Miisteri Memnuniyeti ve Misteri-Calisan
Etkilesimi Uzerine Bir Arastirma

Ipek Kalemai TUZUN
Tulay Korkmaz DEVRANI

A Research on Customer Satisfaction and
Customer-Employee Interaction

Ipek Kalemai TUZUN
Tulay Korkmaz DEVRANI

Bu calismanin amaci, mdusterilerin calisana gliven ve
galisandan  memnuniyetinin isletmeden memnuniyeti
Uzerindeki ektisinin ve isletmeden memnuniyetin de
musteni vatandaslik davranigl, misteri sadakati ve kulaktan
kulaga iletisim Uzerindeki etkisinin belilenmesidir. 417
Universite  ogrencisi ile gorgul bir calisma  yapilmistir.
Arastirmanin sonuglarina gore, galisana gliven ve calisandan
memnuniyetin- misteri  davranislan Uzerinde dogrudan
etkisi oldugu ancak, isletmeden memnuniyet araciligiyla
olan dolayli etkilerinin daha gliglti oldugu belidenmistir.

Anahtar Kelimeler: Musteri memnuniyeti, musteri-galisan
etkilesimi, Universite.

Yoneticilerin iletisim Tarzi ile Galisanlarin is
Performansi, is Tatmini ve Rol Belirsizligi
Avrasindaki iliski

Canan KARABEY
Fatih KARCIOGLU

The purpose of this study is to explore the impact of
customer's trust to the employee and satisfaction with
employee on customer satisfaction. Moreover the effect of
customer satisfaction on customer citizenship - behavior,
customer loyalty and word of mouth has been analyzed. 417
university students have been attended to the study. Study
results indicate that direct effect of trust to the employee and
satisfaction with employee on customer citizenship behavior,
customer loyalty and word of mouth is significant. However,
the indirect effect of trust to the employee and satisfaction
with employee through customer satisfaction on customer
citizenship behavior, customer loyalty and word of mouth is
stronger.

Customer  satisfaction,

Keywords: customer-employee

interaction, university.

The Relationships Between Supervisors’
Communication Styles and Employees’
Perceptions of Job Satisfaction, Performance
and Role Ambiguity

Canan KARABEY
Fatih KARCIOGLU

Bu calismanin amaci, hizmet sektortindeki yoneticilerin
iletisim tarz: ile galisanlann is tatmini, is performansi ve rol
belirsizlii algllan arasindaki iliskileri incelemektir. Ug market
zincirinde calisan toplam 80 calisandan anket araciligiyla veri
toplanmistir. Verilerin analizi sonucunda, iki yonlu iletigimin
is tatmini ve performansiyla pozitif, bu galismada ele alinan
tum belirsizlik boyutlan ile negatif iliskili oldugu gortlmastr.
Dolayli iletisim ise musterilere ve Uste iliskin belirsizlikle
negatif iliskili bulunmustur. Calisanin is performansinin ve is
tatmininin ise rol belirsizliginin tum alt boyutlaryla negatif
iligkili anlagilmistir. dogrultusunda
yoneticilerin astlaryla nasil etkili iletisim kurabilecegi

oldugu Bulgular

konusunda oneriler getirilmistir.

Anahtar Kelimeler: lletigim, tatmin, performans, rol
belirsizligi.

The aim of this study is to investigate the relationships
between supervisors’ communication styles and employees’
perceptions of job satisfaction, performance and role
ambiguity in the service industry. Data were gathered from a
total of 80 employees who work for 3 market chains. After
data andlysis, it was seen that bidirectional communication
was positively correlated with job satisfaction and job
performance, and negatively correlated with all the dimensions
of role ambiguity. It was found that indirect communication
was negatively associated with role ambiguity regarding
customers and supervisor. It was redlized that job
performance and job satisfaction of employees were
negatively correlated with all the dimensions of role ambiguity.
Recommendations were presented regarding how supervisors
can communicate effectively with their employees.

