006), Gongora Parra and Martinez Leyet
(2012), Rangel and Pefialosa (2013), Seethamraju (2014), Reigeluth (2016), and Morado
(2017) state that it takes time to accompany teachers in their digital pedagogical
transformation, since it takes time for various reasons, from resistance to change to typical
fears of unlearning in order to learn. This coincides with the students' positive assessment
of the updating of the teacher's competencies.

Alba Pastor ef al. (2011) explains that there is no one optimal representation
medium for all learners; it is critical to provide multiple options when delivering
information. Agree with the need to design a forum with disruptive creative alternatives,
but that meets the educational objective as pointed out by Sharif and Cho (2015) and
Morales (2017).
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However, the research findings show partial agreement with the two techniques
of Birch (2015). The first consists of instilling social purpose as a tool for all students to
make it their own in solidarity. The second is to provide incentives to reward participation
in terms of punctuality, quality or absence of errors.

The position described by Birch (2015) in his first technique responds to a
constructivist culture on pedagogy in the classroom, based on stimulating the group's
solidarity awareness, fostering the spirit of competition or detecting who should try
harder. The second technique not only recognizes that not all students respond to these
stimuli because they don't care, don't want to be there, are there out of obligation, or show
disinterest in learning. His proposal is clearly a behaviorist one of positive and negative
reinforcement. In the Peruvian context, the little participatory, uncompetitive and passive
attitude of not very few students is the usual and regular behavior, for which it is necessary
to take into account the two currents of thought in accordance with the concept of
universal design for learning (UDL).

The findings allow us to affirm that the resulting NPS index is favorable and
positive, because it reached 51.66 points above universities of global prestige. The main
reason was that the forum allowed the exchange of ideas for better learning. Even for the
detractors, the forum was a good tool, although they expected their peers to participate
more actively and frequently.

Second, the NPS scores by age group show that the higher the age, the slightly
lower the rating. However, this does not imply total dissatisfaction with remote education.
In practice, the older age group finds it difficult to adapt to collaborative virtual dynamics;
proof of this is the technical support of their own younger peers in the middle of a
synchronous class.

Finally, the positive results of the four dimensions evaluated by the same
educational institution support that the use of the forum influences the satisfaction of the
learning experience.

With regard to the gaps and opportunities in the use of the forum, the following
aspects stand out as relevant:

Lack of understanding of the objectives and importance of the forum. A constant
reminder is needed about the impact on the final evaluation, either by not participating,
by doing it in a mediocre way or by doing it for the sake of compliance.

Resistance to the virtual modality. Although resistance only reached 2.76 points
of the total surveyed, it must be accepted that this is a time of generational transition in
which it is necessary to support inclusion and reinforce support for students in their virtual
adaptation.

Passive participation. Without pretending to generalize, it responds more to
personal and Peruvian idiosyncrasies, a situation that is beyond the teacher's
responsibility without this meaning a decline in his or her motivational mission.

Interaction. The most valued attribute in the use of the forum is to be able to
interact and get to know different points of view from other students because it reinforces
knowledge, compares levels of reflection, saves time and encourages debate for better
learning based on one's work experience. The frequent practice of written dialogue
becomes a habit and, therefore, a natural habit.

Pedagogical complement. The possibility of comprehensive learning, attitudinal
as well as conceptual and procedural, is enhanced if design and execution are aligned.

Synergy of styles. Maintaining the combination of constructivist and behaviorist
models depends on each group, although teaching practice requires a dose of positive
reinforcement and negative reinforcement typical of the behaviorist model.
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The didactic strategy. The themes of the forums should be triggers for greater
participation. The forum is an excellent pedagogical tool also for the face-to-face
modality. In this sense, the subject matter should be creative and diverse, and should
minimize the traditional task of copying and pasting the correct answer. In short, it should
encourage reflection and critical thinking through memorable impressions that stimulate
comparison based on audiovisual stimuli, such as film sequences, the case method, the
generation of controversies based on opposing positions, the application of models of
analysis of the environment or correlating the conceptual with the application of a
personal work practice.

About the context for the instructional design of the forum. Identifying what
context, the instructional design of the virtual forum should take into account is essential.
From the instruments, such as the master's profile, the specific course, the student
directory, the activity prior to the start of the course, the interventions in the first forums
and the interactions in class it is possible to identify the context for the initial design, but
at the same time adjust details dynamically during the course, even if it is a generic one
for several master's degrees.

Limitations

The NPS of the education sector refers to the performance of the university
educational center in general and not to an NPS index exclusive to the use of the forum.
Despite this, this limitation does not invalidate the study because the rated index alone
has a range internationally accepted as good.

The NPS scale may encounter limitations in relation to the rigorousness or
generosity of the valuation that different human groups in different regions of the world
may have about different concepts.

Continuity proposals

To assess the adaptive capacity of different age groups to the use of ICTs and the
impact on their meaningful learning, with particular attention to adults over 50.

To evaluate whether there is any correlation of the results of the international
PISA tests conducted by the Organization for Economic Cooperation and Development
(OECD). Peru ranked 64th out of 77 countries, with a passive attitude and little capacity
for processing and critical reflection.
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