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Abstract:

International students who learn Turkish as a second language interact using Turkish
both in their educational lives and in their daily lives. International students, who
frequently interact with teachers, other students and, when necessary, administrators in
educational environments, have to interact in their daily lives to purchase goods and
services. This study identified the interaction problems experienced by 10 international
students from seven different nationalities with C1 language proficiency in purchasing
goods and services in Turkey/Kastamonu. Then suggestions were given for their solution.
Designed as qualitative research, the study is based on a phenomenology design. The
study data were collected face-to-face through a semi-structured interview form prepared
by the researchers and submitted to expert opinion. Content analysis was used to analyze
the data and the problems students experienced in purchasing goods and services under
5 themes. As a result of the interviews and their analysis, language barriers, inadequacy
in reception, emotional reactions, adaptation and cultural differences, and differences
due to bureaucratic functioning constitute the center of the interaction problems
experienced by students. Interviews with the participants revealed that the most common
problems were experienced at the Provincial Migration Administration, followed by
telephone operator companies, banks, hospitals, hospitals, dormitories, real estate agents
and landlords. As coping behaviors with these problems, they resort to mediated help
from someone who knows Turkish better than them and to platforms where interaction is
less likely.
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INTRODUCTION

Many of the problems faced by students who learn Turkish as a second language in Turkey are
based on the difficulties, they experience in establishing interaction. They find the 'language
barrier' as an important problem both in the education and training process and in maintaining
their daily lives.

The issue of 'language barrier' is one of the most fundamental problems experienced by learners
of Turkish as a second language in the process of communication and interaction (Emin, 2019).
Language barrier can be defined as the inability to fully express one's feelings and thoughts
while speaking in a foreign/second language. Brown (1994) explains this situation with the fact
that the social context of the language is largely effective in the characteristics of the second
language.

With the rapidly developing technology and increasing globalization, it has become quite
common for young people to be involved in education processes in different countries. In the
countries they go to, students who learn the language of that country as a second language have
to communicate and interact in the target language. This situation brings along many problems
for international students. These problems can be stated as inability to communicate with their
peers in the faculties they attend due to the language barrier, academic failure, stress, anxiety,
isolation and loneliness, culture shock, financial difficulties, lack of suitable accommodation,
lack of adaptation in daily life (Wu et al., 2015).

Translated with www.DeepL.com/Translator (free version) International students purchase
goods and services in almost every area of their daily lives in the countries where they live. The
purchase of goods and services can be explained as an individual's utilization of any service
sector to meet their needs. In order for students to benefit from such service sectors, especially
health and social services, food and beverage services, accommodation, education and finance,
a healthy communication environment must first be established. In this sense, the language
barrier can pose a major problem, especially in the procurement of goods and services. Since
language enables communication between people, these disruptions in the second language
learning/use process make it difficult for international students to communicate with society
and sometimes even prevent it completely. Most of the problems experienced by international
students in Turkey stem from the language barrier.

According to 2018 data published by the United Nations Educational, Scientific and Cultural
Organization, Turkey has the 10th highest number of international students in higher education,
with 125,138 (UNESCO, 2018). As of 2023, more than 300 thousand international students
from 198 countries are studying in Turkey (YOK, 2023). Despite the ever-increasing number
of international students, to our knowledge, no study in the literature is based on interaction and
purchase of goods and services centered on Communicative Language Effectiveness Scales in
teaching Turkish as a second language. The primary purpose of this study is to identify the
problems and experiences of international students studying at Kastamonu University Turkish
Teaching Application and Research Center (TOMER) under different themes, primarily the
language barrier, and to propose solutions to these problems.
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Below is the distribution of the total number of international students included in the

undergraduate/graduate education process at Kastamonu University TOMER and various
faculties in 2012-2023:

Table 1. Distribution of the Total Number of International Students Studying at Kastamonu University by Years

Year Total International Students
2012 58
2013 175
2014 408
2015 1097
2016 1514
2017 2186
2018 3941
2019 3765
2020 3130
2021 2736
2022 2138
2023 2063
Total 23.211

According to the latest data announced by Turkish Statistical Institute for the year 2022, a total
of 378,115 people live in Kastamonu. According to the latest data announced by Kastamonu
University Student Affairs Department, there are 2063 international students from 54 different
countries at the university. According to these statistics, international students studying at
Kastamonu University constitute 2.063% of the total population.

In the literature, there are many studies on the problems experienced by international students
in learning and using Turkish as a second language. In these studies, adaptation problems (Agik,
2008; Er et al., 2012; Iscan, 2020) and problems related to language skills (Geng, 2017; Giirbiiz
& Giileg, 2016; Karatay & Kaya, 2019; Maden & Iscan, 2011) have come to the fore. With the
complementary volume of the Common European Framework of Reference for Languages
(CEFR) published in 2020, interaction skills, as well as reception and production skills, have
gained more importance in foreign/second language teaching. In this context, this study focuses
on international students' adaptation to the city and culture in terms of communication and
interaction. In the light of the literature and the feedback received from the teachers working in
the field, the following questions constitute the main outlines of the study:

1. What problems do international students face in procuring goods and services?

2. What do international students experience language-related problems in procuring
goods and services?

3. What do international students experience the problems in procuring goods and services
due to cultural differences?

4. What do international students experience the problems in procuring goods and services
due to perception problems?

5. What do international students experience the emotional problems in procuring goods
and services?

6. How do international students deal with problems in procuring goods and services?
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METHOD

The study was designed as a qualitative research. Qualitative research can be defined as
"research in which qualitative data collection techniques such as observation, interview and
document analysis are used and a qualitative process is followed to reveal perceptions and
events realistically and holistically in a natural environment" (Yildirim & Simsek, 2008, p. 39).
The study, designed as qualitative research, has a phenomenology design. Karagéz (2017)
defines phenomenology as a method that focuses on a multidimensional description of
situations and events in a unity and revealing their meanings, and mentions that the sample
should be selected small for detailed analysis of the events or situations to be examined. For
this reason, detailed interviews were conducted with 10 participants on the interaction problems
they experienced and their possible reasons for these problems.

Participant

One of the advantages of phenomenological research is that it provides opportunities for the
researcher to identify the participants' personal experiences. In this way, in-depth data
collection was carried out with a limited sample. A total of ten students from seven different
nationalities, residing in Kastamonu and studying at Kastamonu University TOMER, at C1
language level, participated in the study.

Table 2. General Profile of International Students Participating in the Interview

Person Gender Age Country Time spent in
Interviewed Turkey
Participant 1 Male 19 Syria 7 month
Participant 2 Female 18 Palestine 9 month
Participant 3 Female 19 Somalia 12 month
Participant 4 Female 18 Kazakhstan 9 month
Participant 5 Female 20 Somalia 9 month
Participant 6 Male 18 Indonesia 12 month
Participant 7 Male 19 Afghanistan 15 month
Participant 8 Female 19 Kyrgyzstan 9 month
Participant 9 Female 19 Kyrgyzstan 12 month
Participant 10 Female 18 Kyrgyzstan 12 month

Data Collection Tool

As it is known, there are three general data collection techniques in qualitative research:
interview, observation and document. In this study, the interview technique was used in order
to determine the experiences of international students regarding the purchase of goods and
services in Turkey and the problems they experience in this regard. A semi-structured interview
form was prepared by the authors to be used in the interview. The reasons for using a semi-
structured interview form are; systematic data collection related to the problem situation and to
reveal different problems that have not been mentioned before with additional questions
depending on the progress of the interview. In the creation of the interview form, 30 interrelated
questions were first created and these were shared online with 5 instructors who have been
working in the field for an average of 8-12 years. Through the prepared form, the opinions of
the experts were received as appropriate/inappropriate/need to be improved. These opinions
were collected on a single form. Questions that were not deemed appropriate by the experts
were removed from the form and the form was finalized. Some of the questions in the interview
forum are as follows:

1. How do you solve the problems you experience in procuring goods or services?
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2. What problems do you experience in purchasing goods or services due to
understanding/explaining Turkish?

3. What are the biggest problems you experience in procuring goods and services? Where
do these problems usually occur?

4. What cultural differences do you experience when purchasing goods or services? Are
these a problem for you?

5. Do you usually prefer the same places to purchase goods or services or different places?
Why?

6. Do you experience uneasiness/timidity/fear etc. when purchasing goods or services?
Why?

7. Compared to your home country/culture, what are the differences in the purchase of
goods and services here? Are these a problem for you?

Data Collection Process

After the preparation of the data collection tool, the data collection process started. At this stage,
interviews with the sample group were planned first. Then, semi-structured interviews were
conducted with one student daily for an average of 30-45 minutes. The interviews were
recorded with a voice recorder and then transcribed by the authors. When deemed necessary,
the interview data were also supported by observation. In addition, additional questions related
to the context were needed during the semi-structured interviews.

Data Analysis

After the data collection process, the data were analyzed. Content analysis was used to analyze
the data. Content analysis requires a closer examination of the data obtained and reaching
concepts and themes that explain these data (Yildirirm & Simsek, 2008). With content analysis,
the contents of the participants' opinions are systematically defined (Altunigik et al., 2010). As
a result of the content analysis, the necessary themes were created and the experiences of the
students and the problems they experienced were systematically processed.

