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Sosyal Mucit Academic Review (SMAR), yilda dort kez yayinlanan (Mart, Temmuz, Ekim ve
Aralik) cift kor hakemli uluslararasi hakemli bir dergidir. Dergi kapsaminda 6zellikle toplum,
ekonomi, politika, egitim ve kuramlar ile ilgili kavramsal, kuramsal ve nitel ¢alismalara yer
verilmesi hedeflenmektedir. Bunun temel nedeni, SMAR'In sadece akademisyenler, yliksek
lisans ve doktora dgrencileri degil ayni zamanda toplumdaki bireylerin anlayabilecegi makaleler
yayinlayabilme amacindan ileri gelmektedir. Bunun yani sira dergi kapsamina giren nicel
calismalar da kabul edilmektedir. Derginin dili hem ingilizce hem de Tuirkcedir ve Tirkce
makalelerin genisletilmis ingilizce dzete sahip olmasi gerekmektedir.

Sosyal Mucit Academic Review (SMAR) is a double-blind peer review international refereed
journal published four in a year (March, July, October and December). This journal aims at
publishing conceptual, theoretical and qualitative studies related to society, economics,
politics, education and institutions. The main reason for this aim stems from publishing studies
that are understood by not only academicians, graduate and PhD students, but also individuals
and practitioners in society. In addition, quantitative studies within the scope of the journal
have been accepted. In addition, quantitative studies within the scope of the journal have been
accepted. The language of this journal is both English and Turkish, and the Turkish articles need
to have an extended English abstract.
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FROM EDITOR

Dear Readers,

Sosyal Mucit Academic Review (SMAR) SMAR is glad to present the sixth volume and first issue to the
readers. The SMAR continues to increase its committee members with national and international
participants day by day.

As it is known, “Sosyal Mucit” (in English: Social Inventor) refers to the individuals who have systematic
perspectives on the challenges that societies face in the field of politics, economics, sociology,
technology and environment. The main understanding of a “Sosyal Mucit” as an individual is to
diagnose social problems and suggest potential solutions by creating a link between scholarly
discussion and society. For this reason, SMAR aims at creating systematic knowledge by raising critical
guestions and exploring the potential answers to the questions. | indicate the aforementioned
guestions as follows:

1) What is the problem?
2) Why is the problem important?
3) What is your suggestion to overcome the problem?

These questions guide the potential authors of the SMAR to structure their research. | emphasise them
as critical questions because a paper's clarity and communication are important to reaching more
academic and non-academic individuals. | hope the SMAR journal will achieve its aims day by day.
Having adopted the aforementioned aims, the journal publishes seven articles on this issue. Within
these articles, the authors focus on the topics of “Exploring the Effects of Psychological Safety,
Organization-Based Self-Esteem, and Self-Efficacy on Job Performance”, “The Journey from
Polychronicity to Employee Creativity through Work Engagement”, “Gender Inequality in Business”,
“The Impact of Personal Data Management Policies on Human Resource Department”, “Determining
Avatar Consumers Shopping Behavior in Second Life”, “How to Measure Customer Experience in Al-
Enabled Products?” and “Rethinking the Relationship between Cognitive Job Crafting and Job
Engagement”.

We hope you enjoy reading this issue and also, we look forward to seeing your contribution to the
SMAR journal.

With kindest regards,
Assoc. Prof. Dr. Erhan AYDIN

Vi



EDITORDEN

Sevgili Okurlar

Sosyal Mucit Academic Review, altinci cildin birinci sayisini sizlere takdim etmekten mutluluk
duyuyoruz. SMAR ulusal ve uluslararasi katihmcilarla her gegen giin kadrosunu gelistirmeye devam
etmektedir.

Bilindigi Uzere SMAR; politika, ekonomi, sosyoloji, teknoloji ve cevre gibi toplumsal konularda
sistematik bakis agisina sahip bireyleri sosyal mucit olarak adlandirmaktir. Sosyal Mucit’in temel hedefi,
akademik tartisma konulari ile toplum arasinda bir bag kurarak toplumsal sorunlari tespit etmek ve bu
sorunlara karsi ¢ozim onerileri gelistirmektir. Bu baglamda SMAR, sistematik bilgi olusturmayi
amaclamaktadir. Bu amaci gergeklestirebilmek icin SMAR kritik sorunlari glindeme getiren ve bu
sorunlara ¢6zim Onerisi sunan arastirmalara yer vermektedir. S6z konusu arastirmalara ait arastirma
sorulari su ¢ ana kapsama odaklanmahdir;

1) Problem nedir?
2) Bu problem neden 6nem arz ediyor?
3) Bu problemi asmak icin ¢6ziim 6neriniz nedir?

Yazar adaylari bu arastirma sorularini rehber edinerek calismalarini yapilandirabilirler. Sorulari 6zellikle
vurguluyorum clnki dergiye gonderilecek olan makalelerin yalnizca akademik camiaya degil ayni
zamanda toplumsal tabana da ulasmasini 6nemsemekteyiz. Umariz her gegcen giin SMAR dergisi
hedeflerine emin ve saglam adimlarla ulasir. Bu amag ve vizyon dogrultusunda SMAR’In bu sayisinda
yedi makale yer almaktadir. Bu makalelerde, yazarlar “Psikolojik Giivenlik, Orgiit-Temelli Oz-Saygi ve
Oz-Yeterliligin is Performansi Uzerindeki Etkileri”, “Polikronisiteden Calisan Yaraticiigina ise
Adanmishgin  Aracihgiyla Yolculuk”, “is Diinyasinda Cinsiyet Esitsizligi”, “Kisisel Veri Yonetimi
Politikalarinin insan Kaynaklari Departmani Uzerindeki Etkileri”, “Second Life’ta Avatar Tiiketicilerin
Alisveris Davranislarinin Belirlenmesi”, “Yapay Zekd Destekli Uriinlerde Miisteri Deneyimi Nasil
Olgulir?” ve “Bilissel is Bicimlendirme ve ise Tutulma iliskisini Yeniden Diisiinmek” konularina
odaklanmiglardir.

Saylyl okumaktan keyif almanizi diliyoruz ve SMAR dergisine katki saglamanizi dort gézle bekliyoruz.

En icten dileklerimizle,
Dog. Dr. Erhan AYDIN

vii
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Abstract

This study investigates the direct and indirect relationships between psychological safety and job performance,
with organization-based self-esteem as a mediator and self-efficacy as a moderator. Drawn from the Job
Demands-Resources model and social cognitive theory, the hypothesized moderated mediation model was
tested using data collected from 387 employees working in an industrial-iron casting company through face-to-
face and online surveys. The results show that higher levels of psychological safety positively impact job
performance both directly and indirectly via organization-based self-esteem. Additionally, the indirect impact of
psychological safety on job performance via organization-based self-esteem is contingent upon employees' levels
of self-efficacy. Overall, the results highlight the importance of contextual and individual psychological resources
in organizational settings.

Keywords: psychological safety, organization-based self-esteem, self-efficacy, job performance, JD-R model,
social cognitive theory

" Ethics Committee Approval for this research was obtained from Bagkent University with the decision dated October 14, 2024,
and numbered 17162298.600-225.
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Psikolojik Giivenlik, Orgiit-Temelli Oz-Saygi ve

Oz-Yeterliligin Is Performanst Uzerindeki Etkileri

0z

Bu calisma, psikolojik glivenligin is performansi tizerindeki dogrudan ve dolayli etkisini inceleyerek, érgit-temelli
dz-sayginin aracl, dz-yeterliligin de diizenleyici roliinii ele almistir. Is talepleri-kaynaklari modeli ve sosyal bilissel
kurama dayanan c¢alismanin araci dizenleyici modeli, demir dokiim Uretimi yapan bir sirkette calisan 387
bireyden, yiiz ylize ve gevrimici anketler araciligiyla toplanan verilerle test edilmistir. Bulgulara gore psikolojik
givenlik, is performansini hem dogrudan, hem de o6rgiit-temelli 6z-saygi araciligiyla dolayli olarak olumlu yonde
etkilemektedir. Ayrica bulgulara gore, psikolojik glivenligin, 6rglit-temelli 6z-saygi aracilik etkisiyle is performansi
Uzerindeki dolayli etkisi, calisanlarin 6z-yeterlilik diizeylerine bagh olarak degismektedir. Genel olarak, sonuglar
baglamsal ve bireysel psikolojik kaynaklarin is ortamindaki 6nemini vurgulamaktadir.

Anahtar Kelimeler: psikolojik glivenlik, 6rgit-temelli 6z-saygi, 6z-yeterlilik, is performansi, JD-R modeli, sosyal
bilis kurami



1. INTRODUCTION

Understanding what contextual and individual factors contribute to higher employee
performance is critical for sustainable organizational competitiveness as high-performing
employees increase efficiency, reduce costs, and drive competitive advantage (Barney, 1991).
Among these factors, psychological safety, organization-based self-esteem (hereafter OBSE),
and self-efficacy have been extensively studied regarding their role in promoting desirable
employee attitudes and behaviors (Edmondson and Bransby, 2023; Sun et al., 2024; Lee et al.,
2025). Psychological safety describes a work context where employees feel that they are
encouraged to voice their concerns, ideas, or questions without the fear of adverse reactions
from their supervisors and coworkers (Edmondson, 1999). It is regarded as one of the main
factors in higher performance (Andersson et al., 2020; Kim, 2020; Obrenovic et al., 2020;
Chughtai, 2022; Mahmoud et al., 2022). OBSE, introduced by Pierce et al. (1989), refers to
employees' self-respect and pride due to being an organizational member of their workplace.
As conceptualized in social cognitive theory (Bandura, 1977), self-efficacy describes the faith
in one's own competence to successfully perform tasks and has long been linked to motivation
and performance (Stajkovic and Luthans, 1998a; 1998b). While the individual impacts of
psychological safety (a situational factor), OBSE (an attitudinal variable), and self-efficacy (a
motivational factor) are well-documented in the extant literature, significant gaps remain in
understanding how these factors interact within organizational settings. Hence, the integration
of environment, attitude, and motivation is essential for comprehending employee behavior and
performance, yet the relationship among these factors has not been thoroughly explored.
Therefore, this study aims to investigate how the interaction of these factors may establish a
reinforcing context, where a supportive environment fosters self-esteem, particularly for
employees with high self-efficacy, which in turn, may drive higher performance.

Prior research has shown that OBSE plays a mediating role between psychological safety and
work engagement (Yuan et al., 2024), which suggests that a safe work environment can foster
positive attitudes toward the organization and enhances employees’ OBSE, which in turn leads
to better work outcomes, including higher performance. As OBSE strengthens in
psychologically safer and more trusting settings (Sun et al., 2024), employees may engage more
with their tasks and become more goal-oriented (Gardner et al., 2004). Hence, the current study
posits OBSE as a key mechanism that links a psychologically safe work environment to
improved job performance. Additionally, interpreted through social cognitive theory (Bandura,
1977) individuals differ in confidence regarding their abilities, which impacts their decisions
and performance (Lent and Hackett, 1987; Karatepe and Bekteshi, 2008). Therefore, this study
also seeks to understand the extent to which self-efficacy moderates the relationship between
OBSE and job performance. By examining this moderation, the study aims to provide deeper
insights into the combined effects of motivational factors (i.e., self-efficacy) interacting with
attitudinal variables (i.e., OBSE) to improve job performance. Additionally, while self-efficacy
has been reported to positively influence performance (Hardy I11, 2014; Tims et al., 2014), some
studies suggest negative relationships (Vancouver et al., 2002). Such contrasting findings



suggest that the influence of self-efficacy may depend on additional factors, including the
quality of the work context and the employee’s internalized self-worth as captured by OBSE.
To reconcile these divergent findings, the present study proposes a moderated mediation model.
Specifically, it posits that psychological safety positively influences OBSE, which in turn
enhances job performance, with the strength of this mediating effect being moderated by the
level of self-efficacy.

This study adopts a novel and integrated approach, drawing on two key theoretical frameworks
to explore the interaction among the variables studied: Social cognitive theory and the job
demands-resources model, also known as JD-R. Social cognitive theory (Bandura, 1977)
underscores the function of self-efficacy in directing individuals’ behavior and motivation.
Given that the theory focuses on behavior-environment-cognition, it provides valuable insights
in explaining how individuals with higher self-efficacy may enhance OBSE to improve job
performance and how self-efficacy may amplify the positive effects of psychological safety on
performance. The JD-R model (Bakker and Demerouti, 2007) provides another lens for the
current study to identify job resources, such as psychological safety as well as individual
resources, including OBSE and self-efficacy, as key factors that enhance employee
performance. By examining psychological safety as a job resource, as well as OBSE and self-
efficacy as personal resources, this study extends the application of the JD-R model to explore
how these factors jointly influence employee behavior. By addressing these gaps in the
literature, this research aims to offer valuable insights for practitioners and leaders trying to
optimize employee performance through supportive workplace practices, and points to the
importance of establishing psychologically safe environments that foster OBSE, while also
building employees’ self-efficacy to improve their ability to use these resources for increased
job performance. This integrated approach offers practical recommendations for developing
high-performing and engaged workforces, which ultimately contributes to overall
organizational success.

This article is organized into four sections. The first section presents a review of relevant
literature, discussing the key constructs and developing hypotheses. The second section details
the methodology employed in the research, including sample profile, measurement instruments,
and analytical procedures. The fourth section reports the analysis results, including validity
checks, hypothesis testing, and structural equation modeling results. Finally, the fifth section
presents the study's implications, limitations, and directions for future research.

2. LITERATURE REVIEW
2.1. Direct Effect of Psychological Safety on Job Performance

Psychological refers to "the shared belief among team members that the team is safe for
interpersonal risk taking™ (Edmondson, 1999, p.354). The concept reflects a supportive work
setting where employees fell they can express themselves, give feedback, propose a new idea,
or admit their mistakes without fear of retribution (Mahmoud et al., 2022). Psychological safety,



by fostering creativity (Zhou and Pan, 2015), trust, knowledge sharing (Zhang et al., 2010), and
individual and team learning (Carmeli et al., 2009; Hjerte and Paulsen, 2017) can create
conditions that directly contribute to improved performance outcomes. Furthermore, by
reducing negative organizational behaviors such as silence (Sherf et al., 2021), knowledge
hiding (Jiang et al., 2019), and turnover intention (Kizrak et al., 2024), psychological safety
may also ensure a more engaged and cohesive workforce, which ultimately enhances overall
performance. In line with these empirical studies, the literature has demonstrated a positive link
between psychological safety and performance (Andersson et al., 2020; Kim, 2020; Obrenovic
et al., 2020; Chughtai, 2022; Mahmoud et al., 2022).

The current study posits a direct effect of psychological safety on performance through the lens
of the JD-R model, aligning with Nielsen et al.’s (2011) assertion that psychological safety
functions as a job resource. Job resources encompass the physical, psycho-social or
organizational elements of work, serving several important purposes: (a) they assist in the
attainment of work objectives; (b) they mitigate job demands and the corresponding
physiological and psychological strain; and (c) they foster opportunities for self-improvement
(Bakker et al., 2004). The JD-R model posits that having sufficient resources is crucial for
alleviating the negative impacts of job demands, thereby enhancing both effectiveness and
efficiency in the workplace (Bakker et al., 2005). Consistent with these, psychological safety
reduces job demands, such as work stress (Dollard, et al., 2012), emotional exhaustion (Zhou
and Chen, 2021), work—family conflict and job insecurity (Bronkhorst, 2015). Building on
these, psychological safety functions as a vital job resource that significantly influences
employee performance, by reducing the detrimental effects of job requirements. By reducing
the fear of failure and fostering trust among team members, psychological safety enhances
cohesion and engagement among employees, which are critical for attaining higher levels of
performance. Based on this rationale, the following hypothesis is proposed:

Ha: Psychological safety is significantly and positively related to job performance.
2.2. Indirect Effect of Psychological Safety on Job Performance via OBSE

In addition to desirable employee behaviors, psychological safety may shape positive employee
attitudes (Obrenovic et al., 2020). Research provides evidence that psychological safety is
positively associated with various attitudional factors, including organizational commitment
(Kim, 2020), organizational identification (Lv et al., 2022), job involvement (Xu et al., 2022),
work engagement (Lyu, 2016), and job satisfaction (Moin et al., 2021). Similarly, OBSE can
also be considered as an attitudinal factor that is positively influenced by psychological safety.

OBSE involves an individual's view of their self-worth and competence as an employee, in
contrast to self-esteem, which reflects how individuals view themselves as an individual
(Bowling et al., 2010). It is crucial in influencing how employees assess themselves, impacting
their self-concept, and shaping their understanding of their own value and capabilities in the
workplace (Norman et al., 2015). It represents the extent to which employees “perceive



themselves as important, meaningful, effectual, and worthwhile within their employing
organization” (Pierce et al., 1989, p.625).

Bowling et al.’s (2010) research shows that contextual and individual differences predict
employees’ OBSE. Therefore, it can be suggested that psychological safety may also be a
crucial element in influencing OBSE. Drawing from the JD-R model, psychological safety not
only alleviates job stressors but also encourages employees to recognize their self-worth and
competence (Popovych et al., 2020; Simonet et al., 2014) by shaping their attitudes within the
organization (ltzchakov and DeMarree, 2022). As a vital job resource, it enhances employees'
ability to cope with job demands, fostering a positive self-image, as well as organizational
identification (Kim, 2019), thereby increasing OBSE. Moreover, given that job resources
including organizational support and empowering leadership, are positively correlated with
OBSE (Ferris et al., 2009; Kim and Beehr, 2018), it is reasonable to assert that psychological
safety may also increase employees' OBSE. Therefore, the following hypothesis is proposed:

H2: Psychological safety is significantly and positively related to OBSE.

OBSE is a work-related attitude, representing the extent to which employees experience a sense
of meaning, effectiveness, and appreciation at work (Pierce and Gardner, 2004). In line with
this conceptualization, the JD-R model (Bakker et al., 2011) and the research by Gordon and
Hood (2021) suggest that a high level of OBSE functions as a personal resource that motivates
employees in achieving organizational goals. With increased OBSE, individuals perceive
themselves as vital, competent, and appreciated within their workplace, making them more
inclined to take ownership and feel accountable for their tasks and the organization's success
(Gardner et al., 2004; Lane et al., 2004). This is supported by various studies indicating that
OBSE positively predicts desirable outcomes (Park, 2021; Wang et al., 2022; Shabeer et al.,
2023; Bani-Melhem et al., 2023; Wang et al., 2024), enhances organizational citizenship and
reduces deviant behaviors (Kim and Beehr, 2018). Additionally, OBSE is linked with higher
job satisfaction, organizational commitment, and lower rates of absenteeism and intention to
quit (Gardner and Pierce, 2013). Collectively, these studies indicate that higher OBSE levels in
employees are associated with positive work behaviors and achieve improved performance
outcomes. This theorizing highlights the critical role that OBSE plays as a personal resource,
enhancing employee productivity. Accordingly, the following hypothesis is derived:

Hs: OBSE is significantly and positively related to job performance.

Research has also shown that OBSE serves as a critical mediating variable linking
psychological safety to work engagement and job burnout (Yuan et al., 2024), leader-member
exchange relationship and organizational support to organizational deviance (Ferris et al.,
2009), organizational support to affective commitment (Lee and Peccei, 2007), and
empowering leadership to constructive deviance (Wang, 2022). These findings collectively
suggest that OBSE, as a personal resource, acts as a lens through which employees perceive
and react to various workplace stimuli, such as psychological safety. This enables OBSE to



transmit the effects of these stimuli onto other variables, including job performance. Supporting
this notion, research indicates that psychological safety leads to increased employee
performance through the mediating impact of job crafting, thriving at work, efficacy, learning
behavior, and intrapreneurial behavior (Kim et al., 2020; Lee, 2022; Mahmoud et al., 2022).
These studies suggest that by reducing fear and uncertainty, psychological safety encourages
employees to engage in initiative-driven and adaptive behaviors that enhance both individual
and organizational outcomes. Research also provides evidence that when employees sense that
the organization values them and recognizes their efforts, their organization-based self-esteem
increases, leading to higher job performance (Gardner et al., 2004). Furthermore, in a
psychologically safe environment, the organization signals that employees are trusted and
respected, and as a result they fell “confident that they can speak up, and won’t be humiliated,
ignored or blamed” (Edmondson, 2018, p.xvi). Overall, these insights imply that the impact of
psychological safety on job performance may be mediated by employees’ level of OBSE. Put
differently, psychological safety may boost OBSE, which, in turn, may improve job
performance. Thus, the following hypothesis is proposed:

Ha: Psychological safety is significantly and positively related to job performance indirectly
through the mediation of OBSE.

2.3. Self-Efficacy as a Boundary Condition

Social cognitive theory (SCT), developed by Bandura (1989), asserts that human behavior
driven by a continuous interaction among personal factors, (such as cognitive and emotional
states, personality traits), behavior, and environmental influences. The theory views human
agency as a dynamic process where individuals are capable of controling over their behavior
and environment through cogpnitive, social, and self-regulatory processes (Bandura, 1989). As
Stajkovic and Luthans (1998b) state, “employees are at the same time both products and
producers of their personality, their behaviors, and their respective environments” (p.64).

Self-efficacy, an outgrown of SCT, refers to the | can do this belief, where individuals feel
confident in their capacity to manage circumstances, solve problems, and overcome challenges
(Gardner and Pierce, 1998). Self-efficacy beliefs influence not only a person's actions but also
their thoughts and emotions. Specifically, if someone believes they can succeed at a task, their
positive mentality and confidence will guide their behavior, increasing the likelihood of
success; conversely, if someone doubts their abilities, those negative thoughts and emotions
(such as anxiety or fear of failure) may lead to reduced effort or avoidance, making failure more
likely (Niu, 2010). Therefore, high self-efficacy, as a motivational factor, promotes persistence
and effort, even in adverse situations, leading to success, whereas low self-efficacy results in
reduced effort and a higher possibility of failure (Stajkovic and Luthans, 1998b). These insights
are supported by studies demonstrating the positive association of self-efficacy with resilience
(Baluszek et al., 2023), creativity (Haase et al., 2018), career commitment (Syabarrudin et al.,



2020), and job performance (Stajkovic and Luthans, 1998a; Hardy I11, 2014; Tims et al., 2014;
Hadi, 2023).

Drawing on this empirical research and social cognitive theory, it is reasonable to expect that
employees who have high self-efficacy— firm trust in their own abilities and skills—are likely
to recognize and use their strengths effectively in the workplace. As they feel confident in their
capabilities, they are more inclined to take the initiative to take on duties, look for challenges,
and engage actively in their work (Uzoaru, 2018). This confidence may enable employees to
convert their positive perception of themselves as members of the organization into concrete
actions. Consistent with this prediction, studies show that self-efficacy is associated with
positive attitudes towards the organization and work tasks (Busch, 1998; Adewale and
Ghavifekr, 2019), as well as one’s positive self-evaluations, such as self-esteem (Chen et al.,
2004b; Lane et al., 2004; Lightsey Jr et al., 2006; Laguna, 2013; Ouyang et al., 2020), self-
respect (Lee, 2017), and OBSE (Bantha and Sahni, 2021). Therefore, employees’ sense of
confidence in their competence may enable them to convert their positive perception of
themselves as valuable members of the organization into concrete, actionable behaviors.
Employees with strong self-efficacy are more likely to form positive attitudes towards work-
related factors, which may contribute to an increase in their OBSE. Specifically, employees
who hold an | can do this belief may develop a sense of | feel valued in this organization as a
result of the positive attitude fostered by self-confidence. They ultimately use this sense of
worth and pride as motivation to commit to job tasks and help achieve organizational goals.
Based on this reasoning, the following hypothesis is formulated:

Hs: Self-efficacy moderates the relationship between OBSE and job performance, such that it
amplifies the positive impact of OBSE on performance.

Following the above discussion and the theoretical basis of SCT, self-efficacy can be considered
as a key factor that may influence how psychological safety leads to improved job performance
through OBSE. Specifically, self-efficacy may strengthen the positive impact of psychological
safety transmitted by OBSE onto performance. When individuals work in a psychologically
safer workplace, they are more likely to report higher OBSE (Bantha and Sahni, 2021), which,
in turn, may boost their job performance. However, the strength of this relationship may depend
on their level of self-efficacy since OBSE refers to an individual’s self-assessment of their own
worth within the organizational context (Chung and Yang, 2017) and is associated more with
affective states while self-efficacy is related to motivational states (Chen et al., 2004Db).
Therefore, individuals with higher self-efficacy are expected to enhance their OBSE in a
psychologically safe environment because they have faith in their abilities, address challenges
effectively, and take a more active role in organizational activities (Schwarzer and
Luszczynska, 2022). This confidence leads to a feeling of pride and self-importance within the
organization (Lane et al., 2004; Lightsey Jr et al., 2006; Laguna, 2013; Ouyang et al., 2020),
boosting their OBSE (Bantha and Sahni, 2021), and subsequently their performance (Judge and
Bono, 2001; Gardner et al., 2004; Bowling et al., 2010). However, those with lower self-



efficacy might not experience the same benefits as they may struggle to fully utilize a
psychologically safe environment because their lack of confidence (Ng and Lovibond, 2020),
and fear of challenges prevent them from actively participating and growing their OBSE, which
limits improvements in job performance.Thus, self-efficacy may act as a moderator, amplifying
the positive impact of psychological safety on job performance though the mediating
mechanism of OBSE, consistent with SCT’s view of human agency and self-regulation in
influencing outcomes. Building on these insights, He was proposed as follows:

He: Self-efficacy moderates the indirect relationship between psychological safety and job
performance through OBSE, such that it strengthens the positive impact of psychological safety
on job performance via OBSE.

3. RESEARCH METHOD

Drawing on the JD-R model, social cognitive theory, and previous research, the moderated-
mediation model was developed in this study that corresponds with its hypotheses and aims, as
presented in Figure 1. To assess the proposed model and to test the hypotheses, quantitative
research design was implemented with a cross-sectional approach and structural equation
modelling.

Figure 1. Hypothesized model

Self-Efficacy

y

Psychological Org Based R Job
Safety Self-Esteem Performance

4

3.1. Participants and Procedures

This study employed a convenience sampling method to gather the data collected from 387
participants working in an industrial iron casting company. Ethics Committee Approval for
this research was obtained from Baskent University with the decision dated October 14, 2024,
and numbered 17162298.600-225. After the approval, surveys, both face-to-face and online,
were distributed to 491 potential participants, of which 387 provided responses. The population
of the study consists of individuals working at an industrial-iron casting company in Eskisehir.
The industrial iron casting sector is an ideal context for examining the relationship between the
research variables due to its unique characteristics. This sector is known for its physically
demanding, high-risk nature, which makes employee well-being, motivation, and safety critical



factors for operational success. In such an environment, psychological safety is critical as it
allows employees to focus on tasks with confidence, express concerns, and collaborate
effectively, thereby enhancing job performance. Moreover, the sector often operates under
hierarchical management structures, which may inhibit open communication and innovation.
By focusing on psychological safety, this study seeks to understand how a shift towards a more
supportive and open workplace culture can improve employee motivation, self-efficacy, and
performance. Given these factors, the iron casting sector offers a meaningful context for testing
the proposed model.

Considering the total number of employees in this sector across five companies in Eskisehir, a
sample size of 387 participants is deemed sufficient (Ozdamar, 2003). Regarding the
demographic distribution, 41% of the participants are female and 59% are male. 40% of the
participants have completed primary or middle school, 35% have a high school diploma, 20%
hold a bachelor’s degree, and 10% have completed graduate education. The majority of
participants are aged between 22 and 40, are married, and have 3 to 8 years of work experience.

The study's internal consistency, validity, effect size, and moderation analyses were conducted
using Smart PLS 4 software. Additionally, using SPSS 26 software, frequency analyses of the
participants' demographic variables and correlation analyses were performed to examine the
relationships between the research constructs.

3.2. Measures

In this study, four different scales in a 5-point Likert format were employed. To measure
employees' perceptions of psychological safety, Psychological Safety Scale, created by Liang
et al. (2012) and later adapted into Turkish by Soyalin (2019), was utilized. The scale is
unidimensional and includes 5 items.

To assess employees' job performance, the Job Performance Scale was used including two
different sub-scales. The first is In-Role Performance sub-scale, designed by Sigler and Pearson
(2000), expanded by Kirkman and Rosen (1999), and adapted into Turkish by Celebi (2019).
The scale includes 4 items. Second sub-scale is Extra-Role Performance, developed by Fox and
Spector (2009) and adapted into Turkish context by Celebi (2019). Extra-Role Performance
sub-scale consists of 10 items.

To access the level of employees’ OBSE, The OBSE scale, created by Pierce et al. (1989) and
adapted into Turkish by Giiner Kibaroglu and Basim (2023), was utilized. The one-dimensional
instrument comprises 10 items. To measure employees' self-efficacy, the scale created by Chen
et al. (2001) and adapted into Turkish culture by Giiner Kibaroglu et al. (2023) was employed.
The one-dimensional self-efficacy scale includes 8 items.
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4. RESULTS

In this study, validity and internal consistency analyses were conducted for job performance,
psychological safety, OBSE, and self-efficacy scales. The results indicated that the Cronbach's
Alpha values, which demonstrate internal consistency, were 0.70 or above, the factor loadings
of the scale items were 0.40 or higher, the data consistency coefficient exceeded 0.70, and the
convergent validity was above 0.70. However, the Average Variance Extracted (AVE) for the
psychological safety scale was below 50%. To address this issue, two items from the
psychological safety scale were removed. As observed in Table 1, the removal of two items
from the psychological safety scale has led to the internal consistency coefficients (Cronbach's
Alpha, Factor Loadings, rho-A, Average Variance Extracted (AVE), and Composite Reliability
(CR) reaching acceptable levels (Fornell and Larcker, 1981; Hair et al., 2017; Henseler et al.,
2015). Moreover, when examining the validity coefficients specified in Table 1, it is noted that
the Variance Inflation Factor is below 5, the goodness of fit value is less than 0.08, there is no
significant difference between the model's correlation coefficients, and the normed fit index is
above 95%. These values are noted as being within acceptable levels in literature (Dijkstra and
Henseler, 2015; Hair et al., 2017).

Table 1. Validity and reliability results of the scales

Variables a rho_A CR AVE VIF SRMR  d_ULS d_G NFI

. IRP 873 811  .802 511 12192182 072 p1>'g.5015 p1>.§'9005 057
ERP 833 810  .801  .555 11'.392‘32'

PS 893 .804 789 528 23;125;

OBSE 824 815 809 516 o

Notes: JP: Job Performance; IRP: In-Role Performance; ERP: Extra Role Performance; PS: Psychological Safety;
OSBE: Organization-Based Self-Esteem; SE: Self-Efficacy

Building on these results, a more advanced analysis was carried out to determine the degree to
which the variables used in the study were distinct from other factors. The analysis results given
in Table 2 confirm that the scales have discriminant validity, meaning each construct is
measured accurately and separately. When comparing the correlation coefficients of the job
performance, psychological safety, OBSE, and self-efficacy scales with the square roots of their
Average Variance Extracted (AVE) values in Table 2, it is observed that these variables are
differentiated from one another (Fornell and Larcker, 1981) as the square roots of the AVE
values exceed the inter-factor correlation coefficients. This result is considered a significant
indicator supporting the validity of the measurement instruments used in the study.
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Table 2. Correlation and discriminant validity results

Variables (1) (2) (3) (4) (5)
Geometric Job In-Role (.714) 512%*  450%** 482%* 612%*
Performance Extra-Role (.744) .508** A52%* 514**
Geometric Psychological Safety (.726) A418** .502**
Geometric OBSE (.718) A21%*
Geometric Self-Efficacy . (.708)

Note: The values in parentheses represent the square root of the Average Variance Extracted (AVE); ** The correlations in the table are
significant at p < 0.05.

Moreover, the analysis in Table 2 thoroughly examines the relationships between the variables
of job performance, psychological safety, OBSE, and self-efficacy. First, the geometric mean
of each construct was calculated, and then a comparison with the correlation results was made.
The findings reveal significant relationships between the research variables. When evaluated
based on Cohen's (1988) criteria for the strength of relationships, these interactions are found
to be strong between the variables, indicating robust relationships. Additionally, the
explanatory power (R?) of the variables was assessed to test the research hypotheses. The effect
size (f?) and predictive relevance (Q?) were also analyzed to provide further insights about the
validity of the current research model (Hair et al., 2017).

As shown in Table 3, the R? values quantifies the proportion of variance in the dependent
variables accounted for by the independent variables. For in-role performance, the R? value is
0.412, meaning that the model explains 41.2% of the variance in in-role performance. Similarly,
for extra-role performance, the R? value is 0.423, indicating that the model explains 42.3% of
the observed variance in contextual performance. Additionally, the f> values represent the effect
size of each independent variable on the R? values. For psychological safety, the f> values range
from 0.003 to 0.050. This finding suggests that its effect size is very small or negligible. In
contrast, the effect of OBSE on job performance is moderate, with an f> value of 0.215,
indicating a meaningful impact. Self-efficacy also contributes moderately to job performance,
with an f*> value of 0.131. Moreover, the Q? values, also presented in Table 3, assess the model's
predictive relevance. For in-role and extra-role performance, the Q? values are 0.415 and 0.423,
respectively, which demonstrates that the model has strong predictive power for these
constructs. However, the Q? value for psychological safety is 0.004, and for OBSE, it is 0.005.
This finding indicates that the model’s predictive relevance for these variables is quite weak.
Similarly, for self-efficacy, the Q? value is 0.002, suggesting a low predictive strength for this
variable as well (Hair et al., 2017; Henseler et al., 2015).
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Table 3. R?, f2, and Q? statistics for model validity

. 5 f2 Q2
Variables R pS OBSE SE
I IRP 412 415
ERP 423
PS .050 .003 .004
OBSE .215 131 .005
SE .001 212 .002

Notes: JP: Job Performance; IRP: In-Role Performance; ERP: Extra Role Performance; PS: Psychological Safety;
OSBE: Organization-Based Self-Esteem; SE: Self-Efficacy

The analysis of the hypotheses in the current research was performed by examining the model's
effect size coefficients, as illustrated in Figure 2, which presents the overall results of the
structural equation modeling (SEM) analysis. These coefficients serve as a fundamental
indicator for assessing the validity of the hypotheses. Hypothesis testing was performed
systematically to enhance the understanding of the interactions and relationships between the
variables. The SEM results provide insights into the direct and indirect effects, further
validating the proposed relationships within the model. The finding shown in Figure 2 indicates
that psychological safety has a significant and positive effect on job performance
(p=0.189; B=0.258, p<0.05), which supports Hi of the study. Hence, an increase in
psychological safety leads to enhanced job performance. Furthermore, psychological safety
positively influences the OBSE variable (f=0.251, p<0.05), supporting H>. The impact of
OBSE on job performance is also positive and significant (f=0.389; f=0.429, p<0.05), which
validates Hz of the study, and shows that as OBSE increases, employees’ job performance
significantly improves.

