Vol: 51 Numb: 1 Page: 42-75
https://dergipark.org.tr/tr/pub/cuefd

% Cukurova Universitesi Egitim Fakdiltesi Dergisi

Evaluation of Preschool Education Institutions 'Service and Quality Level
In Meeting Parents' Expectations™
Zekeriya ARSLAN? (ORCID ID - 0000-0001-8861-0310)
Oguz EMREP® (ORCID ID - 0000-0001-6810-3151)
Aysegiil ULUTAS KESKINKILIGE (ORCID ID - 0000-0002-6497-6534)

Kadriye OZYAZICI* (ORCID ID - 0000-0003-2559-5816)

aKahramanmaras Siit¢li imam Universitesi, Goksun Meslek Yiiksekokulu, Kahramanmaras/Tiirkiye
binéni Universitesi, Saghk Bilimleri Fakiiltesi, Malatya/ Tirkiye
inénii Universitesi, Saglik Bilimleri Fakiiltesi, Malatya/ Turkiye
dSivas Cumhuriyet Universitesi, Yildizeli Meslek Yiiksekokulu, Sivas/ Tiirkiye

@ CrossMark

Article Info Abstract

Target of this research was to evaluate service and quality level regarding meeting

DOI: 10.14812/cufej.941065 expectation of parents of pre-school education institutions. The research reveals to

Article history: what extent parents' gender, age, education level, number of children and income
Received  22.05.21 levels affect the quality of service they receive from pre-school education institutions.
Revised 17.03.22 The working group of research consist of 428 mother-father who lived in the provinces
Accepted  22.03.22 izmir, Diyarbakir, Zonguldak, KahramanmaragveKaraman in 2020-2021 education year.

In the study, personal information form and Servqual Service Quality Scale were used

to measure the expectation levels of parents from the pre-school education

Keywords: R . .

y . institutions. It has been observed that while the expectations of the parents from the
Preschool Education, o . . . .
Parents institutions increase, the level of meeting the expectations also increases and the

perception of meeting their expectations from the institution has an effect on the

r | Servi lity.
servqual Service Quality expectations from the institution.

Research Article

Okul Oncesi Egitim Kurumlarinin Ebeveynlerin Beklentilerini

Karsilamadaki Hizmet ve Kalite Diizeyinin Degerlendirilmesi
Makale Bilgisi Oz

DOI: 10.14812/cufej.941065 Arastirmanin amziu, 'okul.éncesi egitim. kurk,!rnlarlr?ln ebeveyn!erin I?eklentilerinin

karsilanmasina yonelik hizmet ve kalite dlzeyini degerlendirmektir. Arastirma
Makale Ge¢misi: ebeveynlerin cinsiyet, yas, egitim diizeyi, cocuk sayisi ve gelir dlzeylerinin okul 6ncesi
Gelig 22.05.21 egitim kurumlarindan aldiklari hizmetin kalitesini hangi boyutlarda degerlendirdiklerini
Dlzeltme 17.03.22 ne derece etkiledigini ortaya koymaktadir. Arastirmanin galisma grubu 2020-2021
Kabul 22.03.22 egitim-6gretim yilinda izmir, Diyarbakir, Zonguldak, Kahramanmaras ve Karaman

illerinde yasayan 428 anne-baba olusturmaktadir. Arastirmada, ebeveynlerin okul
Anahtar Kelimeler: oncesi egitim kurumunun beklenti duzeylerini 6lgmek amaciyla kisisel bilgi formu ve
OkulOncesiEgitim, Servqual Hizmet Kalitesi Olgegi kullaniimistir. Ebeveynlerin kurumdan beklentileri
Ebeveynler, artarken, beklentilerin karsilama diizeylerinin de arttigi ve kurumlardan beklentilerini

Servqual Hizmet Kalitesi karsilamada alginin, kurumdan beklentilerin Gzerinde etkisi oldugu gorilmustir.

" Bu makaleye yazarlar esit miktarda katkida bulunmustur
d*Author: kozyazici@cumhuriyet.edu.tr


https://dergipark.org.tr/tr/pub/cuefd

Arslan, Emre, Ulutas Keskinkilic, Ozyazici—- Cukurova Universitesi Egitim Fakiiltesi Dergisi, 51(1), 2022, 42-75

Introduction

Today, although the needs of people can be the same in some cases, the service offered and the
response to this need may be different. Therefore, people should search, evaluate and choose the
suitable ones for themselves from the services provided for the same needs. It has been very difficult for
institutes to make themselves accepted for customers due to many different reasons such as the
difficulty of achieving the quality standard in service, the coexistence of supply demand balance and
production and consumption, and the fact that performance evaluation depends on customer
satisfaction (Can, 2016; Kotler & Keller, 2012; Ozsagir&Akin, 2012).

Service quality is defined as the result of a comparison between customers' expectations about a
service and perception of the way the service is provided (Grénross, 1984). Ozveren (2010) defines the
quality of service as the needs of the customers and their expectations from the service, the features
required to be included in the service and the degree to which the service provided has these features.

Parasuraman et al.(1988) have made research on service quality for years and extended their
research. They tried to find the adequate factors and reach the most general model which all institutes
can implement. The research made between the years 1985-1990 are the most comprehensive research
in the literature and it was improved in the USA and has become a model which is used worldwide.
Parasuraman et al.(1988) stated that knowledge about the quality of products is insufficient to
understand service quality due to the intangibility, heterogeneity, inseparability and perishability of
services. The most widely used model in literature to measure the service quality is the SERVQUAL
model, Parasuraman et al.(1988) which reflects only the service delivery process (Eriskin, 2019;
Glindliz&Yener, 2012; Yener, 2013; Yener&Tas¢ioglu, 2018a, 2018b).

In the 21st century, the service quality of the education sector comes to the fore in meeting the
personnel needs in management systems and training personnel in accordance with the criteria
determined by the institutes. It is possible to say that the service quality in the education sector should
start with pre-school education, which is the lowest level of the system.

Quality and Service Quality in Pre-school Education

Education is a system which enables a country to develop scientifically, economically, socially and
culturally as well as enables the bodies which constitutes the society of that country to grow qualifiedly.
(Demirel& Kaya 2013). Education is a service investment made directly for people and the fact that
investing in people is the best investment (Haktanir, 2008) has prompted policymakers. Policymakers
have encouraged and supported the private sector to include the private sector in this service in order
to ensure that the education service is more effective and qualified by providing a competitive
environment by removing the monopoly of the education service from the state (Taskin&Buyuk, 2002).
Pre-school education, which is the basis of education service, is an important service area that will
positively advance the changes in children with a quality education and a qualified enriched
environment, where rapid development and changes are experienced in all developmental areas of
children and which includes many critical periods that will affect the life of the child (Kuru Turasli, 2008).
When the importance of pre-school period was revealed by researches in international studies (National
Institute of Child Health and Human Development [NICHD], 2006), people started to behave more
sensitively towards this field. This situation made it necessary to focus on access to pre-school
education, providing equal opportunities and working on the quality level of the education provided.
This situation also causes pre-school education to become widespread in many countries of the world,
even if it is not compulsory (Kildan, 2010).

When the literature on quality in pre-school education is searched, it is seen that national studies are
limited and international studies are quite high. When looked at international studies, it has been seen
that they have been made in the areas of "Educational Environments" (Cassidy et al., 2005; Denny et al.,
2012; Fenech et al., 2010; Hofer, 2010; La Paro et al., 2012; Jeon et al., 2014; Warash et al., 2005),
“School Management” (Arend 2010; Foster-Nelson, 2012; Lower & Cassidy, 2007; Mathers et al., 2007)
and “Quality Rating and Improvement System (QRIS)” (Connors & Morris, 2015; Hestenes et al. 2015;
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Lahti et al., 2015; Yazejian& Iruka, 2015). The majority of these studies are conducted in the USA by
considering different states. When the studies are examined, it is remarkable that in addition to the
detailed studies conducted for the Early Childhood Environment Rating Scale-Revised (ECERS-R), which
will strengthen the evaluation processes of institutions and ensure their quality improvement,
alternative measurement tools are sought. Quality Rating and Improvement Systems (QRIS) discusses
the educational environments of schools and offers detailed inspection and development opportunities.
It has been seen that specific research efforts on managers seem to be rare.

When studies conducted in Turkey are examined (Mother Child Education Foundation [ACEV], 2009;
Education Reform Initiative [ERG] & Mother Child Education Foundation [ACEV], 2013; G6l- Glven 2009;
GiichanOzgiil, 2011; Kalkan&Akman 2009; Kurt, 2015; Kése, 2015; Ministry of National Education [MEB],
2011; Solak, 2007; Sumeli, 2015; Yaman, 2016) it has been seen that researches are mostly focused on
the physical environment quality and characteristics of institutions. In addition, institutions and
organizations such as the Ministry of National Education, the Education Reform Initiative (ERG) and the
Mother Child Education Foundation (ACEV) have carried out many studies to ensure quality in early
childhood education. “Situational Analysis of Quality Standards in Preschool Education in Turkey”,
published in 2011 within the scope of Strengthening Preschool Education Project, is one of the most
comprehensive studies conducted in recent years in terms of revealing the quality of early childhood
education in our country. When looked at the researches on managers, in addition to the researches on
leadership types, communication skills, etc., it has been observed that there are approaches that
combine the views of teachers and administrators in a single study. The number of studies examining
audit processes is scarcely any. As a result, although there are scientific studies in Turkey that discusses
quality, cover all stakeholders and focus on development (Can &Kilig, 2019; Karademir&Akman, 2021;
Karademir&Oren, 2020), no study has been found on the evaluation of service and quality level of
meeting the expectations of parents from pre-school education institutions.

Therefore, the general target of this research is to “Evaluate the service and quality level of pre-
school educational institutions on meeting the expectations of parents”. Through this general target, the
sub targets of this research are as in the following:

1. Does meeting expectations from the services provided by the institutions have difference
according to education and income status of parents or the provinces they live?

2. Is there any relation between the expectations from pre-school educational institutions and
perception level of meeting expectations?

Method
Research Model

In the research, description survey model, which is one of the quantitative research model, is
preferred to describe a situation, which is already exist, as the way it is. Descriptive surveys are the
surveys which aims to describe the features of large crowds and take a photo of the situation exists
(Buyukoztirk et al., 2015).

Study Group

The disproportionate cluster sampling method, one of the cluster sampling methods, was used in
this study. Five regions from the regions of Turkey, one province from the provinces in each region, and
four pre-school education institutions in each province were determined by the disproportionate cluster
sampling method. Within the scope of the study, the scale was applied to 520 parents in five provinces
(izmir, Diyarbakir, Karaman, Kahramanmaras, Zonguldak) and 446 data were collected. Eighteen of the
obtained data were excluded from the analysis due to missing values. As a result, 428 data were
included in the analysis. Of the evaluated data, 80 were obtained from izmir, 101 from Diyarbakir, 82
from Karaman, 80 from Kahramanmaras and 85 from Zonguldak. The descriptive characteristics of the
participants are presented in Table 1.
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Table 1.
Demographical Features of Parents who Took Part in the Research
Variables Groups Frequency (n) Percent (%)
Gender Male 135 31.5
Female 293 68.8
Age 21-25 14 3.3
26-30 72 16.8
31-35 181 42.3
36 and older 161 37.6
Number of Children 1 119 27.8
2 211 49.3
3 68 15.9
4 and more 30 7.0
Educational Status illiterate 2 0.5
Primary school graduate 40 9.3
Secondary school graduate 127 29.7
Bachelor’s degree 222 51.9
Postgraduate degree 37 8.6
Income Status Income is less than expenses 66 15.4
Income equal to expenses 283 66.1
Income is more than 79 18.5
expenses
Place they live District 121 28.3
Province 307 7.7
TOTAL 428 100

Ethics Committee Approval

Ethics Committee Approval was given by Giimishane University Scientific Research and Publication
Ethics Committee with the date 04 February 2021 and number 2021/1.

Data Collection Tools Used

In this research, personal information form and Servqual Service Quality Scale were used to measure
the levels of parents’ expectations from the pre-school education institution.

Personal Information Form: In this form, the items on gender, age, educational status, number of
children, income status of parents and the place they live are stated.

Servqual Service Quality Scale: It was basically developed by Parasuraman et al. (1988) with the aim
of measuring the satisfaction and gratitude of the people who took service. Servqual provides to
understand how consumers evaluate the quality of the service they receive, what dimensions they
evaluate, whether these evaluation dimensions change for different consumers or not, and finally what
factors affect consumers' expectations.

SERVQUAL has been accepted and frequently preferred in many sectors, especially in the service
sector. In our study, educational institutions were evaluated with the Servqual service quality scale. It
has the characteristic of being the first in our country. When the service providers in the education
sector know how to evaluate the service recipients, they will be able to see how this evaluation can be
affected by the expectations of service recipients (Eroglu, 1990). If the service provided meets the
expectations of the service recipients, it is accepted that the service provided is of high quality, and if
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the service provided cannot meet the expectations, it is accepted that there is a gap between the
expectation and the service quality. The gap indicates that there is dissatisfaction in service areas
(Oztiirk, 2013).

