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JOURNAL NAME: JOURNAL OF ACADEMIC PERSPECTIVE ON SOCIAL
STUDIES (JAPSS)

AIMS AND SCOPE:

JAPSS aims to contribute social sciences by publishing articles, researches, dissemination
of various arguments in social studies. The objective of the journal is to share understanding
by exploring new practices, perspectives and also promoting social policies and strategies
through advancing theoretical backround. JAPSS publishes reporting empirical research
and theoretical studies about analyzing, researching, debating and promoting social policies
or practices about social issues, behavioral and human sciences based on individuals,

families, societies, organizations, countries.

DERGI ADI: SOSYAL CALISMALAR UZERINE AKADEMIK PERSPEKTIF DERGISI

AMAC VE KAPSAM

Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, sosyal ¢alismalarda farkl
tartigmalar1 kapsayan makaleler, c¢alismalar ve tezlerden ortaya c¢ikan c¢alismalari
yaymmlamayt hedeflemektedir. Derginin amaci, bu alanda yeni uygulamalarin, bakis
acilarinin ve ayni zamanda teorik bilgi donanimiyla desteklenen sosyal politikalarin ve
stratejilerin ~ paylasiimasidir.  Sosyal ~Cahsmalar Uzerine Akademik  Perspektif
Dergisi, sosyal konular, davranissal ve bireylere, ailelere, toplumlara, kuruluslara, {ilkelere
dayanan beseri bilimlerle ilgili sosyal politikalar1 veya uygulamalar1 analiz etme, arastirma,
tartigma ve tesvik etme ile ilgili ampirik arastirma ve teorik ¢aligmalar1 yayimlar.
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1. JAPSS (Journal of Academic Perspective on Social Studies) is published annually and
has a peer review process. Special or additional issues may also be published if necessary.

2. JAPSS (Journal of Academic Perspective on Social Studies) includes international
academic reviews, researches articles and studies in social sciences to peer review process.
All manuscripts are reviewed initially by the Editors as to aims, scope, principles and
standards of the journal. After this editorial evaluation, appropriate manuscripts will be sent
for outside review.

3. All manuscripts are evaluated by at least two reviewers. Reviewers are detemined as to
science field.

4. JAPSS (Journal of Academic Perspective on Social Studies performs a double- blind
review process.

5. JAPSS has an effort to publish original studies related with social sciences. The author(s)
should ensure that summitted articles/manuscripts have not been previously in any journal
or media and sent to any journal review process.

6. JAPSS (Journal of Academic Perspective on Social Studies) attaches importance to
academic and scientific publishing pattern. In the light of this principle, submitted articles
may be checked with duplication-checking software to protect authors rights against to
plagiarism, copyright infringement and the other breaches of practices in publication.

7. All processes related with reviewing and publishing should be followed online via peer
review system.

8. All rights of the articles have been assigned to the journal within the publishing process.
Accepted manuscripts for the publication are not reproduced, used ot published in any other
media without permission of the journal management. JAPSS (Journal of Academic
Perspective on Social Studies) may publish the articles various databases or the other media.

9. All legal, economic and ethical responsibility of the articles that sent to JAPSS (Journal
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11. The manuscripts that fit within the aims and scope of the journal are reviewed by the
reviewers within 15 days. If the manuscript is not reported at the end of this process, a new
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12. The manuscript that has two positive review reports from the field evaluation is eligible
for publication. The manuscript that has only a positive review report is sent to a third
reviewer and the publication of the manuscript is determined by the report of the third
reviewer.

13. The aouthors can oppose the reviewer reports within scientific views and reasons. In
such a case, editorial board examine the manuscripts and report.
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SUBMISSION GUIDELINES

1.

ok W

Articles must be written in the Microsoft Word Programme and the page structure
must be created as follows:

Paper Size A4 Vertical

Top Margin 3cm

Bottom Margin 3cm

Left Margin 3cm

Right Margin 3cm

Font Times News Roman
Font Style Normal

Type Size (Head line) 12
Type Size (Regular Text) 11
Type Size (Footnote Text) 9
Type Size (Abstract) 10
Paragraph Spacing 6 nk

Line Spacing 1

The abstract should be no more than 250 words and should have the following
subsections.

Summary (which should contain details of the context for the article and
methods/approachused)

Findings (which should contain the key findings)

Applications (which should contain details of impact and application to Professional
practice)

Full articles should be a maximum of 8000 words.

Manuscripts should have 3-5 keywords under the abstract.

The manuscripts should follow APA reference style.

The manuscripts that are not appropriate for submission guidelines cannot be include
in peer review process.
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YAYIM iLKELERIi

1. Sosyal Caligmalar Uzerine Akademik Perspektif Dergisi, yillik olarak yaymlanan
uluslararas1 hakemli bir dergidir. Gerekli durumlarda 6zel ya da ek sayilar yayinlanabilir.

2. Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, sosyal konular, davranissal ve
bireylere, ailelere, toplumlara, kuruluslara, {ilkelere dayanan beseri bilimlerle ilgili sosyal
politikalar1 veya uygulamalar1 analiz etme, arastirma, tartigma ve tesvik etme ile ilgili
ampirik arastirma ve teorik calismalari yayimlar. Biitiin ¢calismalarin derginin amacina,
ilkeleri ve standartlarma  uygunlugu baslangigta editér  kurulu tarafindan
degerlendirilmektedir. Editor degerlendirmesinde uygun bulunan ¢alismalar dis hakemlere
gonderilmektedir.

3. Her ¢alisma en az iki hakem tarafindan degerlendirilmektedir. Hakemler bilim dallarma
gore belirlenmektedir.

4. Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, cift- kor hakemlik siireci
ylriitmektedir.

5. Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, sosyal bilimlerle iliskili 6zgiin
calismalar yaymlamay:r amaclamaktadir. Yazar(lar) dergi sistemine yiikledikleri
calismalarin daha Once baska bir dergide ya da medyada yaymlanmadigimdan emin
olmalidir(lar).

6. Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, akademik ve bilimsel yaym
asamalarma onem vermektedir. Bu ilke 15181nda, yiiklenen ¢alismalar yazarlarin haklarmni
korumak i¢in intihal, telif hakki ihlali ve yayinlarda goriilen diger ihlallere karsi intihal
programiyla taranabilir.

7. Hakemlik ve yayinlamayla ilgili biitiin siiregler elektronik hakemlik sistemiyle takip
edilmektedir.

8. Caligmalarin biitiin haklar1 yaym siirecinde dergiye devredilmektedir. Yayin i¢in kabul
edilen caligmalar dergi yonetiminden izin alinmadan c¢ogaltilamaz ya da baska medya
ortamlarinda yaymlanamaz. Dergi, ¢calismalar1 ¢esitli veri tabanlarinda ya da medyalarda
paylasabilir.

9. Sosyal Calismalar Uzerine Akademik Perspektif Dergisine gonderilen ¢alismalarin biitiin
yasal, ekonomik ve etik yiikiimliiliikler yazarlara aittir.

10. Sosyal Calismalar Uzerine Akademik Perspektif Dergisi, ingilizce, Almanca ve Tiirkge
dillerinde ¢alismalar yayinlamaktadir.

11. Derginin amac1 ve kapsamina uygun olan ¢aligsmalar 15 giin i¢cinde hakemler tarafindan
degerlendirilmektedir. Bu siire¢ i¢inde hakem tarafindan degerlendirilmeyen ¢aligmalar i¢in
yeni bir hakem atamasi yapilabilir.

12. ki olumlu hakem raporuna sahip bir calisma yayna hak kazanmaktadir. Sadece bir
olumlu hakem degerlendirmesine sahip calisma {igiincii bir hakeme gonderilmekte ve
caligmanin yaymnlanma karari ti¢lincii hakemin raporuna gore verilmektedir.

13. Yazarlar, bilimsel gerek¢e ve nedenlerini belirterek hakem raporlarina itiraz edebilirler.
Boyle bir durumda, Editor kurulu ¢aligmay ve raporlari inceler.

14. Bu dergiye makale yliklemek, dergide makale yayinlamak i¢in herhangi bir iicret
alinmamaktadir.
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YAYIN GONDERME KURALLARI

1. Makaleler Microsoft Word Programinda yazilmali ve sayfa yapist asagidaki gibi

olusturulmalidir:
Kagit Boyutu: A4 Dikey
Ust Kenar Boslugu: 3 cm

Alt Kenar Boslugu: 3 cm
Sol Kenar Boslugu: 3 cm
Sag Kenar Boslugu: 3 cm
Font:

Yazi Tipi Stili: Normal
Tiir Boyutu (Baglik): 12

Tiir Boyutu (Normal Metin): 11
Tiir Boyutu (Dipnot Metni): 9
Tiir Boyutu (Ozet): 10
Paragraf Boslugu: 6 nk

Satir Aralig:: 1

Times News Roman

2. Ozet 250 kelimeden fazla olmamal ve asagidaki alt boliimlere sahip olmalidir.

+ Ozet (makale igeriginin detaylarini icermeli ve yontemlerle / ele alinmali)

* Bulgular (anahtar bulgular1 igermesi gerekir)

» Uygulamalar (mesleki uygulamalarin ayrintilari ve igerigi gerekir)

3. Tam makaleler en fazla 8000 kelime olmalidir.

4. Anahtar kelimeler; 6zetin altinda 3-5 anahtar kelimeye sahip olmalidir.

5. Yazilar APA referans stilini izlenmelidir.

6. Gonderme yonergeleri i¢in uygun olmayan yazilar, hakem incelemesine dahil edilemez.
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SAGLIK KURUMLARINDA HASTALARIN SAGLIK HIiZMET KULTURUNUN
BELIiRLENMESI

[ 52¢ E

Elhttps://doi.0rq/10.35344/iapss.527080 Zithrem YAMAN?, Biisra KAVUNCU?

Ozet

Bu ¢aligmada saglik hizmeti kullanimini etkileyen faktorler ve bu faktdrlerin saglik hizmetlerine
etkisi arastirilmigtir. Arastirma orneklemini Konya il merkezinde faaliyet gosteren Beyhekim Devlet
Hastanesi ve Selcuk Universitesi Hastanesi’nde yatarak tedavi olan 294 hasta olusturmustur. Arastirmada
saglik hizmeti sunumunu belirlemeye yonelik kullanilan Consumer Assessment of Health Providers and
Systems Hospital Survey (CAHPS) anketi kullanilmistir (Gearhart, 2009). Verilerin analizinde tanimlayici
istatistikler yapilmistir. Arastirmada hastalarin doktor haricinde geleneksel tedavi yontemlerine
basvurduklar1 goriilmiistiir. Ayrica dini inan¢ ve uygulamalarin hastalarin ruh sagligini olumlu olarak
etkiledigi sonucuna ulasilmistir. Saglik hizmeti kullanim kiltiiriiniin gelismesinde saglik hizmeti
sunumunun etkisi yliksektir. Bu ylizden saglik ¢alisanlarmin egitimlerinin arttirilmasi gerekmektedir.

Anahtar Kelimeler: Saglik Hizmeti, Saghk Hizmeti Kiiltiirii, Saglhik Hizmet Sunumu

DETERMINING THE HEALTH SERVICE CULTURE OF PATIENTS IN HEALTH
INSTITUTIONS

Abstract

In this study, the factors affecting the use of health care and the effect of these factors on health
services were investigated. The research sample of Beyhekim State Hospital, which operates in the city
center of Konya and 294 patients who were hospital bed at Selguk University Hospital were formed.
Consumer Assessment of Health Providers and Systems Hospital Survey (CAHPS) survey for determining
Health service presentation in the study Used (Gearhart, 2009). Data Descriptive statistics were made in the
analysis. In the research, patients are treated with traditional treatment methods other than They didn't apply.
It has also been concluded that religious beliefs and practices positively affect the mental health of patients.
The effect of health service delivery is high in the development of health service usage culture. Therefore,
it is necessary to increase the education of healthcare professionals.

Keywords: Health Service, health service culture, Health service delivery

1 Seleuk Universitesi Beysehir Ali Akkanat Turizm Fakiiltesi Turizm Isletmeciligi Béliimii, zuhremyaman@gmail.com, ORCID ID:
https://orcid.org/0000-0001-9796-7063

2 Selguk Universitesi, Saglik Bilimleri Enstitiisii, Saglik Yonetimi Yiiksek Lisans Ogrencisi, busrakavuncul0@gmail.com, ORCID ID:
https://orcid.org/0000-0003-4041-2432
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1. Giris

Toplumun ve insanin sagliginin korunmasi ve gelistirilmesi amaciyla saglik hizmetleri 6n plana ¢ikmaktadir
(Oztek,2001:1-2). Insanlarin hastalik ve sakatlik durumunda tedavilerinin yapilmasi veya baskalarina
bagimli yasayan insanlarin bagkasma ihtiyag duymadan hayatin1 devam ettirebilmesi i¢in saglik hizmeti
gerekmektedir. Saglik hizmeti kullammui bir kisi veya grubun saglik hizmetini elde edebilmesiyle
gerceklesmektedir. Oztek ve Eren (1995)’e gore saglik hizmeti kullanim sadece hizmeti sunan ve alan
kisilerin 6zelligi uyustugu zaman meydana gelir. insanlar gevrelerine uyum saglamak ve yasamlarini rahatca
stirdiirebilmek i¢in saglikli kalmak ve sagligim gelistirmek arzusundadirlar. Saglikli olmak diger bir degisle
hayatinin huzurlu sekilde son bulmasi demektir insanlarm saglikli kalma ve saghgmi gelistirme istegi
arttikca farkli saglik davranisi arayisi igerisine girmislerdir. Bu arayis insanlarn tedavi bi¢imlerinde
farkliliklar olugsmasina neden olmustur (Sener, 2005:15).

2. Saghk ve Hastahk Olgusunu Etkileyen Faktorler
e Biyolojik Faktorlerin Etkisi

o Psikolojik Faktorlerin Etkisi

o (Cevresel Faktorlerin Etkisi

e Yerlesim Yeri Kosullarinin Etkisi

e Toplumsal Faktorlerin Etkisi

2.1.Biyolojik Faktorlerin EtKisi

Biyolojik yaklagim, insan davraniglarini bedenin, beyin ve sinir sisteminin i¢inde olusan elektriksel ve
kimyasal olaylarla iliskilendirme g¢abasindadir (Atkinson,2002:11). insan davramsimi ve gelisiminin
belirleyicisi onun kalitimsal yapisidir. Insanin bu genetik yapisi belirli sinirlarda degisiklik gostermektedir
(Tekin,2007:54). Ornegin insanlarm cinsiyetlerine gére saghk ve hastaliklar farklilik gostermektedir
(Akin,2003:73). Baska bir 6rnek olarak kalitim yoluyla aktarilan sizofreni, seker hastaligi, kalp hastaligi
gibi rahatsizliklar verilebilir. Baz1 kisiler bu hastalik kalitimini tagimasina ragmen yasami boyunca ortaya
¢ikmayabilir. Fakat c¢evresel etkilerle bu hastaliklar ortaya ¢ikabilir. Mechanic (1978)’¢ gbre insanin
biyolojik yapisi zaman i¢inde toplumsal ve gevresel etkilere maruz kalarak degismektedir. Beslenme sekli,
sigara alkol kullanim, stresli ortama maruz kalma gibi durumlar hastaligin ¢ikmasina neden olmaktadir.

Ornegin seker hastaliginin olusmasinda stres ve sismanligin 6nemli bir payr oldugu belirtilmektedir
(Tekin,2007:54).

2.2 Psikolojik Faktorlerin Etkisi

Insanlarmn farkli psikolojik diinyalar1 bulunmaktadir. Insanlarin aldig1 egitim, bulundugu cevre, yetisme
tarzi, toplum yapis1 veya kiiltiir farkliligi gibi durumlar insanlarin farkli davranislar sergilemelerine,
yasanilan olaylar1 farkli algilamalarina neden olmaktadir (Tekin,2007:54). insanlar farkli sekillerde gelen
uyarilara kars1 bilissel diinyalarinda uyarilar1 farkh algilamaktadirlar. ihtiyaclarma veya beklentilerine gore
uyarilara cesitli anlamlar yiiklerler. Insanin hastahga veya tedaviye karst algis1 da bu yiizden farkhilik
gostermektedir. insamn bir hastaliga kars1 beklenti i¢inde olmasi veya hastaliga yakalanmaya yatkin oldugu
diistincesi onun saglik davranisim1 etkilemektedir (Potter ve Perry,1993:41). Kisi yasaminda aile
iiyelerinden birini kaybettigi zaman kendisinin de hasta oldugunu veya olacagini diisiinmeye baglar ve
sagligiyla ilgili kaygi duyar. Hastalik belirtisi gézlemlediginde yasaminin tehlikede oldugunu algilayabilir
ve saglik kuruluslarma basvurabilir. Insanlarin psikolojisini direkt etkileyen halk dilinde de yaygin olarak
kullanilan ‘hasta psikolojisi’ kavramm insan davraniginda degisikliklere sebep olmaktadir.