Figure 2. SEM analysis results
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To reveal the effect of the mediating variable in the research model, Variance Accounted For
(VAF) values were calculated. As indicated in Table 4, OBSE plays a partial mediating role in
the impact of psychological safety on job performance (VAF=0.640; 0.706, 20% < VAF <
80%). This finding supports Hs of the study, highlighting that OBSE functions as a significant
mediating variable in the relationship between psychological safety and job performance. In
other words, psychological safety positively influences employees' performance by increasing
their OBSE level.

Table 4. Mediation effects

Mediator Model Indirect Effect Total Effect VAF
PS -> OSBE -> JP 1 (IRP) .389 608 640
PS -> OSBE -> JP 2 (ERP) 429 .608 .706

Notes: JP: Job Performance; IRP: In-Role Performance; ERP: Extra Role Performance; PS: Psychological Safety;

OSBE: Organization-Based Self-Esteem; SE: Self-Efficacy
Furthermore, as illustrated in Figure 2 above, self-efficacy has been identified as a moderating
factor in the relationship between OBSE and job performance (f=0.456; p=0.491, p<0.05).
Specifically, according to the research findings, the effect of OBSE on job performance varies
based on employees' levels of self-efficacy. This means that employees' self-efficacy levels
determine how much their OBSE impacts their job performance, thus supporting Hs of the
study. The results also support Hs of the study. As previously mentioned, psychological safety
has a significant and positive influence on job performance (f=0.189; f=0.258, p<0.05). Further
analysis reveals that psychological safety exerts a strong indirect effect on job performance
through OBSE. Specifically, this indirect effect is observed with a path coefficient of =0.389
and =0.429 (for in-role performance and for extra-role performance, respectively). Moreover,
when self-efficacy is added as a moderating variable in the model, the strength of these indirect
effects increases. With the inclusion of self-efficacy, the psychological safety — OBSE — in-
role performance path coefficient rises to f=0.456, while the psychological safety — OBSE —
extra-role performance path increases to p=0.491. Accordingly, self-efficacy is identified a
moderating variable, strengthening the indirect influence of psychological safety on job
performance through OBSE.

5. DISCUSSION
5.1. Theoretical Contributions

The results of this study validate the proposed research model and support all hypotheses,
suggesting that psychological safety, OBSE, and self-efficacy are critical factors influencing
employee performance. First, the study's results show a positive association between
psychological safety and job performance. This aligns with prior research, demonstrating this
positive correlation at the individual, team, and organizational levels (Andersson et al., 2020;
Kim, 2020; Obrenovic et al., 2020; Chughtai, 2022; Mahmoud et al., 2022). As a contextual
variable, psychological safety emerges as a critical factor that creates a work environment
conducive to high performance. By promoting a culture of trust and openness, it supports
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employees in advancing their job performance. In relation to the JD-R model, psychological
safety contributes by acting as a key job resource that buffers the impact of job demands, such
as stress and workload, on employee performance.

Furthermore, the study reveals a positive and significant association between psychological
safety and OBSE, suggesting that when employees feel psychologically safe, their self-esteem
and self-worth due to being an employee in their organization increases. This result is in
agreement with Yuan et al. (2024), who reported that psychological safety directly impacts
OBSE. Additionally, the present results partially in line with the work of Vincent et al. (2022),
which found that OBSE moderates the relationship between psychological safety and
workplace behavior.

The research presented here also points to a positive association between OBSE and job
performance, which implies that employees tend to perform better in environments where they
perceive their organizational roles and contributions are accepted and valued. This result
contributes to the existing research on the positive outcomes linked to OBSE (e.g., Park, 2021,
Wang et al., 2022; Shabeer et al., 2023; Bani-Melhem et al., 2023; Wang et al., 2024). Overall,
in environments that foster a sense of worth and respect employees tend to exhibit higher levels
of effort, commitment, and engagement, resulting in improved job performance.

Moreover, the present study indicate that psychological safety creates an organizational context
to increase job performance via OBSE. Specifically, when employees are psychologically safe,
they perceive themselves as worthy and competent, which, in turn, increases their job
performance. This process reflects a self-evaluation pathway, where the supportive context
influences employees' self-perception, by shaping attitude, which in turn result in improved
behavioral outcomes. This dynamic can also be understood through the lens of Charles Cooley's
concept of the looking-glass self (1902), psychological safety creates a flexible workplace
atmosphere where employees feel important and respected, which influences how they perceive
others view them. This positive reflection positively impacts their OBSE, leading to a greater
sense of value, pride and self-esteem within the organization. Consequently, this increased
OBSE motivates employees to engage more fully in their work and to improve their job
performance. These results partially align with Yuan et al. (2024), who found that OBSE
mediates the positive impact of psychological safety on work engagement. The mediating role
of OBSE between other organizational variables and employee behavior and attitudes is also
supported by other scholars, such as Ferris et al. (2009), Lee and Peccei (2007), and Wang
(2022). Similarly, the current study supports the studies focusing on mediating mechanisms
between psychological safety and employee performance, such as job crafting, thriving at work,
efficacy, learning behavior, intrapreneurial behavior (Kim et al., 2020; Lee, 2022; Mahmoud et
al., 2022). Collectively, these studies in the literature provide evidence that psychological safety
serves as not only a key determinant of performance but also an important factor in contributing
OBSE and other favourable employee outcomes that may lead to overall job performance.
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The current study also identifies self-efficacy as a moderator between OBSE and job
performance, extending prior research that has revealed a positive self-efficacy - OBSE link
(Chen et al., 2004a; Bowling et al., 2010). In addition, the analysis results are partially
consistent with studies indicating a positive association between self-esteem and self-efficacy
(Yang et al., 2019; Usan Supervia et al., 2023; Akbari et al., 2024). At this point, it is essential
to recognize that self-esteem and OBSE are distinct yet related constructs. Overall, the results
suggest that individuals with higher self-efficacy tend to rely on their OBSE more effectively
and efficiently to boost their job performance. Specifically, self-efficacy amplifies the positive
influences of OBSE on job performance. This result may stem from the fact that self-efficacious
employees are more likely to be proactive, to attain challenging goals, and persist despite
setbacks and failures. Therefore, when employees believe in their capabilities, it is highly likely
that they can better utilize their self-worth and significance stemming from OBSE, hence,
leading to improved performance outcomes.

The current study provides initial evidence that self-efficacy strengthens the indirect positive
impact of psychological safety on job performance through OBSE. In other words, for highly
self-efficious employees, the positive impact of psychological safety on their job performance
via OBSE is relatively stronger. Conversely, employees with lower efficacy may tend to
perceive their work environment as less supportive or may not believe in their own competence,
and have less self-worth. Ultimately, this may diminish the positive influences of psychological
safety on their job performance. This finding is partially in parallel with previous research on
role of psychological safety in increasing performance, particularly through mediating variables
such as teams’s efficacy (Kim et al., 2020) and on the link between psychological safety and
self-efficacy (Byeon et al., 2022). Furthermore, the current research supports findings of studies
on positive association between self-efficacy and performance (Stajkovic and Luthans, 1998a;
Hardy I11, 2014; Tims et al., 2014; Hadi, 2023). However, the current research contradicts with
those reporting negative correlation between self-efficacy and performance (\VVancouver et al.,
2002; Vancouver and Kendall, 2006). Additionally, our findings align with various studies that
have identified self-efficacy as a moderator (Brown et al., 2001; Prati et al., 2010; Chen et al.,
2016; Hans and Gupta, 2018; Ng and Lovibond, 2020; Wibawa and Takahashi, 2021; Ziaet al.,
2022; Opolot et al., 2024). The current study, by underscoring the the role of self-efficacy in a
moderated mediation model, study indicates that employees with high self-efficacy are likely
to be aware of the benefits of psychological safety, translating these benefits into enhanced job
performance through OBSE. On the other hand, employees with lower self-efficacy may
struggle to utilize the supportive environment created by psychological safety, leading to a
decreased capacity to improve their job performance via OBSE.

Lastly, this study advances theoretical understanding by examining how psychological safety,
OBSE, and self-efficacy interact to influence job performance. By drawing on social cognitive
theory and the JD-R model, this research constructs an integrated framework that explains how
environmental conditions, attitudes, and beliefs converge to shape employee outcomes. By
incorporating self-efficacy as a moderating factor, this study suggests that the extent to which
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OBSE influences performance depends on an employee's confidence in their own abilities. This
approach provides a more detailed understanding of self-efficacy’s role, addressing
inconsistencies in prior findings that have shown both self-efficacy’s positive and negative
effects on performance (Hardy I11, 2014; VVancouver et al., 2002).

5.2. Practical Contributions

The study’s results offer practical insights for organizations aiming to improve employee
performance through psychologically safer working conditions. The positive link between
psychological safety and OBSE highlights the importance of fostering a flexible, trusting, and
encouraging work environment. To achieve this, leaders must model open, transparent
communication and demonstrate integrity by acknowledging their own mistakes, setting the
tone for psychological safety at all levels. Hence, organizations should design their structure
and culture to provide employees with participation opportunities, create open communication
channels, encourage feedback, and reduce fear of negative judgment. Establishing regular
feedback mechanisms, such as anonymous surveys and open forums, can help managers gauge
the workplace climate and address concerns proactively. These efforts will not only cause
employees to positively evaluate their efforts and commitment, but also lead to increased job
performance. Additionally, organizations can further increase OBSE by paying more attention
to the recognition of employee contributions by implementing fair and transparent performance
appraisals or recognition programs. Organizations should also allocate resources to training,
skill development, and mentorship programs to increase employees’ self-efficacy levels.

5.3. Limitations and Directions for Future Research

There are some potential limitations concerning the results of this study. One key limitation is
that AVE and VIF values of certain scales used in the research are quite close to the threshold.
These near-threshold values suggest potential issues with their validity and reliability. As a
result, careful consideration is needed when interpreting the results, since these limitations may
impact the precision of the results. For future research, addressing these limitations is
recommended to strengthen the validity of the findings. Researchers should consider utilizing
alternative measurement instruments with higher AVE values to better capture the constructs
studied in this research.

Another key limitation is the reliance on a cross-sectional design for data collection, which
creates a limitation for causal relationships between the variables. Although the study identified
significant relationships between the variables examined, the study's cross-sectional
methodology means that the direction of these relationships cannot be conclusively determined.
The interactions between variables may be bidirectional, and the current research design does
not allow for a clear verification of causality. To address this limitation, future research could
adopt longitudinal or experimental designs to better establish the causal pathways between
these constructs.
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In addition to addressing measurement and design limitations, future studies could employ
larger and more diverse samples for higher generalizability. The current study was conducted
within a single industrial setting, which may limit the applicability of results to other
organizational contexts, industries, or cultural environments. Expanding the sample to include
different sectors (e.g., healthcare, education, technology) and geographic regions would allow
for the examination of whether these relationships hold across various organizational
environments. Cross-cultural studies could also provide valuable insights into how cultural
norms and values influence the interaction among psychological safety, OBSE, and self-
efficacy. For instance, in collectivist cultures, where collective unity is prioritized, the role of
psychological safety or OBSE may differ compared to individualist cultures that emphasize
individual success and autonomy.

Moreover, future research could explore additional moderators and mediators to gain a more
detailed understanding of the complex relationship between the variables examined in this
research. Variables such as organizational culture, leadership styles, and team characteristics
could influence these relationships. For example, transformational leadership might amplify the
effects of psychological safety by fostering a more open and trusting environment, while
authoritarian leadership might suppress these effects. Similarly, the quality of leader-member
exchange relationships could serve as a mediator, where high-quality relationships transmit the
positive impact of psychological safety onto OBSE and performance. Investigating these
variables could uncover boundary conditions that clarify when and for whom psychological
safety and OBSE are most effective in driving performance.

6. CONCLUSION

This study highlights the significant role of psychological safety, OBSE, and self-efficacy in
improving job performance. Based on the results, employees who feel psychologically safe are
more likely to perceive themselves as valued members of the organization, which leads to
greater sense of OBSE and drives better performance. Furthermore, individuals with higher
self-efficacy are more likely to rely on OBSE to achieve favourable job outcomes,
demonstrating that personal variables amplify the benefits of a supportive work environment.
By integrating social cognitive theory and the JD-R model, this research offers a comprehensive
understanding of how context, attitude, and motivation interact to influence performance.
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Oz

Bu ¢alisma, konaklama sektdriinde calisanlarin yaraticihigini ve ise adanmisliklarini etkileyen polikronisiteye iligkin
orgutsel arastirmalardaki kritik endiselerden birine 1sik tutmaktadir. Kisi-is uyumu teorisini temel alan ¢alisma,
ise adanmighgin aracilik roliine odaklanarak, polikronistenin galisan yaraticiligini nasil etkiledigini arastirmaktadir.
Kesitsel bir tasarimin kullanildigi bu ¢alismada veriler, konaklama sektoriinde ¢alisan 172 kisiden yapilandiriimis
bir anket kullanilarak toplanmis ve veri analizi orijinal SPSS-26 ve AMOS-24 paket programi kullanilarak
gerceklestirilmistir. Veri toplamak icin Polikronisite Olgegi, Calisan Yaraticiligi Olcegi ve ise Adanmislik Olcegi
kullanilmigtir. Bulgular, polikronisitenin, g¢alisan yaraticiigl ve ise adanmislik lizerinde pozitif bir etkisinin
oldugunu ortaya koymustur. Benzer sekilde, ise adanmislik calisan yaraticiligl lzerinde pozitif bir etki
sergilemistir. Ayrica, ise adanmislik, polikronisitenin ¢alisan yaraticiligi lizerindeki etkisinde kismi araci rol
Ustlendigi gorulmustir. Bu g¢alismanin vurgusu, calisanlarin énemli davranissal sonuglari olarak bilinen ise
adanmighk ve galisan yaraticihigl Uzerinedir; bu nedenle konaklama sektoriindeki uygulayicilar, bu ¢alismanin
bulgularini kullanabilirler. Benzer sekilde, polikronisite konusuna ilgi duyan arastirmacilar da bu arastirmayi bir
kilavuz olarak degerlendirebilirler. Ayrica, 6nerilen modelin agiklayici kapasitesini artirmak igin, gelecekteki
¢alismalar farkh degiskenler ile yapilabilir.
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The Journey from Polychronicity to Employee
Creativity through Work Engagement: An Inference
Based on the Experiences of Hotel Employees

Abstract

This study sheds light on one of the critical concerns in organizational research regarding the impact of
polychronicity on employee creativity and work engagement in the hospitality industry. Based on person-job fit
theory, the study investigates how polychronicity affects employee creativity, focusing on the mediating role of
work engagement. In this cross-sectional study, data were collected from 172 people working in the hospitality
sector using a structured questionnaire and data analysis was carried out using the original SPSS-26 and AMOS-
24 package programs. Polychronicity Scale, Employee Creativity Scale and Work Engagement Scale were used to
collect data. The findings revealed that polychronicity had a positive effect on employee creativity and work
engagement. Similarly, work engagement had a positive effect on employee creativity. Morever, work
engagement was found to play a partial mediating role in the effect of polychronicity on employee creativity.
The emphasis of this study is on work engagement and employee creativity, which are known to be important
behavioral outcomes of employees; therefore, practitioners in the hospitality industry can use the findings of
this study. Similarly, researchers interested in the topic of polychronicity could use this research as a guide.
Moreover, future studies can be conducted with different variables to increase the explanatory capacity of the
proposed model.

Keywords: polychronicity, employee creativity, work engagement
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EXTENDED ABSTRACT

Background & Purpose: Nowadays, the hospitality industry has become a more challenging
sector where employees need to fulfill their duties perfectly (Wang, 2017). Since maximizing
customers' expectations of service quality is one of the top priorities of hotel businesses,
frontline employees, who act as the visible face of the firm, are responsible for delivering this
quality service. Especially in this sector, polychronicity is even more important for frontline
workers as they can shape the service experience. This study contributes to the literature in
three important ways. First, in relation to person-job fit theory, this research explores how the
creativity of polychronically inclined employees can be influenced by their sense of work
engagement in the hospitality industry. Secondly, when the existing literature is examined, it is
seen that the effect of polychronicity on employee creativity has been determined (Anser et al.,
2022; Waheed et al., 2021), while there is no research examining the role of work engagement
variable in this effect. In this context, it is thought that a contribution can be made to the
literature with the mediating effect. Finally, since both employee creativity and work
engagement variables are vital for organizational growth (Altinay et al., 2019; Cekmecelioglu
and Gtnsel, 2011; Hon, 2012), they are selected as critical employee outcomes in this study.
Linked to person-job fit theory, this research investigates how polychronicity affects employee
creativity and focuses on the mediating role of work engagement.

Research Method: In this study, data were collected cross-sectionally from hotel employees
with a questionnaire design using a quantitative research design. The research population
comprises all employees working in 6 4-star hotel establishments in Elazig city center. The
sample size of the study was determined as 172. Data analysis was conducted using the original
SPSS-26 and AMOS-24 package programs. Polychronicity Scale, Employee Creativity Scale
and Work Engagement Scale were used to collect data. PROCESS Macro v4.2 plug-in
developed by Hayes (2013) was used to analyze the mediation effect. Analyses were conducted
by selecting Model 4. For the mediation effect, 5000 bootstrap resampling was preferred.

Conclusion: As the hotel work environment becomes more complex and challenging, it is
important to consider how polychronicity affects business outcomes. The findings revealed that
polychronicity had a positive effect on employee creativity and work engagement. Similarly,
work engagement had a positive effect on employee creativity. Morever, work engagement was
found to play a partial mediating role in the effect of polychronicity on employee creativity.
The emphasis of this study is on work engagement and employee creativity, which are known
to be important behavioral outcomes of employees; therefore, practitioners in the hospitality
industry can use the findings of this study. Similarly, researchers interested in the topic of
polychronicity could use this research as a guide. Moreover, to increase the explanatory
capacity of the proposed model, future studies may consider including additional variables.
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1. GIRIS

Giliniimiliz dinamik is ortaminda ve hizla degisen rekabet¢i piyasada, her sektérdeki modern
orgiitler, rekabet karsisinda varliklarini siirdiirebilmek i¢in yeni yollar aramaktadir. Bu, son
zamanlarda polikronisiteye olan kurumsal ilginin her zamankinden daha fazla artmasinin temel
sebeplerinden biridir (Arici vd., 2016; Franczak vd., 2024; Lengmang vd., 2024). Polikronisite,
“‘ayni anda birden fazla is veya etkinlikle mesgul olmay tercih etme ve tercihlerinin isleri
yapmanin en iyi yolu olduguna inanma derecesi’’ olarak tanimlanmaktadir (Bluedorn vd., 1999,
s.207). Polikroniklik ise gorevler arasinda gecis yapmayi veya ayni anda farkli faaliyetler
ylrlitmeyi ya da g¢alismay1 belirten bir kisilik 6zelligidir (Bluedorn vd., 1992; Kaufman-
Scarborough, 2017). Polikronisite, egitim (Lengmang vd., 2024; Schell ve Conte, 2008), bilisim
teknolojileri (Agbanyo ve Shi, 2024; Shah vd., 2024), saglik (Anser vd., 2022; Fu vd., 2022)
ve imalat (Mon vd., 2025) gibi pek ¢ok farkli sektorlerde kendini hissettirmektedir. Konaklama
sektorli de bu konuda bir istisna degildir; aksine, bu sektorde calisanlarin polikronik
egilimlerine duyulan ihtiyag yiiksektir (Memon vd., 2025; Rayton ve Yalabik, 2014; Shao vd.,
2022; Twaissi vd., 2022). Clinkii konaklama sektoriindeki birgok rol, ¢alisanlarin esnekligi ve
ayni anda birden fazla gorevi yerine getirebilmesi agisindan biiyiik 6nem tagimaktadir (Afsar
vd., 2018; Li vd., 2018). Ornegin bir otel resepsiyonisti, misafirlerin giris ve ¢ikis islemlerini
yaparken ayni1 zamanda telefonlar1 yanitlamali, miisteri sikayetlerini ele almali ve rezervasyon
sistemlerini takip etmelidir. Bu dogrultuda, oteller i¢in yetenekli bir ¢alisan havuzu olusturmak
ve bu ¢alisanlar1 biinyelerinden tutmak kritik bir gérevdir (Afsar vd., 2018; Kong vd., 2018).

Yerli ve yabanci bir¢ok arastirmaci konaklama sektoriinde polikronikligi tartismistir (Arict vd.,
2016; Asghar vd., 2020; Dalgi¢c ve Tirkoglu, 2018; Memon vd., 2025). Anser vd. (2021)
polikronik davramis sergileyen kisilerin, ayni anda cesitli gorevleri yerine getirip
yonetebildiklerini ve hedeflerini ellerinden gelen en iyi sekilde gercgeklestirdiklerini
belirtmislerdir. Karatepe vd. (2013) polikronik davranig sergileyen kisilerin, bir gorevi
digerinden once tamamlamayi tercih eden calisanlara kiyasla konaklama sektoriinde 6n saf
islerinde ¢cok daha basarili olabilecegini ileri siirmiislerdir. Bu baglamda, bir¢cok arastirmaci,
polikronik egilime sahip ¢alisanlarin ayn1 anda birden fazla géreve katilmalar1 ve bunlar1 yerine
getirmeleri i¢in dnemli bir yol oldugu diisiincesinden hareketle cesitli faaliyetlere dahil olmay1
sevdiklerini bildirmistir (Bluedorn vd., 1999; Jang ve George, 2012). Konaklama sektorii diger
sektorlere nazaran, konuklara kusursuz hizmet ve olanaklar saglamak (Cesur, 2023) ve
algilanan kalitesinin yliksek olmasi (Dikici ve Akkili¢, 2023) acisindan son derece dnemlidir.
Twaissi ve arkadaslarinin (2022) belirttigi tlizere, konaklama sektoriinde polikronisite
konusunun bilimsel olarak incelenmesi ve arastirilmasi icin hala yer vardir. Bu da
polikronistenin ¢aligsanlar i¢in nasil ve ne zaman faydali olabilecegi hakkinda daha fazla bilgi
edinme ihtiyacin1 dogurmaktadir (Franczak vd., 2024). Dolayisiyla, polikronisite konusu
calismanin odak noktasini olusturmaktadir.
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Konaklama hizmetlerinin en 6nemli unsurlarindan biri, yiiksek kaliteli miisteri etkilesimleridir
(Memon vd., 2025). Yiiksek kaliteli miisteri etkilesimleri, 6n saflardaki ¢alisanlarin polikronik
egilimlerini konaklama isletmeleri i¢in kritik hale getirmektedir. Polikronik davranislarin bir
sonucu olarak ortaya ¢ikan ¢alisan yaraticiliginin kendine 6zgiin dogasiyla dikkat ¢ektigi goz
oniine alindiginda (Anser vd., 2022), ¢agdas isletmeler ¢alisan yaraticiligini basarilarinin temel
unsurlarindan biri olarak gérmektedir (Shao vd., 2022). Calisan yaraticiligi, hizmetin 6n planda
oldugu ve miisteri memnuniyetini saglamanin bir Oncelik olarak goriildiigii konaklama
sektoriinde gereklidir (Cinnioglu ve Ertogrul, 2022). Calisan yaraticiligi perspektifinden
bakildiginda, polikronisitenin ufuk acici rolii farkli arastirmacilar tarafindan vurgulanmistir
(Ahmad vd., 2024; Cinnioglu ve Ertogrul, 2022). Benzer sekilde, polikronisite ¢aligmalari da
polikronisitenin, c¢alisanlarin ise adanmisliklarini artirmadaki roliinti vurgulamistir (Adriani
vd., 2021; Karatepe vd., 2013). Ise adanmuslik, ¢alisanlarin refah1 ve kisilik dzellikleri ile
iligkisi olan 6nemli bir degiskendir (Mittal ve Bienstock, 2019) ¢iinkii polikronisiteye daha
yakin bir degisken olarak goriinmektedir (Adriani vd., 2021; Asghar vd., 2020). Bu bilgiyi
desteklemek icin Hecht ve Allen (2003), polikronik egilime sahip ¢alisanlarin gorevlerinde
hevesli ve tutkulu bir sekilde mesgul olduklar1 savint 6ne siirmiislerdir. Sonug olarak, ise
adanmuslik, kisisel davranislar1 ve calisanlarin refahini etkilemektedir (Karatepe ve Ngeche,
2012) ve en nihayetinde Orgiit acisindan yiiksek diizeyde yaraticilik (Demerouti vd., 2015),
misteri memnuniyeti (Karatepe ve Olugbade, 2009) gibi olumlu ¢iktilar ile
sonuglanabilmektedir (Soylemez vd., 2024).

Bu baglamda c¢alismanin amaci, polikronisitenin c¢alisan yaraticiligina etkisinde ise
adanmigh@in aracilik roliinli tespit etmektir. Bu g¢alismanin, literatiire katkisini iic 6nemli
sekilde tartismak miimkiindiir. ilk olarak, kisi-is uyumu teorisine dayali olarak, bu calisma
polikronik egilimli ¢alisanlarin yaraticiliklarinin konaklama sektoriindeki ise adanmishk
duygusundan nasil etkilenebilecegini aragtirmaktadir. Bir kisilik 6zelligi olarak polikroniklik
(Bluedorn vd., 1992), farkli gérevleri yerine getirmek i¢in yapilan bir eylem olarak goriilebilir
ve c¢alisanlarin yaraticiliklarini artirmalarini saglar (Anser vd., 2022). Konaklama sektorii
literatiirtinde, polikronisite ve galisan yaraticiligi arasindaki iliskiler hakkinda ¢ok az sey
biliniyor olmasi ilgingtir. Konaklama sektorii literatiiriinde, ¢alisan yaraticiligini etkileyen
kisisel kaynaklar {izerine ampirik c¢alismalar oldukca fazladir (Aydin ve Cilesiz, 2022;
Cinnioglu ve Ertogrul, 2022; He vd., 2021). Buna karsin polikronikligin ¢aligsan yaraticiligi
lizerindeki etkisine iliskin ampirik kamitlar ise hala seyrektir. Ikinci olarak, mevcut yazin
incelendiginde polikronisite ¢alisan yaraticilig1 lizerindeki etkisinin saptandigi goriiliirken
(Anser vd., 2022; Waheed vd., 2021), ise adanmislik degiskeninin bu etkideki roliinii inceleyen
bir arastirmaya rastlanilmamistir. Bu kapsamda ortaya konulan araci etki ile literatiire katki
yapilabilecegi diisiiniilmektedir. Son olarak, konaklama sektoriiniin son derece etkilesimli
oldugu (Li vd., 2020) ve otel ¢alisanlarinin 6zellikle yiiksek hizmet kalitesi sunmaktan sorumlu
oldugu (Karatepe vd., 2013) g6z 6niinde bulunduruldugunda, hem ¢alisan yaraticiligi hem de
ise adanmislik degiskenleri 6rgiitiin bliylimesi i¢in hayati 6neme sahip oldugundan (Altinay vd.,
2019; Cekmecelioglu ve Glinsel, 2011; Hon, 2012) bu ¢alismada kritik ¢alisan ¢iktilar1 olarak
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secilmistir. Dolayisiyla, konaklama sektorii is zorluklarinin listesinden gelmek i¢in 6zellikle bu
degiskenlere odaklanmalidir (Hon vd., 2013). Bu nedenle, bu konular konaklama
arastirmalarinda ihmal edilmemeli ve calisanlarin yaraticihigini tesvik edebilecek kosullar
hakkinda ve ise adanmislik duygusunu artirabilecek oneriler sunmak i¢in 6nem verilmelidir.
Daha 6nce bahsedilen bu kuramsal ¢erceve 1s18inda, bu ¢alisma kritik degiskenler arasindaki
iliskiyi belirleme girisiminde bulunmaktadir. Bu ¢alismanin bulgulari, ayn1 anda ¢ok sayida isi
iistlenen ¢alisanlarin polikronik davranislar1 hakkinda fikir verebilir ve otel yoneticilerine pratik
katkilar sunmak icin faydali bir arag olabilir.

2. TEORIK TEMELLER VE HiPOTEZLERIN GELiSiMi
2.1. Kisi-is Uyumu Teorisi

Kisi-is uyumu teorisi, konaklama sektoriinde on saflarda c¢alisanlarin polikronikligi, ise
adanmislig1 ve calisan yaraticilig1 arasindaki iligkileri agiklamak i¢in bu ¢alismada kavramsal
modelin teorik temellerinden biri olarak kullanilmigtir. Kisi-is uyumu teorisi ilk olarak Edwards
tarafindan 1991 yilinda ortaya konulmustur (Edwards, 1991). Bu teoriye gore, ¢alisanlarin igle
ne Olgiide eslestiginin dikkate alinmasi 6nemlidir (Kristof, 1996). Baska bir deyisle, teori,
calisanin kisisel ozellikleriyle orgiit 6zelliklerinin uyumlu olmast durumunu ifade etmektedir
(Bahat, 2021). Daskin ve Surucu (2016), kisi-is uyumunun konaklama sektdrii i¢in 6nemli bir
rol oynamasi nedeniyle, bu tiir bir 6zellige sahip olan ve ayni anda bir¢ok miisteri talebiyle
miicadele etmeyi tercih eden polikronik 6n saflardaki c¢alisanlarinin otel ¢alisma ortamlarina
uygun oldugunu ileri slirmiistiir. Kisi-is uyumu teorisi, belirli bir isin gereklilikleri ile bir
calisanin kisiligi (yani polikronisite), becerileri ve yetenekleri arasinda yiiksek diizeyde
uyumun daha yiiksek ise adanmislik duygusu (Kristof-Brown vd., 2005; Merdiaty, 2024) i¢in
gerekli oldugunu ileri slirmektedir. Yiiksek kisi-is uyumu calisanlarin isleri sirasinda
karsilasabilecekleri sorunlari ¢6zmek i¢in yaratict yollar kesfederek kurumlarinin
iyilestirilmesine katkida bulunmaya motive edebilir (Erdogan vd., 2004). Kisi-is uyumunun
calisanlarin yaraticihig iizerindeki etkisi daha dnceki ¢alismalarda da incelenmistir. Ornegin,
Huang vd. (2019) ve Suwanti vd. (2018) calismalarinda, kisi-is uyumunun g¢alisanlarin
yaraticilig1 izerindeki olumlu etkisini vurgulamislardir.

2.2. Polikronisite

Polikronisite kavrami ilk kez 1959 yilinda Edward Twitchell Hall tarafindan akademik
tartismaya agilmis ve bireyin belirli bir gorevi nasil tamamlamak istedigine dair tercihi olarak
tanimlanmistir (Haase vd., 2008). Orgiitsel baglamda polikronisite, ¢alisanlar1 tek bir goéreve
bagli kalmak yerine ayni anda farkli gorevleri yerine getirmeye motive eder (Hecth ve Allen,
2005). Anser vd. (2021) polikronikligi, ayn1 anda cesitli gorevleri yerine getirip yonetebilen ve
hedeflerini ellerinden gelen en iyi sekilde gerceklestirebilen kisiler seklinde ifade etmislerdir.
Bu kisiler, sorun odaklidir ve sorunlar etkili bir sekilde ele alma yetenegine sahip olmalarindan
dolay1 zor gorevlerle karsilasmaktan ¢ekinmezler (Arndt vd., 2006). Polikronik davranig
sergileyen kisilerden bir¢ok gorevi ayni anda gerceklestirmeleri istendiginde, ¢alisma durumu
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onlarin kisilik 6zelliklerine uygundur, bu durumda polikronik davranis sergileyen kisiler coklu
gorev talebine daha olumlu tepki verecektir (Liu vd., 2021). Polikronik davranis sergileyen
kisiler, birgok isi basariyla yonetebilir ve hem miisterilerin hem de yoneticilerin beklentileri
dogrultusunda hizmet sunumunda olumlu performans sonuglar1 sergileyebilirler. Bu kisiler,
miisterilerin ihtiyaclarin1 karsilamak igin resmi rollerinde kendilerinden beklenenin Otesine
gecerek ekstra rol miisteri hizmeti saglayabilirler (Jabbar ve Danish, 2023, 5.104).

Polikronisite, bireylerin ayni zaman diliminde farkli gorevleri yonetmesine imkan tanir. Bu
sebeple bu yetenekleri, gorevlerini tamamlamak i¢in en yeni teknikleri aragtirmalarina ve yeni
fikirler yaratmalarina imkéan saglar (Jang ve George, 2012). Madjar ve Oldham (2006) gorev
durumu ve polikronisitenin etkilesim i¢inde oldugunu, birden fazla gérevle ilgilenmeyi tercih
eden bireylerin doniisiimlii kosulda daha yiiksek yaraticilik sergiledigini, daha az gorevle
ilgilenmeyi tercih edenlerin ise sirali kosulda daha yiiksek yaraticilik sergiledigini bulmustur.

Calisan yaraticiligi, hizmetin 6n planda oldugu ve miisteri memnuniyetini saglamanin bir
oncelik olarak goriildiigii konaklama sektoriinde gereklidir (Cinnioglu ve Ertogrul, 2022) ve
yaraticilik, hizmet sektoriinde miisterilerin heterojenligi nedeniyle zor olabilen miisteri
sorunlarina daha 6zel ¢oziimler sunmada 6n saflardaki calisana yardimer olmasi muhtemeldir
(Slatten vd., 2011). Ciinkii bu sektdr, en yiiksek seviyede hizmet kalitesi beklentisinin olustugu
ve ayrica calisan ve miisterinin karsilikli etkilesim igerisinde bulundugu bir sektordiir.
Dolayisiyla yaratict odakli gérevlerle karsilagan otel ¢alisanlarinin, polikronik egilime sahip
olmalar1 6nemlidir. Yazinda, polikronisite ve c¢alisan yaraticiligi iliskisi iizerine arastirilan
caligmalarin sinirlt sayida oldugu gozlenmistir. Bluedorn (1998) arastirmasinda, polikronisite
ve caligsan yaraticiligi arasinda bir iliskinin oldugunu bulgulamistir. Ayrica Anser vd. (2022)
arastirmasinda, polikronisitenin ¢alisan yaraticili@i {izerinde pozitif yonde bir etkisinin
oldugunu ileri siirmiislerdir. Kisacasi, ayn1 zaman diliminde pek ¢ok gorevi basarili bir bigimde
yonetebilmek i¢in yaratici olabilmek kritik bir durumdur (Waheed vd., 2021). Polikronik
egilimli bir ¢aligan, ayn1 zaman diliminde birden fazla gbrevi bir arada ydnetebilmenin yolunu
aramaya daha istekli olmasi sebebiyle yaraticiligini artirma ihtimali daha fazla olabilir. Bu
bilgiler dogrultusunda, iki degisken arasindaki etkilesime yonelik potansiyel bir iligkinin var
oldugu diisiiniilerek H1 hipotezi gelistirilmistir.

