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Abstract

The aim of the present study is to examine the level of service quality perceived by students who are members
of youth centre. Descriptive survey model was used in the study. Population of the study consists of students who
are members of Youth Centres within the body of Ministry of Youth and Sports of the Republic of Turkey, while
the sample consists of 196 participants who were selected with random sampling method among students who are
members of Youth Centres within the body of Ministry of Youth and Sports of the Republic of Turkey. Personal
Information Form developed by the researchers and “The Perceived Service Quality Scale for Youth Centres"
developed for youth centres by Aycan (1) and revised by Polat et al. (5) were used in the study as data collection
tool. Student t-test, one-way analysis of variance and Tukey multiple comparison test were used to analyse the
study data. No significant difference was found in the variables of gender, age, membership duration, number of
siblings, the state of doing sport, family income and having youth centre member in the family. In line with this
result, it can be recommended for youth centres not to act with the same system and understanding in their activity
programs. It can be said that if the system and functioning of each activity are different, this may have a positive
effect on the curiosity and excitement of members. Besides, it would be appropriate to emphasize the point of
communication between staff in youth centres and the members. It can be said that the level of relationship between
staff and members will have a positive effect on the participation frequency of members.
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Genglik Merkezi Faaliyetlerine Katilan Ogrencilerin Algiladiklarn Hizmet Kalitesi Diizeylerinin
incelenmesi

Bu calismanmn amact genglik merkezi {iyesi olan Ogrencilerin algiladiklar1 hizmet kalitesi diizeylerinin
incelenmesidir. Arastirmada, betimsel nitelik tasiyan tarama modeli kullanilmistir. Calismanin evreni, Tiirkiye
Cumbhuriyeti Genglik ve Spor Bakanligi biinyesinde bulunan Genglik Merkezlerindeki iiye 6grencilerden,
orneklemi ise Tiirkiye Cumhuriyeti Genglik ve Spor Bakanliginda bulunan Genglik Merkezlerine iiye olan
ogrenciler arasindan tesadiifi 6rnekleme yontemi ile secilmis 196 katilimecr olusturmaktadir. Arastirmada veri
toplama araci olarak, arastirmacilarm olusturdugu “Kisisel Bilgi Formu” ile Aycan (1) tarafindan genglik
merkezlerine yonelik olarak gelistirilmis olan Polat ve ark. (5) tarafindan yeniden diizenlenmis “Genglik
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Merkezlerinde Algilanan Hizmet Kalitesi Olgegi” kullanilmistir. Aragtirma verilerinin analizinde, Student t-test,
tek yonlii varyans analizi ve Tukey ¢oklu karsilastirma testleri kullanilmistir. Cinsiyet, yas, tiyelik siiresi, gitme
siklig1, kardes sayisi, spor yapma durumu ile aile gelir durumu ve aile icerisinden genglik merkezine iiye olma
durumu degiskenlerinde herhangi bir anlamli farklilik olmadig; tespit edilmistir. Bu sonug¢ dogrultusunda, genglik
merkezlerinde faaliyet programlarinin her zaman ayni sistem ve anlayis ile hareket etmemeleri 6nerilebilir. Her
faaliyetin sistemi ve igleyisi farkli oldugu takdirde, iiyelerin merak ve heyecanlarna da olumlu sekilde etkisi
olabilecegi sdylenebilir. Bunun yaninda genglik merkezindeki personeller ile {iyeler arasindaki iletisim noktasmna
vurgu yapilmasi yerinde olacaktir. Personellerin {iyeler ile olan iligkinin seviyesi ve &nemi, {iyelerin katilim
saglama sikligina olumlu yonde etkileyecegi ifade edilebilir.

Anahtar Kelimeler: Ogrenci, genglik merkezi, hizmet kalitesi

INTRODUCTION

There have been many projects and studies conducted on youth and the productivity of youth from the
past to the present. It can be said that it is especially important for young people to make use of their leisure
time. Because, making the most of young people's free time will benefit their social lives and educational
processes. It can be stated that it is necessary in many ways for young people to make use of their leisure time
and to use this time period beneficially. Young people’s making use of their leisure time effectively may also
reveal some of their talents. It can be thought that in this way young people will act in a sophisticated way
and they will provide benefits to the society they live in. In addition, young people’s making use of their
leisure time in a beneficial way can also prevent the crises that may occur in the society from growing up.