Keywords: communication, satisfaction, performance, role
ambiguity.
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Kurumsal Yénetim ve Finansal Raporlamanin
Giivenirliligi

Mustafa AR/

Corporate Governance and Credibility of
Financial Reporting

Mustafa AR/

1990’ yillar ve sonrasinda ortaya gikan Enron, WorldCom
ve diger finansal raporlama skandallari ile birlikte, finansal
raporlamaya olan kamuoyu glveni sarsilmistir. Finansal
tablo kullanicilarinin, ~ sirket  yonetimleri  tarafindan
hazirflanmis ve bagimsiz denetgilerin de denetiminden
ge¢gmis olan finansal tablolara olan glivenleri azalmigtir.
Finansal raporlama skandallannin temel nedeni olarak,
basansiz kurumsal yonetim uygulamalan gortiimektedir. Bu
galismada; kurumsal yonetim yapisi ile finansal raporfamanin
guveniriligi iliskisi literatir incelemesi ile ortaya konmaya

caligiimigtir,

Anahtar  Kelimeler:  Kurumsal finansal

raporlamanin  gtvenirliligi,

yonetim,
sarbanes-oxley, bagimsiz

denetim, denetim komitesi.

Kobi'lerde isgérenlerin Orgiitsel ve Bireysel
Amag Algilamalari ve Bunun Sonuglari Uzerine
Bir Arastirma

Necmettin OZEL

Financial reporting has lost the public confidence, especially
after 1990s financial reporting scandals such as Enron,
WorldCom and the others. Financial statements users have
lost  confidence in financial statements prepared by
management and audited by extemal auditors. The main
reason of the financial reporting scandals has been thought
failures of corporate governance. In this study, it has been tried
to find out the relationships between structure of corporate
govemnance and the credibility of financial reporting based on
literature view.

Keywords: Corporate govemance, credibility of financial
reporting, sarbanes-oxley, auditing, audit committee.

A Research on Employees’ Perceiving
Organizational and Their Individual Goals and
Its Results in the Small and Mid-Size Enterprises

Necmettin OZEL

Orgtitsel amaglar, salt bir orgitiin yasayabilidigi agisindan
degil; bir is biriminin orgtitlesmesi agisindan da énem tasir.
Bu nedenle, amag olusturmak ve onlarin astlar tarafindan
bilinmesini saglamak orglit yonetimlerinin en temel
gorevleri arasindadir. isgérenlerin bireysel velveya orgitsel
amaglann farkinda olmalan da ancak bu sekilde mumkin
olabilir. Bu galismada, 7 kuigtk ve ortaboy isletme Uzerinde
yapilan bir aragtirmadan elde edilen veriler si8inda,
isgorenlerin  amag algllama duzeyleri belirlenmeye
calisilmistir. Bu baglamda hem isgérenlerin amaglan tanima
duzeyleri hem de amaglann ne dlclide gliduleyici bir etki

ortaya koydugu ile ilgili anlamli sonuglara ulagiimistir.

Anahtar Kelimeler: KOBI, amag olusturma, bireysel
amaglar, amag algilama.

Kisitlar Teorisine Dayali En Uygun Birlesik ve
Mamul Karmasi Kararlarina iliskin Bir
Algoritmanin Belirlenmesi

Vedat EKERGIL

Organizational goals not only help a business unite to survive,
but also to establish a contemporary organizational structure.
We take into consideration that managers have ultimate
responsibility for the goal setting and teach them to workers in
their organizations. Especially second stage of this
responsibility can help employees become aware about the
organizational and/or their individual goals. By the light of the
data regarding 7 small and mid-size enterprises (SMSE) we
have attempted to determine the degrees of employees’ goals
perceptions. In this context, we have reached some significant
results in the employees’ recognation degrees of goals, and
how the goals motivate the employees.

Keywords: SMSE, goal setting, individual goals, goal perception.
Developing an Algorithm For Optimizing Joint
Products and Additional Products Mix Decisions

Based on Theory of Constraints

Vedat EKERGIL

1980'li yillann bagindan itibaren yeni bir yonetim felsefesi
olarak ortaya gkan kisitlar teorisi, isletmelerin basansizlik

ESKISEHIR OSMANGAZI UNIVERSITESI iiBF DERGISI

Theory of constrains (TOC) which occurred by the beginning of
80's as a management philosophy, contributed for solving the



nedenlerini ortaya koyarak ¢ozim yollarina yonelik
katki
isletmelerinin mamul karmasina iliskin kararlarda yasadiklan
bir arag olarak
kullaniimistir. Bu galismanin amaci, kisitlar teorisi altinda en