Ha: Polikronisitenin ¢alisan yaraticilig iizerinde pozitif yonde bir etkisi bulunmaktadir.
2.3. ise Adanmishk

Ise adanmislik, ¢alisanlarin islerine bagliliklarin1 gosteren, kendi kendilerini motive eden bir
davranigtir (Karatepe vd., 2013). Rayton ve Yalabik (2014) ise adanmisligi, bir heves ve islerine
tam katilim durumu olarak ifade etmistir. Benzer bir tanimlama ise Taheri vd. (2014, 5.322)
tarafindan yapilmis ve yazarlar ise adanmishigi, “kendini adama durumu” olarak tanimlamigtir.
Ise adanmuslik iizerine daha biitiinciil bir tanim ise Asghar vd. (2020) tarafindan, ¢alisanlarin
islerinden duyduklart memnuniyetin giicii ve ¢aliganlarin adanmigligi olarak kabul edilen ilgili
konsantrasyon durumu seklinde yapilmistir. Konaklama sektorii baglaminda, yoneticilerin
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yiiksek adanmiglik duygusuna sahip ¢alisanlar hakkinda bilgi sahibi olmasi 6nemlidir (Altinay
vd., 2019). Kahn’a (1990) gore ise adanmuglik fikri, calisanin isine odaklanmasini ve fiziksel,
bilissel ve duygusal caba gosterme arzusunu sembolize etmektedir. Ise adanmishik olgusuna
bireysel agidan bakildiginda, kisi tamamladig: islere anlamlar yiikleyerek haz duyacak ve
kendine olan giiveni artacaktir. Bunun sonucunda, isgéren hem isverenine hem de orgiitiine
olumlu yararlar saglayacaktir (Aydemir ve Endirlik, 2019, s.1097). Bu konuda Grobelna
(2019), ise adanmishigin otel ¢alisanlari igin ekstra rol miisteri hizmetleri ve bireysel performans
ile pozitif iliskili oldugunu ileri stirmiistir.

Polikronisite, ise adanmighg: etkilemektedir (Adriani vd., 2021) ve polikronik kisilerin, bilgi
ve kabiliyetleri ile dncelikli hizmet islerinin ihtiyaglar1 arasinda bir ahenk bulunmaktadir
(Karatepe vd., 2013). Bu kisiler, belirli bir zaman diliminde birden fazla isle ugrasmanin en
kolay yolunu sectikleri i¢in, pek ¢ok iste yer almaktan haz duyarlar (Bluedorn vd., 1999; Jang
ve George 2012). Otelcilik sektorii baglaminda, otel sahiplerinin yiiksek ise adanmisliga sahip
calisanlar hakkinda bilgi sahibi olmasi 6nemlidir (Altinay vd., 2019). Karatepe vd. (2013) bes
yildizli otellerde tam zamanl 6n saflarda c¢alisanlarin ise adanmisliklarini degerlendirmis ve
polikronik ¢alisanlarin pozitif enerjiye, giiclii katilima sahip olduklarini ve katilimlari nedeniyle
daha yiiksek derecede ise adanmusliklar1 oldugunu ortaya koymustur. Otelcilik sektdriinde,
polikroniklik ise adanmishi@in artirilmasina yardimei olabilir (Karatepe vd., 2013). Benzer
sekilde, Asghar vd. (2020) konaklama endiistrisinde polikronisitenin ¢alisanlarin ise
adanmishigini artirabilecegini vurgulamistir. Bu sebeple, polikronik kisilerin yiiksek enerjide
olduklari, gorevlerine bagli bir bicimde dahil olduklar1 ve mutlu bir bigimde kendilerini
adadiklar1 i¢in gorevleriyle pozitif yonde mesguliyet yasadiklar: goriilmektedir.

Polikronik davranis sergileyen kisiler, ayn1 anda birden fazla isi yapmaya 6nem verirler ve
orgiitinde yiiksek seviyede adanmislik sergilerler (Slatten ve Mehmetoglu, 2011). Bu
diisiinceyi desteklemek adina Hecht ve Allen (2003), polikronik kisilerin isleriyle enerjik ve
mutlu bir bigimde mesguliyet yasadiklarini ileri siirmislerdir. Dahasi Rich vd. (2010)
polikronik kisilerin, biitiin ¢coskularini ise adanmislik araciligiyla harcayarak etkin bir hizmet
kalitesi ve is performansi sergileyeceklerini ifade etmislerdir. Polikronik kisilerin, otel
ihtiyaclarina gore prosediirleri korumasi beklenen bir durumdur. Ornegin, 6n saf calisanlari
miisteri sikayetlerini etkin bir sekilde ve hizlica ¢6zmesi beklenir. Bu sartlar altinda, belirli bir
zaman diliminde veya ayni anda bu islerin listesinden gelebilmeleri gerekmektedir. Bu nedenle
polikronisiteyi incelemek, orgiit calisanlarinin duygu durumlar1 hakkinda bize fikir verebilir
veya ise adanmislhik duygusu gelismis bir ¢alisanin bulundugu o6rgiit ortaminin tezahiiriinii
gosterebilir.

H2: Polikronisitenin ise adanmislik tizerinde pozitif yonde bir etkisi bulunmaktadir.
2.4. Calisan Yaraticilig

Yaraticilik terimi farkli sekillerde kullanilmakta ve tanmimi farkli acgilardan formiile
edilmektedir. Bir¢cok arastirmaci, bireysel yaratici iiretimin asamalarina odaklanan “siire¢”

36



odakli yaraticilik tanimlar1 onermistir (Sternberg ve Lubart, 1991; Yavuz, 1989). Cogu
arastirmaci ise literatlirdeki tipik yaklagimin “sonug¢” odakli bir tanim oldugunu belirtmistir
(Amabile, 1983; Mumford ve Gustafson, 1988). Yaraticilik ¢ogunlukla yeni ve yararli
diisiincelerin tretilmesi seklinde tanimlanmaktadir (Oldham ve Cummings, 1996). Calisan
yaraticilig1 ise orgiitlerde yeni ve faydal fikirleri tesvik eden faaliyet veya davranislari ifade
eder (Oldham ve Cummings, 1996). Orgiitler de ¢alisanlarin yaraticiligim gelistirebilmek adina
onlarin yeni fikirler liretmesine ve bu fikirleri g¢ekinmeden sdyleyebilmelerine imkan
tanimalidir (Zorlu ve Tetik, 2018).

Literatiirde ise adanmiglik ve c¢alisan yaraticiligl arasindaki iligskiyi inceleyen birgcok sayida
calisma yer almaktadir (Ahmad vd., 2022; Aldabbas vd., 2023; Chaudhary ve Akhouri, 2018;
Joo vd., 2023; Wirawan vd., 2024). Birgok akademisyen, ise adanmislik ve yenilik¢i davranig
tizerine daha fazla arastirma yapilmasini 6nermektedir (Barkat vd., 2024; Eldor ve Harpaz,
2015; Karafakioglu ve Findikli, 2024; Slatten ve Mehmetoglu, 2011). Christian vd. (2011)
meta-analitik incelemesi, ise adanmighigi li¢ ana boyutta (¢alisan yaraticiligi igin fiziksel,
duygusal ve bilissel Onciiller) kavramsallastirmis ve bu boyutlarin ¢alisanlar1 yeni fikirler
gelistirmeye motive edebilecegini savunmustur. Dahasi Salanova ve Schaufeli (2008), ise
adanmisligin calisanlarin yaraticiligini tesvik ettigini, ¢linkii adanmisligin bir i¢sel motivasyon
bicimi oldugunu ve isine adanmis calisanlarin sorunlar1 ¢ozmek, is arkadaslariyla baglanti
kurmak ve yenilikei fikirler gelistirmek i¢in tiim kapasitelerini kullandiklarini ileri siirmiistiir.
Ayrica Schaufeli vd. (2006), yiiksek diizeyde adanmisliga sahip ¢alisanlarin islerinde mutluluk,
nese ve cosku gibi olumlu duygular yasadiklarini, dolayisiyla yaratici ve yenilik¢i is
davraniglar1 sergileme olasiliklarmin daha yiiksek oldugunu bulgulamistir. Dolayisiyla,
yaraticilik da ise adanmishigin sonucglarindan biri olarak ortaya ¢ikabilir. Literatiirde yer alan
ampirik ¢aligmalar bu argiimanimizi desteklemektedir (Chaudhary ve Panda, 2018; Hui vd.,
2021). Ornegin, Chaudhary ve Panda (2018), Hindistan’daki agir miihendislik ve otomobil
endiistrisi arasinda yaptiklar1 deneysel olmayan saha arastirmasinda, ise adanmighik ile
calisanlarin yaraticilig1 arasinda anlamli bir iliski tespit etmistir. Hui vd. (2021), Cin’deki Y
kusagi calisanlarinin orgiitsel 6zdeslesme ve yaraticiliklar: arasindaki iliskide ise adanmishigin
aracilik roliinii incelerken, ise adanmishgin ¢alisanlarin yaraticiligini olumlu yonde etkiledigini
bulmustur.

Teorik argiimanlar ve ampirik arastirmalar 1s1ginda sdylenebilir ki, adanmighik yaraticilikla
giiclii bir sekilde iliskilendirilmistir. ise adanmis bir calisan, is ortamlarindaki zorluklar ve
sorunlarla basa ¢ikmak icin farkli yollar bulabilmektedir. Ise adanmislik, bir ¢alisanin isine
yonelik i¢goriisiinii vurgulayan 6nemli bir dzelliktir. Isine ne kadar fazla anlam yiiklerse,
kendini isine o kadar fazla adanmis hisseder. Sonug olarak, yaraticilif1 artacak ve igyerinde
daha dinamik ve 6zgiin sonuglar verebilecektir (Mubarak ve Noor, 2018). Ayrica ¢alismada,
polikronisitenin ¢alisan yaraticilig1 lizerinde dogrudan bir etkiye sahip olmasi beklenildigi ve
ise adanmishigin polikronisitenin ¢aligan yaraticiligi tizerindeki etkiye kismen aracilik edecegi
Oongoriildi. Bu dogrultuda, asagidaki varsayimlarda bulunulmustur:
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Hs: Ise adanmisligin ¢alisan yaraticilig1 iizerinde pozitif yonde bir etkisi bulunmaktadar.
Ha: Polikronisitenin ¢alisan yaraticiliina etkisinde ise adanmislik aracilik rol oynamaktadir.

Literatiir temelli tartismaya dayanarak, bu ¢alismada polikronisite bagimsiz degisken, ¢alisan
yaraticilign bagimli degisken olarak ele alinmustir. ilave olarak, ise adanmislik araci degisken
olarak kabul edilmistir. Yukarida bahsedilen iliskiler temelinde, bu calisma igin Sekil-1’de
gosterildigi gibi bir kavramsal model gelistirilmistir.

Sekil 1. Kavramsal model

ise Adanmislik
S \
VAR

H2 7 H T Hs

\
X

H ——> Galisan Yaraticihig

Polikronisite

3. ARASTIRMA YONTEMI
3.1. Evren ve Orneklem

Mevcut aragtirmada, kesitsel bir desen uygulanmistir. Arastirma evreni, Elazig il merkezindeki
4 yildizli 6 otel isletmesinde gorev yapan tiim calisanlardan olusmaktadir. Elazig, Dogu
Anadolu Bolgesi’ndeki diger illerle kiyaslandiginda gelismis sayilabilecek iller arasinda yer
almaktadir. [lde énemli turistik yerler (Harput Kalesi, Hazarbaba Kayak Merkezi, Hazar Gélii,
Kara Leylek Kanyonu, Hazarbaba Dag ve Doga Yiiriiyiisii, Macera Parki ve Yamag Parasiitii)
ve termal turizm ve sicak su kaynagi agisindan (Golan Kaplicalari, Harput Dabakhane Suyu,
Miiriidii Suyu) 6nemli alanlar bulunmaktadir (Demir ve Sezgin, 2020). Ayrica ilin 2023 yili
konaklama istatistiklerine bakildiginda, toplam 210.730 kisinin konakladig1 goriilmektedir
(Elazag 11 Kiiltiir ve Turizm Miidiirliigii, 2025). Sehrin turistik 6zellikleri, giizellikleri ve
gerceklestirilen aktiviteler turistlerin ilgisini gekmektedir. Konaklama sektorii, yliksek rekabet
ortam1 ve miisteri etkilesimi nedeniyle bu ¢alismanin odak noktasi olarak secilmistir. Elaz1g il
merkezindeki 4 yildizli otel isletmelerinde toplam 320 calisan bulunmaktadir. Bu bilgi ve
rakamlar, arastirmacinin Elazig ilinde bu konuyla ilgili resmi makam olan Elaz:§ 11 Kiiltiir ve
Turizm Miidiirliigii yetkilileriyle dogrudan iletisim kurmasi yoluyla elde edilmistir. Anket, 320
kisiden 192’sine (kolayda ornekleme yonteminden faydalanilarak) dagitilmistir. Veriler, yiiz
ylize anket teknigi kullanilarak toplanmistir. 20 yanit, eksik bilgi nedeniyle nihai veri
analizinden c¢ikarilmistir, bu nedenle calismanin nihai 6rneklem biiylikligli 172 olarak
belirlenmistir. Sonug olarak, 172 adet gecerli anket elde edilmis ve %53,75’1ik bir yanit oran
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elde edilmistir. Ayrica, orneklem yeterliligi Kaiser-Meyer-Olkin (KMO) ve Bartlett testi
kullanilarak da test edilmis ve sonuglar Tablo 1°de gosterilmistir. Hair Jr vd. (1998) KMO
indeksinin 0.80 veya daha yiiksek olmasini 6nerdiginden, KMO indeksi 0.90 i¢in sonuglar
miikemmel ornekleme yeterliligini gostermektedir. Bartlett’in Kiiresellik Testi de faktor
analizinin uygunlugunu gosteren anlamlidir.

Tablo 1. KMO ve Barlett testi

Kaiser-Meyer-Olkin Ornekleme Yeterliligi Olcisii 0.932
Bartlett Kliresellik Testi Approx. Chi-Square 3639.562
df 136
Sig. 0.000

Katilimcilarin %68°1 30-49 yas araliginda, %27.3°1 18-29 yas araliginda ve geri kalanlar (%4.7)
50 ve ustii yas araligindadir. Katilimeilarin %52.3°1 evli iken, digerleri bekardir (%47.7).
29.7’si lise mezunudur. Lise mezunlarini sirastyla; 6n lisans (%21.5), lisans (%18.6), ortaokul
(9%15.7), ilkokul (%11.6) ve lisansiistii (%2.9) mezunlar takip etmistir. Arastirilan grubun ¢ogu
(%32) konaklama sektoriinde 5 yildan fazla olmayan bir is deneyimine sahiptir. Katilimeilarin
%22.7’s1 5-10 yil, %19.2°si 15-20 yil, %16.9’u 10-15 yi1l ve geri kalanlar (%9.3) 20 yil ve
iistinde is deneyimine sahiptir. Bu baglamda calisma igin Munzur Universitesi Etik
Kurulu’ndan (27/04/2023 tarihli ve 13289 say1l1) izin alinmistir.

3.2. Olgiim Araglan

Bu calismada, tiim degiskenler onceden gelistirilmis bir 6l¢ege dayali olarak Ol¢tilmiistiir. Tim
degiskenlerin yanitlar1 besli Likert Olcegi ile Olcililmiistiir (kesinlikle katilmiyorum=1,
kesinlikle katiliyorum=5). Bu ¢alismada kullanilan polikronisite 6lgegi, Arndt vd. (2006)
tarafindan gelistirilen 4 maddelik bir dlgekten olusmaktadir. Olgegin Tiirkceye uyarlamasi
Dalgi¢ ve Tiirkoglu (2018) tarafindan yapilmistir. Olgek maddesi, ‘‘Ayn1 anda birden fazla
goreve talip olabilirim’’ seklindendir. Calisan yaraticiligi, Akgunduz vd. (2018) tarafindan
gelistirilen 4 maddelik bir dlgektir. Yap1 dlcegi, ‘‘Sorunlart ¢6zmek i¢in yeni fikirler ve yollar
ararim’ seklindedir. Ise adanmislik ise Schaufeli ve Bakker (2003) tarafindan gelistirilen 9
maddelik bir 6lgekten olusmaktadir. Olgegin Tiirkceye uyarlamasin1 Ozkalp ve Meydan (2015)
yapmustir. Ornek madde, “‘Isimle ilgili konularda ¢ok hevesliyimdir’* seklindedir. Normallik
varsayimminin test edilmesi icin basiklik ve ¢arpiklik degerleri incelenmistir. Yapilan analizde
tim degerlerin +2 aralifinda oldugu goriilmiistiir. Her degisken i¢in basiklik ve ¢arpiklik
degerleri +2 degerleri arasinda oldugundan (George ve Mallery, 2010) verinin normal dagilim
gosterdigini varsaymak miimkiindiir. Olgeklere ait gecerlik ve giivenirlik sonuglari asagidaki
tablolarda gosterilmektedir.

Tablo 2. Olceklere ait uyum indis istatistikleri

Uyum lyiligi Degerleri x2/df RMSEA GFI CFl
Polikronisite 2.29 0.08 0.89 0.96
Calisan Yaraticilig 2.89 0.08 0.91 0.94
ise Adanmishk 2.29 0.06 0.91 0.92

39



Olgeklere ait uyum indis degerlerinin “iyi uyum” ya da “kabul edilebilir uyum” degerlerine
sahip oldugu goriilmektedir (Kartal ve Bardake¢i, 2018; Schermelleh-Engel vd., 2003).
Bu veriler 15181inda, modelin kabul edilebilir uyuma sahip oldugu kanisina varilmistir.

Tablo 3. C.Alpha, CR ve AVE sonuglari

Degiskenler C.Alpha CR AVE
Polikronisite 0.948 0.963 0.866
Calisan Yaraticilig 0.928 0.949 0.824
ise Adanmishk 0.967 0.972 0.794

Bu arastirmada olusturulan yapilarin saglamligi, cronbach alpha ve bilesik giivenilirlik (CR)
degerleri 0,80’den biiyiik oldugu i¢in bir sorun teskil etmemektedir. Faktor yiikii ve AVE
degerlerinin 0.60 ve 0.50’den biiyiik olmasi yakinsakligi dogrulamistir (Bagozzi vd., 1991).
Ayristirict  gegerlilik de paylasilan varyans ve ortalama varyansin karsilastirilmasiyla
kanitlanmistir, yani AVE>paylasilan varyans. VIF (tolerans degerleri) 0.2’den fazla ve 10°dan
azdir, bu da ¢oklu dogrusalligin bu arastirma i¢in 6nemli bir sorun olmadigini dogrulamaktadir.

4. BULGULAR
4.1. Betimsel ve iliskisel Analizler

Gegerlik analizi ile faktor yapisi dogrulanan degiskenlerin, birbirleriyle olan iliskilerini ortaya
koymak maksadiyla korelasyon testi yapilmistir (Tablo 4).

Tablo 4. Betimsel ve iliskisel analizler

Olgek (N:172) Ort. S.S. 1 2 3
1.Polikronisite 3.17 1.32 1
2.Calisan Yaraticihgi 3.34 1.34 692** 1
3.ise Adanmislik 3.53 1.24 .603** 752%* 1
** p<0.01

Otel ¢alisanlarinin polikronik egilimlerinin ortalamasit 3.17, ¢alisan yaraticiligiin ortalamasi
3.34 ve ise adanmighigmn ortalamasi ise 3.53 olarak bulunmustur. Ug 6lcegin ortalamasi
karsilastirildiginda ise adanmishik degiskeni en yiiksek ortalamaya sahiptir. Korelasyon
sonuglari, otel ¢alisanlarinin polikronik egilimleri ile ¢alisanlarin yaraticiliginin pozitif yonde
iligkili oldugunu gostermektedir (r = 0.69). Polikroniklik ve ise adanmislik arasinda pozitif bir
iliski vardir (r = 0,60). Ise adanmislik ve calisanlarin yaraticihigi da pozitif iliskilidir (r = 0.75).
Dolayisiyla, bu arastirmanin 6nerilen teorisi sonuglar tarafindan kabul edilmektedir.

4.2. Hipotez Testi

Aracilik etkisini analiz etmek i¢in Hayes (2013) tarafindan gelistirilen PROCESS Macro v4.2
eklentisi kullanilmistir. Analizler Model 4 segilerek yapilmistir. Aracilik etkisi i¢in 5000
bootstrap yeniden O6rnekleme tercih edilmistir. Boostrap yontemi ile gergeklestirilen aracilik
etki analizlerinde arastirma hipotezinin dogrulanabilmesi i¢in analiz neticesinde elde edilen
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%095 giliven araligindaki (Confidence interval, CI) degerlerin (0) degerini kapsamamasi
gerekmektedir (Giirbiiz, 2019).

Polikronisite ¢alisan yaraticiligini pozitif yonde ( = .69, p <.001), polikronisite ise adanmiglig1
pozitif yonde (B = .60, p <.001) ve ise adanmislik ¢alisan yaraticiligini pozitif yonde (f = .53,
p <.001) yordamaktadir. Dolayl1 etki incelendiginde (Dolayl etki = .32, %95 GA [.20, .44])
anlaml bir etki gbzlenmektedir.

Sonug olarak, yukaridaki degerler incelendiginde, otel ¢alisanlarinin polikronik egilimlerinin
calisan yaraticiligina etkisinde ise adanmisligin kismi aracilik rolii oynadigr goriilmektedir.
Buna dayanarak, otel ¢alisanlar1 arasinda polikronisite ve ise adanmislik diizeyleri arttik¢a
calisan yaraticiliginin da artma olasiliginin yiiksek oldugu sdylenebilir. Es zamanli olarak,
calisan yaraticiligindaki artis ise adanmislik ve polikronisite diizeylerindeki artisla iligkilidir.
Ayrica, bootstrapping giiven araliklarinin alt ve iist sinirlarina iliskin bulgular Tablo 5°te
sunulmustur.

Tablo 5. Aracilik testi igin regresyon sonuglari

ise Adanmislk Calisan Yaraticilig
Yapisal Model B/Std.Reg. Std.Hata B/Std.Reg. Std.Hata
Polikronisite .692%** .056
R? 479
Polikronisite .603** .057
R? .364
Polikronisite 375 .058
ise Adanmiglik 525%* .061
R? .654
Dolayli Etki .322%*
Bootstrap Guven LB 201
Aralig UB 441

*%p<0.01, *p<0.05

Tablo 5 incelendiginde tiim Ol¢eklerin modele tabi edilmesi durumunda polikronisitenin
(bagimsiz degisken) calisan yaraticiligina (bagimli degisken) etkisinin anlamliligin yitirdigini
(B: .375) ve bagimsiz degiskenin bagimlh degiskeni ise adanmislik araciligiyla dolayli olarak
etkiledigini gdstermektedir (B: .322). 0.201 alt sinir (LB) ile 0.441 iist sinir (UB) araliklar
icerisindeki boostrap giiven aralig1 degerleri de aracilik etkisi varliginin anlamhiligina isaret
etmektedir. Dahas1 modelin aciklama diizeyindeki artis (R% .479 - .654) araci etkinin
oldugunu dogrulayan bir bagka kriterdir. Bu bulgular dogrultusunda bu arastirmanin biitiin
hipotezleri desteklenmistir.
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5. TARTISMA ve SONUC

On saflarda calisanlarin bireysel dzellikleri, hizmet kalitesinin artirilmasinda kilit kaynaklar
haline gelmistir (Giacomel ve Raveleau, 2020). Otel ¢aligma ortami daha karmasik ve zorlu
hale geldikge, polikronisitenin is sonuglarini nasil etkiledigini dikkate almak olduk¢a 6nemlidir.
Oteller, genellikle belirli bir zaman dilimi i¢inde ¢oklu gorevlerin gerekli oldugu, zaman
acisindan kritik ortamlariyla bilinir (Aladaweiy ve Amer, 2023). Kisi-is uyumu teorisine
dayanan bu caligma, ise adanmishigin aracilik roliine odaklanarak, polikronistenin calisan
yaraticiligini nasil etkiledigini aragtirmaktadir.

Calismadan elde edilen ilk bulgu, polikronisitenin ¢alisan yaraticiligini pozitif yonde
etkiledigidir. Bu pozitif etki, polikronisitenin ¢alisanlari yaraticiliklarini tegvik etmedeki roliinii
vurgulamaktadir. Bulgular, otel calisanlarinin polikronik egilimlerinin ayni andaki gorevleri
yerine getirme konusundaki yaraticiliklarini artirdigini dogrulamistir. Literatiirde yer alan ilgili
calismalar, polikronisitenin ¢alisan yaraticiligini pozitif yonde etkiledigini desteklemektedir
(Anser vd., 2022; Waheed vd., 2021; Yousaf vd., 2021) ve bu ¢aligmanin bulgulari, ¢alisanlarin
polikronik egilimlerinin yaratict diiginme ve is davraniglarinin degistirilmesi igin Onemli
oldugunu gostermektedir. Otel ¢alisanlarinin ayni anda birden fazla isi yapabilmeleri i¢in daha
yaratict olmalar1 gerekir (Hecht ve Allen, 2005), bu nedenle polikronisite galisanlarin
yaraticiligini tetiklemektedir. En {ist diizeyde hizmet kalitesi sunumunu gerceklestirmek igin
yaraticilik, On saflardaki otel calisanlarinin ayni anda birgok gorevle basa ¢ikabilmeleri
acisindan Onemlidir. Calismanin ilk bulgusu, Elazig ilindeki otel c¢alisanlar1 arasinda
yaraticiligin polikronisite ile baglantili oldugunu dogrulamistir. Bir baska ifadeyle, polikronik
egilimli bir ¢alisan, daha yaratici olacaktir.

Konaklama yonetimi literatiirii, 6n saflarda ¢alisanlarin tutumlarini (6rn. ise adanmiglik) ve
davraniglarini (6rn. ¢alisan yaraticiligi) etkileyen faktorler tizerine giiclii bir arastirma mirasina
sahiptir (He vd., 2021). Bu nedenle, bu galisma kritik ¢alisan ¢iktilarina da odaklanmis ve
polikronisitenin ise adanmiglik tizerindeki pozitif yonde etkisini arastirmak i¢in H» hipotezini
ve ise adanmisghgin calisan yaraticiligini pozitif yonde etkisini arastirmak i¢in ise Hz hipotezini
gelistirmistir. Polikronisite ve ise adanmiglik arasindaki baglantiya dair sonug, kisi-is uyumu
teorisiyle uyumludur (Kristof, 1996) ve polikronik davranis sergileyen c¢alisanlarin 6n
saflardaki hizmet islerinin taleplerini karsilayacak beceri, yetenek ve bilgiye sahip oldugunu
gostermektedir (Arndt vd., 2006; Karatepe vd., 2013). Sonuglar, isine adanmig ¢alisanlarin isle
ilgili gorevlerine tam konsantre olduklarmi ve gorevlerini basariyla yerine getirdiklerini
gostermektedir. Bu tiir ¢alisanlar miisteri sorunlarini etkin bir sekilde ¢ézmek icin ellerinden
geleni yapmaktadir (Karatepe vd., 2013). Onceki calismalarla (Adriani vd., 2021; Asghar vd.,
2020; Jang ve George, 2012) uyumlu olarak, polikronik davranis sergileyen calisanlar ise
almak otel yonetimi icin bir avantaj oldugu iddia edilebilir ¢iinkii bu tiir ¢alisanlar islerinde
daha mutlu olabilmekte ve zorlu goérevlerle basa ¢ikabilmektedirler. Ayrica model bulgulart,
islerine daha yiiksek diizeyde adanmis olan calisanlarin yaraticiliklarini artirabilecegini de
ortaya koymaktadir. Bulgular, konaklama sektdriinde ise adanmighigin calisan yaraticiligi
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tizerindeki etkisini vurgulayan Peng ve digerlerinin (2023) 6nceki aragtirmalari tarafindan da
desteklenmektedir.

Wang ve Tsen (2019) ve Naveed vd. (2022) galismalarinda, konaklama sektoriinde en iist
diizeyde hizmet kalitesi beklentisi icin araci rol olarak ise adanmisligin kapsamli bir sekilde
incelenmesinin  Oonemine deginmislerdir. Dolayisiyla bu arastirma, ise adanmishgin
polikronisitenin ¢alisan yaraticiligini tesvik etmedeki 6nemli aracilik roliinii vurgulayan oncii
bir ¢alismadir ve bu nedenle, konaklama literatiiriine saglam bir teorik katki sunacagi
beklentisine sahiptir. Ise adanmisligin araci roliinii aydinlatmak icin kisi-is uyumu teorisini
kullanmak, mevcut literatiir iizerinde 6nemli bir etki yaratmaktadir. Kisacasi, daha 6nce
vurgulanmamis olan ise adanmishigin konaklama sektorii baglaminda yaraticiligi artirmadaki
aracilik roliinii vurgulayarak alani ilerletmektedir.

5.1. Teorik ve Pratik Cikarim

Bu calisma, calisan yaraticiligini etkileyebilecek onemli faktorleri tartismistir. Teorik bir bakis
acistyla, bu ¢alisma asagidaki ¢ikarimlari sunarak literatiire katkida bulunmaktadir. Konaklama
sektorli baglaminda bu ¢alisma, isgdrenlerin bireysel 6zellikleri ve is ¢evresi eslestiginde pozitif
ciktilar goriilebilecegini savunan Kisi-is uyumu teorisinden (Dalgi¢ ve Tiirkoglu, 2018, 5.789)
faydalanmistir. Ikinci olarak, mevcut yazin gozlemlendiginde polikronisitenin ¢alisan
yaraticilig1 iizerindeki etkisinin dogrulandig: tespit edilirken, ise adanmishigin bu etkideki
roliinii inceleyen bir arastirmaya denk gelinmemistir. Bu dogrultuda, ortaya konulan arac1 rol
ile literatiire katki saglamaktadir.

Polikronik davranis sergileyen calisanlar, miisterilerle gerekli temaslarin yiiksek oldugu ve
kesintilerin sik yasandigi pozisyonlarda istihdam edilmelidir. Calisanin etkili bir sekilde
konumlandirilmasi, oteller ve ¢alisan arasinda en iyi kisi-is uyumunun yaratilmasina yardimci
olur (Aladaweiy ve Amer, 2023). Bu nedenle, yonetim bu tiir ¢alisanlar1 bulmak ve elde tutmak
icin harekete geg¢melidir (6rn; adil ticret vererek, kariyer firsatlar1 sunarak, odiillendirme
sistemleri olusturarak vs.). Ayrica yonetim, kendi calisanlarimin polikronik egilimlerini
artirabilmek i¢in egitim ve gelisim programlar: diizenlemelidir.

5.2. Sinirliliklar ve Gelecek Arastirmalar

Bu mevcut calisma, konaklama sektoriine iliskin arastirma literatiirline bazi katkilarda
bulunmakla birlikte, baz1 siirliliklart bulunmaktadir. Veri toplama, katilimeilarin hatirlama
yanliliklari, sosyal beklenti yanliliklar1 gibi yaygin metodolojik yanliliklara yol agabilecek tek
bir 6z bildirim anketine dayanmaktadir. Bu calismanin ikinci bir sinirlamasit da cografi
sinirlamadir. Calisma sadece Elazig ilindeki 4 yildizli otellerde gergeklestirildigi icin
sonuglarini genellemek miimkiin degildir. Bu nedenle, ¢alismanin hem daha biyiik
orneklemlerle hem de dnde gelen turizm illerindeki 5 ve iizeri yildizli konaklama ortamlarinda
tekrarlanmasi, gelecekteki genelleme i¢in faydali olacaktir. Ayrica, zayif nedensellik nedeniyle,
gelecekteki ¢aligmalar s6z konusu degiskenlerin iligkilerini gozlemlemek i¢in boylamsal bir
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calisma tasarimi kullanabilir. Son olarak, bu ¢alisma arastirmaya deger olabilecek demografik
degiskenlerdeki (yas, cinsiyet, egitim diizeyi gibi) farkliliklar1 test etmemistir. Bu nedenle,
gelecekteki ¢alismalarda bu noktanin da dikkate alinmasini onerilebilir.
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Katki Orani Beyani: Yazar calismayi tek basina gerceklestirmistir.
Destek ve Tesekkir Beyani: Calismada herhangi bir kurum ya da kurulustan destek alinmamistir.
Catisma Beyani: Yazar herhangi bir ¢ikar catismasi olmadigini deklare etmektedir.

