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EDITORUN NOTU

Hakemli akademik yayin olarak faaliyetini siirdiiren Yonetim Bilimleri Dergisine
yayimlanmasi iizere ¢ok degerli akademisyenler tarafindan gonderilen makaleler hakem
siirecinden gecirildi, olumlu rapor alanlar kabul edildi ve yayina hazir hale getirilerek 32.
say1 olusturuldu. Cok zengin bir icerige sahip olan 32. sayida emegi gecen hakem hoca-
larimiza ve yazarlara ¢ok tesekkiir ederiz.

Dergimizin bu sayisinda; ¢alisma ekonomisi ve endiistri iliskileri, ekonometri, iktisat,
isletme, kamu yonetimi, maliye, ve uluslararasi iligkiler alanindan ¢ok ¢esitli caligmalar
yer almaktadir.

Igten saygilarimizla Prof. Dr. Suat UGUR

EDITOR’S NOTE

Various articles have been received, reviewed and made ready for publication in the
32nd issue by the editor’s office of the Journal of Administrative Sciences. The issue has
articles from diverse fields of social sciences. We would like to thank all reviewers and
authors who have contributed for the formation of the issue.

In this issue there are several articles in the fields of business management, econom-
ics, econometrics, finance, international relations, labor economics and industrial rela-

tions, public administration.

Prof. Dr. Suat UGUR
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Yonetim Bilimleri Dergisi /Journal of Administrative Sciences
Cilt/Volume 16, Say1/N: 32 ss.pp.: 11-28 2018

APPLYING DEMATEL APPROACH TO DETERMINE FACTORS
AFFECTING HOSPITAL SERVICE QUALITY IN A UNIVERSITY
HOSPITAL: A CASE STUDY

Feyyaz Cengiz DIKMEN"' & Yunus TAS™
Abstract

There are many studies in the literature that utilized SERVQUAL model for measur-
ing service quality. In this study, first of all, the factors determining service quality
were identified from point of views of patients or those of their relatives by using the
SERVQUAL model via a field study. The result of this research; reveals nine essential
factors; appearance of service personnel, doctors attitude towards patients, sufficient
exploratory information on the status of patients, warm and comfortable environment,
staffs’ experience level, feeling of trust to services, sufficiency of medical equipment,
communication skills, advice on rational medicine usage. After identifying the main
factors affecting service quality, the importance level of each of the identified factors
as well as the causal relationships among them are determined by applying the DEMA-
TEL (Decision Making Trial and Evaluation Laboratory) method, which is one of the
multi-criteria decision making methods, to the hospital administrators that are regard-
ed as experts within the field of health. According to the results of the study, patients’
feeling a sense of security from the medical services provided to them emerged as the
most important factor in determining service quality, whereas dress and tidy appear-
ance of service personnel appears to be the least significant factor.

Keywords: Hospital Service Quality, SERVQUAL, DEMATEL

Jel classification: 110, 111, 119

BiR UNIVERSITE HASTANESINDE HASTANE HiZMET KALITESINI ET-
KILEYEN FAKTORLERIN BELIRLENMESINDE DEMATEL YAKLASIMI
UYGULAMASI: BiR VAKA CALISMASI

Oz

Literatiirde hizmet kalitesinin él¢iilmesinde SERVQUAL modelinden yararlanan ¢ok
sayida arastirma bulunmaktadr: Bu ¢alismada énce, alan arastirmast yoluyla SER-
VQUAL modeli kullamilarak hasta yada hasta yakini bakis agisindan hizmet kalitesi-
ni belirleyen faktorler tespit edilmistir. Bu arastirma sonucuna gére dokuz faktoriin
onemli oldugu tespit edilmistir; hizmet sunan personelin kiyafeti temiz ve diizgiindiir,
hekimlerin hastaya karsi tutumu olumludur, hekimler hastalar: hakkinda detayli tibbi
kayit ve rapor hazirlamaktadir, hastanede sicak ve rahat bir ortam vardir, saglik per-
sonelinin uzmanlik diizeyleri yeterlidir, hastanede sunulan hizmetler, hastalara giiven
vermektedir, hastane, tibbi cihazlarda tam donammlidwy; hastane personelinin hasta
ile iletisim becerileri yeterlidir”, hekimler akilct ilag¢ kullanimi konusunda hastalar
bilgilendirmektedir. Hizmet kalitesini etkileyen ana faktérler tespit edildikten sonra
uzman kabul edilen hastane yoneticilerine ¢ok amach karar verme yontemlerinden biri

1* Dog. Dr., Kocaeli Universitesi, [IBE, Isletme Béliimii, fcdikmen@kocaeli.edu.tr
** Dog. Dr., Kocaeli Universitesi, Kocaeli Saglik Hizmetleri MYO, yunustas@kocaeli.edu.tr
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Feyyaz Cengiz Dikmen , Yunus Tag

olan DEMATEL (Decision Making Trial and Evaluation Laboratory) ydntemi uygu-
lanarak tespit edilen her bir faktoriin 6nem derecesi ve faktérler arasindaki nedensel
iliskiler kurulmustur. Arastirma sonuglarina gore hizmet kalitesinin belirlenmesinde
en onemli faktor; hastalara verilen hizmetlerin hastada uyandirdigr giiven duygusu,
en onemsiz faktor ise, hizmet sunan personelin kiyafeti temiz ve diizgiindiir ifadesi
tespit edilmistir.

Anahtar Kelimeler : Hastane Hizmet Kalitesi, SERVQUAL, DEMATEL

Jel simiflandurmasi: 110, 111, 119

1. INTRODUCTION

The Healthcare sector, especially hospitals, is the most important element of the service
sector. However, the most important distinction that differentiates these organizations
from the other components of health sector lies in the fact that services provided by
hospitals are directly related to human life and human health. Most of the customers of
hospitals’ are unwilling to take the hospital services; for that reason, their service quality
demands are more critical compared to those of other service provider organizations. As
perceived service quality causes the patient to exhibit diverse behaviors like repurchasing
the services because of urgency, complaining or abandoning the health service of the
associated hospital getting health service from other healthcare organizations, or receiving
no service.

From this standpoint, deliveries of best quality health services and successes of these
services should be viewed as a quality improvement process. In Turkey, there has been
a substantial increase in the number of organizations providing health services. This rise
increased competition among hospitals.

As a result of this, hospitals focus more on providing better services as well as high-
quality health services so as to maintain the patients’ trust in the long term. In other
words, the necessity of making an effort to increase loyalty of patients to a health
institution through ensuring customer satisfaction is increasing gradually. Consequently,
the hospitals put into practice the various approaches like increasing managerial
efficiency and reducing medical errors, which improve service quality. Due to the fact
that service quality has become an important issue in a hospital, it is essential to develop
an appropriate method for measuring healthcare service quality (Chang et al., 2006).

On the other hand, cost is an important factor for hospitals, as it is for every
organization. Moreover, quality as a cost cutting component is a key factor in determining
return on investment and market share. Even though university hospitals are non-profit
organizations, they perform activities similar to those performed by private hospitals,
such as covering personnel expenses, purchasing medical equipments and services, and
making innovative and technological investments (Babakus and Mangold, 1992).

Two forms of quality related to service-providing organizations are mentioned in the
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literature as technical quality and functional quality (Gronroos, 1984). Technical quality
in health institutions and organizations is defined on the basis of technical accuracy of
the diagnoses and processes. “Various methods for measuring technical quality have been
proposed and they are currently in use” (Joint Commission for Accreditation of Health
Care Organizations, 1987). Since this information is not open to the general public,
knowledge of the technical quality of health institutions and organizations remains
within the concern of health administrators and professionals (Bopp, 1990). Conversely,
functional quality tackles with how the health care service is delivered to the patient.
Since patients cannot be able to accurately assess the technical quality of healthcare
organizations functional quality is the primary factor for quality perception of patients
(Babakus and Mangold, 1992). Thus, technical quality directly interests the professional
healthcare workers, whereas, functional quality directly interests customers, namely
patients (Chakravarty, 2011).

There is an increasing number of evidences which show that perceived service
quality is the unique variable affecting the value perception of the patient. This value
perception ultimately influences consumers’ intentions to purchase products or services.
Both hospitals operating in private health sector and those operating in public health
sector should be open to new technological advances and new expectations. However,
healthcare providers may fail to meet these expectations as requested by the patients and
for that reason a discrepancy arises between expectations and perceptions of the patient
during providing the healthcare services. This gap between the expectation and perception
of the patient is the determinant of service quality (Parasuman et al. 1985). According to
this inference, the point of view of patients has gained importance in measuring service
quality and studies carried out in recent years have supported this inference (Bolton,
1991).

