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Background and Objectives: This study aimed to
investigate student teachers’ perceptions and expectations
regarding the quality of cultural and social services at
Farhangian University. Methods: This applied study
employed a descriptive-survey design. The statistical
population comprised all 94,594 enrolled student teachers.
Using multistage random cluster sampling, 956 students
were selected. Data were collected using a researcher-
made 16-item questionnaire assessing the quality of
cultural and social services. The questionnaire’s face and
content validity were confirmed by experts, and its
reliability was established using Cronbach’s alpha
coefficient. Data were analyzed using descriptive statistics
and a paired-samples t-test in SPSS version 26. Findings:
The results revealed a significant negative gap between
student teachers’ perceptions and expectations across all
dimensions of cultural and social service quality (p <
0.001), indicating that the services provided fell below
their expectations. The largest gap was related to the
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appropriateness of administrators’ and staff members’
attire with the dignity and professional status of the
teaching profession. Substantial gaps were also observed
in holding open-discussion forums and student meetings
and in organizing cultural-educational camps. The smallest
gap concerned extracurricular activities aimed at
strengthening and developing the teaching profession.
Conclusion: The findings indicate a need for systematic
evaluation and targeted planning to improve the quality of
cultural and social services at Farhangian University and
better align the services provided with student teachers’
expectations.

Cite this Article: Nazari, K., Ebrahimi, A., & Akbarnejad, G., (2026). The Quality of Cultural and
Social Services at Farhangian University from the Perspective of Student Teachers: A Study of
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Introduction

Service quality in higher education is an important criterion for evaluating university
performance and students’ academic experiences. Universities are responsible not
only for providing educational services but also for creating an environment
conducive to students’ cultural and social development. Service quality can be
assessed by comparing students’ expectations with their perceptions of the services
provided; a negative gap indicates that actual service falls below expectations (Elami
et al., 2019; Yidana et al., 2023). Cultural and social services are particularly
important at Farhangian University because its mission is to prepare future teachers
who need academic as well as cultural, social, and professional competencies.
Programs such as free-thinking forums, student meetings, cultural-educational
camps, and extracurricular activities can contribute to students’ university
experiences and professional development. Previous studies have reported gaps
between students’ expectations and perceptions of university services (Abili &
Keykha, 2020; Chui & Ahmad, 2016; Teeroovengadum et al., 2016). However,
limited research has focused specifically on cultural and social services at
Farhangian University. Therefore, this study aimed to examine student teachers’
perceptions and expectations regarding the quality of cultural and social services and
identify the gaps between them.
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Research Question(s)

1. Is there a significant difference between student teachers’ perceptions and
expectations regarding the quality of cultural and social services at
Farhangian University?

2.  Which services have the largest and smallest perception-expectation gaps?

Literature Review

Service quality in higher education is a multidimensional construct concerning
students’ evaluations of services in relation to their expectations. Comparing
perceptions and expectations helps identify weaknesses and priorities for
improvement. Previous studies have demonstrated discrepancies between students
expected and perceived service quality in higher education (Abili & Keykha, 2020;
Chui & Ahmad, 2016; Teeroovengadum et al., 2016). Elami et al. (2019) and Yidana
et al. (2023) emphasized the value of examining both expectations and perceptions
to identify specific areas requiring improvement. Cultural and social services can
promote participation, communication, social responsibility, identity development,
and professional growth. These functions are especially important in teacher
education, where students are preparing for a profession requiring social, cultural,
ethical, and professional competencies. The limited evidence concerning the
perception-expectation gap among student teachers at Farhangian University
provided the rationale for the present study.

Methodology

The study was applied in purpose and descriptive-survey in design. The statistical
population comprised 94,594 enrolled student teachers. Using multistage random
cluster sampling, 956 students were initially selected; after excluding incomplete and
invalid questionnaires, 927 were included in the final analysis. Data were collected
using a researcher-made 16-item questionnaire assessing the quality of cultural and
social services. Face and content validity were confirmed by experts, and reliability
was established using Cronbach’s alpha. Data were analyzed using descriptive
statistics and a paired-samples t-test in SPSS version 26. The perception-expectation
gap was determined by comparing the corresponding mean scores.

Results

The findings showed that student teachers’ perceptions of cultural and social service
quality were significantly lower than their expectations across all examined items (p
< 0.001). The largest gap concerned the appropriateness of administrators’ and staff
members’ dress and appearance to the dignity and professional status of teachers.
Considerable gaps were also found in the appropriateness of faculty members’
appearance to the dignity of the university and teaching profession, holding free-
thinking forums and student meetings, and organizing cultural and educational
camps. The smallest gap was related to extracurricular activities aimed at
strengthening and developing the teaching profession. Overall, the negative and
statistically significant gaps indicated that the services provided did not fully meet
student teachers’ expectations.
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Discussion

The findings are consistent with previous research showing gaps between perceived
service quality and students’ expectations (Abili & Keykha, 2020; Chui & Ahmad,
2016; Teeroovengadum et al., 2016). The largest gap concerning the appearance of
administrators and staff may reflect the importance of professional role modeling in
teacher education. Faculty members and staff can influence student teachers’
perceptions of professional identity and institutional standards. The gaps related to
free-thinking forums, student meetings, and cultural-educational camps suggest a
need for greater opportunities for participation, dialogue, social interaction, and
cultural experiences. Thus, service quality should be evaluated not only by the
number of programs offered but also by their relevance to students’ needs, quality of
implementation, and opportunities for meaningful participation. The relatively
smaller gap in profession-oriented extracurricular activities may indicate a more
favorable evaluation of services directly related to students’ future careers, although
these activities also require improvement.

Conclusion

The study demonstrated a significant negative gap between student teachers’
perceptions and expectations regarding cultural and social service quality at
Farhangian University. Systematic evaluation and targeted planning are therefore
needed to improve these services. The university should strengthen participatory
free-thinking forums and student meetings, redesign cultural and educational camps
to provide more interactive and meaningful experiences, and pay greater attention to
the professional appearance and conduct of faculty members and staff. Involving
student teachers in the design and evaluation of cultural and social programs may
further improve their effectiveness. Future research may use qualitative or mixed-
method approaches and compare Farhangian University with other higher education
institutions. The cross-sectional design and use of self-report questionnaires should
be considered when generalizing the findings.
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