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KISA OZET
HiZMET SEKTORUNDE KALITE YONETIMI

Murat YILDIZ

Bu arastirma ile Bakirkéy Prof. Dr. Mazhar Osman Ruh Saglgi ve Sinir
Hastaliklari Egitim ve Arastirma Hastanesi'nin, kanuni ehliyeti yerine olan
hastalarina yonelik hizmet veren bélimlerinde beklenen ve algilanan hizmet
kalitesinin SERVQUAL Olgegi kullanilarak élgtilmesi amaglanmis ve arastirmaya
110 hasta dahil edilmistir.

Bu galismada, A. Parasuraman, V. Zeithaml ve L. Berry'nin gelistirmis oldugu
ve gunimizde en yaygin olarak kullanilan hizmet kalitesi 6lgim metodu olan
SERVQUAL oélgegindeki ifade tiplerinin hastaneye uyarlanmis hali kullaniimistir. Bu
ifadelere coktan segmeli yedili likert dlgcek eklenerek anket formu hazirlanmis ve
dagitiimistir. Cevaplayicilardan, ankette bulunan ifadeleri kendilerine gére en dogru

sekilde puanlamalari istenmistir.

Toplanan anket formlari bilgisayara aktariimis ve detayli analiz ve
degerlendirmeler yapilarak bu arastirmanin ana hedefi olan sunulan hizmet

kalitesinin duzeyi istatistiksel olarak bulunmaya galigiimistir.
Anahtar Kelimeler: Hizmet Kalitesi, Hizmet Kalitesi Olcimi, Algilanan Hizmet

Kalitesi, Beklenen Hizmet Kalitesi, SERVQUAL Modeli, Likert Olgedi, Korelasyon
Analizi, t testi, SPSS Istatistiksel Analiz Programi.
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ABSTRACT
QUALITY MANAGEMENT IN SERVICE SECTOR

Murat YILDIZ

With this research, in departments of Bakirkoy Prof. Dr. Mazhar Osman Psychiatric
and Neurological Diseases Training and Research Hospital, perceived service
quality of the legal sufficiency patients was aimed to measure and 110 patients

included in the survey.

In this study, the most widely used service quality measurement method namely
SERVQUAL scale developed by A. Parasuraman, V Zeithaml and L. Berry was used
for a hospital application by using special scale queries. Seven likert scale was

added to this queries and a questionnaire was developed.

Collected questionnaires were transferred to computer and offered service quality

level was revealed through detailed statistical analysis and evaluations.
Key Words: Service Quality, Service Quality Measurement, Perceived Service

Quality, Expected Service Quality, SERVQUAL Model, Likert Scale, Correlation
Analysis, Paried Sample Test, SPSS Statistical Analysis Program.

Xii