SERVQUAL is one of the most commonly used methods in measuring functional
quality in healthcare organizations (Taner & Antony, 2006). SERVQUAL was used
in different service sectors such as health, tourism, education, information systems,
restaurant, and purchasing in measuring service quality. For a sampling of literature on
SERVQUAL, it was observed that this method was used in studies of various researchers
such as Li (1997), Lam (1997), Dean (1999), Lee et al. (2000), Lim and Tang (2000),
Andaleeb (2001), Bowers and Kiefe (2002), Wisniewski & Wisnievski (2005), Pakdil and
Harwood (2005), Lee and Yom (2007), Bowers et al. (1994) in measuring service quality.

2. DEMATEL

DEMATEL (Decision Making Trial and Evaluation Laboratory) is a method which
was initiated at the end of 1971 within the frame of the Science and Human Program of
the Battelle Institute at the Geneva Research Center (Ching-Lai Hwang). At the time,
the DEMATEL method was used to research and to solve complex and difficult, global
problems, including ethnic issues, hunger, energy, environmental protection, etc. (Fontela
and Gabus, 1976). During its first two years of operation, it concentrated on three major
areas of research: (1) the study of the world problem structure, (2) the development and
adaptation of methodologies suitable to the analysis of complex world problems, and the
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review of existing studies, models and data sources related to world problems. Since the
method is comprehensive in terms of building as well as analyzing the structural models
involving relationships among complicated factors, it has been especially commonly used
in Japan (Wei-Wen Wu, 2008).

In this Graph-Theory based method, complex causal relationships are denoted with
matrices or directed graphs. Directed graphs are graphs which portrays a contextual
relationship between the elements of a system. Dividing the factors into cause and effect
groups (clusters) so as to understand the causal relationships between the involved
factors in the problem enhances researchers to construct the draft plan for the problem
and solve it. DEMATEL is utilized to investigate the interrelations among criteria in
multi-criteria decision making problems either alone or integrated with the other multi-
criteria decision-making methods. DEMATEL method was successfully applied in
many fields, such as information technology auditing (Wen-Hsien Tsai, Yu-Wei Chou,
Wang-Rung Lin and Elliott T.Y. Hwang, 2013), industry cluster comparison (Chia-Li
Lin, Gwo-Hshiung Tzeng, 2009), tourism policy development ( Chui-Hua Liu, Gwo-
Hshiung Tzeng, and Ming-Huei Lee, 2012), vendor selection (C.-H. Hsu, Fu-Kwun
Wang, Gwo-Hshiung Tzeng, 2012), portfolio selection ( Karthika Varma and K. Sunil
Karma, 2012), determination of supplier selection (Betty Chang, Chih-Wei Chang, Chih-
Hung Wu, 2011), emergency management (Quang Zhou, Weilai Hwang and Ying Zhang,
2011), personnel selection (Erdem Aksakal and Metin Dagdeviren, 2010), knowledge
management strategy selection (Wei-Wen Wu, 2008), determination of critical factors in
epidemic deases (Shih-Ming Ou, Li-Ling Liu, and Ko-Chien Chin, 2012).

3. APPLICATION Of DEMATEL IN IDENTIFYING FACTORS
AFFECTING HOSPITAL SERVICE QUALITY IN A UNIVERSITY
HOSPITAL

3.1. Research Objective

The purpose of this study is to identify the factors affecting hospital service quality
in a university hospital by using DEMATEL method.

3.2. Research Method

In the study, a questionnaire was applied to 366 patients by using the SERVQUAL scale
that has been widely used in measuring functional quality in healthcare organizations and
nine most significant criteria was obtained through the analysis of the data. Subsequently,
with the aid of DEMATEL, which was applied to the administrators and expert doctors of
the hospital, the direct relation between the criteria was tried to be determined.

3.2.1 Steps of the DEMATEL Method
The steps of the method are as follows

Step I: Generating the direct-relation matrix. The most relevant experts
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associated with the problem are consulted while generating this matrix. Experts evaluate
the influence between criteria with the help of a predetermined scale. In this study, a four-
level scale was used as shown below in Table 1.

Table 1 Comparison Scale

Score Meaning

0 No Influence

1 Low Influence

2 Medium Influence
3 High Influence

Experts that are named as decision makers (DM) in multi-criteria decision making
methods make sets of the pairwise comparisons in terms of influence and direction
between criteria (Wu, 2008). As a result of this comparison, the direct-relation matrix
that is a nxn (dimensional) matrix A is obtained. Each element of matrix A, a,, denotes
the degree to which the criterion i affects the criterion j. The main diagonal elements of
matrix A are zeros. For a problem that includes ‘n’ (number) of decision makers, the
elements of direct relation matrix will be the mean of the evaluation results of ‘n’ decision
makers. That is, each expert respondent’s evaluation results with a direct relation matrix
and an average matrix A is then derived from the mean of the various direct matrices for
all respondents. For that reason, in some literature, this matrix is named as an average
matrix.

STEP II. Normalizing the direct-relation matrix. Based on the direct-relation
matrix A, the normalized direct-relation matrix X is obtained by using the equivalences (1)
and (2).

X=kA )
1 ..
k= —n,l,] = 1,2,...,1’2
max o a..
1<i<n j=1Y (2)

Step III. Calculating the total-relation matrix [T]. The total-relation matrix T
is derived by using the equivalence (3). In this equivalence, I is an [n x n] dimensional
identity matrix.

T=XA-X)" 3)

r . and ¢ are regarded as two vectors representing the sum of rows and sum of

nx1

columns of the total relation matrix T, respectively.

15



Feyyaz Cengiz Dikmen , Yunus Tag

n

r= rl,...,rl.,...,rn) :(rl.)mCl = ZIij

L “)

n
c= cl,...,cj,...,cn) = (cj)nx1 = {Z’y]
i=1

1xn (5)

r, which is the sum of the ith row of matrix T, denotes both direct and indirect effects
of factor i on the other factors. ¢ which is the sum of the jth column of matrix T, denotes
the sum of direct and indirect effects that criteria j has received from the other criteria.
Additionally, when i=j, the sum of r,+¢, shows the total effects both given and received
by factor i. That is to say, this sum shows the importance degree that factor i plays in
the entire system. Besides, the difference (ri-cj) denotes the net effect of factor i on the
system. There are two specific situations that may be encountered related to the difference
(ri-cj). If this difference is positive, factor i is a causer that is affecting the other criteria.
Whereas it is negative, factor i is a receiver; the other criteria is influencing criteria i.

Step IV. Setting the threshold value and obtaining impact-directed graph.
The threshold value is determined to obtain impact-digraph. “Since matrix T provides
information on how one factor affects another, it is necessary for a decision maker to
set up a threshold value to filter out some negligible effects” (Roy et al., 2012). Impact-
digraph is obtained by plotting (rite,r-c) points in a coordinate plane where horizontal
axis and vertical axis are represented by (r;tc) and (r-c), respectively.

3.2.2. Application Steps of the DEMATEL Method

According to the results of the questionnaire research conducted with patients’
families in the first part of the study, the following nine factors were identified as factors
affecting hospital service quality:

i. Tidy and clean appearance of service personnel,
ii. Doctors’ caring attitude to patients,

iii. Doctors’ detailed description about the conditions of patients through pre-
paring medical reports and recordings,

iv. Warm and comfortable environment in the hospital,
v. Medical staff with sufficient experience level,
vi. Feeling a sense of trust through the services provided in the hospital,

vii. Fully-equipped with medical equipment,
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viii. Hospital personnel with sufficient communication skills,

ix. Medical Doctors’ advice on rational medicine usage.

In the second part of the study, a second questionnaire was developed by taking
these nine factors into consideration to determine the effect of one factor on another.
The following raw data in a matrix format was obtained by taking opinions of 20 experts
involved in the management level of a university hospital, including deputy chief
physician of hospital, and hospital manager through this second questionnaire.

Step I: The Direct-Relation Matrix A generated in the first step of DEMATEL
method is based on these 20 experts’ opinions. Direct-Relation Matrix A was obtained by
taking average of experts’ opinions. The experts’ opinions in matrix format are shown in
Table 3 in the Appendix.

Table3. Initial Direct-Relation Matrix A through DEMATEL

Method- Average of Experts’ Opinions
0,00 085 040 1,056 0,70 2,10 1,00 1,60 0,25
095 000 1,50 1,30 145 185 1,15 1,60 1,75
035 1,25 0,00 1,00 1,85 2,05 145 1,40 1,30
1,15 1,10 0,75 0,00 1,00 1,65 09 145 0,85
0,70 1,15 1,60 0,95 0,00 200 125 1,40 2,05
1,9 1,70 1,90 1,85 2,05 000 1,70 1,50 1,65
095 100 1,10 085 1,40 1,80 0,00 095 095
1,65 165 1,30 1,10 1,40 1,50 1,10 0,00 1,05
030 1,35 1,15 1,056 1,75 1,65 085 095 0,00

Direct-Relation Matrix A

Step II: Direct-relation matrix was normalized by using equations (1) and (2). This
matrix denotes the direct relations between the factors.

