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Ailenin egitim siirecindeki yeri ve okulla olan iligkilerinin odaginda 6gretmenler bulunmaktadir.
Velilerin egitim siirecine katilimi 6grenci basarisini arttirmakta, 6grencilerin olumsuz davranislarini
azaltmaktadir. Giniimiizde gitgide artan bir aliskanlik olan sikayet, ne yazik ki, velilerin de kullandiklari
bir iletisim aract olmaktadir. Arastirma, veli kaynakli sikayetlerin belirlenmesi ve bu sikayetlerin
yonetiminde sinif 6gretmenlerinin {Ustlendikleri rolii belirlemeyi amag¢lanmaktadir. Arastirmanin
calisma grubunu, 2023-2024 Egitim Ogretim yilinda Eskisehir il merkezinde MEB’e bagh resmi
okullarda gorev yapan 15 smif 6gretmeni olusturmaktadir. Arastirmada kolay ulasilabilir durum
orneklemesi kullanilmistir. Arastirmada nitel arastirma tekniklerinden bireylerin bir olaya veya olguya
yonelik bakis acilarini belirlemeye dayanan fenomenolojik desen kullanilmistir. Veriler, arastirmacinin
olusturdugu sorulari iceren goriisme formu ile toplanmis ve betimleyici analizle degerlendirilmistir.
Arastirma bulgularina gore; 6gretmenlerin velilerden disiplin ve davranis problemleri ile ilgili sikayetler
aldiklar1 goriilmektedir. Bu durumu, yiiksek akademik basari1 beklentisi izlemektedir. Bunun haricinde
saygl ve nezaketten yoksun suglayici tavirlarin 6gretmenleri zora soktugu, 6gretmenlerin her tirli
sikdyeti sabirla ve anlayisla dinleyip, ¢oziimler aradiklari, en biiyiik destekcilerinin ise okul idaresi ve
meslektaslari oldugu belirlenmistir. Bunun yani sira 6gretmenler sikayet yonetimi ile ilgili herhangi bir
egitim almadiklarini belirtmislerdir. Arastirma sonuglarina gore, 6gretmenlerin toplumsal algi ve
beklentileri profesyonelce yonetmeleri, velilerle diizenli gériismeler yapmalari, sikayet ve catisma
yonetimi ile ilgili egitim almalar1 6nerilmektedir.

Anahtar Kelimeler: Sikayet yonetimi, simif 6gretmeni, sikayet aliskanligi

Abstract

Teachers are at the center of parents' place in the education process and their relationship with the
school. Unfortunately, complaining, which is an increasing habit today, is also a communication tool used
by parents. This study aimed to determine the complaints of parents and the role of classroom teachers
in the management of these complaints. The study group of the research consists of 15 primary school
teachers working in public schools affiliated to the Ministry of National Education in Eskisehir city
center in the 2023-2024 education year. Easy accessibility case sampling, one of the purposeful
sampling methods, was used in the study. The data were collected with an interview form including the
questions created by the researcher and evaluated with descriptive analysis. According to the findings of
the study, it was determined that teachers received the most complaints from parents about discipline
and behavior problems, followed by academic achievement expectations, accusatory attitudes lacking
respect and courtesy put teachers in difficulty, teachers listened to all kinds of complaints with patience
and understanding and sought solutions, and their biggest supporters were the school administration
and colleagues. In addition, teachers stated that they did not receive any training on complaint
management. According to the results of the study, it is recommended that teachers manage social
perceptions and expectations professionally, hold regular meetings with parents, and receive training on
grievance and conflict management.
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GIRIS

Okul ve aile arasindaki saglikli iletisim, O6grenme Ogretme siirecini olumlu olarak
etkilemektedir. Ozellikle ailelerin egitim siirecine katilmalari, okula yonelik beklentilerini ve
ihtiyaclarin1 objektif olarak belirlemeleri ve cocuklarinin egitim yasantisindan haberdar
olmalari bu siirece biiyiik katkilar saglamaktadir (Erdogan ve Demirkasimoglu, 2010). Ailelerin
egitim siirecine katilimlart hem aileler hem de 6gretmenler tarafindan olumlu bulunmaktadir
(Albayrak vd, 2023). Veli okul isbirligindeki ana rolii 6g8retmenler iistlenmektedir. Velilerle
O0gretmenler arasinda kurulan iyi bir isbirligi ise okul ile veli arasindaki iletisimi
gliclendirmektedir. Velilerin 6grencilerinin durumuyla ilgilenmeleri, bilgilendirici bir iletisim
tarzi benimsemeleri, 6gretmenle iletisimin sinirlarin1 bilmeleri beklenen bir durumdur. Ancak
glinlimiizde gitgide artan kotii bir aliskanlik olan sikayet, bazen, velilerin kullandiklar1 bir
iletisim aract olmaktadir. Sikayet, bireylerin memnuniyetsizlik durumlarini gidermek igin
giristikleri eylemlerdir (Alabay, 2012). Ogretmene veya okula yénelik sikiyet ise, sunulan
egitim ve 6gretim hizmetlerinden memnun olmama durumudur. Baska bir ifadeyle olumsuz
geri doniit sunma durumu veya beklentilerin karsilanmadiginin bir gostergesi olmaktadir.
Sikayet; yasanan tatminsizligin diizeltilmesi icin yasanan durumun 6gretmene veya kuruma
ifade edilmesi, bilgi edinilmesi ve durumun aksayan yonlerinin diizeltilmesi i¢in firsat sunan
bir arag olarak da ifade edilebilmektedir (Ozan, 2015, Ozdogru, 2021, Senaras ve Cetin, 2018).

Velilerin egitim siirecindeki yeri ve okulla olan iliskilerinin odaginda ise Ogretmenler
bulunmaktadir. Egitimde yasanan son gelismeler, toplumun beklentilerini de yiiksek seviyelere
cikarmistir. Velilerin bu beklentileri bazen 6gretmenlere ve okulun isleyisine miidahaleye
varmakta, yipratict ve suglayici eylemlere doniisebilmektedir. Kendilerini baski altinda
hissedebilen 0gretmenler, mesleki performanslarini tam olarak gosterememekte ve bu
durumdan olumsuz olarak etkilenmektedirler. Ulkemizde ve Diinyada égretmenlerin veli
yaklasimlarindan olumsuz olarak etkilendiklerine iliskin yapilan pek ¢ok arastirma (Altun,
2009, Albayrak vd, 2023, Appelbaum, 2009, Aydogdu ve Kili¢, 2016, Hatipoglu ve Kavas, 2016
Babayigit, 2018, Ertem ve Gokalp, 2020, Erdogan ve Demirkasimoglu, 2010, Geng, 2005, Gliven
ve Sezer, 2020, Jaksec, 2003, Kog, 2020, Kog, 2018, Lindberg ve Demircan, 2013, May, vd, 2010,
Malkog, 1993, Ozdogru, 2021, Phillips, 2005, Senaras ve Cetin, 2018, Seligman, 2000, Simsek ve
Tanaydin, 2002, Taskaya, 2012, Trump & Moore, 2001; Unger, 2014, Tung ve Gokce, 2018,
Yiicel vd, 2023) bulunmaktadir.

