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Abstract 

Quality assurance has become an urgent necessity in all spheres of life, including education and learning in all stages from 

primary school to higher education, since it constitutes the core of development in the new era of knowledge economy. The aim 

of this paper is to present a new methodology applied to ensure quality of learning process within virtual learning environments. 

Our case study focused on the model of quality control adopted by Syrian Virtual University (SVU), which is pioneer in the field 

of virtual learning in the Middle East and the Arab region. The methodology is based on SET methodology (Students Evaluation 

Test) and defined by the assessments of each of the four pillars of learning process: (1) Assessment of tutors performed by 

learners; (2) Assessment of tutors performed by the administration; (3) Assessment of tutors performed by their peers; (4) 

Self-assessment of tutors. The last two procedures have not been yet implemented within SVU, while other procedures are in 

continuous development in order to improve their results. The importance of this model comes from its flexibility, its appliance 

since 2018 in a virtual education establishment (Syrian Virtual University), its possible generalization to any similar environment 

with virtual academic programs. 
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1. Introduction 

Established in 2002, the Syrian Virtual University (SVU) is 

the first virtual university in the Arab world and the Middle 

East region. It belongs to the 4 the generation universities [14, 

15]. It is the 5th public state university in Syria among 8 state 

universities and 23 private universities established later on. 

The learning process in SVU environment is independent of 

time and space. However, the learning process is similar to 

traditional learning process where students are able to attend 

sessions, provide assignments by means of e-learning tools, 

and follow their evaluation in one of SVU exam centers 

spread inside Syria and worldwide. The Syrian Virtual 

University has grown considerably with a steady increase in 

the number of students starting in 2003 with 110 students 

registered one academic program and reaching 38,649 stu-

dents actually registered in three faculties and more than 12 

academic programs, ranging from bachelor to master de-

grees in any field that could be learned virtually. During its 

journey, the Syrian Virtual University has developed its own 

working mechanisms to ensure its credibility as an academic 

institution using the virtual model of learning (E-learning 
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model that simulates numerically all traditional learning 

components [8]). Thus, SVU has developed its own digital 

campus adapted to its needs. It was also a pioneer -since 

2002- in developing and using numeric teaching tools of our 

time (Learning Management Systems, Virtual Classroom, 

Video Conferencing). Moreover, SVU has developed during 

two decades its own Assessment Management & Control 

System that links all SVU Exam centers to the headquarters 

in Damascus and ensures a strict follow-up and monitoring 

of its exam centers distributed in 33 different locations in 

Syria (17 exam centers), and in most Arab countries, in 

addition to Germany, Russia, Turkey and Austria (16 exam 

centers). The system allows SVU students to achieve their 

exams worldwide simultaneously within SVU exam centers. 

This modern and ambitious learning model, which currently 

regroup more than 45,000 students and 700 teachers, helped 

thousands of Syrian students to overcome the problems 

caused by the war that has ravaged Syria since 2011, and the 

problems of lockdown caused by COVID-19 pandemic since 

2020. However, such learning model needs a quality as-

surance process that ensures it accreditation comparing with 

traditional forms of learning, and facing the mistrust de-

clared by some actors of the learning system. The aim of this 

paper is to present a new methodology applied to ensure 

quality of learning process within virtual learning environ-

ments. Our case study focused on the model of quality as-

surance adopted by Syrian Virtual University (SVU), which 

is pioneer in the field of virtual learning in the Middle East 

and the Arab region. The methodology is defined by four 

assessments of the four pillars of learning process [1, 4, 5]: 

(1) Assessment of tutors performed by learners; (2) As-

sessment of tutors performed by the administration; (3) 

Assessment of tutors performed by their peers; (4) 

Self-assessment of tutors. The last two procedures have not 

been yet implemented, while other procedures are in con-

tinuous development in order improve their results. In the 

following we start by mentioning the research concerns and 

objectives. We present in the second part the virtual learning 

environment at Syrian Virtual University. The third part 

presents the evaluation process in a virtual learning envi-

ronment. The final one presents the application scale of the 

system. 