Table 4. Normalized Direct-Relation matrix X
0,00 0,06 0,03 0,07 0,05 0,14 0,07 0,11 0,02
0,07 0,00 0,10 0,09 0,10 0,13 0,08 0,11 0,12
0,02 0,09 0,00 0,07 0,13 0,14 0,10 0,10 0,09
0,08 0,08 0,05 0,00 0,07 0,11 0,06 0,10 0,06
0,05 0,08 0,11 0,07 0,00 0,14 0,09 0,10 0,14
0,13 0,12 0,13 0,13 0,14 0,00 0,12 0,10 0,11
0,07 0,07 0,08 0,06 0,10 0,12 0,00 0,07 0,07
0,11 0,11 0,09 0,08 0,10 0,10 0,08 0,00 0,07
0,02 0,09 0,08 0,07 0,12 0,11 0,06 0,07 0,00

Normalized Direct-Relation
Matrix X

Step I1I: Total Relation Matrix. Total relation matrix is derived by using the equation
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(3). Total relation matrix T consists of all the relations including direct and indirect
relations between the factors. Taking an element of matrix T into consideration, tij >0
denotes that there is a relationship from factor I toward factor j directly or indirectly
with influence value of t.. This can also be interpreted as that factor i is prior to factor j
with degree of t.. For instance, the indirect relationship from factor 2 toward factor 1 is
as 2—6—5—8—9—7—1 with degree of 0.25 (Seyed-Hosseini and Asgharpour, 2006).
Column r, which is the last column at the end of the table denotes the sum of rows,
whereas, row ¢, which is the last row at the bottom of the table, denotes the sum of
columns.

Table 5. Total Relation Matrix

r
0,14 022 0,19 022 024 035 022 0,28 0,18 2,06
0,25 023 032 029 036 043 029 034 0,34 2,86
0,20 030 022 027 037 042 030 032 0,30 2,70
0,22 025 023 0,17 027 035 023 0,28 0,23 2,24
0,23 030 032 027 026 043 029 032 0,35 2,77

>f 034 038 039 037 044 038 036 038 0,38 3,41
= 021 025 025 023 030 036 0,18 0,26 0,25 2,29
>”< 0,28 032 029 027 033 039 027 023 0,28 2,66
= 018 027 026 024 033 036 023 026 0,19 2,32
¢ 2,06 252 248 232 289 347 237 2,67 251

With the help of r+c¢ and r-c values, the impact of one criterion on other criteria and
relation was determined. When the r-c values are taken into consideration, it is accepted
that criteria having positive values of r-c¢ have higher influence on other criteria and have
higher priority. This type of criteria is called causer. Conversely, it is inferred that the
criteria having negative values of r-¢ receive more influence from other criteria and have
lower priority. This type of criteria is called as receiver.

The values in column r+c denote the relation between each criterion with other criteria.
Criteria having higher of r+c are more related with other criteria. In contrast, criteria
having little values of r+c are less related with other criteria (Aksakal and Dagdeviren,
2010; Seyed-Hosseini, et.al.,2005).

From the values of r-c in Table 6 “positive attitude of doctors towards patient”, and
“detailed description of the conditions of patients by the (medical) doctors” have been
observed as the only two criteria having positive values of (r-¢). It is inferred from this
result that these two criteria have higher impact and priority in determining hospital service
quality. The last two factors “sufficiency of medical staffs’ experience” and “doctors give
rational information on usage of medicine” with the lowest r-¢ values -0.12, and -0.19
respectively are the factors receiving more influence from the other factors. The factor
“positive attitude of doctors towards patient” with having the highest r-¢ value, is prior
to the other factors and called master dispatcher. And with the lowest r-¢ value the factor
“doctors give rational information on usage of medicine” is called a master dispatcher
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(Seyed-Hosseini and Asgharpour, 2006).

When the column r+c is investigated in Table 7, it is possible to reach a conclusion
that 6, 2nd, 5th, and 8th criteria have more relationship with other criteria, whereas, the
remaining criteria have less relationship. Factor 6 with the highest value of r+¢ (6.89) has
the most relation with the other factors. And factor 1 with the lowest value of 4.12 has the
least relation with the other factors.

Table 6. Prioritization of factors according to r-c values.

r-c
2. The doctors have positive attitude towards patients. 0,33
3. The doctors prepare detailed medical reports and recordings about their 0,21
patients.

1. The appearance and clothing of service personnel are clean and tidy. -0,01
8. Hospital personnel have sufficient communication skills with patients. -0,01
6. The medical services offered in the hospital provide a sense of security to | -0,06
patients.

4. There exists a warm and comfortable environment in the hospital. -0,08
7. The hospital is fully-equipped with medical equipment. -0,08
5. Experience level of medical staff is sufficient. -0,12
9. Medical doctors inform the patients about rational medicine usage. -0,19
Table 7. Prioritization of factors according to r+c values.

r+c

6. The medical services offered in the hospital provide a sense of security to 6,89
patients.

5. Experience level of medical staff is sufficient. 5,66
2. The doctors have positive attitude towards patients. 5,38
8. Hospital personnel have sufficient communication skills with patients. 5,32
3. The doctors prepare detailed medical reports and recordings about their 5,18
patients.

9. Medical doctors inform the patients about rational medicine usage. 4,84
7. The hospital is fully-equipped with medical equipment. 4,66
4. There (is/ exists) a warm and comfortable environment in the hospital. 4,56
1 The appearance and clothing of service personnel are clean and tidy. 4,12
4. FINDINGS

In this study, the measurement of healthcare service quality as well as determination
of determinants of healthcare service quality is investigated with the application of
DEMATEL method in a university hospital. The university hospital, founded in 1992, is
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the most important medical institution of the city with its approximately 547 academic
staff members, and 1186 students, and more than half-million outpatient visits each year.
It is obvious that evaluation of service quality of such an important health organization
using patients’ viewpoints will provide great contribution to healthcare administrators.
Besides, determination of determinants of service quality will provide guidance to
the administrators in increasing service quality. As emphasized in previous sections,
SERVQUAL was used as the instrument for measuring service quality. The weights of
the service quality factors acquired from patients’ point of view were determined for
a university hospital by designing a questionnaire including 22 questions based on the
SERVQUAL model. The general structure of the study was adapted from the study
carried out by Shieh et al. (2010) in a hospital in Taiwan. In this study, a questionnaire
was applied to the 366 inpatients or their relatives by asking degree) of each criterion with
a Likert-Type five-point scale, where 1 and 5 denote “strongly disagree” and “strongly
agree”, respectively. The demographic distribution of the respondents is presented in
Table 7.

Table 7. The demographic information of the respondents

Frequency |Percent
(%)
Gender Female 208 56,8
Male 150 41
Age Group 10-18 13 3,6
19-34 104 28,4
35-54 142 27,9
55 and above 102 98,6
Education Level/ illiterate 21 5,7
Educational Status | literate 10 2,7
Primary School 146 39,9
Secondary School 43 11,7
High School/Lycee 80 21,9
University 58 15,8
Occupation/Job Self-Employement/Independent 52 14,2
Business
Employee/Labor/Worker/ 57 15,6
Housewife 156 42,3
Service industry 23 6,7
Civil Servant/Public Officer/ 35 10,2
Government Employee
Farmer 8 2,3

The internal consistency of SERVQUAL scale is investigated by calculating
Cronbach’s alpha value. Cronbach’s alpha is a value that varies between zero and one.
The acceptable limit value of Cronbach’s alpha is 0,7. In the literature, it is possible to
come across with lower values than the acceptable limit value, but this value should not
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be lower than 0,5 (Purcarea, et al. 2013; Bonett and Wright, 2015). The Cronbach’s alpha
value obtained for internal consistency in this research was 0.926, indicating an excellent
internal consistency. Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy is a
measure that takes values between 0 and 1. A high KMO value denotes the presence of
a statistically acceptable factor solution. KMO value obtained through this research was
0,924, which is far above the value of 0.60 recommended by Kaiser in 1974.

According to the descriptive statistics generated from the obtained data, the degree
of importance given by patients and/or their families to each of the service quality criteria

are summarized in Table 8 by sorting their mean values in a descending order.