Ogretmen, veli ile olan kurumsal iletisimi profesyonel olarak kurmali ve veli isteklerini dikkate
almak durumundadir. Ciinkii standartlara uygunluk, seffaflik, saglayicilik ve sorgulayicilik
unsurlarindan olusan hesap verilebilirlik biitiin devlet memurlarinin sorumlu oldugu bir
alandir (Hatipoglu ve Kavas, 2016). Egitimde hesap verilebilirlik, formal egitim siirecinde
meydana gelen arz ve beklentilerdeki uyusmazliklarin tstlenilmesi ile ilgilidir (Glindiiz ve
Goker, 2017). Temel amaci, egitimde etkililigi ve verimliligi arttirmak olan hesap verilebilirlik
egitimde yeni uygulamalari desteklemek, egitim paydaslarini bilgilendirmek ve akademik
basar1 i¢in isbirlikleri yapmayi1 kapsamaktadir (Erdag ve Karadag, 2017). Ancak okul
sisteminin 6nemli bir paydasi olan veliler, 6gretmenlerden bilgi almanin haricinde 6gretmeni
sorgulayarak hesap verebilirlige farkli bir boyut katabilmektedirler (Abdurrezzak ve Ugurlu,
2018, Altunay vd, 2023, Erdag, 2020, Isik ve Bahat, 2019, Kogak ve Nartgiin, 2021).

Bu nedenle 68retmenlerin velilerle iliskilerinde hesap verilebilirlik acisindan dikkat etmeleri
gereken pek c¢ok oOnemli nokta bulunmaktadir. Bu noktalardan biri de sikayetlerdir.
Sikayetlerin altinda yatan nedenlerin basinda ise; sinf isleyisi ve uygulamalari, akademik
basari, davranislar, ¢catismalar, 6zel ilgi beklentileri ve motivasyon diistikliikleri gelmektedir
(Hatipoglu ve Kavas, 2016). Veli sikdyetleri genellikle ya o6gretmenin bir tutumundan
kaynaklanmakta ya da simifa iliskin bir isleyise yonelik olmaktadir. Ogretmenin verdigi not,
siniftaki davranislari kontrol bi¢imi, siniftaki diger 6grenci davranislari, ¢ocugun simiftaki yeri,
o0gretimin niteligi, 6zel ilgi beklentisi, 6gretmenin bir davranisinin aleyhte olarak algilanmasi,
0gretme davranisinin 6grencide kaygi olusturmasi, istenen aidatlar, etkinlik giderleri ve
O0gretmenin yaklasimlar1 gibi pek cok alan sikayet konusu olabilmektedir (Kog¢, 2020).
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Sikayetin bilgi alma veya vermenin Otesine gecerek, kisisel ¢ikarlara gore yonetilmesi ve
kisisellestirilmesi egitim sistemine zarar verebilmektedir. Sikayetin ifade edilmesindeki
anlayis, 6gretmenin is verimliligini ve motivasyonunu olumsuz olarak etkileyebilmekte,
O0gretmeni, veliyi ve 0grenciyi depresyona siiriikleyebilmektedir. Daha genel anlamda ise
ogretmenlik mesleginin mesleki statiisiine zarar verebilmektedir (Akan ve Ulas, 2023).
Ogretmenin veli ile olan iletisim kopuklugu, veliye veya cocuga kars1 6n yargisi, etiketleme
davranisi, yanh davranisi sikdyetin kisisellesmesine neden olabilmektedir. Ozellikle son
donemlerde Ogretmenlerden beklenen ve goreceli olarak zorunlu hale gelmis rol ve
gorevlerdeki artis velilerin okulu ¢ocuklarinin giivenliginin ve bakiminin saglandigi mekanlar
olarak gorebilmelerine neden olmaktadir. Bu anlayisla veli, onceligi siirekli kendinde
gorebilmektedir. Bu durum, zamanla, 6gretmenin uygulamalarina miidahale aliskanlifina
doniismektedir (Kose ve Uzun, 2020, Tiirk ve Kiroglu, 2018, Yiiksel, 2019).

Velilerin sikayetlerinin algilanma bicimi ve sikayet stirecinin nasil yonetilecegine iliskin cok az
saylda arastirmaya (Eski vd, 2019, Senaras ve Cetin, 2018, Ozan, 2015, Tiirk ve Kiroglu, 2018,
Yiiksel, 2019). rastlanmigtir. Var olan arastirmalar ise, daha bireyler arasi iliskilere dayali
arastirmalar olup genelde sahsi sikayetler (egitim disi) lizerinde yogunlasmistir (Alabay,
2012). Halbuki ilkokulda sinif 6gretmeni neredeyse tek muhataptir ve egitim yasantilar ile
ilgili olarak tizerinde yogun bir veli baskisi s6z konusudur.

Bir baski grubu olarak veliler, 6gretmene farkl sikayetler iletebilmekte veya 6gretmeni sikayet
konusu yapabilmektedirler. (Albayrak vd, 2023, Babayigit, 2018, Bayraktar ve Kuloglu, 2023,
Biiyiik ve Bayar, 2023, Giiven ve Sezer, 2020, Ozdogru, 2021, Ozan, 2015, Ozer vd, 2010,
Senaras, 2017, Senaras ve Cetin, 2018, Kantos, 2021, Kog, 2020, Ozdemir ve Orhan, 2019, Tun¢
ve Gokee, 2018, Yiicel vd, 2023).

Arastirmanin Amaci

Arastirma, sikayet yonetiminde sinif 6gretmenlerinin rollerini belirlemeyi amaglamaktadir. Bu
kapsamda asagida sorulara yanit aranmaya ¢alisilmigtir.

1-Ogretmenlerin sikayet aldiklar1 durumlar
2-Veli sikayetlerinde izlenen yollar
3-Ogretmeni zora sokan sikayet davraniglari
4-Sikayetlerde destek alinan kisi ve kurumlar
YONTEM

Arastirma Deseni

Arastirmada, katilimcilardan daha fazla bilgi edinmek i¢in nitel arastirma yontemlerinden biri
olan fenomenolojik calisma deseni kullanilmistir. Nitel arastirma, bireyin veya durumun
kendiyle olan bilinmeyenlerini ¢6zliime kavusturmasi, icinde bulundugu sistemin 6ziini
kesfetmek adina olusturdugu bilgi liretme yolu olarak tanimlanmaktadir (Ozdemir, 2010).
Nitel arastirmalar algi ve olaylarin dogal ortamda, gercek ve biitiinciil bir sekilde kendi
ortaminda incelenmesine imkan tanir. Fenomenolojik desen ise bireylerin bir olay veya
deneyime yonelik bakis acisini anlamamaya calisan nitel arastirma modellerinden biridir
(Yildirim ve Simsek, 2008). Bu nedenle sinif 6gretmenlerinin veli sikayetlerine nasil baktiklar
ve veli kaynakl sikdyet durumlarini nasil yonettiklerine iliskin goriisleri belirlenmek istendigi
icin durum ¢alisma deseni tercih edilmistir.