galismalann  yapilmasina saglamisti.  Uretim

sorunlarda  kisitlar teorisi  onemli
uygun birlesik mamul, yan mamul ve ek mamul karmasinin
ve algoritmasinin gelistirilmesidir. Bu mamul karmasinda
Uretilen mamuller ortak ya da birbirini izleyen Gretim
stireclerinden gecmekte ve bu nedenle de Uretim
maliyetlerinden farkli paylar almaktadir. Algoritmanin
olusturulmasinda Tsai, Lai ve Changin yedi agamali
strecinden yararfaniimaktadir. Bu asamalarda isletmenin
talebi
darbogaza neden olan kaynaklannin ve oncelik sirasinin

mamullere  olan karsilayamamasi  nedeniyle
belilenmesi gerekir. Bu siralamada baskin kisitli kaynak
temel alinarak temel tretim programi gelistirimektedir. llk
Uretim programi, diger darbogaza neden olan kaynaklarin
kosullan géz ontnde bulundurularak yeniden gézden
gecirilip glincellenmekte ve boylece en uygun mamul
karmasina ulaglmaya caligimaktadir. Uretim isletmeleri,
mamul karmasi sorununu ¢ézimlemek igin dogrusal ve
dinamik programlama araglarindan da yararlanmaktadir.
Kisitlar teorisi yaklagimi da bu araglardan birisi olmasina
ragmen, diger araglardan farkli olarak isletmedeki
darbogazlarin tespit ediimesine ve en uygun mamul
karmasinin daha basit bir sekilde belilenmesine olanak

saglamaktadir.

Anahtar Kelimeler:
karmasi, birlesik mamuller, yan mamuller, ek mamuller,
katki payi, algoritma.

Kisitlar teorisi, en uygun mamul

Tiirkiye’de Finansal Gelisme ve iktisadi Biiyiime
Arasindaki Nedenselligin Ampirik Bir Analizi

Omer Faruk ALTUNG

business failure causes. TOC is used as an important tool for
solving the problems of product mix decisions in
manufacturing companies. The aim of this study is to develop
an algorithm for optimizing joint products, by-products and
additional products mix under the TOC. Products produced
within this product mix, pass through the common product line
or sequential product lines and for this they have different
shares from the production costs. For developing the algorithm,
it's benefited from the “seven step process” of Tsai, Lai and
Chang. The priority of resources and the resources causing
bottlenecks because of failure in meeting the demands for
products are determined in these steps. The master
production schedule performed is based on dominant
bottleneck resource in this sequence. The master production
schedule consider the facts of the other resources conditions
that causes the bottlenecks, reviews them, updates them and
with this it aims to reach the proper product mix.
Manufacturing companies also benefits from the tools of linear
and dynamic programming tools for solving the product mix
problem.  Although TOC is one these tools, it's used for
identifying the bottlenecks and determining the proper mix
more easily.

Keywords:  Theory of constraints, optimizing product mix,
Joint products, by-products, additional products, contribution
margin, algorithm.

An Empirical Causality Analysis of Financial
Development and Economic Growth in Turkey

Omer Faruk ALTUNE

Bu calisma, Turkiye'de finansal gelisme ve iktisadi buytume
arasindaki iliskiyi hata dtzeftme modeline dayall Granger
nedensellik analizi cergevesinde ele almaktadir. 1970-2006
donemini kapsayan yillik verilerden hareketle “talep-izleyici”
ve “arz-6nct” hipotezler sinanmistir. Uygulama sonuglar,
Turkiye'de iktisadi bytime ve finansal gelisme arasinda ift
yonli bir nedenselligin oldugunu gostermekte ve her iki
hipotezi de destekleyici kanrtlar sunmaktadir.

Anahtar Kelimeler: Finansal gelisme, iktisadi biiytime, zaman
serileri, hata duzeftme modeli, granger nedensellik.

This paper examines the relationship between financial
development and economic growth using Granger causality
tests based on vector error correction models (VECM). In this
paper, the competing hypotheses of “demand-following”
versus “supply-leading” are empirically tested over the period
of 1970-2006. Test results show that there is a bi-directional
causdlity between financial development and economic
growth. Furthermore, the results support both demand-
following and supply-leading hypothesis for Turkey.