2.3.Cevresel Faktorlerin Etkisi

Insan organizmasim disaridan etkileyen her sey cevresel faktordiir. Bu faktorler insani ilk caglardan beri
rahatsiz etmistir. Bu yiizden insan rahatsiz eden her seyi kontrol altina almaya ¢aligmistir. Ornegin insan
iklim sartlarina gore giyinmis, doga sartlarina gore beslenme yollar1 kesfetmistir (Tekin,2007:54). Cevre
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insam etkilerken, insan da cevreyi etkilemektedir (Erefe vd., 1996:36). Cevrenin sagliga dort etkisi
bulunmaktadir (Giiler ve Benli,1997:230-231).

1) Hastalik olusumuna zemin olabilir,

2) Direkt hastaligin nedeni olabilir,

3) Hastaliklarin gidisat ve sonucunu etkileyebilir,

4) Hastaliklarin kolayca yayilmasina neden olabilir.

2.4.Yerlesim Yeri Kosullarimn Etkisi

Insanin yasadig1 yerler saghgi hakkinda fikir edinmemizi saglamaktadir (Tekin,2017:63). Yasanilan
bolgenin 6zelligi saglik ve hastalik diisiincesini etkilemektedir. Kirsal alanlarda yasayan insanlarin zorlu
yasam kosullarina sahip olmasindan dolay1 beslenme, barmma veya saglik gibi 6nemli ihtiyaglarina ¢ok zor
ulagmaktadirlar (Cezik,2015:9). Kentsel alanlarda ise insanmin konutlarda yasamasi nedeniyle sagligi olumlu
veya olumsuz etkilenmektedir. Dirican (1993)’1n yaptigi ¢alismaya goére giin 1s18min olmadigi yerlerde
yasayan bireylerin kemik hastaliklar1 daha fazla oldugu goriilmektedir. Konutlarda fazla insanlarin olmasi,
hastaliklarin kolayca yayilmasina neden olmaktadir (Dirican,1993:69).

2.5.Toplumsal Faktorlerin Etkisi

Toplum; kurumlarin bulundugu ve bu kurumlarin birbirini etkiledigi sistemdir. (Cezik,2015:10). Her kurum
farkli bir gorevi yapar ve belirli bir ihtiyaci karsilar (Oskay,1993:91). Saglik kurumlar1 da insanlarin
ihtiyaglarim karsilama rolii oynamaktadir. Saglik kurumu toplum yapisinda olan diger kurumlari (dini,
egitim, siyasi, ekonomi, aile) etkiledigi gibi bunlardan da etkilenmektedir (Oskay,1993:92).

3. Saghk ve Hastahg Etkileyen Kiiltiirel Faktorler
3.1. Toplumsal Cevre

Toplumsal ¢evre; iliskileri belirleyen sosyal yap1 6zelligidir. Bu iliskiler karsilikli yardimlagma, destek
verme gibi sosyal destek aglarindan olugsmaktadir. Bu destek sistemleri aym1 veya benzer sorunlarla
karsilasan bireylerin sikintilarmi paylasma ve sorunlarmi ¢ézme amaciyla olusmus iliskilerdir (House
vd.,1988:302). Insanlar1 destek olma, yardimda bulunma, paylasma gibi insani degerler bir araya
getirmektedir (Yaprak,2003:60).

3.2.Kiiltiirel Norm ve Degerler

Insanlar toplum &rf adeti, degerlerini toplumsallasma ile icsellestirmektedir. Bu siiregte aile, gruplar,
deneyimlerin etkisiyle ortaya farkli kisilikler ¢ikmaktadir. Bu farkliliklar toplum kiiltiirtine gore sekil
almaktadir (Akan,2003:86). Bundan dolay1 her toplum yapisinda hastaligin farkli sekilde algilandigi,
degerlendirildigi sdylenebilir (Tiirkdogan,1991:5). Ornegin agriya kars1 verilen tepki ilk yaslardan beri
cevredeki kisilerden ebeveyn, akraba, arkadas gibi gruplardan 6grenilmektedir (Tiirkdogan,1991:5).

3.3.Din

Din; insanin i¢ diinyasini, davraniglarini sekillendiren, denge saglayan, hayati anlamlandirmasina yarayan
bir olgudur (Karacoskun,2004:23). Dini inanglar insanin saghigimni olumlu, olumsuz etkileyebilmektedir.
Insam alkol, sigara, kotii madde kullanim, riskli cinsel iliski gibi sagligi olumsuz etkileyebilecek olan
faktorlerden korumaktadir. (Ellison vd.,2001:216).

2.Yontem

Bu calismada, saglik hizmeti kullanimina etki eden faktorler ve bu faktorlerin saglik hizmet kiiltiiriine
etkisi analiz edilmistir. Bu arastirmanin degerlendirilmesinde iliskisel tarama modeli kullanilmustir. fliskisel
tarama modeli, degiskenler arasinda birlikte degisimi ve bunun derecesini belirlemeyi saglayan bir
modeldir.

Arastirmanin evrenini, Beyhekim Devlet Hastanesi, Selguk Universitesi Hastanesi’nden hizmet alan
hastalar ve hasta yakinlar1 olusturmaktadir. Calismanin 6rneklemini yatarak tedavi olan rastgele se¢ilmis
294 hasta ve hasta yakmlari olusturmustur. Orneklemin evreni temsil edebilmesi icin Yazicioglu ve Erdogan


http://dergipark.gov.tr/japss

Sosyal Calismalar Uzerine Akademik Perspektif Dergisi Journal of Academic Perspective on Social Studies
Yil: 2019, Sayi: 1, 01-12 Year: 2019, Issue: 1, 01-12

(2004)’ 1 hazirladig1 belirli evren sayisi i¢in farkli 6rneklem hatalar1 dikkate alinarak hazirlanan tablodan
faydalanilmistir (Yazicioglu ve Erdogan,2004:50). Bu arastirmada 294 kisiye ulagilmistir ve evreni temsil
etmek giiciine sahiptir.

Calisma da en az 24 saat boyunca hastane yatigi gerceklesmis olan on sekiz yas {istii kisilerden veya
bireylerin yakinlarindan (6rnegin ¢ocuklarin anneleri veya ¢ok yaslilarin oglu kizi vb.) gibi secilmis olan
bireylere anket formu uygulanmstir. Katiimcilara ii¢ boliimden olusan anket formu dagitilmustir. ilk
boliimde katilimcinin demografik bilgileri hakkinda sorular bulunmaktadir. Ikinci ve iigiincii béliimde ise
hastalara saglik hizmeti kullanim kiiltiirii hakkinda ve bireylerin saglik hizmet sunumunu nasil algiladiklar:
hakkinda sorular bulunmaktadir. Calismada Amerika’da yaygin olan Consumer Assessment of Health
Providers and Systems Hospital Survey (CAHPS) anketinden faydalanilarak hazirlanmigtir (Gearhart,
2009). Calismada veriler SPSS 20 paket programi ile ¢oziimlenmistir. Elde edilen veriler frekans ve yiizde
dagilimlari, karsilastirma testleri ile yorumlanmistir. Calismada olusturulan hipotezler su sekildedir;

3.Bulgular
3.1. Arastirmaya Yonelik Demografik Bulgular
Tablo 1: Arastirmaya Katilan Kisilerin Demografik Ozellikleri

Cinsiyet N % Yas N % Sosyal Giivence | N %
Kadin 156 | 53,1 [18-30 37 32,7 Yok 19 6,5
Erkek 138 | 46,9 [31-43 78 26,2 |Var (SGK) 265 | 90,1
Medeni Durum N % W44-56 51 21,1 [Var (OSS) 10 34
Evli 191 65 [57-69 46 15,6 Gelir Miktar: N %
Bekar 103 35 [70-82 11 3,7 [250-1250 TL 26 | 8,8
(")grenim Durumu N % |82 yas iistii 2 0,7 [1251-2250TL 101 | 34,3
Okur-yazar degil 6 2 Cal]sma Durumu N % 2251- 3250 TL 92 31,2
Okur yazar 2 0,7 |Esnaf 10 3,4 3251 TL ve tizeri 75 | 25,5
[1kokul 81 27,6 [Emekli 49 16,7
Ortaokul 23 7,8 [Memur 44 15
Lise 57 19,4 [isci 44 15
On lisans 29 9,9 [Serbest Meslek 30 10,2
Lisans 87 29,6 (Caligmiyor 117 39,8
'Yiksek Lisans 8 2,7
Doktora 1 0,3

Arastirmaya katilan kisilerin demografik 6zellikleri incelendiginde %53,1°1 kadin, %65°1 evli, %32,7’si
18-30 yas araliginda oldugu goriilmektedir. Ogrenim durumlarmna gore ise %29,6’s1 lisans mezunu, %39,8’i
su an herhangi bir iste ¢caliymamakta ve genel itibariyle sosyal glivencelerinin %90,1’lik oranla Sosyal
Giivenlik Kurumu’na (SGK) bagl olduklar1 goriilmektedir.
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3.2. Saghk Hizmetleri Kullamm Kiiltiiriine iliskin Yamtlar

Tablo 2: Arastirmaya katilan bireylere yoneltilen sorulara cevaplari

Evet Hayir
N % N %

173 58,8 | 121 (41,2

2.1) Doktor disinda, dogal tedavi de denilen, geleneksel iyilestiricilere

(Sifal1 otlar, koca kari ilaglar1 vb.) bagvuruyor musunuz?

2.2) Dini inang ve uygulamalarin sagliginiz agisindan yararh oldugunu diisiiniiyor
musunuz?

2.3) Saglik kurumuna bagvurdugunuzda hastaliginiz ile ilgili bilgilendirme 247 840 | 47 |16.0
yapiliyor mu? ' '

2.4) Hastaligimiz ile ilgili yapilan bilgilendirme yeterli mi? 177 60,2 | 117 39,8

278 946 | 16 |54

Tablo 2.1°de saglik hizmeti kullanim kiiltiirii ifadelerinden olan doktor disinda, dogal tedavi de denilen,
geleneksel iyilestiricilere bagvuranlar %58,8, bagvurmayanlar %41,2 oldugu goriilmektedir. Aragtirmada
doktor disinda, dogal tedavi de denilen, geleneksel iyilestiricilere bagvuran hastalarin ¢ogunlukta oldugu
gorilmiistiir.

Tablo 2.2°de Dini inan¢ ve uygulamalarin kendi sagliklari agisindan yararl oldugunu diisiinenler %94,6
yararli olmadigini diistinenler %5,4 oldugu bulunmustur. Arastirmada dini inang ve uygulamalarin kendi
sagliklar1 agisindan yararl oldugunu diisiinen hastalarin ¢ogunlukta oldugu anlagilmistir.

Tablo 2.3’te ‘‘saglik kurumuna bagvurdugunuzda hastaliginiz ile ilgili bilgilendirme yapiliyor mu?’’
ifadesine verilen yanitlarin; %84°1 evet, %16’s1 hayir seklinde oldugu goriilmektedir. Arastirmada saglik
kurumuna basgvurduklarinda hastaliklar: ile ilgili bilgilendirme yapilan hastalarin daha fazla oldugu
gOrilmiistiir.

Tablo 2.4’te ‘‘hastaliginiz ile ilgili yapilan bilgilendirme yeterli mi?’’ ifadesine verilen yanitlarin;
%60,2’si yeterli oldugunu belirtirken %39,8’1 yetersiz oldugunu diisiinmektedir. Arastirmada saglik
kurumuna bagvurduklarinda hastaliklar: ile ilgili bilgilendirmenin yeterli oldugunu ifade eden hastalarin
cogunlukta oldugu goriilmiistiir. Ancak yeterli olmadigim ifade eden hastalarm sayisinin da fazla oldugu
gozlemlenmistir.

Tablo 3: Arastirmaya katilan bireylerin acil veya acil olmayan bir saglik sorunu yasadiklarinda ilk
basvurduklar1 yere yonelik cevaplar

Tamdigim Eczane | Aile Saghg | Hastane Hastane Diger
Birileri Merkezi Acil Poliklinigi

Servisi
N % N |% |N % N % N % N | %

3.1) Acil olmayan bir saglik
sorununuz oldugunda ilk 34 11,6 |40 (13,6 | 121 [41,2 | 36 |12,2 |51 173 |12 |41
basvurdugunuz yer neresidir?

3.2) Acil durumlarda ilk tercih
ettiginiz kurum neresi?

7 2,4 1 |03 | 19 6,5 |245 |833 |22 7,5 0 |0

Toplam 294

Tablo 3.1°de saglik hizmeti kullanim kiiltiirii ifadelerinden olan, acil olmayan bir saglik sorunlari
oldugunda hastalarn ilk bagvurduklarinin aile sagligi merkezi %41,2 hastane acil servisi %12,2 hastane
poliklinigi %17,30ldugu goriilmektedir. Arastirmada acil olmayan bir saglik sorunlar1 oldugunda aile saglig
Mmerkezine bagvuran hastalari daha fazla oldugu goriilmiistiir.

Tablo 3.2’de hastalarm acil durumlarda ilk tercih ettikleri yerlerin ; %0,3"{i eczane, %83,3i hastane acil
servisi oldugu goriilmektedir.
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Tablo 3.3: Arastirmaya katilan bireylerin dini inan¢ ve uygulamalara yonelik sagladigini diisiindiigi
faydalar

Dini inanc ve Uygulamalar Saghgniza ne gibi faydalar saglamaktadir? N %
Ruh sagligma olumlu katkida bulunur 190 68,3
Dini ibadetler fiziksel sagligima olumlu katkida bulunur 39 14,0
Dini yasaklar saglhiga zararli davranislar engeller 37 13,3
Diger 12 4,3
Toplam 278 94,6
Yararli oldugunu diisiinmeyen 16 5,4
Toplam 294 100

Tablo 3.3’te ““dini inang ve uygulamalar saghiginiza ne gibi faydalar saglamaktadir’’ ifadesine verilen
yanitlarin; ruh sagligina olumlu katkida bulundugunu diigiinenlerin oram %68,3 iken dini yasaklar sagliga
zararli davranislart engellendigini diisiinen insanlarin oran1 %13,3 oldugu goriilmektedir. Arastirmada dini
inang ve uygulamalarin ruh sagliklarma olumlu katkida bulundugunu ifade eden hastalarin daha fazla
oldugu gorilmistiir.

Tablo 3.4. Saglik hizmeti sunumuna iliskin hemsirelerden alinan hizmetlere ait ifadelerin yanitlari

Cogu Her
Zaman Zaman
N % | N | % N | % N % N %

9 31 | 37126 | 37 12,6 37 | 126 | 37 12,6

Hic Nadiren Bazen

3.4.1) Hastanede yatarak tedavi oldugunuz

stire boyunca hemsireler size kibar davrandilar n1?
3.4.2) Hastanede yatarak tedavi oldugunuz siire boyunca
hemsireler size kendilerini tanittilar m1?

3.4.3) Hastanede yatarak tedavi oldugunuz siire
boyunca hemsgireler size dikkatle dinlediler mi?

3.4.4) Hastanede yatarak tedavi oldugunuz siire boyunca
hemgsireler size anlayabileceginiz sekilde agiklamalarda 19 (6,5 (38 |12,9 |19 | 79 82 279 |76 |259
bulundular m1?

3.4.5) Hastanede yatarak tedavi oldugunuz siire boyunca
hemgsireler tarafindan tedavileriniz zamaninda yapildi mi1? | 7 24 (11 (3,7 |25 |85 |102 | 34,7 |149 |50,7

107 |36,4 |52 |17,7 |47 |16,0 | 56 |190 | 47 |16,0

19 |65 |33 |11,2 |33 |11,2 | 89 |30,3 |94 |320

Toplam:294

Saglik hizmeti sunumuna iliskin hemsirelerden alinan hizmetlere ait ifadelerin frekans dagilimlarina
bakildiginda; ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca hemsireler size kibar davrandilar mi1?”’
ifadesine verilen yanitlarin; %3,1°i hi¢ kibar davranmadiklarim belirtirken %30,3’ii her zaman kibar
davrandiklarini ifade etmislerdir. Hemsirelerin hastalara tedavi olduklar: siire boyunca ¢ogu zaman kibar
davrandiklar1 anlagilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca hemsireler size kendilerini
tanittilar m1?”” ifadesine verilen yanitlarin; %36,4’i hemsirelerin kendilerini tanitmadigint sdylerken
%10,9’u kendilerini tamttiklarmi ifade edilmektedir. Hemsirelerin hastalara tedavi olduklari siire boyunca
kendilerini hi¢ tanitmadiklar1 anlasilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca hemsireler
sizi dikkatle dinlediler mi?”’ ifadesine verilen yanitlarin; %6,5’i hemsirelerin dinlemediklerini %32’si
hemgirelerin dinlediklerini ifade etmistir.

