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Abstract

This qualitative instrumental case study explored the role of faculty in creating empathetic academic
service excellence at a public university in Florida. Based on interviews with diverse faculty, the study
investigated how empathy was enacted in faculty-student interactions and the practical strategies to
foster inclusive, supportive learning environments. The findings revealed that faculty empathy was
expressed through personalized responsiveness, flexible support strategies, and meaningful
engagement with students inside and outside the classroom. Faculty who shared personal experiences
and demonstrated understanding of students’ diverse challenges helped build trust, motivated
persistence, and promoted student well-being. The study also highlighted barriers to empathetic
practice, including time constraints, insufficient training, and institutional cultures that may not have
prioritized emotional engagement. Theoretical grounding in Emotional Intelligence (EI) underscored
the importance of empathy as a core competency for academic service excellence. While the research
was limited by its single-institution focus and reliance on faculty self-reporting, it offered practical
implications for faculty development and institutional policy. The study concluded by recommending
broader, multi-institutional research and the inclusion of student perspectives to further understand and
enhance empathetic academic service in higher education.
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Introduction

Pursuing academic service excellence is a cornerstone for universities striving to thrive in
today’s competitive higher education landscape (Wirtz & Zeithaml, 2018). In higher education, service
quality is shaped by the dynamic interactions between faculty and students, with excellence emerging
when student expectations are met and exceeded (Gronroos, 1984; Parasuraman et al., 1985, 1988).
This is particularly relevant for universities in Florida, where diverse student populations and evolving
educational demands require institutions to continuously adapt their service delivery models
(Govender et al., 2014; Sutin, 2018).

Empathy has become an essential component of academic service excellence, enabling faculty
to recognize and respond to the unique needs of both traditional and nontraditional students (Khattab,
2019). Faculty who engage empathetically are better positioned to tailor academic services, advance
inclusive learning environments, and provide the mentorship and support necessary for student
persistence and success (Thapa et al., 2013; Tinto, 1998). Research indicates that insufficient faculty
engagement and support significantly contribute to student attrition, emphasizing the imperative for
faculty to play an active, empathetic role in students’ academic journeys (Moss & Slate, 2017;
Simmons, 2017).

However, delivering high-quality, individualized academic services is complex due to the
intangible and heterogeneous nature of educational services, making it challenging to identify and
address service gaps before they affect student outcomes (Parasuraman et al., 1985; Souca, 2011).
Faculty often struggle to discern students' distinct requirements, as general academic services do not
always meet the diverse needs of all learners (Lederer et al., 2021). This challenge is compounded by
the increasing sophistication of student expectations and the rapid integration of technology in
instructional activities (Khan & Matlay, 2009; Ortiz, 2020).

Given these complexities, there is a pressing need to explore how faculty can create
empathetic academic service excellence, particularly within the unique context of Florida’s higher
education institutions. Faculty are expected to meet a wide range of student needs, respond to shifting
institutional expectations, and adapt to new technologies and teaching environments (Kim et al., 2021;
Sutin, 2018). These demands became even more visible during the COVID-19 pandemic and
aftermath, when faculty had to quickly adjust their teaching methods while still supporting students
academically and emotionally. Because of these challenges, it is important to understand how faculty
can provide academic services that are both effective and empathetic, recognizing students’
circumstances, challenges, and diverse backgrounds.

The diversity of the student body of Florida higher education institutions adds another layer of
complexity. The state’s colleges and universities serve a highly diverse student population, including
first-generation students, multilingual learners, working adults, and students balancing family
responsibilities. These students often rely heavily on faculty support to navigate their academic
programs. Understanding how faculty in Florida interpret and deliver academic service excellence to
this diverse student body is therefore essential because their actions directly influence student
persistence and success.

While universities across the country are working hard to improve the quality of academic
services by adopting new strategies and frameworks (Tayeb, 2016; Weerasinghe et al., 2017;
Yamaqupta, 2014), there is still limited research on what service excellence looks like in day-to-day
faculty practice. Most existing studies focus on institutional policies or student satisfaction surveys,
but they do not capture the lived experiences of faculty who deliver these services in real time. This
gap makes it difficult for institutions to design practical training, support systems, or evaluation tools.