Calisma Grubu

Arastirma icin segilen calisma grubu 2023-2024 Ogretim Yilinin 2. Déneminde Eskisehir’de
gorev yapan 15 sif Odgretmeninden olusturmaktadir. Calisma grubu amagl o6rnekleme
tekniklerinden kolay ulasilabilir 6rnekleme teknigi ile olusturulmustur. Amacli 6rnekleme
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anlayisi, hata payinin daha az olmasi amaciyla katilimei grubun belli bir nitelige sahip olmasini
hedefleyen bir anlayistir. Kolay ulasilabilirligin amaci ise, arastirmaya hiz ve pratiklik
kazandirmak i¢in o6rneklemin giic ve zor olmayan bir sekilde secilmesidir. Tablo 1'de
gorildigi gibi katihmcilarin 9'ii kadin 6’erkek 6gretmendir. Ogretmenlerin 3'ii yiiksek lisans
yapmustir. Ogretmenlerin 8'i 10-20 yil arasi kideme sahiptir. Ogretmenlerin hicbiri sikayet
yonetimine iligkin bir egitim almamistir.

Tablo 1. Katilimcilara ait demografik bilgiler

Katilimcilar Cinsiyet Yas Ogrenim Mesleki Kacinci Sikayet

durumu kidem simifi yonetimi ile

okuttugu ilgili egitim
alma

durumu
01 Kadin 33 Yiiksek 12 y1l 4. simif Hayir
Lisans

02 Kadin 41 Lisans 22yl 2. smif Hayir
03 Kadin 43 Lisans 17 y1l 3. sinif Hayir
04 Kadin 37 Lisans 15 y1l 3. siif Hayir
05 Erkek 55 Lisans 29 y1l 1. simif Hayir
06 Erkek 34 Lisans 13 y1l 4. sif Hayir
07 Kadin 32 Lisans 12 y1l 1. sinif Hayir
(0] Erkek 54 Lisans 30 y1l 2.smif Hayir
09 Kadin 28 Lisans 7 yil 3. sinif Hayir
010 Erkek 43 Lisans 20 y1l 1. sinif Hayir
011 Kadin 44 Lisans 19 y1l 2.smif Hayir
012 Erkek 32 Yiiksek lisans 12 y1l 1. sinif Hayir
013 Kadin 28 Yiiksek lisans 6 yil 4.smif Hayir
014 Erkek 45 Lisans 22yl 4.simf Hayir
015 Kadin 40 Lisans 21yl 2.sinif Hayir

Veri Toplama Araglari

Arastirma amacina uygun olarak yart yapilandirilmis goriisme teknigi kullanilmistir.
Gorismeler, kisilerin bakis agilarini, deneyimlerini ve diisiincelerini ortaya koymaktadir. Yari
yapilandirilmis goriisme teknigi, arastirmacinin literatlir arastirmasi yaptiktan sonra
O0gretmenlerin goriislerini iceren sorulari olusturdugu bir tekniktir (Patton, 2002). Yarn
yapilandirilmis gériisme sorulari belli bir cevaplama ¢ercevesi sunan ve esnek cevaplamayi
gerektiren formlardir. Arastirma verileri arastirmaci tarafindan hazirlanan bir gériisme formu
ile toplanmistir. Arastirmada kullanilan formun hazirlanmasinda 2 alan uzmanina danisilmis 2
sinif 6gretmeni ile 6n goriisme yapilarak sorularin anlasiirligit hakkinda goriis alinmis ve
herhangi bir degisiklik yapilmadan forma son hali verilmistir. Arastirma verileri alinan izinler
dahilinde yiiz ytlize olarak gerceklestirilmistir. Her katilimciya konu hakkinda bilgi verilmis ve
arastirmaya goniillii olarak katilimlari saglanmistir. Yapilan goriismeler ortalama 20-25 dakika
sirmistiir. Gorlisme kayitlar1 tekrar katilimci 6gretmenlerle paylasilarak katilimci teyidi
alinmistir.

Verilerin Analizi

Temalarin ve kodlarin hazirlanmasi, yorumlanmasina imkan saglamasi agisindan betimsel
analiz teknigi kullanilmistir. Bu teknikte veriler ayrintiya inilmeden yorumlanmaktadir
(Sonmez ve Alacapinar, 2014). Arastirmanin en onemli 6lglitii sonuglara nasil ulasildigidir.
Nitel arastirmalarin en dnemli 6lciitlerinden biri aragtirmacinin sonuglara nasil ulastigini
aciklamasidir. Bunun i¢in arastirma giivenirligini artirabilmek icin alintilamalara yer
verilmistir. Aragtirmada, inandiriliciligl artirmada mimkiin oldugunca yarg: ve degerlerinden
uzak durulmaya calisilmistir. Aktarilabilirligi saglamak icin arastirmaci ¢alisma grubunu
amagclh 6rneklem yontemlerinden kolay ulasilabilirilk yontemi ile belirlemis, arastirmada
orneklemin belirlenmesindeki izlenecek siire¢ tanimlanmaya c¢alisiimistir. Giivenebilirlik ve
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tutarligl artirmak icin veriler 6nceden olusturulan temalara gore analiz edilmis ve gortisme
yoluyla elde ettigi veriler yorumlanmadan dogrudan sunulmustur. Teyit edilebilirlik i¢in elde
edilen veriler 6gretmenlere tekrar okunarak teyit ettirilmistir. Katilimci 68retmenlerin kisisel
bilgileri gizli tutulmus ve 01, 02, 03 seklinde kisaltmalar kullanilmstir.

BULGULAR

Bu boliimde siif 6gretmenleri ile yapilan goriismelerden elde edilen bulgular, tema ve kodlara
ayrilmistir. Gerekli yerlerde dogrudan alintilar yapilmistir. Yapilan betimsel analizle
o0gretmenlerin Kkarsilastiklar1 veli sikdyetlerinin icerigi, nasil bir yol izledikleri, hangi
sikayetlerin onlar1 zor durumda biraktig1 ve sikayetler karsisinda kimlerden destek aldiklari
ana temalar altinda diizenlenmistir.

Tablo 2. Ogretmenlerin veli sikayetlerindeki rolleri

Tema Kod Katilimci

Sikayet konular1 Ogrenci performansi ve 03, 05,06,09, 011
degerlendirme
Disiplin ve davranis kaynakh 01,02,04,05,07,010,012
Beklenti ve 6zel ilgi kaynakli 07,09,013,014
Egitim kalitesi ve beklenti 09,015
idari siirecler 014

Sikayetlerde izlenen yol

Dinleme ve durumu anlamaya
calisma

02,04,07,08,010, 012

Isbirligi yapma ve ¢6ziim arama 04,05,07,09
Siireci takip edip, geri bildirim 06,07,08,
verme

Sikayetlerdeki travmatik etki  Psikolojik siddet ve suclama 011,012,013
Ust makamlara sikayet etme 08,011,014,015
Ayricalik talep etme ve agir1 beklenti 04,07
Ogretmenin isine miidahale 03,06,08,013,014

Saygi ve nezaket dis1 davraniglar

Fiziksel siddete meyletme

06,08,010,011,014,015
04

Kisisel problemi yayma 012
Sikayetlerde destek Okul ydnetimi 01,03,05,09,012,013
Rehberlik birimi 03
Meslektaslar 02,06,08,012,014
Sendikalar 04,05
Diger veliler 01, 09,010
Hukuki destek arama 08
Psikolojik destek alma 015

Tablo 2 incelendiginde arastirmaya katilan 6gretmenlerin veli sikayetlerindeki rolleri dort
tema altinda toplanmigtir. Ogretmenlerin velilerden gelen sikdyet konularina yonelik olarak;
ogrenci performansi ve degerlendirme, disiplin ve davranis kaynakl sikayetler, beklenti ve
ozel ilgi kaynakli sikayetler, egitim kalitesi ve beklenti ile idare siireclere yonelik 5 kod
belirlenmistir.