It is an expected situation that qualitative research does not allow generalization due to reasons
such as sample selection, dealing with events that take place in a certain time, place and
sociocultural context. However, since the findings obtained as a result of qualitative research
will give an idea about the subject to be examined, it is expected to provide socially meaningful
perspectives on the issue addressed and to provide practitioners with experience. The data
obtained in the study were analyzed separately by two researchers. In order to prevent a possible
inconsistency, the Miles-Huberman reliability formula was used and a 90.1% agreement rate
was determined between the researchers' analyzes. As a result of the data analysis of the
interviews conducted in this context, the interaction problems experienced by international
students were discussed and interpreted in seven different sub-categories.

FINDINGS AND DISCUSSION

As a result of the data obtained in the study, the interaction problems experienced by
international students in purchasing goods and services were categorized under 5 main
headings: language barrier, inadequacy in reception, emotional reactions, adaptation and
cultural differences, and Differences due to Bureaucratic Functioning. Then, it was determined
how students try to cope with these problems.
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Language Barrier

The language barrier is one of the main factors that negatively affect the interaction skills of
international students who live in Turkey and learn Turkish as a second language. Language
directly affects the adaptation process of international students to education and culture in
positive or negative ways (Baker, 2001). Success in language education is expected to affect
the student in terms of education and adaptation positively. Otherwise, the language barrier may
hinder the student's adaptation to education and daily life in many ways. The interviews with
the participants determined that they all had problems due to the language barrier. Some
participant statements regarding this situation are as follows:

"When I go to the hospital, | don't understand what the staff and doctors say." - P.1.

e "If | say something wrong, it may have a wrong meaning." - P.2.

e "When | am going to pay, some things, for example, the invoice may be a little different
from what | received, and | try to explain them. | mean, | didn't receive this. Some of
them accept it, some of them are harsh. | mean, you don't know Turkish that much and
can't speak it, why are you dealing with us..." - P.2.

e "(...) when I talk to my friends of other nationalities and other countries, if | speak
Turkish, there is no problem, but when 1 talk to real Turks, I cannot always speak well.
(...) I don't know if I am a little embarrassed."” - P.4.

e "l always go to the same restaurant because communication is easier.” - P.5.

e "In Somalia they speak English and Arabic. (...) You only speak Turkish. | don't speak
Turkish very well." - P.5.

e "| speak security. It was very difficult.” - P.6. (Says that it is very difficult to
communicate with the security at the Provincial Migration Management)

e "l was using the word 'so-and-so' a lot, I didn't understand its meaning." - P.7.

e "l was always speaking English."” - P.7. (He says that when he lived in Istanbul, he
always spoke English due to the fear of not being understood)

e "When I first came to Turkey, | didn't know any Turkish at all, just ok, no, yes. | knew
only three words. When people would say them, I would not understand at all. I would
just say okay, no, yes." -P.8.

e "It was very difficult to talk to the owner." - P.9. (When she first came to Turkey, she

found it challenging to communicate with her host.

Inadequacy in Reception

The first factor that makes it difficult for international students to interact is the problems in
their reception skills. In the interviews, 8 participants mentioned their problems with their
reception skills. Oral comprehension affects interaction skills as a fundamental problem,
especially when they need to establish a dialog. Some participant statements exemplifying this
situation are as follows:

e "When | am going to pay, some things, for example, the invoice may be a little different
from what | received and I try to explain them. | mean, | didn't receive this. Some of
them accept it, some of them are harsh. | mean, you don't know Turkish that much and
can't speak it, why are you dealing with us..." - P.2.

e "l am talking security. It was very difficult.” - P.6. (Says it was very difficult to
communicate with the security at the Provincial Migration Management)
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"When | first came to Turkey, | did not speak Turkish. I only knew okay, no, yes. | knew
only three words. When people would say them, 1 would not understand them at all. |
would just say okay, no, yes." - K.8.

"It was very difficult to talk to the owner." - P.9. (Says that she had difficulties
communicating with her host when she first came to Turkey.)

"I couldn't explain anything, I didn't understand them when 1 first arrived. It was very
difficult because I did not know how and where to stay and | did not speak Turkish." -
K.1.

"There should have been an interpreter.” - P.2. (She stated that there were interpreters
at the Provincial Migration Management, but they were not fluent in Arabic and
therefore she could not understand the staff correctly).

Emotional Reactions

When the participants' statements were analyzed, it was determined that they felt
embarrassment, anxiety, fear and exclusion the most emotionally. 8 participants felt anxious
due to the anxiety of not being able to express themselves correctly and not understanding the
other party. Embarrassment and fear due to anxiety were also identified as emotional states that
negatively affected the interaction. As a result, it was observed that some participants wanted
to place orders through online environments that minimize interaction. Some participants stated
they were greeted coldly by the officials they dealt with, especially in service purchases with
intense bureaucratic procedures and detailed procedures, and felt lonely/excluded. Some
participant statements on the subject are as follows:

"l said the wrong word. They laugh.” - P.1. ( He says he feels embarrassed in this
situation.)

"I feel a little embarrassed.”- P.2. (She says she orders online to avoid communication.)
"I said something and they were always laughing.” - P.2. (She says she feels shy in this
situation.)

"(...) There are some problems because | am a foreigner." - P.2. (She thinks that her
identity card was issued late because she had communication problems with the officers
at the Provincial Migration Administration.))

"When | am going to pay, some things, for example, the invoice may be a little different
from what | received, and I try to explain them. | mean, I didn't receive this. Some accept
it, some act harshly. I mean, you don't know Turkish that much and you can't speak it,
why are you dealing with us..." - P.2. (She says that no one has ever said this explicitly,
but she feels that way from their behavior. She states that when she started to experience
such a situation, she started to feel a little scared).

"l was afraid because | was speaking Turkish for the first time."- P.3. (She says she was
afraid of being misunderstood.)

"(...) when 1 talk to my friends of other nationalities and other countries, if | speak
Turkish, there is no problem, but when 1 talk to real Turks, I can't always speak well.
(...) I don't know if I am a little embarrassed.” - P.4.

"He was very cold.” - P.4. (Talking about a bank employee)

"I don't want to talk, | am afraid of being misunderstood.” - P.6.

"(...) I was embarrassed.”- P.8. (She says that she could not communicate with people
when she first came to Turkey. She expresses that she is ashamed of this situation
because she cannot answer when people ask questions).
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e "| can say that the woman there behaved badly.”- P.9. (She is talking about a market
employee. She feels excluded.)

e "| can say they are fed up with me." - P.2. (Talking about civil servants working at the
Provincial Migration Administration)

e "They thought that he doesn't understand us."” - P.4. (She says that a bank employee gave
the participant and her friend a piece of paper on which she wrote what she needed to
do because she thought she was not understood. She expressed that she was upset by
this situation because they understood the employee well).

Adaptation and Cultural Differences

One of the main variables affecting the interaction between individuals is cultural differences.
When we ignore other variables, individuals from cultures with close and similar characteristics
are expected to feel more comfortable during communication. On the other hand, it is possible
that individuals who grow up in very different cultural environments may have more difficulties
in communication. Bartel (2001) and Baker and Haretl (2004) state that the inability to
understand and identify with different cultural groups may lead to negative attitudes towards
these groups. About culture, the individual's adaptation to society is one factor that directly
affects communication. 7 participants stated they had difficulties in service provision due to
orientation problems and cultural differences. The statements of some of them are as follows:

e "l couldn't explain anything, | didn't understand them when | first arrived. It was very
difficult because I did not know how and where to stay and | did not speak Turkish." -
P.9.

e "When we first arrived, we always used taxis."- P.4. (She says that she had an adaptation
problem with the city.)

e "They don't want to give houses to foreign students.”- P.8

e "He noticed that | didn't speak much Turkish, so he gave me a postpaid line."- P.3. (She
says that she went for a prepaid line but the employees gave her a postpaid line. She
explains the reason with the fact that she is a foreigner).

e "When it is time for the lunch break, the officers stop working. So there was no such
thing. (...) The transactions stop. (...) I will have to come back in an hour." - P.2. (He
says that this system does not exist in his country of origin, Dubai)

e "In Somalia they speak English and Arabic. (...) You only speak Turkish. I don't speak
Turkish very well."- P.5.

Differences due to Bureaucratic Functioning

One of the main problems international students face in procuring goods and services in the
cities where they live is the differences in bureaucratic procedures. It was observed that 9
participants, who frequently compared the functioning of their countries of origin with ours,
experienced problems in this sense. It was observed that the participants had difficulty
following these bureaucratic sequences, especially in institutions with high bureaucratic
procedures such as banks and immigration authorities. Some participant statements related to
this are as follows:

e "(...) There are some problems because | am a foreigner." - P.2. (He thinks that his

identity card was issued late because he had communication problems with the officers
at the Provincial Migration Management)
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"When | am going to pay, some things, for example, the invoice may be a little different
from the things | bought and 1 try to explain them. | mean, | didn't buy this. Some of
them accept it, and some of them act harshly. I mean, you don't know Turkish that much
and can't speak it, why are you dealing with us..." - P.2.