Hemgirelerin hastalar1 tedavi olduklari siire boyunca her zaman dinledikleri anlasilmigtir. ‘‘Hastanede
yatarak tedavi oldugunuz siire boyunca hemsireler size anlayabileceginiz sekilde agiklamalarda bulundular
m1?”’ ifadesine verilen yanitlarin; %6,5°1 anlasilir sekilde agiklama yapilmadigimi belirtirken %25,9’u
aciklamalarm anlagilir oldugunu belirtmektedir. Hemsirelerin hastalar1 tedavi olduklar1 siire boyunca
anlayabilecekleri sekilde cogu zaman agiklamalarda bulunduklari anlagilmistir.
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““‘Hastanede yatarak tedavi oldugunuz siire boyunca cagri diigmesine bastiktan sonra, istediginiz anda
yardim aldimiz mi1?”” ifadesine verilen yanitlarin; %18,4’li yardim alamadigim %26,9’u her zaman yardim
aldigin1 sdylemistir. Hastalarin hastanede yatarak tedavi olduklar: siire boyunca ¢agri diigmesine bastiktan
sonra, ¢ogu zaman yardim aldiklar1 anlagilmustir.

Tablo 3.5. Saglik hizmeti sunumuna iligkin doktorlardan alinan hizmetlere ait ifadelerin yanitlar

Cogu Her
Zaman Zaman
N % N % N % N % N %

13 |44 | 20 |68 |42 |143 | 101 |34,4 |118 | 401

Hic Nadiren Bazen

3.5.1 Hastanede yatarak tedavi oldugunuz siire boyunca
doktorlar size kibar davrandilar m1?

3.5.2) Hastanede yatarak tedavi oldugunuz siire boyunca
doktorlar size kendilerini tanittilar nm? 69 |23,5 (30 (10,2 |54 |18,4 | 76 259 |65 22,1

3.5.3) Hastanede yatarak tedavi oldugunuz siire boyunca
doktorlar sizi her giin diizenli ziyaret ettiler mi?

3.5.4) Hastanede yatarak tedavi oldugunuz siire boyunca
doktorlar sizi dikkatle dinlediler mi?

3.5.5) Hastanede yatarak tedavi oldugunuz siire boyunca
doktorlar size anlayabileceginiz sekilde agiklamalarda
bulundular mu ?

8 |27 |26 |88 |42 [143 |102 |34,7 [116 | 395

8 |27 |19 |65 |39 (133 | 98 |33,3 (130 | 442

15 |51 |17 |58 |47 |16,0 | 92 31,3 |123 | 418

Toplam:294

Saglik hizmeti sunumuna iliskin doktorlardan alinan hizmetlere ait ifadelerin frekans dagilimlarina
bakildiginda; ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca doktorlar size kibar davrandilar mm?”’
ifadesine verilen yanitlarin, %4,4’i hi¢ kibar davranmadiklarm belirtirken %40,1°i her zaman kibar
davrandiklarini ifade etmiglerdir. Doktorlarin hastalara tedavi olduklar1 siire boyunca her zaman kibar
davrandiklar1 anlagilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca doktorlar size kendilerini
tanittilar mi1?”’ ifadesine verilen yanitlarm; %23,5 hi¢ tamtmadiklarmi, %22,1’si her zaman tanittiklarini
belirtmektedir. Doktorlarin hastalara tedavi olduklar1 siire boyunca ¢ogu zaman kendilerini tanittiklari
anlagilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca doktorlar sizi her giin diizenli ziyaret
ettiler mi?”’ ifadesine verilen yanitlarin; %2,7 hig ziyaret etmediklerini, %39,5’i her zaman ziyaret ettiklerini
belirtmektedir. Doktorlarin hastalara tedavi olduklar1 siire boyunca her giin diizenli ziyaret ettikleri
anlagilmigtir ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca doktorlar size dikkatle dinlediler mi?’
ifadesine verilen yanitlarin; %2,7’si hi¢ dinlemediklerini, %44,2’si her zaman dinlediklerini ifade
etmektedir. Doktorlarin hastalar1 tedavi olduklari siire boyunca her zaman dinledikleri anlagilmistir.
‘“‘Hastanede yatarak tedavi oldugunuz siire boyunca doktorlar size anlayabileceginiz sekilde aciklamalarda
bulundular mi1?”’ ifadesine verilen yamtlarm; %5,1’i hi¢ anlasilir agiklama yapilmadigini, %41,8’i her
zaman anlasilir olduklarin1  belirtmektedir. Doktorlarin hastalar1 tedavi olduklar1 siire boyunca
anlayabilecekleri sekilde her zaman agiklamalarda bulunduklar1 anlagilmistir.
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3.6. Saglik hizmeti sunumuna iliskin hastane ortamina ait ifadelerin yanitlari

Cogu Her
Zaman Zaman
N|% | N| % | N| % N % N %
3.6.1) Hastanede yatarak tedavi o!dugunuz siire 8 (27| 26 |88 | 40 |136 96 327 |124 | 422
boyunca odaniz ve banyonuz temiz tutuldu mu?

Hig Nadiren Bazen

3.6.2) Hastanede yatarak tedavi oldugunuz siire boyunca

gece odanizin etrafindaki alan sessiz ve sakin miydi? 8 |27 115 151 146 1156 110 1374 115 | 39,1

3.6.3) Hastanede yatarak tedavi oldugunuz siire boyunca 10

kendinizi giivende hissettiniz mi? 3.4 6 2,0 |36 12,2 | 90 306 152 | 51,7

Toplam:294

Saglik hizmeti sunumuna iligkin hastane ortamina ait ifadelerin frekans dagilimlarina bakildiginda;
“‘hastanede yatarak tedavi oldugunuz siire boyunca odaniz ve banyonuz temiz tutuldu mu?’’ ifadesine
verilen yanitlarin; %2,7’si hi¢ temiz olmadigini, %42,2’si her zaman temiz oldugunu ifade etmektedir.
Hastalar hastanede yatarak tedavi olduklari siire boyunca odalarinin ve banyolarinin her zaman temiz
tutuldugu anlagilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire boyunca gece odanizin etrafindaki alan
sessiz ve sakin miydi?’’ ifadesine verilen yanitlarin; %2,7’si sessiz olmadigini, %39’u her zaman sessiz
oldugunu sdylemektedir. Hastalarin hastanede yatarak tedavi olduklar1 siire boyunca geceleri odalarmin
etrafindaki alanin her zaman sessiz ve sakin oldugu anlasilmistir. ‘‘Hastanede yatarak tedavi oldugunuz siire
boyunca kendinizi giivende hissettiniz mi?’’ ifadesine verilen yanitlarin; %3,4 hi¢, %51,7 her zaman
giivende oldugunu sdylemektedir. Hastalarin hastanede yatarak tedavi olduklar1 siire boyunca her zaman
kendilerini glivende hissettikleri anlasiimistir.

3.7. Saglik hizmeti sunumuna iliskin deneyimlere ait ifadelerin yanitlar:

Cogu Her
Zaman Zaman
N| % |[N| % |N| % N % | N %
3L7'1) Hagtanede y.at.arak tedgvi oldugﬁfwnuz sii.re boyunca 11 |37 |15|51 | 37126 | 107 |364 124 | 42,2
agrimzi gidermek icin yapabilecekleri her seyi yaptilar mi?
3.7.2) Size herhangi bir yeni ilag vermeden 6nce, hastane
calisanlari ilacin ne i¢in oldugunu size sdylediler mi? 42 | 14,3 |45 |15,3 |56 (19,0 | 80 (27,2 |70 |[23,8

Hig Nadiren Bazen

3.6.3) Hastane ¢aliganlar size herhangi bir yeni ilag vermeden
o6nce muhtemel yan etkilerini anlayabileceginiz sekilde size 90 |30,6 (50 |17,0 |55 (18,7 | 54 (18,4 |44 |[15,0
anlattilar rm?

Toplam:294

Saglik hizmeti sunumuna iliskin deneyimlere ait ifadelerin frekans dagilimlarina bakildiginda; ‘‘Hastanede
yatarak tedavi oldugunuz siire boyunca agriniz iyi kontrol edildi mi?’’ ifadesine verilen yanitlarmn; %1°1 hig
kontrol edilmedigini, %36,4’i her zaman kontrol edildigini soylemektedir. Hastalarin hastanede yatarak
tedavi olduklari siire boyunca agrilarinin ¢ogu zaman iyi kontrol edildigi anlagilmigtir. ‘‘Hastanede yatarak
tedavi oldugunuz siire boyunca agrimzi gidermek i¢in yapabilecekleri her seyi yaptilar mi?’” ifadesine
verilen yanitlarin; %3,7’si hi¢bir sey yapilmadigini, %42,2°si her zaman yapildigim sdylemektedir.
Hastalarm hastanede yatarak tedavi olduklari siire boyunca agrilarini gidermek i¢in yapabilecekleri her seyi
her zaman yaptiklar1 anlasilmstir. ‘“Size herhangi bir yeni ilag vermeden 6nce, hastane calisanlari ilacin ne
i¢in oldugunu size sylediler mi?’” ifadesine verilen yanitlarin; %14,3’1 hig bilgi verilmedigini, %23,8’i her
zaman bilgi verildigini sdylemektedir. Hastalara hastanede yatarak tedavi olduklar1 siire boyunca herhangi
bir yeni ila¢ verilmeden 6nce, hastane ¢aliganlari tarafindan ilacin ne i¢in oldugunun ¢ogu zaman soylendigi
anlagilmistir. ‘‘Hastane caliganlar1 size herhangi bir yeni ilag vermeden O6nce muhtemel yan etkilerini
anlayabileceginiz sekilde size anlattilar mi?”’ ifadesine verilen yanitlarin; %30,6’s1 hig, %15’i her zaman
oldugu goriilmektedir. Hastalara hastanede yatarak tedavi gordiigii siire boyunca herhangi bir yeni ilag
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verilmeden 6nce muhtemel yan etkileri hicbir zaman anlatilmamistir. Bu konuda ilgili kisilerin daha dikkatli
davranmasi gerektigi diisiiniilmektedir.

3.8. Saglik hizmeti sunumuna iligkin hastaneden ayrildiktan sonra olan durumlara ait ifadelerin yanitlari

Cogu Her
Zaman Zaman

N % N| % | N|% | N| % | N %

Hic Nadiren Bazen

3.8.1) Hastanede yatarak tedavi oldugunuz siire
igerisinde, hastaneden ayrilisinizdan sonra
ihtiya¢ duydugunuz yardimi alip
alamayacaginiz konusunda Doktorlar,
hemgireler ya da diger hastane ¢aliganlari
sizinle konustular m1?

104 | 354 | 43 |14,6 | 51 |17,3 | 64 (21,8 |32 | 10,9

3.8.2) Hastaneden yatis siirecinizde hastaneden
ayrildiktan sonra hangi belirtiler ya da saglik
problemlerine dikkat etmeniz gerektigi
konusunda yazili bilgi aldiniz ni?

132 | 44,9 |37 (12,6 |42 |143 |56 |19,0 |27 | 9,2

3.8.3) Hastaneden ayrildiktan sonra tekrar 13 44
kontrole gittiginiz zaman gerekli ilgi gosterildi ' 22 | 7,5 |50 |17,0 |109 |37,1 |100 | 34,0
mi?

Toplam:294

Saglik hizmeti sunumuna iliskin hastaneden ayrildiktan sonra olan durumlara ait ifadelerin frekans
dagilimlaria bakildiginda; ‘‘Hastanede yatarak tedavi oldugunuz siire i¢erisinde, hastaneden ayrilisinizdan
sonra ihtiya¢ duydugunuz yardimi alip alamayacaginiz konusunda doktorlar, hemsireler ya da diger hastane
calisanlari sizinle konustular mi1?”’ ifadesine verilen yanitlarin; %35,4 “i hi¢ konusmadiklarin1 %210,9’u her
zaman konustuklarin1 séylemektedir. Hastalarin hastanede yatarak tedavi olduklar1 siire igerisinde,
hastaneden ayrilislarindan sonra ihtiya¢ duyduklarinda yardim alip alamayacaklar1 konusunda doktorlar,
hemsireler ya da diger hastane ¢alisanlarinin hi¢ konusmadiklar1 anlagilmistir. ‘“Hastanede yatis siirecinizde
hastaneden ayrildiktan sonra hangi belirtiler ya da saglik problemlerine dikkat etmeniz gerektigi konusunda
yazil1 bilgi aldiniz m1?” ifadesine verilen yamtlarin; %44,9’u hi¢ ,%9,2’u her zaman oldugu gériilmektedir.
Hastalarm hastanede yatarak tedavi olduklar1 siire icerisinde, hastaneden ayrilislarindan sonra hangi
belirtiler ya da saglik problemlerine dikkat etmeleri gerektigi konusunda hi¢ yazili bilgi almadiklari
anlagilmistir. ‘‘Hastaneden ayrildiktan sonra tekrar kontrole gittiginiz zaman gerekli ilgi gosterildi mi?’’
ifadesine verilen yamitlarin; %4,4’i hi¢ %34’ her zaman ilgili olduklarini soylemektedir.

4. Tartisma ve Sonu¢

Saglik hizmeti kullanim kiiltiiriinii belirleyebilmek amaciyla 2018 yili Nisan ayinda, Beyhekim Devlet
Hastanesi ve Selguk Universitesi Hastanesi’nde bulunan hastalar ankete katilmislardir. Calismada 294
bireye ulagilmistir. Katilimcilarin %6,5’inin sosyal giivencesi bulunmazken %90,1’inin sosyal giivencesi
vardir ve %3,4’iiniin de 6zel saglik sigortasi bulunmaktadir. Bu veriler goz oniine alindiginda Konya II’inde
hastanelerde yatan hastalarin sosyal giivenlige sahip olanlarin orani pek ¢cok bolgeye ve iilke geneline
uymaktadir. Istanbul ili Uskiidar ilgesinde yapilan bir ¢alismada sosyal giivencesi bulunmayan birey
oran1 %6,7°dir (Hayran,1991). Benzer olarak sosyal giivencesi bulunmayan birey orani Canakkale ili
Gelibolu ilgesinde %12,1 iken Eskisehir ilinde %18,6’dir (Ath vd., 2001). Calismada hastalarin
%30,3’tinlin saghik hizmeti kullanim kiltiiriiniin  belirlenmesi arastirmasina ilgi duyduklar1
goriilmiistiir. Bu bireylerin evde dort kisilik yasayan bireyler oldugu dikkat ¢cekmektedir. Arastirma
sonucuna gore hane halk: biiyiikliik orani 4.02 kisidir.
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Yapilan arastirmalara bakilirsa Corum ilinde 4,54 kisi iken Kocaeli iI’inde 4.16, Gebze de ise 4.22°
dir (Atl vd.,2001) Tiurkiye Niifus Sayimi Analizi verilerinde hane halki biiyiikliik orani 4,0 ve kirsal
4,9 iken genel olarak 4,3 olarak belirlenmistir. Bireylerin %36,7’sinin acil olmayan durumlarda daha
once gittikleri saglik kurumlarini tekrar tercih ettigi goriilmektedir. Bunun sebebi o kuruma olan
giivenleridir. Aile Sagligi Merkezi’ne acil olmayan durumlarda basvuran hastalarin (%41,2) saglik
hizmeti kullanim kiltiiriiniin belirlenmesi aragtirmasina ilgi duyduklar1 belirlenmistir. Yapilan
arastirmalarda Tirkiye’de aile saglig1 merkezi tercih etme orani genel olarak %25,9’dur. (Soyer,1998).
Saglik hizmet kiltiiriini etkileyen faktorlerden biri olan din konusunda dini inang ve uygulamalarin
kendi sagliklar1 agisindan %94,6°s1 yararli oldugunu %35,4’1 yararli olmadigin1 diistinmektedir. Bu
sonuca parelel olarak Cezik (2015) iki devlet hastanesi bir 6zel hastanede 199 hastaya uyguladig1 ankette
hastalarin %66,3’li dini inanglarinin sagliklari i¢in yararl oldugunun diigiindiigii sonucuna varmigtir. Buna
ek olarak dini inan¢ ve uygulamalarin sagliklarina yararli oldugunu diisiinen hastalarin %64, 6’sin dini
inan¢larin ruh sagliklarina olumlu katkida bulundugu belirtmistir. Cezik (2015)’in aragtirmasinda da
hastalarin %43,7’si ayn1 cevabi vermistir. Bu bireylerin %61,2sinin hastalik olmadigi siirece saglik
kontrolii igin kurumlara bagvurmadig1 goriilmiistiir. Yine Tekin (2017) ¢alismasinda hayir diyen hasta
oran1 %73,4’tiir. Yilda kontrol amagli saglik kurulusuna hastalarin %33l 0-4 defa, %5,8’i 5-10 defa,
%61,2’sinin hastalik olmadigi siirece bagvurmadigr goriilmektedir.