Sikayetlerde izlenen yollar temas: altinda, dinleme ve durumu anlamaya ¢alisma, isbirligi
yapma ve ¢6ziim arama, siireci takip edip geri bildirim verme olmak lizere 3 kod belirlenmistir.

Sikayetlerdeki travmatik etki temasi altinda ise; psikolojik siddet ve su¢lama, iist makamlara
sikayet etme, ayricalik talep etme ve asir1 beklenti, 6gretmenin isine miidahale etme, saygi ve
nezaket dis1 davraniglarda bulunma, fiziksel siddete meyletme ve kisisel problemi yayma
olmak tizere 7 kod belirlenmistir.
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Ogretmenlere destek unsuru olarak; okul yonetimi, rehberlik birimi, meslektaslar, sendikalar,
diger velilerden destek, psikolojik destek birimleri, hukuki destek birimleri olmak iizere 7 kod
belirlenmistir.

Ogretmene yonelik sikayet konular1 temasi kapsaminda ifade edilen sorunlara iliskin katihmci
gorislerine asagida yer verilmistir.

07-Ogrenci esyalarinin kaybolmast ve cocuklarinin okulda magduriyet yasadiklarini
diistindiikleri icin sikdyetler oluyor (Disiplin ve davranis kaynakli)

03- Ogrencisine ézel ilgi bekliyorlar ve bol not vermedigimizde hesap sormak igin geliyorlar.
(Beklenti ve ézel ilgi kaynakli)

010-Ogrenciden sikdyet etmek icin geliyorlar. Kendi cocugunu evde ders calismiyor diye bize
sikdyet ediyorlar. (Ogrenci performansi ve degerlendirme)

012-Ogrencilerin birbirine karg: sergiledikleri olumsuz davramislar, égrencisinin kendi sinifi
veya baska siniflardaki égrencilerle yasadigi sorunlar konusunda sikdyetler altyorum. (Egitim
kalitesi ve beklenti)

015-Cocugunun siniftaki yerini degistirmek ve arkadasim sikdyet etmek icin geliyorlar.
(Beklenti ve ézel ilgi kaynakli)

014-Cocugu ile ilgili eksiklikleri séyledigimiz veliler bu durumu kabullenip diizeltmek yerine
sucun 6gretmende oldugunu diisiintip sikdyet etmeye yéneliyorlar. (Idari siirecler)

04-Cocuklarin gecimsizligi ve cocuk kavgalar: icin siklikla sikdyete geliyorlar (Disiplin ve
davranis kaynakli)

Ogretmene gelen sikayetlerde izlenen yol temasi kapsaminda ifade edilen sorunlara iliskin
katilimci goriislerine asagida yer verilmistir.

02-Oncelikle velinin hangi konuda sikdyeti oldugunu sabirla dinliyorum. Ogrencinin
durumuyla ilgili kendisine bilgi veriyorum. Izleyecegimiz yol ve ¢éziim énerileri konusunda fikir
alisverisinde bulunuyorum (Dinleme ve durumu anlamaya ¢calisma)

01-Birebir goriismeler yapiyorum. (Dinleme ve durumu anlamaya ¢alisma)

07-Veliyi dinledikten sonra problemin ¢éziimiine yénelik fikir algverisinde bulunuyorum.
Gerekli arastirmalar1 yapiyorum. Sonrasinda veliyi bilgilendiriyorum. (Isbirligi yapma ve ¢6ziim
arama)

04-Veliyle ¢zel olarak konusacagimiz bir béliime gecip, onu sakinlestirir ve konusmasini
kesmeden dinlerim. Ne istedigini anlayip, ¢éziim iiretmeye calisirim. (Isbirligi yapma ve ¢éziim
arama)

012-Veli ile bireysel bir gériisme yapip sikdyetlerini dinliyorum. Sonuca varamadigimda okul
idaremle paylagsip desteklerini bekliyorum. (Céziimii takip edip geri bildirim verme)

Ogretmene yonelik sikdyetin yarattig1 travma temas! kapsaminda ifade edilen sorunlara
iliskin katilimci goriislerine asagida yer verilmistir.

015-Okul idaresi ile ters diisecegim sikdyetler oldugunda zora sokabiliyor. (Ogretmenin isine
miidahale)

014-Ofkelerini kontrol edememeleri ve nezaketsiz tavirlart beni fazlasiyla iiziiyor. (Sayg: ve
nekazet disi davranislar)

012-Cogu zaman sikintilarin1 6grencilerin 6niinde dile getiriyorlar. Ve hakli olduklar:
konusunda israrcilar. (Psikolojik siddet ve suglama)

011-Siirekli bir suclama icerisindeler.

08-Bazilar1 dogrudan okul idaresine sikdyet ediyor. (Ust makamlara sikdyet etme)
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07-Velinin benden ve égrenciden gercek iistii beklentileri var. Cocuklarindan sahip oldugu
becerilerinin ¢ok tistiinde bir performans bekliyorlar. Bizden siirekli etkinlik, kurs ve ¢ocugu igin
ek ogretim veya etkinlik gibi bir seyler istiyorlar. (Ayricalik talep etme ve agsirt beklenti)

Ogretmene ulasan sikayetlerde destek alma temasi kapsaminda ifade edilen sorunlara
iliskin katilimc1 gorislerine asagida yer verilmistir.

03-Veli  sikdyetlerinde en biiyiik destegi ¢alisma arkadaslarimdan veya rehber
ogretmenimizden alirim. (Okul yénetimi, rehber dégretmen)

06-Benzer durumlari yasadiklar icin meslektaslarimdan destek alirim. (Meslektaslar)
09-0Okul idaresinden yardim alirim. (Okul y6netimi)

010-Baska velilerden yardim alirtm onlarin bana giiveni ve destegi beni mutlu ediyor. (Veliler
ve psikolojik destek)

Ortaya ¢ikan bulgulara bakildiginda 6gretmenlere ulasan veli sikdyetlerinin ¢ogunlugunun
disiplin ve davranis kaynakli oldugu goriilmektedir. Bu durumu 6grenci performansi ve
basarisi izlemektedir. Herhangi bir sikdyet durumunda o6gretmenler sabirla konuyu
dinlediklerini ve olayin anlamaya g¢alistiklarini belirtmislerdir. Sikayet eden velilerin saygi ve
nezaket dis1 suglayicit davranislart 6gretmenleri fazlasiyla yipratmakta ve strese sokmaktadir.
Herhangi bir sikdyet durumunda 6gretmenler daha cok okul yonetiminden destek aldiklarini
belirtmektedirler. Bunu meslektaslari izlemektedir.

