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Investigation of Perceived Service Quality of Youth Centers
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Abstract

Youth Centers serve for the development of youth at more than 180 locations in 81 cities within the Ministry
of Youth and Sports and it is important to be known the quality of activities offered to young people. This
study was conducted to measure perceived service quality of youth centers operating in TR42 Level 2 region.
In this research, among the quantitative research methods, the survey technique was applied and the opinions
of the participants were applied. This research, which was conducted to determine the relationship between
age, gender, duration of membership and youth center variables and physical environment quality, output
quality and interaction quality sub-dimensions among young people aged between 15-29 who are members of
Youth Centers of Ministry of Youth and Sports that serve in TR42 Level 2 Region, was carried out using a
cross-sectional approach, which is one of the general screening model, and a relational screening model. In this
regard, the opinions of the members of the Youth Centers operating in the TR42 level 2 region of the Ministry
of Youth and Sports have been consulted. For this purpose, the data collection tool which was developed by
Aycan (2005) and which was evaluated by Polat et al. (2013) in terms of validity and reliability was used.
Findings that obtained from the study were processed in SPSS 21.0 for Windows Program and the findings
have been reached. As a result of the research, there were no significant differences in terms of gender
variable, but significant differences were found in terms of age, duration of membership and youth center
variables.

Keywords: Youth, Youth Center, Service Quality.

Genclik Merkezlerinde Algillanan Hizmet Kalitesinin Arastirilmasi

Oz

Genglik Merkezleri, Genglik ve Spor Bakanligi biinyesinde 81 ilde ve 180°den fazla noktada gencligin
gelisimi i¢in hizmet vermekte olup, gengler i¢in sunulan faaliyetlerin kalitesinin bilinmesi 6nem tagimaktadir.
Bu caligmada TR42 Diizey 2 bolgesinde faaliyet gosteren genglik merkezlerinin algilanan hizmet kalitesini
6lemek amaciyla gergeklestirilmistir. Arastirmada nicel arastirma yontemlerinden anket teknigi uygulanmis
ve katilimcilarin goriislerine bagvurulmustur. Genglik ve Spor Bakanligi TR42 diizey 2 bolgesinde faaliyet
gosteren Genglik Merkezlerine {iye olan 15-29 yas araligindaki genglerin yas, cinsiyet, tiyelik siiresi ve liye
oldugu genglik merkezi degiskenleri ile fiziksel ¢evre Kkalitesi, ¢ikt1 kalitesi ve etkilesim Kalitesi alt boyutlari
arasindaki iligkiyi tespit etmek amaci ile yapilan bu arastirma, genel tarama modellerinden biri olan kesit
alma yaklasimiyla ve iliskisel tarama modeliyle yapilmistir. Bu dogrultuda, Genglik ve Spor Bakanligi TR42
diizey 2 bolgesinde faaliyet gosteren Genglik Merkezlerine {iye genclerin goriislerine bagvurulmus ve bunun
icin 2005 yilinda Ali Aycan tarafindan gelistirilen ve 2013 yilinda Polat ve Arkadaglar tarafindan gecerlik ve
giivenirlik ¢aligmasi yapilan veri toplama araci kullanilmistir. Arastirmada elde edilen bulgular SPSS 21.0
For Windows Programinda islenerek bulgulara ulagilmistir. Yapilan arastirma sonucunda, cinsiyet degiskeni
acisindan anlamli diizeyde bir farklilik bulunmazken, yas, iiyelik siiresi ve iiye olunan genclik merkezi
degiskenleri agisindan anlamli diizeyde farkliliklar tespit edilmistir.

Anahtar Kelimeler: Genglik, Genglik Merkezi, Hizmet Kalitesi.
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Introduction

Young people are the most dynamic
actors of social life. There has been a
serious awareness in the international
public opinion about increasing the
participation of young people, especially
in the last 20 years. The encouragements
of the participation of young people in
decision-making processes that concern
them or, in general, on all social issues
has been agreed upon. International-level
gains about the youth, guide national-level
studies. In Turkey, like many countries, it
is wanted to encourage the participation of
young people with the support brought by
the regulations (Ozer, 2011).