During the scale development phase of the Servqual Service Quality Scale, it was ensured for the
items to be half positive and half negative in accordance with the scale development. Positive and
negative statements of the participants are evaluated on a seven-likert type scale. In the scale, number
seven corresponds to the expression "strongly agree" and number one corresponds to the expression
"strongly disagree". The number of items in the scale was determined as fifty-four according to
Cronbach's alpha coefficient. Then the data were re-evaluated and updated, and the SERVQUAL scale
was finalized as twenty-two pairs of items and five criteria. Since the scale has a structure that can be
used in all areas, minor corrections were made in the statements in accordance with our own study. For
example, in the scale items, the institutions were changed to pre-school education institutions. Teachers
were also added to the group of employees. The scale is numbered according to the dimensions. When
the dimensions are viewed;

There are 4 items (1, 2, 3, 4) in the Physical Appearance dimension. The contents of these substances
are that pre-school education institutions are modern equipped, buildings and classrooms are pleasing
to the eye, the employees look clean and neat, and the tools and equipment used in the institution look
nice.

There are five items (5, 6, 7, 8, 9) in the reliability dimension. The contents of these substances are
that employees of pre-school education institutions fulfil their promises on time, act closely and
sincerely to solve the problem when the student has a problem, provide their services on the first place
and correctly, provide the service at the time they have said before, and pre-school education
institutions keep records and information accurately and sensitively.

There are 4 items (10, 11, 12, 13) in the eagerness dimension. The content of these substances is
expectation from teachers of pre-school education institutions to develop students' learning and
problem-solving skills, to lead the society for innovation, development and adaptation to the age, to
volunteer to help students, and to allocate sufficient time to respond to students' requests.

There are 4 items (14, 15, 16, 17) in the trust dimension. The contents of these substances are the
reliability of the employees in pre-school education institutions, the feeling of safety of the students, the
confidence that the complaints and problems of the students will be resolved, the employees having the
knowledge and equipment to answer the questions of the students.

There are 5 items (18, 19, 20, 21, 22) in the empathy dimension. The contents of these substances
are that employees in pre-school education institutions to take care of students one by one, to arrange
study hours as adequate for all students, to deal with each student personally, to understand students'
special requests, and for teachers to place students' success above everything else (Dyke et al., 1997).

The reliability of the scale in the study was determined by the Cronbach Alpha coefficient.
Cronbach's alpha value was found to be highly reliable as 0.959.

Data Collection

The data were applied via a questionnaire individually to the parents of the children who are
continuing pre-school education. Parents volunteer to participate in the study were included in the
study. The parents were interviewed face to face and informed about the research, and they were asked
to fill in the questionnaire and personal information form. The questionnaires completed by the parents
were requested to be delivered to the teachers.

Data Analysis

SPSS 26 was used in the data analysis. In order to compare the quantitative variables, it was first
investigated whether the parametric test conditions were met. The normality of the distribution of the
data was determined by the Kolmogorov Smirnov test. The significance level was accepted as 0.05. The
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t-test, Single Factor Anova (analysis of variance) and Pearson Correlation Coefficient were applied in
order to determine the differences between the expectations and perceptions of parents from
educational services and demographic variables and frequency, percentage, arithmetic mean and
standard deviation values were calculated. Simple linear regression analysis was conducted to examine
the effect of perception on the expectation from the institution in meeting the expectation from the
institution.

Findings

In this section, there are findings obtained from the data collected through scales in order to
evaluate the service and quality level of pre-school education institutions in meeting the expectations of
parents. Statistical analysis results for the findings are presented according to various variables and sub-
dimensions of the scale.

In Table 2, the results of the analysis regarding the comparison of the expectation levels of the
parents from the service provided by the institutions according to the variable of educational status are
presented.

Table 2.
One-Way ANOVA Analysis on the Comparison of Parents' Expectation Levels from the Service Provided by
Institutions According to the Variable of Educational Status

x2 sd Mean F P Difference
square between groups
Physical Intergroup 91.536 4 22.884 .962 428 -

In-group  9939.272 418 23.778

Reliability Intergroup 244.001 4 61.000 1.608 171 -

In-group 16010187 422 37.939

Eagerness Intergroup 135.606 4 33.901 1.965 .099 -

Trust Intergroup 113.687 4 28.422 1.586 177 -

Empathy Intergroup 118.917 4 29.729 773 .543 -

In-group  16153.732 420 38.461

Expectation Intergroup 2373.269 4 593.317 1.180 .319 -

level
In-group 207238.083 412 503.005

In Table 2, the results of the ANOVA analysis regarding the comparison of the expectation levels of
the parents from the service provided by the pre-school education institutions according to the variable
of educational status are given. According to the Kolmogorov Smirnov Test, it has been determined that
the data showed normal distribution in all sub-dimension scores of the Service Quality Scale. According
to this, there is no statistically significant difference among the physical, reliability, eagerness, trust,
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empathy and expectation sub-dimension scores of parents in terms of the level of expectation from the
service provided by pre-school education institutions according to their educational status (p>.05).

In Table 3, the results of the analysis of the parents' perceptions of meeting the expectations from
the services provided by the institutions are presented according to the variable of educational status.

Table 3.
One-Way ANOVA Analysis on Comparison of Parents' Perception Levels in Meeting the Expectations of
the Service Provided by the Institutions According to the Variable of Educational Status

x2 sd Mean F P Difference
square between
groups

Physical Intergroup  315.617 4 78.904 3.816 .005* illiterate
Primary school
In-group 8746.299 423 20.677 Secondary
school
Associate
Bachelor’s

Reliability Intergroup  341.006 4 85.252 2.496 .042* illiterate
Primary school
In-group 14444.795 423 34.148 Secondary
school
Associate
Postgraduate

Eagerness Intergroup  242.344 4 60.586 3.059 .017* Secondary

school
In-group 8357.361 422 19.804 Associate

Postgraduate

Trust Intergroup  264.047 4 66.012 3.679 .006**  Primary school

Secondary
|n_gr0up 7590.803 423 17.945 school

Associate
Postgraduate

Empathy Intergroup  415.591 4 103.898 2.541 .039* Primary school

Secondary
|n_group 17215.808 421 40.893 school

Associate
Postgraduate

Perception Intergroup  6468.923 4 1617.231 2.989 .019* illiterate
level in 227243.256 420 541.055 Secondary
meeting In-group school
expectations Associate
Postgraduate

*p<.05 **p<.01

In Table 3, the results of the ANOVA analysis regarding the comparison of the parents' perceptions of
meeting the expectations of the service provided by the pre-school education institutions according to
the variable of educational status are given. One-Way Analysis of Variance was used since the data
showed a normal distribution. Post-Hoc Test was used to determine the differences between the
groups. According to this, there is a significant difference in the physical scale scores of the parents,
which is one of the perception levels of meeting the expectation of the service provided by the pre-
school education institutions, according to their educational status (F (4.423) =3.816; p<.01), reliability
(F (4.423) =2.496; p<.05), eagerness (F (4.422)) =3.059; p<0.05), trust (F (4.423) =3.679; p<.01), empathy
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(F (4.421) =2.541; p<.05) and perception level on meeting expectations (F (4.420)=2.989 ; p<.05).
According to the Post-Hoc analyses, which were conducted to understand where the significance
originates from, the difference in physical scale scores is between illiterate and primary education
(p:.001), secondary education (p:.001), associate degree (p:.002) and postgraduate (p:.004) is against
the illiterate among the graduates. In other words, the physical levels of illiterate students are
significantly lower than those who have primary, secondary, associate and postgraduate degrees.

The difference in reliability sub-dimension scores is against the illiterate between illiterate and the
ones who have primary school (p:.035), secondary school (p:.014), associate (p:.014) and postgraduate
(p:.045) degrees. In other words, the reliability levels of illiterate students are significantly lower than
those with primary, secondary, associate and postgraduate degrees.

The difference in eagerness sub-dimension scores is against those with a postgraduate degree,
between those with a postgraduate degree and those with secondary education (p: .005) and associate
degrees (p: .007). In other saying, the level of eagerness of those with postgraduate degree is
significantly lower than those with secondary education and associate degree.

The difference in trust sub-dimension scores is against the primary school graduates between
primary school graduates and those with secondary education (p:.013) and associate degrees (p:.028).
Among those with postgraduate, secondary education (p:.005) and associate degrees (p:.010), it is
against those who have postgraduate degree. In other words, the trust levels of primary and
postgraduate graduates are significantly lower than those with secondary and associate degree.

The difference in empathy sub-dimension scores is in favour of those with postgraduate degrees
between those who graduated from secondary school and those who graduated from primary school
(p:.034), associate (p:.049) and postgraduate degrees (p:.029). In other saying, the empathy levels of
those with secondary education are significantly higher than those with primary, associate and graduate
degrees.

The difference in perception level scores in meeting expectations is against the illiterate between
illiterate and those with secondary school (p:.021) and associate degrees (p:.033). Among those who
have a graduate degree and those with a secondary education (p:.017), it is against those who have
graduate degree. In other words, the perception levels of illiterate and the ones with postgraduate
degree in meeting expectations are significantly lower than those with secondary education and
associate degree.

In Table 4, the results of the analysis regarding the comparison of the expectation levels of the
parents from the service provided by the institutions according to the income status variable are given.

Table 4.
One-Way ANOVA Analysis on the Comparison of Parents' Expectation Levels from the Service Provided by
Institutions by Income Status Variable

x2 sd Mean F o] Difference
square between groups
Physical Intergroup  23.415 2 11.708 491 .612 -

In-group  10007.393 420  23.827

Reliability Intergroup  223.392 2 111.696 2.954 .053 -

In-group  16030.795 424  37.808

Eagerness Intergroup  62.336 2 31.168 1.797 167 -

In-group  7336.812 423 17.345
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Trust Intergroup  123.157 2 61.579 3.456 .032*  Income less than
expenses
In-group 7501.255 421 17.818 Income equal to
expenses
Empathy Intergroup  136.655 2 68.327 1.787 .169 -
In-group 16135.995 422  38.237
Expectation Intergroup  2261.668 2 1130.834 2.258 .106 -
level
In-group 207349.685 414  500.845
*p<.05

In Table 4, the results of the ANOVA analysis regarding the comparison of the parents’ expectation
levels from the service provided by the pre-school education institutions according to the income status
variable are given. The data showed a normal distribution and the difference between the groups was
determined by the Post-Hoc Test. According to this, there is no statistically significant difference
between the physical, reliability, eagerness, empathy and expectation sub-dimension scores of parents
from the service provided by pre-school education institutions according to their income status (p>.05).

There is a significant difference in trust sub-dimension scores (F (2.421) =3.456; p<.05) considering
income status. According to the Post-Hoc analyses carried out to understand where the significance
originates from, the difference in trust scale scores is against those whose income is less than their
expenses and those whose income is equal to their expenses (p:.009). In other words, the trust levels of
those whose income is less than their expenses are significantly lower than those whose income is equal
to their expenses.

In Table 5, the results of the analysis regarding the comparison of the perception levels of the
parents in meeting the expectations of the services provided by the institutions according to the income
status variable are given.

Table 5.
One-Way ANOVA Analysis on the Comparison of Parents' Perceptions of the Service Provided by
Institutions in Meeting the Expectations by Income Status Variable

x2 sd Mean F p Difference
square between
groups
Physical Intergroup  161.787 2 80.894 3.863 .022*  Income less
than
In-group 8900.129 425 20.941 expenses
Income equal
to expenses
Reliability Intergroup  266.586 2 133.293 3.902 .021*  Income less
than
In-group 14519.215 425 34.163 expenses
Income equal
to expenses
Eagerness Intergroup  116.184 2 58.092 2.903 .056 -
In-group 8483.521 424 20.008
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Trust Intergroup  66.461 2 33.230 1.813 .164 -
Empathy Intergroup  224.333 2 112.167 2.726 .067 -

In-group ~ 17407.066 423  41.151

Perception level Intergroup  3922.538 2 1961.269 3.602 .028*  Income less

in meeting 229789.641 422 544.525 than

expectations In-group expenses
Income equal

to expenses

*p<.05

In Table 5, the results of the ANOVA analysis regarding the comparison of the level of perception of
meeting the expectations of the service provided by the parents of the students according to the income
status variable are given. The compliance of the data to the normal distribution was determined by the
Kolmogorov Smirnov Test. The difference between the groups was determined with the Post-Hoc Test.
According to this, there is no statistically significant difference between the levels of eagerness, trust
and empathy among parents' perception levels of meeting the expectation of the service provided by
pre-school education institutions, considering the income status variable (p>.05). There is a meaningful
difference in the physical scale scores among the perception levels of parents in meeting the
expectation of the service provided by the pre-school education institutions (F (2.425) =3.863; p<.05),
reliability (F (2.425) =3.902; p<.05) and the perception levels of meeting the expectation (F). (2.422)
=3.602; p<.05). According to the Post-Hoc analysis, the difference in physical scale scores is against
those whose income is less than their expenses and those whose income is equal to their expenses
(p:.020). In other words, the physical levels of those whose income is less than their expenses are
significantly lower than those whose income is equal to their expenses.