Keywords: Financial development, economic growth, time
series, error correction model, granger causality.
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Sigorta Sirketlerinde Ozkaynak Maliyetinin
Belirlenmesinde Kullanilan Yéntemlerin
Karsilagtiriimasi

Seyfettin UNAL

An Evaluation of the Approaches Employed in
Estimating Cost of Equity for Insurance Firms

Seyfettin UNAL

Sigorta sirketleri birer finansal hizmet kurulusu olmasina
ragmen onlann sermaye yapisi diger finansal sektor
firmalarindan  bile aynlir.  Sermaye maliyeti sanayi
sirketlerinde yatinm projelerinin degerlemesinde baz alinan
bir olgtitken, sigorta sirketlerinde polige fiyatlamasinda
dikkate alinan bir unsur olarak karsimiza ¢ikmaktadir.
Calismanin amaci literattirde gortis aynliklannin sézkonusu
oldugu sigorta sirketlerinde  ozkaynak maliyetinin
belirlenmesinde  basvurulan yéntemlerin incelenerek
karsilagtirmali olarak ele alinmasidir. Turkiye'de toplumun
ekonomik refahinin artmasina paralel olarak sektortn
gelisme  potansiyeli oldukga yuksektir.
tlkemizde hentiz bakir bir alan olan sigortacilik sektorinin

yakin bir gelecekte hizli bir blylmeye sahne olacag

Dolayisiyla,

ongorust, sektor agisindan sermaye maliyeti konusunun
ortaya koymaktadir.  Risk-getiri iligkisini
yansitmadaki basansi ve goreceli olarak basit yapisiyla
CAPM'in vergi etkisini yansitan uygulamasinin, sigorta

onemini

sektortinin kendine has dogasi g6z éntinde bulundurularak
teorisyenler tarafindan uyarlanan versiyonu, bir bagvuru
kaynags olma ozelligini strdirmektedir.

Anahtar Kelimeler: sigortacilk sektort, sermaye maliyeti,
Ozkaynak maliyeti.

Deger-Fiyat Ayrimi Ve isletme Degeri:
Kuramsal Bir Bakig

Murat ERTUGRUL

Despite being a part of financial services sector, insurance
firms apart from other financial service firms in capital
components aspect. At industrial firms’ standpoint, the cost of
capital constitutes a benchmark for the evaluation of
investment projects; whereas, it is applied for pricing insurance
policies in insurance sector. This study aims to investigate
altemative approaches used for cost of equity computations of
insurance firms, and to provide a comparative evaluation of
these models that are subject to ongoing discussions in the
literature. Along with the increase in wealth of all economic
units, insurance sector is expected to show a rapid growth in
the near future of Turkey. Considering the sector's high
potential of growth, the subject of cost of capital in insurance
sector can be easily realized. As carrying unique and relatively
simple features in explaining risk-retum relationship, CAPM
still possesses some practical advantages over other
approaches regarding the cost of capital concept Thus, after
accounting for the special nature of insurance industry, an
adopted version of CAPM (after-taxes) for nsurance firms is
considered a relatively superior methodology.

Keywords: Insurance industry, cost of capital, cost of equity.

Value-Price Differentiation and Corporate

Value: A Theoretical View

Murat ERTUGRUL

Deger ve fiyat kavramlan ekonomi literaturinin: siklikla
tartiglan konulanindan olagelmistir. Fiyatn ve degerin ne
oldugu, ne zaman aynstiklan ve ne zaman benzestiklerinin
anlagilmasi, serbest piyasa ekonomisinde buytk ©nem
arzeden isletme degerlemesinin dogru yapiimasi agisindan
onem tagimaktadir. Deger ve fiyat kavramlar farkli
ekonomistlerce farkli agilardan tanimlanmistir. Isletme
degerinin anlasiimasi ve dogru hesaplanmasi bakimindan bu
farkli yaklagimlarin anlagilmasi ©nemlidir. Ekonomik anlamda
isletme degeri gelecekteki nakit akiglaninin fonksiyonu
olmakla birlikte, farkli amaglaria ya da destekleyici nitelikte
farkli isletme degeri tanimlart yapilmaktadir. Temel olarak
isletme degeri, tasfiye degeri, defter degeri ve igleyen
tesebbls degeri olarak siniflandinimaktadir. Degerleme

ESKISEHIR OSMANGAZI UNIVERSITESI iiBF DERGISI

Value and price concepts have always been discussed in
economics. Understanding value and price concepts and when
they dissociate or converge is very important for corporate
valuation which is critical for a free market system. The
concepts have been defined by many economists from
different views. Understanding those different views are
important to understand and execute true valuation. Though
the corporate value is a function of future cash flows in
economic terms, there are some different definitions for
different aims or as supplementary. Corporate value
definitions can be classified basically as liquidation, book, and
going concem value. Comprehension of valuation is critically
important for developing economies that need capital inflows
much.



konusunun kuramsal olarak iyi anlagilmasi ve uygulanmasi,
yogun sermaye ihtiyacindaki gelisen ekonomiler igin buytk
onem tagimaktadir.