SONUCLAR ve TARTISMA

Arastirmada, ilkokullarda gorev yapan oOgretmenlerin veli kaynakli sikayetlere ve bu
sikayetlerin yonetimine iliskin goriisleri ortaya konmaya calisilmistir. Arastirma bulgularina
gore, 0gretmenlere ulasan veli sikayetleri genellikle disiplin ve davranis kaynaklidir. Bunu
0grencinin basarisindan ve performansindan kaynaklanan memnuniyetsizlikler izlemektedir.
Disiplin ve davranis kaynakli sorunlarin ise genelde ¢ocuklarinin diger ¢ocuklarca magdur
edildigi anlayisindan olustugu goriilmektedir. Arkadas cekismeleri, 6grenci malzemelerinin
zarar gormesi, siniftaki yer kavgalar1 bunlara drnektir. Velilerin 6grencilerin sinif i¢cindeki
iletisimleri ve yasadiklar1 catismalara dahil olmalari, 6gretme ve Ogretme strecinde
o0gretmenin siifa olan hakimiyetini yetersiz olarak gormeleri veya 6gretmeni davranis
gelistirme ile ilgili bir uzman olarak gormemeleri anlamina gelebilmektedir. Yapilan
arastirmalar (Cayak ve Ergi, 2015, Erdogan ve Demirkasimoglu, 2010, Karatas ve Cakan, 2018,
Senaras ve Cetin, 2018, Unsal ve Goriicii, 2023) velilerin cocuklarin1 koruma iggiidiisiiyle
O0gretme slirecine ve 6gretmene miidahale ettikleri yoniindedir. Bu sikdyetlerde velinin tutumu
O0gretmeni yakindan etkilemektedir. Saygi ve nezaket disi davranislar, 6gretmenin isine
miidahale ve iist makamlara sikdyet etme en cok karsilagilan durumlardir. Ogretmen veli
iliskilerinde yasanan sorunlar 6gretmen tlzerinde kaygiya, gerginlige, caresizlige ve yalnizlik
hissine, motivasyon diisiikliigiine, degersizlik algisina sebep olmakta 6gretmenlik otoritesinin
sarsilmasina neden olabilmektedir. Velilerin suclayici, hesap sorucu ve siirece miidahaleye
varan davranislarinin temelinde o6fke, iiziinti ve birikmis bir haksizliga ugrama anlayisi
yatmaktadir. Temelinde iletisim problemleri olan bu davranislarda velilerin cocuklarinin
haksizliga maruz kaldig, dislandigi, 68retmenlerince yeterince ilgi gérmedigi, akran zorbaligi
yasadigl, ayrimcilik yapildig: diisiinceleri yer almaktadir (Kog, 2018). Bu psikoloji ile sikayete
gelen velilere 6gretmenlerin ilk davranislari onlar1 sakince ve sabirli bir sekilde dinlemek
oldugu yoniindedir. Ogretmenlerin, ¢cogu zaman amaci hesap sorma olan velileri anlayisla
dinleyip olay1 anlamaya ¢alismalar1 profesyonelce bir davranistir. Halbuki 6gretmenler,
DMK'nin “Isnat ve Iftiralara Karsi Koruma” maddesine gére giivence altindadirlar.
Ogretmenlere yoneltilen suglamalarin asilsiz olmasi halinde, merkezde 6gretmenin en biiyiik
amirinin, illerde valilerin, isnatta bulunanlar hakkinda kamu davasi acilabilmektedir. Bunun
icin veli 6gretmen iligkilerinin sinirlarin1 belirlenmesi ve 6gretmenin bir devlet memuru
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oldugunun bilincine varilmasi gerekmektedir. Ogretmenler, veli sikdyetleri karsisinda en
biiyiik destekgilerinin okul yonetimi ve meslektaslar1 oldugu yoniinde goriis bildirmislerdir.
Okul yo6netimi, idarecilerin durumu bilmeleri ve mevzuata gére 6gretmene destek olmalari
acisindan degerlidir. Meslektaslarindan destek almalari ise onlarin benzer durumlarda yasamis
olduklar1 deneyimlerinden yararlanma istegi olabilmektedir.

Sonu¢ olarak; velilerin 06gretmeni veya okuldaki isleyisi sikdyet etme aliskanligl
kazanmalarinin nedenleri, velilerce egitim siirecinin isleyisinin ciddiye alinmamasi,
o0gretmelerin mesleki yeterligine yeterince giivenilmemesi, cocuklarina yonelik asir1 korumaci
yaklasim, sosyal hosgoriisiizlik, rekabet anlayisi, ayricalik talepleri ve 6gretmenden gorevi
olmayan pek sey beklemek olmaktadir. Bunun icin her seyi bilen veli tutumunun bakanlikca ve
kamuoyunca yeniden yapilandirilmasi, velinin her sorunda 6gretmeni sorumlu gérme ve
sikayeti kolay bir ¢6ziim yolu olarak gorme aliskanliginin 6ntine gecilmesi, 6gretmenin isine
karismasi ve 0gretmeni mesgul edip manevi olarak yipratmasi, negatif bir dil kullanarak
glivenligi tehdit etmesini engelleyecek yasa ve yonetmeliklerin ¢ikarilmasi gerekmektedir.

Bu sonuglara bagh olarak, toplumda 6gretmenlik algisinin belirlenip, 6gretmenin yetki, gorev
ve sorumluluklarin yeniden belirlenmesi, 6gretmenlerin sikayetlere karsi takinacaklari tutuma
ve sikayetleri nasil yoneteceklerine iliskin egitimler almalari, isnat ve iftiralara kars: adli-idari
haklarin1 6grenmeleri, veli sikdyetlerine karsi yeni destek mekanizmalarinin olusturulmasi,
veli 6gretmen iletisimin kurumsal olarak sinirlandirilmasi ve iletisim sartlarinin belirlenmesi,
ogretmenlere zor velilerle bas etme stratejilerinin 6gretilmesi, okullarda 6n sikayet biirolarinin
veya arabuluculuk sisteminin kurulmasi, velilere sikayet etmeden 6nceki haklar1 ve sikayete
konu olan duruma iligkin bilgi, belge, delil ve tanik kosulunun getirilmesi, velilere 6grenme ve
O0gretme siireclerine nasil katilmasi gerektigine iliskin egitimlerin verilmesi, veli
goriismelerinin okul toplantilarindan hari¢ belli bir rutin icinde diizenli olarak yapilmasi,
velilere ulasacak alternatif iletisim kanallar1 bulmalari, 06gretmenlerin her tiirli
uygulamalarinda hesap verilebilirlik ilkesine gore diiriist ve seffaf olmalari, ¢6ziim odakl
yaklasimlar1 benimsemeleri, velilerin toplumsal algi ve beklentilerini profesyonelce
belirlemeleri, sikayet ve c¢atisma yonetimi ile ilgili egitimler almalar1 ve rehberlik
servislerinden veli sikayetlerine yonelik destek alinmasi onerilmektedir. Sikdyet yonetimi
O0gretmenlere bir beceri olarak 6gretilmelidir. Bunun i¢in 6gretmenlerin empati ve anlayis,
aktif dinleme, sorun ¢ézme becerileri, sakin kalma ve kendini kontrol etme becerileri, acik
iletisim kurma ve geri bildirim alip dogru degerlendirmeler yapmalar1 saglanmalidir. Bu
becerileri 6gretmek icin seminerler, atolye calismalar1 veya egitim materyalleri kullanilarak
ornek olaylar iizerinden simiilasyonlar diizenlemek ogretmenlere pratik yapma firsati
sunabilmektedir.
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Abstract

Teachers are at the center of parents’ place in the education process and their relationship with the school.
Unfortunately, complaining, which is an increasing habit today, is also a communication tool used by
parents. This study aimed to determine the complaints of parents and the role of primary school teachers
in the management of these complaints. The study group of the research consists of 15 primary school
teachers working in public schools affiliated to the Ministry of National Education in Eskisehir city center
in the 2023-2024 education year. Easy accessibility case sampling, one of the purposeful sampling methods,
was used in the study. The data were collected with an interview form including the questions created by
the researcher and evaluated with descriptive analysis. According to the findings of the study, it was
determined that teachers received the most complaints from parents about discipline and behavior
problems, followed by academic achievement expectations, accusatory attitudes lacking respect and
courtesy put teachers in difficulty, teachers listened to all kinds of complaints with patience and
understanding and sought solutions, and their biggest supporters were the school administration and
colleagues. In addition, teachers stated that they did not receive any training on complaint management.
According to the results of the study, it is recommended that teachers manage social perceptions and
expectations professionally, hold regular meetings with parents, and receive training on grievance and
conflict management.