The difference in reliability sub-dimension scores is against those whose income is less than their
expenses and those whose income is equal to their expenses (p:.012). In other words, the reliability
levels of those whose income is less than their expenses are significantly lower than those whose
income is equal to their expenses.

The difference in the scores of the perception levels of meeting expectations is against those whose
income is less than their expenses and those whose income is equal to their expenses (p:.023). In other
words, the perception levels of meeting the expectations of those whose income is less than their
expenses are significantly lower than those whose income is equal to their expenses

In Table 6, the analysis results of the comparison of the distribution of the participants' Gender, Age,
Number of Children, Educational Status, Income Status and Place they live according to the provinces
where the study was conducted are presented.

Table 6.
Chi-Square Analysis on the Comparison of the Participants' Gender, Age, Number of Children,
Educational Status, Income Status and Place They Live According to the Provinces of the Study

Diyarbakir izmir Karaman Maras Zonguldak
n (%) n (%) n (%) n (%) n (%)
Gender Male 39 15 31 23 27 .037%*
(%38.6) (%18.8) (%37.8) (%28.7) (%31.8)
Female 62 65 51 57 58
(%61.4) (%81.3)  (%62.2) (%71.3)  (%68.2)
Age 21-25 8(%7.9) 3(%3.8) 0(%0) 2(%2.5) 1(%1.2) .000**
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26-30 26 8 13 10 15
(%25.7) (%10.0)  (%15.9)  (%12.5) (%17.6)
31-35 28 28 55 35 35
(%27.7) (%35.0)  (%67.1)  (%43.8) (%41.2)
35+ 39 41 14 33 34
(%38.6) (%51.2)  (%17.1)  (%41.3) (%40.0)
Number of 1 24 39 17 15 24 .000**
Children (%23.8) (%48.8) (%20.7) (%18.8) (%28.2)
2 43 36 43 43 46
(%42.6) (%45.0)  (%52.4)  (%53.8)  (%54.1)
3 11 5(%6.3) 19 18 15
(%10.9) (%23.2)  (%22.5) (%17.6)
4+ 23 0(%0)  3(%3.7) 4(%5.0) 0(%0)
(%22.8)
Educational illiterate 2 (%2.0) 0 (%0) 0 (%0) 0 (%0) 0 (%0) .000**
status
Primary school 14 11 2 (%2.4) 4 (%5.0) 9 (%10.6)
(%13.9) (%13.8)
Secondary 36 22 14 20 35
school (%35.6) (%27.5) (%17.1) (%25.0) (%41.2)
Assosciate 47 42 55 45 33
(%46.5) (%52.5) (%67.1) (%56.3) (%38.8)
Master’s 2 (%2.0) 5(%6.3) 11 11 8 (%9.4)
(%13.4)  (%13.8)
Income Status Income less 23 6 (%7.5) 12 8 17 (%20) .000**
than expenses (%22.8) (%14.6) (%10.0)
Income equalto 65 62 59 42 55
espenses (%64.4) (%77.5) (%72.0) (%52.5)  (%64.7)
Income more 13 12 11 30 13
than expenses (%12.9) (%15.0) (%13.4) (%37.5)  (%15.3)
The place District 21 4 (%5.0) 0 (%0) 77 19 .000**
they live (%20.8) (%96.3)  (%22.4)
Province 80 76 82 3(%3.8) 66
(%79.2) (%95.0)  (%100.0) (%77.6)

*p<.05 **p.01

In Table 6, the results of the Chi-square analysis regarding the comparison of the distribution of the
participants' gender, age, number of children, education level, income status and the place they live
according to the provinces where the study was conducted are given. Since the data were normally
distributed, the Chi-square test was used to determine the qualitative characteristics determined by
counting in the groups. According to this, there is a statistically significant difference between the
gender, age, number of children, education level, income status and the places they live considering the
provinces where the study was conducted (p<.01, p<.05). According to the provinces where the study
was conducted, the participation rate of women from Diyarbakir, izmir, Karaman, Maras and Zonguldak
is significantly higher than that of men from these provinces (p<.05). Participation rates of those aged
21-25 from Diyarbakir, izmir, Karaman, Maras and Zonguldak provinces are significantly lower than
those aged between 26-30, 31-35 years old and over 35 years of age from these provinces (p<.01).

The participation rates of those who have two children from Diyarbakir, izmir, Karaman, Maras and
Zonguldak provinces are significantly higher than those who have one child, 3 children and 4 or more
children from these provinces (p<.01).
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The rate of participation in the study of those with an associate degree in education from Diyarbakir,
izmir, Karaman, Maras and Zonguldak provinces is significantly higher than the rate of participation in
the study of those who are illiterate, who has primary school, secondary school and postgraduate
degree from these provinces (p<.01). The rate of participation in the study of illiterate people from
Diyarbakir, izmir, Karaman, Maras and Zonguldak provinces is significantly lower than the rate of
participation in the study of those with secondary school, associate and postgraduate degrees from
these provinces (p<.01).

Participation rates of those whose income is higher than expenses from Diyarbakir, izmir, Karaman,
Maras and Zonguldak are significantly lower than those from these provinces whose income is less than
expenses and whose income is equal to their expenses (p<.01). Participation rates of those whose
income is equal to their expenses from Diyarbakir, izmir, Karaman, Maras and Zonguldak are
significantly higher than the participation rates from those provinces of those whose income is less than
their expenses and those whose income is higher than their expenses (p<.01).

The rate of people living in the province Diyarbakir is significantly higher than the rate of those living
in the district, the rate of those living in the province izmir is significantly higher than the rate of those
living in the district, the rate of those living in Karaman is significantly higher than the rate of those living
in the district, the rate of those living in the district in Maras is significantly higher than the rate of those
living in the district and the rate of those living in the province Zonguldak is significantly higher than the
rate of those living in the district (p<.01).

In Table 7, the results of the correlation analysis between the expectations of the parents from the
pre-school education institutions and their perception levels regarding the fulfiiment of their
expectations are presented.

In Table 7, Pearson Correlation analysis results are given to examine the relationship between
expectations from the institutio

Table 7.
Analyze of the Relationship between Parents' Expectations from Pre-School Education Institutions and
Perception Levels of Meeting Their Expectations

Perception Level in Meeting Expectations

Physical Reliability = Eagerness Trust Empathy  Perception Level

Expectation Level .660** .708** .686** .690** .671%* 748%**
Phsysical .605** .529** .509** .507** .502** .579**
Reliability .565%* .677** .620** .609** .574** .668**
Eagerness .558%** .634%** .693** .679%* .601** .691%**
Trust .607** .651** .629** .673** .599** .690**
Empathy .568%* .636%* .594** .602** .662** .678**
**p<.01

In to measure service quality in pre-school education institutions and their perception levels in
meeting the expectation. Since the data showed a normal distribution, Pearson Correlation analysis was
used to determine the direction, severity and directness of the relationship in terms of all sub-dimension
scores between the measurements between the level of perception and the level of expectation in
meeting the expectation. According to this, there is a strong positive relationship between the level of
expectation and the levels of perception and sub-dimensions physical, reliability, eagerness, trust and
empathy in meeting the expectation (p<.01).
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There is a moderately positive relationship among physical, which is one of the sub-dimensions of
the expectation level, and between the perception levels of meeting the expectation, and between the
sub-dimensions of physical, reliability, eagerness, trust and empathy (p<.01).

There is a strong positive relationship among reliability, which is one of the sub-dimensions of the
expectation level, and perception levels in meeting the expectation, and between the sub-dimensions of
physical, reliability, enthusiasm, trust and empathy (p<.01).

There is a strong positive relationship among responsiveness, which is one of the sub-dimensions of
the expectation level, and the perception levels in meeting the expectation, and between the sub-
dimensions of physical, reliability, enthusiasm, trust and empathy (p<.01).

There is a strong positive correlation among the expectation level sub-dimensions, trust, and
perception levels in meeting the expectation, and physical, reliability, responsiveness, trust and
empathy sub-dimensions (p<.01).

There is a strong positive relationship between empathy, which is one of the sub-dimensions of the
expectation level, and the perception levels of meeting the expectation, and between the sub-
dimensions of physical, reliability, eagerness, trust and empathy (p<.01).

In Table 8, the results of simple linear regression analysis regarding the effect of meeting the
expectations of the parents from the institution on the perception of meeting the expectation are given.

Table 8.
A Simple Linear Regression Analysis of the Effect of Meeting the Parents' Expectations from the
Institution on the Perception of Meeting the Expectation

Independent Dependent B Standard B t P
error s
Perception in meeting Steady 26.425 4.613 5.729 .000
expectation Expectation from .796 .035 .748 22.900 .000
institution
R=.748 R2=.560 F (1,412)=524.427 p=.000

In Table 8, the results of simple linear regression analysis regarding whether the perception has an
effect on the expectation from the institution in meeting the expectation from the institution are given.
According to this, it has been found that the perception of meeting the expectations from the institution
has an effect on the expectations from the institution (F (1.412) = 524.427; p<.01). The perception
affects 7.5% of the level of meeting the expectations from the institution in meeting the expectations
from the institution. In other saying, 7.5% of the level of meeting the expectations of the parents from
the institution is explained by the perception symptoms in meeting the expectations from the
institution.

Discussion & Conclusion

Research findings on the service and quality level of pre-school education institutions in meeting the
expectations of parents are discussed in this section.

There was no meaningful difference in the empathy sub-dimension of the parents in the finding
related to the comparison of the educational status of the parents and the perception levels of meeting
the expectations of the services provided by the institutions. According to the research findings, it has
been seen that the perceptions of illiterate parents about meeting their expectations from institutions
were lower than their parents with other education levels in terms of physical and reliability. According
to Puccioni (2015), parents have various expectations for future achievements of their children in every
period. In the literature, the expectations of parents in pre-school experiences are generally in the form
of providing a safe, developmentally appropriate environment, pre-school education as more than
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childcare, inclusion of parents in school and developmental support provided to parents by school
(Ansari et al., 2018). In addition, parents want schools to provide a warm and friendly environment
where every student is approached with understanding (Noman & Kaur, 2015). The result Johansen et
al.(1996) obtained from the study they performed also supports the result of this study. Unlike this
study, Kimmel's (2006) study aimed to explain the criteria for parents to choose early childhood
education institutions and the role of the variables in these choices, and it was concluded that the
socioeconomic status and education level of the parents affected their preferences. In another study, Hu
and Li (2012) stated that parents with higher education levels tend to choose higher quality early
childhood education for their children.

According to another finding of the study, it has been understood that the perceptions of parents
with postgraduate degree in meeting their expectations from the institution are lower than the others in
the dimension of eagerness, the perceptions of parents with primary and postgraduate degrees in
meeting the expectations of the institutions themselves are lower than the others, and the perceptions
of the parents with secondary school degree about the expectations from the institution are higher than
the others in the dimension of empathy. In terms of total score, it was concluded that the perceptions of
illiterate and parents with postgraduate degree in meeting their expectations from institutions were
lower than the others. In many studies different conclusions from this study have been reached. For
example, when the longitudinal study of Murray McFarland-Piazza and Harrison (2015) on changing
patterns of parent-teacher communication and parent involvement in early childhood settings is
examined, it is seen that parents who have completed higher education have more knowledge about
education systems than parents with less education. In a similar way, according to the results of
Grogan’s (2012) research to examine the interaction of parent, child and contextual factors in choosing
pre-school, it was seen that parents with more education are more likely to consider quality in their
choice of pre-school. One of the especially important and determining factors is the education level of
the mother. The education level of mothers shapes how they manage and invest in their children's
education in terms of time, money and effort (Crosnoe et al., 2016).

According to another finding of the study, it has been observed that the level of satisfaction of the
expectations of the parents, whose income is less than their expenses, from the services provided by the
institutions, is lower than the other groups at the level of trust. It has been concluded that the
perceptions of the expectations of the parents from the institution, whose income is less than their
expenses, are lower in terms of reliability and physical size. It has been concluded that the perceptions
of the expectations of the parents from the institution, whose income is less than their expenses, are
lower in terms of reliability and physical size. In the study of Untaruet al.(2017) to measure the quality
of service provided by pre-schools, they expressed the quality in educational institutions as accessibility,
staff courtesy, comfort, competence, professionalism, reliability, staff availability, precision, efficient
communication, hygiene, safety, reliability and safety. In addition, parents stated that the activities and
services provided in the physical care setting are important to them (Chaudry et al., 2011). In Arnas’s
(2002) study, it was seen that 30.9% of parents who researched about schools before their children
were enrolled in pre-school education compared the physical characteristics of kindergartens.

As a result of the findings of the study, it can be said that the finding of low expectations in terms of
reliability and physical size of parents whose income is less than their expenses is related to
affordability. According to the research conducted by Bassok et al. in 2017, it shows that priority
concerns such as affordability, location and convenience are more effective than quality in the selection
of low-income families. Celebi (2018) safety in parents' choice of preschool education institution is
considered important by more than 90% of all parents in choosing an institution. It is seen that the
finding of the research that the income status of the parents affects the reliability and physical
dimensions correspond to the literature.