Anahtar Kelimeler: Deger, fiyat, degerleme, isletme degeri.

Orgiitlerde Yapisal-Stratejik Konfigiirasyonlar:
Kosulbagimhlik Kurami, Konfigiirasyon
Yaklagimi Baglaminda Orgiit Yapilari Uzerine
Onermeler

Hakls Okan YELOGLU

Keywords: Value, price, valuation, corporate value.

Structural-Strategic Configurations in
Organizations: Contingency Theory, Some
Suggestions about Organizational Structure in
Configurational Approach Context

Hakls Okan YELOGLU

Bu calismada kosulbagimlilik kurami ve konfiglirasyon
yaklasimi baglaminda, gevre ve orglt arasindaki uyumun
hangi stratejik konfiglirasyonlara bagli gerceklesebilecegi
tzerine odaklanimistir. Orgutlerin, stratejik olarak kendi
ozelliklerini konfiglire etmesinde kosulbagimii degiskenlerin
etkileri olusmasina da neden

yapisal  farkliliklarin

olabilmektedir.  Olugan farkliliklarin =~ nasil
tanimlanabilecegini ve orgltlerin stratejik olarak yapisal
degisim gosterebileceklerini  agiklamak icin - calisma
tarafindan  kosulbagimlilik  kurami ve konfiglirasyon

yaklagiminin ana gercevesi igerisinde farkli onermeler

yapisal

onerilmisti.  Onermeleri  desteklemesi icin ileride
yapllabilecek calismalara ait tartismalar galismanin son

boltiminde yer almigtir.
Anahtar Kelimeler: Uyum, stratejik konfigirasyon, orgutler.

Vergi Miikelleflerine Daha Fazla Belirlilik iin
Ozelge Uygulamasi

Dogan GOKBEL

In this study, it's focused on the concept of fit between
environment and organization which is taken in Contingency
Theory and Configuration Approach context. The effects of
contingency factors can cause structural differentiations for
organizations to configure their properties strategically. Various
propositions are suggested by the study in Contingency Theory
and Configuration Approach framework for how to describe
the structural differentiations and describe the structural
changes strategically of the organizations. To support the
propositions, discussions for the further studies are made at
the final part of the study.

Keywords: Fit, strategic configurations, organizations.

Application of Advance Rulings to Provide More
Certainty for Taxpayers

Dogan GOKBEL

Mukellefler giderek karmasik hale gelen vergi mevzuati
kargisinda kendilerini gtivencede hissetmek igin daha fazla
belirlilik aramaktadirlar. Belirliliginin az olmasi uyum
maliyetini artirmaktadir. Mikellefler vergi ile ilgili ddevlerini
yerine getirmek i¢in vergi kanunlarini iyi anlamak
zorundadirlar.  Ulkelerin  cogu mukelleflere, ozelikle
gelecekte yapacaklan islemlere ilgili belidilik saglamak
amaciyla ozelge sitemini uygulamaktadidar. Bu o¢zelge
sisteminin en onemli ozelligidir. Bu calismada bazi
Ulkelerdeki 6zelge uygulamalannin nitelikleri agiklandiktan
sonra, Turkiye'deki ozelge sisteminin  eksiklikleri
belifenmeye calisilmis ve sistemin iyilestiriimesi igin Gneriler
getirlmistir.

Anahtar Kelimeler: Ozelge, Belirilik, Baglayicilik.

Becomes increasingly complex tax legislation, taxpayers in the
face for them to feel secure are more certainty search. Lack
of certainty leads to increased compliance costs.Taxpayers
requires a good understanding of the taxation law to fulfill their
taxation obligations. Most countries use advance ruling system
to provide more certainty for taxpayers, especially at future
transaction. In Most Countries, Advance rulings have binding
effect on administration, taxpayers and courts this is the most
valuable characteristic of advance ruling system In this study, |
explain advance ruling application of some countries . After try
to determine insufficiency of Turkish advance ruling system, we
made suggestions for improvement of the Turkish Advance
Ruling system were introduced.

Keywords: Advance Ruling, Certainty, Binding Effect
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