Tablo 8. The weights of service quality criteria (in terms of/from) point of view of

patient
Criteria N | Mean
The appearance and clothingof service personnel are clean and tidy. | 362 | 4,0856
Pharmacists inform the patients about rational medicine usage. 359 | 3,9833
The doctors prepare detailed medical reports and recordings about| 354 | 3,9802
their patients.
There exists a warm and comfortable environment in the hospital. 364 | 3,9478
Experience level of medical staff is sufficient. 357 | 3,9272
The medical services provided in the hospital provide a sense of| 360 | 3,8028
security to patients.
Service personnel have immediate problem-solving abilities 356 | 3,7809
The hospital is fully-equipped in terms of medical equipment. 363 | 3,7769
Hospital personnel have sufficient communication abilities with| 362 | 3,7624
patients.
Medical doctors inform the patients about rational medicine usage. 360 | 3,7472
There exists a concern for individual needs by medical staff. 362 | 3,5912
There exists a sufficient guidance in delivery of outpatient service. 356 | 3,5758
Operating procedures of the emergency service are fast. 350 | 3,5686
Publicity of hospital services is sufficient. 352 | 3,5540
Pharmacy and medicine preparation services of hospital are sufficient. | 355 | 3,5183
Hospitality services and operations of the hospital are sufficient. 354 | 3,4633
The Appointment System of Hospital is easy to access and use. 355 | 3,1803
There exists a competition between professional and trusted medical| 351 | 3,0798
staff about patient care.
Outpatient waiting time for medical treatment is not long. 356 | 2,9803
Taste and heat of patient meals as well as quality of patient meal| 352 | 2,7812
delivery are appropriate.
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5. CONCLUSION

The service quality has direct relationship with the factors like customer satisfaction,
profitability and cost. For that reason, service quality measurement is one of the most
focal research topics for hospital administrators. The results of the study indicates that
patients and their relatives give most importance to the appearance of service personnel,
but least to taste of patient meals and quality of patient meal delivery. There is no doubt
that patients attach importance to each of the criterion used in measuring service quality,
but it is clear that among all of these criteria, the patients give more importance to
the criteria having a weight of above 3,75. Following the identification of these nine
prominent criteria, in the second step of this study, the priorities of these criteria and the
causal relationships among them were tried to be put forward through the DEMATEL
method by applying the second questionnaire to the hospital experts.

In the identification of the hospital service quality, the criterion “physicians are
preparing detailed medical records and reports about patients” with the criterion of “the
attitude of the physicians towards the patient are favorable” has more influence on the
other criteria and has higher priority. It is inferred that the criterion of “the services
provided at the hospital gives confidence to the patients” has priority and influence over
the other criteria.

22



Applying Dematel Approach To Determine Factors Affecting Hospital Service Quality In A University Hospital: A Case Study

REFERENCES

Aksakal E. and Dagdeviren M. (2010) ANP ve DEMATEL Y 6ntemleri ile Personel Se¢imi
Problemine Biitiinlesik bir Yaklagim, J. Fac. Eng. Arch. Gazi Univ, 25 (4), 905-913.

Andaleeb, S. S. (2001) Service quality perceptions and patient satisfaction: A study of
hospitals in a developing country. Social Science & Medicine, 52(9), 1359-1370.

Babakus, E. and Mangold, W.G. (1992) Adapting the SERVQUAL scale to hospital
services: an empirical investigation, Helath Serv. Res. 26(6), 767-786.

Bowers M., Swan J. and Koehler, W. (1994) What attributes determine quality and
satisfaction with helath care delivery?, Health Care Manage Rev. 19 (4), 49-55.

Bowers, M. R. and Kiefe, C. 1. (2002) Measuring health-care quality: Comparing and
contrasting the medical and the marketing approaches. American Journal of Medical
Quality, 17(4), 136.

Biiytikozkan, G., Cift¢i, G. and Guleryuz, S. (2011) Strategic analysis of healthcare service
quality using fuzzy AHP methodology,Expert Systems with Applications, 38 9407-9424.

Chakravarty. C.A. (2011) Evaluation of Service Quality of Hospital Outpatient Department
Services, MJAFI, 67 (3).

Chang B., Chang, C., W., C. And Wuc, C. (2011) Fuzzy DEMATEL method for developing
supplier selection criteria, Expert Systems with Applications 38, 1850—1858.

Chang, W., Wei, C. and Hwang, N. (2006) An Approach to Maximize Hospital Service
Quality under Budget Constraints, Total Quality Management, 17 (6), 757-774.

Dean, A. M. (1999) The applicability of SERVQUAL in different health care environments.
Health Marketing Quarterly, 16(3), 1-21.

Fontela. E., & Gabus. A. (1976) The DEMATEL observer, DEMATEL 1976 Report,
Switzerland Geneva: Battelle Geneva Research Center.

Hsu, C., Wang, F. and Tzeng, G. (2012) The best vendor selection for conducting the
recycled material based on a hybrid MCDM model combining DANP with VIKOR,
Resources, Conservation and Recycling 66 95— 111.

Hwang, C. and Lin, M. (1987) Group Decision Making under Multiple Criteria, Springer-
Verlag, Berlin.

Kaiser H.F. (1974) An index of factorial simplicity, Psychometrika, 39 (1), 31-36.

Lam, S. S. K. (1997) SERVQUAL: A tool for measuring patients’ opinions of hospital
service quality in Hong Kong. Total Quality Management, 8(4), 145-152.

23



Feyyaz Cengiz Dikmen , Yunus Tag

Lee Y.C., Yen T.M. and Tsai C.H., (2008) Using importance-performance analysis and
decision making trial and evaluation laboratory to enhance order-winner criteria — a study
of computer industry,Inf. Technol. J., 7 (3), 396-408.

Lee, H., Delene, L. M., Bunda, M. A., and Kim, C. (2000) Methods of measuring
healthcare service quality. Journal of Business Research, 48, 233-246.

Lee, M. A. and Yom, Y. H. (2007) A comparative study of patients’ and nurses’ perceptions
of the quality of nursing services, satisfaction and intent to revisit the hospital: A
questionnaire survey. International Journal of Nursing Studies, 44, 545-555.

Li, L. (1997) Relationships between determinants of hospital quality management and
service quality performance — A path analytic model. Omega, 25(5), 535-545.

Lim, P. and Tang, N. (2000) Study of patients’ expectations and satisfaction in Singapore
hospitals. International Journal of Health Care Quality Assurance, 13(7), 290-299.

Lin, C. and Tzeng, G. (2009) A value-created system of science (technology) park by
using DEMATEL, Expert Systems with Applications 36, 9683-9697.

Liu, C., Tzeng, G. and Lee M. (2012) Improving tourism policy implementation - The
use of hybrid MCDM models, Tourism Management 33, 413-426.

Ou, S., Liu L. and Chin K. (2014) Enhancing Risk Communication for More Effective
Epidemic Control in Taiwan, Asia-Pacific Journal of Public Health, 26(1), 85-92.

Pakdil, F. and Harwood, T. N. (2005) Patient satisfaction in a preoperative assessment
clinic: An analysis using SERVQUAL dimensions. Total Quality Management & Business
Excellence, 16(1), 15-30.

Parasuman, A., Zeithaml V.A. and Berry L.L. (1985) A Conceptual Model of Services
Quality and Its Implication for Future Research, Journal of Marketing, 49 (4), 41-50.

Purcarea, V.L., Gheorghe I.R. and Petrescub, C.M. (2013) The Assessment of Percieved
Service Quality of Public Health Care Services in Romania Using the SERVQUAL Scale,
Procedia Economics and Finance, 6 573-585.

Shieh J., Wu H. and Huang K. (2010) A DEMATEL method in identifying key success of
hospital service quality, Knowledge-Based Systems, 23, 277-288.

Taner, T. and Antony, J. (2006) Comparing Public and Private Hospital Care Service
Quality in Turkey,Leadership in Health Services, 19 (2), 1-10.

Tsai, W., Chou, Y., Lee, K., Lin, W. and Hwang, E.T.Y (2013) Combining Decision
Making Trial and Evaluation Laboratory with Analytic Network Process to Perform an
Investigation of Information Technology Auditing and Risk Control in an Enterprise
Resource Planning Environment, Systems Research and Behavioral Science Syst. Res.

24



Applying Dematel Approach To Determine Factors Affecting Hospital Service Quality In A University Hospital: A Case Study

30, 176-193.

Varma, K., Kumar, K.S. (2012 ) Criteria AnalysisAiding Portfolio Selection Using
DEMATEL, Procedia Engineering 38, 3649 — 3661.

Wisniewski, M. and Wisniewski, H. (2005) Measuring service quality in a hospital
colposcopy clinic. International Journal of Health Care Quality Assurance, 18(3), 217—
228.

Wu, W. (2008) Choosing knowledge management strategies by using a combined ANP
and DEMATEL approach, Expert Systems with Applications 35 828-835.

Zhou, Q., Huang, W and Zhang, Y. (2011) Identifying critical success factors in emergency
management using a fuzzy DEMATEL method, Safety Science 49, 243-252.

Appendix.
Table 2. Experts’ opinions in form of matrices.