"He said it was not your turn, but our turn had already passed.” - P.4. (Talking about a
bank employee.)

"I don't know what to do now." - P.1. (He says that he requested a contactless card from
a bank but still hasn't received it, so he doesn't know what to do.)

"When it is time for the lunch break, the officers stop working. So there was no such
thing. (...) The transactions stop. (...) I will have to come back in an hour.” - P.2. (She
says that this system does not exist in her country of origin, Dubai)

"They don't make appointments there. It is very easy. You can just go directly to the
doctor. - P.5. (She says there is no appointment queue in hospitals in Somalia compared
to Turkey.)

"We wait for a month to give a card, but here in Turkey, it is unnecessary to wait. - P.8.
"In Kazakhstan, we don't have to go to a company to get a number. You just go to the
market, get your number and we can use it, but here it is not like that." - K.9.

Coping Behaviors with Interaction Problems Experienced

Interviews with the participants revealed their problems and how they cope or try to cope with
them. At this point, the most prominent behavior is 'getting help from someone who speaks
Turkish better than them.' Half of the participants stated that they prefer this way when they
have difficulty communicating. Again, it has been observed that they use online sites that
minimize interaction in the face of problems in purchasing goods and services or prefer places
where they feel more comfortable. Some of the participants' behaviors to cope with problems
can be exemplified as follows:

"I went with a friend because he speaks very well." - P.1. (Explains that hhe had an
orientation problem with the city. He says that he prefers to go with him friend because
him friend has been in Turkey for many years and him Turkish is more understandable).
"I have a friend. He is a former student in Kastamonu. He helps me to find a house.” -
P.6.

"Once there was a mix-up in the supermarket because of the change and I told my
friend." - P.6.

"My aunt's son lived in Istanbul. When | first came, | stayed with them for two days.
They arranged a house for me." - P.7.

"I can look up and learn everything on the internet.” - P.7.

"(...) they could not understand me at that time. That's why | was going there with my
friends."- P.10.

"I look online to see how I can solve it. Otherwise, | ask my friends. Sometimes | use a
dictionary."- P.10

"l always go to the same restaurant because communication is easier." - P.5.

CONCLUSION AND IMPLICATIONS

The adaptation of international students to the country and city they live in is a critical issue
both individually for the students and socially for the people living in that country and city.
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The study conducted with 10 participants who have been in Turkey for an average of 10 months
and have a C1 level language certificate from TOMER within the university determined that all
participants experienced problems purchasing goods and services, albeit for different reasons.
According to the data obtained; the primary sources of problems experienced in purchasing
goods and services are procurement problems, language barriers, emotional reactions,
adaptation and cultural differences, and bureaucratic functioning. This sub-categorization
created as a result of semi-structured interviews is in line with the results of Kim and Mattila
(2011).

The interviews with the participants revealed that the most common problems were experienced
at the Provincial Migration Administration, followed by telephone operator companies, banks,
hospitals, hospitals, dormitories, real estate agents and landlords.

Participants (2,6,7 and 10) mentioned the difficulty of communicating with the staff at the
Provincial Migration Administration, which is the place where the most frequent problem is
experienced in terms of receiving services. Due to this communication problem, one participant
(P.2.) stated, "It is not enough for me to go to the Provincial Migration Administration just
once." In addition, the statement of the same participant about the officers working at the
Provincial Migration Administration, "I can say that they get tired of me." is thought-provoking
regarding the language barrier, service provision and emotional reactions.

The problems experienced in telephone operator companies are mainly due to the language
barrier. For example, one participant (P.5.) said that the employees of an operator company
asked her to come with an interpreter and did not help her. This caused both emotional reactions
and self-confidence problems for the participant. The same participant stated that she did not
prefer the operator company again. When evaluated within the framework of purchasing goods
and services, it was evaluated that the participant, who had difficulty communicating due to the
language barrier and whose self-confidence was broken, developed similar attitudes in other
areas of life and avoided communicating. This situation can indicate that when it comes to
second language teaching, communication and interaction problems experienced in one subject
can quickly spread to other areas.

The problems experienced in hospitals and student dormitories are similar to those mentioned
above. Problems in the hospital usually arise from the patient's, i.e. the participant's, lack of
understanding of medical jargon. This causes the participant not to explain his/her complaint to
the doctor and the doctor not to understand the patient. One participant expressed this situation
(P.1.) "When I go to the hospital, I do not understand what the staff and doctors say."

Most international students in Turkey to receive education and learn Turkish as a second
language live in dormitories. According to the findings, student dormitories are another place
where problems are frequently experienced in service procurement. Students stated that when
they first came to Turkey, they could not understand and explain anything because their Turkish
was not very good. One of the participants (P.9.) stated this situation as follows: "I couldn't
explain anything, I didn't understand them at all when 1 first arrived. It was very difficult
because | did not know how and where to stay and | did not speak Turkish." The problems
related to the dormitory can be categorized under the headings of language barrier, bureaucratic
functioning and cultural differences.
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Language barriers, bureaucratic procedures and cultural differences are the main reasons for
problems in bank transactions and real estate agent-homeowner relations. The leading cause of
these problems is the language barrier and bureaucratic procedures. Depending on individual
differences, such problems cause emotional reactions and decrease motivation to communicate
and interact. Embarrassment, fear, high levels of anxiety and feelings of exclusion were the
most frequently expressed emotional reactions. These reactions often arise from the language
barrier in communication and manifest themselves differently. For example, some participants
openly expressed embarrassment when they used a wrong expression. This leads to a decreased
willingness to communicate and feeling ignored.

e "l said the wrong word. They laugh.” - P.1. ( He says he feels shy in this situation.)
"I don't want to talk. | am afraid of being misunderstood.” - P.6.

The data clearly show that the participants have problems, especially in reception and
interaction skills with native speakers. This situation makes it difficult for the speakers of
Turkish as a second language to purchase goods and services and accordingly to adapt to the
place where they live. Based on all these data, the following suggestions can be made to solve
the problems in interaction skills:

v" The level of knowledge of Turkish as a second language teachers about reception,
production and interaction skills can be determined and their awareness of different
application opportunities can be increased,

v Textbooks, the basic materials of teaching, are insufficient in terms of interaction skills
(Demirel & Fakazli; 2021). In this sense, textbooks can be revised and instructors can
do interaction activities with additional resources.

v In teaching Turkish as a second language, the fact that language teaching is done in
Turkey should be utilized in an informal sense.

v Orientation programs can be organized by universities and municipalities for
international students to avoid orientation problems related to the city.
Brochures/booklets on this subject can be distributed to students.

v" Places where international students frequently experience problems can be contacted
and students' problems can be expressed and employees can be informed.

v"In order for international students to benefit from services such as health and banking
services more efficiently, practices that exemplify the bureaucratic functioning in these
places can be included in the teaching process in a planned manner.

v Psychological counseling and guidance services for international students can be
provided at universities.

v Conducting a similar study with international students living in different regions and
cities in the form of a large-scale needs analysis will help Turkey to protect and develop
its international student potential.
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Ikinci Dil Olarak Tiirk¢e Ogrenen Uluslararas1 Ogrencilerin Mal ve
Hizmet Alim1 Merkezli Etkilesim Sorunlari

Oz:

Ikinci dil olarak Tiirk¢e Ggrenen uluslararasi ogrenciler hem egitim hayatlarinda hem giinliik yasamlarinda
Tiirk¢e kullanarak farkli baglamlarda etkilesime girmektedir. Egitim ortamlarinda siklikla 6gretmenlerle, diger
ogrencilerle ve gerektiginde idarecilerle etkilesime giren uluslararasi 6grenciler; giinliik hayatlarinda da mal ve
hizmet alimi gerekgesi ile etkilesim kurmak zorunda kalmaktadwr. Calismada Tiirkiye/Kastamonu ile stmirliliginda
C1 dil yeterligine sahip yedi farkli milletten 10 uluslararasi: 6grencinin mal ve hizmet aluminda yasadig etkilesim
sorunlari tespit edilmis ve ardindan bunun ¢éziimiine yonelik oneriler verilmistir. Nitel bir arastirma olarak
tasarlanan ¢alisma fenomoloji desenindedir. Calismanin verileri arastirmacilar tarafindan hazirlanip uzman
goriisiine sunulan yar: yapilandirilmis goriisme formu araciligy ile yiiz yiize toplanmistir. Verilerin analizinde
icerik analizi kullanilarak 6grencilerin mal ve hizmet aliminda yasadigi sorunlar 5 tema altinda incelenmistir.
Yapilan goriismeler ve bunlarin analizi sonucunda dil bariyeri, alimlamada yetersizlik, duygusal tepkiler, uyum
ve kiiltiirel farkliliklar ile biirokratik isleyise bagl farkliliklar, ogrencilerin yasadigi etkilesim sorunlarinin
merkezini olusturmaktadir. Katihmcilarla yapilan gériismelerde; en sik Il Go¢ Idaresinde daha sonra siraswyla
telefon operatér sirketleri, bankalar, hastane, yurt, emlak¢i-ev sahibi iligkilerinde sorunlar yasandigi tespit
edilmigtir. Bu sorunlarla basa ¢itkma davranisi olarak ise kendilerinden daha iyi Tiirk¢e bilen birinden araci
olarak yardim alma ve etkilegim ihtimalinin daha diisiik oldugu platformlara basvurma éne ¢tkmaktadr.