In terms of our country, the activities of youth centres are of great importance in terms of youth. Youth
centres, which include social, cultural, artistic and sportive activities, play a major role in the socialization of
youth and in youth’s discovering some of their skills (1). However, while youth centres are continuing these
activities, the importance of service quality is also an indisputable fact. Service quality has two important
factors. These are perceptions of customers and expectations of customers. These two factors have a great
influence on the performance of employees. In the provision of services, the communication and experience
of the staff is important in terms of customer satisfaction and service quality (2).

It can be said that service understanding of youth centres is based on young people’s using their leisure
time. The importance of youth centres increases with the development in technology. The reason for this is the
fact that youth centres provide significant activities in terms of enabling youth to make use of their leisure
time (5). The quality of activities in youth centres also affect the continuity of youth’s participation. It can be
said that efficient service quality in youth centres, where especially students show great interest, will support
the development of youth in all aspects (education, social relations, etc.). However, the quality levels of youth
services are also important. The results of the present study aim to show the service quality of youth centres.
When the literature is reviewed, it can be seen that the results of the present study are important since there
are few studies conducted on the research topic. Thus, the aim of the present study is to examine the level of
service quality perceived by students who are members of youth centre.

METHOD
Study Model

Present study aims to determine the current situation. Therefore, the model of the study was determined
as descriptive survey model. Survey model is research design aiming to reflect the existing situation as it is
(4). In order to use the scales and collect the data, approval was taken from Ordu University Social and Human
Sciences Research Ethics Committee with 06/10/2022 dated and 2022/165 numbered decision.

Population and Sample

Population of the study consists of students who are members of Youth Centres within the body of
Ministry of Youth and Sports of the Republic of Turkey. Sample group consists of 196 participants selected by
random sampling method among students who are members of Youth Centres.
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Data Collection Tools

“Personal Information Form” and “The Perceived Service Quality Scale for Youth Centres" were used in
the study. Personal Information Form included the variables of gender, age, duration of membership,
frequency of visiting, the state of doing sports, family income status and having a youth centre member in the
family. The Perceived Service Quality Scale for Youth Centres was developed by Aycan (1) for youth centres
and it was edited by Polat et al. (5). The scale is a 5 Likert type scale with 23 items. The Perceived Service
Quality Scale for Youth Centres consists of 3 factors as physical environment quality, interaction quality and
output quality. Cronbach alpha internal consistency coefficients were found as 0,81 for physical environment
quality factor, as 0,89 for interaction quality factor, as 0,68 for output quality and as 0.89 for the overall scale.

Statistical Analysis

In the study, first students who were members of youth centres were informed about the study. There
was no time restriction during the collection of study data. Data collection process was started after parent
approval form was filled in for participants aged 18 or younger. In the study, reliability coefficient, Cronbach
alpha coefficient was calculated for the analysis of the internal consistency of responses given to scale.
Cronbach alpha reliability coefficient was found as 0,93 for physical environment quality factor, as 0,96 for
interaction quality factor, as 0,92 for output quality and as 0.97 for the overall Perceived Service Quality Scale
for Youth Centres. In data analysis, Student t test was used for the variables of gender, the state of doing sports,
and having youth centre member in the family; while one-way ANOVA was used for the variables of age,
membership duration, frequency of visiting the centre, number of siblings and family income status. Pairwise
comparisons between groups according to the one-way ANOVA test results were performed by Tukey test.
The significance level in analysis was accepted as p<0.05.

RESULTS

Table 1. Distribution of students who are members of youth centre in terms of demographic
characteristics

n %

Male 89 454

Gender Female 107 54.6

12-14 14 7.1

Age 15-17 81 41.3

18 and older 101 51.5

1-6 months 102 52.0

) . 7-12 months 20 10.2
Membership duration 1324 months 17 8.7
25 months and longer 57 29.1

Every day 17 8.7
Frequency of visiting A few days a week 49 25.0
A few days a month 130 66.3

