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Sosyal Yardim Hizmet Kalitesi; Van ili Uygulamasi

Emrullah Kipgak Ertugrul Cavdar*
Yiiziincii Y1l Universitesi,
Tiirkiye Tiirkiye
Ozet

Yirminci ylizyilin baglarindan itibaren, toplum yapisinda ve teknolojide yasanan hizli degisimler iiriin
kalitesi ve kalite yonetimine bakis agisinin da degigsmesine neden olmustur. Bu degisiklikler
neticesinde miisterilerin goriislerine 6nem veren ve kalite yonetimini orgiitiin tiim birimlerini ve tiim
stireclerini kapsayan bir siire¢ olarak géren yeni bir yonetim anlayisi gelismistir. Bu gelismeler sadece
ticari kuruluglarla kalmamig kamu kurumlarinin ve sosyal amaglh orgiitlerinde hizmet kalitesine daha
¢ok 6nem vermesine neden olmustur.

Bu ¢alismanin amaci, hizmet kalitesini anlayabilmek ve degerlendirebilmek iizere belirlenmis olan
hizmet kalitesi boyutlarin1 dikkate alarak, kar amaci giitmeyen bir anlayisla hizmet veren sosyal
yardim kurumlarmin hizmet kalitesini degerlendirmektir. Ayrica hizmet sunumunda Snemli oldugu
diigiiniilerek, yeni bir hizmet kalite boyutu olarak “bilgilendirme” nin de 6nemi arastirilmistir. Bu
caligmada uygulama alani olarak Van ilinde hizmet saglayan sosyal yardim kurumlari se¢ilmistir.
Calismada once hizmet kalitesini 5lgmeye yonelik olarak gelistirilen ServQual ve ServPerf yontemleri
kisaca agiklanmis ve Tirkiye’de sosyal hizmet saglayan kurum ve kuruluglara deginilmistir.
Calismanin uygulama boliimiinde ise, Van ilinde sosyal hizmet saglayan kurum ve kuruluslardan
sosyal yardim alan bireylerle ger¢eklestirilen anket caligmalarindan elde edilen veriler dogrultusunda
yapilan analizler ve yorumlara yer verilmistir.

Calismanin sonucunda Onem diizeyi verilerine gore bilgilendirme boyutunun, sosyal hizmet
kurumlarindaki hizmet kalitesi agisindan gerekli bir boyut oldugu sonucuna varilmigtir. Mevcut durum
degerlendirmelerinde sosyal yardim kuruluglarinin sundugu hizmet kalitesinin yetersiz oldugu
anlagilmaktadir. Kalite memnuniyeti agisindan vakiflarin diger kuruluslardan daha iyi oldugu
goriilmiistir.

Anahtar Kelimeler: Hizmet Kalitesi, Sosyal Yardim Kurumlar

Quality Of Social Aid;An Aplication At Van City
Abstract

From the beginning of the twentieth century, the rapid changes on social structure and technology
have led to fundamental changes in view of product quality and quality management. As a result of
these changes, a new management perspective that considers customers’ opinions and quality
management as a process comprises whole units and processes had developed. These developments
are not only limited with to mercantile establishments but also caused to pay more attention to service
quality of public enterprises and social aimed organizations.

The aim of this study is, by considering service quality dimensions that identified to understand and
evaluate service quality, to evaluate the service quality of non-profit social aid organizations.
Moreover, as assumed important in service quality, the importance of “informing” is examined as a
new service quality dimension. In this study the social aid organizations in Van are chosen to study.

In the study, first, ServQual and ServPerf methods are used to evaluate service quality of public
assistance organizations in Turkey. In the empirical section, utilizing questionnaires of people who
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receive help from institutions and organizations in Van, estimation findings and comments are
presented.

In the conclusion, taking the importance level of questions into consideration, it is found that the
“informing” stands as a remarkable dimension for evaluating the service quality of social aid
organizations. Summing up, it can be stated out that services provided by social aid organizations in
city of Van are inadequate. On the other hand, the service quality of private foundations is more
preferable than the others.

Keywords: Service Quality, Social Aid Organizations
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