It has been found that the parents whose income is less than their expenses in terms of total score
have a lower perception of meeting their expectations from the institution than the others. Low-income
families differ from high-income families in many factors that are expected to affect preschool

55



Arslan, Emre, Ulutas Keskinkilic, Ozyazici—- Cukurova Universitesi Egitim Fakiiltesi Dergisi, 51(1), 2022, 42-75

enrolment. Low-income mothers are younger, less educated, and generally have lower educational
expectations for their children (Crosnoe et al., 2016). Low-income parents often consider convenience
and accessibility in factors such as the institution's location, hours, and cost. In addition, high-income
parents mostly indicate the developmental aspects of the preschool education institution (Grogan,
2012). It has been shown that parents living in urban areas and with high economic and social status
have higher expectations from preschool education and their ratings are lower with satisfaction from
the service provided (Zivotic et al., 2013). It can be said that the finding of the relationship between the
income status of the parents and their expectations from the institution overlaps with the literature.

It has been concluded that the place where the parents live does not cause a change in their level of
meeting their expectations from the institutions and their perceptions of meeting their expectations. It
can be said that the similarity of the facilities of pre-school education institutions within the Ministry of
National Education in meeting the needs of children does not reveal the differentiation of the place of
residence.

As a result of the research, it has been seen that while the expectations of the parents from the
institution increased, the level of meeting the expectations also increased. In the study conducted by
Cryer and Burchinal, (1997) with the parents of infant/toddler and preschool children, it was concluded
that parents tend to evaluate the quality of institutions as high. It was observed that 90% of preschool
parents and 91% of infant/toddler parents rated their children's programs in the highest quality range,
five or above on the rating scale out of seven. A similar result was found in a study conducted with 204
children aged 2,5 to four, parents of 437 children aged 4-5 and independent observers, and found that
parents' early childhood education rating scores were much higher than those of independent
observers. Parents rated all aspects of early childhood education quality significantly higher than
observers' scores. This finding can be interpreted as parents can evaluate the quality of pre-school units
where their children attend considering their expectations (Grammatikopoulos et al., 2012).

Another finding of the study is that the perception of meeting the expectations of the parents from
the institutions has an effect on the level of meeting the expectations of the institutions. When the
literature was examined, it was seen that similar results were obtained. In a study conducted by Cryer et
al.(2002) to compare 392 parents in the USA and Germany with how they perceived the quality of early
childhood education services, mothers from Germany and the USA rated the quality of classrooms much
higher than independent observers. It has been seen that there is a relationship between the
importance scores of the parents and the quality scores they assign. In the studies conducted by Nunes
and Melo (2006) on quality in preschool parental perceptions, it was seen that parents generally gave
high quality scores to their children's kindergartens. In the study conducted by Barros and Leal (2015) to
examine parents' and teachers' evaluations of their perceptions of quality, it has been seen that the
scores of the parents were significantly higher than the scores of the trained observers. It has been
concluded that parents can evaluate the quality of daily care based on their expectations rather than
reality in their children's childcare services.

In the study of Karademir and Akman (2021), in which they aimed to determine the thoughts of
teachers and institution administrators working in pre-schools about quality in early childhood
education, it was revealed that quality was related to physical conditions and the quality of the teacher,
the content of educational services, and the positive attitude habits desired to be given to children. In
the research conducted by Karademir and Oren (2020), it has been concluded that the quality of
education is affected by the physical environment and materials, as well as the proficiency of teachers,
the number of children in the class, the number of children per teacher, the interaction of children with
teachers, the education program, communication, the education of the family and the inclusion of the
family in the process.

As a result of the research, it has been determined that there is no statistically significant difference
between the physical, reliability, eagerness, trust, empathy and expectation total scores of the parents,
which are the levels of meeting the expectations from the service provided by the preschool education
institutions, considering their educational status (p>.05). It has been revealed that there is a strong
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positive relationship between the level of expectation and the levels of perception and sub-dimensions
physical, reliability, responsiveness, trust and empathy in meeting the expectation (p<.05). In meeting
the expectation from the institution, the perception affects 7.5% of the expectation from the institution.

The qualitative and quantitative results obtained by increasing the number of studies containing
qualitative data can be compared in evaluating the service and quality level of preschool education
institutions in meeting the expectations of parents. A program can be developed in line with the needs
and its effectiveness can be tested by carrying out needs determination studies in line with the
expectations of the parents from the preschool education institution.
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Tiirkge Siirimui

Girig
GlnUmuzde insanlarin ihtiyaglari bazi durumlarda ayni olmasina ragmen sunulan hizmet ve bu
ihtiyaca verilen cevap farkli olabilmektedir. Bu sebeple insanlar ayni ihtiyaca yonelik verilen
hizmetlerden kendilerine uygun olanlari aramak, degerlendirmek ve se¢cmek durumundadir. Hangi
alanda olursa olsun hizmette kalite standardini yakalamanin gicligl, arz talep dengesi ve Uretim ile
tiketimin beraber olmasi, performans degerlendirmenin misteri memnuniyetine bagli olmasi gibi
degisik bircok sebepten dolayi isletmelerin kendilerini misteriye kabul ettirmesi olduk¢a zor olmaktadir

(Can, 2016; Kotler& Keller, 2012; Ozsagir& Akin, 2012).

Hizmet kalitesi, musterilerin bir hizmetle ilgili beklentileri ve hizmetin sunulma seklinin algilanmasi
arasinda yapilan karsilastirmanin sonucu olarak tanimlanir (Grénross, 1984). Ozveren (2010) hizmetin
kalitesini; musterilerin ihtiya¢ durumu ve hizmetten beklentileri, hizmetin igerisinde bulunmasi zorunlu
gorilen ozellikler ve sunulan hizmetin bu 6zelliklere sahip olma derecesi olarak tanimlamistir.

Parasuraman, Zeithaml ve Berry (1988) uzun vyillar hizmet kalitesi Gzerinde arastirmalar yaparak
calismalarini genis bir cerceveye yaymislar, uygun faktérleri bularak her isletmenin uygulayabilecegi en
genel modele ulagsmaya calismislardir. 1985-1990 vyillari arasinda yapilan bu ¢alismalar, literatirin en
kapsaml ¢alismasi olup ABD’de gelistirilmis ve diinya c¢apinda kullanilan bir model haline gelmistir.
Parasuraman, Zeithaml ve Berry (1988), Uriinlerin kalitesi hakkindaki bilginin, hizmetlerin soyutluk,
heterojenlik, ayrilmazlik ve dayaniksizlik 6zellikleri nedeniyle, hizmet kalitesinin anlagiimasi igin yetersiz
oldugunu belirtmislerdir. Literatiirde hizmet kalitesini 6lgmek igin en yaygin olarak kullanilan model,
Parasuraman ve digerleri(1988) sadece hizmet sunma sirecini yansitan SERVQUAL modelidir (Eriskin,
2019; Ginduz & Yener, 2012; Yener, 2013; Yener & Tascloglu, 2018a, 2018b).

21. ylzyilda isletme sistemlerinde personel ihtiyacinin karsilanmasinda, isletmelerin belirlemis
oldugu kriterlere uygun personel yetismesinde egitim sektorinin hizmet kalitesi 6n plana ¢gikmaktadir.
Egitim sektoriinde hizmet kalitesine sistemin en alt kademesi olan okul 6ncesi egitim ile baslanmasi
gerektigini sdylemek mimkiindir.

Okul Oncesi Egitimde Kalite ve Hizmet Kalitesi

Egitim, Ulkenin bilimsel, ekonomik, sosyal ve kiiltiirel agidan gelismesini saglamakla birlikte o tGlkenin
toplumunu meydana getiren bireylerin de nitelikli olarak yetismesini saglayan bir sistemdir (Demirel &
Kaya 2013). Egitim, dogrudan insana yonelik bir hizmet yatinmidir ve insana yapilan yatirmin en iyi
yatirim oldugu gercegi (Haktanir, 2008), politika yapicilari harekete gecirmistir. Politika yapicilar, egitim
hizmetinin devletin tekelinden g¢ikararak rekabet ortami saglanarak egitimin daha etkin ve kaliteli
olmasini saglamak amaciyla 6zel sektérleri bu hizmete dahil etmek igin tesvik etmis ve desteklemistir
(Taskin ve Bliylik, 2002). Egitim hizmetinin temeli niteliginde olan okul dncesi egitim ise ¢ocuklarin tim
gelisim alanlarinda ¢ok hizli gelisim ve degisimlerin yasandigl, cocugun hayatina etki edecek bir¢ok kritik
donemi icinde barindiran kaliteli bir egitim ve nitelikli zenginlestirilmis cevre ile ¢ocuklarda meydana
gelen degisimleri olumlu yonde ilerletecek 6nemli bir hizmet alanidir (Kuru Turasli, 2008). Uluslararasi
yapilan arastirmalarda (Nationallnstitute of Child Healthand Human Development [NICHD], 2006) okul
oncesi donemin 6nemi arastirmalarla ortaya konulunca insanlar bu alana karsi daha duyarli davranmaya
baslamiglardir. Bu durum okul dncesi egitime erisim, firsat esitlikleri sunma ve sunulan egitimin kalite
diizeyi Gzerinde durulmasini gerekli kilmistir. Bu durum ayni zamanda okul 6ncesi egitimin diinyanin pek
cok Ulkesinde zorunlu olmasa bile yayginlasmasina neden olmaktadir (Kildan, 2010).

Okul oncesi egitimde kalite ile ilgili alanyazin tarandiginda ulusal ¢apta ¢alismanin sinirl oldugu ve
uluslararasi calismalarin ise oldukca fazla oldugu goriilmektedir. Uluslararasi alandaki calismalara
bakildiginda “Egitim Ortamlar1” (Cassidy vd., 2005; Denny, Hallam ve Homer, 2012; Fenech, Sweller ve
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Harrison, 2010; Hofer, 2010; La Paro, Thomason, Lower, Kintner-Duffy ve Cassidy, 2012; Jeon, Buettner
ve Hur, 2014; Warash, Markstrom ve Lucci 2005 ), “Okul Yénetimi” (Arend 2010; Foster-Nelson, 2012;
Lower ve Cassidy, 2007; Mathers, Linskey, Seddon ve Sylva, 2007) ve “Kalite Degerlendirme ve
iyilestirme Sistemi (QRIS)” (Connors ve Morris, 2015; Hestenes vd. 2015; Lahti, Elicker ve Zellman, 2015;
Yazejian ve Iruka, 2015) ile ilgili konularda yapildigi gorilmistir. Bu ¢alismalarin biyik ¢ogunlugu
Amerika’da farkli eyaletler dikkate alinarak yapilan arastirmalardir. Arastirmalar incelendiginde,
kurumlarin degerlendirme sireglerini gii¢lendirecek ve kalitede gelisimini saglayacak EarlyChildhood
Environment RatingScale-Revised (ECERS-R) i¢in yapilmis detayh ¢alismalara ek olarak, alternatif 6lgme
araclari arayisinda olundugu dikkat cekmektedir. QualityRatingandimprovementSystems (QRIS) okullarin
egitim ortamlarini ele alip detayli denetim ve gelistirme firsatlari sunmakla beraber yéneticilere yonelik
spesifik arastirma gabalarinin az oldugu goérilmektedir.

Turkiye’de yapilan calismalar incelendiginde (ACEV, 2009; Egitim Reformu Girisimi [ERG] & Anne
Cocuk Egitim Vakfi [ACEV], 2013; G&l-Giiven 2009; Giighan Ozgiil, 2011; Kalkan ve Akman 2009; Kurt,
2015; Kose, 2015; MEB, 2011; Solak, 2007; Sumeli, 2015; Yaman, 2016) genellikle kurumlarin fiziksel
ortam kalitesine ve 6zelliklerine odaklanan galismalarin yogunlukta oldugu gorilmistir. Bununla birlikte
Millt Egitim Bakanhgi, Egitim Reformu Girisimi (ERG) ve Anne Cocuk Egitim Vakfi (ACEV) gibi kurum ve
kuruluslar da erken gocukluk egitiminde kalitenin saglanmasina yonelik pek ¢ok ¢alismalar yapmislardir.
Okul Oncesi Egitimi Giiglendirme Projesi kapsaminda, 2011 yilinda yayinlanan “Tirkiye’de Okul Oncesi
Egitimde Kalite Standartlari Durum Analizi Raporu” llkemizde erken gocukluk egitiminin kalitesini ortaya
koymasi agisindan son yillarda yapilan en kapsamli ¢alismalardandir. Yoneticiler ile ilgili arastirmalara
bakildiginda liderlik tiirleri, iletisim becerileri vb. dzelliklerini arastiran arastirmalara ek olarak, 6gretmen
ve yonetici goruslerini tek arastirmada birlestiren yaklasimlarin da oldugu goézlenmistir. Denetim
slreclerini inceleyen arastirma sayisi ise yok denecek kadar azdir. Sonug olarak, Tirkiye’de son yillarda
biitincil olarak kaliteyi ele alan, tiim paydaslari kapsayan ve gelistirmeyi odaklayan bilimsel arastirmalar
(Can ve Kilig, 2019; Karademir ve Akman, 2021; Karademir ve Oren, 2020) olmasina ragmen
ebeveynlerin okul oncesi egitim kurumlarindan beklentilerinin karsilanmasindaki hizmet ve kalite
dizeyinin degerlendirilmesine iligkin bir calismaya rastlanmamistir.