Bu calismada “YUksekogretim Kurumlari Bilimsel Arastirma ve Yayin Etigi Yonergesi” kapsaminda
uyulmasi belirtilen kurallara uyulmustur.
Bu makale benzerlik tespit yazilimlariyla taranmistir.
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Abstract

In this study, the subject of "gender inequality" is conceptually addressed primarily within the framework of
Social Identity Theory (SIT). Subsequently, academic studies on "gender inequality" in English from the Web of
Science (WoS) database were examined. Within the scope of the research, SSCl articles that included the terms
"gender inequality - gender disparity - gender inequity - gender segregation" in their titles, keywords, or abstracts
were filtered. The focus was then placed on the categories of Women’s Studies, Management, Business, Business
Finance, Ethics, and Behavioral Sciences resulting in 144 Social Sciences Citation Index (SSCI) articles. The findings
obtained through bibliometric and qualitative analysis techniques were presented using visual tools such as word
tree, thematic map, tree map, word cloud map, three-field plot, and code-subcode-segment model. The results
revealed that academic publications on gender inequality were very limited in the early 2000s, but their number
has grown exponentially over time, maintaining this momentum. The countries producing the most publications
in this field were identified as the United States, the United Kingdom, and Australia. Furthermore, it was observed
that under the theme of gender inequality codes such as struggle, ways of seeing, troubles, and determining
factors were identified, with these codes further divided into subcodes and segments. Additionally, key terms
clustered under basic themes representing maturity in the literature, were identified as integration, women, and
change while key terms clustered under niche themes indicating high potential for future research, were
identified as masculinities, nursing, and practice.
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Is Diinyasinda Cinsiyet Esitsizligi: Bibliyometrik ve
Nitel Bir Arastirma

0z

Bu calismada "cinsiyet esitsizligi" konusu oncelikli olarak Sosyal Kimlik Teorisi (Social Identity Theory - SIT)
gercevesinde kavramsal olarak ele alinmistir. Daha sonra Web of Science (WoS) veri tabanindan alinan ingilizce
akademik galismalar incelenmistir. Arastirma kapsaminda, baslik, anahtar kelimeler veya 6zetlerinde "gender
inequality - gender disparity - gender inequity - gender segregation" terimlerini iceren SSCI makaleleri
filtrelenmistir. Arastirmanin odak noktasi Kadin Calismalari, Yénetim, isletme, isletme Finansmani, Etik ve
Davranis Bilimleri kategorilerinde toplanmis ve 144 Social Sciences Citation Index (SSCI) makalesine ulasilimistir.
Bibliyometrik ve nitel analiz teknikleriyle elde edilen bulgular; kelime agaci, tematik harita, agag haritasi, kelime
bulutu haritasi, t¢ alanh grafik ve kod-altkod-segment modeli gibi gorsel araglarla sunulmustur. Sonuglar, 2000'li
yillarin basinda cinsiyet esitsizligi Uzerine akademik yayinlarin oldukga sinirli oldugunu, ancak zamanla sayilarinin
hizla arttigini ve bu ivmeyi korudugunu ortaya koymustur. Bu alanda en ¢ok yayin Ureten llkeler Amerika Birlesik
Devletleri, Birlesik Krallik ve Avustralya olarak tespit edilmistir. Ayrica, cinsiyet esitsizligi temasi altinda miicadele,
gorme yollari, sorunlar ve belirleyici faktorler gibi kodlar belirlenmis, bu kodlar alt kodlara ve segmentlere
ayrilmistir. Bunun yaninda, literatiirde olgunlugu temsil eden temel temalar altinda kiimelenen anahtar terimler
entegrasyon, kadinlar ve degisim olarak tespit edilirken, gelecekte yiksek arastirma potansiyeline sahip nis
temalar altinda kiimelenen anahtar terimler ise erkeklik, hemsirelik ve uygulama olarak belirlenmistir.

Anahtar Kelimeler: cinsiyet esitsizligi, cesitlilik, is diinyasi, kadinlar
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1. INTRODUCTION

Gender inequality in the workplace deeply affects individuals' career development and
economic opportunities as a result of gender norms and structural discrimination (Gauchat et
al., 2012). Women's participation rates in the workforce, representation in leadership positions,
and distribution across sectors are among the most visible indicators of this inequality
(Tzannatos, 1999). According to the 2023 Global Gender Gap Report by the World Economic
Forum, it will take 131 years to fully eliminate gender inequality across its various dimensions.

In the literature, gender inequality is generally categorized into horizontal and vertical
dimensions. Horizontal segregation refers to the concentration of specific genders in certain
professions, while vertical segregation refers to the barriers women face in accessing leadership
and top management positions. Horizontal segregation is reproduced through gender norms in
the labor market, leading to the association of women with specific professions (Hakim, 2006).
From a vertical perspective, it is noted that only 10% of leadership positions in Fortune-500
companies are held by women, with little change in these figures in recent years. This
segregation highlights the negative impact of gender-based biases and societal expectations on
the labor market. Consequently, the sectoral and geographical spread of gender inequality
negatively affects both organizational performance and the economic growth of nations
(Klasen, 2018). According to McKinsey Global Institute (2015), achieving equal workforce
participation for women would increase global GDP by 26%; however, the persistence of
conditions that perpetuate gender inequality would limit women's potential economic
contributions. It is aimed that the findings of the research will contribute to the positive change
in these statistics by providing a better understanding of the issue of women's inequality and
directing the steps to be taken in this direction.

The main factors contributing to gender inequality include gender roles, workplace power
dynamics, and human resource practices. Research shows that women face barriers such as the
glass ceiling and the glass cliff in organizations and are often directed toward riskier or failure-
prone leadership positions (Ryan and Haslam, 2007). Human resource (HR) practices and
organizational culture are known to play reinforcing roles in this segregation. For instance, HR
policies designed under the claim of gender neutrality but containing implicit biases can limit
women's career advancement (Acker, 1990). According to SIT, a social psychology framework
that explores internal group dynamics, intergroup relations, and the collective self in the context
of group phenomena, overcoming gender inequality is achievable through effective and
authentic strategies. This theory suggests that addressing these inequalities can enhance both
internal group dynamics and intergroup relations. The findings of this research aim to contribute
to this improvement by highlighting some of the existing gaps in women's equality. For
example, policies promoting gender equality in the workplace within European Union countries
have led to a 12% increase in women's workforce participation and significant economic
improvements (OECD, 2021).

56



This study will first conceptually address the multidimensional nature of gender inequality. In
the methodology section, literature studies in this field will be examined using bibliometric and
qualitative analysis techniques. Findings will then be presented through various visual tools
such as keyword tree map, three-field plot, countries’ scientific productions, thematic map,
co-occurrence networks, word cloud map, word tree, and code-subcode-segment model. The
study aims to contribute to academic literature, raise social awareness, and assist HR managers
and policymakers in developing more effective strategies for combating gender inequality.

The Most Cited Documents, Co-occurrence Network, and Thematic Map tables will serve as
valuable resources for academics, highlighting the most frequently cited articles on women's
inequality, illustrating how different topics are interconnected, and identifying the four key
themes in this field. The Three-Field Plot and Countries' Scientific Productions visuals, which
incorporate keywords, authors, and country data, will provide policymakers with insights into
the geographical distribution of studies on this issue, highlighting existing gaps and common
keyword associations. This can help identify which countries are actively addressing gender
inequality and which are lagging behind, playing a crucial role in shaping future policies.
Additionally, HR managers will benefit from focusing on the Thematic Map, which outlines
four core dimensions of women's inequality, offering a clearer understanding of the issue. This
will allow them to discern well-established, popular, niche, and emerging or declining themes
related to gender inequality. HR managers can also use the Code-Sub-Code-Segment model to
analyze the relationships between variables within the context of women's inequality.

2. CONCEPTUAL FRAMEWORK
2.1. Inequitable Behaviors in Organizations

Inequitable behaviors in organizations refer to practices such as discrimination, bias, and
harassment based on employees’ identity, gender, race, or other personal attributes, constituting
a type of injustice. Discrimination involves treating individuals differently and often negatively
based on their identities. Harassment refers to exposing employees to hostile, aggressive, or
disturbing behavior, often linked to factors such as gender, race, or disability. Bias entails the
influence of negative beliefs and attitudes towards specific groups in decision-making processes
(Dovidio et al., 2003).

SIT posits that "individuals perceive themselves as part of social groups, which leads them to
develop positive attitudes toward in-groups and negative attitudes toward out-groups™ (Tajfel
and Turner, 1986). In this context, inequitable behaviors in organizations are rooted in
individuals' tendencies to exclude one another and reinforce in-group cohesion. When such
psychological distinctions among group members are reinforced by organizational hierarchies
and leadership styles, they can lead to destructive outcomes (Hogg and Terry, 2000).

Inequitable behaviors can be observed in varying degrees across all organizations, though they
are more prevalent in certain sectors and cultures. For instance, women face greater
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discrimination in male-dominated sectors such as engineering, construction, and technology
(Eagly and Carli, 2003). In culturally homogenous societies, inequitable behaviors towards
ethnic and religious minorities are more common, though such behaviors are also frequently
observed in multicultural organizations and globalized workforces (Klein et al., 2004). For
instance, some large firms in North America and Europe still have limited racial diversity and
female leadership representation, demonstrating that inequitable behaviors persist in
multinational companies and Western societies.

Regardless of their type, inequitable behaviors have significant negative consequences for
organizations. Unfair treatment of employees reduces job satisfaction, organizational
commitment, and motivation while increasing turnover intentions (Kuvaas, 2006; Cheung and
Halpern, 2010). Schein (2010) argues that such behaviors threaten a healthy work environment,
leading to distrust and low morale among employees, ultimately damaging organizational
culture. Another risk of inequitable behaviors for organizations is legal challenges. Cases of
discrimination and harassment can lead to costly legal proceedings and damage to corporate
reputation. Loss of reputation negatively impacts on the organization’s ability to attract and
retain talented employees. Therefore, it is crucial for organizations to foster equitable work
environments by implementing comprehensive training programs, establishing fair policies,
and taking strict measures against discrimination. Furthermore, promoting workforce diversity
and developing strategies to eliminate social identity-based biases can provide more productive
and sustainable work environments in the long term (Nishii, 2013).

2.2. Gender Inequality

Gender inequality in the workplace refers to unfair practices based on gender, affecting access
to opportunities, working conditions, wage distribution, and organizational roles for male and
female employees. This inequality manifests in various ways, such as women and gender
minorities earning less, working in less secure jobs, and occupying fewer leadership positions.

These approaches, which lead to organizational unrest, often result in women encountering the
glass ceiling syndrome in male-dominated organizations, where they face hidden barriers to
advancing to significant positions (Cotter et al., 2001). Conversely, gender inequality can also
be observed in female-dominated organizations. According to the glass escalator phenomenon,
men in female-dominated professions experience faster promotion opportunities (Williams,
1992). Ultimately, gender inequality is evident in both female- and male-dominated sectors.

Gender inequality is broadly categorized into two types: vertical segregation and horizontal
segregation. Vertical segregation refers to situations where women are concentrated in less
prestigious, lower-paid roles with limited promotional opportunities, while men dominate
management and leadership positions. Horizontal segregation, on the other hand, pertains to the
concentration of women in sectors that require soft skills such as care, education, and health
while men dominate more technical, high-reward sectors like engineering, technology, and
finance (Charles and Grusky, 2004). Studies show that women spend more time on non-
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promotable tasks compared to men, negatively affecting their career advancement (Babcock et
al., 2017; O’Meara et al., 2017).

2.3. Social, Cultural, and Economic Factors Leading to Gender Inequality

Social factors influencing gender inequality are closely tied to societal expectations of male and
female roles. According to SIT, individuals increasingly identify with in-groups, reinforcing
the "us" versus "them" distinction and intensifying exclusionary behaviors towards out-groups
(Tajfel and Turner, 1986). In this context, the perception that men are more suitable for
leadership roles makes it harder for women to advance in their careers. Women are often
directed toward low-priority jobs with fewer opportunities for promotion, while men are
assigned high-importance tasks (Babcock et al., 2017). This situation creates individual and
institutional inequalities, varying across societies. In Western European countries, women’s
labor market integration is higher due to welfare policies and flexible working arrangements.

Cultural factors include societal norms, stereotypes, and structural elements. A deeply
entrenched masculine work culture, especially in male-dominated sectors like construction,
technology, and engineering, leads to the exclusion of women. In patriarchal societies, women
are expected to focus more on family and domestic responsibilities, while men are encouraged
to participate more actively in the workforce. For instance, in Sweden, the female labor force
participation rate is high at 74% (OECD, 2021). In contrast, the rate is only around 20% in the
Middle East and North Africa. In less modern societies, this perspective often deprives women
of education and career opportunities, creating a self-perpetuating cycle (Hofstede, 2001).

Economic factors leading to gender inequality focus on the role of income distribution within
societies and households. In countries with high prosperity levels, gender inequality tends to be
lower. For example, in Scandinavian countries, where per capita income is high, women have
higher labor market participation, leadership opportunities, and education levels. Social
policies, flexible work arrangements, and gender equality efforts contribute to this outcome
(Duvander et al., 2019). In low-income countries, however, gender inequality is more
pronounced. Women often work in informal, low-paying, and insecure jobs. Economic
disadvantages deepen gender inequality and necessitate more organized efforts to address it.
According to SIT, disadvantaged groups are more inclined to collectively challenge their
disadvantage when they recognize society as being structured around group divisions, view
alternative arrangements to the status quo as feasible and valid, and possess sufficient collective
power to drive social change (Schmitt et al., 2014).

2.4. Combating Gender Inequality

Gender inequality continues to exist as a deep-rooted issue globally, causing disruptive effects
at various levels. Removing barriers to women’s effective participation in production,
leadership, and decision-making mechanisms will provide benefits not only to individuals but
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also to organizations and nations. Accordingly, revisiting HR strategies, leadership approaches,
and national policies will be a meaningful step in combating gender inequality.

2.4.1. The Role of HR in Combating Gender Inequality

HR strategies play a crucial role in addressing gender inequality. Ensuring fairness and
transparency in all HR practices, from recruitment processes to promotions, will effectively
enhance the understanding of equality within organizations. Research shows that job
advertisements promoting diversity and using gender-neutral language positively influence
women'’s job applications (Gloor et al., 2020). In addition, policies such as flexible work models
and parental leave help women achieve a work-life balance and increase female employment.
Furthermore, HR departments play a significant role in raising awareness by organizing gender
inequality training and awareness campaigns. These campaigns reduce biases and contribute to
fostering an inclusive work environment.

2.4.2. The Responsibilities of Senior Management and Leaders in Preventing Gender
Inequality

Active participation of senior management and leaders, who hold decision-making authority, is
essential in eliminating gender inequality. Leaders need to act as role models and integrate the
issue of gender equality into organizational culture (Eagly and Carli, 2007). In this context,
implementing conscious leadership strategies is important to overcome the glass ceiling
syndrome. Moreover, leaders’ active involvement in mentorship is effective in encouraging
women employees toward leadership positions. Senior management and leaders also have
important roles in establishing diversity committees and implementing equality policies within
organizations.

2.4.3. Macro Policies for Preventing Gender Inequality

Legal and economic policies that shape regulations significantly contribute to preventing
gender inequality. The principle of equal pay for equal work aims to address gender-based
disparities in productivity levels. The UK’s introduction of the Gender Pay Gap Reporting
Legislation in 2018 is considered a significant step in this regard (OECD, 2021). Additionally,
government support for social services such as childcare facilitates the active participation of
women in the workforce. Comprehensive parental leave policies implemented in Scandinavian
countries are among the exemplary practices (World Economic Forum, 2023). Such policies
not only reduce gender inequality but also enhance the economic productivity of nations.

2.5. Gender Inequality Across Sectors

Gender inequality remains a pervasive issue across various sectors worldwide, affecting both
economic development and social progress. Women often face barriers to entry, limited career
advancement opportunities, unequal pay, and underrepresentation in leadership roles. These
disparities are deeply rooted in cultural, social, and structural factors that vary across industries.
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Examining gender inequality in different sectors highlights the challenges women encounter
and the need for targeted interventions to promote inclusivity and equality (Blau and Kahn,
2017). The situation of gender inequality on a sectoral basis is as follows:

e Manufacturing: The manufacturing sector shows significant gender inequality, with men
dominating high-paying technical and managerial positions, while women are concentrated in
lower-wage, less secure roles. Gender pay gaps are particularly pronounced in this sector.

e Health: Despite being a female-dominated sector, men disproportionately occupy leadership
and specialist roles in the health industry. Women face barriers in career progression and
significant wage disparities.

e Education: Women are overrepresented in teaching at primary and secondary levels but
underrepresented in leadership roles such as school principals and university administrators.
This reflects persistent structural barriers in the education sector.

e Transportation and Logistics: Traditionally male-dominated, the transportation and
logistics sector have low female participation. Women face stereotypes, inadequate workplace
facilities, and safety concerns, limiting their access to opportunities.

eFinance and Banking: In finance and banking, women are underrepresented in senior
management and board positions. Despite progress in workforce diversity, the gender pay gap
persists, particularly in leadership roles.

e Energy: The energy sector has one of the lowest rates of female participation, particularly in
technical and engineering roles. Cultural biases and a lack of support for women in STEM
fields contribute to this inequality.

e Technology and IT: The technology sector struggles with gender diversity, with women
underrepresented in technical roles and leadership positions. Challenges include workplace
biases, unequal pay, and limited mentorship opportunities.

e Agriculture and Fisheries: Women play crucial roles in agriculture and fisheries but often
lack access to resources such as land ownership, financial credit, and technology. This
exacerbates gender disparities, particularly in rural areas.

e Security and Defense: The security and defense sector remains predominantly male, with
women representing a small fraction of personnel. Women often face discrimination,
stereotypes, and limited opportunities for advancement in military and law enforcement
careers.

¢ Media and Communication: In media and communication, women are underrepresented in
decision-making and editorial roles. They also face challenges such as gender stereotyping in
content creation and lower salaries compared to their male counterparts.

2.6. Benefits of Preventing Gender Inequality

Organizations that achieve gender equality improve not only individual well-being but also
organizational performance. These benefits manifest in various areas, including economic
growth, employee satisfaction, innovation, corporate reputation, and sustainability. Eliminating
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gender inequality is critical for enhancing organizations’ global competitiveness and building
resilience against future challenges.

Studies have shown that teams with equal participation from women are more creative and
innovative. Diversity brings together different perspectives, enabling more effective solutions
to problems. Desvaux et al. (2017) suggest that gender diversity in management teams
significantly enhances company performance. Teams with diverse perspectives adopt more
innovative approaches during product development and respond more quickly to customer
demands. Research conducted in technology firms has revealed that women’s contributions to
product development processes, especially in user experience and design, lead to significant
improvements (Hewlett et al., 2013).

The economic gains from gender equality are also noteworthy. According to a McKinsey
Global Institute (2015) report, achieving equal participation of women in the workforce could
contribute $28 trillion to the global economy. Increased representation of women in STEM
(Science, Technology, Engineering, and Mathematics) fields exemplifies how these sectors
experience significant growth in economic output. Similarly, integrating women entrepreneurs
into the business world enhances the number of innovative solutions and contributes to
economic growth. A World Bank report from 2020 indicated that achieving equal participation
of women in the workforce could increase a nation’s GDP by 10-15%.

Companies prioritizing gender equality not only cultivate a more positive public image but also
gain an advantage in attracting talented individuals. Among Fortune-500 companies, those that
successfully implement gender equality policies report higher levels of employee satisfaction
and organizational commitment compared to others (Catalyst, 2020). Organizational policies
promoting gender equality foster an inclusive work environment that supports the career
development of both female and male employees. Consequently, mechanisms involving women
in leadership positions demonstrate greater success in crisis management. This indicates that
diverse teams provide more flexible and creative solutions during times of crisis. For example,
countries led by women during the COVID-19 pandemic achieved better outcomes in managing
the crisis (Garikipati and Kambhampati, 2021). Similarly, female leaders in organizations were
observed to make more transparent and empathetic decisions during crises. IKEA launched a
mentorship program specifically for advancing women into leadership roles, increasing the
proportion of female managers from 25% to 50%. This change resulted in significant
improvements in customer satisfaction and employee engagement. Similarly, Deloitte enhanced
its innovation capacity by offering flexible work hours and leadership programs to increase the
representation of women in the workforce.
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3. RESEARCH METHOD
3.1. Data Collection

In this study, the SSCI articles available in the WoS database were used as the primary data
source. The reason for this choice is that the WoS contains the most prestigious, comprehensive,
and impactful journals, making it highly suitable for bibliometric research.

Certain filtering steps were applied to identify research relevant to the topic of “gender
inequality in business.” Articles were selected in English, and keywords such as gender
inequality, gender disparity, gender inequity, and gender segregation in the title, keywords, or
abstract were prioritized. Despite these filters, the articles spanned various disciplines, and to
maintain thematic consistency, only studies categorized under Women’s Studies, Management,
Business, Business Finance, Ethics, and Behavioral Sciences were included, narrowing the total
to 156 articles. To enhance inclusivity, no restrictions were applied to the publication date of
the articles. Lastly, after individually reviewing the 156 articles, it was determined that 12 were
not directly related to women in the workforce, leaving 144 SSCI articles for further analysis.
These steps in the literature review process are illustrated in Figure 1.

Figure 1. Flow diagram of literature review

WoS search results for gender inequality (n: 1.268)

Expanding database with additional keywords (gender inequality, gender disparity, gender inequity,
gender segregation) (n: 3.259)

Researsches written in English (n: 3.085)

Picking only articles (n: 2.589)

Scanning in SSCI database (n: 1.366)

Selecting appropriate categories (Women S Studies, Management, Business, Business Finance,
Ethics, Behavioral Sciences) (n: 156)

Manually scanning and electing (n: 144)
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3.2. Analysis of Data

This study utilized the content analysis method, one of the qualitative research methods. In this
context, 144 SSCI articles on the topic of "gender inequality in business™ were analyzed using
bibliometric and qualitative methods based on specific research questions. After providing
descriptive statistics of the combined dataset, the dataset was transferred to the Bibliometrix
program for bibliometric analysis and to the MAXQDA program for qualitative analysis,
including word frequency and relational correlations.

Bibliometrix is a program that visually represents data such as keywords, citations, authors,
publication dates, and the country of origin of works in a networked format and creates
bibliometric maps. This RStudio based program is used for exploring and analyzing large
amounts of research data through BibTeX files from scientific databases like WoS. MAXQDA,
on the other hand, is a program used in qualitative data analysis and text mining, enabling the
exploration and analysis of large research datasets. MAXQDA facilitates various processes,
such as coding and thematizing texts, creating and analyzing word clouds, designing word trees,
visualizing data, and conducting content analyses, thereby uncovering patterns, trends, and
relationships within the data.

The prominent operations related to bibliometric and qualitative analysis are as follows:

eBibliometric Analysis: Examines the dynamics and trends of scientific activities by
statistically analyzing various aspects of scientific publications (e.g., authors, journals,
citations, themes).

e Qualitative Analysis: Examines the content and themes of qualitative data, such as text,
interviews, or observations, providing an in-depth and contextual understanding of the
research topic.

¢ \Word Frequency and Relational Correlations: Analyzes the frequency of specific words,
such as keywords, in texts and their relationships through interfaces like word trees.

¢ Coding and Classification of Texts: Enables the analysis of textual content by categorizing
it into specific themes. Coding involves marking text segments according to particular themes
or topics.

e Creating Word Clouds and Trees: Visualizes the most frequently used words in texts,
adjusting font size based on usage frequency, and analyzes relationships among these words.

¢ Creating Maps: Visualizes data on geographical or conceptual maps, aiding the examination
of spatial distributions, co-occurrence networks, or conceptual relationships.

eData Visualization: Presents data effectively and clearly using graphs, tables, and other
visual tools.

e Content Analysis: Systematically examines citations, themes, country information, patterns,
and meanings within texts, enabling comprehensive analysis.
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4. FINDINGS

In this section of the study, 144 SSCI articles in the WoS database on the topic of "gender
inequality” in business science will be analyzed. There was no time limitation imposed on the
mentioned works, and it was observed that these works were published between 2002 and 2024.
Looking at the years, only four works were produced in the first three years, while this number
increased to 58 in the last three years. This trend points to the growing academic interest in
gender inequality.

This section will sequentially present the most cited documents, keyword tree maps, three-field
plots, countries' scientific productions, thematic maps, co-occurrence networks, word cloud
maps, word trees, and code-subcode-segment models. Each visual will be explained in detail
within the framework of the findings.

Figure 2. Most cited documents
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Among the most cited works in this field, Klasen's 2009 article stands out with 330 citations. It
is followed by the same author's 2002 World Bank report. The third is Bucher-Koenen's 2011
work. The total number of citations for these three works, approximately 900, surpasses the
citations of all other works combined. This visual serves as a guiding reference for authors
working on similar topics.
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Figure 3. Authors’ keyword tree map
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The authors' keyword tree map contains the frequency and percentage information of the 50
most used keywords. The larger the frequency count of a keyword, the larger the box
representing that keyword. The top three keywords were "gender,” "gender inequality,” and
"gender segregation," with frequencies of 19%, 9%, and 6%, respectively.

Figure 4. Three-field plot: Keyword - author — country
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This visual helps the researcher simultaneously display three different variables and their
relationships. For the three-field plot in this study, keywords, author names, and country
information were selected. Accordingly, the countries with the most publications are the USA,
the United Kingdom, and Australia. Multi-element cross-matches of the most used keywords
and author names are displayed in the visual.

Figure 5. Countries’ scientific productions

The country-based analysis of the works included in this study and related to gender inequality
is also presented. In this figure, the countries producing the most publications are shown in the
darkest tones. Therefore, the countries with the lightest shades produced the fewest
publications, while countries with no color produced no or very few works in this area.

Figure 6. Thematic Map
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This visual holds a significant place among the findings of this study. The reason for this is that
thematic maps allow the examination of keywords in four sections. Basic themes represent the
foundational keywords frequently used in many works over the years. Keywords such as
integration, women, and change stand out in this category. Motor themes show keywords that
have become prominent and popular in recent years. Following these trends in current research
is advantageous for researchers. The most frequent keywords here are gender, inequality, and
effects. Niche themes consist of keywords not sufficiently studied in this field. Researchers
focusing on this area in their future studies may find an advantage in differentiation. The most
common keywords in this group are masculinities, nursing, and practice. Emerging or declining
themes refer to keywords that are either becoming outdated due to overuse or are newly
emerging and insufficiently represented in studies. Keywords in this category may either
disappear from the map over time or become popular and move to other sections. The most
frequently used keywords in this category are professional life and perceptions.

Figure 7. Co-occurrence network
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When producing works in the literature, certain terms are frequently used together. Therefore,
information on the most commonly used terms in a specific area and their relationships is
essential for researchers. According to the co-occurrence network visual, the most commonly
used keywords in studies on gender inequality in business topic are gender, gender segregation,
and gender inequality which form clusters with other keywords.
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Figure 8. Word cloud map
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One of the most popular visual tools of the MAXQDA program, like many qualitative analysis
programs, is the word cloud. This design filters out prepositions, conjunctions, numbers, and
other non-content words to create word clouds from the most frequently used words. In this
study, the most commonly used words in 144 SSCI articles were gender, women, and work.

Figure 9. Word tree
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Another type of qualitative analysis offered by MAXQDA is the word tree. This analysis
identifies words with common roots and visualizes their branches and splits in a tree-like
structure. Prominent word groups and continuing sentence structures in the study are shown
above.

Figure 10. Code-subcode-segment model
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The final analysis of this study is the code-subcode-segment model. Here, all the studies in the
dataset are examined individually, and relationships between codes are identified. Accordingly,
studies related to gender inequality were divided into four codes: struggle, ways of seeing,
troubles, and determining factors. These codes were further divided into subcodes and
segments, creating interlinked structures. The network design and segment information of this
study are presented above.

5. DISCUSSION and CONCLUSION

In this study, articles in the WoS database addressing the topic of “gender inequality” in
organizations were analyzed. After applying various filtering steps, a total of 144 SSCI articles
written in English were identified and subjected to bibliometric and qualitative analyses. The

prominent findings from these analyses are discussed in this section within the scope of
literature and SIT.

Firstly, the earliest study in this field was identified as dating back to 2002, but the number of
studies has significantly increased in recent years. This indicates a growing sensitivity within
the academic community towards gender inequality over time, while highlighting that the issue
remains current. Social environments in which individuals are situated may trigger these
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behaviors. SIT suggests that the status of an individual's in-group within the social hierarchy
significantly shapes their attitudes toward inequality (Oakes et al., 1994).

Another key finding of the research is that the works of the researcher "Klasen, S." have
received the highest number of citations, suggesting that the author plays a pioneering role in
the field of gender inequality. Furthermore, the words gender, gender inequality, and gender
segregation were identified as the three most frequently used terms, with a frequency rate of
34%. According to the findings, the countries with the highest number of publications on gender
inequality are the USA, the United Kingdom, and Australia. While this can be seen as a result
of developed countries' efforts to combat gender inequality, it is important to note that gender
inequality is still prevalent in many developing countries (Klasen, 2018).

An analysis of thematic map data revealed that keywords were categorized into four themes:
basic, motor, niche, and emerging or declining themes. Within the scope of gender inequality,
keywords frequently addressed and almost standardized in the field included integration,
women, and change (basic themes). In the motor themes category, which includes popular
keywords frequently used in recent studies, terms such as gender, inequality, and effect stood
out. These terms are similar to the theme words identified by Araujo-Vila et al. (2021). The
keywords masculinities, nursing, and practice were observed in the niche themes category as
underexplored topics. In the emerging or declining themes category, keywords like professional
life and perceptions were found to be either overused and becoming outdated or newly emerging
and not yet widely studied. When we look at the research carried out in the last few years, it is
seen that these studies include more technology, in line with the requirements of the digital age,
and reflect the perspectives of younger generations who have just entered business life. This is
very important in understanding how the same issue evolves as generations and time change.
These results largely align with the findings of Nitiwatthana and Prabpala (2024).

Finally, through the detailed examination of the data, prominent structures among certain
concepts were identified, leading to the development of the code-subcode-segment model.
Accordingly, the concept of gender inequality was divided into four main codes: struggle, ways
of seeing, troubles, and determining factors. Each of these codes was further divided into
subcodes and even segments. For instance, under the struggle code, subcodes such as
individual, organizational, governmental, and supranatural were identified.

These findings have both practical and theoretical implications. Within the scope of practical
implications, the dimensions of gender inequality within the organization have been revealed
in terms of organizational management and HR managers, and a comprehensive analysis has
been conducted through the SSCI articles that stand out in the literature in this field. In this
way, concepts related to gender inequality were revealed and the topics and themes that the
researchers focused on were included. By focusing on the mentioned issues, it is aimed to better
understand gender inequality in organizational management and produce more realistic
solutions to this problem. From a theoretical perspective, SIT stands out as an interactionist
social psychological theory that examines the role of self-concept and related cognitive
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processes and social beliefs in group processes and intergroup relations (Hogg, 2016).
However, SIT did not address this process in the context of gender. In this study, this gap in
theory has been tried to be filled and a modern and up-to-date contribution has been tried to be
made with studies mostly carried out in the 21st century.

Regarding the study's limitations, a few points are worth mentioning. Firstly, the analyses were
limited to articles obtained from the WoS database. This means that works from other databases
and other types of literature were not included in the analysis. Another limitation is that only
articles written in English were examined. Since bibliometric research requires detailed
classification disciplines and relies on file formats like BibTeX, the infrastructure in many
databases does not yet function effectively in this regard. This represents another constraint
preventing the study from gathering data from broader databases. This situation, which is
observed throughout bibliometric analyses, limits access to comprehensive research and may
introduce bias in evaluations. Future research would benefit from utilizing a larger data pool
from multiple databases and including studies written in languages other than English. Lastly,
analyzing some of the basic concepts included in this study, which are closely related to gender
inequality, can reveal different dimensions of the issue.
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Oz

Bu calisma, 6698 sayili Kisisel Verilerin Korunmasi Kanunu’nun (KVKK) organizasyonlar tizerindeki etkisinin insan
Kaynaklari (iK) departmanlarinin bu siirecteki rolii baglaminda incelemektedir. KVKK’nin yiiriirlige girmesiyle, is
diinyasinda kisisel verilerin toplanmasi, islenmesi, saklanmasi ve imha edilmesi siregleri daha siki kurallara
baglanmis, bu da iK departmanlarini veri yénetimi ve giivenligi agisindan kritik bir konuma tasimistir. Arastirma
kapsaminda, odak grup analizi yontemi kullanilarak farkl departmanlarin KVKK sireclerindeki goérevleri
degerlendirilmistir. Bulgular, iK’nin ise alim siireclerinden calisan verilerinin saklanmasina, referans
kontrollerinden veri imha politikalarina kadar genis bir sorumluluk alanina sahip oldugunu gostermektedir.
Ayrica, departmanlar arasi is birliginin artarak iK, Bilgi islem ve Hukuk birimlerinin veri giivenligi siireclerinde
merkezi roller iistlendigi belirlenmistir. KVKK’nin uygulanabilirliginin artirilmasi icin iK’nin farkindalik egitimleri
dizenlemesi, veri koruma politikalari olusturmasi ve teknik givenlik dnlemleriyle is birligi icinde galismasi
gerektigi tespit edilmistir. Sonug olarak, KVKK’nin is diinyasinda yalnizca bir yasal uyum sireci olmadigi, ayni
zamanda IK’nin organizasyon icindeki roliinii genisleterek onu stratejik bir ortak haline getirdigi gériilmektedir.

Anahtar Kelimeler: kisisel verilerin korunmasi, KVKK, insan kaynaklari, veri giivenligi, ise alim, organizasyonel
uyumluluk
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The Impact of Personal Data Management Policies on
Human Resource Department: A Qualitative Analysis

Abstract

This study examines the impact of the Law No. 6698 on the Protection of Personal Data (KVKK) on organizations
in the context of the role of Human Resources (HR) departments in this process. With the enactment of KVKK,
the collection, processing, storage, and disposal of personal data in the business environment have been
subjected to stricter regulations, positioning HR as a crucial player in data governance and security. Using a focus
group analysis methodology, the research evaluates the roles of different departments in KVKK compliance.
Findings indicate that HR has extensive responsibilities, ranging from recruitment processes and employee data
management to reference checks and data retention policies. Additionally, interdepartmental collaboration has
increased, with HR, IT, and Legal departments playing central roles in ensuring data security and compliance. To
enhance the effectiveness of KVKK implementation, HR departments must conduct awareness training, develop
data protection policies, and collaborate with technical teams to implement security measures. The study
concludes that KVKK is not merely a legal compliance requirement but also a transformative framework that
expands HR’s role, making it a strategic partner within organizations.

Keywords: personal data protection, KVKK, human resources, data security, recruitment, organizational
compliance
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EXTENDED ABSTRACT

Background & Purpose: The increasing digitalization of business processes has brought the
management of personal data into the spotlight, necessitating robust legal and organizational
frameworks. Personal data protection is not only a legal necessity but also an ethical and
strategic concern for organizations. The enactment of the Law No. 6698 on the Protection of
Personal Data (KVKK) has significantly altered how organizations, particularly Human
Resources (HR) departments, handle personal data. HR departments, traditionally responsible
for workforce management, are now at the forefront of ensuring compliance with personal data
protection laws, influencing recruitment, employee record management, and interdepartmental
data governance. This study aims to analyze the impact of evolving legal regulations on
personal data management in HR departments through a qualitative research approach. It
investigates how HR professionals adapt to legal requirements, what challenges they encounter,
and how data security practices are integrated into HR workflows. The study also examines
how HR departments collaborate with Legal, IT, and Quality Management teams to implement
compliance strategies effectively.

Research Method: This research adopts a qualitative methodology, utilizing the focus group
analysis technique to gather insights from professionals across different departments involved
in personal data management. A total of seven experts from HR, Legal, IT, Quality
Management, Occupational Health & Safety, Corporate Communications, and the Personal
Data Protection Registry (VERBIS) participated in the study. The focus group discussions were
structured to assess: (i) The role of HR in personal data management before and after the KVKK
implementation; (ii) Interdepartmental collaboration in ensuring compliance; (iii) The security
measures adopted to protect employee data; (iv) The impact of KVKK on HR responsibilities,
including recruitment, data retention, and employee privacy. The data analysis followed content
analysis principles, identifying key themes, such as the expansion of HR’s role, compliance
challenges, and the necessity for increased data security measures.