Anahtar Kelimeler: Ikinci dil ogretimi, dil bariyeri, etkilesim, mal ve hizmet alimi, uluslararasi ogrenciler.
GIRIS

Tiirkiye’de ikinci dil olarak Tiirk¢e 6grenen 6grencilerin yagadiklari pek cok sorunun temelinde
etkilesim kurmakta yasadiklar1 zorluklar yer almaktadir. Hem egitim 6gretim siirecinde hem
giinliik hayatlarin1 idame ettirmede ‘dil bariyeri’ni 6nemli bir problem olarak karsilarinda
bulmaktadirlar.

’Dil bariyeri’ konusu, ikinci dil olarak Tiirkge 6grenenlerin iletisim ve etkilesim kurma
stirecinde yasadig1 en temel problemlerdendir (Emin,2019). Dil bariyeri, kisinin yabanci/ikinci
bir dilde konusurken duygu ve diisiincelerini tam olarak ifade edememesi olarak tanimlanabilir.
S6z konusu durumu Brown (1994), ikinci dilin karakteristik 6zelliginde biiyiik bir oranda dilin
sosyal baglaminin etkili olmasi ile agiklar.

Hizla gelisen teknoloji ve artan kiiresellesmenin de etkisi ile genclerin giintimiizde farkli
ilkelerdeki egitim siireclerine dahil olmasi oldukga sik rastlanan bir durum haline gelmistir.
Gittikleri iilkelerde, o iilkenin dilini ikinci dil olarak 6grenen 6grenciler hedef dilde iletisim ve
etkilesim kurmak zorunda kalmaktadir. Bu durum uluslararasi 6grenciler i¢in bir¢ok sorunu da
beraberinde getirmektedir. Bu sorunlar; dil bariyeri nedeniyle gittikleri fakiiltelerde akranlar
ile iletisim kuramama, akademik basarisizlik, stres, anksiyete, izolasyon ve yalmzlik, kiiltiir
soku, mali zorluklar, uygun konaklama yetersizligi, giinlik yasamda adaptasyon eksikligi
seklinde belirtilebilir (Wu vd., 2015).

Uluslararas1 6grenciler, yasadiklar iilkelerde giinliik hayatlarinin hemen hemen her alaninda
bir mal ve hizmet alimi gerceklestirmektedir. Mal ve hizmet alimi, bireyin ihtiyaglarini
karsilamak iizere herhangi {iriin ya da bir hizmet sektoriinden yararlanmasi olarak agiklanabilir.
Saglik ve sosyal hizmetler, yiyecek-icecek hizmetleri, konaklama, egitim ve finans basta olmak
lizere Ogrencilerin bu gibi hizmet sektdrlerinden yararlanabilmeleri i¢in Oncelikle saglikli bir
iletisim ortaminin olugmasi gerekir. Dil bariyeri, bu anlamda 6zellikle mal ve hizmet alimi
konusunda biiyiik problemlere sebebiyet verebilmektedir. Dil, insanlar arasindaki iletigimi
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sagladigindan ikinci dil 68renim/kullanim siirecinde yasanan bu aksakliklar uluslararasi
ogrencilerin toplumla olan iletisimini zorlastirmakta hatta bazi durumlarda tamamen
engellemektedir. Ulkemizdeki uluslararas1 6grencilerin yasadigi problemlerin ¢ogu da dil
bariyerinden kaynaklanmaktadir.

Birlesmis Milletler Egitim, Bilim ve Kiiltiir Orgiitii (UNESCO) tarafindan yayimlanan 2018
yil1 verilerine gore 125 bin 138 6grenci sayisi ile yiiksekogretim seviyesinde diinyada en ¢ok
uluslararas1 6grenciye sahip 10. Ulke Tiirkiye’dir (YOK). Tiirkiye'de 2022 yil1 itibariyle 198
iilkeden gelen toplam 300 bini agkin uluslararasi 6grenci 6gretim gormektedir. Her gegen giin
artan uluslararasi 6grenci sayisina ragmen ikinci dil olarak Tiirk¢e dgretiminde iletisimsel Dil
Etkinlikleri Olgekleri merkezli etkilesim ve mal-hizmet alimi temelli bir ¢alismaya literatiirde
bilgimiz dahilinde rastlanmamistir. Bu ¢alismanin temel amaci; Kastamonu Universitesi
TOMER'de 6gretim goren uluslararasi grencilerin oncelikle etkilesim; ardindan etkilesime
bagli olarak mal ve hizmet alimi sinirliliginda yasadigi problemleri ve deneyimlerini basta dil
bariyeri olmak iizere farkli temalar altinda tespit etmek ve tespit edilen bu problemlere ¢oziim
Onerileri getirmektir.

Asagida 2012-2023 yillarinda Kastamonu Universitesi TOMER’de ve muhtelif fakiiltelerde
lisans/lisansiistii egitim Ogretim siirecine dahil olan toplam uluslararasi 6grenci sayisinin
dagilim1 verilmistir:

Tablo 1. Kastamonu Universitesi’nde Egitim Ogretim Goren Toplam Uluslararas1 Ogrenci Sayisinin Yillara Gore
Olan Dagilimi

Yil Toplam Uluslararasi Ogrenci Sayisi
2012 58
2013 175
2014 408
2015 1097
2016 1514
2017 2186
2018 3941
2019 3765
2020 3130
2021 2736
2022 2138
2023 2063

TOPLAM 23.211

TUIK tarafindan 2022 yilina ait agiklanan son verilere gore Kastamonu’da toplam 378.115 kisi
yasamaktadir. Kastamonu Universitesi Ogrenci Isleri Daire Baskanlig1 tarafindan agiklanan son
verilere gore ise de liniversitede 54 farkli iilkeden 2063 uluslararas1 6grenci bulunmaktadir. Bu
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istatistiklere gore Kastamonu Universitesinde egitim 6grenim goren uluslararas1 dgrenciler,
toplam niifusun %2.063’liik kismini olusturmaktadir.

Literatiirde uluslararas1 6grencilerin ikinci dil olarak Tiirk¢e 6greniminde ve kullaniminda
yasadiklar1 sorunlarla ilgili pek ¢ok ¢alisma bulunmaktadir. Bu caligmalarda uyum sorunlari
(Acik, 2008; Er vd., 2012; iscan, 2020) ve dil becerileri ile ilgili yasadiklari sorunlar (Geng,
2017; Giirbiiz & Giileg, 2016; Karatay & Kaya, 2019; Maden & Iscan, 2011) 6ne ¢ikmustir.
Diller I¢in Avrupa Ortak Basvuru Metni (CEFR)’nin 2020 yilinda yayimlanan tamamlayici
cildi ile birlikte yabanci / ikinci dil 6gretiminde alimlama ve iiretim becerilerinin yani sira
etkilesim becerileri daha fazla 6nem kazanmis ve iizerinde calisilan bir konu haline gelmistir.
Bu calismada da bu baglamda uluslararas1 6grencilerin iletisim ve etkilesim 6zelinde sehirle,
kiiltiirle uyumu merkeze alinmistir. Literatiir ve alanda goérev yapan ogreticilerden alinan
doniitler 151831nda asagidaki sorular ¢alismanin ana hatlarini olusturmaktadir:

1. Uluslararasi 6grenciler, mal ve hizmet aliminda ne gibi sorunlar yasamaktadir?

2. Uluslararas1 Ogrencilerin mal ve hizmet aliminda yasadigi dil kaynakli sorunlar
nelerdir?

3. Uluslararas1 6grencilerin mal ve hizmet aliminda yasadig: kiiltiirel farklilik kaynakli
sorunlar nelerdir?

4. Uluslararas1 ogrencilerin mal ve hizmet aliminda yasadigi algilama problemleri
kaynakli sorunlar nelerdir?

5. Uluslararasi 6grencilerin mal ve hizmet aliminda yasadig1 duygusal kaynakli problemler
nelerdir?

6. Uluslararas1 6grenciler, mal ve hizmet aliminda yasadig1 sorunlarla basa ¢ikmak i¢in ne
gibi yollar izlemektedir?

YONTEM

Arastirma Deseni

Calisma, nitel bir aragtirma olarak tasarlanmistir. Nitel arastirmayi, “gozlem, goriisme ve
dokiiman analizi gibi nitel veri toplama tekniklerinin kullanildigi, algilarin ve olaylarin dogal
ortamda gercekei ve biitiinciil bir bigimde ortaya konmasina yonelik nitel bir siirecin izlendigi
arastirma” olarak tanimlamak miimkiindiir (Yildirnm & Simsek, 2008, s. 39). Nitel bir arastirma
olarak tasarlanan calisma fenomoloji desenindedir. Karagéz (2017) fenomolojiyi; durumlarin
ve olaylarin bir biitiinliik igerisinde ¢ok yonlii betimlenip anlamlarinin ortaya konmasina
odaklanan bir yontem olarak tanimlar ve incelenecek olay ya da durumlarin detayli analizleri
icin orneklemin kiiciik secilmesi gerekliliginden bahseder. Bu gerekge ile ¢alismada 10
katilimei ile yagadiklari etkilesim problemleri ve bunlarin muhtemel gerekgeleri iizerine detayl
goriismeler yapilmistir.