The study was conducted to address this gap. It seeks to understand how faculty define
academic service excellence, how they strive to deliver it, and the challenges they face, especially
during periods of disruption such as the pandemic. By examining faculty perspectives, the study
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provides insight into the specific behaviors, attitudes, and competencies that contribute to meaningful
academic service experiences.

Continued research is needed to understand how service excellence is enacted in practice and
how faculty create meaningful service experiences that support student persistence. By leveraging
contemporary models of service quality and best practices in faculty engagement, universities can
develop academic environments that meet and anticipate, and respond to the evolving needs of their
students, ultimately supporting institutional sustainability and student success (Al Shobaki & Abu
Naser, 2017; Wirtz & Zeithaml, 2018).

Purpose of Study

This qualitative instrumental case study examined the faculty's role in creating empathetic
academic service excellence in a selected university in Florida. The research question was: What is the
role of faculty in creating empathetic academic service excellence in a selected university in Florida?

Literature Review

Empathy in higher education is increasingly recognized as a fundamental element of academic
service excellence. Faculty members play a crucial role as primary agents of student engagement,
promoting empathetic environments that enhance student learning and well-being.

Initially rooted in psychology and philosophy, empathy has evolved to encompass educational
contexts. Formerly defined as the cognitive and emotional engagement that allows one to identify with
another’s emotions and offer support that reflects genuine emotional insight, empathy has been
incorporated into educational theories that emphasize holistic student development. For example, the
humanistic approach to education accentuates the importance of addressing students’ emotional and
social needs alongside their cognitive growth (Bairaktarova & Direito, 2024).

Faculty members’ influence on the academic environment is significant. Research shows that
when faculty share aspects of their identity and personal experiences, they foster trust and openness,
encouraging deeper student engagement (Hamdan et al., 2024). This identity sharing is vital for
building empathetic relationships, supporting students, and retaining them.

Nonetheless, challenges remain in implementing empathy within academic settings. Faculty
often encounter barriers such as time constraints, inadequate training, or institutional cultures that do
not prioritize emotional engagement. To overcome these challenges, institutions must provide support,
professional development, and a commitment to encouraging empathetic practices within the academic
community.

Empathy is interwoven with academic service excellence, with faculty playing a pivotal role
in its cultivation. Faculty can create empathetic environments conducive to student success through
intentional practices, identity-sharing, and service-learning participation. Ongoing research and
institutional support are necessary to address the challenges of incorporating empathy into higher
education.

Empathy, as a vital component of academic service excellence, is evident in faculty who
create environments that support student engagement, learning, and overall well-being (Bridenbaugh
et al., 2024). Empirical research has demonstrated a strong association between faculty empathy and
positive student outcomes, including improved academic performance, greater satisfaction, and higher
retention rates (Bridenbaugh et al., 2024). When faculty exhibit empathy by understanding student
challenges, showing patience, and offering flexibility, students report stronger connections with
educators and improved morale. Sharing personal experiences and vulnerabilities fosters trust,
encouraging students to engage more deeply, especially those facing academic or personal difficulties
(Bridenbaugh et al., 2024).
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Villena Martinez et al. (2024) assessed empathy among university educators using the
Interpersonal Reactivity Index. They found high levels of perspective-taking and empathic concern,
with female faculty often reporting higher empathy scores. Greater empathy was correlated with more
positive faculty-student relationships and more effective support for student development (Villena
Martinez et al., 2024).

Williams (2023) conducted a qualitative study examining how career college students
experienced a student success course designed to improve persistence and achievement. Many
participants emphasized that guidance on time management, academic planning, and personal growth
gave them a sense of direction they had not felt before. The findings suggest that student success
courses can promote a sense of belonging and motivation, particularly for nontraditional learners
balancing school with work and family responsibilities.

Asmamaw and Semela (2023) shifted the focus from classroom practice to leadership,
interviewing faculty about the emotional intelligence of academic leaders in Ethiopian universities.
Their qualitative descriptive study found that faculty perceive emotionally intelligent leaders as better
at relationship management, empathy, self-management, and self-awareness qualities that, in turn,
raise staff engagement and morale (Asmamaw & Samela, 2023). This expands the notion of
empathetic service, sets norms for leaders to provide resources that enable empathy to be practiced
sustainably.