Bu nedenle bu arastirmanin genel amaci, okul 6ncesi egitim kurumlarinin ebeveynlerin beklentilerini
karsilamadaki hizmet ve kalite diizeyini degerlendirmektir. Bu genel amag dogrultusunda arastirmanin
alt amaglari su sekilde belirlenmistir:

1. Ebeveynlerin egitim durumu, gelir durumu ve yasadigl illere gére kurumlarin verdikleri hizmetten
beklentilerinin karsilanmasi farklilik géstermekte midir?

2. Ebeveynlerin okul 6ncesi egitim kurumdan beklentileri ile beklentiyi karsilamadaki algi diizeyleri
arasinda iligki var midir?

Yontem
Arastirma Modeli

Arastirmada nicel arastirma yontemlerinden biri olan, var olan bir durumu oldugu sekliyle
betimlemek amaciyla betimsel tarama deseni tercih edilmistir. Betimsel taramalar, genis kitlelerin
ozelliklerini betimlemeyi ve var olan durumun fotografini gekmeyi amaglayan ¢alismalardir (Buyukoztiirk
vd., 2015).

Calisma Grubu

Bu calismada kiime oOrnekleme yoéntemlerinden oransiz kiime ornekleme yéntemi kullaniimistir.
Turkiye'nin bolgeleri arasindan bes bolge ve her bir bolgede yer alan iller arasindan bir sehir, her bir
sehirde ise dort okul dncesi egitim kurumu oransiz kiime drnekleme yontemi ile belirlenmistir. Calisma
kapsaminda 6lgek bes ilde (izmir, Diyarbakir, Karaman, Kahramanmaras, Zonguldak) 520 égrenci velisine
uygulanmistir ve 446 veri toplanmistir. Elde edilen verilerden 18’i kayip degerler nedeniyle analiz disi
birakilmistir. Sonug olarak 428 veri, analize dahil edilmistir. Degerlendirmeye alinan verilerden 80’i
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izmir'den, 101’i Diyarbakir’dan, 82’si Karaman’dan, 80’i Kahramanmaras’tan ve 85’i Zonguldak’tan elde
edilmistir. Katihmcilarin tanitici 6zellikleri Tablo 1’de sunulmustur.

Tablo 1.
Arastirmaya Katilan Velilerin Demografik Ozellikleri
Variables Groups Frequency (n) Percent (%)

Gender Male 135 31.5
Female 293 68.8
Age 21-25 14 33
26-30 72 16.8
31-35 181 42.3
36 and older 161 37.6
Number of Children 1 119 27.8
2 211 49.3
3 68 15.9
4 and more 30 7.0
Educational Status illiterate 2 0.5
Primary school graduate 40 9.3
Secondary school graduate 127 29.7
Bachelor’s degree 222 51.9
Postgraduate degree 37 8.6
Income Status Income is less than expenses 66 15.4
Income equal to expenses 283 66.1
Income is more than 79 18.5

expenses
Place they live District 121 28.3
Province 307 7.7
TOTAL 428 100

Etik Kurul izni

Bu calisma icin Giimiishane Universitesi Bilimsel Arastirmalar ve Yayin Etigi Kuruldan etik agidan
uygunluk karari 04.02.2021 tarih ve 2021/1 sayi ile verilmistir.

Kullanilan Veri Toplama Araglari

Bu arastirmada, okul oncesi egitim kurumlarinin beklenti dizeylerini 6lgmek amaciyla arastirmaci
tarafindan gelistirilen Kisisel Bilgi Formu ve Servqual Hizmet Kalitesi Olgegi kullaniimistir.

Kisisel Bilgi Formu: Bu formda, g¢alismaya katilan anne-babalarin; cinsiyet, yas, egitim dizeyi, cocuk
sayisl, gelir diizeyi ve yasadigi yere iliskin maddeler yer almaktadir.

Servqual Hizmet Kalitesi Olgegi: Parasuraman ve digerleri (1988) tarafindan temel olarak, hizmet alan
kisilerin memnuniyeti ve tatminini 6lgmek amaci ile gelistirilmistir. Servqual, tiketicilerin aldiklar
hizmetin kalitesini nasil degerlendirdikleri, hangi boyutlarda degerlendirdikleri, bu degerlendirme
boyutlarinin farkli tiiketiciler icin degisip degismedigi ve son olarak tiiketicilerin beklentilerini hangi
faktorlerin etkilediginin anlasilmasini saglamaktadir.

SERVQUAL, hizmet sektorlii basta olmak lzere pek c¢ok sektdorde kabul gérmis ve sikga tercih
edilmistir. Calismamizda Servqual hizmet kalitesi 6lcegi ile egitim kurumlarinin degerlendirilmesi
yapilmistir. Ulkemizde ilk olma 6zelligi tasimaktadir. Egitim sektdériinde hizmet verenlerin sunduklar
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hizmeti alanlarin nasil degerlendirebileceklerini bildiklerinde, hizmet alanlarin beklentilerinin bu
degerlendirmenin nasil etkilenebilecegini gorebilecektir (Eroglu, 1990). Sunulan hizmet, hizmeti alanlarin
beklentileri karsilaniyor ise sunulan hizmet kalitelidir. Sunulan hizmet, hizmeti alanlarin beklentilerini
karsilayamiyor ise beklenti ve hizmet kalitesi arasinda bosluk oldugu kabul edilir. Olusan bosluk hizmet
alanlarda tatminsizlik oldugunu gésterir (Oztiirk, 2013).

Servqual Hizmet Kalitesi Olcegi kapsaminda dlgek gelistirme asamasinda, dlcek gelistirmeye uygun
olarak maddelerin yari yariya pozitif ve negatif olmasi saglanmistir. Katiimcilarin pozitif ve negatif
ifadeleri, yedi likert tipi ©6lcek (izerinden degerlendirmektedir. Olgekte yedi rakami “kesinlikle
katilyorum” ifadesine, bir rakami ise “kesinlikle katilmiyorum” ifadesine karsilik gelmektedir. Cronbach’s
alfa katsayisina gore olgek madde sayisi elli dort olarak belirlenmistir, daha sonra veriler tekrar
degerlendirilerek guincellenmistir, yirmi iki ¢ift madde ve bes kriter olarak Servqual 6lgegi son seklini
almistir. Olcek her alanda kullanilabilen bir yapiya sahip oldugu icin, maddelerinde kendi calismamiza
uygun sekilde ifadelerde kiigiik diizeltmeler yapilmistir. Ornegin, 6lgek maddelerinde kurumlar, okul
oncesi egitim kurumu seklinde degistirilmistir. Calisanlar grubu arasina 6gretmenler de eklenmistir.
Olgek boyutlara gére numaralandiriimistir. Boyutlar ézelinde bakildiginda;

Fiziksel gorinim boyutunda 4 madde (1,2,3,4) yer almaktadir. Bu maddelerin igerigi; okul 6ncesi
egitim kurumlarinin modern donanimh olmasi, binalarin ve siniflarin gbze hos gériinmesi, ¢alisanlarin
temiz ve dizgiin goriinmesi ve kurumda kullanilan arag-gereglerin hos goriinmesi sekilde ifade
edilmektedir.

Glvenilirlik boyutunda bes madde (5,6,7,8,9) yer almaktadir. Bu maddelerin igerigi; okul oncesi
egitim kurumlarinda galisanlarin, verdikleri sozleri zamaninda yerine getirmesi, 6grenci bir problem
yasadiginda problemi ¢6zmek icin yakin ve samimi davranmasi, hizmetlerini ilk seferde ve dogru olarak
vermesi, hizmeti daha 6nceden soyledikleri zamanda vermesi ve okul Oncesi egitim kurumlarinin
kayitlari ve bilgileri hatasiz kayit altina almada ¢ok hassas olmalari seklinde ifade edilmektedir.

Heveslilik boyutunda 4 madde (10,11,12,13) yer almaktadir. Bu maddelerin igerigi; okul 6ncesi egitim
kurumlari 6gretmenlerinin, 6grencilerin 6grenme becerilerinin ve problem ¢ézme yeteneginin
gelistiriimesi, yenilik, gelisim ve ¢aga uyum konusunda topluma énderlik yapmasi, 6grencilere yardimci
olmaya goénulli olmasi, 6grencilerin isteklerin cevaplamada vyeterli zamani ayirmasi olarak ifade
edilmektedir.

Guven boyutunda 4 madde (14,15,16,17) yer almaktadir. Bu maddelerin igerigi; okul 6ncesi egitim
kurumlarinda calisanlarin glvenilir olmasi, 6grencinin kendini glivende hissetmesi, 6grencilerin sikayet
ve sorunlarinin ¢ozlleceginden emin olmasi, ¢alisanlarin 6grencilerin sorularina cevap verecek bilgi ve
donanima sahip olmasi seklinde ifade edilmektedir.

Empati boyutunda 5 madde (18,19,20,21,22) yer almaktadir. Bu maddelerin igerigi; okul 6ncesi
egitim kurumlarinda calisanlarin 6grencilerle tek tek ilgilenmesi, ¢calisma saatlerinin tim Ogrencilere
uygun sekilde diizenlenmesi, her 6grenciyle kisisel olarak ilgilenilmesi, 6grencilerin 6zel isteklerini
anlayabilmesi ve oOgretmenlerin Ogrencilerin basarilarini her seyin Ustiinde tutmasi seklinde ifade
edilmektedir (Dyke vd., 1997)

Calismadaki 6lgegin glivenirligi, Cronbach Alfa katsayisiyla belirlenmistir. Cronbach alfa degerinin
0.959 ile yuksek derece giivenilir oldugu gorilmustdr.

Verilerin Toplanmasi

Veriler, anket formu araciligi ile okul 6ncesi egitime devam eden ¢ocuklarin ebeveynlerine bireysel
olarak uygulanmistir. Gondlli olarak arastirmaya katilmayi kabul eden ebeveynler calismaya dahil
edilmistir. Ebeveynlerle yliz ylze gorisilerek arastirma konusunda bilgi verilerek anket formu ve kisisel
bilgi formunu doldurmalari istenmistir. Ebeveynlerin doldurduklari anketlerin 6gretmenlere teslim
edilmesi istenmistir.
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Veri Analizi

Verilerin analizinde SPSS 26 programi kullanilmistir. Nicel degiskenleri karsilastirmak amaciyla
oncelikle parametrik test kosullarinin saglanip saglanmadigi arastirildi. Verilerin dagiliminin normalligi
KolmogorovSmirnov testi ile tespit edilmistir. Anlamlilik diizeyi 0.05 olarak kabul edilmistir. Aragtirmanin
ebeveynlerin egitim hizmetlerinden beklentileri ve algilamalari ile demografik degiskenler arasindaki
farkhhklar tespit etmek maksadiyla t-testi, Tek Faktorlii Anova (varyans analizi) ve Pearson Korelasyon
Katsayisi uygulanmis; frekans, ylzde, aritmetik ortalama ve standart sapma degerleri hesaplanmistir.
Kurumdan beklentiyi karsilamada alginin kurumdan beklentinin (izerinde etkisini incelemek igin basit
dogrusal regresyon analizi yapilmistir.

Bulgular

Bu bélimde, okul éncesi egitim kurumlarinin ebeveynlerin beklentilerini karsilamadaki hizmet ve
kalite diizeyini degerlendirmek amaci ile dlgekler yoluyla toplanan verilerden elde edilen bulgular yer
almaktadir. Elde edilen bulgulara yonelik yapilan istatistiksel analiz sonuglari gesitli degiskenlere ve
oOlgegin alt boyutlarina gore sunulmustur.

Tablo 2’de egitim durumu degiskenine gore ebeveynlerin kurumlarin verdikleri hizmetten beklenti
diizeylerinin karsilastiriimasina iliskin analiz sonuglari sunulmustur.