Kaalimer Grubu

Fenomonolojik arastirmalarin avantajlarindan biri, katilimeilarin kisisel deneyimlerini tespit
edebilmek i¢in aragtirmaciya firsatlar sunmasidir. Bu sekilde sinirli sayida tutulmasi planlanan
orneklem ile derinlemesine veri toplama calismalar1 yiiriitiilmustiir. Calismaya Kastamonu
Universitesi TOMER de egitim gérmiis, Kastamonu’da ikamet eden C1 dil diizeyinde, yedi
farkli milliyetten toplam on Ogrenci katilmistir. Katilimcilar olasilikli  6rnekleme
yontemlerinden basit tesadiifi drnekleme ile belirlenmistir.
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Tablo 2. Goriismeye Katilan Uluslararasi Ogrencilerin Genel Profili

Goriisiilen Kisi Cinsiyet Yas Ulke Kastamonu’da
Gegirdigi Siire
Katilimer 1 Erkek 19 Suriye 7 ay
Katilimer 2 Kadin 18 Filistin 9ay
Katilimer 3 Kadin 19 Somali 1 yil
Katilimci 4 Kadin 18 Kazakistan 9ay
Katilimer 5 Kadin 20 Somali 9ay
Katilime1 6 Erkek 18 Endonezya 1yl
Katilime1 7 Erkek 19 Afganistan 1.5yl
Katilimer 8 Kadin 19 Kirgizistan 6 ay
Katilime1 9 Kadin 19 Kazakistan 1 yil
Katilimcer 10 Kadin 18 Kirgizistan 1 yil

Veri Toplama Aract

Bilindigi iizere nitel yontemle yapilan aragtirmalarda goriisme, gozlem ve dokiiman olmak
tizere li¢ genel veri toplama teknigi bulunmaktadir. Bu ¢alismada uluslararas1 6grencilerin
Tiirkiye’de yasadiklar1 mal ve hizmet alimina yonelik deneyimleri ile bu konuda yasadiklari
sorunlar1 tespit edebilmek adina goriisme teknigi kullanilmistir. Goriismede kullanilmak {izere
yazarlar tarafindan yar1 yapilandirilmig goriisme formu hazirlanmistir. Yar1 yapilandirilmig
goriisme formu kullanilmasinin nedenleri; problem durumu ile alakali olarak sistematik veri
toplama ve goriismenin ilerleyisine bagli olarak ek sorularla daha evvel bahsedilmemis farkli
problemleri de ortaya ¢ikarabilmektir. Gérlisme formunun olusturulmasinda oncelikle birbiri
ile baglantili 30 soru olusturulmus ve bunlar alanda ortalama 8-12 yildir gérev yapan 5 6gretici
ile ¢evrim i¢i ortamda paylasilmistir. Hazirlanan form araciligi ile uzmanlardan uygun/uygun
degil/gelistirilmeli seklinde goriisler alinmistir. Bu goriisler tek bir fom {lizerinde toplanmustir.
Uzmanlar tarafindan uygun goriilmeyen sorular formdan c¢ikarilmig ve forma son hali
verilmistir. GoOriigme forumunda yer alan sorulardan bazilar su sekildedir:

1. Mal veya hizmet aliminda yasadiginiz sorunlari nasil ¢ozilyorsunuz?

2. Mal veya hizmet aliminda Tiirkge anlama/anlatma sebebiyle ne gibi sorunlar
yastyorsunuz?

3. Mal ve hizmet aliminda yasadiginiz en biiyiik sorunlar neler? Bu sorunlar genelde
nerelerde gergeklesmektedir?

4. Mal veya hizmet aliminda ne gibi kiiltiirel farkliliklar yasiyorsunuz? Bunlar sizin i¢in
bir sorun mu?

5. Mal veya hizmet aliminda genellikle ayni yerleri mi tercih ediyorsunuz yoksa farkl
yerleri mi? Neden?

6. Mal veya hizmet aliminda tedirginlik/ ¢ekingenlik/ korku vs. yasiyor musunuz? Neden?

7. Kendi tilkenizle/ kiiltiiriiniizle kiyasladiginizda burada mal ve hizmet aliminda ne gibi
farkliliklar var? Bunlar sizin i¢in bir sorun mu?

320



I. F. DEMIREL & Interaction Problems of International Students Learning Turkish As
B. SERBES A Second Language Centered On The Purchase Of Goods And
Services

Veri toplama aracinin kapsam gegerliligin kontroliinde Lawshe Teknigi kullanilmistir. Buna
gore literatiir taranarak olusturulan sorular ikinci dil olarak Tiirk¢e dgreticiligi yapan 10 alan
uzmanina ¢evrim i¢i ortamda ulastirilmistir. Alan uzmanlarindan gelen doniitler tek bir fomda
toplanmis ve her bir madde i¢in alan uzmanlari tarafindan yapilan uygun / uygun degil /
gelistirilmeli kodlamalar1 dikkate alinmistir. Bu kodlamalar neticesinde KGO=Ng/(N/2)-1
formiili ile kapsam gegerlik orani 0,8 olarak tespit edilmistir. Ardindan o = 0,05 diizeyinde
anlaml olan kapsam gegerlik indeksi hesaplanmistir. Bu islem neticesinde hazirlanan goriisme
formunun KGI degeri 0,79 olarak bulunmustur. Son olarak 2 dil uzmani ve 2 &lgme
degerlendirme uzmani hazirlanan goriisme formunu degerlendirmis ve doniitleri dogrultusunda
forma son hali verilmistir.

Veri Toplama Siireci

Veri toplama aracinin hazirlanmasindan sonra veri toplama siirecine geg¢ilmistir. Bu asamada
oncelikle drneklem grubu ile goriigmeler planlanmistir. Ardindan her giin bir 6grenci ile ve
ortalama 30-45 dakika olacak sekilde yar1 yapilandirilmig goriismeler gerceklestirilmistir.
Gortismeler ses kayit cihazi ile kayit altina alinmis ve daha sonra yazarlar tarafindan desifre
edilmistir. Gerekli goriilen hallerde goriisme verileri gozlem ile de desteklenmistir. Ayrica yari
yapilandirilmig goriisme aninda baglamla ilintili olarak ek sorulara da ihtiyag duyulmustur.

Verilerin Analizi

Veri toplama siirecinin ardindan verilerin analizine gecilmistir. Verilerin analizinde igerik
analizi kullamlmustir. Icerik analizi, elde edilen verilerin daha yakindan incelenmesini ve bu
verileri agiklayan kavram ve temalara ulasiimasim gerektirir (Yildirim & Simsek, 2008) Icerik
analiziyle katilimeilarin goriislerinin igerikleri sistematik olarak tanimlanmaktadir (Altunisik
vd., 2010). Igerik analizi sonucu gerekli temalar olusturularak &grencilerin deneyimleri ve
yasadiklar1 sorunlar sistematik sekilde islenmistir.

Nitel aragtirmalarin; 6rneklem se¢imi, belli bir zaman, mekan ve sosyokiiltiirel baglam i¢inde
gerceklesen olaylar ele almasi gibi sebepler nedeniyle genelleme yapmaya imkan vermemesi
beklendik bir durumdur. Ancak nitel arastirma sonucu elde edilen bulgular, incelenecek konu
hakkinda fikir vereceginden, ele alinan konuya sosyal acidan anlamli bakis acilar1 sunmasi ve
uygulayicilara deneyim kazandirmasi beklenir. Arastirmada elde edilen verilerin analizleri iki
arastirmaci tarafindan ayr1 ayri1 yapilmis. Muhtemel bir tutarsizligi 6nlemek adma Miles-
Huberman giivenirlik formiilii kullanilmis ve arastirmacilarin analizleri arasinda %90,1 uyum
orani belirlenmistir. Bu baglamda yapilan goriigmelerin veri analizi sonucunda, uluslararasi
ogrencilerin yasadigi etkilesim problemleri yedi farkli alt kategoride ele alinmis ve
yorumlanmugtir.