Veix (2024) examines how students' understanding of emotional intelligence skills shapes
their experience during their first year in college. Veix’s findings show that students themselves use
emotional skills to navigate academic life, such as recognizing anxiety early, negotiating with
instructors about deadlines, and seeking peer support when motivation lags. Veix’s findings suggest
that institutionally supported reflection or coaching could accelerate the development of emotional
intelligence (Veix, 2024).

Gold’s (2023) study, Comparison of Emotional Intelligence, Background Variables, and
Academic Performance Among Prelicensure Nursing Students, examined how emotional intelligence
relates to nursing students’ academic outcomes. The findings showed that higher EI scores,
particularly in self-awareness, emotional regulation, and empathy, were associated with stronger
academic performance and better clinical evaluations (Gold, 2023). The study emphasized that while
traditional measures like GPA are important, emotional intelligence adds a dimension that supports
resilience, adaptability, and effective patient care, underscoring its value as a predictor of nursing
student success (Gold, 2023).

Moreover, service-learning initiatives provide evidence of the faculty's role in promoting
empathy. Bowen (2016) found that when faculty actively facilitate service-learning, students are
encouraged to reflect critically on social issues and personal experiences, promoting the development
of empathy and civic responsibility. These experiences enable students to connect academic theory
with real-world contexts, enhancing their empathy and social consciousness (Bowen, 2016).

In conclusion, while faculty empathy offers numerous benefits, challenges such as time
constraints, lack of training, and institutional cultures that may not prioritize emotional engagement
often hinder its practice (Bridenbaugh et al., 2024). To embed empathy as a core value within
academic service excellence, ongoing professional development and institutional support are essential
(Villena Martinez et al., 2024).
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Theoretical Framework

Emotional intelligence (EI) is a robust framework for understanding how individuals perceive,
manage, and utilize emotions in both interpersonal and professional contexts. This framework is
particularly relevant for advancing empathetic academic service excellence. Salovey and Mayer
(1990) first introduced EI as the awareness and interpretation of emotional experiences, enabling
individuals to respond with intention and emotional clarity in personal and interpersonal contexts.
Their foundational work established EI as distinct from cognitive intelligence and highlighted its
significance in social and emotional functioning (Salovey & Mayer, 1990).

Subsequent research by Salovey and Mayer (1997) further refined the EI model, identifying
four key branches: perceiving emotions, using emotions to facilitate thought, understanding emotions,
and managing emotions. This ability-based model distinguishes EI from broader mixed models that
combine emotional abilities with personality traits and social competencies (Mayer et al., 2004).
Empathy, the capacity to recognize and understand others' emotions, remains a central component of
EI and is especially crucial in academic service settings, where faculty and staff must respond
sensitively to students’ diverse needs and challenges (Mayer et al., 2004; Salovey & Mayer, 1990).

This study highlights the value of EI in educational environments. Romanelli et al. (2006)
found that EI contributes to academic performance above and beyond traditional intelligence measures
and can be developed through targeted educational interventions. This suggests that institutions can
enhance empathetic academic service by nurturing EI competencies among faculty and staff.
Furthermore, EI is linked to improved communication, stronger relationships, and greater student and
staff satisfaction (Brackett et al., 2011).

Within academic service, empathy is a particularly relevant construct. It enables faculty,
advisors, and support staff to anticipate, interpret, and respond appropriately to student needs, thereby
improving trust, communication, and satisfaction in academic environments (Boyatzis et al., 2000).
When academic service staff demonstrate empathy, students are more likely to feel heard, respected,
and supported, which is associated with greater persistence and satisfaction in higher education
(Brackett et al., 2011).

Emotional intelligence theory also supports both individual and institutional approaches to
service excellence. At the individual level, emotionally intelligent faculty are better equipped to
manage classroom dynamics and student relationships. At the institutional level, universities that
prioritize EI across their culture, policies, and training foster environments that promote student
engagement and well-being (Brackett et al., 2011).

In summary, Emotional Intelligence theory, especially its emphasis on empathy and emotional
regulation, offers a comprehensive theoretical foundation for understanding and enhancing empathetic
academic service excellence. By integrating EI into individual practice and institutional culture,
universities can more effectively address their students' complex emotional and relational needs,
ultimately supporting higher levels of satisfaction and achievement (Romanelli et al., 2006).