Today, the importance that is given to the
young  population  constituting a
significant part of the population of our
country is increasing, and the investments
and services which are produced are
developed in terms of quality and
quantity. In this development process in
the youth field, we can say that the
content, scope and diversity of the youth
work carried out by the help of the
government is an important issue for the
present and future of the youngster
(Parlar, 2014).

Youth services in Turkey are carried out
by the Youth Centers within the Youth
Services and Sports Provincial
Directorates under the umbrella of the
ministry of youth and sports. In this sense,
the quality of activities which run with the
help of the government is a decisive factor
for the existence of a conscious and
cultured youth. In this context, the number
of youth centers, which were 230 in 2016,
have reached 283 in November 2018. As
of November 2018, there are a total of 2
million 11 thousand 717 registered young
people in our youth centers. Furthermore,
753 youth leaders, including 382 women
and 371 men, are working in these centers
(GSB, 2018).

Globalized and uni-polarized sectoral
developments in the world bring about
rapid changes with itself. These changes
necessitate making innovations not only in
the private sector but also in the public
sector. A changing and developing
business, whether it is public or private,
will ensure the continuity of its operation
by following the developments of the age,
and the businesses that do not follow these
developments will not be able to proceed
because they will be away from
development and change.

No matter which sector it is, it is
impossible for a seller who provides
multiple services to standardize the
service. Each unit of the service is
different from the other units of the same
service. The quality, satisfaction and time
of the service may vary depending on the
person who receives it. This makes it
difficult to estimate the quality of the
service and the product before purchasing
the service. Since the services are carried
out by the person, their qualities can also
change. The service can show a main
alteration from one service to another,
from customer to customer and one
moment to another. The mode of
production of the service is formed by the
behavior of people. Therefore, the
services which are produced and
presented by the same person may vary.

This is due to various factors such as the
person's  morale,  workload, and
customer’s personal characteristics
(Mucuk, 1998). The most well-known
definition of the service is an activity or
benefit that does not result in ownership
of anything presented from one group to
another. Service production may or may
not depend on a physical product (Rust
and others, 1996). Service quality is a
measure of how much service can meet
customer expectations. Providing high-
quality service is to meet customer
expectations (Gokdelen, 2007). The fact
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that the service is abstract, variable,
unstockable and inseparable makes
service quality measurements difficult.
Despite this difficulty, the measurement
of service quality is very important for the
companies that provide service (Altan and
Ediz, 2017).

The result that can be drawn from the
studies that directs the service quality
literature, the dimensions of the service
quality are;

. Service environment
environment) quality

(physical

. Interaction
interaction) quality

(customer-worker

* Output quality.

In these studies, it was determined that
these three dimensions affected the
perception of service quality (Gokdelen,
2007).

In this study, it is aimed to determine the
perceived service quality of Youth
Centers that serve in the TR42 level 2
region of Youth and Sports General
Directorate of Youth Services according
to various variables.

Perceived Service Quality

Nowadays, two elements of success in
marketing are to provide high-quality
service to customers and to maximize the
satisfaction of perceived goods and
services. Evaluations of the perceptions of
individuals about service quality become
meaningful ~ after ~ comparison  of
expectations and  perceptions. The
perceived service appears after the
evaluation of the total of the service
dimensions by the person who receive the
service. These dimensions consist of
various concrete and abstract elements
such as the physical equipment used in
providing service, the attitudes and
behaviors of the personnel, the

environment in which the service is
provided (Demirel et al., 2009).

Since the services are abstract in nature,
the service quality also has an abstract
structure. Therefore, the term ‘perceived
service quality’ is used rather than the
concept of service quality.

The perceived service quality is a result of
the comparison between an actual service
experience  (performance) of  the
customers and their prior expectations of
the provide of service and it is considered
as the direction and degree of the
difference between the expectations of the
customers and the perceived performance
(Usta and Memis, 2009).

Parasuraman, Zeithaml and Berry (1988)
have developed a conceptual model of
service quality. According to these, the
perceived service quality is the result of
the expectations of the customers about
the service and directions of perceptions
about service performance during the
giving of the service.

According to this approach, which is
based on the comparison of the
expectations of the customers with the
service and their perceptions of the
service, if the expected service is greater
than the perceived service, the perceived
service quality will be lower than
satisfactory. If the expected service is
equal to the perceived service, the
perceived quality will be satisfactory.