BULGULAR

Katilimcilarla yapilan goriismeler ve bu gorlismelerin desifre siireci sonunda uluslararasi
ogrencilerin yasadiklar1 temel etkilesim problemleri tespit edilmistir. Bu problemler igerik
analizi ile baglantili olarak; alimlamaya dair yasanan problemler, dil bariyeri nedeniyle yasanan
problemler, duygusal tepkiler nedeniyle yasanan problemler, uyum ve kiiltiirel farkliliklardan
kaynaklanan problemler, biirokratik isleyise bagli problemler seklinde temalastirilmistir. Bu
boliimde dogrudan katilimer goriisleri ile birlikte elde edilen bulgulara yer verilmistir.

321



I. F. DEMIREL & Interaction Problems of International Students Learning Turkish As
B. SERBES A Second Language Centered On The Purchase Of Goods And
Services

Etkilesim Problemlerinin Kaynaklari Alimlama

Uluslararasi 6grencileri, etkilesim kurmakta zorlayan etmenlerden ilki alimlama becerilerindeki
sorunlardir. Yapilan goriismelerde 8 katilime1r alimlama becerileri ile 1ilgili yasadiklari
sorunlardan bahsetmistir. S6zIi anlama, 6zellikle diyalog kurmalar1 gereken yerlerde temel bir
sorun olarak etkilesim becerilerini etkilemektedir. Bu durumu Ornekleyen bazi katilimei
ifadeleri su sekildedir:

e “Odeyecegim zaman bazi seyler mesela fatura aldigim seylerden biraz farkli olabilir ve
onlar1 anlatmaya c¢alistyorum. Yani, ben bunu almadim. Bazilar1 kabul ediyorlar bazilari
sert davrantyorlar. Yani, sen Tiirk¢e bilmiyorsun o kadar ve konusamiyorsun niye
bizimle ugrastyorsun...” - K.2.

e “Giivenlik konusuyorum. Cok zor oldu.” - K.6. (il Go¢ Idaresindeki giivenlikle iletisim
kurmanin ¢ok zor oldugunu soyliiyor.)

e “Tiirkiye’ye birinci geldigimde hi¢ Tiirkce bilmezdim. Sadece tamam, hayir, evet.
Sadece ii¢ kelimeyi biliyordum. Insanlar séylerken ben hi¢ anlamazdim. Sadece tamam,
hayir, evet derdim.” - K.8.

e “Sahiple konusmak ¢ok zor oldu.” - K.9. (Tiirkiye’ye ilk geldiginde ev sahibi ile iletisim
kurmakta zorlandigini sdyliiyor.)

e “Ben hicbir seyi anlatamadim. Hi¢ anlamadim onlar1 ilk geldigimde. Nasil kalacagimi,
nerede kalacagimi bilmedigim i¢in ve Tiirk¢e bilmedigim i¢in ¢ok zor oldu.” - K.1.

e “Bir terciiman olmasi lazzmd1.” - K.2. (Il G6¢ Idaresinde terciimanlarm oldugunu fakat
Arapgast cok 1yl terciimanlarin olmadigini ve bu sebeple calisanlar1 dogru
anlayamadigini ifade ediyor.)

Dil Bariyeri

Tirkiye’de hayatin1 idame ettiren ve ikinci dil olarak Tiirk¢e 6grenen uluslararasi 6grencilerin
etkilesim becerilerini olumsuz anlamda etkileyen en temel faktorlerden biri dil bariyerdir. Dil;
uluslararas1 6grencilerin egitime ve kiiltiire uyum siirecini olumlu veya olumsuz anlamda
dogrudan etkilemektedir (Baker, 2001). Dil egitimindeki basarinin 6grenciyi hem egitim hem
uyum noktasinda pozitif anlamda etkilemesi beklenmektedir. Aksi bir durumda da dil bariyeri
pek c¢ok acidan Ogrencinin hem egitim hem giinliik hayatina uyumunu sekteye
ugratabilmektedir. Katilimcilarla yapilan goriismelerde tiimiiniin dil bariyeri nedeniyle
problem yasadig: tespit edilmistir. Bu duruma iliskin baz1 katilimei ifadeleri su sekildedir:

“Hastaneye gittigimde ¢alisanlarin ve doktorlarin dediklerini anlamiyorum.” - K.1.

e  “Yanlis bir sey sOylersem belki yanlis bir anlami olabilir.” - K.2,

e “Odeyecegim zaman bazi seyler mesela fatura aldigim seylerden biraz farkli olabilir ve
onlar1 anlatmaya c¢alistyorum. Yani, ben bunu almadim. Bazilar1 kabul ediyorlar
bazilar1 sert davraniyorlar. Yani, sen Tiirk¢e bilmiyorsun o kadar ve konusamiyorsun
niye bizimle ugrasiyorsun...” - K.2.

e “(...) baska millet baska tilke arkadaslarim ile konusurken eger Tiirk¢e konusursam hig
sikint1 olmuyor ama asil Tiirklerle konusurken her zaman giizel konusamiyorum. (...)
Biraz utantyor muyum bilmiyorum.” - K.4.

e “Hep ayni restorana gidiyorum ¢iinkii iletisim daha kolay.” - K.5.

e “Somali’de Ingilizce de konusuyorlar Arapca da konusuyorlar. (...) Sadece Tiirkce
konusuyorsunuz. Ben Tiirkce ¢ok iyi bilmiyorum.” - K.5.

e “Giivenlik konusuyorum. Cok zor oldu.” - K.6. (Il Go¢ Idaresindeki giivenlikle iletisim

kurmanin ¢ok zor oldugunu soyliiyor.)
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e  “Soyle kelimesini ¢ok kullantyordum. Anlamini anlamiyordum.” - K.7.

e “Hep Ingilizce konusuyordum.” - K.7. (istanbul’da yasadig1 zamanlar anlasilamama
kaygis1 nedeniyle hep Ingilizce konustugunu sdyliiyor.)

e “Tiirkiye’ye birinci geldigimde hi¢ Tiirk¢e bilmezdim. Sadece tamam, hayir, evet.
Sadece ii¢ kelimeyi biliyordum. Insanlar sdylerken ben hi¢ anlamazdim. Sadece
tamam, hayir, evet derdim.” - K.8.

e “Sahiple konusmak ¢ok zor oldu.” - K.9. (Tiirkiye’ye ilk geldiginde ev sahibi ile
iletisim kurmanin ¢ok zor oldugunu séyliiyor.)

e “Onceden Tiirkce bilmiyordum. Almadilar.”- K.7. (Tiirk Halk Oyunlarina ilgisi oldugu
icin daha 6nce halk oyunlar1 kursuna yazilmak istedigini ama Tiirkcesi ¢ok iyi olmadig1
icin alinmadigin soyliiyor.)

Duygusal Tepkiler

Katilimcilarin ifadeleri incelendiginde duygusal anlamda en fazla utanma, endise, korku ve
dislanmiglik hissettikleri tespit edilmistir. 8 katilimeinin hizmet aliminda, kendini dogru ifade
edememe ve karsi tarafi anlayamama kaygist nedeniyle endiseli hissettikleri goriilmiistiir.
Endiseye bagli utanma ve korku da etkilesimi olumsuz anlamda etkileyen duygu durumlari
olarak tespit edilmistir. Bunun bir sonucu olarak bazi katilimcilarin etkilesimi en az hale getiren
¢evrimici ortamlar araciligi ile siparis vermeyi istedikleri goriilmiistiir. Baz1 katilimcilar,
ozellikle biirokratik islemlerin yogun oldugu ve detayli islemler barindiran hizmet alimlarinda,
muhatap olduklar1 yetkililer tarafindan soguk karsilandiklarini ve bu durum karsisinda
yalmiz/dislanmis hissettiklerini ifade etmislerdir. Konuya iliskin bazi katilimer ifadeleri su
sekildedir:

e “Yanlis kelime sdyledim. Giiliiyorlar.” - K.1. (Bu durum karsisinda utangag hissettigini
sOyliiyor.)

e “Biraz utamyorum.”- K.2. (Iletisim kurmamak igin cevrimigi siparis verdigini
sOyliiyor.)

e “Ben bir sey dedim onlar hep giiliiyorlardi.” - K.2. (Bu durum karsisinda utangag
hissettigini sOyliiyor.)

e “(...) Yabanci oldugum icin biraz sikintilar ¢ikiyor.” - K.2. (Il Go¢ Idaresindeki
memurlarla iletisim problemi yasadigi i¢in kimliginin geg¢ ¢ikarildigini diisiintiyor.)

e “Odeyecegim zaman bazi seyler mesela fatura aldigim seylerden biraz farkli olabilir ve
onlar1 anlatmaya c¢alistyorum. Yani, ben bunu almadim. Bazilar1 kabul ediyorlar
bazilar1 sert davraniyorlar. Yani, sen Tiirkge bilmiyorsun o kadar ve konusamiyorsun
niye bizimle ugrastyorsun...” - K.2. (Hi¢ kimsenin agik¢a bu sekilde sdylemedigini
ama davraniglarindan Oyle hissettigini sdyliiyor. Bu sekilde bir durum yasamaya
basladig1 zaman biraz korkmaya basladigini ifade ediyor.)

o “Korkuyordum ¢iinkii ilk defa Tiirk¢e konusuyordum.”- K.3. (Yanlis anlasilmaktan
korktugunu sdyliiyor.)