Keywords: Primary school teacher, complaint management, complaint behaviors

INTRODUCTION

Effective communication between the school and the family positively affects the teaching and
learning process. In particular, it enables families to participate in the education process, to
determine their expectations and educational needs, to get to know their children better and to
be aware of their children's educational life (Erdogan & Demirkasimoglu, 2010). The participation
of parents in the educational process is perceived positively by both parents and teachers
(Albayrak et al.,, 2023). Teachers play the main role in parents’' cooperation with the school.
Effective communication between parents and teachers increases the cooperation between
parents and the school. It is expected that parents are interested in the situation of their students,
adopt an informative communication style, and know the limits of communication with teachers.
However, complaining, which is an increasingly negative behavior nowadays, is sometimes a
communication tool used by parents. Complaints are actions taken by individuals to resolve their
dissatisfaction (Alabay, 2012). A complaint against a teacher or school is a situation of
dissatisfaction with the education and training provided. In other words, it is an indication of
providing negative feedback or not meeting expectations. A complaint against a teacher or school
is a situation of dissatisfaction with the education and educational facilities provided. In other
words, it is an indication of providing negative feedback or not meeting expectations. It can also
be expressed as a method of expressing the situation to the teacher or institution in order to
correct the dissatisfaction experienced, obtaining information and providing an opportunity to
correct the negative effects of the situation (C)zan, 2015, Ozdogru, 2021, Senaras & Cetin, 2018).
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Teachers are at the center of parents’ place in the education process and their relationship with
the school. Recent developments in education have raised the expectations of the society to high
levels. These expectations of parents sometimes interfere with teachers and the functioning of the
school, and can turn into destructive and offensive actions. Teachers who feel under stress cannot
perform their professional performance completely and are negatively affected by this situation.
Many studies in our country and in the world (Altun, 2009, Albayrak et al, 2023, Appelbaum, 2009,
Aydogdu & Kilig, 2016, Hatipoglu & Kavas, 2016 Babayigit, 2018, Ertem & Gokalp, 2020, Erdogan
& Demirkasimoglu, 2010, Geng, 2005, Gliven & Sezer, 2020, Jaksec, 2003, Kog, 2020, Kog, 2018,
Lindberg & Demircan, 2013, May, et al, 2010, Malkog, 1993, Ozdogru, 2021, Phillips, 2005, Senaras
& Cetin, 2018, Seligman, 2000, Simsek & Tanaydin, 2002, Taskaya, 2012, Trump & Moore, 2001;
Unger, 2014, Tun¢ & Gokge, 2018, Yiicel et al, 2023).

Teachers should establish institutional communication with parents in a professional manner and
take into account the wishes of parents. This is because accountability, which consists of
compliance with standards, transparency, provision and questioning, is an area in which all public
officials are responsible (Hatipoglu & Kavas, 2016).

Teachers should develop professional communication with parents and take their wishes into
practice. Because accountability, which consists of conformity to standards, sustainability,
provision, transparency and questioning, is an area in which all public officials are responsible
(Hatipoglu & Kavas, 2016). Accountability in education is related to the undertaking of
discrepancies in supply and expectations that occur in the formal education process (Giindiiz &
Goker, 2017). Accountability, whose main purpose is to increase effectiveness and efficiency in
education, includes supporting new practices in education, informing educational partners, and
collaborating for academic success (Erdag & Karadag, 2017). However, parents, who see
themselves as one of the elements of controlling the school system, add a different dimension to
accountability by questioning the teacher, apart from getting information from teachers
(Abdurrezzak & Ugurlu, 2018, Altunay et al, 2023, Erdag, 2020, Isik & Bahat, 2019, Kogak &
Nartgiin, 2021).

Therefore, there are many important points that teachers should pay attention to in their relations
with parents in terms of accountability. One of these points is complaints. The main reasons
underlying complaints are classroom functioning and practices, academic achievement,
behaviors, conflicts, expectations for special attention and low motivation (Hatipoglu & Kavas,
2016). Parent complaints usually stem from either a teacher's attitude or a classroom functioning.
The grade given by the teacher, the way he/she controls the behavior in the classroom, the
behavior of other students in the classroom, the place of the child in the classroom, the quality of
teaching, the expectation of special attention, the perception of a teacher's behavior as
unfavorable, the anxiety of the teaching behavior in the student, the requested fees, activity
expenses and the teacher's approaches can be the subject of complaints (Kog, 2020). The
interpretation and personalization of the complaint beyond receiving or giving information,
according to personal interests, damage the education system. This understanding in the
expression of complaints can negatively affect the teacher's work efficiency and motivation, and
can lead the teacher to depression. More generally, it can damage the professional prestige of the
teaching profession (Akan & Ulas, 2023).

The teacher's failure to communicate with the parent, prejudice against the parent or child,
labeling behavior, and biased behavior may cause the complaint to become personal. Especially
in recent years, the increase in the roles and roles expected of teachers, which have become
relatively obligatory, causes parents to see schools as places where the safety and care of their
children are provided. With this understanding, parents always see themselves as the priority.
Over time, this situation turns into a habit of interfering with teachers' practices (Koése & Uzun,
2020, Turk & Kiroglu, 2018, Yiiksel, 2019).

There are very few studies (Eski et al, 2019, Senaras & Cetin, 2018, Ozan, 2015, Tiirk & Kirogluy,
2018, Yiksel, 2019) on the perception of parents' complaints and how to manage the complaint
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process. The existing studies are mostly based on customer relations and generally focused on
customer complaints (Alabay, 2012). However, in primary school, the primary school teacher is
almost the only respondent and there is intense parental pressure on him/her regarding his/her
educational experiences.

As a pressure group, parents can make different complaints to the teacher or make the teacher
the subject of complaint (Albayrak et al, 2023, Babayigit, 2018, Bayraktar & Kuloglu, 2023, Biiyiik
& Bayar, 2023, Giiven & Sezer, 2020, Ozdogru, 2021, Ozan, 2015, Ozer et al, 2010, Senaras, 2017,
Senaras & Cetin, 2018, Kantos, 2021, Kog, 2020, Ozdemir & Orhan, 2019, Tung & Gokee, 2018,
Yiicel et al, 2023).

Purpose of the Research

The research aims to determine the roles of primary school teachers in complaint management.
In this context, the following questions were tried to be answered.