Methodology
Research Design

This study employed a qualitative, instrumental case study design to explore the role of faculty
in creating academic service excellence in higher education. Qualitative research was selected for its
ability to uncover rich, in-depth insights into participants’ lived experiences and the meanings behind
their actions (Creswell & Poth, 2018; Patton, 2015; Yin, 2014). The case study approach enabled a
detailed examination of faculty practices and perspectives in their real-world academic environment. It
used multiple data sources to ensure a comprehensive and clever understanding of the phenomenon
(Merriam & Tisdell, 2015; Percy et al., 2015).
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Setting

The research was conducted at Emma University (a pseudonym), a four-year public university
in Florida. Emma University serves a diverse population, including Florida residents, out-of-state, and
international students, with campuses spread across the state (State University System of Florida,
2023). At the time of the study, the university enrolled 13,504 students, 9,280 undergraduates and
4,224 graduates, and employed 659 instructional faculty members. The faculty body was diverse in
terms of gender, ethnicity, academic rank, and disciplinary background, reflecting the broader
characteristics of higher education faculty in the United States (Kamran et al., 2019). The university
offers a range of undergraduate, graduate, and professional programs and is accredited and chartered,
providing a representative context for examining academic service excellence.

Participant Selection

As a qualitative study, eight participants were purposefully selected from the faculty
population using criterion sampling, which targets information-rich cases that meet specific
requirements relevant to the research focus (Patton, 2015). The participants' size aligns with
qualitative research guidelines, which emphasize depth of insight over numerical representation and
recommend small, information-rich samples for case study inquiry (Creswell & Poth, 2018; Patton,
2015; Stake, 1995). The selected participants met the following study criteria: they were tenured or
tenure-track faculty, had taught at Emma University for at least two years, and were actively teaching
during the study period. The final list of the participants consisted of six men and two women, a
distribution that reflected the gender composition of eligible faculty within the participating
departments rather than an attempt to achieve demographic balance. Purposeful sampling in qualitative
research prioritizes relevance and experience over proportionality, and the inclusion of both men and
women ensured a range of perspectives while remaining true to the context of the case (Merriam &
Tisdell, 2015; Patton, 2015). Participants represented diverse academic backgrounds, including
chemistry, education, statistics, and actuarial science, and varied in teaching experience from 2 to 30
years. They also reflected multiple racial and ethnic identities, including White, Asian, and Black or
African American. This diversity in discipline, experience, and background strengthened the study by
ensuring that each participant could offer meaningful, experience-based insight into how faculty
understand and enact academic service excellence (Monteiro, 2017).

Data Sources

Instrumental case study designs benefit from using multiple data sources, such as interviews,
observations, archival materials, and existing datasets, to enhance the depth and reliability of findings
(Creswell & Poth, 2018). This study collected data from faculty interviews and relevant documents
about their role in fostering academic service excellence. The rationale for selecting these sources was
to capture first-hand perspectives and contextual evidence, thereby providing a comprehensive
understanding of faculty practices. Each data source was chosen for its unique strengths and
limitations, with careful consideration given to how they would collectively inform the research
objectives.

Semi-structured interviews served as the primary data collection method. Interviews, defined
as dialogues between an interviewer and an interviewee, can be structured, semi-structured, or
unstructured (Bird, 2016; Creswell & Poth, 2018; Patton, 2015). Semi-structured interviews were
selected for their flexibility and ability to elicit detailed, in-depth responses, allowing for follow-up
questions and clarification (Guest et al., 2013). This approach also enabled the capture of non-verbal
cues and encouraged a conversational atmosphere, as recommended by Yin (2014). While interviews
offer advantages such as focused data collection and higher response rates (Creswell & Poth, 2018),
they also present challenges, including access to participants and the potential influence of the
interviewer’s demeanor on responses (Creswell & Poth, 2018; Patton, 2015). To address these issues,
participants were assured of confidentiality through the use of pseudonyms, and rapport was
established to create a comfortable, open environment (Yin, 2014). This careful approach helped
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ensure the reliability and authenticity of the data collected. Flowing from the research question, the
following semi-structured interview questions were posed to interviewees:

1. How do you become aware of your own emotional responses when interacting with students
who need additional support?

2. When you encounter a student who is frustrated, anxious, or disengaged, how do you manage
your own emotions to remain supportive and effective?

3. Tell me about a time when you had to adjust your communication or behavior to maintain
patience, clarity, or calmness during a difficult student interaction.