None 8 4.1
Number of siblings 1-2 101 51.5
3 and more 87 444
. Yes 117 59.7
State of doing sports No 79 103
<5000 TL 59 30.1
Level of family income 5001-10.000 TL 105 53.6
210.001 TL 32 16.3
The state of having youth centre member Yes 82 41.8

in the family No 114 58.2
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Table 2. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of gender

Gender n Mean Sd. P

. . . Male 89 37.71 9.36

Physical environment quality Female 107 3950 7 63 0.143
. . Male 89 32.20 8.26

Interaction quality Female 107 3307 6.9 0.326
Male 89 19.82 5.09

li 194

Qutput quality Female 107 20.67 4.06 019
The Perceived Service Quality Scale for Youth Male 89 89.74 2191 0.185
Centres Total Score Female 107 93.44 17.12 )

There was no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of gender (p>0.05). (Table 2).

Table 3. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of age

Age n Mean Sd. P
12-14 14 37.21 7.95
Physical environment quality 15-17 81 38.58 9.61 0.757
>18 101 38.99 7.60
12-14 14 34.07 7.40
Interaction quality 15-17 81 32.27 8.24 0.648
>18 101 33.01 7.03
12-14 14 19.92 4.69
Output quality 15-17 81 19.95 4.68 0.605
>18 101 20.60 4.47
The Perceived Service Quality Scale 12-14 1 o121 18.68
for Youth Centres Total Score 15-17 81 9080 2146 0820
>18 101 92.61 18.00

There was no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of age (p>0.05). (Table 3).

Table 4. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of membership duration

Membership duration n Mean Sd. P

1-6 months 102 38.04 8.78

Physical environment quality 7-12 months 20 38.25 8.50 0.495
13-24 months 17 41.23 5.79
225 months 57 39.24 8.63
1-6 months 102 32.13 8.00
. . 7-12 months 20 32.70 7.63

Interaction quality 1324 months 17 3547 504 0.387
225 months 57 33.17 7.26
1-6 months 102 19.84 4.63
. 7-12 months 20 20.90 4.85

Output quality 13-24 months 17 2182 4.00 0352
225 months 57 20.40 4.49
1-6 months 102 90.02 20.11

The Perceived Service Quality Scale 7-12 months 20 91.85 19.93 0.390
for Youth Centres Total Score 13-24 months 17 98.52 14.24
225 months 57 92.82 19.45

There was no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of membership duration (p>0.05). (Table 4).
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Table 5. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of the frequency of visiting

Frequency of visiting n Mean Sd. P
_ . ) Every day 17 38,17 7,73
Physical environment quality A few days a week 9 3942 8,63 0,777
A few days a month 130 38,48 8,57
Every day 17 32,00 5,52
Interaction quality A few days a week 49 33,53 7,37 0,696
A few days a month 130 32,60 7,88
Every day 17 20,35 3,39
Output quality A few days a week 49 20,65 4,36 0,798
A few days a month 130 20,13 4,79
. . . Every da 17 90,52 14,81
The Perceived Service Quality Scale A fow dailfs aZveek 19 93,61 1944 0,740
for Youth Centres Total Score
A few days a month 130 91,23 20,09

It was determined no significant difference in the levels of perceived service quality for youth centres in
students who are members of youth centres in terms of the variable of frequency of visiting (p>0.05). (Table
5).

Table 6. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of the number of siblings

Number of siblings n Mean Sd. P
None 8 34.50 10.09
Physical environment quality 1-2 101 38.42 7.77 0.268
>3 87 39.39 9.08
None 8 29.37 9.08
Interaction quality 1-2 101 32.94 6.65 0.430
>3 87 3291 8.39
None 8 18.25 4.77
Output quality 1-2 101 20.22 441 0.394
>3 87 20.54 4.72
None 8 82.12 23.32
The Perceived Service Quality Scale
for Youth Centres Total Score 12 101 91.59 17.55 0328
>3 87 92.85 21.16

It was seen no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of number of siblings (p>0.05). (Table 6).