In order for the perceived quality by the
customers to be considered as the ideal
quality, the expected service should be
smaller than the perceived service
(Devebakan and Aksarayli, 2003).

METHOD
Research Model

Quantitative research method was used in
the research. The survey method was
applied in the study and the opinions of
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the participants were consulted. This
research, which was conducted to
determine the relationship between the
various demographic variables and the
quality of the environment, the quality of
the output and the quality of the
interaction of the sub-dimensions of the
young people aged between 15-29 who
are the members of Youth Centers of
Ministry of Youth and Sports that serve in
TR42 Level 2 Region, was carried out
using a cross-sectional approach, which is
one of the general screening model, and a
relational screening model.

Working Group

The number of members of the Youth
Center in the research universe is 45000
and this number increases continuously.

The sample of the study consisted of 388
(95% Confidence Level) people who are
members of the Youth Center in TR 42
Level 2 region, who regularly participate
in activities in Youth Centers. The sample
group was randomly determined from the
'Proportional Element Sampling' type that
was one the 'Element Sampling' method
and the surveys were completed in a
virtual environment.

FINDINGS

Data Collection Tools
Perceived Service Quality Scale

The survey method was used as data
collection tool. The scale (created by
Aycan (2005) that used to determine the
perceived level of service quality of the
members of the Youth Centers within the
scope of the research measures the
perception of the quality of the perceived
environment quality, interaction quality
and output quality in the sub-dimensions.
The survey consists of 23 items and the
questions  between 1-10  constitute
physical environment quality, questions
between 11-18 constitute Interaction
Quality and questions between 19-23
constitute the output quality sub-
dimensions.

Data Analysis

The t-test, One-Way Anova and Tukey
Test were used to determine whether the
scores that Youth Center members
obtained showed a significant difference
at a level of 0.05 significance according to
their demographic characteristics.

Table 1. Comparison of Perceived Service Quality by Youth Center Members in terms of

Gender Variable

Perceived Service

Quality Gender n X S.S t p

Physical Male 186 3,56 0,69

Environment Quality ~ Female 202 3,46 0,74 124 0215

Interaction Quality F'(\a/ln?;)e ;gg 23; 8% -1,37 0,172
. Male 186 4,01 0,70

Output Quality Female 202 3.8 0.72 -0,48 0,629

p>0.05

According to the data in the table,
concerning the gender variable of the
Youth Center members, in physical

environment quality dimension; (t=-1,24)
and p=0,215>0,05) in interaction quality
dimension; (t=-1,37) and p=0,172>0,05)
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and in output quality sub-dimension; (t=-
0,48) and p=0,629>0,05) no significant

difference was found.

Table 2. Comparison of Perceived Service Quality by Youth Center Members in terms of

Age Variable
Perceived _SerV|ce Age N % ss = Tukey
Quality

Physical 1.14-18 163 3,72 0,59 1>2

Environment 2.19-24 149 3,43 0,77 15,46  0,000* 1>3

Quality 3. 25-29 76 3,21 0,74 2>3
1.14-18 163 4,22 0,70

Interaction Quality 2.19-24 149 4,15 0,68 7,033 0,001* 1>2
3. 25-29 76 3,85 0,81 1>3
1.14-18 163 4,12 0,71

Output Quality 2.19-24 149 3,97 0,65 6,530 0,002* 1>3
3.25-29 76 3,77 0,77

*p<0.05

According to the data in the table,
concerning the age variable of the Youth
Center members, in physical environment
quality  dimension; (F=15,46) and
p=0,000>0,05) in interaction quality
dimension; (F=7,033) and p=0,001>0,05)
and in output quality sub-dimension;
(F=6,530) and p=0,002>0,05) significant
difference was found. When we examine
the arithmetic means to determine which
groups the difference arises from, in the
physical  environment quality sub-
dimension, it was observed that the
average of the 14-18 (x = 3.72) age group
was higher than the 19-24 (x= 3.43) and
25-29 (x = 3.21) age group. So, it can be
said that the age group of 14-18 members

have a significantly higher perceived
service quality in physical environment
quality sub-dimension than the members
of the age groups of 19-24 and 25-29.
When we examine the findings regarding
the age variable in terms of the interaction
quality sub-dimension, it is seen that the
perceived service quality, which 14-18 (x
= 4.22) and 19-24 (x = 4.15) age groups
of the member have perceived, is more
than the perceived service quality, which
25-29 (X = 3.85) age group of members
have perceived. And also, in output
quality sub-dimension, this differences
between 14-18 (x=4,12) and 25-29
(x=3,77) age groups resulted in 14-18
(x=4,12) age group's favor.
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Table 3. Comparison of Perceived Service Quality by Youth Center Members in terms of