e “(...) baska millet baska iilke arkadaglarim ile konusurken eger Tiirk¢e konusursam hig
sikint1 olmuyor ama asil Tiirklerle konusurken her zaman giizel konusamiyorum. (...)
Biraz utantyor muyum bilmiyorum.” - K.4.

e “Cok soguk davrandi.” — K.4. (Bir banka ¢alisanindan bahsediyor.)

e “Konugmak istemiyorum. Yanlis anlasilmaktan korkuyorum.” - K.6.

e “(...) utandim.”- K.8. (Tirkiye’ye ilk geldiginde insanlarla iletisim kuramadigini
soyliiyor. Insanlar soru sordugu zaman cevap veremedigi i¢in bu durumdan utandigim
ifade ediyor.)
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e “Oradaki kadin kétii davrandi diyebilirim.”- K.9. (Bir market ¢alisanindan bahsediyor.
Dislanmis hissediyor.)

e “Benden bikiyorlar diyebilirim.” - K.2. (il Go¢ Idaresinde calisan memurlardan
bahsediyor.)

e “Bizi anlamiyor diye disiindiiler.” - K.4. (Bir banka c¢aliganinin, anlagilmadigini
diistindiigii i¢in katilimce1 ve arkadasina yapmasi gerekenleri yazdigi bir kagit verdigini
sOyliilyor. Bu durum karsisinda tiziildiigiinii ¢iinkii ¢alisani ¢ok iyi anladiklarini ifade
ediyor.)

Uyum ve Kiiltiirel Farkliliklar

Bireyler arasinda etkilesimi etkileyen temel degiskenlerden biri kiiltiirel farkliliklardir. Diger
degiskenleri goz ard1 ettigimizde birbirine yakin ve benzer 6zellikler barindiran kiiltiire mensup
bireylerin iletisim aninda daha rahat hissetmeleri beklenen bir durumdur. Diger agidan
bakildiginda, ¢ok farkli kiiltiirel ortamlarda yetisen bireylerin iletisim aninda daha fazla
zorlanmalar1 ihtimal dahilindedir. Bartel (2001), Baker ve Haretl (2004) da farkli kiiltiirel
gruplart anlayamama ve O6zdeslesememenin bu gruplara karsi olumsuz tutumlara neden
olabilecegini ifade eder. Kiiltiirle baglantili olarak bireyin topluma uyumu da iletisimi dogrudan
etkileyen faktorlerdendir. Oryantasyon problemleri ve kiiltiirel farkliliklar nedeniyle hizmet
aliminda zorlandigim1 ifade eden 7 katilimci vardir. Bunlardan bazilarinin ifadeleri su
sekildedir:

e “Ben higbir seyi anlatamadim. Hi¢ anlamadim onlari ilk geldigimde. Nasil kalacagimu,
nerede kalacagimi bilmedigim i¢in ve Tiirk¢e bilmedigim i¢in ¢ok zor oldu.” - K.9.

e “Ilk geldigimizde hep taksi kullaniyorduk.”- K.4. (Sehirle ilgili bir uyum problemi
yasadigini soyliiyor.)

e “Yabanci O6grencilere ev vermek istemiyorlar.”- K.8

e “Fark etti ben Tiirk¢e ¢cok bilmiyordum. O ylizden faturali hat verdi.”- K.3. (Faturasiz
hat i¢in gittigini ama ¢alisanlarin kendisine faturali hat verdigini sdyliiyor. Sebebini de
yabanci olmasi ile acikliyor.)

e “Ogle arasinin zaman1 gelince her sey, memurlar artik isi birakiyorlar. Yani dyle bir
sey yoktu. (...) Islemler duruyor. (...) Bir saat sonra gelmem lazim olacak.” - K.2. (Bu
sistemin geldigi iilkede, Dubai’de, olmadigini sdyliiyor.)

e “Somali’de Ingilizce de konusuyorlar Arapca da konusuyorlar. (...) Sadece Tiirkce
konusuyorsunuz. Ben Tiirk¢e ¢ok iyi bilmiyorum.”- K.5.

Biirokratik Isleyise Bagh Farkliliklar

Uluslararasi 6grencilerin yasadiklar sehirlerde mal ve hizmet aliminda karsilastiklar: en temel
problemlerden biri de biirokratik isleyise bagli farkliliklardir. Kendi geldikleri iilkelerle
iilkemizdeki isleyisi sik sik karsilagtirdiklart gézlenen katilimcilardan 9’unun bu anlamda
sorunlar yasadig1 tespit edilmistir. Ozellikle banka, gd¢ idaresi gibi biirokratik islemlerin fazla
oldugu kurumlarda katilimcilarin bu biirokratik silsileleri takip etmekte zorlandiklari
goriilmiistiir. Bununla alakali bazi katilimer ifadeleri su sekildedir:

e “(...) Yabanci oldugum icin biraz sikintilar ¢ikiyor.” - K.2. (il Gé¢ Idaresindeki
memurlarla iletisim problemi yasadig1 i¢in kimliginin ge¢ ¢ikarildigini diisiiniiyor.)

e “Odeyecegim zaman bazi seyler mesela fatura aldigim seylerden biraz farkli olabilir ve
onlar1 anlatmaya calistyorum. Yani, ben bunu almadim. Bazilar1 kabul ediyorlar
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bazilar1 sert davraniyorlar. Yani, sen Tiirk¢e bilmiyorsun o kadar ve konusamiyorsun
niye bizimle ugrasiyorsun...” - K.2.

e “Size sira gelmedi dedi ama siramiz ge¢cmisti.” - K.4. (Bir banka calisanindan
bahsediyor.)

e “Su an ne yapacagimi bilmiyorum.” - K.1. (Bir bankadan temassiz kart istedigini ama
kendisine hala ulasmadigini ve bu yiizden ne yapacagini bilmedigini sdyliiyor.)

e “Ogle arasinin zamam gelince her sey, memurlar artik isi birakiyorlar. Yani dyle bir
sey yoktu. (...) Islemler duruyor. (...) Bir saat sonra gelmem lazim olacak.” - K.2. (Bu
sistemin geldigi tilkede, Dubai’de, olmadigini sdyliiyor.)

e “Randevu almiyorlar orada. Cok kolay. Sadece direkt doktora gidebilirsin. - K.5.
(Somali’deki hastanelerde Tiirkiye’ye kiyasla randevu sirasinin olmadigini sdyliiyor.)

e “Bizde kart vermek i¢in bir ay bekliyoruz ama burada, Tiirkiye’de, beklemek lazim
degil. - K.8.

e “Numara almak i¢in bizim Kazakistan’da bir sirkete gidip almak zorunda degiliz.
Sadece markete gidip numarani al ve kullanabiliriz ama burada dyle degil.” - K.9.

Sorunlarla Basa Ctkma Davranislar:

Katilimcilarla yapilan goriismelerde yasadiklar1 sorunlarin yani sira bu sorunlarla nasil basa
ciktiklart veya ¢ikmaya calistiklar: da tespit edilmistir. Bu noktada 6ne ¢ikan davranis bigimi
‘kendisinden daha iyi Tiirk¢e konusan birinden yardim alma’dir. Katilimeilarin yarisi iletisim
kurmakta zorlandiklarinda bu yolu tercih ettiklerini belirtmistir. Yine mal ve hizmet aliminda
yasanan sorunlar karsisinda etkilesimi en aza indiren ¢evrimigi sitelerin kullanildig1 ya da
sirekli olarak kendilerini daha rahat hissettikleri yerleri tercih ettikleri goriilmustiir.
Katilimcilarin sorunlarla basa ¢ikma davranislarindan bazilari su sekilde drneklenebilir:

e “Arkadasla gittim ¢iinkii ¢ok iyi konusuyor.” - K.1. (Sehirle ilgili bir oryantasyon
problemi yasadigimi agikliyor. Arkadasi uzun yillardir Tiirkiye’de oldugu icin ve
Tiirkgesi daha anlagilir oldugu i¢in gidecegi yerlere arkadasi ile gitmeyi tercih ettigini
sOyliiyor.)

e “Bir arkadagim var. O eski 6grenci Kastamonu’da. O bana yardim ediyor ev bulmak
i¢in.” - K.6.

e “Bir defasinda markette para iistiinden dolay1 bir karisiklik oldu ve ben de arkadagima
sOyledim.” - K.6.

e “Benim teyze oglum Istanbul’da yastyordu. Ik geldim iki giin onlarda kaldim. Onlar
ev ayarladi.” - K.7.

e “Her seye internetten bakip 6grenebiliyorum.” - K.7.

e “(...) onlar da beni anlayamadi o zaman. Bu yilizden arkadaslarimla oraya
gidiyordum.”- K.10.

o “Internetten bakiyorum nasil ¢dzebilirim diye. Yoksa arkadaslarima soruyorum. Bazen
sozliik kullantyorum.”- K.10

e “Hep ayni restorana gidiyorum ¢iinkii iletisim daha kolay.” - K.5.