Conclusion: The findings of this study underscore the transformative impact of data protection
regulations on HR practices, highlighting how Human Resources (HR) has evolved from a
traditional administrative unit into a key player in organizational data governance. With the
implementation of personal data protection laws, particularly the Law No. 6698 on the
Protection of Personal Data (KVKK), HR departments have assumed increased responsibilities
in ensuring compliance, safeguarding employee data, and fostering a culture of data privacy
awareness across organizations. One of the most significant outcomes of this transformation is
the interdepartmental collaboration required for successful compliance. HR professionals no
longer operate in isolation but work closely with Legal, IT, and Quality Management
departments to integrate data security measures into HR processes. This collaboration is
essential in establishing secure data processing mechanisms, determining appropriate data
retention and disposal policies, and implementing risk mitigation strategies that align with legal
requirements. The study also reveals that HR professionals face ongoing challenges in
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balancing data security with employee privacy rights. While organizations must process and
store employee data for various purposes—recruitment, performance evaluations, payroll
management, and training records—this process must be transparent, lawful, and proportionate.
A key concern raised by participants is the increasing complexity of data retention policies,
particularly in reference checks, digital storage security, and the legal timeframes for data
deletion. These challenges emphasize the need for clear corporate policies that guide HR in
managing employee data responsibly.
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1. GIRIS

Kisisel verilerin korunmasi, dijital ¢cagin en énemli hukuki ve etik meselelerinden biri olarak
one ¢ikmaktadir. Teknolojik gelismeler ve dijitallesmenin hiz kazanmasiyla birlikte, bireylerin
kisisel bilgileri ¢esitli platformlarda toplanmakta, islenmekte ve saklanmaktadir. Bu durum,
bireylerin mahremiyet haklarini tehdit ederken, ayn1 zamanda veri giivenligi ve insan onuruna
iliskin etik tartismalar1 da giindeme getirmektedir. Ozellikle is diinyasinda, calisanlarin kisisel
verilerinin korunmas1 konusu biiyiik bir énem tasimaktadir. Ise alim siireglerinden bordro
yonetimine, performans degerlendirmelerinden is sagligi ve giivenligi uygulamalarina kadar
genis bir yelpazede kisisel verilerin islenmesi, isverenler ve Insan Kaynaklari (IK)
departmanlari i¢in ¢esitli sorumluluklar dogurmaktadir.

Kisisel verilerin korunmasi konusundaki yasal ¢erceve, Avrupa Birligi’nde Genel Veri Koruma
Tiizigli (GDPR) ve Tiirkiye’de 6698 sayili Kisisel Verilerin Korunmasi Kanunu (KVKK) gibi
diizenlemelerle olusturulmustur. Bu diizenlemeler, isverenlerin ¢alisanlarina ait kisisel verileri
nasil isleyebilecegini, saklayabilecegini ve gerektiginde silebilecegini belirlemekte; ayni
zamanda bireylerin bu siirecler lizerindeki haklarim1 giivence altina almaktadir. KVKK’nin
yirirliige girmesiyle birlikte Tiirkiye’deki sirketler, calisan verilerinin yonetimi konusunda
daha sik1 yiikiimliiliiklere tabi olmus, IK departmanlarinin veri giivenligi siireglerindeki rolii
Onemli Olgiide artmastir.

Bu baglamda, calismanin amaci, KVKK’nm is diinyasinda o6zellikle 1K departmanlari
tizerindeki etkilerini analiz etmek, kisisel verilerin islenmesi ve korunmasi siirecinde
karsilagilan zorluklar1 belirlemek ve bu siireclerin etkin yonetimine yonelik dneriler sunmaktir.
Calismada, kisisel verilerin korunmasinin insan onuru ile iligkisi ele alinarak, ise alim
siirelerinden is sagligi ve giivenli§i uygulamalarma kadar cesitli IK siireclerinde veri
yonetiminin nasil gerceklestirildigi incelenecektir.

Bu calismada, nitel arastirma yontemi kullanilarak, kisisel verilerin korunmasiyla ilgili mevcut
yasal diizenlemelerin IK siireglerine etkisi degerlendirilmistir. Calisma kapsaminda, farkli
sektdrlerden IK yéneticileriyle yapilan odak grup goriismeleri ve belge analizi ydntemlerinden
yararlamlmistir. Odak grup gériismelerinde, KVKK’nin uygulanmasina iliskin zorluklar, 1K
departmanlarinin karsilastigi sorunlar ve veri giivenligi politikalarinin is siireclerine
entegrasyonu konularinda derinlemesine bilgiler elde edilmistir. Ayrica, iK siireglerinde kisisel
veri isleme politikalarina iliskin mevzuat, akademik ¢aligmalar ve sektor raporlar1 incelenerek,
mevcut uygulamalar ve karsilasilan hukuki ve operasyonel sorunlar tespit edilmistir.
Calismada, 1K yoneticileri, hukuk damigmanlari ve bilgi islem birimi yetkilileriyle yapilan
gorlismelerden elde edilen veriler dogrultusunda, kisisel verilerin islenmesi, saklanmasi ve
imhasina iligkin pratik ¢éziimler 6nerilmektedir.

Arastirma bulgular, KVKK’nin IK departmanlarinin is siireglerinde énemli degisikliklere yol
actigimi ve veri yonetimi siireglerini daha karmasik hale getirdigini gostermektedir. KVKK
sonrasinda sirketler, ¢alisanlarin kimlik bilgileri, saglik verileri ve performans
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degerlendirmeleri gibi hassas verileri islerken daha dikkatli hareket etmektedir. Ancak,
verilerin giivenli saklanmasi konusunda sirketler arasinda farkli uygulamalar gozlemlenmistir.
Ise alim siireglerinde adaylardan toplanan verilerin gerekliligi konusunda sirketlerin farkindalik
diizeyinin artt1g1, ancak bazi firmalarin hala gereksiz veri topladigi belirlenmistir.
IK departmanlarinin veri giivenligi siireclerinde daha fazla sorumluluk iistlendigi, ancak hukuk
ve bilgi islem birimleriyle yeterli koordinasyon saglanmadiginda siireclerde aksakliklar
yasandigr goriilmiistiir. KVKK kapsaminda belirlenen yiikiimliiliiklere ragmen, ¢alisan
verilerine yonelik ihlallerin ve siber giivenlik tehditlerinin hala 6nemli bir risk faktorii oldugu
tespit edilmistir.

Bu bulgular 15181nda, calismanin 6nerileri arasinda KVKK uyum siire¢lerinin daha sistematik
hale getirilmesi, ¢alisanlara yonelik farkindalik egitimlerinin artirilmast ve 1K, hukuk ve bilgi
islem birimleri arasinda daha giiclii bir is birligi saglanmas1 yer almaktadir. KVKK, iK
departmanlarinin igleyisinde Onemli degisikliklere yol agmis ve veri gilivenligini sirket
politikalariin temel unsurlarindan biri haline getirmistir. Calisanlarin kisisel verilerinin
islenmesi ve saklanmasina yonelik yasal ¢erceve, isverenlerin yasal uyumlulugunu artirmakla
birlikte, veri ydnetimi siireclerinde yeni zorluklar da yaratmaktadir. IK departmanlari, kisisel
veri yonetiminde yalnizca operasyonel stirecleri yiiriitmekle kalmayip, aynt zamanda sirketin
veri giivenligi politikalarinin gelistirilmesine de katki sunan stratejik bir rol tistlenmektedir. Bu
calismada elde edilen bulgular, KVKK’nin uygulanmasina yonelik daha etkin politika ve
stratejiler gelistirilmesi gerektigini ortaya koymaktadir. Ozellikle is diinyasinda kisisel verilerin
korunmasina yonelik daha seffaf ve sistematik yaklasimlar benimsenerek, calisanlarin
mahremiyeti korunmali ve igverenlerin yasal ytikiimliiliikkleri siirdiiriilebilir hale getirilmelidir.

Calisma ayn1 zamanda kisisel verilerin korunmasinin hem bireysel haklar hem de
organizasyonel siiregler iizerindeki Onemini vurgulayarak, IK departmanlarinin modern
yonetim anlayisi icerisindeki stratejik roliinii ortaya koymay1 amaglamaktadir. Bu kapsamda,
isveren-isci iliskilerinde veri giivenligi uygulamalari, veri koruma siireglerinde IK ’nin rolii ve
departmanlar aras1 is birligi gibi konular detayli bir sekilde incelenerek bu arastirma
boslugunun doldurulmasi amaglamaktadir. Ayrica, IK’nin kurumsal farkindaligi artirma ve
calisanlar1 veri koruma politikalar1 hakkinda egitme roliinii vurgulamaktadir; bu konu mevcut
literatiirde biiyiik 6lciide goz ardi edilmistir. Bu ¢alisma, IK’nin veri koruma diizenlemeleri
caginda gecirdigi stratejik dontlislimii daha derinlemesine anlamaya katkida bulunarak 6nemli
bir boslugu dolduracaktir.

2. KAVRAMSAL ARKA PLAN

Glinlimiiz is diinyasinda, dijitallesme ve teknolojik ilerlemelerle birlikte kisisel verilerin
korunmas: konusu, bireylerin mahremiyet hakkinin korunmasi agisindan 6nemli bir boyut
kazanmistir. Kisisel verilerin korunmasi, bireyin insan onuru ve 6zel yasam hakkinin ayrilmaz
bir parcast olup, hem hukuki hem de etik bir gereklilik olarak karsimiza g¢ikmaktadir.
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Is hayatinda is¢i-isveren iliskileri baglaminda kisisel verilerin islenmesi ve korunmasi, 6zellikle
insan kaynaklar1 (IK) yonetiminin temel sorumluluklarindan biri haline gelmistir.

IK departmanlari, ¢alisanlarin ise alim siireclerinden baslayarak is sozlesmelerinin yonetimi,
performans degerlendirmeleri, 6zliikk dosyalarinin tutulmasi ve isten ayrilma stireglerine kadar
genis bir yelpazede kisisel verilerle dogrudan temas halindedir. Bu nedenle, Kisisel Verilerin
Korunmas1 Kanunu (KVKK) gibi diizenlemeler, isverenin ve IK departmanlarinin veri
gilivenligini saglama yukiimliliigiinii artirmis, kisisel verilerin hukuka uygun sekilde islenmesi
ve korunmasi konusunda kapsamli bir ¢ergeve olusturmustur.

2.1. Kisisel Verilerin Korunmasi ve insan Onuru

Insan onuru, bireyin 6zgiirliigiinii ve mahremiyetini temel alan evrensel bir kavramdir. Modern
hukuk sistemlerinde, kisisel verilerin korunmasi, bireyin onurunu giivence altina almanin bir
yolu olarak degerlendirilmekte ve 6zel hayatin gizliligi ile dogrudan iliskilendirilmektedir
(Diilger, 2018). Kisisel verilerin riza olmadan islenmesi, bireyin mahremiyet hakkini ihlal
edebilecegi gibi insan onurunu da zedeleyebilmektedir (Korkmaz, 2014).

Teknolojik gelismelerle birlikte bireylere ait kisisel verilerin toplanmasi, depolanmasi ve analiz
edilmesi hiz kazanmistir. Biiyiik veri analitigi ve yapay zekd uygulamalari, bireylerin izni
olmaksizin verilerini isleyerek mahremiyet sinirlarini zorlamaktadir (Cubukcu, 2024).
Ozellikle sosyal medya ve dijital platformlar, kisisel verilerin ihlali agisindan biiyiik bir risk
olusturmaktadir. Avrupa Insan Haklari Mahkemesi (AIHM), isverenlerin ¢alisanlarinin
elektronik haberlesmesini izlerken bireyin mahremiyet hakkina uygun hareket etmesi
gerektigini belirten kararlar almistir (Vayena vd., 2018).

Bireylerin mahremiyetinin korunmasi icin kisisel verilerin islenmesi slirecinde anonimlestirme
ve seffaflik ilkeleri biiyiik 6nem tagimaktadir (Eroglu, 2018). Ancak anonimlestirilen verilerin
bile farkl1 veri kiimeleriyle birlestirilerek kimlik tespitinin yapilabilecegi belirtilmektedir. Bu
nedenle, verilerin korunmasina iliskin diizenlemeler, bireyin kimliginin korunmasii ve
verilerin etik kurallar ¢ercevesinde islenmesini saglamalidir.

Kisisel verilerin korunmasi, yalnizca bireyin mahremiyetini degil, ayn1 zamanda insan onurunu
da korumaya yoneliktir. Hukuki diizenlemelerin ve denetim mekanizmalarinin giiglendirilmesi,
bireylerin dijital diinyadaki haklarin1 glivence altina almak i¢in kritik bir 6neme sahiptir.

2.2. Kisisel Verilerin Korunmasi Kanunu ve insan Kaynaklari Departmani’nin Rolii

Kisisel verilerin korunmasi, kurumsal yonetim siireclerinin en onemli bilesenlerinden biri
haline gelmis olup, Insan Kaynaklar1 (IK) departmanlari bu siirecte kritik bir rol iistlenmektedir
(Inciroglu ve Oge, 2019). Calisanlarin ise alim, performans degerlendirme, bordro islemleri
gibi siireglerde kisisel verileri islenmekte ve bu verilerin korunmasi, isverenlerin hukuki
sorumluluklar arasina girmektedir (Kartal, 2018).
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6698 sayili Kisisel Verilerin Korunmasi Kanunu (KVKK), isverenlerin g¢alisan verilerini
yalnizca belirli amaglarla ve hukuka uygun sekilde islemesini zorunlu kilmaktadir (Yazicioglu,
2024). IK departmanlari, bu siirecleri yonetirken, verilerin giivenli bir sekilde saklanmasini ve
gerekli durumlarda imha edilmesini saglamaktan sorumludur (Ersoy, 2019).

IK departmanlarmin KVKK kapsaminda iistlendigi temel gorevler su sekilde dzetlenebilir
(Inciroglu ve Oge, 2019): (i) Calisan verilerinin islenmesi siireglerini diizenlemek, (ii) Verilerin
glivenligini saglamak ve erigsimi smirlandirmak, (iii) Calisanlara kisisel veri farkindalik
egitimleri vermek, (iv) Veri ihlalleri durumunda hizli miidahale mekanizmalar1 olusturmak, ve
(v) Yasal diizenlemelere uygun olarak verilerin belirlenen siire sonunda imha edilmesini
saglamak.

Bu siiregler, yalnizca hukuki gerekliliklerin yerine getirilmesini degil, ayn1 zamanda
calisanlarin haklarmin korunmasmi da saglamaktadir. IK departmanlari, kisisel verilerin
korunmasinda yalnizca teknik onlemler almakla kalmamali, ayn1 zamanda organizasyonel
giivenlik politikalarinin olusturulmasina ve galisanlarin farkindaliginin artirilmasina yonelik
faaliyetlerde bulunmalidir (Yazicioglu, 2024).

IK departmanlar, kisisel verilerin korunmasina iliskin yasal yiikiimliiliikleri yerine getirerek,
calisan verilerinin glivenli bir sekilde yonetilmesini saglamakta ve organizasyon iginde giivenli
bir veri yonetim sistemi olusturulmasina katkida bulunmaktadir.

2.3. ise Alim Siirecinde Kisisel Verilerin islenmesi

Ise alim siireci, adaylardan toplanan kisisel verilerin islenmesi agisindan kritik bir asamadir.
Isverenler, adayin mesleki yeterliliklerini degerlendirmek amaciyla kimlik bilgileri, egitim
durumu, mesleki deneyimleri gibi bilgileri talep etmektedir (Arthur ve Owen, 2019). Ancak,
KVKK kapsaminda, etnik koken, dini inang, medeni durum, siyasi gorilis gibi 6zel nitelikli
kisisel verilerin islenmesi yasalar ¢ergevesinde sinirlandirilmistir (Giidek, 2023).

Adaylardan alman verilerin belirli bir siire saklanmasi gerekmekte olup, ise alim siireci
tamamlandiktan sonra verilerin anonimlestirilmesi veya giivenli sekilde imha edilmesi
zorunludur (Inciroglu ve Oge, 2019). Ayrica, IK departmanlari, referans kontrollerinde adayin
rizasini alarak, sadece belirtilen referans kisilerle iletisim kurmali ve adayin bilgisi disinda
herhangi bir veri paylagimindan kagimalidir.

KVKK kapsaminda isverenlerin dikkat etmesi gereken en onemli hususlardan biri, ise alim
siireglerinde veri minimizasyonu ilkesine uygun hareket etmektir. Isverenler yalmzca ise
uygunluk agisindan gerekli bilgileri talep etmeli ve kisisel verilerin gereksiz islenmesinden
kaginmalidir (Giidek, 2023).

Ise alim siireclerinde toplanan kisisel verilerin korunmasi, isverenlerin hukuki sorumluluklarini
yerine getirmesi agisindan biiylik dnem tagimaktadir.
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2.4. is Saghg ve Giivenligi (iISG) Kapsaminda Kisisel Verilerin Korunmasi

Is Saglig1 ve Giivenligi (ISG) siireglerinde, calisanlarin saglik bilgileri, is kazas1 kayitlar1 ve
mesleki risk degerlendirmeleri gibi 6zel nitelikli kisisel verileri islenmektedir (Inciroglu ve
Oge, 2019). KVKK kapsaminda, isverenler yalnizca ¢alisan saghig ve giivenligiyle dogrudan
ilgili olan verileri islemeli ve bu verilerin giivenli bir sekilde saklanmasini saglamalidir (Ersoy,
2019).

Calisan saglik verilerinin korunmasina yonelik dnerilen 6nlemler sunlardir: (i) Saglik verilerine
yalnizca yetkilendirilmis kisilerin erismesi, (ii) Verilerin yalnizca belirli amaglar dogrultusunda
islenmesi, (iii) Giivenlik ag¢iklarinin diizenli olarak denetlenmesi, ve (iv) Saglik verilerinin
belirli bir siire sonunda giivenli bir sekilde imha edilmesi (Giidek, 2023).

Isverenler, calisanlarinin saghik verilerini islerken, veri giivenliini saglamak ve yasal
diizenlemelere tam uyum gostermek zorundadir. Ozellikle, pandemi gibi olaganiistii
durumlarda ¢alisanlarin saglik verilerinin islenmesi gerekliligi, isverenlerin daha hassas ve
seffaf bir yaklasim benimsemesini gerektirmektedir (Yazicioglu, 2024).

KVKK ’nin getirdigi diizenlemeler, isverenlerin ve IK departmanlarmin ¢alisan saglik verilerini
isleme siireglerini daha dikkatli ve seffaf bir sekilde yiiriitmesini zorunlu kilmaktadir. Bu
nedenle, isyerlerinde saglik verilerinin giivenligi i¢in teknik ve idari onlemler alinmali ve
calisanlarin veri haklar1 konusunda bilinglendirilmesi saglanmalidir.

3. ARASTIRMA YONTEMI

Bu calismada, Insan Kaynaklar1 (IK) departmanlarmin ve diger departmanlarin 6698 sayili
Kisisel Verilerin Korunmast Kanunu (KVKK) kapsamindaki rollerini ve sorumluluklarini
anlamak amaciyla nitel bir aragtirma yontemi benimsenmistir. Arastirma yontemi olarak odak
grup goriismesi teknigi tercih edilmistir. Calismada kullanilan veriler 2020 yili dncesinde
toplandigindan, bu siiregte etik kurul onay1 alinmamaistir. Odak grup goriismesi, belirli bir konu
hakkinda katilimcilarin diisiincelerini, deneyimlerini ve bakis agilarini paylasmalarini saglamak
icin kullanilan bir veri toplama yontemidir. Bu yontem, karmasik konularin daha derinlemesine
anlasilmasini saglamak ve katilimcilar arasindaki etkilesimden dogan zengin verileri ortaya
¢ikarmak i¢in uygun bir aragtir (Krueger ve Casey, 2015).

3.1. Odak Grup Analizi Yontemi

Odak grup analizi, arastirmanin temelini olusturan bir yontem olarak tercih edilmistir. Bu
yontem, katilimcilar arasindaki dinamiklerin ve karsilikli etkilesimlerin goézlemlenmesini
saglayarak, konunun c¢ok boyutlu bir sekilde incelenmesine olanak tanir (Morgan, 1997).
Aragtirma siirecinde odak grup yontemi su asamalardan olugsmaktadir.

e Katihmcilarin Belirlenmesi: Arastirmada, bir otomotiv sektériinde KVKK siireglerini
yoneten profesyoneller hedef grup olarak belirlenmistir. Farkli departmanlardan 22
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profesyonel davet edilmis, 7 katilimc1 goriismelere katilim saglamistir. Katilimeilar, Bilgi
Teknolojileri, insan Kaynaklari, Hukuk, Kalite Yonetimi, Kurumsal Iletisim, Is Saglig1 ve
Giivenligi (ISG) ve Veri Sorumlular1 Sicil Bilgi Sistemi (VERBIS) sorumlularindan
olusmaktadir.

e Goriisme Ortammmin Tasarlanmasi: Katilimcilarin rahat bir sekilde etkilesimde
bulunabilmesi i¢in gdriigme ortami, U diizeninde tasarlanmistir. Bu diizen, katilimecilarin
birbirleriyle goz temasi kurarak tartigsmalara aktif bir sekilde katilmalarini saglamistir (Stewart
vd., 2014). Goriismeler, dogal bir etkilesim ortaminda ger¢eklesmistir ve katilimcilarin
Ozgiirce goriislerini paylagsmalari tesvik edilmistir.

e Goriisme Sorularimin Hazirlanmasi: Goriisme i¢in acik uglu ve katilimcilarin konuya dair
farkl1 yoOnlerden bilgi sunmasini saglayacak sorular hazirlanmistir. Sorular, KVKK
stireclerinde departmanlarin rolii, veri giivenligi dnlemleri, is birligi ve farkindalik faaliyetleri
gibi konular1 kapsamastir.

eVeri Toplama: Gorlismeler, katilimcilardan alinan izinle ses kayit cihazi kullanilarak
kaydedilmistir. Ayrica moderator tarafindan dnemli noktalar not edilmistir. Ses kayitlar1 ve
notlar, analiz siirecinde dogruluk ve detaylilik saglamak icin kullanilmistir.

eVeri Analizi: Elde edilen veriler, igerik analizi yontemi kullanilarak analiz edilmistir.
Katilimcilarin ifadeleri temalar ve alt temalar dogrultusunda kategorilere ayrilmis ve bu
temalar gergevesinde sistematik bir sekilde degerlendirilmistir (Elo ve Kyngis, 2008). Analiz,
katilimcilar arasindaki benzerlik ve farkliliklari ortaya koymanin yani sira bu farkliliklarin
nedenlerini de incelemistir.

3.2. Katiimcilar ve Veri Toplama Siireci

Katilimcilarin se¢ciminde amacglhi 6rnekleme yontemi kullanilmistir. Bu yontem, belirli bir
konuda derinlemesine bilgi sunabilecek bireylerin se¢ilmesi esasina dayanir (Patton, 2015).
Katilimcilar, KVKK siireclerine dogrudan dahil olan ve farkli departmanlar1 temsil eden
uzmanlardan olugmaktadir. Arastirmaya katilan 7 katilimecmin profilleri Tablo 1°de
sunulmustur.

Tablo 1. Katimci profili

Katilmcl Cinsiyet Yas Departman
P.D. Kadin 32 Kurumsal iletisim
A.O. Erkek 38 Bilgi Teknolojileri
T.F. Erkek 36 insan Kaynaklari
K.B. Kadin 43 Kalite Yonetimi
D.L. Kadin 48 Hukuk
F.S. Erkek 41 VERBIS Sorumlusu
M.D. Kadin 37 Is Sagligi ve Guvenligi
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3.3. Goriisme Siirecinin Diizeni

Odak grup goriismesi, katilimcilarin dogal bir sekilde etkilesimde bulunmasini saglamak i¢in
giiven verici bir ortamda gerceklestirilmistir. Goriismelere bir moderator rehberlik etmistir.
Moderator, katilimcilar tesvik etmek ve tartismayr yonlendirmek amaciyla agik uclu sorular
sormus, ayni zamanda grup dinamiklerini gdzlemlemistir. Goriismeler boyunca katilimcilarin
birbirlerine s6z hakki tanimasi tesvik edilmis ve moderator, yalnizca goriismelerin akigini
saglamak amaciyla miidahalelerde bulunmustur. Goriisme sonunda, belirli temalar etrafinda
zengin bir tartisma ortami saglanmistir.

Tablo 2. Odak grup sorulari

Soru
No

Soru Amag

Katilimcilarin gorev alanlarini ve sirket
icindeki rollerini anlamak.
KVKK slreclerine departman bazinda

1 Hangi departmanda gorev yapiyorsunuz?

Departmaniniz KVKK ile ilgili sireclerde hangi siklikla

2 . katilimin duzeyini ve is akisini tespit
yer aliyor? Bu slreclerden nelerden olusuyor? Y 2 2 P
etmek.
. . Departmanlarda islenen kisisel veri
KVKK kapsaminda departmaninizda kisisel veriler .7~
3 , . tdrlerini  ve  bunlarin  kullanimini
isleniyor mu?
anlamak.
; . . ) Verilerin saklanma siresi ve
Islenen kisisel veriler hangi amacla ve ne kadar i
4 sirevle saklanivor? amaclarinin departmanlar arasindaki
Y yor: farkliliklarini belirlemek.
. .. Departmanlarin  KVKK kapsamindaki
KVKK uyumu konusunda departmaninizin rolind P . P
5 sorumluluk ve rollerini detayli olarak
nasil tanimlarsiniz? .
incelemek.
. - e Veri dvenligi onlemlerinin
Departmaninizda kisisel veri givenligini saglamak g & . T
6 departmanlar arasindaki cesitliligini ve

icin hangi yontem ve uygulamalari kullaniyorsunuz? e s :
¢ gy ve Y etkinligini degerlendirmek.

3.4. Veri Analizi Siireci

Verilerin analizinde igerik analizi yontemi kullanilmistir. Icerik analizi, verilerden anlaml
temalar ve kategoriler tiiretmeye odaklanan bir analiz yontemidir (Hsieh ve Shannon, 2005).
Ses kayitlar1 ve moderator notlari, verilerin detayl bir sekilde analiz edilmesini saglamak i¢in
kullanilmistir. Analiz siirecinde su adimlar izlenmistir:

eHam Verilerin Kodlanmasi: Katilimcilarin goriiglerinden elde edilen ham veriler, ana
temalar dogrultusunda kodlanmistir. Ornegin, "K VKK uyumu", "veri giivenligi dnlemleri" ve
"departmanlar arasi is birligi" ana temalar olarak belirlenmistir.

¢ Alt Temalarin Olusturulmasi: Her bir ana temanin altindaki detaylar belirlenerek alt temalar
olusturulmustur. Ornegin, "KVKK uyumu" temas: altinda "egitim ihtiyac1" ve "farkindalik

faaliyetleri" gibi alt temalar yer almistir.
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eTematik Analiz: Kodlama siireci tamamlandiktan sonra, veriler tematik analizle
yorumlanmis ve katilimcilar arasindaki benzerlikler ve farkliliklar belirlenmistir.

e Teorik Baglantilarin Kurulmasi: Elde edilen bulgular, literatiirdeki teorik yaklasimlarla
iliskilendirilmis ve daha genis bir baglamda degerlendirilmistir.

3.5. Giuivenirlik ve Gegerlik

Arastirmanin gecerliligini saglamak amaciyla veri toplama ve analiz siirecinde sistematik bir
yontem izlenmistir. Ses kayitlar1 ve notlar arasindaki tutarlilik dikkatle kontrol edilmis, ayrica
katilimcilarin ifadelerinin anlam kaybina ugramamasi icin kayitlar ayrintili bir sekilde
transkript edilmistir. Verilerin analizinde kullanilan igerik analizi yontemi, bulgularin daha
giivenilir bir sekilde yorumlanmasini saglamistir.

3.6. Arastirmanin Sinirhiliklan

Bu calismanin sinirliliklar arasinda, katilimer sayisinin sinirlt olmasi ve yalnizca bir sektdre
odaklanilmis olmasi1 yer almaktadir. Bu durum, bulgularin genellestirilebilirligini sinirlasa da
caligmanin derinlemesine bir perspektif sunma amacini etkilememistir. Gelecekteki
arastirmalar, farkli sektorlerden daha genis 6rneklem gruplariyla benzer yontemler kullanilarak
yirttiilebilir.

Sonug olarak, bu ¢alisma, odak grup analizi yontemiyle KVKK siire¢lerindeki departmanlar
arasi etkilesim ve IK’ni stratejik roliinii derinlemesine incelemistir. Bu ydntemin sistematik
ve yapilandirilmis bir sekilde uygulanmasi, arastirmanin amaclarina uygun kapsamli veriler
elde edilmesini saglamistir.

4. BULGULAR
4.1. Odak Grup Analizi: Temel Cikarimlar

KVKK’nin yiiriirliige girmesiyle birlikte, organizasyonlarin kisisel veri isleme siireclerinde
onemli degisiklikler meydana gelmistir. Bu baglamda, departman bazinda KVKK oncesi ve
sonrasi siire¢lerdeki farkliliklar belirlenmistir.

e Hukuk Departmani:

—~KVKK Oncesi: Hukuki siiregler genellikle disaridan danismanlik hizmetleri almarak
yuriitiilmekteydi. Veri ihlalleriyle ilgili olarak dis avukatlarla ¢alisilmakta, kisisel verilerin
islenmesine yonelik s6zlesmelerde 6zel bir diizenleme bulunmamaktaydi.

—~KVKK Sonrast: K departmaninin talepleri dogrultusunda, KVKK ile uyumlu sézlesmelerin
hazirlanmasi, gizlilik taahhiitnamelerinin olusturulmasi ve hukuki uyumluluk siire¢lerinin
sirket icinde yiiriitiilmesi saglanmistir.
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¢ Bilgi Islem Departmani:

—KVKK Oncesi: Personel bilgileri genellikle fiziksel ortamda tutuluyor ve dijital ortama
aktarilmiyordu. Veri giivenligine yonelik belirli bir standardizasyon bulunmamaktaydi.

—KVKK Sonrasi: Kisisel verilerin dijital ortamda giivenli bir sekilde saklanmasi,
yedeklenmesi ve korunmasi i¢in teknik altyap: giiclendirilmistir. ISO 27001 gereklilikleri
dogrultusunda siber giivenlik onlemleri artirilmis, KVKK yazilimlar1 ve ERP sistemleri
stireglere entegre edilmistir.

o is Saghg ve Giivenligi (ISG) Departman:

—KVKK Oncesi: Is kazalar1 ve saglik verileri isyeri hekimleri tarafindan yonetilmekteydi.
Calisanlarin saglik bilgileri belirli bir diizen olmaksizin saklanmaktayda.

-KVKK Sonrasi: Is saghg ve giivenligi verileri artik K departmanma bagl olarak
islenmekte, saglik verilerinin korunmasi i¢cin KVKK kapsaminda 6zel diizenlemeler
yapilmaktadir.

e Kurumsal fletisim Departmam:

~-KVKK Oncesi: Etkinliklerde calisanlarin ve paydaslarin gorselleri izin alinmaksizin
paylasilabiliyordu. Fotograf, video ve diger medya kayitlarinin kullanim1 konusunda yasal bir
diizenleme bulunmamaktaydi.

—KVKK Sonrasi: Tiim paydaslardan acik riza alinarak veri isleme siiregleri yiriitiilmektedir.
Calisanlarin veya paydaslarin gorselleri, yazili izin olmadan kullanilamamakta, KVKK’ya
uygun paylasim prosediirleri belirlenmistir.

e Kalite Departmani:

~KVKK Oncesi: ISO 27001 ve diger bilgi giivenligi politikalar1 belirli bir yapidadir ancak 1K
ile entegrasyonu sinirhidir. Veri giivenligi siireci bagimsiz sekilde yiiriitiilmektedir.

—KVKK Sonrasi: Bilgi giivenligi yonetim sistemleri KVKK’nin bir pargas: olarak ele
alinmaktadir. Veri giivenligini saglamak igin risk analizleri ve denetimler IK departmani ile
ortak yliriitiilmektedir.

einsan Kaynaklan (K) Departmani:

~KVKK Oncesi: Calisanlarin 6zliik bilgileri fiziksel olarak arsivlenmekteydi. Ise alim
stireclerinde adaylardan alinan verilerin saklanmasi ve paylasimi konusunda belirli bir
diizenleme bulunmamaktaydi.

—KVKK Sonrasi: Calisanlarin tiim kisisel verileri, ise alim siirecinden isten ¢ikigina kadar
titizlikle korunmaktadir. Referans kontrolleri ve c¢alisan bilgilerinin {i¢iincii sahislarla
paylasimi ancak acik riza alinarak gergeklestirilmektedir.
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¢ VERBIS Sorumlulugu:

—~KVKK Oncesi: Organizasyonlarda VERBIS kaydi ve kisisel veri isleme envanteri
tutulmamaktaydi.

—~KVKK Sonrasi: VERBIS kayd1 zorunlu hale gelmis, kisisel verilerin kayt altina alinmasi ve
giincellenmesi siirecleri 1K ile koordineli bir sekilde yiiriitiilmeye baglanmistir.

Bu degisimler, organizasyonlarin KVKK ile birlikte veri giivenligi, gizlilik ve hukuki
sorumluluklar konusunda daha bilingli ve sistematik bir yap1 olusturmasina katki saglamistir.
Ozellikle insan kaynaklar1 departmani, tiim departmanlar arasindaki kisisel veri yonetiminde
merkezi bir rol {istlenerek siirecin hukuki uyumlulugunu saglamaktadir.