4. How do you identify the unique needs of your students, especially those who may not openly
express their challenges?

5. Can you share an example of when you adapted your teaching or support approach to better
meet a student’s individual circumstances?

6. What strategies do you use to build trusting relationships with students from diverse
backgrounds?

7. How do you create an environment where students feel comfortable approaching you for help
or sharing their concerns?

8. What challenges do you face when trying to provide empathetic academic support to students?
Data Analysis

Qualitative data analysis involved systematically condensing and organizing extensive
interview data to identify meaningful patterns and themes related to faculty roles in academic service
excellence (Patton, 2015). The process began with content analysis of interview transcripts, in which
key elements were summarized, and significant phrases were coded with labels or descriptors that
captured the essence of participants’ responses (Privitera & Ahlgrim-Delzell, 2019). Through constant
comparison, similar codes were grouped into categories, enabling the identification of logical
groupings and relationships within the data. Both deductive and inductive approaches were employed:
deductive analysis focused on patterns aligned with predetermined theoretical constructs, while
inductive analysis allowed for the emergence of new insights directly from the data (Patton, 2015;
Privitera & Ahlgrim-Delzell, 2019). Finally, categories were synthesized into overarching themes
based on similarities, frequency, and context, and redundant or irrelevant data were removed to ensure
clarity. This systematic approach enabled the reduction, interpretation, and meaningful presentation of
qualitative findings.

Findings

Three themes emerged from the data collected to answer the research question: What is the
role of faculty in creating empathetic academic service excellence in a selected university in Florida?
Three major themes emerged from the data analysis: responsiveness to students' needs, student support
strategies, and student-to-faculty interaction. Participant narratives support the themes, and
pseudonyms such as A, B, C, and D are used to ensure participants’ anonymity.

Responsiveness to Students’ Needs
Participants’ responses showed that many faculty members were responsive to students in

ways that supported their academic success and progression toward graduation. Faculty G described
his approach of responsiveness by sharing the following narrative:
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I tell them I have been there before. That is what I always say; I have been there. I have done
this before, and I was in this situation before. So, because I have lived that life, I relive my
experience as a student with my students so they can do it too. These are challenging times,
but you can do this; I empathize with you. I have been there. I have done that before. For me,
that is what empathy is all about.

Faculty G believed that when students realize faculty are sensitive to their struggles, it creates
a supportive environment conducive to academic service excellence. Similarly, Faculty B emphasized
the importance of mutual respect and understanding, drawing from his experiences as a student:
“There is mutual respect in the relationship I have with students because I was once a student. So, just
because [ am a faculty member does not mean I should disregard my students’ emotional needs.”
Faculty C, who works primarily with master’s and doctoral students, noted that while many students
are self-aware, some may not recognize when they need help. Faculty C explained:

All my students are either master's students or doctoral students. They are knowledgeable, and
they know when they need help. However, I have had a couple who do not know they need
help but do. However, I offer them something that leads them to a place where they recognize
they need help. I am not too overt about it, but I think that is the best help I can give them as
master's and doctoral students.

Faculty A supported the idea that empathy and responsiveness to students’ emotions are
crucial to their success. Faculty A shared:

What I do most is empathize or try to make sure they know I was once a student. I have also
had struggles. I point out that things like math are hard. I struggled a lot with math. However,
here are some things you can do to improve. Returning to the previous information will be
tough, but that is where you need to spend your time and focus. I empathize more than just
saying you need to learn this, and that inspires or breaks down this barrier that is usually there.

Faculty D and Faculty F echoed similar sentiments, stressing the importance of gentle
language and affirming students’ experiences. Faculty D explained:

From their perspective, an email always says you are right. Especially in difficult situations,
this type of tone will soften the conversation. I make them feel that their ideas are valued and
that I am happy about their ideas and accomplishments.

Faculty F added:

I make my students understand that I have been there before. I told them that failure in a
course, one examination, or a not-too-good performance is not the end of one's life or defines
the student's entire performance.

These narratives collectively illustrate how faculty empathy, expressed through personal
sharing, supportive language, and recognition of students’ challenges, fosters an environment where
students feel understood, valued, and motivated to succeed.