000012000 [000113010]
001233313 0 01 1 23131
010223323 010033322
01 2023322 1 00002000
X1 1210 3 3 2 3|X1 13003122
3 33230333 3332303233
0 232335033 013 01340200
1 32122103 1 320232000
1222222 10] (01202300 0|
022222322 [0o0120301°0]
2 0 2222322 2 02132232
220222322 010232131
22202 2322 1 00012020
X2 2220232 2X*01 20021 211
2 22 2 203 22 200230131
333333033 001 21T2¢0T1F2©0
2 222 22302 212012001
222222320] (00101201 0]




Feyyaz Cengiz Dikmen , Yunus Tag

222333330_ _021111010_ _132021110
NS A N - O O — N === Ao
— N N enenn O N oA oo~ o0 0o o o — M an = AaAaoano
NN AN S n A o NN NS —~ A A MM onaAa®mo®®mdA
N NN ANO N n o A T = == NN A= O n oA
N hen S nennonoen SN~ o AN O — — N o = = =
NN O NN -, O~ — O — — — M o o MM —= o0 A
— o N NN AN — o AN —~— O AN OS A — NSO —= A A —
70222222127 70210010107 70212211207

© 0o =

>~ > >
_031322320_ _011122210_ _000003000_
nen e —~Aa O A —_— e = - N O — —_ AN, N AN O —
cCoocooc NN O — o NN NNANANS AN cCoNOo -~ o :no
— MmN NN oA AN — NN AN~ A~ A N en—cnen O enoen —
S — AN N O N A~ A —_—_—, NSO — AN~ A R N R A = =)
NN~ S e S e e AN~ O NN — — S~~~ O ~n S n o
S N O — AN N O N o~ — = O = = N = = - S AN O — N on — on O
N O N N o— N O N oon N O — AN — AN A AN OO AN N N O n o
0302010307 70312113107 7000302000

S > >

26



Applying Dematel Approach To Determine Factors Affecting Hospital Service Quality In A University Hospital: A Case Study

0

1

0 00 0O

1 2
0 0 2
0 0

0 0 2

2

1

1

1
1

0
0

02 2 2 2

1
1

2
0

1
1

222 0 2
222 20

2 0 2

2 2 2

0 02022290

1
1

2 20

2

2

1 20 20
2 2
02 2 2 2

2

0

1

22202 2 22

1

0

1

1
1
1
1
1

22202 2 2

1

222 0 2 2

2

0 222220 2

2

222 20

1

1

1
3 330

1
1

1
1

1
23 000

000 0O0O0OO0O O

1

0 000O0O0OO0O©O

000 O0O0O0OTO03

0 0 0

1

300000UO0O0OGO

000 0O0O0OTP O

1

3000400°UO0O0OTFO0

3

003 00UO0FO0

1

0

0|

1
3023

000 0O0Z2P20

1

020033233

0 020

000 0O0OO0OO0O30P0

000 0O03 03 2X2022

233230333

000 0O030UO0FO0

1 30000

0 00

0 02 2227222

1 22 2 2 2

0220227222

0 2 0

0 22202 2 2 2|X"1

0 22220222

0 22222022

02222272202

022222220
1

3300

0 0 1

0

1
0 000 O0O0OO0OO0OTF O

1

0 000O0OO0OO0O© O

1

0 0 0 0 3|X'|1

0 00 0O

1

0 0

3003 00O0O0OFO0

1

1

000 3 000

300000UO0O0OTFO0

1 00 00O

0 0 2

Xl]

Xl3

X1

27



Feyyaz Cengiz Dikmen , Yunus Tag

3 330

1 1
000 0O0O0OO0OO O

0

1
000 O0OO0OO0OTO0OO O

1

000 0O0O0OO0OP

000 O0O0O0OTO0O3

300000UO0O0OTFO0

0000 O0O0OTP O

1

300000O0O0OFO0

3

0 03 00U0PO0

1

0

3330

1

1

0 000O0OO0OO0O© O

0

1
000 0O0O0OO0O0OTF O

1

000 0O0OO0OO0O

00000 O0O0 3 |X"™|1

300000O0O0OFO0

0000 O00TO0OOP O

1

300000O0O0TO0

003 00U0PO0

1

X711

28



Yonetim Bilimleri Dergisi /Journal of Administrative Sciences
Cilt/Volume 16, Say1/N: 32 ss.pp.: 29-46 2018

YAVAS YONETIM: OZGUN BiR OLCME ARACI GELiSTIRME

Ali ERBASI *! & Mete SEZGIN**

Oz

Yavas hareket, ézellikle son yillarda sosyal bilimlerin onemli bir uygulama alant ol-
maya baslamistir. Bu alanda yavas yemek, yavas sehir, yavas tip, yavas yasam, yavag
seyahat, yavas trafik, yavas turizm gibi ¢esitli akimlar ortaya ¢ikmistir. Ancak lite-
ratiirdeki ¢alismalar incelendiginde, yavas hareket akimimin igletme yonetimine en-
tegrasyonunu esas alan herhangi bir arastirmaya rastlanmamistir. Bu arastirmanin
amaci, yonetim felsefesinde yavas hareket odakli kavramsal bir ¢erceve olusturarak
yavas yonetim olgusunu 6l¢ebilecek 6zgiin bir olgme araci gelistirmek ve turizm sek-
toriinde ornek bir uygulamasmi yapmaktir. Bu bakis agisiyla yavas hareket akimina
ve yonetim felsefesi konseptine iliskin bir literatiir taramast yapilmig, bu tarama so-
nucunda madde havuzu olusturulmus ve turizm sektorii ornek uygulamasi yapumistir.
Ornek uygulamaya iliskin evren, Konya il merkezinde bulunan 5 ve 4 yildizli turizm
isletme belgeli otellerin ¢alisanlaridir (N= 688). Verilerin toplanmasinda yiiz yiize
goriisme yontemiyle uygulanan anket teknigi kullanilmigtir. Arastirmanin érneklemini
ise, basit tesadiifi 6rnekleme yontemine gére bu otellerdeki 296 ¢alisan olusturmak-
tadir. Anketlerden elde edilen verilerin faktor analizine uygun olup olmadigini test
edebilmek icin yapi gecerliligi testleri yapilmis ve verilerin faktor analizi icin uygun
oldugu tespit edilmistir. Sonrasinda verilere agimlayici faktor analizi uygulanmis ve
8 boyuta ayrildigi goriilmiistiir. Bu boyutlar siraswyla iletigim, etkili karar alma, yeni-
lik¢ilik ve yaraticilik, insan, tam katilim, giic mesafesi, stratejik bakis agisi, ¢calisma
ortami ve giiven olarak etiketlendirilmistir. Maddelere karsilik gelen faktor yiiklerinde
herhangi bir problemle karsilasiimamistir. Dogrulayici faktor analizi sonuglari, agim-
layici faktor analizi sonuglarini desteklemis ve dlgegin gegerliligini teyit etmistir. Ko-
relasyon degerleri incelendiginde faktorler arasinda olumlu ve anlamli diizeyde iligki
tespit edilmistir. Son olarak 6l¢egin giivenilirlik hesaplamast yapilmis ve tiim boyutlar
itibariyle 6lcegin yeterli diizeyde giivenilir oldugu bulgulanmistir:

Anahtar Kelimeler: Yavas yonetim, yavas hareket, yonetim felsefesi, turizm sektori.

SLOW MANAGEMENT: DEVELOPING AN ORIGINAL MEASUREMENT
TOOL

Abstract

Slow movement, especially in recent years, has become an important field of applica-
tion of social science. In this context, several trends have emerged such as slow food,
slow cities, slow medicine, slow living, slow travel, slow traffic, and slow tourism.
However, when studies in the literature were reviewed, there were no researches based
on integration of business management in slow movement flow. The aim of this study
is to create a conceptual framework focused on slow movement in the management
philosophy and to make an application in the tourism industry. In this perspective, a
review of the literature regarding the slow movement flow and management philoso-
phy has been done, the scan factor pool has been created, and applied as a sample in
tourism sector. The sample related to the example application were the staff in 5 or 4
starred hotels in Konya which have certificates (N= 688). For collecting data, face
to face survey method was used. Research’s sample consisted of 296 staff, which was
determined by random sampling method. Results obtained from the surveys were anal-

1* Dog. Dr., Selcuk Universitesi, {IBF, Isletme Béliimii, aerbasi@selcuk.edu.tr.

** Prof. Dr., Selguk Universitesi, Turizm Fakiiltesi, Turizm Isletmeciligi Boliimii, metesezgin@hotmail.com.
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vsed and validity analysis were conducted. Exploratory factor analysis was conducted
to the data and 8 different sections emerged. Respectively sections were; communica-
tion, effective decision, inventiveness and creativeness, human, full participation, pow-
er distance, strategic perspectives, work environment and trust. There was no factor
problem. Confirmatory factor analysis also confirmed the results of exploratory factor
analysis. When the correlation values were examined, positive and significant correla-
tions were determined between the factors. Lastly, the scales reliability was done and
scale was found adequately reliable.