2. Research Concerns and Objectives 

As a result of its expansion and development, the Syrian 

Virtual University (SVU) needs to monitor the progress of its 

learning process and apply quality standards through a set of 

procedures that are constantly reviewed and improved en-

suring reliable virtual learning process. Thus, an integrated 

quality assurance system [9-11] is placed to ensure a high 

academic level correlated to the needs of the target markets 

and equivalent to traditional learning system in the disciplines 

that can be delivered virtually. In this paper we introduce the 

quality control model applied actually at Syrian Virtual Uni-

versity. This model is composed of two components: the first 

is serving as actual quality control process of the learning 

system at SVU. The second is under development and could 

be applied in the near future. The importance of this model 

comes from its flexibility and the application of the first 

component since 2020 in a completely virtual environment 

(Syrian Virtual University), and the possibility to generalize 

its application to any similar environment with online aca-

demic programs. 

3. The Virtual Learning Model at SVU 

Before proceeding to the presentation of the quality control 

system at SVU, it is necessary to review the components of 

the learning process in Syrian Virtual University. The learn-

ing process simulates the traditional process of learning (even 

outperforms it for any academic cursus that could be learned 

virtually). It consists of six pillars: 

1. Learning Content using Learning Management System 

(LMS) that allows students to use pre-prepared content 

and enables them to upload activities and participate in 

forums. 

2. Online sessions and offline recorded sessions simulating 

virtual classroom. This system also allows students to 

re-attend sessions at any time out of their schedule. 

3. Social Network SVU Averroes intended to propose a 

social learning network for SVU students. The network 

aims to move the learning process toward new basis of 

self and cooperative learning to use the concept of social 

networks. 

4. Evaluation mechanisms based on the assessment of 

students‟ activity during online sessions, students‟ in-

teraction in SVU social network, and the offline as-

signments proposed by tutors and delivered by students 

via LMS. 

5. AMS Assessment Management System: where the stu-

dent submits his exams electronically through multi-

ple-choice questions or essays, and the job and exam are 

marked. It‟s worth noticing, that SVU students are 

obliged to pass their exam in a fixed exam centers spread 

in different Syrian cities and worldwide as mentioned in 

the introduction. 

6. SVU encyclopedia under the name of SVU-Pedia re-

grouping the intellectual production of tutors & students 

publications under CC-BY-NC-SA license [16]. 

The previous components are illustrated in the following 

Figure and explained in details in [8]. 
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Figure 1. SVU Virtual learning Environment. 

4. Evaluation of Learning 

The quality control has become an urgent need and neces-

sity in all areas of life, including the field of learning. It seeks 

its evaluation process to control and develop the academic 

level of its students and graduates in accordance to the needs 

of the labor market. The evaluation process must include all 

aspects of the learning process, including: content, course 

organization, interaction between teachers and students, stu-

dents' interaction with each other, lessons, exams, and others 

[2, 3]. 

The evaluation process is no less important in virtual 

learning establishment than in traditional learning one. On the 

contrary, due to the special nature of virtual learning, and the 

dose of self-learning part (which leads us to insist on “learning” 

term instead of “education”), and the physical distances sep-

arating administration, tutors and students, the application of a 

more accurate evaluation becomes an urgent necessity [4]. It 

should also include all parts of the learning process: simul-

taneous sessions, outclass jobs, exams, and others. 

The virtual learning environment does not depend entirely 

on simultaneous sessions, as it is a self-learning environment 

for the student with the help of scientific content that must be 

prepared interactively and thoughtfully, which led to the 

emergence of new factors affecting the assessment process. 

Virtual learning is distinguished by preserving all the 

movements that take place in all corners of the learning pro-

cess within its electronic systems, which helps in the assess-

ment process to a large extent. It opens new horizons for those 

in charge of the subject of assessment and quality testing that 

can be used at any time. 