Tablo 2.
Egitim Durumu Degdiskenine Gére Ebeveynlerin Kurumlarin Verdikleri Hizmetten Beklenti Diizeylerinin
Karsilastirlmasina lliskin One-Way ANOVA Analizi

x2 sd Mean F P Difference
square between groups
Intergroup 91.536 4 22.884
. .962 428
Ph I -
ysica In-group  9939.272 418 23778
Intergroup 244.001 4 61.000
N 1.608 171
Reliability 16010.187 422  37.939
group
Intergroup 135.606 4 33.901
1.965 .099
E -
GBETNESS  hgroup 7263542 421 17.253
Intergroup 113.687 4 28.422
Trust 1.586 177 )
Intergroup 118.917 4 29.729
Empathy 773 .543 )
Intergroup 2373.269 4 593.317
Expectation 1.180  .319 )
level In-group 207238.083 412 503.005

Tablo 2’de egitim durumu degiskenine gore ebeveynlerin okul éncesi egitim kurumlarinin verdikleri
hizmetten beklenti dizeylerinin karsilastirilmasina iliskin  ANOVA analizi sonuglari verilmistir.
KolmogorovSmirnovTesti’ne gére Hizmet Kalitesi Olceginin tiim alt boyut puanlarinda verilerin normal
dagilim gosterdigi belirlenmistir. Buna gore ebeveynlerin okul oncesi egitim kurumlarinin verdikleri
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hizmetten beklenti dizeyleri bakimindan fiziksel, glivenirlik, heveslilik, gliven, empati ve beklenti alt
boyut puanlari arasinda egitim durumlarina gore istatistiksel olarak anlaml bir farkhlik yoktur (p>.05).

Tablo 3’te egitim durumu degiskenine gére ebeveynlerin kurumlarin verdikleri hizmetten beklentiyi
karsilamada algi duizeylerinin analiz sonuglari sunulmusgtur.

Tablo 3.
Egitim Durumu Degiskenine G6re Ebeveynlerin Kurumlarin Verdikleri Hizmetten Beklentiyi Karsilamada
Algi Diizeylerinin Karsilastirilmasina iliskin One-Way ANOVA Analizi

x2 sd Mean F P Difference
square between
groups

Physical Intergroup  315.617 4 78.904 3.816 .005* illiterate
Primary school
In-group 8746.299 423 20.677 Secondary
school
Associate
Bachelor’s

Reliability Intergroup  341.006 4 85.252 2.496 .042* illiterate
Primary school
In-group 14444.795 423 34.148 Secondary
school
Associate
Postgraduate

Eagerness Intergroup  242.344 4 60.586 3.059 .017* Secondary

school
In-group 8357.361 422 19.804 Associate

Postgraduate

Trust Intergroup  264.047 4 66.012 3.679 .006**  Primary school

Secondary
|n_gr0up 7590.803 423 17.945 school

Associate
Postgraduate

Empathy Intergroup  415.591 4 103.898 2.541 .039* Primary school

Secondary
|n_group 17215.808 421 40.893 school

Associate
Postgraduate

Perception Intergroup  6468.923 4 1617.231 2.989 .019* illiterate
level in 227243.256 420 541.055 Secondary
meeting In-group school
expectations Associate
Postgraduate

Tablo 3'te egitim durumu degiskenine gore ebeveynlerin okul dncesi egitim kurumlarinin verdikleri
hizmetin beklentiyi karsilama algi diizeylerinin karsilastiriimasina iliskin ANOVA analizi sonuglari
verilmistir. Veriler normal dagilim gosterdiginden Tek Yonli Varyans Analizi kullaniimistir. Gruplar
arasindaki farklarin tespitinde Post-Hoc Testi kullaniimistir. Buna gore ebeveynlerin okul 6ncesi egitim
kurumlarinin verdikleri hizmetin beklentiyi karsilama algi diizeylerinden fiziksel Olcegi puanlarinda
(F(4.423)=3.816; p<.01), glvenirlik (F(4.423)=2.496; p<.05), heveslilik (F(4.422)=3.059; p<0.05), gliven
(F(4.423)=3.679; p<.01), empati (F(4.421)=2.541; p<.05) ve beklentiyi karsilama algi diizeylerinde
(F(4.420)=2.989; p<.05) egitim durumlarina gore anlamh farklilk vardir. Anlamliligin nereden

63



Arslan, Emre, Ulutas Keskinkilic, Ozyazici—- Cukurova Universitesi Egitim Fakiiltesi Dergisi, 51(1), 2022, 42-75

kaynaklandigini anlamak icin yapilan Post-Hoc analizlerine gore fiziksel dlgegi puanlarinda fark okuryazar
olmayanlar ile ilkégretim (p:.001), ortadgretim (p:.001), 6n lisans (p:.002) ve lisansisti (p:.004) mezunu
olanlar arasinda okuryazar olmayanlarin aleyhinedir. Bir diger ifadeyle okuryazar olmayanlarin fiziksel
diizeyleri ilkogretim, ortadgretim, 6n lisans ve lisansiisti mezunu olanlardan anlamli diizeyde dusuktdr.

Glvenirlik alt boyut puanlarinda fark okuryazar olmayanlar ile ilkégretim (p:.035), ortadgretim
(p:.014), 6n lisans (p:.014) ve lisanslstl (p:.045) mezunu olanlar arasinda okuryazar olmayanlarin
aleyhinedir. Bir diger ifadeyle okuryazar olmayanlarin giivenirlik diizeyleri ilkogretim, ortadgretim, on
lisans ve lisanslstli mezunu olanlardan anlamh diizeyde dustktir.

Heveslilik alt boyut puanlarinda fark lisanslsti mezunu ile ortadgretim (p:.005) ve 6n lisans (p: .007)
mezunu olanlar arasinda lisansiistii mezunu olanlarin aleyhinedir. Bir diger ifadeyle lisansiisti mezunu
olanlarin heveslilik diizeyleri, ortadgretim ve 6n lisans mezunu olanlardan anlamli diizeyde dustiktur.

Gliven alt boyut puanlarinda fark ilkégretim mezunu ile ortadgretim (p:.013) ve 6n lisans (p:.028)
mezunu olanlar arasinda ilkdgretim mezunu olanlarin aleyhinedir. Lisansistii mezunu olanlar ile
ortaégretim (p:.005) ve oOn lisans (p:.010) mezunu olanlar arasinda lisansisti mezunu olanlarin
aleyhinedir. Bir diger ifadeyle ilkogretim ve lisansiistii mezunu olanlarin giiven diizeyleri, ortadégretim ve
on lisans mezunu olanlardan anlamli diizeyde dusdktdr.

Empati alt boyut puanlarinda fark ortadgretim mezunu ile ilkogretim (p:.034), 6n lisans (p:.049) ve
lisansiisti (p:.029) mezunu olanlar arasinda lisanslsti mezunu olanlarin lehinedir. Bir diger ifadeyle
ortadgretim mezunu olanlarin empati dizeyleri, ilkégretim, 6n lisans ve lisansisti mezunu olanlardan
anlamli duzeyde yiiksektir.

Beklentiyi karsilamada algi diizeyi puanlarinda fark okuryazar degil ile ortadgretim (p:.021) ve 6n
lisans (p:.033) mezunu olanlar arasinda okuryazar olmayanlarin aleyhinedir. Lisansiisti mezunu olanlar
ile ortadgretim (p:.017) mezunu olanlar arasinda lisanslstlii mezunu olanlarin aleyhinedir. Bir diger
ifadeyle okuryazar olmayanlarin ve lisansistii mezunu olanlarin beklentiyi karsilamada algi diizeyleri,
ortadgretim ve 6n lisans mezunu olanlardan anlaml diizeyde distiktir.

Tablo 4’te gelir durumu degiskenine gore ebeveynlerin, kurumlarin verdikleri hizmetten beklenti
dizeylerinin karsilastiriimasina iliskin analiz sonuglari verilmistir.

Tablo 4.
Gelir Durumu Degiskenine Gére Ebeveynlerin Kurumlarin Verdikleri Hizmetten Beklenti Diizeylerinin
Karsilastirimasina fliskin One-Way ANOVA Analizi

x2 sd Mean F p Difference
square between groups
Intergroup 23.415 2 11.708
. 491 .612
Ph I -
ysica In-group 10007.393 420 23.827
Intergroup 223.392 2 111.696
Reliability 2.954 .053 i
|n-group 16030.795 424 37.808
Intergroup 62.336 2 31.168
Eagerness 1.797 .167 )
|n_group 7336.812 423 17.345
Intergroup 123.157 2 61.579 Income less than
3.456 . €xpenses
Trust In-group 7501.255 421 17.818 032 Income equal to
expenses
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Intergroup 136.655 2 68.327
1.787 .169
Empathy In-group 16135.995 422 38.237
Intergroup 2261.668 2 1130.834
Expectation 2.258 .106 }
level |n-group 207349.685 414 500.845
*p<.05

Tablo 4’te gelir durumu degiskenine goére ebeveynlerin okul dncesi egitim kurumlarinin verdikleri
hizmetten beklenti diizeylerinin karsilastirilmasina iliskin ANOVA analizi sonuglari verilmistir. Veriler
normal dagihm gostermistir ve gruplar arasindaki fark Post-Hoc Testi ile saptanmistir. Buna gore
ebeveynlerin okul 6ncesi egitim kurumlarinin verdikleri hizmetten beklenti diizeylerinin fiziksel,
glvenirlik, heveslilik, empati ve beklenti alt boyut puanlari arasinda gelir durumlarina gore istatistiksel
olarak anlamli bir farklilik yoktur (p>.05).

Guven alt boyut puanlarinda (F (2.421) =3.456; p<.05) gelir durumuna goére anlamh farkhhk vardir.
Anlamhlgin nereden kaynaklandigini anlamak igin yapilan Post-Hoc analizlerine gore giiven olgegi
puanlarinda fark geliri giderinden az olanlar ile geliri giderine esit (p:.009) olanlar arasinda geliri
giderinden az olanlarin aleyhinedir. Bir diger ifadeyle geliri giderinden az olanlarin giiven dizeyleri, geliri
giderine esit olanlardan anlamli diizeyde dusiktdir.

Tablo 5'te gelir durumu degiskenine gore ebeveynlerin kurumlarin verdikleri hizmetin beklentiyi
karsilamada algi diizeylerinin karsilastirilmasina iliskin analiz sonuglari verilmistir.

Tablo 5.
Gelir Durumu Dediskenine Gére Ebeveynlerin Kurumlarin Verdikleri Hizmetin Beklentiyi Karsilamada Algi
Diizeylerinin Karsilastirlmasina lliskin One-Way ANOVA Analizi

x2 sd Mean F p Difference
square between
groups
Physical Intergroup  161.787 2 80.894 3.863 .022*  Income less
than
In-group 8900.129 425 20.941 expenses
Income equal
to expenses
Reliability Intergroup  266.586 2 133.293 3.902 .021*  Income less
than
In-group 14519.215 425 34.163 expenses
Income equal
to expenses
Eagerness Intergroup  116.184 2 58.092 2.903 .056 -
In-group 8483.521 424 20.008
Trust Intergroup  66.461 2 33.230 1.813 .164 -
In-group 7788.390 425 18.326
Empathy Intergroup  224.333 2 112.167 2.726 .067 -

65



Arslan, Emre, Ulutas Keskinkilic, Ozyazici—- Cukurova Universitesi Egitim Fakiiltesi Dergisi, 51(1), 2022, 42-75

Perception level Intergroup  3922.538 2 1961.269 3.602 .028*  Income less

in meeting 229789.641 422 544.525 than

expectations In-group expenses
Income equal

to expenses

*p<.05

Tablo 5'te gelir durumu degiskenine gore 6grenci ebeveynlerinin okul 6ncesi egitim kurumlarinin
verdikleri hizmetin beklentiyi karsilama algi dizeylerinin karsilastiriimasina iliskin  ANOVA analizi
sonuglari verilmistir. Verilerin normal dagilima uygunluklari, KolmogorovSmirnov Testi ile belirlenmistir.
Post-Hoc Testi ile gruplar arasindaki fark belirlenmistir. Buna gore ebeveynlerin okul 6ncesi egitim
kurumlarinin verdikleri hizmetin beklentiyi karsilama algi diizeylerinden heveslilik, gliven ve empati
dlzeyleri arasinda gelir durumu degiskenine gore istatistiksel olarak anlamh bir farkhhk yoktur (p>.05).
Ebeveynlerin okul oncesi egitim kurumlarinin verdikleri hizmetin beklentiyi karsilama algi duzeyleri
arasinda fiziksel Olgcegi puanlarinda (F (2.425) =3.863; p<.05), glvenirlik (F (2.425) =3.902; p<.05) ve
beklentiyi karsilama algi diizeylerinde (F (2.422) =3.602; p<.05) gelir durumlarina gére anlamli farklilik
vardir. Post-Hoc analizlerine gore fiziksel 6lgegi puanlarinda fark geliri gideri az olanlar ile geliri giderine
esit (p:.020) olanlar arasinda geliri giderinden az olanlarin aleyhinedir. Bir diger ifadeyle geliri giderinden
az olanlarin fiziksel dizeyleri, geliri giderine esit olanlardan anlamli diizeyde dusuktar.

Guvenirlik alt boyut puanlarinda fark geliri giderinden az olanlar ile geliri giderine esit (p:.012) olanlar
arasinda geliri giderinden az olanlarin aleyhinedir. Bir diger ifadeyle geliri giderinden az olanlarin
guvenirlik duzeyleri, geliri giderine esit olanlardan anlamlh diizeyde diistktir.