Tablo 3. Departmanlarin KVKK streclerindeki rolleri ve uygulamalari

KVKK Oncesi . KVKK Sidrecindeki  Kisisel Veri Guvenligi
Departman . KVKK Sonrasi Siregler N slse . &
Suregler Roll Onlemleri
Dis hizmet alimi ile Lo R H,UkUkl guve‘nc.e‘
<Balesme ve Iceride yuratulen yasal Yasal uyum, saglanmasi, gizlilik
Hukuk dan! inanhk suregler, gizlilik sozlesme taahhltnameleri ve
sUr§e leri taahhitnameleri ve hazirlama, gizlilik KVKK uyumlu
o (; sozlesmeler diizenleniyor.  slreglerinin takibi. sozlesmelerin
yuratdlayordu.
hazirlanmasi.
Veriler diiital Veri aivenliz
eriler dijita Kisisel veriler dijital envguven ‘6! Veri sifreleme,
ortamda . saglamak, :
o ortamda sifrelenerek . . yedekleme, siber
Bilgi Islem saklanmiyordu, sistemlerin KVKK . )
. saklaniyor, 1ISO 27001 . guvenlik yazilimlari
teknik altyapi standartlari uygulaniyor uyumlulugunu kullanimi
eksikti. Ve yor. kontrol etmek. '
is sagligi verileri : . ) ) Galisanlarin saglik
IK’ h olarak isl
. isyeri hekimi ve b?g I o'ar:a N enlyor verilerini KVKK’ya Yetkili kisiler disinda
ISG ve glvenlik onlemleri . .
tarafindan uygun sekilde erisim kisitlamasi.
artirildr.
tutuluyordu. saklamak.
ic ve dig paydaslarla Etkinlikler sirasinda veri Paydagslarla iletisim Veri paylagimi igin
Kurumsal yapilan iletisimde sahiplerinden agik riza sureglerinde aclk riza
iletisim veri koruma alinmasi zorunlu hale KVKK’ya uyumu prosedurlerinin
onceliklendiriimezdi. geldi. saglamak. uygulanmasi.
KVKK uyumu Bilgi glivenligi
bagimsiz olarak ISO K ile koordineli bir sekilde Veri glvenligi risk denetimleri, veri
Kalite 27001 ve kalite KVKK uyumlu denetimler analizlerini saklama
stregleriile yurttilmeye baslandi. yonetmek. protokollerinin
ilerliyordu. uygulanmasi.
) B . KVKK strecinin . I
- Ise alim slreglerinden e Kisisel verileri
Ozluk dosyalarinin yonetiminde . o
. baslayarak galisan . glvenli sistemlerde
. yonetimi ve temel S merkezi rol
IK ) ) verilerinin saklanmasi, . saklama, yalnizca
kayit islemleri . S oynama, veriimha . L
T islenmesi ve imhasindan N yetkililere erisim izni
yaratdliyordu. L prosedurlerini
sorumlu hale gelindi. verme.
uygulama.
ERBI !
KVKK kapsaminda . V .R IS. . KVKK'ya ‘.Jy.gu”
. ) ) bildirimlerini olarak kisisel
VERBIS Organizasyonda yer organizasyon yapisina G
) S s . yapmak ve verilerin kayit altina
Sorumlusu almayan bir rol. dahil edildi ve veri . .
N glncellemeleri alinmasi ve
envanter yonetimi basladi. . . .
takip etmek. glincellenmesi.
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4.2. Odak Grup Goriigmelerinin Analizi ve Yontemsel Yaklasim

Odak grup goriismeleri, belirli bir konu hakkinda derinlemesine bilgi edinmek, katilimeilar
arasinda etkilesimi tesvik etmek ve farkli bakis agilarini ortaya ¢ikarmak amaciyla kullanilan
nitel bir arastirma ydntemidir (Krueger ve Casey, 2015). Bu ¢alismada, insan kaynaklar1 (1K)
yonetimi baglaminda Kisisel Verilerin Korunmasi Kanunu (KVKK) uygulamalarinin
isletmelerdeki yansimalarin1 anlamak amaciyla odak grup yontemi tercih edilmistir.
Katilimcilar, KVKK siireclerini farkli acilardan degerlendiren ¢esitli departmanlardan
uzmanlardan olugsmaktadir.

Odak grup goriigmesi siirecinde, katilimcilarin etkilesimleri, ortaya ¢ikan ana temalar,
departmanlar arasindaki farkliliklar ve benzerlikler analiz edilmistir. Bu baglamda, asagidaki
iic temel analiz diizeyi belirlenmistir: (i) Departmanlarin KVKK siireglerindeki rolleri ve
islevleri; (ii) Kisisel veri yonetimi ve saklama siireglerine dair departman bazli uygulamalar ve
(il1) KVKK uyumu i¢in alinan giivenlik 6nlemlerinin sistematik analizi.

4.2.1. Departmanlar Arasi is Birligi ve Sorumluluk Paylasimi

Odak grup analizinde departmanlar arast KVKK uyumu konusunda artan is birligi agikc¢a
goriilmektedir. Insan Kaynaklar1, Hukuk, Bilgi Islem ve Kalite departmanlar1 merkezi roller
iistlenirken, ISG, Kurumsal iletisim ve VERBIS sorumlusu gibi departmanlar destekleyici
ancak kritik gorevler iistlenmistir. Ozellikle IK departman, kisisel verilerin korunmas1 ve
imhas1 konusunda ana koordinasyon merkezi olarak konumlanmistir.

4.2.2. Departmanlarin KVKK Siireglerindeki Rollerinin Karsilastirmali Analizi

Odak grup verileri, departmanlarin KVKK uyum siirecinde farkli sorumluluklar iistlendigini
gostermektedir. Analiz sonuglart su sekildedir:

e Hukuk Departmam: KVKK o6ncesinde daha ¢ok dis kaynakli hukuki danigmanlik
hizmetlerine bagimliyken, KVKK sonrasi i¢ siireglerde hukuki sézlesmelerin hazirlanmasi,
gizlilik taahhiitnamelerinin olusturulmasi ve yasal uyumun saglanmasi agisindan daha aktif
bir rol tistlenmistir.

¢ Bilgi islem Departmani: Kisisel verilerin dijital ortamda saklanmast ve giivenligi icin altyapi
olusturulmustur. ISO 27001 bilgi giivenligi yonetimi ¢ercevesinde KVKK uyumlu sistemlerin
entegre edilmesi saglanmigstir.

ois Sagh@ ve Giivenligi (ISG) Departmanmi: Saglik verilerinin islenmesi ve korunmasi
konusunda IK’ya bagli olarak ¢alismaktadir. Saglik kayitlarinin saklanma siireleri KVKK ile
yeniden diizenlenmistir.

e Kurumsal Iletisim Departmani: Eskiden paydaslarla yapilan iletisim siireclerinde KVKK
uyumuna dikkat edilmezken, simdi her tiirlii etkinlik ve gérsel paylasimda agik riza alinmasi
zorunlu hale gelmistir.
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e Kalite Departmani: Bilgi giivenligi standartlariyla KVKK siireclerinin entegrasyonu
saglanmistir. Denetim ve risk analizleri IK ile esgiidiimlii yiiriitiilmektedir.

¢ iK Departmani: Calisan verileri konusunda KVKK’nin en fazla etki ettigi departman olarak
one ¢ikmaktadir. Ise alim, performans degerlendirme, dzliik bilgileri yonetimi ve veri imha
stiregleri KVKK’ya uygun olarak yeniden yapilandirilmistir.

¢ VERBIS Sorumlusu: Daha &nce organizasyon iginde tanimlanmayan bir pozisyonken,
KVKK ile birlikte kisisel veri kayitlarinin yasal takibi agisindan merkezi bir rol iistlenmistir.

Bu karsilagtirma, departmanlarin KVKK Oncesi ve sonrasi siireglerde nasil bir doniisiim
yasadigin1  gostermektedir. Ozellikle 1K, Bilgi Islem ve Hukuk birimlerinin siireglerin
merkezinde oldugu ve diger birimlerle siki is birligi icinde calistig1 tespit edilmistir.

Tablo 4. KVKK uyumu igin alinan glvenlik énlemleri

Departman Uygulanan Givenlik Onlemleri
Hukuk Sozlesmelerde yasal glivenlik 6nlemleri, gizlilik taahhttnameleri.
Bilgi islem Veri sifreleme, yedekleme, siber glivenlik yazilimlari.
ISG Saglik verilerine sadece yetkili kisilerin erisimi.
Kurumsal iletisim Veri paylasimi icin acik riza prosedurlerinin uygulanmasi.
Kalite Bilgi glivenligi denetimleri, veri saklama protokolleri.
IK Calisan verilerinin glvenli sistemlerde saklanmasi, erisim kontrolQ.

VERBIS Sorumlusu Kisisel verilerin KVKK’ya uygun olarak kayit altina alinmasi ve giincellenmesi.

4.2.3. Kisisel Verilerin islenmesi ve Saklanma Siiregleri Uzerine Degerlendirme

Odak grup verileri, KVKK oncesinde bir¢ok departmanin kisisel veri saklama siireleri
konusunda belirli bir standarda sahip olmadigini, ancak KVKK ile bu siireclerin belirli yasal
cercevelere oturtuldugunu gostermektedir.

» Hukuk Departmani, sdzlesmeler ve taahhiitnameleri 10 y1l saklamakla ytikiimltidiir.

o Bilgi Islem Departmani, kisisel verilerin 5 yil siireyle dijital ortamda giivenli sekilde
tutulmasini saglamaktadir.

« ISG Departmani, saglik verilerini 10 y1l boyunca saklamaktadir.

o Kurumsal Iletisim Departmani, etkinlik verilerini 2 y1l boyunca arsivlemektedir.

« IK Departmani, c¢alisan o6zliik bilgilerini isten ayrildiktan sonra bile 10 yil boyunca
saklamaktadir.

« VERBIS Sorumlusu, kisisel veri kayitlarmi 5 y1l siireyle korumaktadir.

Bu bulgular, departmanlarin veri saklama siirelerinin operasyonel gereklilikler ve yasal
diizenlemeler dogrultusunda degistigini ve bu siireclerin artik daha kontrollii yiiriitiildiigiinii
gostermektedir.
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Tablo 5. KVKK streclerinde departmanlarin kisisel verileri isleme amaclari ve saklama siireleri

Departman islenen Kisisel Veriler isleme Amaci Saklama Suresi
Yasal streclerin yurutilmesi,

Calisan sozlesmeleri, gizlilik Yasal siireclere

Hukuk . ozl lerin gi It .
UKy taahhlitnameleri >oziesmeterin guvence aitina bagli olarak 10 yil
alinmasi.
- Dijital veri kayitlari, sistem Verilerin glvenli saklanmasi,
Bilgi Islem . . e 5yil
erisim loglari sistem bitunlGginin korunmasi.
isG is kazas rap.orl'?]rl, saglik |§ sagligi ve glvenligi 10yl
verileri politikalarinin uygulanmasi.
Kurumsal Fotograf, video kayitlari, ic ve dis paydaslarla iletisim 5 vl
iletisim etkinlik katihmci listeleri sireclerinin yonetilmesi. Y
Kalite Veri glivenligi denetim KVKK uyg.munur.w s.aélén.r.ném ve. Siire belirtilmemis
raporlari denetim sireclerinin yarittlmesi.
| 6zlUk bilgileri S | ist
. C?. |§an ozluk biigrerl, Galisan verilerinin yasal cercevede Galisan isten
IK egitim, performans ve ayrildiktan sonra
M saklanmasi ve kullaniimasi.
disiplin kayitlari 10 yil
. Kisisel verilerin kayit altina
VERBIS VERBIS kayitlari ve raporlari alinmasi ve yasal uyumun 5 il
Sorumlusu ¥ P . y y Y
saglanmasi.

4.2.4. KVKK Uyumu i¢in Alinan Giivenlik Onlemlerinin Analizi

KVKK uyumu baglaminda departmanlarin aldigi giivenlik 6nlemleri, odak grup analizinde ii¢
ana tema altinda toplanmistir:

« Tema 1. Hukuki Onlemler: Sozlesmelerin yeniden diizenlenmesi, gizlilik taahhiitnameleri,
veri koruma politikalarinin olusturulmasi.

« Tema 2. Teknik Onlemler: Bilgi islem departmani tarafindan yiiriitillen veri sifreleme,
sistem erigim kontrolleri, siber giivenlik yazilimlar1 ve yedekleme gibi uygulamalar.

« Tema 3. Yonetsel Onlemler: 1K tarafindan yiiriitiilen egitim ve farkindalik calismalar1, veri
sorumlulari i¢in denetim mekanizmalarinin olusturulmasi.

Ozellikle IK ve Bilgi Islem departmanlarmin giivenlik politikalar1 konusunda merkezi bir rol
oynadig1 ve diger departmanlarla koordinasyon i¢ginde oldugu tespit edilmistir.

Odak grup analizinden elde edilen veriler dogrultusunda asagidaki ¢ikarimlar yapilabilir:

o Departmanlar arast is birligi zorunlulugu artmistir. KVKK uyum siirecinde K, Bilgi Islem ve
Hukuk birimleri en kritik rolleri iistlenmistir.

e Veri saklama ve imha siiregleri yasal ¢erceveye oturtulmustur. Eskiden belirli standartlara
sahip olmayan siiregler, arttk KVKK kapsaminda yasal gerekliliklere gore yirtitiilmektedir.

« Dijitallesme ve siber giivenlik 6nlemleri dncelik kazanmistir. Bilgi Islem departmani, siber
giivenlik yazilimlarinin entegrasyonu ve veri giivenligi siireclerini yonetme noktasinda temel
aktor haline gelmistir.

e Egitim ve farkindalik artirilmalidir. KVKK’nin uygulanabilirligini artirmak i¢in ¢aliganlarin
farkindaligini yiikseltmeye yonelik egitimlerin diizenli olarak yapilmasi gerekmektedir.
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Odak grup analizine dayali olarak yapilan bu degerlendirme, KVKK’nin organizasyonlarda
onemli bir doniislim yarattigini ve departmanlar arasindaki sorumluluk paylasiminin
netlestigini gostermektedir. Ozellikle IK nin veri yénetimi ve hukuki siireglerde merkezi bir rol
iistlendigi, Bilgi Islem’in teknik giivenligi sagladigi ve Hukuk biriminin yasal siiregleri
denetledigi agik¢a goriilmistir. KVKK’nin etkin sekilde uygulanabilmesi igin departmanlar
arast koordinasyonun gili¢lendirilmesi, giivenlik Onlemlerinin siirekli giincellenmesi ve
calisanlarin farkindaliginin artirilmasi gerekmektedir.

4.3. Odak Grup Analizi Baglaminda insan Kaynaklari (iK) Departmaninin Rolii ve
Degerlendirilmesi

Odak grup analizinde elde edilen veriler, Insan Kaynaklar1 (iIK) departmanmnin KVKK
stireclerinde en kritik rolii iistlenen birimlerden biri oldugunu ortaya koymaktadir. KVKK
oncesinde IK departmanlari, calisanlarin 6zliik bilgileri, ise alim siiregleri ve bordrolama gibi
temel islevlere odaklanirken, KVKK sonrasinda veri gilivenligi, kisisel veri isleme
politikalariin olusturulmasi, saklama ve imha siire¢lerinin yonetimi gibi yeni sorumluluklarla
genisleyen bir gorev tanimiyla karsi karstya kalmastir.

Odak grup goriismelerinde, IK’nin KVKK siirecinde merkezi koordinasyon rolii iistlendigi
belirlenmistir. Ozellikle ¢alisan verilerinin toplanmasi, islenmesi, saklanmas1 ve imha edilmesi
siirecleri dogrudan IK departmanmin kontroliinde yiiriitiilmektedir. Departmanlarin verdigi
yamtlar 1s181nda, IK’nm KVKK baglaminda iistlendigi temel roller asagidaki bagliklar altinda
analiz edilmistir.

4.3.1. Calisan Verilerinin Yonetimi ve KVKK Uyumlulugu

Ise alim siireglerinde kisisel veri toplama ve isleme: IK, adaylarin kisisel bilgilerini ise alim
siirecinde toplamakta ve bu bilgileri belirli bir siire saklamaktadir. KVKK 6ncesinde, aday
bilgileri uzun yillar boyunca tutulabilirken, KVKK sonrasi belirli bir saklama siiresi
belirlenerek kisisel verilerin gereksiz tutulmasi énlenmistir. Calisan verilerinin korunmast: 1K,
calisanlarin agik rizasini alarak kisisel verilerini isleme zorunlulugu getiren birimler arasinda
yer almaktadir. Calisanlarin 6zliik bilgileri, saglik kayitlari ve performans verileri gibi bir¢ok
Ozel nitelikli kisisel verinin yasal cer¢evede islenmesi, saklanmasi ve gerektiginde imha
edilmesi siireglerini yonetmektedir. Referans kontrolleri ve iigiincii taraf paylasimi: Onceden
calisanlarin bilgileri, isten ayrildiktan sonra baska sirketlerle paylasilabiliyorken, KVKK
kapsaminda calisanlarin agik rizasi olmadan {i¢iincii taraflarla veri paylasimi yasaklanmaistir.

4.3.2. Kisisel Veri Saklama ve imha Politikalarinin Yiriitiilmesi

IK, calisan verilerinin saklama siireleri ve imha siireglerinin yonetilmesinden sorumludur.
Ornegin, bir galisanin isten ayrilmasi durumunda, 6zliik dosyalar1 10 yil siireyle saklanmakta
ve belirlenen siirenin sonunda KVKK’ya uygun bir sekilde imha edilmektedir. IK, ¢aligan
verilerinin anonimlestirilmesi konusunda da ©nemli bir rol iistlenmektedir. Ornegin,
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calisanlarin egitim geg¢misi veya performans degerlendirmeleri anonim hale getirilerek
organizasyonel analizlerde kullanilmaktadir.

4.3.3. Departmanlar Arasi Koordinasyon ve Egitim Faaliyetleri

KVKK farkindalik egitimleri: IK departmani, calisanlarin KVKK uyumu konusunda
bilinglenmesi i¢in egitim ve farkindalik programlari diizenlemektedir. KVKK 6ncesinde bu tiir
egitimler yaygin degilken, KVKK sonrasi 6zellikle ise giris oryantasyonu siire¢lerinde KVKK
farkindalik egitimlerinin zorunlu hale getirildigi goriilmektedir. Departman ici is birligi: IK,
ozellikle Hukuk ve Bilgi Islem departmanlariyla siki is birligi i¢inde ¢alisarak calisan
verilerinin yasal ve teknik giivenlik agisindan korunmasini saglamaktadir.

4.3.4. Calisan Saghgi ve Giivenligi Verilerinin Yonetimi

IK, Is Saghg1 ve Giivenligi (ISG) departmaniyla birlikte ¢alisarak galisanlarin saglik bilgilerini
yasal c¢ergevede saklamak ve yalnizca yetkililerin erisimine agmakla yiikiimlidir. Pandemi
stireci gibi olaganiistli durumlarda calisanlarin as1 durumu, PCR test sonuglari gibi saglik
verileri KVKK kapsaminda korunmakta ve isveren tarafindan belirlenen siireler boyunca
saklanmaktadir.

5. TARTISMA ve SONUG

Bu calisma, 6698 sayili Kisisel Verilerin Korunmasi Kanunu’nun (KVKK) organizasyonlar
lizerindeki etkilerini ve ozellikle Insan Kaynaklari (IK) departmaninin bu siiregteki roliinii
incelemektedir. Arastirma sonucunda, KVKK’nin yalnizca hukuki ve teknik bir diizenleme
olmanin otesinde, IK’nin gérev tanimini ve organizasyon icindeki konumunu doniistiiren
onemli bir faktér oldugu gorilmiistiir. Benzer sekilde, Savas vd. (2020) is siireglerinin
dijitallesmesi ve calisanlarla ilgili verilerin elektronik ortamda tutulmas;, KVKK’ nmn iK
departmani i¢in 6nem kazanmasina neden olmustur. IK, artik yalnizca calisan iliskilerini
yoneten bir departman degil, ayn1 zamanda veri giivenligini saglayan ve yasal uyumu yoneten
stratejik bir birim olarak konumlanmuistir.

IK departmanmin KVKK kapsamindaki rolii, alisan verilerinin ydnetimi, veri giivenliginin
saglanmasi, ise alim siireclerinin diizenlenmesi, departmanlar arasi is birliginin saglanmasi ve
calisanlara yonelik farkindalik ¢alismalariin yiiriitiilmesi gibi pek ¢ok alanda genislemistir.
KVKK &ncesinde, IK’ni veri yonetimiyle ilgili siiregleri daha serbest bir sekilde yiriitiiliirken,
KVKK sonras: siireglerin belirli standartlar ¢ercevesinde yiiriitiilmesi zorunlu hale gelmistir.
Calisan verilerinin toplanmasi, saklanmasi ve imha edilmesi siireclerinin yasal uyumluluk
cercevesinde yiiriitiilmesi gerekliligi, IK’nin gérev tanimini biiyiik dl¢iide degistirmistir. Bu
sonucun temel sebebi olarak, Inciroglu ve Oge (2019) ¢alisan verilerinin elektronik ortamda
tutulmasi ve islenmesinde, fiziksel gilivenlik 6nlemleri kadar teknik gilivenlik 6nlemlerinin de
alinmas gerekliligini gostermistir.
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KVKK’nin ise alim siireglerine etkisi, adaylardan toplanan verilerin yalnizca belirli amaglar
dogrultusunda kullanilmasin1 ve gereksiz veri toplanmasmin Oonlenmesini zorunlu hale
getirmistir. Ozellikle referans kontrolleri, adayin acik rizas1 olmadan yapilamaz hale gelmis,
adaylardan toplanan verilerin siiresiz saklanmasi yerine belirli siireler i¢inde imha edilmesi
gerekliligi ortaya ¢ikmistir. Bu durum, IK’nin ise alim siireglerini daha dikkatli yonetmesini
gerektirmistir.

Calisan verilerinin giivenligi ve saklanma siireleri konusunda IK departmani, kisisel verilerin
yalnizca belirlenen siire boyunca saklanmasini ve siire sonunda giivenli bir sekilde imha
edilmesini saglamakla yiikiimlidiir. Bu siirecte, organizasyon icinde veri giivenligi
politikalarinin  olusturulmas: ve uygulanmasi, IK’nin koordinasyonuyla yiiriitiilmektedir.
Ozellikle Bilgi Islem ve Hukuk departmanlari ile yapilan is birligi, veri giivenligi siireglerinin
etkin yonetilmesi a¢isindan kritik bir 6neme sahiptir.

KVKK ile birlikte departmanlar arasi is birligi daha 6nemli hale gelmis, IK departmani Bilgi
Islem, Hukuk ve Kalite departmanlariyla yakin bir sekilde ¢alismak zorunda kalmistir. Hukuk
departmani ile sozlesmelerin hazirlanmasi, Bilgi Islem departmaninin veri giivenligini
saglamas1 ve Kalite departmaninin ISO 27001 gibi bilgi giivenligi standartlarina uyum
saglamas1 gibi siireglerde 1K departmani koordinatdr bir rol iistlenmistir. KVKK siirecinde,
yalnizca yasal gerekliliklerin yerine getirilmesi degil, organizasyon i¢indeki is birligi ve uyum
mekanizmalarinin da gili¢lendirilmesi gerekmektedir.

Calisanlara yonelik farkindalik ve egitim galismalar1 da IK’nin KVKK kapsaminda iistlendigi
onemli gorevlerden biri olmustur. Calisanlarin veri giivenligi konusunda bilinglendirilmesi,
olas1 ihlallerin &nlenmesi agisindan biiyiilk bir &nem tagimaktadir. Bu nedenle, 1K
departmanlarinin diizenli egitim programlar yiiriitmesi ve veri giivenligi kiiltiiriinii olugturmast
gerekmektedir.

Arastirma sonuglar;, KVKK’nin yalnizca bir yasal diizenleme olmanin 6tesinde, IK’nin
organizasyon igindeki roliinii doniistiiren bir siire¢ oldugunu ortaya koymaktadir. IK
departmanlari, artik yalnizca personel yonetimiyle sinirli kalmayip, veri giivenligi, uyumluluk
ve stratejik yonetim siireclerine dogrudan katki saglamaktadir.

KVKK ile birlikte IK departmanlari, kisisel verilerin korunmasi konusunda organizasyonun
merkezinde yer alan bir birim haline gelmistir. Calisan verilerinin islenmesi, saklanmas1 ve
imha edilmesi siireclerinin yasal ¢ercevede yiiriitiilmesi, IK’nin hem is yiikiinii artirmis hem de
organizasyon igindeki roliinii giiclendirmistir. Bu baglamda, IK’nin yasal uyumu saglamak,
calisan farkindaligini artirmak ve veri giivenligi politikalarin1 olusturmak gibi kritik gérevleri
bulunmaktadir.

KVKK’nin organizasyonel yapilar iizerindeki etkisi degerlendirildiginde, IK’nin yalnizca bir
operasyonel birim olmaktan ¢ikip, organizasyonun veri yonetimi stratejisini belirleyen, ¢alisan
farkindaligini artiran ve yasal uyumu saglayan bir birim haline geldigi goriilmektedir. Bu siireg,
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IK’nin organizasyon i¢inde daha fazla sorumluluk almasini ve diger departmanlarla daha fazla
is birligi yapmasimm gerektirmistir. KVKK’nin etkili bir sekilde uygulanabilmesi igin IK
departmanlarinin siireci dogru yonetmesi, ¢alisanlara rehberlik etmesi ve organizasyon ig¢inde
veri giivenligi kiiltliriinii olusturmasi gerekmektedir.

Sonug olarak, KVKK siireci, IK departmanlarini organizasyon icinde daha stratejik bir konuma
tasimis ve veri giivenligi yonetiminde kilit bir aktdr haline getirmistir. IK’nin, c¢alisanlarm
verilerini koruma sorumlulugunun yam sira, organizasyonun genel KVKK uyumlulugunu
saglamada da kritik bir rolii oldugu ortaya ¢ikmustir. Bu siire¢, IK’nin daha bilingli, giivenlik
odakl1 ve veri yonetimi konusunda daha sorumlu bir yapiya doniismesini saglamistir.
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Abstract

Virtual shopping allows users to build economic relationships, leading to the development of virtual businesses
and the appreciation of virtual currencies. It also allows users to express their creativity, which adds a new
dimension to the design and marketing of virtual products. Second Life is a platform where individuals create
their digital identities with the unlimited possibilities offered by the virtual world. In this environment, the virtual
shopping experience is an important element that enriches users’ social interactions, offers economic
opportunities, and allows them to express their creativity. Users have access to a wide range of products from
clothes to jewelry, from household goods to artworks through virtual stores. Research was conducted with
researcher avatars in the Second Life universe, one of the most popular virtual world platforms. The snowball
sampling method was used to reach 26 consumers with purchasing experience in the virtual world. Summarizing
the results of the research, it is seen that the participants have been in SL for a long time and the majority of
them belong to Generation X and Y. It was revealed that they mostly shopped from the Second Life virtual
market, and clothes ranked first among the products they frequently purchased. They also expressed their
opinions on the need for more varieties and types of this frequently purchased product type.
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Second Life’ta Avatar Tiiketicilerin Alisveris
Davranislarinin Belirlenmesi

Oz

Sanal aligveris, kullanicilarin ekonomik iliski kurmalarina olanak saglamakta ve bu da sanal ticaretin gelismesine,
sanal para birimlerinin ise degerlenmesine yol agmaktadir. Ayrica, kullanicilarin kendi yaraticiliklarini ifade
etmelerine yardimci olmakla birlikte sanal Grlinlerin tasarlanmasinda ve pazarlanmasinda yeni bir boyut
acmaktadir. Second Life, kullanicilarinin sanal diinya icinde kendilerine sundugu sinirsiz olanaklar ile dijital
kisiliklerini yarattiklari bir platformdur. Bu platformda sanal alisveris deneyimi, kullanicilarin sosyal etkilesimlerini
gelistiren, ekonomik imkanlar saglayan ve kendi yaraticiliklarini ortaya cikarttiklari 6nemli bir unsurdur.
Kullanicilarin sanal magazalar araciligi ile kiyafetlerden miicevherlere, ev egyalarindan sanat eserlerine kadar
genis bir yelpazeye erisimleri bulunmaktadir. Bu arastirma en popdiler sanal diinyalardan biri olan Second Life’'ta
arastirmaci avatarlar tarafindan yirittlmustir. Satin alma deneyimine sahip 26 tiiketiciye ulagsmak igin kartopu
ornekleme yontemi kullanilmistir. Arastirmanin sonucunu 6zetlemek gerekirse, katilimcilarin uzun zamandir
Second Life’ta olduklari ve ¢ogunlugunun X ve Y jenerasyonlarindan olduklari gézlemlenmistir. Cogunlukla
Second Life sanal marketten alisveris yaptiklari ve diger triinlere kiyasla kiyafetin en ¢ok satin alinan Griin oldugu
tespit edilmistir. Ayni zamanda, bu tiir sikga satin alinan triinler igin daha fazla gesit ve secenek olmasi gerektigine
dair fikirlerini ifade etmislerdir.

Anahtar Kelimeler: sanal diinyalar, metaverse, second life, tiiketici davranigi
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1. INTRODUCTION

Humans, by nature, have been in constant communication from past to present. This
communication has started to take place through different channels with the development of
technology. Especially in the 21st century, it is seen that the technology-oriented global
networks with web technologies are the networks at the center of society that have made great
progress in using technology, and it is considered quite normal for web generations and stages
to develop in this direction (Ersoz, 2020). With these technologies that have been constantly
advancing since its emergence, the web started with web 1.0 (connecting and accessing
information on the internet), continued with web 2.0 (connecting people to each other), and
today it is intensively used with web 3.0 (information network) infrastructure (Nath et al.,
2014). Web 3.0 encompasses various emerging technologies, including blockchain, open-
source software, the Internet of Things, and virtual reality. It integrates these innovations into
daily life, offering highly interactive experiences through virtual and augmented reality
Technologies (Okul, 2022). Web 3.0 is defined as an application that collects worldwide data
on a single platform as a Semantic Web network and enables computers to automatically
manage related processes over the Web. In addition, this web technology aims to intertwine
content (data) and keywords (meta-data) and is called smart web by many authors (Ersoz,
2020). In the field of virtual worlds, Metaverse is designed as 3D internet or Web 3.0
(Mystakidis, 2022). Even though it is considered new as a technology, the Metaverse as a
concept was coined in Neal Stephenson’s novel “Snow Crash” published in 1992 (Stephenson,
2003). In this novel, Stephenson (2003) described a digital universe in which users interact
through their avatars in a virtual world. He mentioned that the Metaverse will be shaped by the
combination of virtual and augmented reality technologies over time and will become a
multidimensional environment where social interactions, trade and various experiences take
place. New and immersive platforms such as Second Life, World of Warcraft and Habbo Hotel
have emerged with people’s desire to establish more social connections and take part in these
parallel universes (Ar1 and Giilmez, 2020). Metaverse is designed as a virtual world in which
avatars can travel seamlessly between each other and is realized in Opensim’s Hypergrid. Based
on the open-source software Opensimulator, different social and independent virtual worlds
were and still are accessible through the Hypergrid network, which allows digital agents and
their inventories to move between different platforms through bridges. While the Hypergrid
network is still not interactive with many networks, it is compatible with private virtual
networks similar to this structure, notably Second life (Mystakidis, 2022). In October 2021,
when the famous social media company Facebook changed the name of its social virtual reality
application, which it announced in 2019 under the name “Facebook Horizon”, to “Meta
Platforms” and announced that the company would henceforth take place in the Metaverse
universe under the name “Meta”. VR/AR technologies started to be expressed and utilized with
“metaverse” (Soysal, 2023). The Metaverse is defined as a vast and immersive virtual world
that millions of people can access simultaneously through customized avatars and powerful
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experience creation tools, and functions in an integrated manner with the offline world through
its virtual economy and external technology (Au, 2023).

In the light of this information, the aim of this study is to reveal the demographic characteristics
and understand the shopping experiences of people who have an identity with their avatars as
customers in the Second Life universe. Second Life is considered to be one of the most popular
Metaverse- virtual worlds. In this context, in the first part of the study, information will be
provided regarding the second life as a virtual World which will be followed by studies
conducted especially in the field of consumer behavior. The second part includes methodology,
findings and evaluation.

2. SECOND LIFE AND CONSUMER BEHAVIOR

Second life, launched by Philip Rosedale in 2003 by San Francisco-based Linden Lab, is
considered to be the pioneer of virtual platforms and was inspired by Neal Stephenson’s novel
Snow Crash (Boss, 2007; Page, 2011). Second Life (SL) is an online multi-media platform
where players design a life in a virtual world through their avatars (Santos, 2014). Second Life
gives players the freedom to create their own virtual homes, businesses, design new products,
buy and sell products (Soysal, 2023). With the effect of the pandemic, the number of users of
the Second Life world, which has reached millions of users since its launch, increased by 133%
between March 8 and March 15, 2020 (Cetinkaya, 2021). Linden Lab (2022) states that tens of
thousands of creators around the world are constantly developing new content in Second Life,
which they define as the largest and most successful 3D virtual world created by users. Virtual
worlds offer a wide range of opportunities to increase social interaction, play games, develop
creative projects, and engage in virtual commerce (Girvan, 2018). According to Park and Kim
(2022), recent industry trends show that virtual consumption behaviors can be directly linked
to real-world behaviors. Marketing activities with virtual worlds offer the opportunity to
establish a more personal and direct relationship with target audiences. Park and Kim (2023)
tested the effect of appearance similarity with an avatar on the intention to purchase virtual
products in ZEPETO, a popular South Korean metaverse, where self-congruence and flow
mediated the effect. White Baker et al. (2019) designed to measure the similarities between
online and virtual worlds shopping and asked participants’ attitudes and opinions after shopping
from both platforms. While it was stated that the structures after shopping from both platforms
were similar, it was seen that the main difference was the telepresence variable. Hamari and
Keronen (2017) conducted a meta-analysis of 24 studies examining the reasons why people buy
virtual products in games and virtual worlds and found that factors such as the importance of
entertainment, flow, and ease of use in virtual world purchases are directly related to the
platform.

With millions of users since 2003, Second Life (SL) has become a place for users to socialize,
a marketplace, an advertising tool for entrepreneurs, and an educational environment for
students (Shelton, 2010). Linden Lab owns and controls the mainland, a continent within SL.
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Those with a premium membership can buy or rent land from Linden Lab or other characters.
SL has its own economy, and its currency is called the Linden Dollar. This money, which can
only be used within SL, can be transferred to the user’s account via PayPal. SL connects with
real life through its virtual economy based on real money. SL users, also called “residents”, can
do many things that can be done in real life, such as buying land, shopping and meeting friends,
as well as actions that are impossible in real life, such as flying and teleportation (Linden, n.d.).

The virtual environment of Second Life, with its real-life representation, provides space for the
development of marketing strategies (Tuten, 2009). In an article from Harvard Business
Review, Hemp (2006) not only describes avatars as a “shadow” customer population but also
describes SL as a space where customers can be analyzed, and marketers can interact with
customers.

Many companies are involved in virtual worlds to promote their products, services, and
institutions and carry out their activities in these areas. Not only companies but also many
universities of the world (such as Harvard, Stanford, METU, Cag University) have established
a virtual campus/space in SL and organize various trainings (Gottschalk, 2010). There are also
many non-profit communities that continue their activities (Demirci et al., 2024). In the past,
many world-famous real-life brands such as “Adidas, BMW, Cisco Systems, Dell Computer,
Mercedes Benz, IBM, Nissan, Toyota, Coca Cola, Vodafone, Colgate, Philips, Vestel” have
taken part in Second Life. Apart from these, branded media organizations such as “BBC Radio,
CNET, MTV, NTV, Reuters, Marketing Turkey magazine from Turkey and Star Newspaper”
are among the media organizations that have taken place in SL (Yurttas, 2011).