Keywords: Slow management, slow movement, management philosophy, tourism in-
dustry.

1. GIRIS

Yavas hareketi, 1986 yilinda italya’nin Roma kentinde agilan McDonalds firmasina
kars1 Carlo Petrini tarafindan organize edilen protestodan kaynagini almaktadir (Waters,
2001: IX-X). Geleneksel yiyecekleri korumay1 amaglayan ve Carlo Petrini’nin dnciiliik
ettigi bir grup protestocu (Ducasse, 2004: 1), meydanin estetiginin bozuldugu ve fast
food yemek yiyerek atistirma yapilacagi ancak doyulamayacagi argiimanlarini esas
almis ve meydana makarna firlatarak bu yemek tarzini protesto etmislerdir. Eylemciler
kiiresellesmenin ve hizin gostergesi olarak gorillen McDonald’s’a karst yerelligi,
yavashig1 ve sofradaki saglikli iletisimi simgeleyen Slow Food’u desteklemislerdir (Unal
ve Zavalsiz, 2016: 895). Yavas yonetim hareketi, bu eylemden 3 yil sonra 1989°da
Paris’te 15 ilkenin delegelerinin katilimiyla imzalanan Slow Food Manifestosu ile
uluslararasilasmistir (Giiven, 2011: 114).

Diinyada italya’da baslayan yavas yemek akimi, Tiirkiye’de Seferihisar’da
baslamistir. Bugiin yavas (sakin) sehir (cittaslow) kavramini esas alan diinyada 30 {ilke,
208 kent, 70 kriter ve Tiirkiye’de 14 kent bulunmaktadir. Tiirkiye’de yavas sehir unvan
almay1 hak kazanmis olan bu yerler: Mugla’nin Ula ilgesine bagli bir mahalle olan Akyaka,
Isparta’da Egirdir ve Yalvag, Sinop’un Gerze, Canakkale’nin Gokgeada, Sanliurfa’nin
Halfeti, Ordu’nun Persembe, Artvin’in Savsat, Izmir’in Seferihisar, Sakarya’nin Tarakli,
Erzurum’un Uzundere, Kirklareli’nin Vize, Aydin’in Yenipazar ve Bolu’nun Goyniik
ilceleri(http://cittaslowturkiye.org/#cittaslow, Erisim tarihi: 10.07.2018). Yavas yemek
akiminin devaminda yavas hareketi ile ilgili bircok kavram literatiire dahil olmustur.
Bunlardan birkag1 slow travel (sakin seyahat), slow living (sakin yasam), slow fashion
(sakin moda) ve slow management (yavas yonetim)’dir.

Yavag yonetim, yavas hareketinin bir uzantisi olarak ortaya ¢ikmistir. Kavram; yavas
sehir, yavas yemek, yavasg turizm gibi akimlardan esinlenilerek kullanilmistir. Kavramin
literatiirde kullanilmas: ise olduk¢a yenidir. Yavas yonetim kavrami, literatiirde ilk
kez 2007 yilinda Jaap Peters tarafindan Hollanda’da Main Press Publisher tarafindan
yayimnlanan bir Alman dergisinde kullanilmistir. Yavas yonetim kavraminin, ilk kez
kullanilisindan itibaren yaklagik 10 sene ge¢mis olmasina ragmen, konuyla ilgili yapilmis
calisma sayist oldukca sinirlidir. Genellikle ¢alismalarda yavag yonetim kavrami; yavas
sehir, yavas yemek, yavag turizm prensiplerine uygun olarak faaliyet gdsteren yonetim
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anlayisini tanimlamak i¢in kullanilmaktadir. Zaten yavas akiminin temel bakis agis1 da
bu sekildedir. Ornegin yavas sehir, yavas yemek felsefesini kiigiik kentlerin tasariminda
kullanmaktadir. Ancak yavas yonetim kavraminin, bunun ¢ok daha 6tesinde bir anlam
tasidigini soyleyebiliriz. Fakat literatiirde bu anlami ihtiva edebilecek diizeyde kapsamli
bir arastirmaya rastlanmamastir.

Bu kaygilardan yola ¢ikarak bu aragtirmanin amaci; yonetim felsefesinde yavas
hareket odakli kavramsal bir ¢erceve olusturarak 6zgiin bir 6lgek gelistirmek ve turizm
sektdriinde drnek bir uygulamasini yapmak olarak belirlenmistir. Yavag yonetim bir model
yaklasim olup, ayni zamanda gelistirilip uygulanabilecek bir kurama doniisebilecek
niteliktedir.

2. KAVRAMSAL CERCEVE: YAVAS YONETIM

Yavas yoOnetim, Anglo-Sakson yonetim stilinin karsitt bir yonetim anlayisi olarak
ortaya cikmistir. Yavas yOnetimin amact; optimizasyon, ¢ikti maksimizasyonu,
maliyetlerde azaltma ve kisa donemli hedeflere odaklanmayi uzun vadeli stratejilerle
destekleyerek paydaslarin karliligini artirmaya g¢alismaktir. Yavas yonetim dikkatini
kalite, is tatmini, giiven, yaraticilik ve ger¢eklige odaklamis yeni bir yonetim anlayisi
olarak tanimlanmaktadir. Yavas yonetim; isciler, profesyonellerin bagimsiz ¢alismasi,
cesitlilikleri cesaretlendirme ve insana saygi unsurlarini esas alir. Yavas yonetim, yavas
yemekten tiiremistir ve ayni yavas yemekte oldugu gibi kalite, ger¢eklik ve insan dogasi
unsurlarini amag olarak kabul eder. Hizli yonetimin uygulandigt organizasyonlarda
calisanlar sisteme ve Orgiite karsi itaatkar bir tavir i¢cindeyken, insan bir kaynak olarak
goriilmektedir. Yavas yonetimde ise profesyoneller desteklenir, ¢ilinkii profesyoneller
organizasyonun tonunu ve adimlarini ayarlayan kisilerdir. Yavas yonetim; yaraticilik,
isi sahiplenme, kurumsal girisimcilik ve ¢aliganlarin bireysel yaraticiliklarini tanimay1
ve desteklemeyi savunur. Bu bakis agisina gore yiiksek nitelikli profesyoneller sadece
finansal unsurlarla motive olmazlar. Onlar finansal unsurlarin yanisira calisacaklari
isletmeyi secerken ayni zamanda kisisel takdir, taninma, yaraticilik, eglence, amagl
calisma ve maneviyatin ¢esitli formlarin1 dikkate alirlar. Calisanlarint kaynak olarak
degil, insan olarak goriirler (Amerongen, 2014: 1). Pijl (2015: 4)’e gore yavas yonetici;
sorumluluk alan, kendi katkisinin bilincinde olan, geribildirim ve &nerilere agik ve anin
tadini ¢ikarabilen yoneticilerdir.

Hizli yonetim; zaman tasarrufunu esas alan, hizli sonuca odaklanan, arastirma ve
analiz i¢in ¢ok zaman harcamadan hizli kararlar almay1 benimsemis bir yonetim tarzidir
(Pij1,2015: 3). Yavas yonetim konsepti ise, hizli yonetimin bu hizli hareket etme anlayisina
kars1 ortaya ¢ikmis bir yonetim tarzini ifade eder. Ancak hemen belirtmekte fayda vardir
ki, yavas yonetim yavas hareket etmek anlamina gelmez. Baska bir deyisle slow, yavas
anlamina gelmez. Tam aksine yavas kavrami; 6zgiinliik, kalite, derinlik ve dayaniklilik
gostergesi olarak kabul edilir (Jonker, 2015: 25). Literatiirde bunlarin disinda birkag
internet kaynaginda yapilmis bazi tanim denemeleri disinda yavas yonetim ile ilgili bir
tanima rastlanmamustir. Ancak konunun icerigi ve derinligi incelendiginde yavas yonetim
kavramiyla ilgili su tanimi yapabiliriz: Yavas yonetim, ¢alisanlarin asir1 yipranmasini
engelleyici ve onlarin psikolojik, sosyal, kiiltiirel ve politik agilardan giiglii olmalarini
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destekleyici tim yonetim faaliyetlerini igeren, yavas hareketinin esaslarini isletmelerin
yonetiminde kullanmay1 planlayan ve isletmeye 6zgii 6zelliklerin korunmasi ve yonetim
stirecinde kullanilmasidir.