5. Quality Assurance in a Virtual  

Learning Environment 

Due to its virtual nature, SVU adopt a new form of quality 

assurance for its learning process based on the same rules 

adopted in any traditional learning process with major modi-

fications related to the nature of virtual learning. A previous 

study was conducted dealing with SET [1, 6, 7] (Students 

Evaluation of Teachers) and the different factors related to. In 

order to reach comprehensive value for teacher performance 

assessment we move forward in the present research to new 

process of evaluation of teaching‟s quality based on semester 

measurement with 4 components (Student evaluation of 

teachers; Administration evaluation of teachers; Peer evalua-

tion; and Self-evaluation). A new indicator is computed called 

Tutor Performance Indicator (TPI).  

5.1. TPI Computing Methodology 

TPI is a multidimensional indicator which reflects a com-

bination of the student assessment related teacher‟s perfor-

mance and teacher‟s commitment to good practices in virtual 

teaching (Online and offline Sessions management; Course 

management; Student‟s follow-up; and Exams). The value of 

this indicator varies between 0 (worst) and 100 (best). 

The objective of TPI‟s measuring is to improve tutoring 

process at Syrian Virtual University by monitoring tutor‟s 

performance. This indicator certainly has secondary benefits 

for program directors and SVU administration regarding the 

sustainability of tutor‟s contract with SVU. 

The information for good practice is generally taken elec-

tronically except for the control of sessions content since their 

monitoring is difficult to evaluate without human intervention. 

The decision concerning the weight of each practice is de-

termined each year by the quality control team and Univer-

sity's Board of Directors. 

The performance score is computed for each teacher where 

one could get a very good evaluation mark by achieving an 

average of high student assessment and high internal assess-

ment. Thus, a teacher with an outstanding teaching perfor-

mance can have a low evaluation mark if he/she commits 

insufficient good practices in course management, session 
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management, or the like. 

To compute tutor‟s performance indicator for each tutor 

(TPI), five independent teams composed of staff members and 

quality consultants have special authorizations to extract the 

necessary data in order to build the following five evaluation 

reports. Each report contains the measurement of multiple sub 

indicators used for the computation of Tutor‟s TPI: 

Table 1. Reports and Sub-indicators. 

Report Data Source Coverage Period Report Author Supervisor Decision Authority  

CME LMS All tutors Before exams 
Program director‟s 

assistant 
QA Supervisor 

Scientific affairs 

council 

SME Sessions All tutors Before exams QA consultant  QA Supervisor 
Scientific affairs 

council 

EXM  Exams All tutors After exams Exam director QA Supervisor 
Scientific affairs 

council 

SET1 Questionnaire  All tutors Middle of semester Survey system admin QA Supervisor 
Scientific affairs 

council 

SET2 Questionnaire  All tutors End of semester Survey system admin QA Supervisor 
Scientific affairs 

council 

QNL Virtual class  Samples  End of semester QA consultant  QA Supervisor University Council 

CMP All Sources Samples After request  QA Supervisor SVU‟s Vice President  University Council 

*CME: Classes Management Evaluation 

*SME: Sessons Management Evaluation 

*EXM: Exams Evaluation 

*SET: Students Evaluation of Teaching 

*QNL: Quality of online sessions 

*CMP: Complaints 

It‟s worth noting that the period of report issuing and pub-

lishing is fixed to increase the credibility of the report espe-

cially for those who depends on students‟ evaluation of tutor‟s 

performance. 

5.2. Measurement Sub Indicators 

The list of measurement sub indicators varies from one 

semester to the other as some negative practices completely 

disappear and new negative practices emerge. However, the 

following is a list of the practices observed since 2018 [7]. 

These sub indicators represent good and bad practices are 

mentioned in the following tables with the weight of each one. 

This list of items is adopted by SVU administration during 

academic year 2022/2023. 

Table 2. Sub indicators related to courses’ management (CME). 

# Items to be measures Weight 

 Organized work plan delivered to students at the beginning of the semester 10 

 Respect of the criteria mentioned in cursus‟ definition documents 10 

 LMS course‟s page is well structured, complete and follows SVU and quality matters standards [12, 13] 5 

 Detailed correction scheme of assignments is delivered to students 5 

 The correction scale of the assignment is uploaded and well explained 5 

 Follow-up of students‟ complaint about assignment correction at time 5 

Total 40 
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Table 3. Sub indicators related to sessions’ management (SME). 