Student Support Strategies

Participants’ responses revealed that accommodations for students, such as faculty flexibility
in addressing students’ needs and providing alternative roles and assignments for those with unique
circumstances or who cannot meet deadlines, were pivotal in promoting academic service excellence.
The literature supports the argument that faculty readiness to provide additional support mechanisms
and allowances is critical for motivating students to excel academically (Ortiz, 2020; Snijders et al.,
2020). Several participants noted that Emma University’s faculty employed flexible teaching and



International Journal of Progressive Education, Volume 22 Number 3, 2026
© 2026 INASED

learning methods and encouraged students to ask for assistance without hesitation. Faculty C
highlighted this approach, stating:

In January, one of my students had COVID. Another and his wife had COVID. They have all
kinds of medical problems, just like people do. Somebody's father-in-law died. I tried to be
very empathetic and sympathetic, and I made allowances. I trust them. I know that sometimes,
students need to be more trustworthy. Somebody might have said, well, my grandmother is
sick, and I went to see her because they do not have the assignment, and that is all right. I trust
them. These are people who have a job, and they are working full time. They are going to
school, and most of them have families. One or two do not have families, but most have
families. I do not see how they do it all, but I make allowances when they ask me. If they do
not ask me and they are missing some work, I get to them and say, Are you having problems?
Can I help you with something? What is the holdup here? I would never say, Where are you?
Get it in by so and so. No, I would never do that. Is there anything I can do to help you get in?
That is the relationship I have established with my students.

Faculty A added that he tried to make room for all his students. Faculty A remarked:

Since students are struggling with a particular topic, I either readdress it in class or address it
one-on-one, because students who are willing to come to me during office hours may do so.
Still, students unwilling to come to me during office hours may also struggle. I will bring that
up in class and try to teach it differently. I do make room for students to submit late
assignments or makeup tests.

Similarly, Faculty E stated, “Students are expected to have acquired certain skills and
competencies, so I provide students with the needed assistance.” Faculty G noted that each student is
unique, as are their needs, goals, and aspirations; therefore, he provided students with the necessary
accommodations and assistance to meet individual needs. Faculty G remarked:

Usually, I have students come to me and say, “I am an A student,” even before the course
starts, and right away I know this student is a high achiever. Some students may come to class
late, either not very seriously or need a slight push. I teach most of my courses in the evenings,
and my evening courses are filled with students who are parents, who work full time, and
sometimes are unwell. These are all some of the issues that I can pick out. I tried not to blame
anybody but to see how to accommodate those students. It is about being more personable so
that students can open up and let you know their exact needs. I know how students operate, so
I emphasize more in one area and less in another.

Student-to-Faculty Interaction

All participants agreed that social interaction between faculty and students motivates students.
Their empathy for students was not limited to academics and classroom management alone, but also to
what happened to students outside of the classroom setting. Participants revealed that Emma
University is keen on promoting community among students, where faculty take a holistic approach to
providing excellent academic service. Participants also believed that being part of students’ social life
gave students a sense of community, trust, and confidence, and the willingness of individuals to share
their personal experiences with faculty members, particularly experiences that have had a significant
impact on their academic success. Faculty G remarked:

Apart from going to the library and meeting them, talking with them, and so on, I try to have
extracurricular activities on campus with my students. For example, there are other situations
where a student may invite me to an extracurricular activity and say, We are doing a
fundraiser for this or that. I show up to let them know that I value what they do even outside of
class, and I want to see them, you know, progressing, and so that is just an example.
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Similarly, Faculty H intimated that there is easy communication when trust is built over time.
Faculty H explained:

I position myself in such a way that they can trust me and that I understand their needs, and I
will do everything to support them. Trust is built initially, and I show them I genuinely care
about them. For example, I have a student who was at the proposal stage of her dissertation
but had delayed her work because she gave birth to two kids. So, I called her last month and
told her she needed to pick up from where she left off; otherwise, I would not supervise her
work again. We discussed her challenges, and I guided her on how to continue with her work.
My call prompted her to take her work seriously. Yesterday, she got her IRB approval letter
and will start collecting data. She would have given up on herself if I had not contacted her.