Saglik sunucularin davraniglar1 da saglik hizmet kiiltiiriinii blyiik olglide etkilemektedir. Hastalar
hemsirelerin %35,4°niin hastanin tedavisi sirasinda ¢ogu zaman kibar davrandigini, hemsirelerin
%36,’sinin  hi¢ kendilerini tanitmadiklarini, hemsirelerin %32’sinin her zaman dinlediklerini,
hemsirelerin %27,9’unun anlagilacak sekilde ¢cogu zaman agiklamalar yaptiginmi belirtmislerdir.
Arastirma da doktorlarin hastanin tedavi siireci boyunca %40,1’inin kibar davrandigini, doktorlarin
%25,9’nun kendilerini hastaya tanittiklari, %39,5’nin her giin diizenli ziyaret ettikleri, %44,2’sinin
hastalar1 dinledikleri, doktorlarin %41,8’nin hastalara anlamadiklar1 konularda ¢ogu zaman
aciklamalarda bulunduklari belirlenmistir. Hastalarin %41,5°1 tedavileri boyunca agrilarinin ¢ogu
zaman iyi kontrol edildigini, hastalarin %42,2’si agrilarin1 gidermede personelin yapilabilecek her seyi
her zaman yaptiklarini belirtmektedirler. Hastalarin%27,2° sinin herhangi bir yeni ilag verilmeden
once, saglik personelleri tarafindan ilacin kullanim nedenini ¢ogu zaman sOylediklerini, hastalarin
%30,6’sin1in saglik personellerinin yeni ilag verirken yan etkilerinden hi¢ bahsetmedigi belirtilmistir.
Hastalarin hastaneden ayriliglar1 sonrasi ihtiya¢ aninda yardim alip alamayacagi konusunda saglik
calisanlarinin hi¢ konugmadigini hastalarin %35,4’1 sdylemektedir. Arastirma sonucuna gore hastalarn
%44,9°’u da taburcu olduktan sonra dikkat edilmesi gereken hususlar konusunda higbir yazili bilgi
verilmedigi goriilmektedir. Hasta taburcu olduktan sonra kontrol amagli geldiginde ¢ogu zaman hastaya
gereken ilginin gosterildigi hastalarm %37,1°1 tarafindan belirtilmektedir. Hastalarin %42,2’si tedavi
siireci boyunca odalarinin ve banyolarinin her zaman temiz tutuldugunu, Hastalarin %39,1°1 geceleri
odalar1 ve ¢evrelerinin her zaman sessiz ve sakin oldugunu ve kendilerini giivende hissettiklerini
belirtmislerdir. Saglk insanin en temel hakkidir. Insan haklar1 arasinda en 6nemli olan ve evrensel olan bir
haktir. Hastalik ise sosyokiiltiirel ve psikolojik unsurlar igerir. Saglhigin gelistirilmesi ve siirekliligi i¢in
biyolojik, fizyolojik, sosyoeckonomik ¢evre sartlarimin olumlu yonde diizenlenmesi gerekmektedir. Ayrica
hastaligin toplumsal boyutu da vardir. insan da meydana gelen bir organik veya patolojik bozukluk onu ve
cevresini etkiler. Insanlarm saglikli yasam konusunda bilgilendirilmesi olduk¢a onemlidir. Toplumda
insanlar, kurumlar siirekli bir etkilesim halindedir. Bu etkilesim egitim, dinsel baglhlik, kiiltiir diizeyi,
sosyalizasyon siireci ve gecmis yasama gore farklilik gosterir.

Bu arastirma farkli bir 6érneklem grubuna uygulamp sonuglar kiyaslama yapilabilir. Farkli 6érneklem de
cikan sonuglar bu calismayla benzerlik gosterip gostermedigi literatiire katki saglayabilecegi
diisiiniilmektedir.
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Bu ¢aligmanin temel sinirliliklar1 sadece Konya il merkezinde faaliyet gosteren Beyhekim Devlet Hastanesi
ve Selguk Universitesi Hastanesi’nde yatan hasta ve hasta yakinlarma yapilmis olmasi dnemli bir
sinirliliktir. Arastirmanin 6rneklem sayisinin az olmasi elde edilen verilerin genellestirilmesini engelleyen
bir smirhliktir. Bu g¢alisma daha genel bir 6rneklem ile yapilmas: literatiire katki saplayabilecegi
diisiiniilmektedir.
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Abstract

Social media is playing an important role in every sphere of life now days. Computers and internet has
contributed a lot in this field. Smart phones have put the entire world on a common platform. We can
connect with anybody throughout the world with the help of social media. There are many social media
networks to choose for the people. In this study | have selected Facebook, WhatsApp, Instagram, Twitter,
YouTube and Google as the popularity of these social media networks is more among Indian youth. Other
social media networks were excluded from the study. To find out the impact of media on youth we have
look in to both negative and positive impacts, because everything have positive and negative aspects. The
study was conducted in Shimla, the capital city of Himachal Pradesh. A sample of 200 respondents was
selected having smartphone with them. The sample age group was from 15-19 years old. In this age group
most of the parents allow their children to use the maobile phones. The samples were selected with the help
of random-cum-purposive sampling. The study was carried out with the aim to examine the use pattern of
social media by the youth of Himachal Pradesh. To conduct this study a well-structured questionnaire was
developed. The collected data was analysed on percentage and average bases. The study found that there
was a negative impact of social media on social life of teenagers.

Keywords: Impact, Social Media, Social Life, Youth, Himachal Pradesh, India, Use Pattern.

Introduction

Today the whole world is in the grip of information and communication technology,
which has maximized the scope of exchanging the ideas with rest of the world. Modern
Technology has turned the entire world into a “Global village”. But it came with its negative and
positive sides. Social media has reduced the entire world into a village. We can interact with the
entire world with a single click. The same is applicable on the youth. Youth can exchange their
ideas and information with the world and also can get the ideas and information from the world
to get more opportunities of job, business, study, earning from home, etc. Social media give the

opportunity to the youth to make new friends. It also helps them to maintain the old friendships.

! Guest Faculty Department of Lifelong Learning, Himachal Pradesh University, Shimla (India), 171005 e-mail ID
com.vvs@gmail.com Mobile +91- 9418130058, ORCID ID: https://orcid.org/0000-0002-2265-8888
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Social media is also helpful for the people to trace their old departure friends. Social media is a
platform where a person can express his ideas without any hesitation. With the help of social
media people can work from anywhere any time. The only need to avail these facilities on social
media is internet accessibility.

On the other hand it has negative aspects also. Internet is not regulated by any law. No
restrictions of moral abide by. Teenagers can search anything on social media without any fear.
They can search even criminal images and footages which can encourage them to attempt the
criminal activities. Negative use of social media can increase the cybercrime. More use of social
media can make adverse effect on their mental health and problem of addiction. It has been seen
that people setting together always remain busy on their mobile phones instead of talking each
other. Same is with the teenagers. They always remain busy in chatting with their online friends
instead of face to face society. Teenagers are forgetting the real social world and busy in artificial
world. Social medial also reduces the concentration of the people from their actual works. The
study will reveal the positive and negative impact of the social media on teenagers. There are
positives aspects of social media by which people can achieve a lot. But some of the negative
aspects of the social media can destroy our life like mental illness and morality.

Social media has made its impact on all sections of the society. People are under the
influence of internet and social media networking sites. Corporate sector is playing dominating
role on all social media and making its influence on society by providing them different offers.
The study is important in the manner that teenagers are under the influence of social media. They
want to remain connected with the social media site more and more. The results of the study show
a picture of the impact of social media on teenagers. Use of social media sites is minimum for
educational purpose. Teenagers were more interested to be connected with their social media
friends and society then the real society. Social activities are very important to maintain social
network with the real world. But the teenagers prefer social media sites rather than to participate
in social activities.

Table No. 1 Age and Sex wise Distribution of Population in India  (in 000°s)

Age 2011 2021* 2031*

Group | Persons Males Females | Persons Males Females | Persons | Males | Females
0-4 112807 | 58632 54175 124728 | 65535 59193 120030 | 62790 57240
5-9 126928 | 66300 60628 122047 | 64265 57782 121690 | 63841 57849

10-14 132709 | 69419 63290 125583 | 66209 59374 122527 | 64417 58110
15-19 120526 | 63982 56544 126218 | 66630 59588 121225 | 63840 57385
Total 492970 | 258333 | 234637 | 498576 | 262639 | 235937 | 485472 | 254888 | 230584

Source: Office of the Registrar General, India
*Population projection by World Bank
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Smartphone Users in India

The estimated smartphone users in India were 337 million by the end of 2018. By 2022
the number of smartphone users in India would reach to 490.9 million. The growth of the
smartphone users will be more than 60 percent. There were 320.57 million people accessed the
internet through their mobile phones, by 2017. The projected increased in the data of internet
users through maobile phone will be 462.26 million by 2021.

Review of Literature

Badawy and Hashem (2015) conducted a study with the aim whether the use of social
media has impact on academic performance of students’ or not? The study concluded that there
was no significant relationship between using social media and the academic performance of
students’. Peter (2015) conducted a study in Lagos University to fulfil the Bachelor degree in
education administration. The purpose of the study was to examine the influence of Social Media
and Academic Performance of students in University of Lagos. Findings of this study show that
a large number of students in University of Lagos are addicted of social media. The researcher
suggested that the use of social media should also be for the purpose educational activities;
researcher also suggested that Social Networking Sites should create new pages to enhance
academic activities. Mensah (2016) conducted a study on the impact of social media on students’
academic performance in Malaysia Tertiary Institution. The study was aimed to examining the
impact of social media on academic performance. The researcher found that there was a
significant impact of social media on students’ academic performance in Malaysia Tertiary
Institution. The researcher also concluded that time appropriateness and health addiction has a
stronger significant influence on students’ academic performance.

Sidiqui and Singh (2016) analysed the positive and negative aspects of Social Media. The
focused areas of the study were education, business, society and youth. The findings of the study
show that students can increase the quality rate of collaboration and also can increase the
knowledge. Simultaneously it distracts the students. Business can be expended on social media,
but there is a parallel fear of negative comments about the articles by the customer on social
media. Social media can help the people to meet with each other easily. Social media can addict
the people. Youngsters can stay in touch with the entire world with a click. But negative thoughts
can come in their young minds and can increase the criminal activities among youngsters. Akram
and Kumar (2017) studied positive and negative effect of social media on society. The focused
areas of the study were health, education, business, society and youth. They researchers found
that social networking has become the routine for every individual, and are dependent on
technology. Networking has exposed the quality and rate of coordinated effort for students.

Business persons use the social media to upgrade their business organizations. Social media has
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its own merits which influence the people positively. Yet it has demerits also which influence
individuals negatively.
Research Gap

Many studies have been conducted in the field of social media. The studies have also
been conducted in the areas of students. Students also belong from teenagers. But these studies
have been conducted in the area of academic performance of students in different educational
institutions. No study has been found related to the impact of social media on social life of
teenagers. There is no study in the field of social media in Himachal Pradesh. With the help of
this study the researcher will make a contribution in this field.
Statement of Problem

After the invention of internet the entire world became global platform. At present
internet has become a most important source of information. People are dependent on internet for
seeking the information. Different social media networking sites become the friend of an
individual. It has been observed that the teenagers are more engaged in social media networking
then live social activities. Smart phones and internet pack offers being provided by different
telecom companies has made it easy to the teenagers to spend more time on social media
networking sites. The teenagers have shifted their attention to the invisible society. No doubt
social media has contributed a lot for the development of the society, but the negative aspects of
the social media are matter of worry throughout the world. Therefore this problem was selected
for the study.
Importance of the Present Study

The study is important, because number of social media networking sites is providing
their services. Smartphone companies are launching the mobiles with new features every day.
Different telecom companies are providing different offers. These offers are making the teenagers
addicted of internet and social media networking. Teenage is the age where the things can easily
make impact on their minds. This study will be important not only for teenagers but also for their
parents. Parents can check the day to day activities of their child.
Scope of the Study

The study is mainly focused on the impact of social media on social life of teenagers. The
study was conducted on the teenagers of Shimla city, a capital city of Himachal Pradesh in India.
Being a capital city all the facilities like smartphones, accessibility of internet, highest learning
institutions and other state offices are easily accessible in Shimla city. Technological
advancement is also more in Shimla than other parts of the state. The study was restricted to six

social media sites namely: Facebook, WhatsApp, YouTube, Google, Twitter and Instagram.
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These are the commonly used social media sited among teenagers. Other social media sites were
excluded from the study.
Sampling

For the purpose of this research 200 samples were selected with the help of random-cum-
purposive sampling. There were following conditions to select the samples:

1. Age of the sample between 15-19 years.

2. Having smartphone user.

3. Having internet pack for more than 70 days.

4. Active account on different social media sites.

By the age of 15 years parents can allow their children mobile phones. Below this age the
chances of using the mobile phones are minimum. At this age teenagers remain active in their all
spheres of life. That is why there was age restriction. Among the 200 samples 100 were boys
and 100 were girls.

Objectives of the Study
In general the main objective of the study was to examine the impact of Social Media on

the social life of teenagers in India. The other objectives were:
1. To study the use pattern of social media by the teenagers.
2. To examine the purpose of use of social media networking by the teenagers.
3. To analyse the choice of the teenagers between social media and other social
activities.

Hypotheses
1. Teenagers spent more time on social media networking sites.
2. Teenagers prefer spent time with social media networking then other social activities.
Data Collection

The data was collected from primary as well as secondary resources. The primary data
was collected with the help of well-structured questionnaire. Before distributing it to the sample
respondents the questionnaire was distributed to five academicians having research knowledge
for review and comments. After the changes suggested by the reviewers the questionnaire was
finalised and a pilot survey was done on fifteen teenagers who were not part of the study. The
secondary data was collected from the previous studies, internet, different libraries, etc.
Limitations of the Study

The present study is a case study of a particular city therefore the results of this study
cannot be applicable on throughout the country or state. The number of samples was also small.
This is mere a research paper and the time spent in this research was also not long. It is difficult

to made deep generalisation within a short period of time.
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Analysis of Date
After collecting the required information with the help of questionnaire, the data was

analyses. There were 100 boys and 100 girls as sample respondents. Therefore the analysis was
done separately for boys and girls. The analysis was comparative between boys and girls
respondents.
Impact Analysis of Social Media on Teenagers

In this section an attempt has been made to analyse the collected data by using percentage

and average methods.
Table No. 2 Hours Spent on Social Media in a Day

Sr. No. Time Spent Frequency Percentage
Boys Girls Boys Girls
1 <1 hour 4 7 4.00 7.00
2 1-3 hours 18 20 18.00 20.00
3 4-6 hours 9 12 9.00 12.00
4 > 6 hours 69 61 69.00 61.00
Total 100 100 100.00 100.00

Source: Field Survey
Table 2 reveals that 69 percent male teenagers and 61 percent female teenagers spend

more than 6 hours on social media networking sites in a day. The above data shows that 96 percent
of the male respondents and 93 percent female respondents spent more than 1 hour on social
networking sites. Only 4 percent male and 7 percent female respondents spend less than 1 hour

on social media networking sites.
Table No. 3 Use of Social Media Late Night

Sr. No. Response Frequency Percentage
Boys Girls Boys Girls
1 Yes 73 81 73.00 81.00
2 No 27 19 27.00 19.00
Total 100 100 100.00 100.00

Source: Field Survey
The data in the table 3 shows that 73 percent male and 81 percent female sample

respondents opined that they use social networking sites late night. Only 27 percent male and 19
percent female respondents opined that they do not use social media networking sites late night.