# Items to be measures Weight 

 Periodicity and Commitment. 10 

 Sessions‟ schedule and organization (delivery and upload time plan) 10 

 Number of attended students 5 

Total 25 

Table 4. Sub indicators related to exams’ management (EXM). 

# Items to be measures Weight 

 Comprehensive and well-structured exam 10 

 Assessment respects the criteria mentioned in cursus‟ definition documents  15 

 Questions‟ editing 5 

 Questions‟ uploading and formatting 5 

Total 35 

Table 5. Sub indicators related to online activities (ONL). 

# Items to be measures Weight 

 Interactivity 20 

 Using good practices of presentations  15 

 Assessment respects the criteria mentioned in cursus‟ definition documents 15 

Total 50 

Table 6. TPI Computation. 

# Report Publishing date Grade 

 CME Before exams‟ period 40 

 SME Before exams‟ period 25 

 EXM Ater exams‟ period 35 

 ONL Before exams‟ period 25 

 SET1 Before exams‟ period 25 

 SET2 After exams‟ period 50 

Total 200 
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6. Results 

During the last 5 years 420 tutors are evaluated each se-

mester (twice by year) using the above-described. The eval-

uation is performed by a team composed of 16 members who 

constitutes the quality control service at SVU. 

The data is generated by 24 academic programs running 

actually at SVU. 8 bachelor programs delivered to approxi-

matively 17000 students in total where each program contains 

in average 50 courses; and 16 master programs delivered to 

approximatively 6000 students in total where each program 

contains in average 50 courses. 

Each semester, a global report is generated describing bad 

and good practices and making suggestion to ameliorate the 

quality of service and proposing advices to adjust the tutoring 

practices.  

A global guide of quality control measurement Is published 

and updated each semester at  

https://www.svuonline.org/en/quality/quality-assurance 

A list of best tutors is published on SVU‟s website in a 

special page such as the one published actually: 

https://www.svuonline.org/en/quality/f22-top-tutors 

Moreover, a training is delivered to tutors who had high 

percentage of bad practices (with grades less than 100/200), in 

order to adjust their errors. This gives any tutor the oppor-

tunity to continue as member of SVU staff.  

7. Discussion 

We present in this paper a new methodology for computing 

tutors performance indicator for virtual learning environment. 

The methodology is based on the computation of SET (Student‟s 

evaluation of teaching) in traditional learning. However, our 

methodology tries to adapt the SET‟s model of computation in 

order to be suitable for virtual learning. SET is computed gener-

ally regarding to 4 components: (1) Assessment of tutors per-

formed by learners; (2) Assessment of tutors performed by the 

administration; (3) Assessment of tutors performed by their peers; 

(4) Self-assessment of tutors. We adapt some components from 

the parts (1) and (2) to become suitable in the case of virtual 

learning environment during the computation of tutors‟ perfor-

mance indicator at Syrian Virtual University; However, many 

difficulties arises during this adaptation related to the lake of 

direct physical contact between tutors and students during the 

online sessions which could be held without video conferencing 

using the white board with voice interaction. This lake of video 

contact could influence some factors during students‟ judgment. 

An improvement of such factors could be done by forcing the use 

of video conferencing during few online sessions of the course 

which could be impractical in virtual learning. In the near future, 

we should improve the (TPI) by adding the two last components 

of the evaluation in order to establish a complete functional 

model of TPI evaluation for distant and virtual learning. 

8. Conclusions 

Computing Tutors Performance Indicator has become a 

necessity for evaluating the quality of courses in any aca-

demic institution. The importance of such indicators increases 

in n institution based on virtual learning since all contacts 

between students and tutors, and between students and the 

administration become online and distant. Thus, it is crucial to 

develop a new methodology to evaluate such indicator in such 

a virtual environment. This development is based on the 

methodology of TPI computation in a traditional learning 

environment and adapted to the virtual learning model since 

all the component of the model are virtual.  
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