Faculty H further suggested that though the evidence of empathetic academic service
excellence may be subtle, empathizing with students on their issues outside the classroom directly
relates to students' academic success. Other participants mentioned they felt obligated to attend to
students' social issues or problems to show their commitment to understanding students' issues
emotionally and providing relevant support. Faculty E remarked, “I do invite my students to
Thanksgiving and other holidays so that they can feel at home.” Faculty A recounted a situation where
he had to attend a student's athletic game. Faculty A recounted:

A student approached me with a concern after class one afternoon. The student’s issue was
that he had a tournament, and all his teammates’ families would be there. They would take
pictures as a team and with their families after the game, but his parents could not attend the
tournament because of health issues, so he wanted me to be there and represent his family. I
accepted his request and attended the tournament as promised. This made a whole difference
for the students, and I am glad I attended the tournament. I still have the pictures we took that
day.

Discussion

The findings from this study reinforce and expand upon the growing body of literature that
positions empathy as a bedrock of academic service excellence in higher education. Three major
themes, responsiveness to students’ needs, student support strategies, and student-to-faculty
interaction, emerged from the data and collectively illustrate the multifaceted ways faculty contribute
to an empathetic academic environment.

The first theme, responsiveness to students’ needs, was vividly demonstrated through faculty
narratives that described an understanding of students’ academic challenges and a willingness to share
personal experiences and vulnerabilities. Faculty members frequently referenced their student
journeys, using personal stories to build trust and rapport. This approach aligns closely with the
literature, particularly the work of Hamdan et al. (2024) and Bridenbaugh et al. (2024), who found that
faculty identity sharing promotes openness and deeper student engagement. The findings corroborate
these studies, showing that students feel more understood and motivated when faculty openly
acknowledge their past struggles and empathize with current student difficulties. As described by
several participants, the emphasis on gentle language and affirming students’ experiences echoes the
humanistic educational philosophy outlined by Bairaktarova and Direito (2024), which advocates for
addressing students’ emotional and social needs alongside their academic development.

The second theme, student support strategies, further substantiates the empirical literature that
underscores the importance of flexibility and individualized support in academic settings (Ortiz, 2020;
Snijders et al., 2020). Faculty in this study described a range of accommodations, from allowing late
submissions to proactively reaching out to students facing difficulties. These accounts support the
assertion that faculty empathy is not merely attitudinal but is enacted through concrete, supportive
behaviors. Notably, the findings highlight a better understanding of student diversity in academic
ability and life circumstances, prompting faculty to tailor their support accordingly. This adds depth to
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the literature by illustrating how empathy is operationalized in daily academic practice, particularly in
response to unforeseen challenges such as illness or family emergencies.

The third theme, student-to-faculty interaction, underscores the critical role of social
engagement beyond formal classroom settings. Participants shared experiences attending
extracurricular events and celebrating personal milestones, reflecting a comprehensive commitment to
students' holistic development. This finding aligns with prior research emphasizing the importance of
faculty-student relationships in promoting student success. For instance, Lillis (2011) highlights that
faculty emotional intelligence positively influences student-faculty interactions, which can enhance
student retention. Additionally, Bozkurt and Ozden (2010) found that empathetic classroom climates
significantly impact students' academic success. The present study adds to this literature by illustrating
how faculty involvement in students’ lives, including participation in athletic events and community
gatherings, creates a more profound sense of connection and community. Though often subtle, such
gestures were perceived by students as meaningful affirmations of their worth and potential.

This study’s novel contribution is the detailed portrayal of faculty identity sharing as a
deliberate strategy for building empathetic relationships. While previous research has acknowledged
the importance of faculty empathy, the current findings offer a richer, more granular account of how
sharing personal experiences and demonstrating vulnerability can break down barriers and inspire
students. Additionally, the study sheds light on the understated but impactful ways faculty address
students’ social and emotional challenges, reaffirming the interconnectedness of academic and
personal well-being.

In summary, the findings corroborate the established literature on the benefits of faculty
empathy in higher education, while also offering new perspectives on the mechanisms through which
empathy is enacted. By illuminating the significant practices of responsiveness, flexibility, and social
engagement, this study adds to understanding how empathetic academic service excellence is
cultivated in real-world university settings.

Practical Implications

The findings from this study highlight clear, actionable steps faculty can take to foster
empathetic academic service excellence. By examining the themes of responsiveness to students’
needs, student support strategies, and student-to-faculty interaction, several practical implications
emerge for faculty roles and behaviors in higher education.

Faculty who share their academic journeys and challenges help humanize the learning
experience. When faculty openly communicate that they, too, have faced obstacles, students feel
understood and less isolated in their struggles. This practice encourages students to seek help and
fosters a culture of openness and trust. Faculty should be encouraged to integrate personal narratives
and empathetic language into their teaching and advising, as this approach breaks down barriers and
motivates students to persist.