Table No. 4 Purpose of Use of Social Media

Sr. No. Purpose Frequency Percentage
Boys Girls Boys Girls
1 Education 29 34 29.00 34.00
2 Socialization 23 5 23.00 5.00
3 Chatting 37 48 37.00 48.00
4 Net Surfing 11 13 11.00 13.00
Total 100 100 100.00 100.00

Source: Field Survey
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Table 4 shows that 29 percent male and 34 percent female respondents use the social
media networking sites for educational purpose. 23 percent male and 5 percent female
respondents use the social media networking sites for socialization. 37 percent male and 48
percent female respondents use the social media networking sites for chatting. 11 percent male
and 13 percent female respondents use the social media networking sites for the purpose of net

surfing.
Table No. 5 Skip/Delay Meal while using Social Media
Sr. No. Response Frequency Percentage
Boys Girls Boys Girls
1 Always 00 00 00.00 00.00
2 Sometimes 81 92 81.00 92.00
3 Never 19 8 19.00 8.00
Total 100 100 100.00 100.00

Source: Field Survey

The data in the table 5 depicts that 81 percent male and 92 percent female respondents
responded that they skip or delay their meal during use of social media network sites. Only 19

percent male and 8 percent female respondents responded that they do not skip or delay their meal

while using social media network.

Table No. 6 Use of Social Media Immediate after Wake up in the Morning

Sr. No. Response Frequency Percentage
Boys Girls Boys Girls
1 Always 100 88 100.00 88.00
2 Sometimes 00 10 00.00 10.00
3 Never 00 2 00.00 2.00
Total 100 100 100.00 100.00

Source: Field Survey

Table 6 reveals that all the male respondents always use social media networks immediate
after wake up in the morning. 88 percent female respondents always use social media networks
immediate after wake up in the morning. 10 percent female respondents sometimes use social
media networks immediate after wake up in the morning. Only 2 percent female use social media

networks immediate after wake up in the morning.

Table No. 7 Use of Social Media before Sleeping

Sr. No. Response Frequency Percentage
Boys Girls Boys Girls
1 Always 100 100 100.00 100.00
2 Sometimes 00 00 00.00 00.00
3 Never 00 00 00.00 00.00
Total 100 100 100.00 100.00

Source: Field Survey

Table 7 reveals that all the both male and female sample respondents always use social

media networking sites before sleeping in the night.
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Table No. 8 Choice between uses of Social Media Sports

Sr. No. Choice Frequency Percentage
Boys Girls Boys Girls
1 Use of Social Media 57 36 57.00 36.00
2 Sports 43 64 43.00 64.00
Total 100 100 100.00 100.00

Source: Field Survey

Table 8 depicts that majority (57%) of the male respondents prefer to use social media
network sites than to play sports. 36 percent female respondents prefer to use social media
network sites than to play sports. 43 percent male and 64 percent female respondents prefer to
play sports rather than using social media networking sites.

Table No. 9 Choice between uses of Social Media & Talk with Family

Sr. No. Choice Frequency Percentage
Boys Girls Boys Girls
1 Use of Social Media 31 26 31.00 26.00
2 Talk with Family 69 74 69.00 74.00
Total 100 100 100.00 100.00

Source: Field Survey

Table 9 shows that 32 percent male and 26 percent female respondents prefer to use social
media network than talking with their family members, while majority of (69%) male and (74%)
female respondents prefer to talk with their family members rather than using social media

networking sites.

Table No. 10 Choice between uses of Social Media & Social Activities

Sr. No. Choice Frequency Percentage
Boys Girls Boys Girls
1 Use of Social Media 56 63 56.00 63.00
2 Social Activities 44 37 44.00 37.00
Total 100 100 100.00 100.00

Source: Field Survey

The data in the table 10 shows that teenagers prefer to use social media networking rather
than participating in social activities. Majority of (56%) male respondents and (63%) female
respondents prefer to use social media networking rather than participating in social activities.

Table No. 11 Keep Mobile Date (Internet) on

Sr. No. Response Frequency Percentage

Boys Girls Boys Girls

1 24 Hours 38 22 38.00 22.00

2 Throughout the Day, 33 61 33.00 61.00
But not in the Night

3 When use Social 29 17 29.00 17.00
Media Networking

Total 100 100 100.00 100.00

Source: Field Survey
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Table 11 reveals that 38 percent male respondents and 22 percent female respondents
keep the mobile data on 24 hours. 33 percent female respondents and 61 percent female
respondents keep their mobile data on throughout the day but not in the night, while 29 percent
male and 17 percent female respondents switch the mobile data on only when they use social
media networking sites.

Findings of the Study
» Most of the teenagers spend more time on social networking site.
» Results show that the respondents use social media networks less for educational purpose.
» Majority of the respondents from both the categories sometimes skip or delay their meal
while using social media networking.
» Almost all the respondents from both categories use social media networking site
immediate after wake up in the morning and before sleeping in the night.
» Majority of the male respondents prefer to use social media networking and female
respondents prefer sports activities.
» Respondents from both male and female categories prefer to talk with their family
members rather than using social media networking sites.
» Majority of the respondents from both the categories do not want to perform social
activities.
» Very few respondents from both the categories switch their mobile data on when they
uses the social media networking sites.
Discussion

The main focus of the present study was to examine the impact of the social media on
social life of teenagers. It is evident from the above analysis of the responses given by the
respondents, that teenagers spent their lot of time on social networking site. More use of mobiles
causes stress and mental illness among teenagers. It also creates addiction among them. Teenagers
use social media networking till late night and do not sleep timely. Sleeplessness causes insomnia
among the teenagers. Few teenagers use social media networks for educational purpose. There
may be misuse of social media sites, if they do not use it for educational purpose. Criminal
activities can be attempted by misusing the social media sites.

Teenagers even skip or delay their meal while using social media networking. Skip or
delay in meal causes illness among teenagers. At this stage food and nutrients are very important
for human being. Participating in sports keeps the young minds healthy, but teenagers prefer to
use social media networking than participating in sports activities. During the study it was found
that the teenagers prefer to talk with their family members rather than using social media

networking site. This is good for both teenagers as well as their parents to understand each other.
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Teenagers prefer to use social media networking instead of performing social activities. It causes
isolation of the teenagers with the real society. Teenagers most of the time keeps internet on at
their mobile phones. It causes different life threatening diseases due to dangerous rays.

After the advancement of the technology the responsibilities of the parents and teachers
towards teenagers have become more than earlier. It is the responsibility of the parents to check
the day to say activities of their children. Parents should spent more time with their children and
should talk on different issues. They should also talk about the negative and positive aspects of
social media. The parents should motivate their children to abide by the positive aspects of the
social media sites and also should motivate them to watch the motivational video clippings. The
teachers should deliver special lectures on negative effect of social media. Teachers can organise
a competition among their students to write about the effects of social media and can provide
rewards to the best performers in front of all the students. Time management should also be taught
to the students at school level, so that they can manage their social life, study and use of social
media networking sites in balance manner. We cannot separate the teenagers from use of social
media, but can motive them to go with the positive side of the social media networking sites.

The study conducted by Badawy and Hashem reveals that there was no significant
relationship between using social media and the academic performance of students’. The study of
the Peter depicts that a large number of students in in the study area were addicted of social media.
In the present study it was also found that the teenagers were also addicted of social media. The
study of Mensah shows that there was a significant impact of social media on students’ academic
performance in Malaysia Tertiary Institution. The study also reveals that time appropriateness and
health addiction has a stronger significant influence on academic performance of students’.
Sidiqui and Singh revealed in their study that students can increase the quality rate of
collaboration and also can increase the knowledge. The study conducted by Akram and Kumar
found that social networking has become the routine for every individual, and are dependent on
technology. Networking has exposed the quality and rate of coordinated effort for students.

During the review of literature, the researcher went through the previous studies. There
were many studies on the impact of social media on students’ academic performance. Some of
the previous studies were available on the impact of social media on society. No previous studies
were found on the present issue. The results of the previous studies had also shown the negative
impact of social media on students or society. The findings of the present study also show the
negative impact of social media on social life of teenagers.

Conclusion
The study was conducted to analyse the impact of social media on social life of teenagers.

Excess use of social media was found among. Lack of live socialization was also found. Skip or
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delay in meal also causes adverse-effect on their health may be causes malnutrition among
teenagers. With the development of technology the entire world become a common market for all
of us. We cannot stay away from this market. This is the era of technology and modernization.
There is competition in every sphere of life. Internet is playing a vital role in our life, whether it
is teenagers, young, old, male or female. Everyone is under the influence of internet networking.
We can say that slowly the world is being dependent on internet. We cannot deny the contribution
of internet and other social media in the development. But there are some negative aspects also.
All the things are easily available online. Everybody can search the material according to his or
her choice. The right to choice is good, if we choose the right things.
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Abstract
In today's business world, competition is the most important concept. On the other

hand, it became quite difficult to survive and ensure a sustainable development for the
businesses. Achieving success in the global world requires not only to be productive
and creative, but also to give importance to ethical values. While conducting ethical
behaviors in business life provides profitability and competitive advantage, unethical
behaviors add additional costs to businesses. However, ethical values sometimes vary
from one society to another. While the behavior of a firm is unethical according to one
society, it may be considered as normal according to another. In such cases, firms may
have difficulties in making decisions. In this study, when there is a dilemma between
making a profit and behaving ethically, which of the enterprises should be preferred is
evaluated in terms of ethical and cost relation. Moreover, the reasons behind the
decision is explained in the perspective of the moral and legal order of the country
which the business is located in. In addition, the types of unethical behaviors of firms
and the effects of these behaviors on the costs were investigated. As far as it is known,
this study is expected to contribute significantly to the literature because there is no
study linking ethical behaviors of businesses to their costs in the current literature.
According to the results of this theoretical literature review, the reasons such as
political structure, economic situation and legal regulations affect the needs of the
enterprises. For this reason, enterprises should first follow through the objectives of

cost minimization and profit maximization, then consider the ethical values of the
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country and legal order applications. In other words, the costs incurred by enterprises
not behaving ethically are better than the profit loss by behaving ethically.

Keywords: Ethics, Cost, Ethics and Cost Relationship

ISLETMELERIN YASADIGI BiR iKiLEM: ETiK VE MALIYET

Oz

Giliniimiiz is diinyasinda rekabet edebilmek en 6nemli kavram haline gelmistir.
Diger taraftan, isletmeler i¢in hayatta kalmak ve siirdiiriilebilir bir gelisme saglamak
oldukca zorlasti. Kiiresel diinyada basar1 saglamak, iliretken ve yaratict olmanin
yaninda etik degerlere 6nem vermeyi de gerektiriyor. Is hayatinda etik davranislarda
bulunmak karlilik ve rekabet avantaji saglarken, etik olmayan davranmiglar ise
isletmelere ek maliyetler yliklemektedir. Ancak etik degerler bazen toplumdan
topluma farklilik gosterebilir. Bir firmanin davranisi kimi topluma gore etik disiyken,
kimi topluma gére normal kabul edilebilir. Bu gibi durumlarda firmalar karar verirken
zorluklar yasayabilir. Bu calismada kar saglamak ile etik davranmak arasinda ikilem
yasandiginda, isletmelerin hangisini tercih etmesi gerektigi etik ve maliyet iliskisi
acisindan degerlendirilmistir. Bununla birlikte, verilen kararin arkasindaki gerekgeler,
isletmenin bulundugu iilkenin i¢inde yer aldig1 ahlaki ve hukuki diizen agisindan ele
almmistir. Ayrica, isletmelerde etik olmayan davranig tiirleri ve bu davraniglarin
maliyete olan etkileri arastirilmistir. Bilindigi kadariyla, mevcut literatiirde
isletmelerde etik davranislar1 maliyetle iligskilendiren bir ¢alisma bulunmadigidan, bu
calismanin literatiire nemli katkilar saglayacagi diisiiniilmektedir. Teorik bir literatiir
derlemesi olarak yapilan bu ¢alismanin sonuglarma gore, siyasi yap1, ekonomik durum
ve yasal diizenlemeler gibi sebepler isletme ihtiyaglarmi etkilemektedir. Bu sebeple
isletmeler Oncelikle maliyet minimizasyonu ve kar maksimizasyonu hedeflerini
gergeklestirmeli, daha sonra iilkenin etik degerleri ve yasal diizeni gozetmelidir. Bir
baska deyisle, isletme olarak etik davranmamak sebebiyle meydana gelen maliyetlere

katlanmak, etik davranarak kar kaybi yasamaktan karlilik agisindan daha iyidir.

Anahtar Kelimeler: Etik, Maliyet, Etik ve Maliyet Iliskisi.
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1. Introduction

A Business always tries monitor the changes in their environment throughout
its lifecycle and keep up with these changes. Moreover, a business tries to anticipate
these changes before they happen by considering its past experiences and the data
obtained from them. The issue of ethics is sometimes a problem and sometimes an
advantage as a result of the changes around the enterprises.

The issue of ethics is a topic discussed for 2500 years, and it is a discipline
where serious studies have been carried out by philosophers like Plato, Socrates and
Aristotle. In the twenty-first century knowledge world, business ethics shed light on
the visions of enterprises. Business ethics have a great share in the transition from the
exploitation period to the world where the human values are at the forefront and the
ethical values accepted by everyone are spreading rapidly. The main reason behind
this is that due to the ethical scandals in the western world, the perception that unethical
behaviors are less in developed countries than in developed countries is over. Owing
to that situation, the issue of ethics has become a topic that the whole world cares
about.

In the definition of ethics, ethical and moral distinction is mentioned, and the
definition of ethics is made according to this distinction. More specifically, the
definition of ethics includes right-wrong and good-bad interpretations while for the
morality there is no definite good-bad or right-wrong distinction.

In this study, when there is a dilemma between making profit and behaving
ethically, which one of them should be preferred by businesses is evaluated in terms
of ethics and cost relation. Moreover, the reasons behind the decision need to be
explained. In addition, the types of unethical behaviors of firms and the effects of these
behaviors on the costs are investigated. The relationship between ethics and culture
and social responsibility is evaluated in this study. In part 2 gives the relationship
between ethics and morality. In addition, ethics-related topics are discussed in the part
3. In part 4, unethical business behaviors are defined while the ethics and cost
relationship discussed in part 5. Finally, literature results are theoretically discussed

and evaluated in part 6.
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2. Ethics and morality

The phenomenon of complexity created by postmodernism has fueled the
debate on the "ethics", but the origins of ethics and the debates on it are based on the
discussions in ancient times. The word, “ethics” is derived from the Greek word,
“ethos-etikos” and means tradition, character, human behavior and science. Ethics
often interprets the daily life behaviors as true and false (Ulgen and Mirze, 2004:440).

Aristotle is the one who brings the word ethics into philosophy as a term, and
ethics is accepted as a discipline of philosophy since Aristotle distinguished ethics
from theoretical philosophy as a field of philosophy itself. According to Aristotle,
ethics is the art of living good (Morgan and Thiagarajan, 2009: 482-484). Ethics is
defined as the philosophy of human behavior that examines the issues about moral
values and it questions what is right and wrong while trying to set principles
accordingly (Ferell, et al., 2008). Ethics focuses on how people should treat each other
in different cultures and organizations (Hurn, 2008: 347-354). Ethics is a set of
principles and standards that try to explain right and wrong behaviors and guide people
towards the right ones (Y1lmaz, 2012: 4-5). Ethics is a state of knowing what to do and
what to want through realizing the events and objectives (Unlii, 2005:4). According to
the philosopher Solomon's statement, ethics focuses on the features required by being
a good person and the boundaries that determine the behavior of individuals and where
these boundaries should stand (Oncel and Cinar, 2008:112).

Ethics and morality are two very similar words. Morality is derived from the
Latin Word “moral”. According to TLA (Turkish Language Association), morality is
the rules and behaviors which people in a society must follow (www.tdk.gov.tr, 2018).
Ethics provides guidance to individuals about good and evil and right and wrong. In
the cultural context, traditions and behaviors are differentiated as good-bad, that causes
the morality classification to differ in each culture (Yildirim, 2009: 115-118).

There are differences between ethics and morality. Ethics is a branch of
philosophy that conducts studies of ethics while morality is a set of rules (Shahriari
and Diken,2016: 167). Ethics is the theory of good or evil, wrong or right, and just or
unjust. Morality, on the other hand, makes assessments of relatively more general

issues such as social life (Pinnington et al., 2007: 1-20). Moral issues include local
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values while ethics includes universal values. Ethics includes unchanging truths across
societies (Akgeyik, 2009: 285-290).
3. Issues related to ethics

The dynamics of ethics are mentioned in literature as time and culture. Ethics
is trying to reveal what is acceptable and what is not acceptable at a specific time and
place. Ethical values and principles affect organizational culture (Yilmaz, 2012: 52).

Culture sets standards through values and attitudes about what life is and what
it should be. At this point, the relationship between ethics and culture is initiated by
revealing what is right and what is wrong (Orselli, 2010: 26). Culture consists of ethic
elements, but the basic stones that make up the culture feed the ethical principles (Giil
and Gokge, 2008:380).