Table 7. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of the state of doing sports

The state of doing sports n Mean Sd. P
Yes 117 38.94 8.42
Physical i 1i .61
ysical environment quality No 79 38.81 v 0.610
Yes 117 32.92 6.92
Int ti li .758
nteraction quality No 79 3258 846 7
Yes 117 20.23 4.29
li .
Output quality No 79 2035 a9y 0893
The Perceived Service Quality Scale for Youth Yes 117 92.11 18.46 0.763
Centres Total Score No 79 91.25 21.00 )

There was no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of the state of doing sports (p>0.05). (Table 7).
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Table 8. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of family income

Family income n Mean Sd. P
<5000 TL 59 39.98 8.46
Physical Environment Quality 5001-10.000 TL 105 38.60 8.69 0.190
210.001 TL 32 36.59 7.59
<5000 TL 59 33.52 743
Interaction Quality 5001-10.000 TL 105 32.57 7.52 0.642
210.001 TL 32 32.12 8.04
<5000 TL 59 20.79 4.49
Output Quality 5001-10.000 TL 105 20.07 4.61 0.592
210.001 TL 32 20.03 4.60
<5000 TL 59 94.30 19.07
The Perceived Service Quality Scale
for Youth Centres Total Score 5001-10.000 TL 105 91.25 19.88 0.400
210.001 TL 32 88.75 18.91

It was determined no significant difference in the levels of perceived service quality for youth centres in
students who are members of youth centres in terms of the variable of family income (p>0.05). (Table 8).

Table 9. Levels of Perceived Service Quality for youth centres in students who are members of youth
centre in terms of having youth centre members in the family
Having youth centre members in

the family Mean Sd. P
Yes 82 37.84 8.92
Physical i t li 0.234
ysical environment quality No 114 39.30 513
Yes 82 31.63 8.08
I i li .071
nteraction quality No 114 3361 7 08 0.0
Yes 82 19.90 4.59
tput lit 0.320
Output quality No 114 2056 455
The Perceived Service Quality Scale for Yes 82 89.37 20.65 0.146
Youth Centres Total Score No 114 93.48 18.49 ’

There was no significant difference in the levels of perceived service quality for youth centres in students
who are members of youth centres in terms of the variable of having youth centre members in the family
(p>0.05). (Table 9).

DISCUSSION AND CONCLUSION

The study was conducted to examine the level of service quality perceived by students who are members
of youth centre. In the study, no significant difference was found in the variables of gender, age, membership
duration, number of siblings, the state of doing sport, family income and having youth centre member in the
family.

In terms of the variable of gender, no significant difference was found in The Perceived Service Quality
Scale for Youth Centres Total Score and factor scores. The result can be due to the fact that female and male
members receive similar services. When the literature is reviewed, it can be seen that while the results of Aycan
(1), Yiizgeng and Ozgiil (10), Yavuz (8), Tiirksoy and Aycan (6) are similar to the results of the present study,
the results of Uziim et al. (7) and Tlkutlu (3)’s studies are not similar.

In terms of the variable of age, no significant difference was found in The Perceived Service Quality Scale
for Youth Centres Total Score and factor scores. The results found show that the variable of age does not have
an effect on service quality. When the literature is reviewed, it can be seen that while the results of Uziim et
al. (7) are similar to the results of the present study, the results of Yavuz (8), ilkutlu (3) and Tiirksoy and Aycan
(6) are not similar.

In terms of the variable of membership duration, no significant difference was found in The Perceived
Service Quality Scale for Youth Centres Total Score and factor scores. The results can be due to the fact that
there were members who had a short duration of membership in the sample. According to the literature
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findings, it can be seen that while the results of Yavuz (8) are similar to the results of the present study, the
results of Yildiz et al. (9) are not similar.

In terms of the variable of frequency of visiting, no significant difference was found in The Perceived
Service Quality Scale for Youth Centres Total Score and factor scores. This result shows that the
communication between staff in youth centres and the members is not very strong. When the literature is
reviewed, it can be seen that the results of Yavuz (8)’s study are not similar to the results of the present study.
In terms of the variable of family income, no significant difference was found in The Perceived Service Quality
Scale for Youth Centres Total Score and factor scores. It can be seen that family income does not have an effect
on service quality. It can be seen that the results of Tiirksoy and Aycan (6)’s study are not similar to the results
of the present study.

No significant difference was found in The Perceived Service Quality Scale for Youth Centres Total Score
and factor scores between the number of siblings and having youth centre members in the family. In the
literature review, no studies were found on perceived quality of service in youth centres and these variables.
It can be said that the results found can be a source for future studies.