Aiming to explore marketing opportunities in SL, Sharma et al. (2012) conducted a case study
by interviewing real-world companies in SL. The study included well-known companies such
as IBM, Intel, Coca-Cola, Nissan and Cisco, and two or three people from each company were
interviewed. As a result of the interviews, it was determined that there are marketing
opportunities such as allowing people from all over the world to attend their conferences,
reducing real-life expenses and showing the first demos of products here. Dogan (2020) argues
that the SL environment is more suitable for virtual brands created by its residents rather than
real-world brands. Up until 2020, Hello Kitty was the only real-life brand present in SL.
However, in recent years, well-known brands like Ralph Lauren (Debter, 2021) have also
entered the Metaverse. Although creating a brand in virtual worlds provides many benefits to
businesses, some brands have withdrawn from these environments despite being successful on
a global scale. Most of the brands, such as Adidas and Reebok were not successful in SL and
ended their operations (Barnes et al., 2015). Philip Rosedale, the founder of Second Life, thinks
that Second Life, which he sees as the closest platform to the metaverse, is a logical platform
for companies in sustainable marketing efforts, as it is still the largest platform with an annual
transaction volume of 650 million US dollars (Gent, 2022).

Hemp (2007) stated that American Apparel was the first real brand to open a store in Second
Life but later closed it. Similarly, Starwood Hotels also shut down its virtual hotel. This
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highlights that merely having a presence in such environments is not sufficient. Instead, it
supports the idea that companies should offer interactive activities, such as exciting games, to
enhance the user experience. On the other hand, Tikkanen et al. (2009) explain that apart from
the successful marketing strategy of a few companies, the reason why others fail to attract users
to their virtual spaces is based on the view that companies exist on corporate islands with “some
flashy virtual buildings” without making any effort for the community. In addition to this view,
it is also stated that SL users are interested in entertainment and socializing, and companies do
not make additional investments in this area. Still, they should take action to attract people to
their islands.

Although there are not many brand-known shops in Second Life, there are many products and
stores to be used in the shops created within it. One of these is shown in Figure 1 as an example.

Figure 1. Second Life Marketplace bestsellers page (apparel)

-KC- ZAIRA HEELS / MAITREYA 1 WEEK SALE baii maii 359 [hh] Romana Dress

LEGACY KUPRA SLINK Feathers Fly Outfit Mesh Mai...

BELLEZA...

WX X X %X Reviews (14) Y X X X % Reviews (2 Y X X X %X Reviews (4)

KC | Couture High Qual L$199 [baii maii] Dress Mes L$169 Hilly Haalan L$299
by Klari55a by Kaiila Moonkill

For example, selecting “best seller” from the “clothing” options in the search section of the SL
Marketplace returns two names derived from the data. Businesses in SL use advertising to
market their products; advertising takes place both on and offline. All popular venues in SL
(clubs, etc.) have boards/posters promoting products and services, and all stores have groups.
Users are encouraged by stores to join groups by offering free products; once in a group, they
can receive messages with targeted advertising. Bloggers also receive free products and can
write about them in return. Websites like Seraphim and TeleportHub offer insights into SL
products with new release announcements.

Shelton (2010) examined the virtual shopping habits of SL users. In this preliminary study to
better understand virtual consumption in Second Life, it was found that the motivation to create
a virtual identity in Second Life was equivalent to the frequency of purchase in this virtual
world. Animesh et al. (2011) emphasized the importance of understanding the dynamics
governing the purchase of virtual goods and investigated how environments in virtual worlds
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affect participants’ virtual experiences (“telepresence, social presentation and flow”) and
purchase intentions within the framework of the stimulus-organism-response (S-O-R) model.
In this study of 384 SL users, they found that interactivity had a significant positive effect on
telepresence and flow, sociability was significantly related to social presentation, and both
intensity and stability significantly affected participants’ virtual experiences.

Koles and Nagy (2012), attempted to identify patterns based on SL users’ interactions between
their own avatars and others’ avatars. They conducted a research to investigate the relationship
between virtual identity and virtual consumption by examining four related forum threads and
comments on Second Life blogs over three months. The study identified 197 users and found
that users had positive views of their virtual selves, that certain virtual goods were popular
because they helped them to differentiate themselves, and that some other goods were necessary
for them to join a community.

Guo and Barnes (2007), in their study aiming to identify, model and test the virtual product
purchase decision determinants in virtual gaming communities. Guo and Barnes presented a
model by examining the following models: Theory of Reasoned Action (TRA), Theory of
Planned Behavior (TPB), Technology Acceptance Model (TAM), Web Trust Model, and
Unified Theory of Acceptance and Use of Technology (UTAUT). In their study, which is an
exploratory study to understand the factors affecting purchasing behavior in virtual worlds, four
focus groups were formed with 24 participants, each consisting of six people. As a result of the
analysis, twelve factors that have an impact on virtual product purchase behavior in virtual
worlds were identified, and it was stated that perceived pleasure, character competence and task
system requirements increase users’ interest in virtual products (Guo and Barnes, 2009). Users’
purchasing patterns in this virtual environment are influenced by the emotional bonds they
develop with their avatars, resulting in the consumption of digital goods and services. This may
affect the success of companies operating in the Metaverse (Kalyvaki et al., 2023). According
to Demirci et al. (2024), SL users mainly purchase clothing, followed by shoes, hair, and
accessories. Second Life offers an experimental environment in fashion where users create
avatars and express their identities through clothing and accessories. This virtual world shows
more clearly than physical life how effective clothing is as a technology for identity
management (Ando, 2024). In Kuntze et al.’s (2013) study, participants were asked for
information about 11 different products related to virtual consumption. Among these products,
80 percent of the participants stated that they shop for clothing, while 40 percent stated that
they shop for hair, shoes, and land. These findings support Demirci et al.’s (2024) study. Guo
and Barnes (2011), “Buying behavior in virtual worlds: An empirical study in Second Life”,
mentioned that there are very few studies on the importance of trade and virtual worlds, virtual
worlds and consumer/user opinions In their study, data was They collected data from 250 SL
users through a survey method and it was supported that the literature is insufficient to explain
the factors affecting the purchase because the buyer decision processes in virtual worlds are
more complex. In this context, the importance of increasing studies on consumer opinions in
these virtual worlds is obvious.
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3. RESEARCH METHOD

This study was prepared in accordance with the qualitative research type. While there is no
common method put forward by researchers when analyzing data in qualitative research, five
steps are mentioned based on the common features of the methods put forward by different
researchers (Giirbiiz and Sahin, 2016). These steps are the data collection process and recording,
classification or categorization of data into various concepts or categories, establishing
connections between concepts or categories, making explanations and interpretations, and
reporting the research. These five steps were followed in order, and interviews were conducted
to obtain the data for the study. In addition to the quantitative reporting of the views, the
participants’ views were also reported. In this study, online (in-world virtual) interviews were
conducted with the avatars of the researchers, and voluntary consent was provided by all
participants. The sample of the study consisted of people who have shopped at least once in
the virtual world of Second Life (SL), which is accepted as one of the parallel universes.
According to Yildirim and Simsek (2016), it is defined as a type of research that states that
there are specific sub-layers in society and that some sampling techniques identified with
guantitative research can be used within traditional qualitative research designs. Since all
participants who volunteered in the research are looking for experience of shopping at least
once in the SL world and based on the difficulty of reaching this sample in the research, the
sample was determined by snowball sampling method.

Snowball sampling is considered one of the most popular methods of sampling in qualitative
research, with networking and referral characteristics at its core. Researchers usually start with
a small number of initial contacts (seeds) who meet the research criteria and are invited to
become participants in the research. The confirmed participants are then asked to suggest other
contacts who meet the research criteria and could potentially be willing participants, who in
turn suggest other potential participants, and so on. Researchers, therefore, use their social
networks to make initial contacts and capture an increasing chain of participants, from which
the sampling momentum builds. The researchers employed the snowball sampling method in
this study and as expereinced residents in Second life virtual platform (The researchers own
avatars with more than a total of 20 years expereince in Second life) they reached over to
experienced residents most likely to be a good fit for this study to kickstart the snowball
sampling process. Sampling usually ends when the target sample size or saturation point is
reached (Parker et al., 2019). Since the exact number of consumers shopping on Second Life
(SL), one of the Metaverse platforms, is unknown, the decision of how many consumers to
interview in semi-structured interviews was finalized during the process rather than at the
beginning.

The main purpose of this study is to explore in depth the demographic characteristics of
consumers in Second Life, which is considered to be the most popular of the metaverse
universes, and their views on their purchasing processes (what and where they buy). In this
context, semi-structured interviews were applied in the study. In semi-structured interviews,
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participants are asked standardized and open-ended questions (Britten, 1995). Yildirim and
Simsek (2016) stated that the focus of the research, the amount of data, and theoretical sampling
are important in sample selection rather than the number, that a qualitative study can be
conducted even with one person depending on these elements and the subject of the research,
and that sometimes the data of a research conducted with one person can be much more than
the data collected from 20 individuals in another research. For these reasons, 26 interviews were
deemed sufficient in the study, taking into account the focus of the research, the amount of data,
and their saturation.

Validity is divided into two parts: internal and external. Yildirim and Simsek (2016) state that
internal validity depends on the consistency of the researchers in both data collection and data
analysis. The interpretation processes and explaining how they achieve this consistency, while
external validity is related to generalizability, and the researcher informs the reader in detail
about all stages of the research. In this study, the researcher provided summary information
about the data at the end of the interview and provided member checking (Erlandson et al.,
1993) by receiving comments from the participants about the accuracy of the information. In
order to ensure transferability, the participant statements were richly and densely described
(Merriam and Tisdell, 2015). Confirmability refers to the researcher’s ability to confirm the raw
data with the results and explain them logically to the readers. In terms of reliability, the
researcher’s detailed and clear reporting of the stages, it is a clear indication that the results
depend on the data collected and that the resarcher’s prejudices do not affect the results
(Yildirrm and Simsek, 2016). It is emphasized that the use of strategies such as repetitive
questions, random sample selection, detailed quotations, focusing on connections, analysis
form, revealing the limits of the research, self-evaluation, finding distorted situations,
comparison with negative and alternative results, triangulation, peer review, detailed
description, and participant confirmation will increase the quality of the study (Yildirim, 2010).
In addition, in order to make the research more valid and reliable, strategies such as interrelated
questions, making detailed quotations, focusing on connections, analysis form, revealing the
boundaries of the research, peer review, and detailed description were used. It is thought that
the validity and reliability of the research were ensured due to all these strategies applied.

In these parallel universes, users can easily make changes that they cannot make or perceive as
difficult to make in real life through their avatars (Schultze and Leahy, 2009). For example, an
individual who is overweight, short, has less hair, and wears glasses in real life makes purchases
by paying attention to these characteristics while shopping in the real world. However, he/she
can create his/her avatar in the virtual world as he/she wishes and shop according to these
characteristics. In this world, he can create a tall, thick-haired, colorful-eyed, and fit avatar and
decorate it as he wishes. While most of the studies in the field of consumer behavior have been
conducted on the purchase intentions of real-life people in metaverse universes, a very limited
number of studies (Swilley, 2015; Shen et al., 2021; Demirci, 2022) have been conducted to
determine purchasing experiences. In order to ask about the purchasing experience in these
worlds, it is important that you are in these worlds with your avatar and that you give confidence
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to the people who will interview you. The fact that the three researchers who contributed to this
study have been in this world with their avatars for a long time is an important detail in terms
of reaching the interviewees. The aim of this study is to reveal the profiles and purchasing
behaviors of avatar consumers who shop at stores in parallel universes, which have an
increasing value. In this context, two research questions were developed:

Research Question 1: What are the demographic characteristics of avatars/consumers in the
virtual world of Second Life, which is defined as a parallel universe?

Research Question 2: What kind of products do avatars/consumers in the virtual world of
Second Life buy and from where?

In this study, which was designed as an exploratory research model, data were collected online
in the form of semi-structured interviews after obtaining ethics committee permission (Cag
University Scientific Research and Publication Ethics Committee’s decision dated 06.06.2022
and numbered 2022/3). The interviews were completed between June 07 and December 2022.

There are eight questions in the interview form and these questions were created by the
researchers based on previous studies (Yilmaz Unlii, 2022; Israel, 2022; Demirci, 2022 etc.).
The first five questions were aimed at determining the demographic and descriptive
characteristics of the participants, while the other three questions were asked to determine the
participants’ views on the purchasing process for their avatars. In addition to these five
questions, respondents were asked about the products/services they frequently purchase, the
stores from which they make these purchases, and the types of products they would like to
purchase from stores in SL. Initially, 10 interviews were conducted, and the interviews with
participants referrals were also conducted in SL. Some of these interviews were conducted via
Instant Message (IM) and some via SL voice feature. Since there is a common time zone in the
SL world, and this time zone varies from country to country, and in some cases due to
interruptions, some questions of the interviews that started with audio were continued with a
written notecard. Figure 1 shows an example of a notecard with questions. In such cases, the
interviewer answered the questions on the notecard and returned the notecard with the answers
to the researcher (even if the researcher was not online). In this study, interviews with a total of
26 avatars/consumers were completed due to saturation of responses. An explanation of consent
was made in the interview form, and their voluntariness was confirmed.
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Figure 2. Notecards with interview questions

Motecard: Questions

Description: 2022-01-29 17:17:07 note card

1. How long hawve you been in Second Lite?

2. Your date of birth (only year is enough)

3. Cendeaer

D4, Country you live in?

25, Your profession

6. Which productfservice do you often purchase in SL7?

Q7. Where do you buy this product or service? (Please specify store name)

8. What kind of products would ywou like to hawe?

When the questions on the notecard are analyzed, Question 1 is about how long they have been
in the Second Life world, while Questions 2, 3, 4, and 5 are designed to reveal the participant’s
demographic information. Question 6 was asked to determine what kind of products/services
they purchased in SL, and Question 7 was asked to inquire about the specific store name and
the products and services they purchased. Question 8 was asked to determine what kind of
products and services they are willing to buy in the SL world. Figure 2 shows the interview
process that took place between a participant and the researcher at the virtual campus of Cag
University with the consent of both parties.

Figure 3. A photo taken during the interview (Cag University Virtual campus)

The demographic characteristics of the 26 interviewees are shown in Table 1 below.
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Table 1. Demographic characteristics of the participants
SL duration Birth

Avat L . . .
\'/\laoar Y _years; Year  Gender Country Occupation in real life/ Virtual life
) m-Months  (2022)
Al 6y.6m. 1972  Female Turkey Music teacher/ Musician (giving concerts in SL)
A2 12Y.2m. 1989 Male Turkey The biologist / designs and sells yachts at SL.
A3 14Y 6m. 1981 Female Serbia Artist / painter
A4 13 m. 1980 Female USA Office worker
A5 14Y.3m. 1949 Male USA None / none
A6  15Y4m. 1972  Male Canada Auto Service Technician /
Performing concert in SL
A7 15Y.5m. 1977 Female USA Housewife / none
A8 14 Y.7m. 1965 Female USA Trainer, researcher / none
AS 4Y.10m. 1985 Female inted IT Project manager /none
Kingdom
A.10 10Y.1m. 1938 Female USA Formerly a psychotherapist / now coaching
A1l 2Y.2m. 1990 Male India Software developer / none
A.12 14. 1987 Female USA Manager / none
A.13 16Y. 1979 Male Germany IT Engineer / none
A.14 13Y. 1978 Female Italy Working in SL company / same
A15 5Y. 1992 Male Italy Warehouse worker in the
pharmaceutical industry / none
A.16 14y.9m. 1961 Female New Zealand Housewife / Domestic Goddess
Al7 10. 1953 Male inted Retired engineer / none
Kingdom
A.18 13Y.2m. 1973 Male Norway Public worker / none
A.19 17Y. 1979  Female Spain not want to specify / none
A.20 3Y.3m. 1970 Female Germany Graphic Designer / none
A1 3y, 1953 Female USA Retired / computer programming
& system analyzer
A.22 14Y.6m. None Female Italy Secretary / none
A.23 1Y1m. 1994 Female Argentina Accountant / none
A24 7Y. 1985 Female USA Editor / none
A.25 13Y.10m. None Female USA Trainer (Teaching College, 3d Building) / none
A.26 7Y. 2000 Female USA Not working now / none

When the table is summarized, it is seen that avatars have been in the SL world for at least one
year and at most 17 years. When asked about the real-life gender of the participants, eight
people stated that they were male, and 18 people stated that they were female. Looking at the
years of birth as generations, it was revealed in this sample that Generation X and Generation
Y are predominant. Three people did not want to specify their date of birth. While 10
participants stated that they were from the USA, it is seen that there were participants from
countries such as Italy, Germany, Argentina, United Kingdom, Spain, Norway, and New
Zealand. The last demographic question asked them to provide information about their work
(in real life). The majority gave detailed answers to this question. It was reported that the
majority of the respondents were retirees and that they had professions such as editors,
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computer engineers, and music teachers. One of the respondents’ supportive comments on this
question is given below.

Avatar 2 “I finished the biology department, | like it very much, but since we were employed as
a laboratory assistant, | worked for a short time. The SL payoff was much better and when |
realized that | gave all my strength here. | am also an occupational health and safety specialist.
But the most logical business, Second Life production for me. I'm living here except for 6
months of military service :) At least, I ’'m here every day for my clients.”

When the demographic characteristics of Avatar consumers are analyzed, it is also noticeable
that there are more retired people who exist in this world. It is also seen that there are those
who do similar jobs with their own work.

4. RESULTS

4.1. Distribution of Participants’ Opinions about Their Shopping Experiences in Second Life
Stores

4.1.1. Frequently Purchased Products

Table 2. Most Frequently Purchased Products in SL

Product Category n
Clothes 25
Accessories 7
Shoes 6

Hair 4
House 4
Games 4
Furniture 4
Leather 2
Others (Toys, huds, linden, tips, dance animations, etc.) 15
Total 71

Questions 6 (frequently purchased products), 7 (frequently visited stores) and 8 (what kind of
products they would like to see more of) in the interview form were aimed at determining the
shopping experiences of the participants and the answers were listed under sub-headings and
supported with opinions. Question 6 is presented in Table 2, Question 7 in Table 3, and
Question 8 in Table 4.

When Table 2 is examined, it is seen that clothes are the most common products purchased by
the participants, and their answers are listed below.

Avatar 2 supported the answer with this sentence “In SL, | pay for land (for my store) every
month. Apart from that, | make business-related payments for commercial purposes (payments
to scripters-software for some work). Still, I make the biggest payment for land (around 26k
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per month). Since | am only here for trading purposes, | only make the necessary expenses for
my production. However, there were times when | bought a lot of clothes and accessories for a
while. Specifically, the things | bought the most were: Outfit- Suits- Shirts- Trousers- Shoes-
Hair”

Avatar 6: “I’m buying clothes. | mostly do live music in SL, so | usually buy clothes or new
items for holidays and special occasions. ”

Avatar 9: “Clothing (Honestly, | don’t buy much in SL anymore. | do stuff for the Whole Brain
Health project, yes. Otherwise, | have a lot of virtual junk from years. | don 't need more. My
L$ goes to supporting artists, and musicians and goes to support philanthropists). ”

When Table 2 and participant opinions are examined, it becomes clear that metaverse users
mostly buy clothes. Clothes are followed by accessories and shoes.

4.1.2. Frequently Shopped Stores

The seventh question in the interview form was asked to determine from which stores they
purchased the products. The answers of the participants are grouped in Table 3.

Table 3. Store names

Store Name
SL Marketplace
KC couture
N-core
Mikki Myles
Woodland Park
Doux
Phedore
Cog & Fleur
Cold Ash
None in particular
Multiple stores
Total

WININININININDIN|D YIS

[EEN
2]

N
w

When Table 3 is examined, there are many store names, and the respondents stated that they
mostly shop from stores such as Marketplace, KC Couture, etc.

Avatar 9: “I usually buy my products through Seraphim https://www.seraphimsl.com/ or

’

marketplace.’
Avatar 10: “SL Marketplace...Sometimes | go to the store to see-feel how I look, how it looks. ”

The opinions of the participants supporting their answers are listed above.
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4.1.3. Which Products to Have in Stores Are Desired

The last question in the interview form was asked to indicate what kind of products they would
like to see in these stores. Many answers were received to this question, and these answers are
quantitatively presented in Table 4 below.

Table 4. Desired products

Desired Products n
Clothes 25
Accessories 7
Shoes 6

Hair 4
House 4
Furniture 4
Make-up 3
Other 17
Total 70

Avatar 2 provided this statement to support the response: “In my opinion, there are two answers
to this at the moment. First of all, in general terms, | would like to have products with quality
textures that only licensed creators can make. What | mean is, rather than everyone being a
creator, | would like people/companies that have passed some levels, have a license, or have
been better inspected by LL to produce products. There is a very bad level of product
production, and this makes the SL look poor quality. Users have to search for good products
and waste time. In other words, what kind of products would | personally like to have -> Items
with more realistic animations, clothes with a curvier structure (Actually, since I am a
manufacturer, | would like to build more yachts myself). ”

Avatar 7: “I like things that make my avatar look more realistic. For example, heads, bodies,
clothes, etc. mesh items such as. The more realistic the better for me. Since | was in SL before
the invention of mesh elements, | think mesh is more preferred than it was before. Whatever it
is, I’'m looking forward to something better than mesh. Maybe over time something will become
available. There’s something | want to see. It would be really nice if Linden Labs could
configure their viewer to use it with a Virtual Reality headset. It is not currently configured for
VR.”

Avatar 24: “More modest, ethnic-inspired clothing that blends my culture with modern style. ”

Avatar 26: “Does the word knickknack sound familiar to you? The word pseudo means “a
small, worthless object commonly used as an accessory or ornament.” Whether it’s in RL or
SL, I don 't care if there ’s junk lying around because, in my opinion, some of these objects aren 't
worthless at all. | have a plastic cube in RL that | use as a paperweight! So, I think it would be
interesting to see more knickknacks in SL, especially me, as | could probably find a use for them
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and maybe show others how useful these knickknacks are. There is a saying: “One man’s trash
Is another man'’s treasure. ”

When Table 4 and the related comments are analyzed, it is seen what kind of products they
would like to see in the stores, and it is seen that clothes are in the first place (25 people). They
buy clothes the most and they would like to see more clothes.

5. DISCUSSION and CONCLUSION

The Metaverse is a fictional concept defined nearly 20 years ago as a virtual universe where
people interact with augmented virtual reality devices entirely mentally (Narin, 2021). The
popularity of the virtual platform peaked during the pandemic and continues to grow as
Metaverse is trending in the media. SL has a large market share with millions of users. Linden
Lab is constantly developing new content on SL, which tens of thousands of creators worldwide
describe as the largest and most successful 3D virtual world created by its users. Mainland-
owned by Linden Lab, SL is connected to the real world through its virtual economy powered
by real money. Since 2003, Second Life has reached millions of users and has become a popular
platform where users socialize, shop, and have fun, while students and educators use the
platform for educational purposes. This virtual environment provides a space for businesses,
organizations, and entrepreneurs worldwide to market their virtual products and services.

This study aims to determine the views and experiences of people who have shopping
experiences in the virtual world of Second Life. The views of 26 avatar consumers are
summarized in the findings, and similar to previous studies (Swilley, 2015; Shen et al., 2021;
Demirci, 2022), it is supported that most clothing products are purchased. These results are
important both for researchers who want to conduct similar academic studies for individuals
and organizations that will utilize virtual platforms for product sales. Future research could be
more comprehensive than SL stores. For example, the atmosphere of the environment, factors
affecting purchases. Furthermore, a broader perspective on the virtual economy and shopping
behavior can be gained by comparing shopping experiences on other virtual platforms.
Understanding user demand is critical to the success of virtual stores and studies in this area
will contribute to the development of the virtual economy and shopping experiences. In this
context, it is thought that the results of this research will not only contribute to the field of
marketing but will also be an enlightening study for individuals who intend to shop from these
channels by determining what kind of products customers prefer and from where while
shopping on a parallel universe platform such as Second Life.

The research findings reveal that shopping in virtual worlds like SL is not just an economic
activity, but it also provides an environment where users can express their creativity, enrich
social interactions, and exist digitally. In this context, the virtual shopping experience
constitutes not only the design and marketing of virtual products but also one of the fundamental
building blocks of the virtual economy. In conclusion, this research shows that virtual shopping
not only creates economic opportunities but also plays an important role in digital identity
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construction and social interaction. Future research should continue to examine the deeper
effects of virtual shopping on user experience and how these environments interact with the
broader dynamics of digital society.
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Oz

Yapay zeka, misteri deneyimlerini kisisellestirmek ve yenilik¢i hizmetler sunmak amaciyla glinimizde ticari
Urdnlerin yaygin bir 6zelligi haline gelmektedir. Ancak, hizla gelisen yapay zeka destekli Grtinler baglaminda
miisteri deneyimini 6lgmeye yonelik ulusal literatlirde uygun bir 6lgme aracina rastlanilmamistir. Bu ¢alisma
Yapay Zeka Destekli Uriinlerde Miisteri Deneyimi Olgeginin Tiirkceye uyarlanmasini amaglamaktadir. Ozgiin
dlcek, bes boyutta gruplanan 18 maddeden olusmaktadir. Olgegin gegerliligi ve giivenirligi teknoloji yogun bir
sektér olan havacilik baglaminda incelenmistir. Calisma kapsaminda, yapay zeka destekli tirinlerle deneyimi olan
539 havayolu yolcusundan elde edilen veriler analiz edilmistir. Yapilan analizler sonucunda, antropomorfik
deneyim boyutunun istatistiksel olarak anlamli olmadigi belirlenmis ve 8lcek yapisindan gikarilmistir. Olgek veri
toplama, siniflandirma, yetkilendirme, sosyal deneyim olmak (izere dort boyutlu ve 15 maddeli olarak Tiirk¢eye
uyarlanmistir. Uyarlanan olcegin, bireylerin yapay zeka destekli Grinler baglamindaki musteri deneyimlerini
degerlendirmede gecerli ve glivenilir bir 6lciim araci oldugu ortaya konulmustur.
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How to Measure Customer Experience in Al-Enabled
Products? A Scale Adaptation for the Turkish Context

Abstract

Artificial intelligence is now a common feature of commercial products, with the objective of personalizing
customer experiences and delivering innovative services. Nevertheless, no appropriate instrument for assessing
customer experience in the context of Al-enabled products has been identified in the national literature. The aim
of the study was to adapt the customer experience scale for Al-enabled products into Turkish. The original scale
comprises 18 items, which are grouped into five dimensions. The scale was evaluated for its validity and reliability
within the context of the aviation sector, which is a technology-intensive industry. The data were collected from
a sample of 539 airline passengers who had experience using Al-enabled products. Following the analyses, the
anthropomorphic experience dimension was found to be statistically insignificant and removed from the
structure. The scale was adapted into Turkish with four dimensions -data capture, classification, delegation, and
social experience- comprising 15 items. The findings indicated that the adapted scale is a valid and reliable
instrument for evaluating customer experiences with Al-enabled products.

Keywords: aviation, customer experience, scale adaptation, artificial intelligence, Al-enabled products
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EXTENDED ABSTRACT

Background & Purpose: The study is concerned with the adaptation of the Customer
Experience (CX) Scale for Al-Enabled Products into the Turkish language and culture, and an
examination of its validity and reliability.

Research Method: The scale adaptation process followed the steps outlined in the literature.
The selected scale was translated into Turkish by a working group consisting of experts. The
translations were reviewed and compared, and the back-translation method was applied to
develop the initial version of the scale. A language validity test was conducted, resulting in the
preliminary Turkish version of the scale. A pilot study was carried out, and statistical analyses
were performed on the collected data. In the final stage, the scale was revised and administered
to a larger sample. Descriptive statistics, factor analyses, validity, and reliability tests were
conducted during this phase.

Conclusion: Following the completion of the pilot study (n=123), statistical analyses indicated
that the anthropomorphic experience was not statistically significant and was therefore
excluded from the scale structure. The final scale, comprising 15 items and four dimensions,
was administered to a sample of 416 participants with experience in air travel and Al. The KMO
analysis revealed a value of 0.855, indicating that the data set was suitable for further analysis.
Furthermore, the exploratory factor analysis (EFA) analysis indicated that the total variance
explained was 63.36%, and the factor loadings ranged from 0.581 to 0.852, which are
considered acceptable outcomes. The reliability analysis showed that the reliability coefficients
for data capture, classification, delegation, and social experience were 0.778, 0.759, 0.790, and
0.805, respectively. As a result of the confirmatory factor analysis (CFA), the scale items are
both compatible and acceptable with respect to the y2/df value (2.134), the RMSEA (0.052),
the NFI (0.923), the NNFI (0.947), the GFI (0.946), the AGFI (0.922), and the CFI (0.957).
Therefore, the measurements are statistically significant and valid. Finally, assessing the
validity of the measurement tool in terms of both convergent and discriminant validity is
essential. The analysis demonstrated that each structure exhibited a CR value exceeding 0.70
and an AVE value exceeding 0.50. Consequently, the EFA, CFA, convergent, and discriminant
validity analyses confirmed the scale's validity and reliability, indicating that the Turkish
version of the scale can serve as an effective instrument for evaluating CX with Al-enabled
products. Conducting the study on a developmental Al model adds uniqueness; however, it is
limited by reliance on voluntary participants due to time and budget constraints. In the future,
applying this scale in sectors such as healthcare, finance, and e-commerce, where advanced
technology is widely used, as well as in aviation, could enable a more comprehensive
examination of the effects of Al on CX. The findings of the study make a significant
contribution to the literature on the relationship between Al and CX. They also provide practical
insights for the design of Al algorithms and user interfaces. In this context, the results are
expected to open new research topics for scholars and offer managers opportunities to develop
more effective strategies.
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1. GIRIS

Miisteri deneyimi, miisterinin bir marka ile olan tiim algisini ve etkilesimini ifade eder (Schmitt,
1999). Bu kavram, miisterilerin yalnizca bir {iriin ya da hizmetin islevsel faydalarini degil, aynm
zamanda bu etkilesimlerin duyusal ve duygusal yonlerini de kapsar (Berry vd., 2002). Miisteri
deneyimi, miisteri yolculugunun ii¢ temel asamasinda ele alinmaktadir. Satin alma Oncesi
asama, miisterinin ihtiyag farkindaligi, alternatiflerin arastirilmasi ve degerlendirilmesi ile satin
alma kararini1 kapsamaktadir. Satin alma asamasi, miisterinin se¢im yapma, siparis verme ve
O0deme siirecglerindeki etkilesimlerini icermektedir. Satin alma sonrasi asama ise tiiketim, satin
alma sonras1 baglilik ve sunulan hizmetlerle ilgili etkilesimlerden olugmaktadir (Lemon ve
Verhoef, 2016). Miisteri deneyimi, hem geleneksel hem de dijital pazarlama baglaminda ele
alinan dinamik bir kavram olup, tiiketicilerin marka ile olan etkilesimlerini ¢ok boyutlu bir
perspektiften degerlendirmeyi gerektirmektedir. Geleneksel pazarlama genellikle islevsel
faydalara ve rasyonel karar verme siireclerine odaklanirken, deneyimsel pazarlama
kisisellestirilmis ve unutulmaz deneyimlerin yaratilmasini vurgular (Klaus ve Maklan, 2011).
Miisteri deneyimi, iiriinler, reklamlar ve hizmet arayiizleri gibi cesitli fiziksel ve dijital temas
noktalar1 iizerinden, miisteri etkilesimleri yoluyla sekillenen biitlinciil ve dinamik bir yapidir
(Carbone ve Haeckel, 1994; Pine ve Gilmore, 1999).

Dijital teknolojilerin hizli gelisimiyle birlikte, miisteri deneyimi 6nemli Olgiide evrim
gecirmigtir. Dijital teknolojilerle ortaya c¢ikan analitik sistemler, veri odakli iggoriiler elde
edilmesini ve miisteri temas noktalarinin optimize edilmesini saglayarak miisteri deneyimi
stratejilerini giiclendirmektedir (Wanasinghe vd., 2022). Sanal asistanlar ve etkilesimli dijital
araclar ise, miisteri etkilesimlerini kisisellestirerek yanit verme siirelerini iyilestirmekte ve
miisteri iliskilerini giliglendirmektedir (Nalini, 2024). Ayrica, dijital araglarin algoritmalari,
kisisellestirilmis irlin Onerileri, igerik ve tekliflerle miisteri memnuniyeti ve baghligini
artirmaktadir (Haleem vd., 2022). Oneri sistemleri ve tahmine dayal1 analitik araclar, miisteri
yolculugu boyunca karar verme siireclerini destekleyerek miisteri deneyiminin iyilestirilmesine
katki saglamaktadir (Agrawal, 2017). Teknolojiyi yogun bir sekilde kullanan isletmeler,
cevrimici ve ¢evrimdist ortamlart sorunsuz bir sekilde birlestirerek, yenilik¢i araglari miisteri
deneyimini gelistirmek amaciyla entegre etmis ve daha derin miisteri baglilhig:r saglamistir
(Sirapracha ve Tocquer, 2012). Miisteri deneyimi, yalnizca bireylerin tiiketim siirecinde degil,
ayn1 zamanda bu slirecin oncesi ve sonrasindaki tiim temas noktalarinda yasanan kapsamli bir
etkilesim siireci olarak ele alinmalidir (Carbone ve Haeckel, 1994). Dijitallesme ile bu siirecler
daha erisilebilir, dlgiilebilir ve kisisellestirilebilir hale gelmistir. Bu durum, miisteri deneyimi
yonetiminin, igletmelerin siirdiiriilebilir rekabet avantaji elde etmelerinde stratejik bir unsur
olarak dnem kazanmasina yol agmistir (Gentile vd., 2007).