Beklentiyi karsilama algi dizeyleri puanlarinda fark, geliri giderinden az olanlar ile geliri giderine esit
(p:.023) olanlar arasinda geliri giderinden az olanlarin aleyhinedir. Bir diger ifadeyle geliri giderinden az
olanlarin beklentiyi karsilama algi diizeyleri, geliri giderine esit olanlardan anlaml diizeyde diistktir.

Tablo 6’da calismanin yapildigi illere gére katiimcilarin cinsiyet, yas, sahip olduklari ¢cocuk sayisi,
egitim durumu, gelir durumu ve yasadiklari yerlerin dagilimlarinin karsilastiriimasina iliskin analiz
sonuglari sunulmustur.

Tablo 6.
Calismanin Yapildigi lllere Gére Katilimcilarin Cinsiyet, Yas, Sahip Olduklari Cocuk Sayisi, E§itim Durumu,
Gelir Durumu ve Yasadiklari Yerlerin Dagilimlarinin Karsilastirilmasina iliskin Ki-Kare Analizi

Diyarbakir izmir Karaman Maras Zonguldak
n (%) n (%) n (%) n (%) n (%)
Gender Male 39 15 31 23 27 .037*
(%38.6) (%18.8)  (%37.8) (%28.7)  (%31.8)
Female 62 65 51 57 58
(%61.4) (%81.3)  (%62.2) (%71.3)  (%68.2)
Age 21-25 8 (%7.9) 3(%3.8) 0 (%0) 2(%2.5) 1(%1.2) .000**
26-30 26 8 13 10 15
(%25.7) (%10.0)  (%15.9) (%12.5) (%17.6)
31-35 28 28 55 35 35
(%27.7) (%35.0) (%67.1) (%43.8) (%41.2)
35+ 39 41 14 33 34
(%38.6) (%51.2)  (%17.1) (%41.3)  (%40.0)
Number of 1 24 39 17 15 24 .000**
Children (%23.8) (%48.8)  (%20.7) (%18.8)  (%28.2)
2 43 36 43 43 46
(%42.6) (%45.0)  (%52.4) (%53.8)  (%54.1)
3 11 5(%6.3) 19 18 15
(%10.9) (%23.2) (%22.5) (%17.6)
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4+ 23 0(%0)  3(%3.7) 4(%5.0) 0(%0)
(%22.8)
Educational illiterate 2 (%2.0) 0 (%0) 0 (%0) 0 (%0) 0 (%0) .000**
status
Primary school 14 11 2 (%2.4) 4 (%5.0) 9 (%10.6)
(%13.9) (%13.8)
Secondary 36 22 14 20 35
school (%35.6) (%27.5) (%17.1) (%25.0) (%41.2)
Assosciate 47 42 55 45 33
(%46.5) (%52.5) (%67.1) (%56.3) (%38.8)
Master’s 2 (%2.0) 5(%6.3) 11 11 8 (%9.4)
(%13.4) (%13.8)
Income Status Income less 23 6 (%7.5) 12 8 17 (%20) .000**
than expenses (%22.8) (%14.6) (%10.0)
Income equalto 65 62 59 42 55
espenses (%64.4) (%77.5) (%72.0) (%52.5)  (%64.7)
Income more 13 12 11 30 13
than expenses (%12.9) (%15.0) (%13.4) (%37.5)  (%15.3)
The place District 21 4 (%5.0) 0 (%0) 77 19 .000**
they live (%20.8) (%96.3)  (%22.4)
Province 80 76 82 3(%3.8) 66
(%79.2) (%95.0) (%100.0) (%77.6)

*p<.05 **p.01

Tablo 6’da galismanin yapildigi illere gore katilimcilarin cinsiyet, yas, sahip olduklari ¢ocuk sayisi,
egitim durumu, gelir durumu ve yasadiklari yerlerin dagilimlarinin karsilastirilmasina iliskin Ki-kare analizi
sonuglari verilmistir. Veriler normal dagildigindan gruplarda sayim ile belirlenen nitel 06zelliklerin
tespitinde Ki-kare testi kullanilmistir. Buna gore galismanin yapildigi illere gére katihmcilarin cinsiyet, yas,
sahip olduklari ¢ocuk sayisi, egitim durumu, gelir durumu ve yasadiklari yerlerin oranlari arasinda
istatistiksel olarak anlamh farkhlik vardir (p<.01, p<.05). Calismanin yapildigi illere gére kadinlarin
Diyarbakir, izmir, Karaman, Maras ve Zonguldak’tan ¢alismaya katiima oranlari erkeklerin bu illerden
¢alismaya katilma oranlarindan anlamh dlzeyde yuksektir (p<.05). Yaslari 21-25 arasi olanlarin
Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden ¢alismaya katilma oranlari 26-30 yas arasi, 31-
35 yas arasl ve 35 yas Ustl olanlarin bu illerden g¢alismaya katilma oranlarindan anlamli diizeyde
disuktir (p<.01).

iki cocuk sahibi olanlarin Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden calismaya katilma
oranlari bir ¢ocuk, 3 ¢cocuk ve 4 ¢ocuk ve lizerinde ¢ocuga sahip olanlarin bu illerden galismaya katilma
oranlarindan anlamli diizeyde ylksektir (p<.01).

Egitim durumu 6n lisans olanlarin Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden
calismaya katilma oranlari okuryazar olmayanlarin, ilkogretim mezunu, ortaokul mezunu ve lisansusti
mezunu olanlarin bu illerden galismaya katilma oranlarindan anlamli diizeyde yiiksektir (p<.01). Egitim
durumu okuryazar olmayanlarin Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden ¢alismaya
katilma oranlari ortaokul mezunu, 6n lisans mezunu ve lisanslistli mezunu olmayanlarin bu illerden
calismaya katilma oranlarindan anlamli diizeyde diistktir (p<.01).

Gelir durumu geliri giderin fazla olanlarin Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden
calismaya katilma oranlari, gelir durumu geliri giderin az ve geliri giderine esit olanlarin bu illerden
calismaya katilma oranlarindan anlamh diizeyde disuktir (p<.01). Gelir durumu geliri giderine esit
olanlarin Diyarbakir, izmir, Karaman, Maras ve Zonguldak illerinden ¢alismaya katilma oranlari, gelir
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durumu geliri giderinden az ve geliri giderinden fazla olanlarin bu illerden ¢alismaya katiima
oranlarindan anlaml diizeyde ylksektir (p<.01).

Diyarbakir'da ilde yasayanlarin orani ilcede yasayanlarin oranindan, izmir’de ilde yasayanlarin orani
ilcede yasayanlarin oranindan, Karaman’da yasayanlarin orani ilgede yasayanlarin oranindan, Maras’ta
ilcede yasayanlarin orani ilde yasayanlarin oranindan ve Zonguldak’ta ilde yasayanlarin orani ilgede
yasayanlarin oranindan anlamli diizeyde yuksektir (p<.01).

Tablo 7'de ebeveynlerin okul o6ncesi egitim kurumlarindan beklentileri ile beklentilerinin
karsilanmasina iliskin algi diizeyleri arasindaki korelasyon analizi sonuglari sunulmustur.

Tablo 7.
Ebeveynlerin Okul Oncesi E§itim Kurumlarindan Beklentileri ile Beklentilerinin Karsilanmasina iliskin Algi
Diizeyleri Arasindaki iliskinin incelenmesi

Perception Level in Meeting Expectations

Physical Reliability = Eagerness Trust Empathy  Perception Level

Expectation Level .660** .708** .686** .690** 671%* 748%**

Phsysical .605** .529** .509** .507** .502** .579**

Reliability .565%* 677** .620** .609** .574** .668**

Eagerness .558%* .634%* .693** .679%* .601** .691**

Trust .607** .651%** .629%** .673%* .599%** .690**

Empathy .568** .636** .594%** .602%** .662%* .678%*
**p<.01

Tablo 7'de okul 6ncesi egitim kurumlarinda hizmet kalitesini 6lgmek icin kurumdan beklentileri ile
beklentiyi karsilamadaki algi diizeyleri arasindaki iliskinin incelenmesi igin Pearson Korelasyon analizi
sonuglari verilmistir. Veriler normal dagilim gosterdiginden, beklentiyi karsilamada algi duzeyi ve
beklenti diizeyi arasindaki olgimler arasinda tiim alt boyut puanlari bakimindan iliskinin yonind,
siddetini, dogrudanligini saptamak icin Pearson Korelasyon analizi kullanilmistir. Buna gore beklenti
dizeyi ile beklentiyi karsilamada algi diizeyleri ve alt boyutlar fiziksel, glvenirlik, heveslilik, giiven ve
empati dizeyleri arasinda pozitif yénde kuvvetli bir iliski vardir (p<.01).

Beklenti diizeyi alt boyutlarindan fiziksel ile beklentiyi karsilamada algi diizeyleri ve alt boyutlarindan
fiziksel, glivenirlik, heveslilik, gliven ve empati arasinda pozitif yonde orta siddette bir iliski vardir
(p<.01).

Beklenti diizeyi alt boyutlarindan glivenirlik ile beklentiyi karsilamada algi diizeyleri ve alt
boyutlarindan fiziksel, givenirlik, heveslilik, gliven ve empati arasinda pozitif yonde kuvvetli bir iligki
vardir (p<.01).

Beklenti dizeyi alt boyutlarindan heveslilik ile beklentiyi karsilamada algi diizeyleri ve alt
boyutlarindan fiziksel, guvenirlik, heveslilik, gliven ve empati arasinda pozitif yonde kuvvetli bir iliski
vardir (p<.01).

Beklenti diizeyi alt boyutlarindan giiven ile beklentiyi karsilamada algi diizeyleri ve alt boyutlarindan
fiziksel, glivenirlik, heveslilik, gliven ve empati arasinda pozitif yonde kuvvetli bir iliski vardir (p<.01).

Beklenti diizeyi alt boyutlarindan empati ile beklentiyi karsilamada algi dizeyleri ve alt boyutlarindan
fiziksel, gtivenirlik, heveslilik, gliven ve empati arasinda pozitif yonde kuvvetli bir iliski vardir (p<.01).

Tablo 8de ebeveynlerin kurumdan beklentilerinin karsilanmasinin beklentiyi karsilama algisi izerine
etkisine yonelik basit dogrusal regresyon analizi sonuglari verilmistir.

Tablo 8.
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Ebeveynlerin Kurumdan Beklentilerinin Karsilanmasinin Beklentiyi Karsilama Algisi Uzerine Etkisine
Yénelik Basit Dogrusal Regresyon Analizi

Independent Dependent B Standard B t p
error s
Perception in meeting Steady 26.425 4.613 5.729 .000
expectation Expectation from .796 .035 .748 22.900 .000
institution
R=.748 R2=.560 F (1412)=524.427 p=.000

Tablo 8de kurumdan beklentiyi karsilamada alginin kurumdan beklentinin (zerinde etkisi olup
olmadigina iliskin basit dogrusal regresyon analizi sonuglari verilmistir. Buna gére kurumdan beklentiyi
karsilamada alginin, kurumdan beklentilerin tzerinde etkisi oldugu bulunmustur (F(1.412) = 524.427,;
p<.01). Kurumdan beklentiyi karsilamada algi, kurumdan beklentilerini karsilama dlzeyinin %7.5’ini
etkilemektedir. Bir baska ifadeyle ebeveynlerin kurumdan beklentilerinin karsilanma diizeyinin %7.5'i
kurumdan beklentiyi karsilamada algi belirtileriyle agiklanmaktadir.

Tartisma ve Sonug

Okul 6ncesi egitim kurumlarinin ebeveynlerin beklentilerini karsilamadaki hizmet ve kalite diizeyine
iliskin arastirma bulgulari bu bélimde tartisiimistir.

Ebeveynlerin egitim durumlari ile kurumlarin verdikleri hizmetin beklentiyi karsilama algi
diizeylerinin karsilagtiriimasina iliskin bulguda ebeveynlerin empati alt boyutunda manidar bir farklilik
gorilmemistir. Arastirma bulgularina gore okuryazar olmayan ebeveynlerin kurumlardan kendilerinin
beklentilerini karsilamaya iliskin algilari diger egitim diizeyine sahip olan ebeveynlerine gére fiziksel ve
glvenirlik boyutunda daha distk oldugu gorGlmistir. Puccioni (2015)’'e goére ebeveynlerin her
donemde ¢ocuklarinin gelecek kazanimlarina yonelik gesitli beklentileri vardir. Literatiirde ebeveynlerin
okul 6ncesi deneyimlerde beklentileri genellikle glivenli, gelisimsel olarak uygun bir ortamin saglanmasi;
cocuk bakimindan fazlasi olarak okul 6ncesi egitim almasi; ebeveynlerin okula dahil edilmesi, okulun
ebeveynlere sagladiklari gelisim destegi seklinde yer almaktadir (Ansari vd., 2018). Ayrica ebeveynler
okullardan, her 6grenciye anlayisla yaklasildigi, sicak ve samimi bir ortam saglamasini istemektedirler
(Noman&Kaur, 2015). Johansen ve digerleri(1996) yaptig arastirmadan elde ettigi sonugta bu galismanin
sonucunu destekler niteliktedir. Bu calismadan farkli olarak Kimmel'in (2006) ebeveynlerin erken
cocukluk egitim kurumlarini segcme kriterlerini ve bu secimlerdeki degiskenlerin rollini agiklamayi
amagladigl calismada, ebeveynlerin sosyoekonomik durumu ve egitim dizeylerinin tercihlerini etkiledigi
sonucuna ulasiimistir. Baska bir arastirmada da Hu ve Li (2012) calismasinda yiiksek egitim diizeyine
sahip ebeveynlerin, ¢ocuklari icin daha kaliteli erken cocukluk egitimi segme egiliminde oldugunu
belirtmislerdir.