Youth Centers Variable

Perceived Service

Quality Youth Center n X S.S F p Tukey

1.Bolu 63 3,41 0,40 1>2
2.Kocaeli Derince 55 2,95 1,03 f;

>
3.Diizce 49 3,61 0,86 451
Physical Environment  4.Kocaeli x 4>7
Quality Uluslararasi [ 3,90 040 1841 0,000 5>2
5.Kocaeli Kérfez 51 3,71 0,57 2>;

>
6.Sakarya 57 3,73 0,52 6>7
7.Yalova 38 2,96 0,39 3>7
1.Bolu 63 3,81 0,63 i>i

>
2.Kocaeli Derince 55 4,29 0,53 5>1
3.Diizce 49 3,97 0,77 6>1
4.Kocaeli 75 424 060 Zi?
Interaction Quality Uluslararasi ’ ' 2320  0,000* 523
5.Kocaeli Korfez 51 4,46 0,65 3>7
6.Sakarya 57 4,55 0,57 5>3
4>7
7.Yalova 38 3,25 0,62 5>7
6>7
1.Bolu 63 3,65 0,75 §>i

>
2.Kocaeli Derince 55 4,22 0,55 4>1
3.Diizce 49 3,85 0,69 6>1
. 1>7

4. Kocaeli

Output Quality Uluslararast [E 426 087 1721 0.000% e
5.Kocaeli Korfez 51 4,12 0,62 6>3
6.Sakarya 57 4,30 0,44 3>7
5>7
7.Yalova 38 3,26 0,62 6>7
3>7

*p<0.05

According to the data in the table,
concerning the Youth Center variable of
the Youth Center members, in physical
environment quality dimension; (F=18,41)
and p=0,000>0,05) in interaction quality
dimension; (F=23,20) and p=0,000>0,05)
and in output quality sub-dimension;
(F=17,71) and p=0,000>0,05) significant
difference was found. When we examine
the arithmetic means to determine which
groups the difference arises from, in the
physical  environment quality sub-

dimension, the difference between Bolu
Youth Center (X = 3,41) and Kocaeli
Derince (x = 2,95) and Yalova Youth
Center (x 2,96) was significantly
different in Bolu Youth Center's favor; the
difference between Diizce Youth Center
(x = 3,61) and Kocaeli Derince (X = 2,95)
and Yalova Youth Center (x = 2,96) was
significantly different in Diizce Youth
Center's favor; the difference between
Kocaeli International Youth Center (x =
3,90) and Bolu (X = 2,95) and Yalova
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Youth Center (X = 2,96) was significantly
different in Kocaeli International Youth
Center's favor; the difference between
Kocaeli Korfez Youth Center (X = 3,71)
and Kocaeli Derince (x = 2,95) and
Yalova Youth Center (x = 2,96) was
significantly different in Kocaeli Korfez
Youth Center's favor; the difference
between Sakarya Youth Center (X = 3,73)
and Kocaeli Derince (x = 2,95) and
Yalova Youth Center (x = 2,96) was
significantly different in Sakarya Youth
Center's favor.

In interaction quality sub-dimension; the
difference between Kocaeli Derince (x =
4,29) and Bolu Youth Center (x = 3,81)
and Yalova Youth Center (x = 3,25) was
significantly different in Kocaeli Derince
Youth Center's favor; the difference
between Diizce Youth Center (x = 3,97)
and Yalova Youth Center (x = 3,25) was
significantly different in Diizce Youth
Center's favor; the difference between
Kocaeli International Youth Center (x =
4,24) and Bolu (x = 3,81) and Yalova
Youth Center (X = 3,25) was significantly

different in Kocaeli International Youth
Center's favor; the difference between
Kocaeli Korfez Youth Center (X = 4,46)
and Bolu (x = 3,81) and Yalova (x = 3,25)
and Diizce Youth Service (X=3,97) was
significantly different in Kocaeli Korfez
Youth Center's favor; the difference
between  Sakarya  Youth Center
(x=4,55)and Bolu (x=3,81) and
Diizce(X=3,97) and Yalova Youth Center
(x = 3,25) was significantly different in
Sakarya Youth Center's favor.