Ethical or unethical behaviors are associated with the society's own culture. An
ethical behavior in a society may not be seen as ethical in another community. It is
accepted that a business ethics approach that ignores cultural differences is
meaningless. Ethical behavior is a relative of culture and sets standards for acceptable
behavior. Therefore, managers in the enterprise determine the ethical principles by
using the organizational culture and constitute the ethical standards. Briefly, ethical
and unethical behaviors arise by blending with the culture of a society (Steinberg and
Austern, 1996: 140).

Social responsibility is the impact of globalization on competing enterprises.
In the nature of business ethics, protecting the interests of the stakeholders, and the
moral behavior of the managers are necessary concepts for social responsibility
(Barca, 2015: 74-75). Businesses have been established not only to make profits, but
also to protect their environments and the interests of the society. Businesses have
added their social side to their economic structures (Bali and Cinel, 2011: 46). The
concept of social responsibility has the ability to bring business and society closer, and
it increases the welfare of society (Wood, 1991: 691). According to Milton Friedman,
the first aim of social responsibility is to increase profitability. Businesses are
established for this purpose and continue their lives around this purpose. This aim
fulfills the responsibility of the enterprises against both themselves and the market and

also leads them to behave ethical (Demirci and Aydemir, 2006: 314).
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Social responsibility enables businesses to achieve profitability in the long
term. The relationship of enterprises with social responsibility started at the economic
dimension and expanded to legal, ethical and philanthropic dimensions. An enterprise
must first consider the economic interests of stakeholders, and then fulfill its
responsibilities to the state within the legal framework. Then, it should share the rights
of employees and stakeholders depending on the code of ethics. Finally, it should give
back to the society what it has received from society in a way that increases the welfare
of society. The ethical dimension has a significant impact on the sustainability of the
corporate social responsibility (Atakan and is¢ioglu, 2009: 126).

There are both similarities and differences between ethics and social
responsibility. While ethics is related to the individual, social responsibility is related
to the enterprise or organization. However, the origin of social responsibility is based
on ethics. The most ethical value of a business is the conduct of social responsibility
activities. In addition, ethics forms the basis of social responsibility activities of a firm.
(Aydin, 2002).

4. Business ethics and unethical behavior

The ethics of organizations and how ethics are applied in organizations are
discussed under the title of business ethics (McNamara, 2003). Business ethics tries to
find answers to questions about which behaviors are acceptable and which are
unacceptable for a good working life (Ferrell et al., 2008) in the context of
interrelationship between the ethical principles and the organization (De George,
1987). Business ethics is defined as a management discipline which is based on the
relationships between working life players, tries to regulate these relations in
accordance with common principles, and questions acceptable behaviors in business
life within the framework of the cultural elements shared by the society which the
organizations operate in. (Yilmaz, 2012: 20).

Business ethics is both necessary and important for businesses in the
globalizing world economy. As a result of globalization, multinational firms have been
established and employees from different cultures for working in these companies. For
this reason, business ethics is necessary to understand each other and to respect their
culture. Business ethics has played an important role in the environmental awareness

of the enterprises (Dogan, 2017:186-187). In business ethics some generally accepted
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principles are desired such as justice, equality, honesty, fairness, impartiality,
responsibility, respect for human rights, humanism, loyalty, rule of law, love,
tolerance, respect, prudence, democracy, transparency, resisting illegal actions, giving
the share of the labor and being an example to employees. (Tonus ve Olug,2012:150).

Hitt expressed his thoughts about the ethical decisions in his seminar as follows
(Aydin, 2002: 21-33, Hitt, 1990):

“The results | expect are the basis of my decisions on a subject. It is one of the
important issues whether or not the subject of my decision is lawful. The main basis
of my decisions is the values and strategies of the organization. In my decisions, my
personal beliefs and my conscience also have a voice. ”

The words of some scientists about the ethical systems and the moral accuracy
of an action are presented below (Orselli, 2010: 29):

- John S. Mill, The moral accuracy of an action is determined by the intended

results.

- Immanuel Kant, The moral accuracy of an action depends on standards and

laws and is determined by them.

- Jean Jacques Rousseau, The moral accuracy of an action is determined by

the norms and traditions that society has.

- Martin Buber, The moral accuracy of an action depends on one's

conscience.

While evaluating ethical systems, these opinions bring solutions to unethical
behaviors and ethical problems.

The answer to the question of what are the behaviors that are not suitable for
business ethics by businesses are summarized as substances. These are (Giiven et al.,
2004: 802,803):

e Taxevasion,

e To show atendency to monopolize,

e To make negative propaganda about competitors,
e To create an unfair competition environment,

e To make unfair pricing,

e To make unfair charges,
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e Printing and using counterfeit invoices,

e Not to respect consumer rights, to violate consumer rights,

e Launching products against human health,

e To disrespect the rights of shareholders and employees when purchasing a
business,

e To be disrespectful to nature and environment,

e Ignoring worker safety and not taking necessary measures,

e To employ uninsured workers,

e To employ workers under the minimum wage,

e To make deceptive-misleading advertising,

e Smuggling,

e Usury,

e Printing counterfeits and scams

5. Linking ethics and costs

Acting in accordance with the code of ethics has become an indispensable
requirement for businesses in the globalized business world (Dogan, 2009: 179).
Business ethics plays a protective role for enterprises in today's competitive business
environment. By adopting business ethics, businesses are protected from the dangers
and risks of unethical behavior (Wells and Spinks, 1996: 21-29).

The main purpose of the businesses is to obtain big profits by offering products
and services to their customers. However, most businesses are also involved in many
problems. What should be the company's decision when the interests of a business
conflict with the interests of society and customers? How can profit making be
conflicted with accepted principles of a society? (Boone and Kurtz, 2016: 36-38).
Based on these problems, the ethical and cost dilemma has been evaluated in this
section.

Today, businesses are expected to benefit their environment, society,
employees and customers while protecting their interests. It is desired that enterprises
comply with the rules of business ethics, which can be sorted by many other principles
such as not harming natural resources, not causing environmental pollution, enriching

social life, avoiding tax and obeying the principle of merit. In particular, achieving a
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minimum loss in trading relations is the most desirable for the businesses (Tasc1, 2010:
45).

Some responsibilities for businesses are inevitable and they bring serious costs
to the business. What kind of measures should be taken to accept these responsibilities?
Businesses may cause losses and damages during or after operations. These damages
are classified as measurable damages and immeasurable damages. Measurable
damages can be compensated, and businesses pay fines for these losses. But the
consequences of unmeasurable damages can be more severe (Celikkol, 2017: 25-33).
Unethical behaviors experienced in enterprises are affected by individual and
organizational factors. These behaviors have the potential to undermine the
organizational culture, reduce the performance and motivation of the organization and
create a loss of reputation (Ozdevecioglu and Aksoy, 2005: 96).

Corporate reputation is spreading information about the image of enterprises
quickly owing to mass communication tools. Corruption inside or outside of the
company, undesirable illegal activities and unethical practices in enterprises cause
damages in reputation of the enterprises. One of the ideas that must be adopted by each
employee in enterprises is to establish reputation within the organizational culture. The
loss of corporate reputation as a result of unethical behavior cannot be easily repaired
for the enterprises and cause the enterprises to suffer serious costs. (Sabuncuoglu,
1998: 57).

Organizational performance is the success and effectiveness of a business, that
is, how much a business has achieved its objectives. The performances of the
employees, managers and businesses all affect organizational performance. The failure
of the employees to perform their duties will cause disruptions in the production of the
business which leads the business to be unable to meet the demand. Non-functioning
and unethical behavior of managers will affect organizational performance. All of
these impacts will increase the costs of the enterprise (Eren, 2011, 61).

Fukuyama makes the connection between organizational trust and ethics by
recalling Weber. Fukuyama emphasized that the Protestant work ethic promotes the
development of capitalism. Competition requires confidence and confidence is also
needed for organizational progress (Fukuyama, 2000). The phenomenon of trust has

gained momentum with modern thought. Before the modern management approach
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came, only people were important in terms of businesses, but now, technology is also
important. Confidence is sought as the basic condition of relations in personal
relations, social relations and international relations. Lack of trust returns to
organizations as large losses and costs (Erdem, 2003: 72-73).

The culture of an enterprise is influenced by the society in which it lives. If
bribery and tax evasion is widely practiced in a society, businesses will be affected
and adopt these practices, eventually (Tonus and Olug, 2012: 152). Businesses may
act unethically to protect their profitability. Tax evasion can be seen as benefitable for
the firms but not ethical. Which of these options should the company continue with?
This behavior may vary depending on the application of ethical rules in management
decisions. Sometimes, managers advise the employees to do whatever it takes to win
the market and make a profit in order to do make the job done (Tavmergen, 2000: 6).
In some countries, the rate of shadow (underground) economy is quite high. In such
countries, enterprises are engaged in unethical activities such as employing illegal
workers, uninsured workers and child labor. Here, it is necessary to evaluate the
relationship between ethics and legal. Legal issues are shaped by the understanding of
society. According to Jean Jacques Rousseau, the ethics of society is a reference to
legal laws. For example, if a society is opposed to employing illegal workers and child
labor, there will also be some laws that prohibit such behavior (Aydin, 2002: 26-29).

The purpose of the business is to make efforts to achieve maximum profit and
cause minimum damage to the environment. However, in some cases, the environment
can be harmed while achieving maximum profit. Harming the environment is one of
the unethical behaviors. Then how should companies evaluate this detail by focusing
on cost? In this case, businesses can choose to damage the environment in order to
increase their profitability, especially in times when financial activities are lower than
expected. Organizations act illegally when they perform poorly and make low-profit.
However, there are many reasons for this situation. One of the most important factors
is managers. In this case, managers need to encourage ethical behaviors to their
employees and businesses as leaders. The cost of unethical behavior is too large for
businesses and it is often very difficult to control within the organization (Tonus and
Olug: 2012: 153-154).
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6. Evaluation and Conclusion

Nowadays, businesses have to take into account the interests of society as well
as the economic activity. Businesses need not only make profit but also fulfill many
other requirements, because the law expects them to be legal and ethical (Boone and
Kurtz, 2016: 65). Therefore, the success of the organization is closely related to the
adoption of principles that are appropriate for business ethics. Today, businesses that
do not comply with the norms of work ethics are punished by the society by not
demanding their services and goods. Businesses are no longer judged by their balance
sheets, profits and financial powers, but by their reputation, honesty and image of the
society.

There are no ethics, trust and honesty in countries where unethical behaviors
such as corruption, bribery, tax evasion, and theft are common, and there are low
ethical standards. This negatively affects the success of businesses. Unethical
behaviors are applied with the aim of reducing the cost in countries where financial
problems are experienced, welfare level is low and there are no ethical principles. In
countries where there are high tax rates and financial difficulties, tax evasion can
become compulsory for businesses to survive, and it is no longer important to discuss
ethical issues in these countries. Because businesses, like humans, are driven by
survival instinct, and profit. In taking this decision, the economic situation of the
country, the culture it adopts, the principles of ethics and the understanding of society
are taken into consideration. This behavior of enterprises supports the Abraham
Maslow's hierarchy of needs. That is to say, enterprises first survive, then maximize
their profits, and then pursue community interests.

When we look at the vision of today's enterprises, ethical principles stand out.
For example, one of the most important principles of a media group is to do their
obligation to keep the reputation of the shareholders at the highest level. It is not only
necessary to adopt the innovations brought by the globalized world but also to blend
these innovations with their own culture and structure.

Finally, acting ethically is an accepted requirement all over the world.
However, the geographical position, economic structure, political order, legal system
and culture of enterprises change their perspective on ethics. Generally speaking, the

costs of enterprises that exhibit unethical behaviors are large. Because when an
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enterprise loses confidence and dignity that is essential for its existence, it is exposed
to high costs. Often, businesses can cope with high costs, but it is hardly possible to
restore trust and reputation.

This study is a discussion in the form of a literature review. Future studies can
search for answers to the question of "behaving ethical, or profitable" by surveying

with one or more firms.
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Abstract

Human-resource, whose importance cannot be denied for institutions, can contribute to the institution with the
knowledge and skills they have. On the other hand, they can punish the institution with different behaviors.
Procrastination, interpreted as a coping mechanism (Burka and Yuen, 1983, p.60), is a complex fact that has
behavioral, emotional, and cognitive features (Kovylin, 2013, p. 27).

In this study, the procrastination term was defined and the factors that cause the procrastination behavior were
explained. In addition, the correlated dimensions and the results from the point of institutions were discussed.

Keywords: Procrastination, Delay, Workplace procrastination

INTRODUCTION

Procrastination is defined as delaying of a task that is under an individual’s control where the delay itself
is voluntarily and under the control of the individual (Wan et al., 2014, p. 87). It is also defined as a
delay due to the prevention of the implementation of a purpose (Metin et al., 2016, p. 254).
Procrastination behavior includes non-work-related actions that are not intended to harm the employer,
employee, workplace or customer. (Metin et al., 2016, p. 254). Procrastination in the workplace is
mainly due to the wide use of technology. Employees can give an impression of working on their
computers, do shopping online, exhibit behaviors such as tending to social networking sites, playing
games or instant messaging (Garrett and Danziger, 2008a; Garrett and Danziger, 2008b). Workplace
procrastination can also be observed through long breaks, gossiping or daydreaming (Metin et al., 2016,
p. 255).

According to the theory of time motivation, each person prioritizes the work/action/task that will benefit
the most in a certain time frame. Factors such as the expectancy, value, delay, and sensitivity to delay
are considered as important in procrastination, so the higher work-related expectations and the higher
significance of the results will lower the rate of procrastination (Steel, 2007, p.72).

1. What is Procrastination?

Procrastination can be explained the notions of ‘circumlocution’ or ‘postpone to tomorrow’ beside the
expression of ‘habit of postponing’ (Sadykova, 2016, p. 98). The word itself comes from the Latin word
procrastinatus: pro (forward) and crastinus (of tomorrow) (Gafni and Geri, 2010, p. 115). Procrastination
behavior is seen as a common phenomenon in the society and it is argued that every individual exhibits
it (Wan et al., 2014, p. 87).

Procrastination is defined as continuous postponement of undesirable thoughts and work/ duties, the
mechanism of coping with anxiety caused by start/end of work/tasks or decision-making processes, and
the failure of self-regulation (Burka and Yuen, 1983, p. 60). It is a psychologically complex phenomenon
that includes behavioral, emotional, and cognitive components related to the motivational field of the
individual (Kovylin, 2013, p. 27). Procrastination behavior is not due to the difficulty of the working
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process during reaching the target, but because the target is perceived as inaccessible (Ferrari, 1992, p.
318). Procrastination is also indicated as a postponing of planned actions, urgent and important
work/tasks continuously (Burka and Yuen, 1983, p. 65), and avoidance of doing an undesired work/task
(Milgram and Tenne, 2000, p. 145-146). Procrastination behavior studies in the literature focus on
procrastination behavior in academic and general life domains (Metin et al., 2016, p. 254). As seen in
Table 1, procrastination behavior can be seen in all areas of life.

Table 1. The Procrastination Behavior Grouping

The Procrastination Behavior Grouping of Milgram and Tenne (2000, p. 145-146)

Academic

- Delaying the academic assignments until the last minute.
Procrastination

Procrastination in  Daily

Tasks and Life Duties Difficulty in the scheduling of recurring life routines and doing them on schedule.

Decisional Procrastination | Postponing of making timely decisions in minor matters.

Compulsive Procrastination | Decisional and task procrastination in the same person.

The Procrastination Behavior Grouping of Burka and Yuen (1983, p. 65)

Housework Postponement of daily work at home, such as cleaning the house, grocery
Procrastination shopping, and repair work.
Workplace Not to go to work on time, not attend the meetings on time, delaying the making
Procrastination decision, postponing the writing a report.

Postponement of the work to be done in the school, not to attend classes, not to do
Academic homework on time, study for an exams at the last moment, delay writing of
Procrastination homework, postpone bureaucratic procedures (such as payment of school fee), not

to give books on time to be returned to the library.

Procrastination in Personal | To postpone physical exercise, to lose weight, to stop smoking, to stop taking baths
Care Related Works or to buy new clothes, to quit health related problems.

Procrastination in  Social | Postponing activities such as calling friends, visiting relatives, being together with
Relationships other people.

Procrastination in  Works

Related to the Financial To postpone the payment of debts to corporations or persons, the payment of

invoices, to call the bank for a question about the banks, etc.