Arastirmanin diger bir bulgusuna gore lisanstistii mezunu olan ebeveynlerin kurumdan beklentilerini
karsilamaya iliskin algilari digerlerine gore heveslilik boyutunda daha dusik, ilkdgretim ve lisansisti
mezunu ebeveynlerin kurumlarin kendilerinin beklentilerini karsilamaya iliskin algilari digerlerine gore
daha dislik, ortadgretim mezunu olan ebeveynlerin kurumdan beklentilerine iliskin algilari empati
boyutunda digerlerine goére daha yiksek oldugu sonuglarina ulasilmistir. Toplam puan agisindan
bakildiginda; okuryazar olmayan ve lisansistii mezunu ebeveynlerin kurumlardan beklentilerinin
karsilanmasina iliskin algilari digerlerine gore daha disiik oldugu sonucuna ulasiimistir. Birgok ¢calismada
bu calismadan farkli sonuca ulasiimistir. Ornegin; MurrayMcFarland-Piazza ve Harrison (2015)’un erken
cocukluk ortamlarinda veli-6gretmen iletisimi ve veli katiliminin degisen kaliplari Gzerine yurittigu
boylamsal c¢alismasi incelendiginde yliksekégrenimi tamamlamis ebeveynlerin, daha az egitim almis
ebeveynlere kiyasla egitim sistemleri hakkinda daha fazla bilgiye sahip olduklari goérilmistir. Benzer
sekilde Grogan’in (2012) anaokulu seciminde ebeveyn, cocuk ve baglamsal faktoérlerin etkilesimini
incelemek amaciyla yaptigi arastirma sonuglarina gore daha fazla egitime sahip ebeveynlerin, anaokulu
secimlerinde kaliteyi dikkate alma olasiligi daha yiksek oldugu goriilmistiir. Ozellikle 6nemli ve
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belirleyici faktorlerden birisi de anne egitim dizeyidir. Annelerin egitim dizeyi ¢ocuklarinin egitimini
zaman, para, ¢aba agisindan nasil yonetip yatirim yapacaklarini sekillendirmektedir (Crosnoe vd., 2016).

Arastirmanin bir diger bulgusuna gore geliri giderinden az olan ebeveynlerin kurumlarin verdikleri
hizmetten beklentilerinin karsilanma diizeyleri gliven diizeyinde diger gruplara gére daha disuk oldugu
gorilmustir. Geliri giderinden az olan ebeveynlerin kurumdan beklentilerine iliskin algilari glivenirlik ve
fiziksel boyut agisindan daha dusik oldugu sonucuna ulasiimistir. Untaru ve digerlerinin (2017)
anaokullarinin sundugu hizmetin kalitesini 6lgmek igin yaptigi calismada; egitim kurumlarindaki kaliteyi;
erisilebilirlik, personel nezaketi, rahatlik, yeterlilik, profesyonellik, givenilirlik, personel mevcudiyeti,
kesinlik, verimli iletisim, hijyen, glivenlik, glvenilirlik ve emniyet seklinde ifade etmistir. Buna ek olarak
ebeveynler, fiziksel bakim ortaminda saglanan faaliyetlerin ve hizmetlerin kendileri icin dnemli oldugunu
belirtmislerdir (Chaudry vd., 2011). Arnas (2002)in galismasinda g¢ocuklarini okul 6ncesi egitim
kurumuna kayit yaptirmadan oOnce okullar hakkinda arastirma yapan ebeveynlerin %30,9'nun
anaokullarinin fiziksel 6zelliklerini karsilastirdiklari gérilmistir.

Arastirmanin bulgulari sonucu geliri giderinden az olan ebeveynlerin giivenirlik ve fiziksel boyut
acisindan beklentilerinin disik oldugu bulgusu, satin alinabilirlik ile ilgili oldugu sdylenebilir. Bassok ve
digerlerini (2017) yaptig1 arastirmaya gore dusik gelirli aileler secimlerinde kaliteden daha ¢ok satin
alinabilirlik durumu, konum ve uygunluk gibi daha oncelikli kaygilarin etkili oldugunu géstermektedir.
Celebi (2018) ebeveynlerin okul oncesi egitim kurumu segimlerinde givenlik, tiim ebeveynlerin
%90’Indan fazlasinin kurum segiminde ©nemli goriilmektedir. Arastirmada ebeveynlerin gelir
durumunun giivenirlik ve fiziksel boyutlari etkiledigi bulgusunun literatiir ile 6rtlstigu gorilmektedir.

Toplam puan agisindan geliri giderinden az olan ebeveynlerin digerlerine gbére kurumdan
beklentilerinin karsilanmasina iliskin algisinin daha disik oldugu bulgusuna ulasilmistir. Dastk gelirli
aileler, okul o6ncesi kayitlarini etkilemesi beklenen bircok faktér agisindan yiksek gelirli ailelerden
farkhdir. Dlsiik gelirli annelerin daha geng, daha az egitimli ve genel olarak ¢ocuklari icin egitim
beklentileri daha dustktur (Crosnoe vd., 2016). Dusik gelirli ebeveynler genellikle kurumun konumu,
saatleri ve maliyeti gibi faktérlerde kolaylik ve ulasilabilirligi dikkate alabilirler. Bunun yaninda, yiiksek
gelirli ebeveynler okul éncesi egitim kurumunun gelisimsel yonlerini daha ¢ok belirtmektedir (Grogan,
2012). Kentsel alanlarda yasayan, yiksek ekonomik ve sosyal statiiye sahip olan ebeveynlerin okul
oncesi egitimden daha yliksek beklentilere sahip olduklarini ve derecelendirmelerinin verilen hizmetten
daha disiik memnuniyetle geldigini goéstermistir (Zivotic vd., 2013). Ebeveynlerin gelir durumu ile
kurumdan beklentileri arasindaki iliskiye ait bulgunun literatir ile 6rtlstigu séylenebilir.

Ebeveynlerin yasadiklari yerin; kurumlardan beklentilerini karsilama diizeylerini ve beklentilerinin
karsilanmasina iligkin algilarinda degisiklige neden olmadigi sonucuna ulasiimistir. Milli Egitim Bakanlig
bunyesindeki okul 6ncesi egitim kurumlarinin imkanlarinin ¢ocuklarin ihtiyaglarini karsilama noktasinda
benzerlik gdstermeleri, yasanilan yer farklilagsmasini ortaya ¢ikarmadigi sdylenebilir.

Arastirma sonucunda ebeveynlerin kurumdan beklentileri artarken, beklentilerin karsilanma
dizeylerinin de arttigi gérilmustir. Cryer ve Burchinal, (1997)'1n bebek/ylriimeye yeni baslayan ve okul
oncesi grubu cocuklarin ebeveynleri ile ylrittlkleri calismada; ebeveynler kurumlarin kalitesini yiksek
olarak degerlendirme egiliminde olduklari sonucuna ulagsmislardir. Okul 6ncesi ebeveynlerin %90'I ve
bebek/ylrimeye baslayanlarin ebeveynlerinin %91'i ¢ocuklarinin programlarini en yiksek kalite
araliginda, yedi Uzerinden degerlendirme Olgceginde bes ve lizerinde puanladiklari goérilmustir. Benzer
bir sonug 2,5 ile dort yas arasi 204 ¢ocuk, 4-5 yas arasi 437 ¢cocugun ebeveyni ve bagimsiz gdzlemciler ile
ylritilen c¢alismada; ebeveynlerin erken c¢ocukluk egitimi derecelendirme puanlarinin bagimsiz
gozlemcilerinkinden ¢ok daha yilksek oldugu sonucuna ulasilmistir. Ebeveynler, erken ¢ocukluk egitimi
kalitesinin tim yonlerini gdzlemcilerin puanlarina kiyasla énemli dl¢lide daha yliksek puanlamislardir. Bu
bulgu, ebeveynlerin ¢ocuklarinin devam ettigi okul 6ncesi birimlerinin kalitesini beklentilerine gore
degerlendirebilecekleri seklinde yorumlanabilir (Grammatikopoulos vd., 2012).

Arastirmanin bir baska bulgusu ise ebeveynlerin kurumlardan beklentilerinin karsilanma algisinin,
kurumlarin  beklentilerini karsilama dizeyleri (zerinde etkisi oldugu gorilmustir. Literatir
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incelendiginde benzer bulgu sonuglarinin elde edildigi gorilmustir. Cryer ve digerleri(2002) ABD'de ve
Almanya'da 392 ebeveyn ile erken c¢ocukluk egitimi hizmetlerinin kalitesini nasil algiladiklarini
karsilastirmak amaci ile yaptiklari ¢alismada, Alman ve ABD'li anneler siniflarin kalitesini bagimsiz
gozlemcilerden ¢ok daha yiliksek puanla derecelendirmistir. Ebeveynlerin 6nem puanlari ile atadiklari
kalite puanlari arasinda bir iliski oldugu gorilmektedir. Nunes ve Melo (2006) tarafindan yapilan okul
oncesi ebeveyn algilarinda kalite ile ilgili c¢alismalarinda ebeveynlerin genellikle ¢ocuklarinin
anaokullarina yiksek kaliteli puanlar verdikleri gorilmustlr. Barros ve Leal (2015) ebeveynlerin ve
ogretmenlerin kalite algilarini  degerlendirmelerini incelemek amaciyla yirittikleri ¢alismada;
ebeveynlerin puanlarinin, egitimli goézlemcilerin puanlarindan 6nemli olgiide daha yliksek oldugu
gorilmustir. Ebeveynlerin, ¢ocuklarinin gocuk bakim hizmetlerinde gergeklikten g¢ok beklentilerine
dayali olarak glnliik bakimin kalitesini degerlendirebilecekleri sonucuna ulasiimistir.

Karademir ve Akman (2021), anasiniflarinda ve anaokullarinda galisan 6gretmenlerin ve kurum
yoneticilerinin erken ¢ocukluk egitiminde kalite ile ilgili diisiincelerini belirlemeyi amagladiklari calismada
kalitenin fiziksel kosullar ile 6gretmenin niteligi, egitim-6gretim hizmetleri igerigi, c¢ocuklara
kazandiriimak istenen olumlu tutum aliskanliklari ile iliskili oldugu ortaya ¢ikmistir. Karademir ve Oren
(2020) tarafindan yapilan arastirmada egitimde kalitenin fiziksel cevre ve materyallerle birlikte 6gretmen
yeterliligi, sinifin gocuk mevcudu, her bir 6gretmene disen ¢ocuk sayisi, 6gretmenlerle gocuklarin
etkilesimi, egitim programi, iletisim, ailenin egitiimesi ve siirece dahil edilmesi gibi unsurlardan
etkilendigi sonucu ortaya ¢ikmistir.

Arastirma sonucunda, ebeveynlerin okul dncesi egitim kurumlarinin verdikleri hizmetten beklentiyi
karsilama dizeylerinden fiziksel, givenirlik, heveslilik, giiven, empati ve beklenti toplam puani arasinda
egitim durumlarina gore istatistiksel olarak anlamli bir fark olmadigi saptanmistir (p>.05). Beklenti diizeyi
ile beklentiyi karsilamada algi duzeyleri ve alt boyutlari fiziksel, giivenirlik, heveslilik, gliven ve empati
dizeyleri arasinda pozitif yonde kuvvetli bir iliski oldugu ortaya ¢ikmistir (p<.05). Kurumdan beklentiyi
karsilamada algi, kurumdan beklentinin %7.5’ini etkilemektedir.

Okul 6ncesi egitim kurumlarinin, ebeveynlerin beklentilerini karsilamadaki hizmet ve kalite diizeyinin
degerlendirilmesinde nitel veriler iceren ¢alismalarin sayisi artirilarak elde edilen nitel ve nicel sonuglar
karsilastirilabilir. Velilere okul 6ncesi egitim kurumundan beklentileri yoniinde ihtiyag belirleme
calismalari yapilarak ihtiyaglar dogrultusunda program gelistirilip etkililigi test edilebilir.

Bilimsel Arastirma ve Yayin Etigine Uygunluk Beyani

Bu calismada, Yiksekogretim Kurumlari Bilimsel Arastirma ve Yayin Etigi Yonergesinde yer alan tim
kurallara uyulmustur. Ayrica bu yénergenin ikinci bélimuinde yer alan Bilimsel Arastirma ve Yayin Etigine
Aykiri Eylemler’den higbiri gergeklesmemistir.
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