In the output quality sub-dimension of the
study, it was found that the perceived
service quality differed significantly in
terms of the Youth Center variable. For
example, the difference between Sakarya
Youth Center (x=4,30) and Diizce
(x=3,85) and Yalova Youth Center (x =
3,25) was significantly different in
Sakarya Youth Center's favor and the
difference between Kocaeli International
Center (x=4,26) and Bolu (x=3,65) and
Yalova Youth Center (x = 3,26) was
significantly  different in  Kocaeli
International Youth Center's favor.

Table 4. Comparison of Perceived Service Quality by Youth Center Members in terms of

Duration of Membership Variable

Perceived Service Duration of ss = Tukey
Quality Membership '
Physical 0-1 Year 155 3,56 0,68
Environment i-se\gtfggn d 152 348 077 0,59 0,551 -
Quality More 81 3,47 0,70
0-1 Year 155 4,13 0,69 9.3 Year
Interaction Quality i-f(;?gfn q 152 4,20 0,71 3,16 0,042*  >4and
81 3,95 0,79 More
More
0-1 Year 155 4,03 0,68 2-3 Year
Output Quality ii;ﬁgfﬂ ; 152406 088 549 0046 /If/lirr‘g
81 3,82 0,80
More
*p<0.05
INTJORASS
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According to the data in the table,
concerning the Duration of Membership
variable of the Youth Center members,
whereas there was no significant
difference in physical environment quality
dimension (F=0,59 and p=0551>0,05; in
interaction quality dimension (F=3,16)
and (p=0,042>0,05) and in output quality
sub-dimension (F=3,09) and
p=0,046>0,05) significant difference was
found.

When we examine the arithmetic means to
determine which groups the difference
arises from, in the interaction quality sub-
dimension, the difference between the
members who have 2-3 years (x=4,20)
memberships and the members who have
4 years and more (x=3,95) memberships
was significantly different in the
members' favor who have 2-3 vyears
memberships. And also, in the output
quality sub-dimension, the difference
between the members who have 2-3 years
(x=4,06) memberships and the members
who have 4 years and more (X=3,82)
memberships was significantly different
in the members' favor who have 2-3 years
memberships.

DISCUSSION AND CONCLUSION

When we evaluate the results of the study,
it is determined that the gender variable
doesn’t show a statistically significant
difference (Table 1). In this case, we can
say that the perceived service quality of
young members in the Youth Centers
operating in TR 42 Level 2 region doesn't
differ in terms of gender variable. The
reason for this is that it can be interpreted
that the women and men members of the
Youth Center participate in similar
activities in the same youth centers. In the
research which was done by Gediz (2012)
showed that there is no difference in terms
of participating in activities in terms of
gender among young members in youth
centers.

Concerning the age variable of the Youth
Center members, in physical environment
quality  dimension  (F=15,46) and
p=0,000>0,05); in interaction quality
dimension (F=7,033) and p=0,001>0,05)
and in output quality sub-dimension
(F=6,530) and p=0,002>0,05) significant
difference was found (Table 2).

In physical environment quality sub-
dimension, it was concluded that 14-18
age group of members’ perceived quality
is significantly more than the other age
groups of members. When we examine
the findings regarding the age variable in
terms of the interaction quality sub-
dimension, it is seen that the perceived
service quality, which the age groups of
14-18 and 19-24 members’ perceived
service quality is significantly more than
the age group of 25-29 of members’. Also
in the output quality sub-dimension, it was
concluded that the age groups of 14-18
and 19-24 members’ perceived service
quality is higher than the age group of 25-
29 members’.