TARTISMA VE SONUC

Uluslararas1 6grencilerin yasadiklari iilkeye ve sehre uyumu hem bireysel olarak 6grenciler i¢in
hem de toplumsal olarak o iilkede, sehirde yasayan insanlar i¢in olduk¢a dnemli bir konudur.

325



I. F. DEMIREL & Interaction Problems of International Students Learning Turkish As
B. SERBES A Second Language Centered On The Purchase Of Goods And
Services

Ortalama 10 aydir Tiirkiye’de bulunan ve iiniversite biinyesindeki TOMER’den C1 diizeyi dil
sertifikasi sahibi 10 katilimet ile yapilan ¢calismada tiim katilimcilarin farkli gerekgelerle de olsa
mal ve hizmet alim1 noktasinda sorunlar yasadiklari tespit edilmistir. Elde edilen verilere gore;
mal ve hizmet aliminda yasanilan problemlerin temel kaynaklari alimlama sorunlari, dil
bariyeri, duygusal tepkiler, uyum ve Kkiiltiirel farkliliklar ile biirokratik isleyistir. Yari
yapilandirilmig goriismeler sonucunda olusturulan bu alt kategorilendirme Kim ve Mattila
(2011)’nin galisma sonuglari ile uyum gostermektedir.

Katilimeilarla yapilan goriismelerde; en sik il Gog Idaresinde daha sonra sirasiyla telefon
operator sirketleri, bankalar, hastane, yurt, emlakgi-ev sahibi iliskilerinde sorunlar yasandigi
tespit edilmistir.

Katilimeilar (2,6,7 ve 10) hizmet alma noktasinda en sik problem yasanan yer olan il Gég
Idaresinde, calisanlarla iletisim kurmanin zorlugundan agik bir sekilde bahsetmislerdir. Bu
iletisim probleminden dolay: bir katilimci (K.2.) “Sadece bir kere Il Gé¢ Idaresine gitmem
yeterli degil.” seklinde kendisini ifade etmistir. Ayrica yine ayn1 katilimcinin Il Gog idaresinde
calisan memurlar i¢in soyledigi “Benden bikiyorlar diyebilirim.” ifadesi hem dil bariyeri hem
hizmet alim1 hem de duygusal tepkiler agisindan diisiindiiriictidiir.

Telefon operator sirketlerinde yasanilan problemler ise yine temelde dil bariyerinden
kaynaklanmaktadir. Ornegin bir katilimci (K.5.) bir operatdr sirketi calisanlarmin kendisinden
terclimanla birlikte gelmesini istediklerini ve yardimci olmadiklarini sdylemektedir. Bu,
katilimci i¢in hem duygusal tepkilere hem de 6zgiiven problemlerine neden olmaktadir. Ayni
katilimc1 bu gerekge ile operator sirketini tekrar tercih etmedigini sdylemistir. Mal ve hizmet
alim1 cergevesinde degerlendirildiginde dil bariyeri nedeniyle iletisim kurmakta zorlanan ve
ozgiiveni kirilan katilimciin hayatin diger alanlarinda da benzer tutumlar gelistirdigi ve
iletisim kurmaktan ka¢indigi degerlendirilmistir. Bu durum ikinci dil 6gretimi s6z konusu
oldugunda, bir konu 6zelinde yasanan iletisim ve etkilesim sorununun kolaylikla diger alanlara
sirayet edebildiginin bir géstergesi olarak yorumlanabilir.

Hastane ve Ogrenci yurtlarinda yasanilan problemler yukarida saydigimiz problemlerle
benzerlik gostermektedir. Hastanedeki problemler genellikle hastanin yani katilimeinin tibbi
jargonu anlamamasindan kaynaklanmaktadir. Bu da katilmecmin sikdyetini doktora
anlatamamasina doktorun da hastayr anlamamasina sebep olmaktadir. Bu durum
katilimcilardan biri tarafindan (K.1.) “Hastaneye gittigimde c¢alisanlarin ve doktorlarin
dediklerini anlamiyorum.” seklinde ifade edilmistir.

Egitim alma amaciyla Tirkiye’de bulunan ve ikinci dil olarak Tiirk¢ce 6grenen uluslararasi
ogrencilerin ¢ogu yurtlarda barmmaktadir. Bulgulara gére hizmet aliminda siklikla problem
yasanilan bir diger yer de &grenci yurtlarnidir. Ogrenciler Tiirkiye’ye ilk geldiklerinde
Tiirkgelerinin ¢ok iyi olmamasindan dolay1 higbir seyi anlamadiklarini ve anlatamadiklarini
sOylemislerdir. Bu durumu katilimcilardan biri (K.9.) “Ben hichir seyi anlatamadim. Hig
anlamadim onlart ilk geldigimde. Nasil kalacagimi, nerede kalacagimi bilmedigim icin ve
Tiirkge bilmedigim igin ¢ok zor oldu.” seklinde ifade etmistir. Yurtla ilgili sorunlari dil bariyeri
ve blirokratik isleyis ve kiiltiirel farkliliklar bagliklar1 altinda ele almak miimkiindiir.

Mal ve hizmet aliminda problem yasanilan banka islemleri ve emlakgi-ev sahibi iliskilerinde
dil bariyeri, biirokratik islemler ve kiiltiirel farkliliklar 6ne ¢ikmaktadir. Bu problemlerin ana

nedeni dil bariyeri ve biirokratik islemlerdir. Yasanan bu tarz problemler bireysel farkliliklara
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da bagh olarak duygusal tepkilere ve iletisim, etkilesim kurma motivasyonunda diisiislere sebep
olmaktadir. Utanma, korku, yiiksek kaygi diizeyi ve dislanmislik hissi en sik ifade edilen
duygusal tepkiler olmustur. Verilen bu tepkiler genellikle iletisimde yasanan dil bariyerinden
orta ¢ikmakta ve farkli sekillerde kendini gdstermektedir. Ornegin, baz1 katilimcilar yanlis bir
ifade kullandiklarinda utandiklarini acgik¢a ifade etmislerdir. Bu durum iletisim kurma
istekliliginde bir azalma ve bos vermislik hissiyatini1 beraberinde getirmektedir.

>

o “Yanls kelime soyledim. Giiliiyorlar.” - K.1. (Bu durum karsisinda utangag hissettigini
sOyliiyor.)

o “Konusmak istemiyorum. Yanlis anlasiimaktan korkuyorum.” - K.6.

Elde edilen veriler katilimcilarin ana dili konusurlari kargisinda 6zellikle alimlama ve etkilesim
becerilerinde problem yasadiklarini net sekilde gostermektedir. Bu durum ikinci dil olarak
Tiirk¢e konusurlarinin mal ve hizmet alimini buna bagh olarak yasadiklari yere olan uyumlarini
giiclestirmektedir. Tiim bu verilerden hareketle etkilesim becerilerindeki sorunlarin ¢éziimii
icin asagidaki oneriler getirilebilir:

v' Ikinci dil olarak Tiirk¢e Ogreticilerinin alimlama, iiretim ve etkilesim becerileri
hakkindaki bilgi diizeyleri belirlenip farkli uygulama firsatlar1 hakkinda farkindaliklari
artirilabilir,

v Ogretimin temel materyali olan ders kitaplar1 etkilesim becerilerin bakimindan
yetersizdir (Demirel, Fakazli; 2021). Bu anlamda ders kitaplar1 gdzden gegirilebilir ve
ogreticileri ek kaynaklarla etkilesim etkinlikleri yapabilir.

v' Ikinci dil olarak Tiirkge &gretim siirecinde dil 6gretiminin Tiirkiye’de yapiliyor
olmasindan informel anlamda faydalanilmalidir.

v" Uluslararas1 6grencilerin sehirle ilgili bir oryantasyon problemi yasamamalart i¢in
tniversiteler ve belediyeler tarafindan sehre yonelik oryantasyon programlari
diizenlenebilir. Ogrencilere bu konu ile ilgili brosiir/ kitap¢ik dagitilabilir.

v" Uluslararasi 6grencilerin sik sorun yasadiklar yerlerle goriisiiliip 6grencilerin sorunlari
dile getirilebilir ve calisanlar bilgilendirilebilir.

v" Uluslararasi 6grencilerin saglik, banka gibi hizmetlerden daha kolay yararlanabilmeleri
icin buralardaki biirokratik isleyisi 6rneklendirecek uygulamalar 6gretim siirecine planh
olarak dahil edilebilir.

v Universitelerde uluslararasi dgrencilere yonelik psikolojik danisma ve rehberlik hizmeti
verilebilir.

v Benzer bir ¢alismanin farkli bolgelerde ve sehirlerde yasayan uluslararasi dgrencilerle
genis ¢apli olarak bir ihtiyag analizi seklinde gerceklestirilmesi iilkemizin uluslararasi
Ogrenci potansiyelini koruyarak gelistirmesine yardimet olacaktir.

Etik Metin
Bu makalede arastirma ve yayin etigi kurallar takip edilmektedir. Makale ile ilgili her tiirlii
ithlalin sorumlulugu yazar/yazarlara aittir.
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