The importance of levels of service quality in youth centres, which is the topic of the study, and a
consistence maintenance of these services have been emphasized before. The results found did not show any
significant difference in service quality perceptions of students who are members of youth centres. However,
the results found lead to some recommendations. In terms of the variable of gender, the fact that similar
activities and practices are provided to male and female members show that they may be in similar patterns.
However, providing some practices in different groups may lead to differences. This may prevent acting with
a similar pattern. It can also be recommended to conduct a meta-analysis of studies in literature on whether
there is a significant difference between perceived service quality in youth centres and the variable of gender,
as stated by Yavuz (8). In terms of membership duration, it can be said that especially new members do not
show a difference and there are no differences in the perceptions of old members. It can be recommended for
youth centres not to act with the same system and perspective all the time in their activity programs. It can be
said that if the system and functioning of each activity are different, this may have a positive effect on the
curiosity and excitement of members. Finally, in terms of the frequency of visiting, it would be appropriate to
emphasize the point of communication between staff in youth centres and the members. It can be said that the
level of relationship between staff and members will have a positive effect on the participation frequency of
members. It can be said that it is very important to conduct research on young people, who are the future of
our country. As a result, the frequency of studies on young people is of great importance.

REFERENCES
1- Aycan, A. Genglik merkezlerinde &rgiitsel etkililik ve hizmet kalitesinin degerlendirilmesi. Doktora Tezi, Marmara Universitesi Saglik
Bilimleri Enstitiisii, Istanbul, 2005.

2- Erdogan A., Yetim, A.A., Sirin, E.F. Universitelerde Hizmet Kalitesi ile Ogrenci Memnuniyetinin Sadakat ve Tavsiye Etme Niyetine
Etkisi. Ankara. Akademisyen Kitapevi, 2022.

3- flkutlu, O. Genglik merkezlerinde hizmet kalitesi algis1 akdeniz bolgesi ornegi. Yiiksek Lisans Tezi, Kahramanmarag Siit¢ii imam
Universitesi Saglik Bilimleri Enstitiisii, Kahramanmaras, 2019.

4- Karasar, N. Bilimsel Arastirma Yontemleri. Ankara: Nobel Yayinlari, 2011.

5- Polat, E., Aycan, A., Uziim, H., Polat, E. Genglik merkezlerinde algilanan hizmet kalitesi dlgegi” gegerlik ve giivenilirlik calismasi. Spor
Bilimleri Dergisi, 2013; 24(1), 25-36.

6- Tiirksoy, B., Aycan, A. Spor merkezlerinde sunulan hizmetlere yonelik kalite algisimin degerlendirilmesi. Bolu Abant Izzet Baysal
Universitesi Sosyal Bilimler Enstitiisii Dergisi, 2020; 20(2), 489-508.

7- Uziim, H., Yesildag, B., Karly, U., Unliy, H., Parlar, F.M., Cokpartal, C., Tekin, N. Kamu ve 6zel spor merkezleri miisterilerinin hizmet
kalitesi algilarinin incelenmesi. Bolu Abant Izzet Baysal Universitesi Sosyal Bilimler Enstitiisii Dergisi, 2016; 16(3), 167-180.

8- Yavuz, C. Tiirkiye’deki genglik merkezlerinin kurumsal yonetimleri ile hizmet kalitesinin degerlendirilmesi. Doktora Tezi, Firat
Universitesi Saglik Bilimler Enstitiisii, Elaz1g, 2017.

9- Yildiz, Y., Onag, A.O., Onag, Z. Spor ve rekreasyon hizmetlerinde algilanan hizmet kalitesinin incelenmesi: fitness merkezi 6rnegi.
Uluslararas1 Hakemli Begeri ve Akademik Bilimler Dergisi, 2013; 2/3, 114-130.

10- Yiizgeng, A.A., Ozgiil, S.A. Yerel yonetimlerin sundugu spor hizmetlerinde hizmet kalitesi (genglik merkezleri ve aile yasam genglik
merkezleri 6rnegi). Spor Bilimleri Dergisi, 2014; 25/2, 79-93.

Turkish Journal of Spart and Exercise /Tirk Spor ve Egzersiz Dergisi 2023 25(1):67-73 73
[t 2023 Faculty of Sport Sciences, Selcuk University