1- Situations where teachers receive complaints

2- Procedures for parent complaints

3-Complaint behaviors that put the teacher in difficulty
4-People and organizations supported in complaints
METHOD

Research Design

In the study, phenomenological study design, one of the qualitative research methods, was used
to obtain more information from the participants. Qualitative research is defined as a way of
generating knowledge in order to analyze the unknowns of an individual or situation and to
discover the essence of the system in which it exists (Ozdemir, 2010). Qualitative research allows
perceptions and events to be examined in their natural environment in a real and comprehensive
way. Phenomenological design is one of the qualitative research models that tries to understand
the perspective of individuals towards an event or experience (Yildirim & Simsek, 2008). For this
reason, a case study design was preferred as it was aimed to determine the views of primary
school teachers on how they view parent complaints and how they manage parent complaints.

Study Group

The study group selected for the research consists of 15 primary school teachers working in
Eskisehir in the 2nd semester of the 2023-2024 academic year. The study group was formed with
the easily accessible sampling technique, one of the purposeful sampling techniques. Purposive
sampling is an approach that aims to ensure that the participant group has a certain quality in
order to reduce the share of mistake. The purpose of easy accessibility is to select the sample in a
way that is not difficult and challenging in order to provide speed and practicality to the research.
As seen in Table 1, 9 of the participants were female and 6 were male teachers. 3 of the teachers
have a master's degree. 8 of the teachers have a seniority between 10-20 years. None of the
teachers received any training on complaint management.

Table 1. Demographic information of the participants

Participants Gender Age Education Occupational Grade Complaint
status management
01 Women 33 Master 12 years 4st No
grade
02 Women 41 license 22 years 2st No
grade
03 Women 43 license 17 years 3st No
grade
04 Women 37 license 15 years 3st No
grade
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05 Man 55 license 29 years 1st No
grade

06 Man 34 license 13 years 4st No
grade

07 Women 32 license 12 years 1st No
grade

08 Man 54 license 30 years 2st No
grade

09 Women 28 license 7 years 3st No
grade

010 Man 43 license 20 years 1st No
grade

011 Women 44 license 19 years 2st No
grade

012 Man 32 Master 12 years 1st No
grade

013 Women 28 Master 6 years 4st No
grade

014 Man 45 license 22 years 4st No
grade

015 Women 40 license 21 years 2st No
grade

Data Collection Tools

Semi-structured interview technique was used in accordance with the research purpose.
Interviews reveal people's perspectives, experiences and thoughts. Semi-structured interview
technique is a technique in which the researcher creates questions that include teachers' views
after conducting a literature review (Patton, 2002). Semi-structured interview questions are
forms that provide a certain answering framework and require selective answering. The research
data were collected with an interview form prepared by the researcher. In the preparation of the
form used in the research, 2 field experts were consulted, 2 primary school teachers were
interviewed for their opinions on the comprehensibility of the questions and the form was
finalized without any changes. The research data were collected face-to-face within the
permissions obtained. Each participant was informed about the subject and their voluntary
participation in the research was ensured. The interviews lasted an average of 20-25 minutes. The
interview recordings were shared with the participant teachers again and participant
confirmation was obtained.

Data Analysis

Descriptive analysis technique was used to prepare themes and codes and to enable
interpretation. In this technique, data are interpreted without going into detail (S6nmez &
Alacapinar, 2014). The most important criterion of the research is how the results are reached.
One of the most important criteria of qualitative research is to explain how the researcher reached
the results. For this reason, quotations were used to increase the reliability of the research. In the
research, judgments and values were tried to be avoided as much as possible to increase
credibility. In order to ensure transferability, the researcher determined the study group with the
easily accessible first method, one of the purposive sampling methods, and the process to be
followed in determining the sample in the research was tried to be defined. In order to increase
reliability and consistency, the data were analyzed according to the previously created themes
and the data obtained through interviews were presented directly without interpretation. For
confirmability, the data obtained were re-read and confirmed by the teachers. The personal
information of the participant teachers was kept confidential and abbreviations such as T1, T2, T3
were used.
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FINDINGS

In this section, the findings obtained from the interviews with primary school teachers are divided
into themes and codes. Direct quotations were made where necessary. Through the descriptive
analysis, the content of the parent complaints faced by the teachers, what kind of a path they
followed, which complaints put them in a difficult situation and who they received support from
in the face of complaints were organized under the main themes.

Table 2. Teachers' roles in parent complaints

Thema Code Participant
Complaint topics Student performance and T3, T5,T6,T9, T11
assessment
Discipline and behavior-related T1,T2,T4T57T7 T10,T12
Expectation and special interest T7,T9,T13,T14
resources
Level of education quality and T9,T15
expectation
Administrative processes T14

Procedure for complaints

Listening and attempting to
understand the situation

T2,T4,T7,T8,T10, T12

Collaborating and looking for T4,T5,T7,T9
solutions
Follow the process and give T6,T7,T8,
feedback

Traumatic impact on complaints Psychological stress and blaming T11,T12,T13
Complaining to the authorities T8,T11,T14T15
Demanding exclusivity and extreme T4,T7

expectation

Interfering with a teacher's work

T3,T6,T8T13,T14

Behavior out of respect and
kindness

T6,T8,T10,T11,T14T15

Tendency to physical violence

T4

Expanding the personal problem

T12

Support for complaints

School management

T1,T3,T5T9,T12,T13

Guidance department

T3

Counterparts T2,T6,T8,T12,T14
Labor Unions T4,T5

Other parents T1, T9,T10
Finding legal support T8

Psychological support T15

When Table 2 is analyzed, the roles of the teachers participating in the study in parent complaints
are categorized under four themes. Regarding the topics of teachers' complaints from parents, 5
codes were identified for student performance and evaluation, discipline and behavior-based
complaints, expectations and special attention-based complaints, education quality and
expectations, and administrative processes.

Under the theme of the methods followed in complaints, 3 codes were identified: listening and
trying to understand the situation, cooperating and seeking solutions, following the process and
giving feedback.

Under the theme of traumatic effects of complaints, 7 codes were identified: psychological
violence and blaming, complaining to higher authorities, demanding privileges and excessive
expectations, interfering with the teacher's work, acting out of respect and courtesy, tending to
physical violence and spreading personal problems.

ISSN: 2602-2516
Journal of Interdisciplinary Educational Research 2024; 8(19);226-235 230



Bayindir N. /.Determining The Role of Primary School Teachers in Complaint Management

As elements of support for teachers, 7 codes were identified: school administration, guidance unit,
colleagues, trade unions, support from other parents, psychological support units, legal support
units.

The participant views on the problems expressed under the theme of complaints against teachers
are given below.

S7-There are complaints about the loss of students' belongings and because they think that
their children are victimized at school (Disciplinary and behavioral reasons)

S$3- They expect special attention to their students and when we don't give them enough
grades, they come to ask for accountability (Expectation and special attention)

S10-They come to complain about the student. They complain to us that their own children do
not study at home. (Student performance and assessment)

S$12-1 receive complaints about the negative behaviors of students towards each other, the
problems that students have with their own class or with students in other classes. (Education
quality and expectation)

S15-They come to change their child's place in the class and to complain about their friend
(based on expectation and special interest)

T14-Parents who are told about the deficiencies of their children tend to think that the teacher
is to blame and complain instead of accepting and correcting the situation. (Administrative
processes)

S4 -They often come to complain about children's discord and child fights (Discipline and
behavior related)

The views of the participants regarding the problems expressed within the scope of the theme
of the way followed in the complaints received by the teacher are given below.