The study demonstrates that flexibility, such as allowing late submissions, offering alternative
assignments, and proactively reaching out to students facing difficulties, is essential for supporting
diverse student populations. Faculty who trust their students and accommodate their unique
circumstances create an environment where students feel valued and supported. Institutions should
support faculty in adopting flexible policies and provide resources or guidelines for making reasonable
accommodations, especially for students balancing work, family, and health challenges.

Empathetic academic service excellence extends beyond academic content. Faculty
engagement in students’ extracurricular activities and personal milestones, such as attending athletic
events or inviting students to holiday gatherings, strengthens the sense of community and belonging.
Though sometimes subtle, these gestures profoundly impact student motivation and academic
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persistence. Faculty should be encouraged and recognized for investing time in building relationships
with students outside the classroom, as these interactions contribute significantly to student success.

The findings reinforce the importance of faculty awareness of students’ social and emotional
challenges. Faculty who check in with students about their well-being, offer a listening ear, and
provide guidance or referrals to support services can make a critical difference in students’ academic
journeys. Institutions should provide training and resources to help faculty recognize signs of distress
and respond appropriately, ensuring students receive the holistic support they need.

Finally, the collective actions of empathetic faculty contribute to a broader institutional culture
of care and excellence. When faculty consistently demonstrate empathy, it signals to students that their
well-being is a priority. This, in turn, can improve student retention, satisfaction, and overall academic
achievement. Institutions should celebrate and promote empathetic practices among faculty,
integrating empathy into professional development, evaluation, and recognition programs.

In summary, the practical implications of these findings suggest that faculty play a pivotal role
in shaping empathetic academic environments. Faculty can create a culture of academic service
excellence that supports student engagement, persistence, and success by being responsive, flexible,
relational, and attentive to students' holistic needs.

Limitations and Suggestions for Future Research

While this study offers insights into the role of faculty in creating empathetic academic service
excellence, several limitations should be acknowledged. First, the research was conducted within a
single university in Florida, which may limit the generalizability of the findings to other institutional
contexts or geographic regions. The selected university's unique culture, policies, and student
demographics could have influenced faculty practices and student experiences, making it difficult to
assume that similar patterns would emerge elsewhere.

Second, the study relied primarily on qualitative data collected through faculty narratives and
self-reported experiences. While these rich, descriptive accounts provide depth and details, they are
also subject to potential biases such as social desirability or selective memory. Faculty may have
portrayed their actions more favorably or emphasized particular stories that align with the study’s
focus on empathy. Additionally, the absence of direct student perspectives means that the impact of
faculty empathy on students’ experiences and outcomes was inferred rather than directly measured.

A further limitation is the relatively small and possibly homogeneous sample of participants.
The faculty interviewed may share similar values or approaches to teaching and service, particularly if
they were selected or self-selected based on an interest in student support and empathetic practice.
This could result in an overrepresentation of positive or proactive strategies, while underrepresenting
faculty who may struggle with or deprioritize empathetic engagement.

Given these limitations, several suggestions for future research emerge. Expanding the study
to include multiple institutions, both public and private, large and small, and diverse geographic areas,
would provide a broader understanding of how institutional context shapes faculty empathy and
academic service excellence. Including students’ perspectives would also be valuable, offering a more
comprehensive view of the effectiveness and authenticity of faculty empathy as experienced by those
it is intended to benefit.

Future research could also employ mixed-methods approaches, combining qualitative
interviews with quantitative measures of student outcomes, such as retention, satisfaction, or academic
performance. This would help establish clearer links between faculty empathy and tangible student
success indicators. Additionally, exploring the experiences of faculty who face challenges in
practicing empathy, due to workload, institutional constraints, or personal factors, could shed light on
barriers and support needs that are not fully captured in the current study.
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Finally, longitudinal studies could examine how faculty empathy and student support
strategies evolve, and how sustained empathetic engagement influences long-term student
development and institutional culture.

In summary, while this study provides important insights, its findings are bounded by
contextual, methodological, and sample-related limitations. Addressing these through broader, more
diverse, and methodologically varied research will deepen our understanding of empathetic academic
service excellence in higher education.
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