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VAKIF UNIVERSITELERINDE ALGILANAN HiZMET
KALITESININ,

ALGILANAN OGRENCiIi MEMNUNIYETINE ve PRESTIJE
ETKISI

OZET

Egitimin ve bilginin 6nemi insanlik tarihinden bu yana tartisilamaz bir
gercektir. Hizla degisen ve gelisen ¢evremize adapte olmak, ayakta kalabilmek ve
kendimizi gelistirebilmek i¢in egitim ihtiyacimiz olusmaktadir. Bireyin 6zellikle de
mesleki yetkinligini kazanacagi yiiksekdgretim kurumlarinda sunulan egitim, bir
hizmet Uriiniidiir. Egitim hizmetinin siirdiiriilebilir olmasi ve daha iyiye gotiiriilmesi

icin 6grenciler tarafindan degerlendirilmesi gerekir.

Bu arastirmanin temel amaci iilkemizde sayilart hizla artan yiiksekogretim
kurumlarinin sunduklar1 egitim hizmetinin, alisilagelmis hizmet kalitesi 6l¢iim
araclarindan farkli olarak yiiksekogretim kurumlarindaki hizmet kalitesini 6l¢mek icin
gelistirilmis Yiiksekogretim Hizmet Kalitesi Olgegi kullanilarak 6lciilmesi ve bu
algilarin, 6grenci memnuniyeti ve prestij algilart ile iliskisinin incelenmesidir.
Calismamizda éncelikle Universite, Hizmet, Hizmet Kalitesi, Hizmet Kalitesi Olgme
Yoéntemleri, Ogrenci Memnuniyeti ve Prestij kavramlar1 agiklanmistir. Arastirmamiz
cercevesinde Ibn Haldun Universitesi'nde egitim goren Lisans ve Lisansiistii
ogrencilere  Yiiksekogretim Hizmet Kalitesi Olgegi (HESQUAL), Ogrenci
Memnuniyet Olgegi ve Algilanan Prestij Olgegi anket formunda doldurtulmus ve
cikan sonuglar degerlendirilmistir. Tlgili dlgekler arasindaki iliski pearson korelasyon
analizi sonucunda Hizmet Kalitesi ile Ogrenci Memnuniyeti arasinda kuvvetli bir iliski

oldugu sonucuna ulagilmistir ancak Hizmet Kalitesi ile Prestij Algilari arasinda iligki
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saptanmamistir. Elde edilen bu bilgiler 1s518inda Hizmet Kalitesinin boyutlari ile
Ogrenci Memnuniyeti arasindaki iliskinin saptanmasi i¢in Coklu Dogrusal Regresyon
Analizi yapilmistir. Analizimiz neticesinde “Egitimin Kalitesi” ve “ Doniistiiriicii
Nitelik” boyutlarinin Ogrenci Memnuniyetini kuvvetli etkiledigi gériilmiis olup bu

baglamda bulgularimizin teorik ¢ikarimlar tartigilmistir.
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ABSTRACT

Education and creation and dissemination of knowledge have been important
throughout history. We as humans need education in order to adapt to, and survive in
our rapidly changing and developing environment, and for self-improvement. The type
of education offered in institutions of higher education, where individuals gain
professional competence, is a service product. Student evaluations are a critical
element of securing the sustainability and improvement of the service of higher

education.

The number of universities is increasing rapidly in Turkey. The main purpose
of this research is measuring the service of education Turkish universities provide by
using the Higher Education Service Quality Scale (HESQUAL), which was developed
to measure the service quality in higher education institutions. Also, | examine the
relationship between quality perceptions on one hand and perceptions of student
satisfaction and prestige on the other. This study first explains the concepts of
university, service, service quality, service quality measurement methods, student
satisfaction, and prestige. The data for this research come from HESQUAL surveys,
and Gruber Student Satisfaction Scale and MAEL Perceived Prestige Scale
questionnaires filled by undergraduate and graduate students from lbn Haldun
University. | then performed a Pearson correlation analysis on the relationship between
the figures from these scales, and concluded that there is a strong positive correlation
between service quality and student satisfaction, but found no statistically significant
relationship between service quality and prestige perceptions. In light of this



information, | then conducted a simple linear regression analysis to determine the
relationship between the independent variable of service quality and the dependent
variable of student satisfaction. | observed that the dimensions of "Quality of
Education” and "Transformative Quality" of the independent variable of HESQUAL
results, strongly affect student satisfaction. A discussion of the theoretical implications

of my findings concludes the study.
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