T2-First of all, I listen patiently to the parent about which complaint he/she has. I inform
him/her about the student’s situation. I exchange ideas about the way we will follow and
solution suggestions (Listening and trying to understand the situation)

S1-I conduct one-on-one interviews (Listening and trying to understand the situation)

S7-After listening to the parent, I exchange ideas on how to solve the problem, I do the
necessary research, and then I inform the parent (Cooperation and finding solutions).

S$4-1 go to a section where we can talk to the parent in private, calm him/her down and listen
to him/her without interrupting him/her. I understand what you want and try to find a
solution (Cooperation and finding solutions)

S$12-1 have an individual meeting with the parent and listen to their complaints. When I cannot
reach a conclusion, I share it with my school administration and wait for their support.
(Following the solution and giving feedback)

The participant views on the problems expressed under the theme of trauma caused by
complaints against teachers are given below.

S15-1t can make it difficult when there are complaints against the school administration
(interference in the teacher's work).

S$14-Their inability to control their anger and their unkind attitudes upset me a lot. (Behaviors
out of respect and courtesy)

Problems expressed under the theme of the path followed in complaints against teachers

S12-Most of the time they express their problems in front of the students. And they insist that
they are right (Psychological violence and blame).

ISSN: 2602-2516
Journal of Interdisciplinary Educational Research 2024; 8(19);226-235 231



Journal of Interdisciplinary Educational Research

S11-They are in a constant accusation.

S$8-Some of them complain directly to the school administration (complaining to higher
authorities).

T7-Parents have unrealistic expectations from me and the student. They expect their children
to perform far above their abilities. They constantly ask us for activities, courses and additional
teaching or activities for their child. (Demanding privileges and excessive expectations)

The participant views on the problems expressed within the scope of the theme of receiving
support in the complaints received by the teacher are given below.

S$3-1 get the biggest support from my colleagues or our guidance counselor in parent
complaints. (School administration, guidance counselor)

S6-1 get support from my colleagues because they have experienced similar situations.
(Colleagues)

S9-1 get help from the school administration (School administration)

T10-1 get help from other parents, their trust and support makes me happy. (Parents and
psychological support)

The findings reveal that the majority of parent complaints received by teachers are related to
discipline and behavior. This is followed by student performance and achievement. In case of any
complaint, teachers stated that they patiently listen to the issue and try to understand the
situation. The accusatory behavior of the complaining parents, which is not respectful and
courteous, wears teachers down and causes stress. In case of any complaint, teachers state that
they mostly receive support from the school administration. This is followed by their colleagues.

RESULTS and DISCUSSION

In this study, the views of primary school teachers on parent complaints and the management of
these complaints were tried to be revealed. According to the findings of the study, parent
complaints received by teachers are generally based on discipline and behavior. This is followed
by dissatisfaction with student achievement and performance. It is seen that discipline and
behavioral problems are generally based on the perception that their children are victimized by
other children. Examples of these problems include peer conflicts, damage to student materials,
and fights over space in the classroom. Parents' involvement in students' communication and
conflicts in the classroom may mean that they see the teacher's control of the classroom as
inadequate in the teaching and learning process or that they do not see the teacher as an expert
in behavior development. Studies (Cayak & Ergi, 2015, Erdogan & Demirkasimoglu, 2010, Karatas
& Cakan, 2018, Senaras & Cetin, 2018, Unsal & Gériicii, 2023) show that parents intervene in the
teaching process and the teacher with the instinct to protect their children. In these complaints,
the attitude of the parent closely affects the teacher. The attitude of the parents in these
complaints closely affects the teacher. Behaviors that are not respectful and courteous, interfering
with the teacher's work and complaining to higher authorities are the most common situations.
Problems in teacher-parent relations can cause anxiety, tension, helplessness, feelings of
loneliness, low motivation, perception of worthlessness and undermine the authority of the
teacher. Parents' accusatory, accountable and interfering behaviors are based on anger, sadness
and an accumulated sense of injustice. These behaviors, which are based on communication
problems, are based on parents' beliefs that their children have been subjected to injustice,
excluded, do not receive enough attention from teachers, experience peer bullying, and are
discriminated against (Kog, 2018). Teachers' first behavior towards parents who come to
complain with this psychology is to listen to them calmly and patiently. It is a professional
behavior for teachers to listen to parents, whose aim is often to hold them to account, with
understanding and try to understand the situation. However, teachers are protected under the
article “Protection Against Accusations and Slander” of the Turkish Civil Code. If the accusations
against teachers are unfounded, the teacher's immediate supervisor in the center and governors

ISSN: 2602-2516
Journal of Interdisciplinary Educational Research 2024; 8(19);226-235 232



Bayindir N. /.Determining The Role of Primary School Teachers in Complaint Management

in the provinces can file a public lawsuit against the accusers. To this end, it is necessary to define
the boundaries of parent-teacher relations and to recognize that the teacher is a public servant.
Teachers reported that their biggest supporters in the face of parent complaints were the school
administration and their colleagues. School management is valuable in terms of administrators
knowing the situation and supporting the teacher according to the legislation. Support from
colleagues may be the desire to benefit from their experiences in similar situations.

As a result, the reasons why parents get into the habit of complaining about the teacher or the
functioning of the school are that parents do not take the functioning of the educational process
seriously, do not trust the professional competence of teachers enough, have an overprotective
approach towards their children, social intolerance, an understanding of competition, demands
for privileges and expecting too much from the teacher that is not their duty. To this end, the
ministry and the public should restructure the omniscient parent attitude, prevent the parents’
habit of seeing the teacher as responsible for every problem and seeing complaints as an easy
solution, and enact laws and regulations that will prevent them from interfering in the teacher's
work, keeping the teacher busy, wearing the teacher down emotionally and threatening security
by using negative language.

Based on these results, it is recommended that the perception of teaching in the society should be
determined and the authority, duties and responsibilities of teachers should be redefined;
teachers should receive trainings on their attitude towards complaints and how to manage
complaints; teachers should learn their judicial-administrative rights against accusations and
slander; and new support mechanisms should be established against parental complaints,
institutional limitation of parent-teacher communication and setting conditions for
communication, teaching teachers strategies for dealing with difficult parents, establishing pre-
complaint offices or mediation systems in schools, informing parents about their rights before
filing a complaint and about the situation that is the subject of the complaint, It is suggested that
teachers should be required to provide documents, evidence and witnesses, provide training to
parents on how to participate in learning and teaching processes, conduct regular parent-teacher
meetings in a certain routine apart from school meetings, find alternative communication
channels to reach parents, be honest and transparent in all their practices according to the
principle of accountability, adopt solution-oriented approaches, professionally identify the social
perceptions and expectations of parents, receive training on grievance and conflict management,
and receive support from guidance services for parent complaints. For this, teachers need to
develop empathy and understanding, active listening, problem-solving skills, the ability to remain
calm and self-control, open communication, and the ability to receive feedback and make accurate
evaluations. In order to teach these skills, seminars, workshops or simulations based on case
studies using educational materials can provide teachers with the opportunity to practice.
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