Situation

The Procrastination Behavior Grouping of Milgram et al. (1995, p. 145)
Daily Postpone works that should be carried out regularly (house cleaning, shopping,
Procrastination etc.).
Decisional Procrastination | Postponement of making decisions in general also including unimportant ones.
Neurotic

Procrastination To postpone vital decisions (choice of profession, marriage, etc.).

Compulsive Procrastination | Decisional and behavioral procrastination concurrently.

Academic

Procrastination Postponement of homework, preparation of an exam/project.

The Procrastination Behavior Grouping of Kovylin (2013, p. 27)

Behavioral

L Refers to the postponement of the expected activities/duties.
Procrastination

Explains the postponement of decision-making processes on whether to perform
Decisional Procrastination | certain activities/tasks.
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Procrastination is seen as a reflection of the emotional responses to the tasks or tasks that need to be
done (Platonov, 2004, p. 176). According to the nature of the reactions, there are two types of
procrastination: ‘comfortable’ and ‘nervous’. ‘Comfortable’ procrastination refers to tending to more
pleasurable and entertaining interests for the individual rather than performing the works/tasks that an
individual should do. ‘Nervous’ procrastination is associated with general intensity, loss of time,
dissatisfaction with the quality of individual acquisitions, uncertainty of purposes, lack of courage and
lack of self-confidence (Sadykova, 2016, p. 100-101).

Solomon and Rothblum (1984, p. 509) explain the reasons of procrastination habit with the concern of
not being able to master the situation, perfectionism, difficulty in decision making, dependence on others
and outside help. Ratsameemonthon (2015, p. 78) examine the procrastination as avoidance of certain
tasks and fear of frustration, overconfidence/lack of self-confidence, laziness, fear of success, exhaustion
and bad time management, revolt against control, risk-taking and peer effect.

2. RESULT

Procrastination, which is seen as a defense mechanism to counter the impact of workplace concerns such
as occupational stress or distress (Wan et al., 2014, p. 87), is especially used in cases where there are
conflicting alternatives (Ferrari, 1994, p. 677). Job characteristics, executive/leader characteristics,
working conditions seem to be associated with procrastination (Wan et al., 2014, p. 87). Procrastination
behavior is more common in cases, especially where the probability of failure is high (Ferrari, 1992, p.
316). Lack of incentive, difficult and imposed jobs force the individual for procrastination (Wan et al.,
2014, p. 87). According to Metin et al. (2016, p. 254), job enrichment causes procrastination behavior
in the current task because it makes difficult to make decisions. Procrastination behavior is observed
when the employee is loaded with a charge other than his responsibility (Wan et al., 2014, p. 86). Lack
of material motivators also causes procrastination behavior in employees (Metin et al., 2016, p. 254).
Workplace procrastination, which is a socially acceptable label, results in underperformance in the
individual (Ferrari, 1992, p. 316).

In the literature, it was seen that procrastination is related to the nature of the task (Blunt ve Pychyl,
2000, p. 153), time management (Ferrari ve Diaz- Morales, 2007, p. 707), motivation (Cavusoglu and
Karatas, 2015, p. 735; Rakes and Dunn, 2014, p. 799), self-esteem and self-efficacy (Ferrari, 1994,
p.673; Kowylin, 2013, p. 27), performance (Ariely and Wertenbroch, 2002), stress (Milgram,
Marshevsky and Sadeh, 1995, p. 145), role ambiguity and role conflict (Sadykova, 2016), personality
(Milgram, Marshevsky and Sadeh, 1995, p. 145), and dimension perfectionism (Rakes and Dunn, 2014).

Procrastination is not only related to the workplace but also it is seen as a current problem in the
academic framework. Academic procrastination behavior is mostly seen in the tasks expected from
students such as preparing for exams, doing homework, and postponing the meeting (Kandemir and
Palanci, 2014, p. 195).

Procrastination behavior is not seen as an effective technique for life success (Ferrari, 1994, p.673). In
addition, workplace procrastination is also associated with high costs (Metin et al., 2016, p. 254). Studies
have also shown that the employees at higher status have more procrastination behavior (Ferrari, 1994,
p.673; Wan et al., 2014, p. 87).
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OZET

Giintimiizde bir saglhk kurulusunun rekabet avantaji yaratmasi, dis ve i¢ miisteriler olarak goriilen
calisanlar, hastalar, sigorta sirketleri v.b. Kisi ve kuruluglarla daha iyi iliskiler kurabilmesi, rakiplerine
nazaran daha dne ¢ikabilmesi i¢in faaliyetlerine dikkat ¢ekmesi gerekmektedir. Saglik hizmetlerinin temel
amaci, toplumun ihtiyact olan farkl saglik hizmetlerini, hastamin istedigi kalitede, istedigi zamanda ve
miimkiin olan en diisiik maliyetle sunmaktir. Ne var ki, hizla degigen teknoloji, artan maliyetler, artan
hasta sikayetleri ve yayginlasan iyi bakim talepleri saglk hizmetlerini daha karmasik hale getirmistir. Bu
nedenle saglik hizmetlerinde kalite diizeyinin saptanmasi ve ozellikle iyilestirilmesi asamalarindaki tiim
faaliyetler olduk¢a énem kazanmistir. Bu faaliyetlerden biri de, pazarlamadir. Iliskisel pazarlama ise,
“cesitli hizmet orgiitlerinde miigteri iliskilerini arttwmak, korumak ve ¢ekici kilmak” olarak
tammlamaktadir. Saglhk kurumlarinda iliskisel pazarlamaya; ozel kurumlar tarafindan gergeklestirilen
egitim seminerleri (Alamnda yetkin bir uzmamn danismanlik hizmeti vermesi), yilda iki kez verilen
indirimli check-up hizmetleri, yeni bir hekimin goreve baslamasini mesaj yolu ile bildirme, laboratuvar
ve tetkik sonuglarinin kisisel maile génderilmesi vb. hizmetler, miisterilerin sadakatini giiglendirmektedir.
Anahtar Kelimeler: Saglik hizmetlerinde kalite, iliskisel pazarlama, kalite, miisteri sadakati, miigteri
memnuniyeti

QUALITY MANAGEMENT AND RELATIONAL MARKETING: IS IT AN
EFFECTIVE METHOD FOR HEALTH SERVICES MARKETING?

ABSTRACT

Nowadays any health institution needs to bring competitive advantage, establish a better relationship
with the ones and institutions like employees, patients, insurance companies etc. seen inward and
outward customers, pay attention to the operations to distinguish itself from its competitors. The primary
purpose of the health services is to supply several health services needed with the quality desired by the
patients whenever asked and the lowest cost possible. However rapid changing technology, increased
costs, increased patient complaints and prevalent requests against good care have made the health
services more complicated. Therefore it is much more significant now to determine the quality levels of
health service and particularly all the operation during the process of healing has become more of an
issue. Marketing is one of these operations. By the way relational marketing is defined as ‘“develop,
maintain and endear the customer relations in various service organizations. ” The relational marketing
in the health institutes comprises the services strengthening the devotion of the patients such as the
training seminars carried by private institutions (counseling service given by competent specialists),
check-up services granted with discount price biannually, declare the inauguration of the new physician
by text message, delivery of the lab and examination results to the personal email of the patient etc...

Key Words: Quality in health services, relational marketing, quality, customer loyalty, customer
satisfaction
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GIRIS

Giinimiizdeki yogun rekabet ortaminda firmalarin ayakta kalabilmeleri igin misteri
memnuniyeti ve miugsteri sadakati gibi kavramlara onem verip bunlar1 saglayabilecek
uygulamalarda bulunmalar1 biiyiik 6nem tasimaktadir (ilter ve Gokmen, 2009, s.2). Gelisen
teknoloji sayesinde triin taklit etmek kolaylasmustir, fakat driinle birlikte sunulan hizmeti ve
giiven tzerine kurulan iyi iligkileri taklit etmek kolay degildir. Gelismis Bati iilkelerinde
1980°li, Tirkiye’de 1990°l1 yillarin baglarindan itibaren benimsenmeye baglanan iliskisel
pazarlama, 6zellikle hizmet ve sanayi isletmelerinde, miisteri sadakatini ve masteri tatminini
arttirmaya, korumaya ve gelistirmeye yonelik olarak uygulanan, mevcut misterileri elde
tutmayi, onlarla iligkileri gelistirmeyi ve daha fazla is ve siparis almay1 amaglayan stratejik bir
egilimdir (Haciefendioglu ve Colular, 2008, s. 107-108). lIyi bir iliskisel pazarlama
uygulamasinin temelinde, uzun dénemli iyi iliskiler kurulmasi, iliskin felsefesi tim isletme
fonksiyonlarinca benimsenmesi, wrin ve hizmet kalitesi yiikseltilmesi, triin ve hizmet
gelistirme konusunda misterilerle isbirligi yapilmasi, isletmeden misteriye bilgi akisi
saglanmasi, misteriye verilen sozlerin tutulmasi ve igletmeye ulagmayi saglayan aglarin mevcut
olmasi yatmaktadir (Erdogan ve Torun, 2009, s. 49).

Bu c¢alismada, saglik hizmetlerinin sunumunda kaliteyi arttirmada ve miisteri sadakati
olusturmada iliskisel pazarlamanin rolii tizerinde durulacaktir.

1. Kalite Yonetimi

Glintimiizde bir saghk kurulusunun rekabet avantaji yaratmasi, dis ve i¢ miisteriler olarak
goriilen calisanlar, hastalar, sigorta sirketleri v.b. kisi ve kuruluslarla daha iyi iliskiler
kurabilmesi, rakiplerine nazaran daha one c¢ikabilmesi i¢in faaliyetlerine dikkat g¢ekmesi
gerekmektedir. Bu da hizmetlerinde Kkaliteyi 6n plana ¢ikarmasi ile miimkiin olacaktir
(Yetginlioglu, 2009, s.75).

Unlii Japon ydnetim bilimi uzmani1 Masaaki imai kaliteden s6z ederken sdyle demistir:

“Kaliteden so6z edildiginde, akla ilk gelen genellikle iiriin kalitesi olmaktadir. Oysa bu dogru
degildir... Isin ii¢ yap1 tas1 vardir: Donanim (hardware), uygulama kurallar1 (software) ve insan
(humanware). Kalite insanla baslar. Donanim ve uygulama kurallarindan, ancak insan dogru
yerine yerlestirildikten sonra s6z edilebilir.” (Aktan, 2012, s. 238). Hizmet kalitesi ise; “Bir
kurulusun misteri beklentilerini karsilayabilme veyahut beklentiyi gegebilme yetenegi” olarak
tammlanabilir (Ozgener ve Kiiciik, 2008, s.344). Saghk sektérii de hizmet isletmelerinin bir
parcasidir ve saglikta kalite anlayis1 degisiklik gosterse bile, literatiirde incelenen bir konudur.

Parasuraman’a gore aslinda kalitenin, tamimlanmasi zordur. Kalite, “etkililik” olarak; ayni
zamanda “miikemmelligin pesinde kogsma” olarak da tanimlanabilir. Omachonu’ya gore Kalite,
birbirine bagl iki kistmdan olusmaktadir. Birincisi; gergek kalite, ikincisi; algilanan kalitedir.
Gergek kalite, standartlarin karsilanmasidir. Algilanan kalite ise miisteri beklentilerinin
karsilanmasini ifade eder (Derin ve Demirel, 2013, 5.1114).

Saglik hizmetlerinde standardizasyon ¢alismalar1 yapilirken hizmet kalitesini belirleyen unsurlar
icinde, verilen hizmetin kalitesi kadar algilanan hizmet kalitesinin de 6nemine deginilmektedir
(Ayaz ve Soykan, 2002, s. 23). Hizmet isletmeleri agisindan, miisteri algisi kalite anlayiginda
oldukca onemlidir. Bu nedenle, hizmet kalitesi kavrami yerine “Algilanan hizmet kalitesi”
terimi tercih edilmektedir. Algilanan hizmet kalitesi ise; miisterinin, ‘Bir iiriin ya da hizmetin
listiinliigii veya miikemmelligi ile ilgili genel bir yargis1® olarak tamimlanmaktadir (Ozgener ve
Kiigiik, 2008, s.344).

Ingiltere’deki National Health Service (NHS)’e gore, saglik hizmetinde kalitenin tanimi “Dogru
isleri dogru kisilere dogru zamanda uygulamak ve ilk defasinda dogru yapmak” seklinde
yapilmaktadir. Amerika Birlesik Devletleri’nde “Saglik Enstitiisii”, saglikta kaliteyi: “Bugiinki
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bilgilere uygun olarak, kisilerin veya toplumun saglik hizmetleri diizeyini arzu edilen saglik
sonuglarma ulastirmak” olarak tanimlamaktadir (Arpat ve ark., 2014, s. 314).

Saglik hizmetlerinde etkin bir aragtirmaci olan Avedis Donabedian, yiiksek kaliteli hizmeti
“Hizmet silirecinin biitlin kisimlarindaki beklenen kazanglar ve kayiplar dengesi hesaba
katildiktan sonra, hastanin iyilik halinin kapsamli bir Olglisiinii en {ist diizeye ¢ikarmasi
beklenen hizmet” olarak tanimlamaktadir (Cirakli ve ark., 2014, s. 67).

Saglik hizmetlerinin temel amaci, toplumun ihtiyaci olan farkli saglik hizmetlerini, hastanin
istedigi kalitede, istedigi zamanda ve miimkiin olan en diisiik maliyetle sunmaktir. Ne var ki,
hizla degisen teknoloji, artan maliyetler, artan hasta sikayetleri ve yayginlagan iyi bakim
talepleri saglik hizmetlerini daha karmasik hale getirmistir (Papatya ve ark., 2012, s. 91).
Dolayisiyla, saglik sektoriinde diger hizmetlere oranla daha titizlikle caligilmalidir. Saglik
sektoriinde sunulan hizmetler insan sagligi ile dogrudan ilgili oldugu i¢in hizmet sunan kisilerin
niteligi ve giivenilirligi olduk¢a oOnemlidir. Calisanlar tarafindan yapilacak bir hata bazen
oldiriict olabilen ¢ok tehlikeli sonuglara yol agabilir. Bu sebeple, hedef “Sifir hata” olmalidir
(Bircan ve Baycan, 2004, s.173-174).

Hastalarin ne tiir bir tibbi bakim almasi gerektigi ile ilgili tercih ve degerlendirme yapma
imkani, diger hizmetlere nazaran yok denecek kadar azdir. Hastalar sadece sinirli konularda
(Hijyen, iletisim vb.) yorum yapabilmektedir. Bu durum yamiltict sonuglar dogurabilmektedir.
Ornegin, hastalarin beklentileri ¢ok diisiik ise bu beklentilerinin karsilanmasi verilen hizmetin
kaliteli oldugunu gostermemektedir. Ozetle saglik hizmetlerinde kalite; kullanilan kaynaklarin
ve yapilan faaliyetlerin belirli bir ifadesidir ve ¢ok ¢esitli faktérden etkilenmektedir (Demirbilek
ve Kogak, 2008, 5.98-99).

Bu nedenle, sagligin korunmasi ve gelistirilmesi, bilingli ve planli faaliyetleri gerektirir. Saglik
otoritesinin gorevi de bu islerin yerine getirilmesinde alt yapiy: saglamaktir (Komiircii ve ark.,
2014, s.111). Bu dogrultuda, Saglik Bakanligi’min “Saglikta Doniisim Programi”nin sekiz
bileseninden biri “Nitelikli ve Etkili Saglik Hizmetleri i¢in Kalite ve Akreditasyon”dur. (Dogan
ve Kaya, 2004, s.69; Cirakli ve ark., 2014, s. 63-64).

Programa gore, kurulacak olan “Ulusal Kalite ve Akreditasyon Kurumu” ruhsatlandirma,
sertifikasyon ve akreditasyon konularini olmasi gerektigi gibi diizenleyecektir. Kurum, saglik
sonuglarmi  6lgmek igin sistemler gelistirecek ve bu sonug Olglimlerini saglk hizmet
sunucularina performans gostergeleri olusturmak amaciyla kullanacaktir. Boylece hizmet
sunucularin performanslarmi iceren veri tabanlari olusturulacak ve iyi uygulamalarin
tanimlanmasi ile uygulanabilir performans gostergelerinin belirlenmesi saglanacaktir (Dogan ve
Kaya, 2004, s.69). Ciinkii, saglik hizmetlerinin sunulus bigimi, tilkelerin sosyoekonomik
kalkinmighk diizeylerini belirleyen 6nemli gostergelerdir. Saglik hizmeti veren kuruluslarin;
kalite yonetimini sistematik olarak gergeklestirilmesi ile kalite giivence sistemini ve 6zellikle de
toplam kalite yonetimini hizmetin {retiminde ve sunumunda esas almalar1 gereklidir
(Aslantekin ve ark., 2007, s.60).