In this case, when we evaluate the young
members in the Youth Centers operating
in TR 42 Level 2 region in terms of age
variable, it's seen 14-18 age group's
perceived service quality is significantly
high in terms of all 3 dimensions. The
main reason for this may be that the
members of the age group of 14-18 have
lower expectations because their level of
education is lower than the age groups 19-
24 and 25-29. Furthermore, the activities
that this age group of young people
usually spends time with their friends and
go to a place for events can mean that the
service received from the centers meet the
needs of them. Another reason can be that
the courses given in the centers for
university and high school exams meet the
expectations of young people. In this
study, which is done by Ata¢ (2018), it is
concluded that age group of 14-18 young
people are satisfied with the services.
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The results of the youth center variable
are significantly different in physical
environment  quality  sub-dimension
(F=18,41 and p=0,000>0,05) and
p=0,000>0,05); in interaction quality sub-
dimension (F=23,20) and (p=0,000>0,05)
and in output quality sub-dimension
(F=17,71) and p=0,000>0,05) (Table 3).
For example; while the perceived service
quality of Bolu Youth Center was higher
than Kocaeli Derince and Yalova Youth
Centers, the perceived service quality of
Kocaeli International Youth Center was
higher than Bolu, Kocaeli Derince and
Yalova Youth Center. When the
information about the youth centers in the
introduction part of the research was
examined, the reason for the Ilow
perceived service quality in the physical
environment quality sub-dimension of
Derince and Yalova Youth Center can
arise from the low level of physical
adequacy of the building they serve and
the low number of working areas. In
Gediz's (2012) study, it was found that the
physical environment was insufficient at a
rate of 32% among the young people. So,
this is an issue that can be affected
negatively by young people in terms of
service quality.

When we examined the interaction quality
sub-dimension in terms of the Youth
Center variable, many differences were
found. For example: Kocaeli Derince
Youth Center has a higher service quality
than Bolu and Yalova Youth Center,
whereas Kocaeli International Youth
Center has significantly a higher service
quality than Bolu and Yalova Youth
Centers. The reason of low scores of
Yalova and Bolu Youth Centers in the
interaction quality sub-dimension might
be caused by organizational climate,
individual factors and environmental
factors as well as the cultural reasons.

In the output quality sub-dimension of the
study, it was found that the perceived
service quality was significantly different
in terms of the Youth Center variables.
For example, Sakarya Youth Center
which has higher average than others has
a significant difference in terms of
perceived service quality compared to
Bolu - Diizce and Yalova Youth Centers.
There can be many reasons for significant
differences that was obtained in every
three sub-dimensions of the Youth Center
variable. For example, In the physical
environment  quality  sub-dimension,
facilities and buildings of Youth Centers
vary. This difference may affect the
results of interaction and output quality
either positively or negatively and
whether the buildings which provide
services are private or within another
institution may affect the perceived
service quality. In a study conducted by
Aycan (2005), there is no significant
difference the youth center members
according to the sub-dimensions of
service quality. When we consider the
results reached in terms of the duration of
membership variable, while there was no
significant ~ difference  in  physical
environment quality dimension (F=0, 59
and p=0551> 0,05), in the interaction
quality (F=3,16) and (p=0,042>0,05) and
in the output quality sub-dimensions
(F=3,09) and p=0,046>0,05) significant
difference was found (Table 4).

In the interaction quality sub-dimension,
the difference between the members who
have 2-3 years memberships and the
members who have 4 years and more
memberships was significantly different
in the members' favor who have 2-3 years
memberships. And also, in the output
quality sub-dimension, it was concluded
that the perceived service quality of the
members who have 2-3  years
memberships was higher than the
members who have 4 years and more
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memberships. The reason why the
perceived service quality of the members
who have 2-3 years memberships is
higher than others in interaction and
output quality sub-dimensions can arise
from that the variety of services and
activities provided to youth have
increased after 2011. The reason why the
perceived service quality of the members
who have 4 years and more membership is
low can be that their education levels may
be higher than those members who have
2-3 years of memberships and therefore
their expectations from youth center
activities may be different. This opinion
supports the decrease in the perceived
services quality of Youth Center members
as their age increases. As a result, the
physical conditions of some centers are
better than others, so this improves the
quality of the service On the other hand, it
is seen that there is an intense
participation in the activities carried out in
youth centers and the satisfaction of the
young people who receive service here
has decreased when they get older. The
main reason for this situation can be said
to be the qualitative problems of the
activities carried out for middle age young
groups. With the increasing the diversity
of education and cultural services
provided in Youth Centers, it is thought
that especially there is a need for sportive
qualitative activities.
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