Yavas yonetim kavraminin daha iyi anlasilabilmesi i¢in, tanimsal ve tarihsel gelisimi

disinda zitt1 olan hizli yonetim kavramiyla karsilagtirilmasi dogru bir tartigma olacaktir.
Bu baglamda Tablo 1°de hizli yonetim ve yavas yoOnetim stillerinin karsilastirmasi
yapilmistir (Pijl, 2015: 5):

Tablo 1. Hizh Yonetim ve Yavas Yonetim Stillerinin Karsilastirmasi

Hizh yonetim

Yavas Yonetim

Hizl karar

Kapsamli analiz

Geleneksel ¢oziim

Yenilik¢i ¢oziim

Standartlastirilmig ¢oziimler

Ogreticilik ve bilgelik

Daha az maliyet ve daha fazla {iretim

Tyiyi iiretim

Bol ve yonet

Genel bir bakis

Tim anahtar kararlar1 alir

Paylasilan karar verme

Her sey ¢ok 6nemlidir

Isleri 6nceliklendir

Biiyiik giic mesafesi Daha kiiciik gii¢c mesafesi
Kisa ve orta vadeye odakli Uzun vadeye odakli
Isyerinde tiikkenmislik ve stres Isyerinde duyarlilik
Sabirsiz Sabirlt

Kaynak: Pijl, 2015: 5’den yararlanilarak olusturulmustur.

Tablo 1’deki hizl1 ydnetim ve yavas yonetim stillerinin karsilastirma unsurlar1 dikkate

alinarak asagidakileri soyleyebiliriz:
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- Hizh yoneticiler kararlar1 ¢ok hizli almaya 6zen gdsterirken, yavas yoneticiler
kapsamli analizler sonrasinda karar almaya calisirlar. Bu baglamda yavas yoneticiler
icin kapsamli analizlerin tamamlanmis olmasi, kararin hizindan daha 6nemlidir.

- Hizlh yoneticiler geleneksel ¢oziimlerle ilgilenirken yavas yoneticiler yenilikgi
¢Oziimler iizerinde dururlar.

- Hizl yoneticiler standartlagtirilmis ¢oziimler ile ilgilenirken yavas yoneticiler
daha 6gretici ve bilge tavirlar sergilerler.

- Hizli yoneticiler daha az maliyet ve daha fazla tiretim odakl: iken, yavag yoneti-
ciler daha iyiyi ve daha niteliklisini iiretmeye odaklidir.

- Hizlhi yoneticiler birimleri parcalara ayirip yonetmeye c¢alisirken, yavas yonetici-
ler genel ve biitiinciil bir bakis agisina sahiptirler.
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- Hizlhi yoneticiler tim anahtar kararlari kendileri almaya ¢alisirken, yavas yoneti-
ciler karar alma siireglerinde katilimci bir yaklasim benimserler.

- Hizli yoneticiler igin her is ¢ok dnemliyken, yavas yoneticiler igin isler oncelik-
lendirilmeli ve 6nemsiz isler 6nemli olanlardan ayrilmalidir.

- Hizli yoneticiler ¢alisanlarla aralarinda biiyiik giic mesafesi olustururken yavas
yoneticiler daha kiigiik giic mesafesi olustururlar.

- Hizli yoneticiler kisa ve orta vadeye odakli, taktik ve teknik acidan olaylara ba-
karken; yavas yonetici uzun vadeye odakli ve stratejik acidan olaylar1 inceleyen bir
yaptya sahiptir.

- Hizh yoneticilerin ¢alisma prensipleri sonucunda siklikla tiikenmislik ve stres
ortami olusurken, yavas yoneticiler isyerinde ¢alisanlara ve ¢alisma ortamina iliskin
daha duyarlidirlar.

- Hizlh yéneticiler sabirsiz kisilik yapisina sahipken yavas yoneticiler sabirl bir
kisilige sahiptir.

Yavas yonetim, literatiirde ¢cok az sayida deginilmis olan bir kavram oldugu igin,
kavrami kullanan tiim ¢alismalar kaynak tiiriine bakilmaksizin incelenmeye calisilmistir.
Bu baglamda yavas yonetimin 6zelliklerine deginen iki ¢alismadan ilkinde London (http://
www.jeffer-london.com/index.php/blog/121-slow-management) yavas yoOneticinin 3
ozelligine vurgu yapmaktadir:

- Verilerin igine derin dalig yapmak: Yavag yonetim, zamanin dnemli bir kismini
bilgi, veri ve calismalar1 analiz etmekle gecirmeyi 6nermektedir. Cilinki ¢esitli ko-
nulardaki goriis ve egilimleri gorebilmek icin ham verilerin analizine ihtiyac vardir.
Toplantilar 6ncesinde ¢aliganlar ve meslektaslarla verilerin degerlendirilmesinde fay-
da goriir. Ozellikle 6nceden belirlenmis sorular etrafinda sekillenen komisyon aras-
tirmalarinin yapilmasini onerir.

- Tartisma ve diyaloglara énem vermek: Diyaloglari, paradokslar1 ve karmasik-
liklart gatigmalarin ¢éziimil i¢in bir koprii olarak goriir. Tiim sorularin cevaplarinin
diyalog tabaninda ¢ézlimlenebilecegini varsayar. Farkli bakig agilarini kucaklayan ve
insanlar1 konusmak i¢in bir araya getiren bir bakis acis1 sunar.

- Riyaya dalmak: Onemli konular diisiiniirken bazen hayal kurmay1, ugagin pen-
ceresinden disartya dalmayi, dusta, parkta veya bankta diisiinmeyi onerir. Fikirlerin
kulugka déneminde diigiinmenin 6nemini vurgular.

Bu baglamda incelenen bir diger ¢calismada Amerongen (2014) yavas yonetimin 9
prensibine isaret etmektedir:

- Insan, isletmede en 6nemli faktordiir: Yavas yonetim, yoneticilerin giin ige-
risinde stirekli ¢alisanlarla birlikte oldugunu unutmamalar1 gerektigini vurgular.
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Buna gore calisanlar insandir ve en 6nemli isletme faktoridir.
- Nitelik odaklidir: Yavag yonetim, nicelik yerine niteligi 6n planda tutar.

- Calisan profesyonelleri destekler: Isletmede alaninda uzman kisilerin siirekli
olarak desteklenmesini ve onlara saygi duyulmasini ifade eder. Bu anlamda yapilan
en biiyiik hata, sorunlari isletme i¢indeki ¢aligsanlarla ¢ézmeye ¢alismak yerine dis
uzmanlardan yararlanmaya c¢alismaktir. Bu nedenle onlari alanlarinda uzman kisiler
olabilmeleri i¢in desteklemek, saygi duymak, kogluk etmek ve egitmek gereklidir.

- Bagimsizlik ve girisimcilige 6nem verir: Calisanlara iglerini yaparken karar ver-
me 6zgiirliigii sunulmalidir. Ornegin egitim biitgesini ya da pazarlama biitgesini nasil
kullanacaklar1 gibi. Kararlarinda girisimci olmay1 ve yaratici olmay1 6zendirmelidir.
Kararlara sayg1 duyar.

- Uzun dénemli deger yaratmaya odaklanir: Amag, kisa donemli kar maksimizas-
yonu yerine uzun dénemli deger yaratma olmalidir.

- Kurallar destekleyici olmalidir, kontrol edici degil: Yonetici, kurallar1 kontrol
etme amacli degil calisanlari destekleme amacli kullanmalidir.

- Digerlerine giivenir: Calisma arkadaslarina giiven 6n planda olmalidir. Onlarin
dogru kararlar aldigina ve islerinde en yliksek ¢abay1 sarf ettiklerine inanir. Cilinki
giiven, c¢alisanlari isleriyle ilgili daha bilingli olmaya sevk eder ve sonuglara iliskin
daha fazla sorumluluk hissetmelerini saglar.

- Isyerinde anlamlandirma: Sadece sonuca odakli galismalar yerine isin anlamimi
siirece dahil eden bir bakis acist savunur. Ne ve nasil yerine ni¢in sorusuna odaklanir.
Uzun dénemli amaglarin igsletmenin tiim iriinleri, miisterileri ve ¢alisanlarina yayil-
masini saglamalidir.

- Yol goster ve dedigini yap: Onceden soylediklerini yapmak ve bu siiregte drnek-
ler vererek ne sdyledigini agiklayici ve yon gosterici bir rol oynamayi ifade eder. Bu
siireg, ¢alisanlara deger verme, onlar1 takdir etme ve saygi duymayai igerir.

3. OLCEK GELISTIRMEYE YONELIK TURIZM SEKTORU OR-
NEK UYGULAMASI

3.1. Arastirmanin Sorusu ve Amaci

Bu ¢aligmada “Yavas yonetim kavraminm dlgebilecek bir dlgek nasil gelistirilebilir?”
temel sorusuna cevap aranmaktadir. Bu problematige dayali olarak bu ¢alismanin temel
amact; yonetim felsefesinde yavas hareket odakli kavramsal bir ¢ergeve olusturmak ve
yavas yonetim olgusunu olgebilecek 6zgilin bir 6lgme aract gelistirmektir. Bu amaca
yonelik olarak turizm sektoriinde faaliyet gosteren otel isletmeleri ¢alisanlarinin {izerinde
uygulama yapilmistir.
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3.2. Evren ve Orneklem

Bu arastirmanin evrenini, Konya il merkezinde faaliyet gosteren 5 yildizli ve 4
yildizlt otel isletmelerinin g¢aligsanlart olusturmaktadir. Konya il merkezinde bulunan 5
yildizli ve 4 yildizli otel isletmeleriyle ilgili istatistiki bilgiler Tablo 2’de gosterilmistir.