Bu nedenle saglik hizmetlerinde kalite diizeyinin saptanmasi ve o6zellikle iyilestirilmesi
asamalarindaki tiim faaliyetlerde sadece bu hizmetleri planlayan ve sunanlarin degil aym
zamanda saglik hizmeti sunan sektoriin kendisi iginde (6rnegin ikinci ve tgiincii basamak
hizmet sunuculari, hizmeti finanse eden kurum ve kuruluslar - SSK gibi) ve sagligi ilgilendiren
diger sektorler (egitim, ekonomi, iletisim, ulasim gibi) arasinda da isbirligi ve koordinasyonun
saglanmas: sarttir (Ipek, 2010, s. 69).

Koordinasyonlu ¢alisma ile birlikte, sunulan hizmetinin 6lgiilmesi gerekmektedir. Donabedian
(1980), saglik hizmetlerindeki kalite o6l¢iimiiyle ilgili ¢alismasinda; kalitenin ii¢ boyutundan
bahsetmektedir. Bu boyutlar, teknik boyut, kisileraras: iligkiler ve hizmet verilen tesisin
konforu olarak siralanmaktadir (Kayral, 2014, s.67). Ticari isletmelerde kalitenin en ¢ok
kullanilan belirleyicisi ise, miisteri memnuniyetidir.
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Misteri memnuniyeti, misterileri tekrar satin almaya yoénlendirebilecek olumlu deneyimlerin
sonucu olarak da ifade edilebilir. Miisterilerin istek ve ihtiyaglarmin c¢esitli olmasi, diger
miusgterilerle iletisim halinde olmalari, rakiplerin pek ¢ok secenekle miisterilerin karsisina
cikmas1 gibi nedenlerden dolayi isletmeler her bir musteriyi 6zelligine gore degerlendirmek,
boylece misteri memnuniyetini en iyi sekilde saglamak ve Kkarhiliklarim arttirmak
durumundadirlar (Bigkin, 2018, s. 52). Alman hizmet eger miisteri tarafindan yeterli
goriilmiiyorsa veya miisteri aldigi hizmetten tatmin olmazsa ortaya tiiketicide olusan bir
tatminsizlik, huzursuzluk meydana gelecektir (Tan ve ark., 2016, s. 46).

Saglik hizmetlerinde ise hizmet kalitesini temelde hastanin memnuniyet diizeyi belirlemektedir.
Hasta memnuniyeti de verilen hizmetin hasta beklentilerini karsilamasi ya da hastalarin verilen
hizmeti algilamalarina dayanmaktadir. Dolayisiyla bu siirecte saglik hizmetinin kalitesi tizerinde
hastanin bagvurusundan, muayene, teshis, tedavi ve bakim sonuglarinin alinmasina kadar
gerceklestirilen tiim faaliyetler dnemli rol oynamaktadir (Kidak ve ark., 2015, s. 487). Hasta
memnuniyeti; hastalarin aldiklar1 saglik hizmeti veya tibbi bakimla ilgili beklenti, deneyim ve
deger yargilarini ihtiva eden ve daha ¢ok hastalarin algilamalarina dayanan bir kavramdir. Bu
nedenle algilan hasta memnuniyeti, saglik hizmetlerinin kalitesine yonelik hasta perspektifi
seklinde nitelendirilmeye baslamistir (Kirilmaz, 2013, s. 13).

2. lliskisel Pazarlama

Iliskisel pazarlamay1 genel olarak Grénroos su sekilde tanimlamustir; “Is iliskisine konu olan
taraflar arasinda, taraflarin amaglarina ulasabilmek igin, uzun doénemli iliskilerin kurulmasi,
yasatilmas1 ve gelistirilmesine yonelik ¢abalardir”. iliskisel pazarlama, giiclii miisteri iliskileri
gelistirme yoluyla isletmenin tek islem ve kisa vadeli bakis agisinin yerine, tekrarlanan satig
islemleri ve uzun vadeli bakis agisini koyan bir yaklasim olup, pazarlama anlayisi ile uyumludur
(Geng ve Erdogan, 2013, 5.197).

Leonard Berry 1983’tin baslarinda hizmet pazarlamasinda yaptigi calismalarla iliskisel
pazarlama anlayisini ortaya ¢ikarmistir (Morris ve ark., 1999, s. 659; Yurdakul ve Dalkilig,
2006, s. 256). Berry iliskisel pazarlamayr “cesitli hizmet orgiitlerinde miisteri iligkilerini
arttirmak, korumak ve cekici kilmak” olarak tanimlamaktadir (Yurdakul ve Dalkilig, 2006, s.
256).

Iliski pazarlamasmin Avrupa’da onemli onciilerinden biri olan Evert Gummesson da iliski
pazarlamasinin teknoloji ile i¢ ice olmasim su sekilde tanimlamstir (2002); “iliski Pazarlamas;
iligkiler, bilgi aglar1 (network) ve karsilikli etkilesim olarak kabul edilmis bir pazarlamadir.”
Gummesson’nun bu taniminda, bilgi teknolojisi kullanilarak firma ve miisteri veya firma ve
diger firmalar arasinda karsilikli etkilesimin s6z konusu oldugunu dile getirmistir ( Giilmez ve
Kitapg1, 2003, s. 85).

Haciefendioglu ve Colular (2008: 109)’a gore iliskisel pazarlama; hatalar1 diizeltmek, giiven
olusturmak ve musterilerle isbirligi saglamak tizerine odakanarak mevcut miisteriler arasinda
sadakat yaratmay1 amagclayan bir yaklasimdir. Islamoglu (2013: 33)’na gére ise iliskisel pazarla-
ma; migsterilerle, calisanlarla, tedarikgilerle ve gevre ile giivene, memnuniyete, iletisime,
empatiye, isbirligine, karsilikliliga, firsat¢i olmayan, risk altina sokmayan ve ¢atismaya neden
olmayan davraniglar temelinde sekillenen bir iliskiler sistematigidir (Giindiiz Hosgor, 2017, s.
523).

Iliskisel pazarlamada iliski kalitesinin belirleyici unsurlar;; miisteri memnuniyeti, miisteri
gliveni ve miisteri sadakatidir. Miisteri memnuniyeti agisindan isletmelerin kullandigi en 6nemli
kaynak misteri sikayet ve oOneri sistemleridir. Misterilerin ¢ogu sikayet ve onerilerini
isletmeyle paylasmak yerine yakin ¢evresiyle paylagsmakta, miisterilerin sadece %4
sikayetlerini dile getirmekte, memnun kalmayan miisteri memnuniyetsizligini 10 Kisiye anlattig
goriilmektedir. Bu agidan degerlendirildiginde memnun olmayan miisterilerin, isletme agisindan
biiytik kayiplara neden oldugu goriilmektedir (Samsa ve Gelibolu, 2015, s. 287-288).
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Giiven; Iliskisel pazarlama yontemi temelde giivenin saglanmast iizerine kurulmaktadir. Morgan
ve Hunt’a (1994) gore giiven taraflardan birinin ihtiyaclarinin ve beklentilerinin diger tarafin
sergiledigi hareketler ile karsilasacagma olan inang olarak ifade etmistir. Bu kavram yukarida
ifade edildigi gibi sosyal sermaye vasitasiyla elde edilebilen bir kaynak olarak
nitelendirilmektedir (Altunoglu ve ark., 2017, s. 194). Miisteri sadakati, mevcut miisterilerin
korunmasi amaciyla miisteri degeri yaratma ve bu degerin miisteriye sunulmasi, yeni miisteriler
ile iliskiler sonucunda isletmeye bagliliginin arttirilmasini saglamaktadir. Mal ve hizmet iireten
ve satan isletmeler miisteri memnuniyetini sagladiklar: siirece hedeflerine ulasabilirler ve sadik
miisteriler elde edebilirler (Samsa ve Gelibolu, 2015, s. 287-288).

Iliskisel pazarlamada bilgi teknolojilerinin rolii yadsinamaz. Bilgi teknolojileri araglarinin
kullamimi, 6zellikle de Internet, miisteri ve isletmeler arasinda uygun, eksiksiz olarak dogrudan
iletisim kurmasi agisindan giiven saglayict bir etkisi vardir. Boylece miisteri ve isletme
arasindaki giiven, bilgi teknolojileri araglar1 sayesinde artrmg ve uzun doénemli iliskilerin
gelismesi igin anahtar bir unsur haline gelmistir (Ozgiiner Kilig ve Erdogan, 2016, s. 462).

Iliskisel pazarlama, miisteri degerinin, miisteri memnuniyetinin ve miisteri sadakatinin
saglanmasinda 6nemli rol oynamaktadir. Bazi bilim adamlar iliskisel pazarlamanin dnem
kazanmasinin sebeplerini (Deniz ve Kamer, 2013,s. 5):

* Kiiresel rekabetin artmasi ve zorlasan rekabet kosullari,

* Daha fazlasimni talep eden ve karmasiklasan miisteriler,

* Pazarlarda meydana gelen kirilmalardaki artis,

* Miisterilerin satin alma davranmislarindaki hizli degisiklikler,

» Kalite standartlarindaki siirekli artis,

* Giigli bir rekabet avantaji olusturmada kalitenin tek basina yetersiz olmasi,
* Hemen hemen tiim mal ve hizmette teknolojinin artan etkisi,

* Geleneksel pazarlama anlayigina Karsi olusan giivensizlik olarak siralamistir.

Iliskisel pazarlama, kiiresellesen pazarda, daha da 6nemi hale gelen miisteriler ile siirekli bilgi
akig1 saglayarak kalic1 ve gelistirilen iliskiler kurulmasini saglamaktadir.

3. Miisteri Sadakati

Miisteri sadakati, miisterinin belirli bir iirlinii veya markay1 siirekli satin almasini, ihtiyag
hissettiginde baska iiriin veya marka alternatifini arastirmamasini ifade etmektedir. Oyman’a
gore; musteri sadakati; bir isletmeye ya da markaya olan baglilik olarak tammlanmaktadir
(Koger, 2017, s.716).

Isletme icin bir miisteri, uzun zaman siirecinde ne kadar degerli hale gelebilecekse o miisteriye
yonelik kigisellestirilmis sunumlar1 ¢esitlendirmesi gerekmektedir. Miisteri sadakatiyle
miisterinin isletmeden tekrar satin alimlar1 artmakta ve isletme triinleri igin daha yiiksek fiyat
O0demesi miimkiin olmaktadir (Sener ve Behdioglu, 2013, s. 169).

Miisteriler, cok farkli iirlin ve hizmet segeneklerinin i¢inden se¢im yapmak durumunda
kalabilmektedir. Bu se¢im ise; iiriin ve hizmet gruplara goére onemli biiyiikliikte farkliliklar
gostermektedir. Bu gibi karar verme durumlarinda sadakat; miisterilerin 6nemli bir yardimcisi
olmaktadir (Glimiis, 2014, s. 39).

Hizmet sektoriinde ise, maliyetlerin azaltilmasi, karliligin arttirilmasi, rekabette dne gegilmesi,
hep sadik miisterilere sahip olan isletmelerin yapabilecegi islerdir. Giinimiizde basar1 yalnizca
elde edilen pazar payi ile Slciilmemektedir. Onemli olan miisterileri uzun siire elde tutabilmek
ve ayni miisteriye daha fazla iiriin satabilmektir (Cat1 ve ark., 2010, s. 435).
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Ganesh vd. (2000) caligmalarinda sadakate iliskin iki faktorden bahsetmistir. Buna gore, aktif
sadakat agizdan agiza pazarlama ve hizmet kullaniminin yayginlagmasi gibi unsurlari igerirken
pasif sadakat isletmeden satin almaya devam etme ve rekabet¢i davraniglara duyarlilik gésterme
olarak ifade edilmektedir (Tiirkmendag ve Hassan, 2018, s.752). Miisteri memnuniyeti, sadakati
olusturmada etkindir.

Ancak, miisteri memnuniyeti ve miisteri sadakati ayni sey degildir. Misteri memnuniyeti, bir
miisterinin beklentileri ile verilen hizmeti karsilastirarak daha iyi nasil olunabilecegini 6l¢erken;
miisteri sadakati, bir miisterinin tekrar satin alma olasihigin1 6lgmeye ¢aligmaktadir (Cengiz
Mutlubas ve Soybali, 2017, s. 3-4).

Miisteri sadakati mevcut miisterileri koruma prensibini anlatir, yani Oncelikle mevcut
miisterilere degerin yaratilmasi ve sunulmasi gerekir, ancak bu yeni misterilerin gozardi
edilmesi demek degildir, kazanilan yeni misterilerin de bire-bir iligki sonucu isletme ile yada
iriin veya hizmetle kalmalar1 yoniinde gabalar harcanmalidir (Bayuk ve Kiigiik, 2007, s. 287).

Hasta sadakati ise, “Hastanin hastane ile iligkilerini devam ettirip, diger yandan hastanenin
hizmetlerini potansiyel hastalara tavsiye etmesi” seklinde tanimlanmaktadir (Pisgin ve
Atesoglu, 2015, s. 254).

3. Saghk Hizmetlerinde Kalite Yonetimi ile fliskisel Pazarlama Siirecinde Miisteri
Sadakatinin Moderator Etkisi

Hizmetler, soyutluk, homojenlik, ayrilmazlik ve depolanamama gibi kendine 6zgii 6zelliklerle
degerlendirmesi zor marka tiirlerini meydana getirir. Bir mal satin alirken misteriler iriin
kalitesini degerlendirmek i¢in stil, dayamklilik, renk, etiket, paket, bedene uyma ve iriiniin
uyandirdig: his gibi pek ¢ok somut ipucunu dikkate almakta ancak hizmet satin alirken fiziksel
tesis, malzeme ve personel gibi daha az somut ipuglar: dikkate alimmaktadir (Ozdemir, 2014,
s.57).

Ozel saghk kurumlarinda uygulanan pazarlama yontemleri genellikle hekimler iizerinden
yiiriitiilmektedir. Bransinda tin yapmus olan doktorlari, kurum biinyesine katan hastaneler,
gorsel ve yazili basinda reklam vererek, talebi arttirma yoluna gitmektedir.

Ancak, potansiyel miisteriler (hastalar) ile gelistirilen bu tarz pazarlama yontemleri teknolojinin
gelismesi ve rekabetin giderek artmasityla birlikte yetmemis, var olan miisterileri elde tutmak
icin bazi yontemler gelistirmeyi zorunlu hale getirmistir.

Saglik kurumlarinda iliskisel pazarlamaya; 6zel kurumlar tarafindan gerceklestirilen egitim
seminerleri (Alaninda yetkin bir uzmanin danismanlik hizmeti vermesi), yilda iki kez verilen
indirimli check-up hizmetleri, yeni bir hekimin goreve baslamasini mesaj yolu ile bildirme,
laboratuvar ve tetkik sonuglarmin kisisel maile gonderilmesi, 6zellikle kanser gibi hastaliklarin
tan1 ve teshisinde kullanilan yeni cihazlarin kisisel olarak bildirilmesi, miisterilerin 7/24
arayabilecekleri telefondan sunulan saglik danismanligi hizmeti, online mobil uygulama, meme
saglhigr mobil uygulamasi, sosyal medyada aktif olma (facebook, twitter, Instagram, linkedin
vb.), canli destek hatti, ‘Sizi dinliyoruz?’ gibi sloganlar yoluyla miisterilerden siirekli geri
bildirim alma, secilen miisteriler ile telefondan memnuniyet anketi uygulamasi vb. drnekler
uygulanabilinmektedir.

Hasta ile kurulan bu bag sayesinde, hastanin kuruma olan giiveni ve sadakati artacaktir.
Miisterinin sadakatinin, 6n kosullarindan biri de, miisterinin hizmet sonucu algiladigi kalitenin
yiiksek olmasina baghdir. Yiiksek kaliteli hizmetin bir devami niteliginde olan iliskisel
pazarlama, hizla degisen rekabet kosullarina ayak uydurmak i¢in saglik kurumlarinin en giiglii
tutundurma yontemlerinden biri olacaktir.

Parasuraman vd. (1988), Srinivasan vd. (2002) ve Boulding vd. (1993)‘ne gore, bir firmanin
hizmet kalitesini yiiksek bulan miisteriler sadakat davranisiyla beraber firma hakkinda olumlu
diistincelerini yakin ¢evreleriyle paylasmaktadirlar (Senbabaoglu ve ark., 2016, s. 105). Miisteri
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sadakatinin olugmast igin iligkisel pazarlamadan etkin bir sekilde faydalanan saglik isletmeleri,
alinan geri bildirimler sonucu hizmet kalitesinde de iyilesmeye gidecektir.
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