Tablo 2. Konya il Merkezindeki 4 Yildizhi ve 5 Yildizh Turizm isletme Belgeli
Otellere iliskin Bilgiler

N YILDIZ ODA YATAK ALISAN
OTEL ISMI SAYISI SAYISI | KAPASITESI CSAY?SI
Dedeman 5 207 422 100
Rixos 5 279 574 105
Anemon 5 186 372 80
Nov 4 178 - 78
Bera 4 137 276 70
Ozkaymak 4 108 216 60
Balik¢ilar 4 51 105 35
Diindar 4 106 210 30
Selguk 4 80 162 30
Hilton 4 228 456 70
Sems-i Tebrizi 4 88 176 30

Kaynak: Konya [l Kiiltiir Miidiirliigii, 28.12.2015

NOT: Eregli ilgesinde bulunan Cherry Garden City Hotel (4 yildiz) ve Mirel Hotel (4
yildiz) arastirma kapsamina alinmamustir.

Konya 1 Kiiltiir Miidiirliigii verilerine gore (Tablo 2), Konya ilinde 3 tane 5 yildizl
ve 10 tane 4 yildizli turizm isletme belgeli otel bulunmaktadir. Bu otellerden 2 tane 4
yildizl1 olan1 Konya il merkezi disinda olup Konya’nin Eregli il¢esi sinirlari icerisindedir.
Bu 2 ilge arastirma kapsamina alinmamistir. Bu baglamda Konya il merkezinde 3 tane 5
yildizl1 ve 8 tane 4 yildizli otel bulunmaktadir. Bunlar arasinda 5 yildizli otellerin galisan
sayis1 285 ve 4 yildizli otellerin ¢aligan sayis1 403 tiir. Dolayistyla arastirmanin evrenini
olusturan calisan sayis1 688’dir. Aragtirmada evren ve orneklem ayrimina gidilmeksizin
tam sayim Orneklem yapilmis ve bu otellerde bulunan tim calisanlara ulasiimaya
calisilmistir. Bu nedenle otellerden gerekli izinler alinmis, ¢aligan sayisi kadar anket
otel yoneticilerine teslim edilmistir. Verilerin toplanmasinda (kagida basili) anket teknigi
kullanilmistir. Dagitilan anketlerden 303’1 geri alinmig olup, anketlerin geri dontim orani
%44’tlir. Analizler oncesi kay1p veri ve temel degiskenler iizerinden yapilan incelemeler
sonucunda, ankette fazla sayida soruyu yanitlamayan 3 kisiye ve isaretlemeleri alt veya
iist degerlerde toplanan 4 kisiye ait veriler analizden ¢ikarilmis, analizler 296 kisilik bir
orneklemden elde edilen verilerle yapilmistir. Analize alinan anketlerin otellere gore
dagilimi Tablo 3’te gosterilmistir.
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Tablo 3. Ornekleme Alinan Cahsanlarin Otellere Gére Dagilhim

OTEL isi vitpiz | cALsAN | P
CALISAN SAYISI

Dedeman 5 100 50

Rixos 5 105 50
Anemon 5 80 30

Nov 4 78 30

Bera 4 70 11
Ozkaymak 4 60 30
Balikgilar 4 35 20
Diindar 4 30 8

Selguk 4 30 20
Hilton 4 70 30
Sems-i Tebrizi 4 30 17
TOPLAM 11 688 296

Arastirmaya katilan 296 cgalisanin demografik 6zelliklerine bakildiginda (Tablo 4),
katilimcilarin yarisindan fazlasimin erkeklerden olustugu, biiyiikk ¢ogunlugunun bekar
oldugu, biiyiik gogunlugunun 18-29 yas araliginda oldugu, genelde lise ve listii diizeyde
egitime sahip kisiler oldugu, yaklagik yarisinin asgari ticret ve altinda ticret aldigi,
yarisindan fazlasinin 3 yildan az ¢aligsma tecriibesine sahip olduklari, yaklasik yarisiin 1
yildan az stiredir ilgili isletmede galistig1 goriilmiistiir. Ayrica ¢ok farkli departmanlarda
ve unvanlarda gorev yapan, bu baglamda 9 farkli departmanda 28 farkli gérev unvaniyla

calisanlarin ankete katildiklar1 goriilmektedir.
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Tablo 4. Demografik Degiskenlere Gore Frekans Dagilimlari (n = 296)

Demografik Degisken Frekans Oran (%)
Cinsiyet Erkek 199 67,2
Kadin 97 32,8
Evli 101 34,1
Medeni Durum Bekar 179 60,5
Dul 16 5,4
18-29 arasi 173 58,4
Yas 30-49 arasi 115 38,9
50-65 arasi 8 2,7
lkogretim 5 1,7
Ortadgretim 33 11,1
el Lise 105 35,5
Egitim Durumu & i cans 90 304
Lisans 48 16,2
Yiiksek Lisans 15 5,1
1300 TL ve alt1 137 46,3
Gelir Durumu 1301-3990 TL aras1 158 53,4
3991 TL ve tizeri 1 3
1 yildan az 72 243
1-3 yil 93 31,4
Deneyim 4-7 yil 83 28,0
8-11 y1l 32 10,8
12 y1l ve lizeri 16 5,4
1 yildan az 145 49,0
. . 1-3 yil 95 32,1
Bu Isletm;;it;l:; Cahisma 47 yil 3 14,5
8-11 y1l 12 4,1
12 y1l ve {izeri 1 3
Onbiiro 80 27,0
Yiyecek-Icecek 89 30,1
Kat Hizmetleri 75 253
Mutfak 20 6,8
Calisilan Departman | Teknik 13 4,4
Satis-Pazarlama 6 2,0
Halkla Tliskiler 9 3,0
Insan Kaynaklari 3 1,0
Muhasebe 1 .3
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Calisma Unvam

Resepsiyonist 46 15,5
Bellboy 25 8,4
Rezervasyon Elemani 7 2,4
Miidiir 2 i
Sef 14 4,7
Gece Miidiirti 2 7
Garson 41 13,9
Barmen 5 1,7
Komi 25 8,4
Barboy 2 ,7
Minibar Gorevlisi 5 1,7
Kat Gorevlisi 56 18,9
Meydanci 17 5,7
Pasta Ustas1 1 3
Sicakel 1 3
Sogukeu 2 i
Izgaraci 2 ,7
Ascl 6 2,0
Bulagike1 8 2,7
Elektrikgi 8 2,7
Bakim-Onarim Elemani 1 3
Teknik Asistan 2 7
Bahgivan 2 ,7
Kurumsal Satis Elemani 2 7
Banket Satig Elemant 1 3
Misafir iliskileri 9 3,0
Elemani

insan Kaynaklar 3 1,0
Elemam

Muhasebe Elemani 1 3

3.3. Arastirmanin Yontemi

Yavag yonetim stilini uygulama diizeyini tespit etmeyi hedefleyen dlgme aracinin
gelistirilmesinde Kahyaoglu vd. (2011: 1056-1065) tarafindan kullanilan bes asamali bir
siirec¢ takip edilmistir. Bu asamalar; madde havuzu olusturulmasi, kapsam gegerliliginin

tespiti, anketlerin uygulamasi, yap1 gecerliliginin tespiti ve giivenilirlik hesaplamadir.

3.3.1. Madde Havuzu Olusturulmasi

Madde havuzu olusturabilmek igin 6ncelikle daha 6nce yapilmis 6lgme araglarindan
faydalanilmak istenmis, ancak literatiirde yavas yonetim ya da hizli yonetim ayrimini
esas alarak bu olgulart 6lgmeye yonelik herhangi bir 6lgme aracina rastlanmamistir.
Bu nedenle yavas yonetim ile ilgili onceki boliimde aktarilmis olan ve smirli sayida
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bulunan alan yazindaki ¢alismalardan ¢ikarilan 6zellikler birlestirilmis, ayrica dlgegin
kullanilacagi hedef grup olan otel isletmelerinin yonetici diizeyindeki g¢alisanlariyla
odak grup goriismeleri, derinlemesine milakatlar ve gozlemler yapilmistir. Odak grup
gorlismesi yapilan yonetici sayist 10°dur. Derinlemesine miilakatlara, cevaplar belirli bir
seviyede doygunluk noktasina erisinceye kadar devam edilmistir. Buasamada yeni ve farkli
bakis ag