Miisteri deneyimi, biligsel, duygusal, fiziksel-duyusal ve sosyal olmak iizere dort ana bilesene
sahiptir (Verhoef vd., 2009). Bilissel bilesenler, hizmetin islevselligi, hiz1 ve erisilebilirligi gibi
iist diizey zihinsel siireglere dayanirken (Keiningham vd., 2017; Dwivedi vd., 2021), duygusal
bilesenler, miisteri memnuniyeti veya pismanlik gibi karmagik duygusal tepkilerle iligkilidir
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(Keiningham vd., 2017). Fiziksel-duyusal bilesenler, ¢evrimdisi baglamda isiklandirma ve
yerlesim gibi unsurlarla, ¢evrimi¢i baglamda ise kullanici dostu arayiiz ve net tasarimla
sekillenir (Lam, 2001; Keiningham vd., 2017). Sosyal bilesenler ise, aile, arkadaslar ve genis
sosyal ¢evre gibi unsurlarin etkisini kapsar (Lam, 2001; Verhoef vd., 2009). Yapay zeka, bu
bilesenlere iliskin deneyimleri gelistirmek i¢in makine 6grenimi, dogal dil isleme (NLP) ve
artinnlmig gerceklik (AR) gibi teknolojilerle destek sunar (Saponaro vd., 2018). Yapay zeka,
genis veri setlerini analiz ederek bireysel tercihleri ve davranislart anlamdirir (Rane vd., 2024),
bu siiregte Ongoriisel analitik kullanir. Ayni zamanda, bireylerin teknolojiyle daha dogal ve
sezgisel sekilde etkilesim kurmasini saglar (Singh vd., 2019; Chen vd., 2021; Satheesh ve
Nagaraj, 2021). Yapay zekanin, miisteri deneyimlerini anlamada ve bu anlayisi veri temelli
yaklagimlarla kisisellestirmede 6nemli bir ara¢ oldugu belirtilmektedir (Paschek vd., 2017).

Kisisellestirme, dijital pazarlamada kritik bir strateji haline gelmistir. Kisisellestirme, miisteri
deneyimine dayali ozellestirilmis igerik sunmak i¢in veri toplama, analiz ve otomasyon
teknolojilerini kullandig1 bir siirectir (Copur, 2014). Isletmeler, miisterilerinin ilgi alanlarini,
onceki satin alma davraniglarin1 ve diger verilerini analiz ederek 6zellestirilmis mesajlar ve
deneyimler sunabilir (Charlesworth, 2018). Bu yaklasim, miisterilerle daha giiglii bir bag
kurarak etkilesimleri artirmakta ve marka sadakatini giliglendirmektedir (Kavenius, 2020).
Cevrimigi etkinlikler, isletmelere tiiketici profilleri olusturarak kisisellestirilmis pazarlama
stratejileri gelistirme imkan1 sunmaktadir (Fridh ve Dahl, 2019). Ozellikle dijital platformlarda
kisisellestirilmis icerik, miisterilerin daha hizli tepki vermesine ve satin alma kararlarini olumlu
yonde etkilemesine olanak tanir (Pappas vd., 2014). Dijital araglarin sagladigi kolaylik ve hiz
sayesinde, kisisellestirme, sadece miisteri memnuniyetini artirmakla kalmayip, isletmelerin
pazar rekabetinde ©ne ¢ikmalarim1 da saglamaktadir (Wilson, 2019). Dijital pazarlama
stratejilerinin etkinligini artirmada, son yillarda 6ne ¢ikan yapay zeka destekli kisisellestirilmis
oOneri sistemleri, igletmelere miisterilerinin ihtiya¢ ve tercihlerine daha uygun igerikler sunma
olanag1 saglamaktadir. Company X sirketi, yapay zeka destekli Oneri sistemleri kullanarak
miisterilerine kisisellestirilmis {irlin Onerileri sunmus ve bu uygulama sonucunda, miisteri
etkilesimi %30 oraninda artarken, satis gelirlerinde %25'lik bir artis elde edilmistir (Tung ve
Lan, 2024).

Yapay zeka destekli triinler, miisteri deneyimini ¢esitli boyutlarda doniistiirmekte ve bu
dontisiimiin temel bilesenleri ilizerine yapilan arastirmalar, kisisellestirme, giiven, hizmet
kalitesi ve satin alma davranislar1 gibi unsurlar1 kapsamli bir sekilde ele almaktadir. Yapay zeka
destekli hizmetlerde kisisellestirme ve giiven iligkisini inceleyen ¢alismalar, bu unsurlarin
miisteri deneyimi lizerindeki belirleyici roliinii ortaya koymaktadir. Trawnih vd. (2022), hizmet
kalitesi ve giiven-taahhiit teorisini birlestirerek gelistirdikleri modelde, yapay zeka destekli
hizmetlerde iligki taahhiidiinlin merkezi bir rol oynadigini belirtmis; ayrica algilanan fedakarlik
ve giivenin, kolaylik, kisisellestirme ve hizmet kalitesini aracilik eden unsurlar oldugunu
vurgulamiglardir. Benzer sekilde, Ameen vd. (2021) yapay zeka destekli hizmetlerde giiven ve
algilanan fedakarligin kisisellestirme ve hizmet kalitesi {izerindeki araci roliinii ortaya koyarak,
bu unsurlarin miisteriyle kurulan iligskinin yalnizca teknik islevlerle sinirli olmadigini, duygusal
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baglar ve giliven unsurlarmin da kritik bir 6nem tasidigin1 gostermistir. Bu boyutlar, yapay
zekanin miisteri deneyimi tizerindeki etkilerini anlamada 6nemli bir ¢erceve sunarken, miisteri
davraniglar1 tizerindeki dogrudan etkiler de dikkate deger bulgular i¢cermektedir. Cesur ve
Armutcu (2023) yapay zekanin marka deneyimiyle beraber miisterilerin satin alma niyetleri
tizerinde olumlu etkiler yarattigin1 gostermistir. Benzer sekilde Efendioglu (2023) da subjektif
normlar, tutumlar, hedonik degerler ve algilanan fayda gibi unsurlarin, yapay zeka destekli
hizmetlerde satin alma niyetini olumlu yonde etkiledigini belirlemistir. Bhagat vd. (2023) ise
yapay zeka entegrasyonunun tiiketici satin alma davranislarini dogrudan etkileyerek ticari
sonuglara katkida bulundugunu ortaya koymustur. Bu etkiler, sektorel bazda
degerlendirildiginde ise 6zellikle miisteri odakli sektorlerde yapay zeka destekli hizmetlerin
misteri deneyimine nasil yon verdigini gostermektedir. Calvo vd. (2023), perakende
yoneticileri ve miisterilerle yapilan goriismeler lizerinden, yapay zeka teknolojilerinin ¢ok
kanall1 miisteri deneyimini doniistiirdiigiinii analiz etmis ve bu doniisiimde O6zellestirme,
tutarlilik ve uyarlanabilirlik gibi unsurlarin 6ne ¢iktigini belirtmistir. Otelcilik sektoriinde
yapilan aragtirmalar ise yapay zekanin miisteri deneyimi iizerindeki etkisinin daha karmasik
oldugunu ortaya koymaktadir. Prentice vd. (2020), otelcilik sektoriinde yapay zeka
uygulamalarinin miisteri memnuniyeti ve sadakati iizerindeki etkilerini inceleyerek, bu
teknolojilerin ¢alisan hizmet kalitesine kiyasla daha sinirli ve olumsuz etkiler yaratabilecegini
belirtmistir. Nguyen vd. (2022) ise bilgi akisi, miisteri-marka kimligi ve sistem esnekligi gibi
unsurlarin yapay zeka destekli hizmet deneyiminde belirleyici oldugunu ortaya koymustur. Bu
sektorel farkliliklar, yapay zeka teknolojilerinin miisteri deneyimine katkilarini daha ayritili
bir perspektiften degerlendirmeyi gerektirmektedir. Ozellikle ¢evrimigi miisteri deneyimi
baglaminda yapilan arastirmalar, yapay zekanin kullanic1 deneyimini hem islevsel hem de
duygusal boyutlarda sekillendirdigini gostermektedir. Chen vd. (2021), yapay zeka destekli
sohbet robotlarinin ¢evrimig¢i miisteri deneyimine hem igsel hem de dissal degerler katarak
olumlu katki sagladigini ortaya koymustur. Hoyer vd. (2020) ise yapay zeka destekli
teknolojilerin (IoT, AR, VR vb.) aligveris yolculugunun tiim asamalarinda etkili oldugunu
belirterek, bu araglarin miisteri deneyimini ¢esitlendiren ve derinlestiren temel bilesenler haline
geldigini vurgulamiglardir. Ancak, yapay zeka destekli hizmetlerin etkileri yalnizca bireysel
miisteri deneyimiyle sinirli kalmamakta, ayn1 zamanda toplumsal ve etik boyutlar agisindan da
degerlendirilmektedir. Bu kapsamda, Puntoni vd. (2021) yapay zekanin kullanicilar i¢in sanal
asistanlar, akilli ev cihazlar1 ve saglik takip sistemleri gibi ¢esitli faydalar sundugunu
belirtirken, bu teknolojilere yalnizca dogruluk ve verimlilik ac¢isindan yaklagsmanin bireysel ve
toplumsal sonuglar1 goz ardi edebilecegine dikkat cekmistir.

Yapay zekd, miisteri deneyimini doniistiiren 6nemli bir teknolojik yenilik olarak 6n plana
cikmaktadir. Yapay zeka destekli teknolojiler, 6zellikle IoT, sanal asistanlar, sohbet robotlar
ve artirllmis gerceklik gibi yenilik¢i araclar sayesinde, geleneksel miisteri deneyimi sinirlarini
asarak insan-makine etkilesimini yeni bir boyuta tagimaktadir (Hoyer vd., 2020; Verma vd.,
2021). Bu teknolojiler, biiylik veri analitigini kullanarak miisteri verilerini isleyip akilh
tahminlerde bulunarak, miisteri ihtiyaglarini gercek zamanl izleme ve hizli bir sekilde yanit
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verme kapasitesine sahiptir (Rouhani vd., 2016; Paschen vd., 2019). Ayrica, yapay zekanin
stirekli 6grenme ve c¢evreye adaptasyon yetenegi, miisteri deneyimlerinin dinamik bir siireg
olarak ele alinmasina olanak tanir ve bu da yalnizca miisteri memnuniyetini artirmakla kalmaz,
ayn1 zamanda markalarin rekabet avantaji elde etmelerini saglar (Ameen vd., 2021). Yapay
zeka destekli sistemler, miisterilerin bireysel tercihlerine ve geg¢mis davranislarina uyum
saglayarak daha kisisellestirilmis ve hedefe yonelik deneyimler sunar. Ozellikle havacilik gibi
teknoloji yogun sektorlerde, yapay zekanin etkin kullanimi, miisterilerin karmasik ihtiyaglarini
anlamada ve bu ihtiyaglara yonelik inovatif ¢6ziimler sunmada stratejik bir deger tasir (Bolton
vd., 2018; Anshari vd., 2019; Chen vd., 2021). Yapay zeka, organizasyonlarin tiiketici
davraniglarini daha derinlemesine anlamalarina ve miisteri merkezli yaklasimlar gelistirerek
stirdiiriilebilir biiyiimeyi desteklemelerine yardimci olur (Khanagha vd., 2017; Shabbir ve
Anwer, 2018). Bu cok boyutlu etkiler, mevcut miisteri deneyimlerini iyilestirmenin Gtesine
gecerek gelecekteki miisteri ihtiyaclarini tahmin etmek ve organizasyonlarin rekabetci
pozisyonlarimi giiclendirmek i¢in de 6nemli firsatlar sunmaktadir (Balaji ve Roy, 2017).

Yapay zeka sistemleri, miisteri deneyimini iyilestirmek amaciyla birden fazla boyutta
degerlendirilmektedir. Wang vd. (2023) tarafindan yapilan g¢alisma, Puntoni vd. (2021)
tarafindan Onerilen dort temel boyut olan veri toplama, siniflandirma, yetkilendirme ve sosyal
deneyim iizerine odaklanmakta ve bu boyutlarin gecerliligini dogrulamaktadir. Bununla
birlikte, Wang vd. (2023) bu dort boyuta ek olarak antropomorfik deneyim adimi verdikleri
besinci bir boyutu tanimlayarak bu kavramsal g¢erceveyi genisletmislerdir. Veri toplama
deneyimi kullanicilarin yapay zekanin kisisel verilerini toplama siireglerine dair algilarini ifade
eder. Bu siiregte, kullanicilar mahremiyet ihlalleri ve etik kaygilar gibi olumsuz etkilerle
karsilagabilir. Siniflandirma deneyimi yapay zekanin kullanici 6zelliklerini simiflandirma ve
tahmin yapma kapasitesini degerlendirir. Yetkilendirme boyutu, yapay zekanin kullanicilar
adina gorev listlenme stireclerine yonelik algilar1 kapsar. Bu agamada, yapay zekanin sagladigi
verimlilik artis1 olumlu degerlendirilirken insan emeginin yerini alma olasilig: ise psikolojik
tehdit algis1 yaratabilir. Sosyal deneyim, yapay zekanin insanlarla etkili iletisim kurma
kabiliyeti lizerine odaklanir ve kullanicilara daha rahat ve samimi bir iliski gelistirme firsati
sunar. Son olarak antropomorfik deneyim, yapay zekanin insan benzeri ozelliklere sahip
olmastyla ilgili deneyimleri temsil eder. Kullanicilar, yapay zekanin diisiinme, 6grenme ve
kendi kendini algilama gibi yeteneklerinden etkilenerek, duygusal baglar gelistirebilir. Ancak,
bu 6zelliklerin asirtya kagmasi rahatsizlik ve tehdit algisi olusturabilir (Wang vd., 2023).

Havacilik sektoriinde yapay zeka uygulamalarinin kullanimi hizla artmaktadir. Artan biiyiik
veri analitigi bagimliligi, havacilikta yapay zeka pazarmin kiiresel dlgekte biiylimesine yol
agmaktadir (Kumar, 2022). Ozellikle havayollar1 ve havalimanlari, hizmetlerini modernize
etmek ve operasyonel siiregleri daha verimli hale getirmek amaciyla yapay zeka tabanl ileri
teknolojilere yatirim yapmaktadir. Bu gelismeler, artan isletme maliyetleri ve karlilig1 artirma
hedefiyle de desteklenmektedir. Yapay zeka, havacilik sektoriinde miisteri iliskileri yonetimini
tyilestirmek ve operasyonel verimliligi artirmak i¢in 6nemli bir arac¢ olarak kullanilmaktadir
(Giindiiz, 2023). Ozellikle rutin gorevleri standartlastirarak, veri odakli hizmetleri
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kisisellestirerek ve miisteri iligkilerini giliclendirerek miisteri deneyimini iyilestirme
potansiyeline sahiptir (Huang ve Rust, 2020). Son yillarda, yapay zeka destekli sohbet
botlarin ¢evrimigi bilet alimlarinda kullanimi1 6nemli 6lgiide artmistir. Ayrica, yapay zeka
algoritmalari, sosyal medya platformlarinda anlik miisteri geri bildirimlerini izleyerek ve
onceki rezervasyonlar, davranis izleme ile aligveris egilimlerini analiz ederek kisisellestirilmis
yolculuk 6nerileri sunmaktadir. Bununla birlikte, yapay zeka tabanli sistemler miisteri geri
bildirimlerini analiz ederek hizmet kalitesini artirmak ve miisteri memnuniyetini saglamak
amaciyla da kullanilmaktadir. Biiylik veri analitigi ile desteklenen dinamik fiyatlandirma
algoritmalari, ugak bileti fiyatlarin1 anlik olarak ayarlayarak miisteri taleplerine gére en uygun
fiyatlar1 sunabilmektedir (Kumar, 2022). Havalimanlarinda, biyometrik tanimlama teknolojileri
ve gilivenlik tarama sistemleriyle entegre edilen yapay zekd uygulamalari, yolcu kimlik
dogrulama islemlerini hizlandirmakta, terminal yogunluklarini optimize etmekte ve giivenligi
artirmaktadir. Ayni sekilde, otomatik bagaj tarama sistemleri, giivenlik personelinin is yiikiinii
azaltarak daha hizli ve dogru tespitler yapilmasina olanak saglamaktadir. Bu tiir uygulamalar,
havalimanlarindaki operasyonel verimliligi artirirken yolculara daha hizli ve sorunsuz bir
deneyim sunmaktadir. Yapay zeka destekli makine 6grenimi uygulamalari, ugus gecikmelerini
tahmin ederek yolcular1 zamaninda bilgilendirmekte ve alternatif diizenlemeler yapmalarina
olanak tanimaktadir. Bu sayede, hem yolcu memnuniyeti artirilmakta hem de operasyonel
sliregler daha etkin yonetilebilmektedir (TAV, 2020).

Gliniimiiz dijitallesme ¢aginda havacilik dahil bir¢ok sektdrde miisteri deneyimi, geleneksel
pazarlamanm odaklandig1 islevsellik ve fayda sunumunun &tesine gegmistir. Isletmeler artik
miisterileriyle anlamli baglar kurmak i¢in hem fiziksel hem de dijital temas noktalarini entegre
eden stratejilere yonelmektedir (Verhoef vd., 2009). Bu siirecte dijitallesme, miisteri
deneyiminin yeniden sekillenmesinde énemli bir rol oynamaktadir. Ozellikle dijital kanallarin
artan etkisi, markalarin miisterileriyle daha kisisellestirilmis ve siirekli bir etkilesim kurmasini
saglamistir (Pine ve Gilmore, 1999). Dijitallesme, miisteri deneyimini daha karmasik hale
getirirken deneyim tasarimi ve yonetimi i¢in yeni firsatlar da sunmaktadir. Bu baglamda, yogun
teknoloji odakli havacilik sektoriinde yapay zeka destekli Ttriinlere iliskin misteri
memnuniyetinin dl¢iilmesi 6nemli bir husus olarak 6n plana ¢ikmaktadir.

Yapay zeka destekli liriinlerde miisteri deneyiminin Slgiilmesi, hem teorik hem de pratik a¢idan
onemli bir ihtiyagtir. Geleneksel miisteri deneyimi arastirmalari, genellikle insan-merkezli bir
yaklasimla, miisterilerin markalara yonelik 6znel tepkilerini anlamaya odaklanmis, ancak yapay
zeka destekli Uriinlerin kendine 6zgii 6zellikleri ve bu iirlinlerle etkilesim sonucunda olusan
deneyimlerin 6l¢iilmesi konusunda yetersiz kalmigtir (Hoffman ve Novak, 2018). Yapay zeka
destekli iiriinler, yalnizca insanlarla degil, diger akilli nesnelerle de siirekli etkilesim kurabilen,
ozerk bir sekilde etkinlestirilebilen ve veri toplayip analiz edebilen ozelliklere sahiptir
(Hoffman ve Novak, 2015; 2018). Bu durum, miisterilerin deneyimlerini pasif bir sekilde
algilayan bireylerden, akilli nesnelerle birlikte deneyim olusturan aktif katilimcilar haline
getirmektedir (Puntoni vd., 2021). Dolayisiyla, mevcut literatiiriin insan-merkezli ve tek yonlii
etkilesim anlayisini asan, insan-nesne ¢ift yonlii etkilesim perspektifine ihtiya¢ duyulmaktadir.
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Ayrica, yapay zekd destekli lriinlerin dinleme, tahmin etme, iiretme ve etkilesim gibi
kapasitelerine dayali olarak, miisterilerin bu iirlinlerle yasadigi deneyimlerin hem teorik bir
gergeveye oturtulmasi hem de ampirik olarak dogrulanmasi gereklidir (Puntoni vd., 2021).
Mevcut arastirmalar, genellikle kavramsal diizeyde kalmis, ancak bu deneyimlerin
operasyonellestirilmesi ve Ol¢giilmesi konusunda smirh ilerleme kaydedilmistir (Lemon ve
Verhoef, 2016). Yapay zeka destekli iirtinlerde miisteri deneyiminin 6l¢iilmesi, miisterilerin bu
tiir triinlerle etkilesimlerini anlamaya yonelik somut bir c¢er¢eve sunarak, isletmelerin ve
organizasyonlarin hizmet kalitesini artirmasina katki saglayabilir (Schmitt, 1999; Novak ve
Hoffman, 2019). Ayrica, yapay zeka sistemleri, pazarlama stratejilerinin daha duyarli ve
onleyici bir sekilde olugturulmasina rehberlik edecek veriler saglayabilir (Hoffman ve Novak,
2018).

Yapay zeka destekli iriinlerin miisteri deneyimine etkisini anlamak igin insan-makine
etkilesimi ve miisteri psikolojisi baglaminda cesitli teorik yaklasimlar ele alinabilir. Ozellikle
Sosyal Biligsel Teori (Bandura, 2001) ve Teknoloji Kabul Modeli (Davis, 1989) gibi
yaklagimlar, miisterilerin yapay zekd tabanli sistemlere yonelik tutumlarini ve benimseme
stireclerini agiklamada 6nemli bir ¢ergeve sunmaktadir. Bu teoriler, bireylerin teknoloji ile
etkilesimlerinde ge¢mis deneyimlerinin, biligssel degerlendirmelerinin ve algilanan fayda ile
kullanim kolayliginin kritik roller oynadigin1 6ne siirmektedir. Ayrica, yapay zekd ile
etkilesimde kullanicilarin duygusal tepkileri ve giiven unsuru da miisteri deneyimi agisindan
dikkate alinmasi gereken dnemli faktorler arasindadir (Zhang vd., 2021; Chandra vd., 2022).
Beklenti-Onay Modeli (Oliver, 1980) de bu baglamda 6nemli bir ¢erceve sunmaktadir. Bu
model, bireylerin bir hizmet veya iirlin hakkindaki beklentilerinin, kullanim sonrasi
deneyimleriyle nasil karsilastirildigini ve memnuniyet diizeylerini nasil etkiledigini agiklar.
Yapay zeka destekli sistemlerde, miisterilerin 6nceden sahip olduklar1 beklentiler ile sistemin
sundugu performans arasindaki uyum, uzun vadeli benimsenme agisindan belirleyici olabilir.

Yapay zeka destekli iiriinlerde miisteri deneyiminin dl¢iilmesi, 6zellikle teknoloji yogunluklu
havacilik sektorii gibi alanlarda, miisteriler ile akilli iirlinler arasindaki karmasik etkilesimlerin
daha iyi anlagilmasini saglarken, isletmelere rekabet avantaji kazandirma potansiyeline sahiptir.
Literatiir taramalar1 sonucunda, Wang vd. (2023) tarafindan gelistirilen Yapay Zeka Destekli
Uriinlerde Miisteri Deneyimi dlgeginin Tiirkceye uyarlanmasi, ulusal baglamda gegerli ve
giivenilir bir 6l¢tim aracini literatiire kazandirarak 6nemli bir katki sunacaktir. Ayni zamanda
bu uyarlama caligmasi, Wang vd. (2023) tarafindan 6l¢egin farkli cografyalara ve uluslara
uyarlanarak, dogu ve bati kiiltiirleri arasindaki sonuglarinin karsilastirilmasina yonelik onerisi
kapsaminda, uluslararasi literatiire de deger katacaktir. Bunun yani sira, yapay zeka destekli
tirtinlerin yayginlasti1 ve miisteri deneyiminin stratejik onem tasidigi sektorlerde, uyarlanmig
bir Olgek, isletmelerin tiiketici davraniglarini anlamalarina ve daha etkili stratejiler
gelistirmelerine yardimer olacak onemli bir ara¢ olacaktir. Bu c¢alisma, mevcut literatiirdeki
Olcek uyarlama siireclerini takip etmekte olup, yontem, orneklem ve istatistiksel analizler
acisindan kapsamli bir yaklagim sunmaktadir. Mevcut ¢alismalardan belirgin bigimde
farklilasmamakla birlikte, titizlikle yiiriitiilen metodolojik siireg, 0lgegin Tiirk¢e formunun
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gecerlik ve giivenirligini desteklemekte ve gelecekteki arastirmalara kapsamli bir yontem
sunmaktadir.

2. ARASTIRMA YONTEMI

Bu calismada, yapay zeka destekli tiriinlerde miisteri deneyimi 6l¢eginin Tiirkgeye uyarlanmasi
siireci ve bu siirecin sonunda elde edilen Glgegin gecerlilik ve giivenirlik analizleri ele
alinmigtir. Caligmada literatiirde yer alan 6lgek uyarlama adimlar takip edilmistir (Hambleton
ve Patsula, 1999; Seker ve Gengdogan, 2014; Secer, 2018). Ik olarak 6lgegin amaci ve dlgmeyi
hedefledigi kavram belirlenmis, ardindan mevcut literatiirdeki uygun olgekler gozden
gegirilerek en uygun 6l¢lim aract olarak Wang vd. (2023) tarafindan gelistirilen yapay zeka
destekli tiriinlerde miisteri deneyimi 6lgegi secilmistir. Segilen bu 6lgek dil bilgisi ve deneyime
sahip uzmanlar tarafindan Tiirk¢eye cevrilmis ve g¢eviriler, dilsel uyumun saglanabilmesi i¢in
karsilastirilarak diizenlenmistir. Cevirinin dogrulugunu test etmek amaciyla geri ¢evirme
yontemi uygulanmis ve Tiirkceye cevrilen metnin orijinal metinle uyumu incelenmistir.
Cevirinin dogrulugu, geri ¢evirme yontemi ile test edilmistir.

Pilot uygulama sonrasinda 6l¢egin son sekli biiyiik bir 6rnekleme uygulanarak nihai gecerlilik
ve glivenirlik testleri gergeklestirilmistir. Pilot uygulama asamasinda, evreni temsil edebilecek
katilimcilara ulasilmaya 6zen gosterilmistir. Pilot uygulama siireci, Tiirkgeye ¢evrilen dlgegin
dilsel ve kiiltiirel baglamda uyumlu, gegerli ve giivenilir bir 6l¢iim araci olmasini saglamak
amaciyla titizlikle izlenmistir (Seger, 2018). Veri toplama asamasinda, daha genis bir katilimci
kitlesine ulasabilmek amaciyla ¢evrimig¢i yontem tercih edilmistir. Anket, demografik bilgi
formunun yani sira, amagli 6rneklemeye uygun katilimcilar belirlemek i¢in kontrol sorularini
da igermektedir. Anket baslangicinda katilimcilara havayolu yolculugu ve yapay zeka
deneyimlerine yonelik sorular yoneltilmis, yalnizca bu konuda deneyimi olan katilimcilarin
ankete devam etmeleri saglanmistir. Boylece, anketin gegerliligi icin dnemli olan hedef kitlenin
dogru bir sekilde belirlenmesi ve yalnizca ilgili deneyime sahip bireylerin dahil edilmesi
amaclanmigtir. Son asamada elde edilen verilerle 6l¢egin gegerlilik ve giivenirlik ¢aligmalari
yapilmistir.

2.1. Arastirmanin Orneklemi

Caligmanin 6rneklemi havayolu yolcularindan se¢ilmistir. Havacilik sektdrii, yliksek teknoloji
standartlar1 ve miisteri taleplerinin yogunlugu nedeniyle, yapay zeka uygulamalarinin
etkinligini test etmek i¢in uygun bir baglam sunmaktadir. Caligma kapsaminda 589 kisiye
ulasilmis, ancak yapay zeka destekli iiriinlerle deneyimi olan 539 havayolu yolcusundan elde
veriler analiz edilmistir. Orneklem kolayda ornekleme yontemiyle belirlenmis olup,
katilimcilara sosyal medya platformlar izerinden erigilmistir. Sosyal medya, katilimcilara hizl
ve etkili bir sekilde ulasilmasini saglayarak, genis bir yolcu kitlesinden veri toplanmasina
olanak tanimistir. Katilimcilar, yapay zeka destekli iiriinler ile deneyimleri hakkinda bilgi
vermek iizere davet edilmistir. Havayolu yolculugu ve yapay zeka deneyimi olmayan
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katilimcilarin ankete devaminin saglanmamasi amaciyla dncelikle kontrol sorulari yonetilmis,
bu sorulara verilen cevaplara gore ankete devam etmeleri saglanmistir.

2.2. Orjinal Olgek

Wang vd. (2023) tarafindan gelistirilen miisteri deneyimi Olgegi, yapay zeka destekli
tiriinlerdeki miisteri etkilesimlerinin ve miisteri memnuniyetinin daha iyi anlasilmasini
saglamak amaciyla bu etkilesimleri 6lgmeyi ve tanimlamay1 hedeflemektedir. Bu 6l¢ek, li¢
asamada sirastyla 296, 500 ve 254 katilimciya uygulanmis olup 18 maddeli ve bes boyutlu bir
yapidan olusmaktadir. Olgiim sonuglarina gére, veri toplama boyutunun Cronbach’s Alpha
degeri .818, siiflandirma boyutunun ,860, yetkilendirme boyutunun ,760, sosyal boyutunun
,863 ve antropomorfik deneyimi boyutunun ,825 olarak bulunmustur.

Olgegin Tiirkgeye uyarlanmasma ydnelik ulusal literatiirde herhangi bir ¢aligmaya
rastlanmamustir. Ayrica, Wang vd. (2023) tarafindan gelistirilen 6l¢ege iliskin bulgular
literatiirde yer almakla birlikte, 6l¢egin farkl kiiltiirlerde veya baglamlarda kullanildig1 ya da
gecerlik ve gilivenirlik c¢alismalarinin yapildigi herhangi bir arastirmaya ulasilamamistir. Bu
durumun temel sebepleri arasinda 6lgegin gorece yeni ve dlgek uyarlama siireclerinin uzun
stireli olmasindan kaynaklandigi degerlendirilmektedir. Bu baglamda, olgegin Tiirkceye
uyarlanmasinin hem ulusal literatiire 6nemli bir katki saglayacagini hem de uluslararasi
diizeyde oOlgegin kiiltiirler arasi gecerliligini degerlendirmek i¢in bir temel olusturacagini
gostermektedir.

2.3. Ceviri Calismasi

Dil esdegerlik calismasi kapsaminda, orijinal dili Ingilizce olan dlgek oncelikle Tiirkgeye
cevrilmistir. Ceviri siirecinde maddelerin kelimesi kelimesine ¢evrilmesi hedeflenmemis;
bunun yerine kavramsal olarak esdeger ifadeler tercih edilerek anlamin korunmasina 6zen
gosterilmistir. Bu siirecte 6lgcegin hedef kitlesi dikkate alinmis ve dil uygunlugunu saglamak
amactyla kelime secimlerinde titizlikle davranmilmigtir. Tanim ve ifadelerin Tiirk¢edeki
karsiliklar1 gbz onilinde bulundurularak anlamsal biitiinliik saglanmistir. Ceviri iglemlerinin
ardindan, 6l¢egin Tiirk¢e ve orijinal halleri dil gegerliligi inceleme formu kullanilarak uzmanlar
tarafindan degerlendirilmistir (Secer, 2018). Bu asamada, orijinal metin ile Tiirk¢e ¢eviri
arasindaki uyum 5°li derecelendirme 6lgegi ile 6l¢giilmiis ve maddelerin 6l¢lim araligi 3,32-4,48
olarak bulunmustur. Geri bildirimler dogrultusunda maddelerde diizeltmeler yapilmistir. Son
asamada, Tiurkceye ¢cevrilen 6lgek maddelerinin orijinal metinle tutarlili§ini saglamak amaciyla
geri ¢gevirl yapilmistir. Bu yontemde, Tiirkgeye cevrilen metin baska bir uzman tarafindan tekrar
Ingilizceye ¢evrilmistir. Geri ¢evirme sonrasinda, Tiirkge metin ile 6zgiin metin arasindaki
anlam uyumu dikkatlice incelenmis ve ortaya ¢ikan farkliliklar tizerinde gerekli diizeltmeler
yapilmustir. Ayrica, ¢evirinin dogrulugunu degerlendirmek amaciyla uzman goriislerine
basvurulmus ve ¢evirinin gegerliligi tizerinde mutabakat saglanmistir. Bu siireg, dilsel ve anlam
uyumunun saglanmasi agisindan énemli bir asama olup dlgegin Tiirkce versiyonunun 6zgiin
metinle benzer bir anlam tagimasi1 hedeflenmistir.
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Tiim bu adimlar siiresince literatiirde belirtilen adimlar ve bu adimlardaki uzman gereklilikleri
g6z Oniine alinmistir (Secer, 2018). Milli Egitim Bakanligina bagli okullarda goérev yapan
ogretmenler ile akademisyenler ve sektor profesyonellerinden olusan 16 dil uzmani, 6 Tiirk dili
uzman1 ve 9 alan uzmaninmin katkilarindan yararlanilmistir. Uzmanlarin belirlenmesinde
havacilik, pazarlama, yapay zeka, olgek uyarlama ve dil alanlarindaki uzmanliklar1 dikkate
alimmistir. Calisma sonucunda, Ol¢egin Tiirkge formu, orijinal Olgege benzer sekilde
yapilandirilmis ve 5°li Likert derecelendirme 6l¢egine uygun olarak hazirlanan Tirkce ve
orijinal versiyonlar ¢ogaltilarak her iki dili de bilen katilimecilara uygulanmak tizere hazir hale
getirilmistir.

2.4. istatiksel Analizler

Calismada, tanimlayici istatistiklerin yani sira agiklayici ve dogrulayici faktdr analizleri,
Pearson korelasyon analizi, i¢ tutarlilik analizleri kullanilmustir. Istatistiksel analizler SPSS v27
ile AMOS v26 programlar1 kullanilarak gerceklestirilmistir.

3. BULGULAR
3.1. Demografik Degiskenlere iliskin Bulgular

Pilot uygulamanin yapildig1 birinci asamada 123 kisiden, nihai uygulamada ise 416 kisiden elde
edilen veriler analiz edilmistir. Tablo 1°de her iki ¢aligmaya ait katilimcilara iliskin demografik
degiskenlere yer verilmistir. Pilot uygulama ile nihai uygulama Orneklemleri arasinda
benzerlikler goriilmektedir.

Nihai uygulamada yer alan 416 katilmcmin demografik o6zellikleri incelendiginde,
katilimcilarin = %54,33’tinlin  kadin  (n=226) ve %45,67’sinin erkek (n=190) oldugu
goriilmektedir. Dogum yillarina gore dagilim incelendiginde, %13,46’s1 1980 ve dncesinde
(n=56), %31,25’1 1981-1990 yillar1 arasinda (n=130), %34,62’si 1991-2000 yillar1 arasinda
(n=144) ve 9%20,67°si 2001-2006 yillar1 arasinda (n=86) dogmustur. Egitim seviyeleri
acisindan katilimcilarin %11,54°0 6n lisans ve oncesi (n=48), %45,67’s1 lisans (n=190),
%24,76’s1 yiiksek lisans (n=103) ve %18,03’1 doktora (n=75) seviyesindedir. Meslek gruplari
degerlendirildiginde, %19,71°1 68renci (n=82), %24,28’1 kamu personeli (n=101), %46,39’u
0zel sektor calisan1 (n=193), %6,97’si serbest meslek sahibi (n=29) ve %2,64’1
calismiyor/emekli (n=11) oldugu belirlenmistir.

Katilimcilar, yapay zekaya yonelik tutumlarinin %2,88’inin negatif (n=12), %10,83’{inlin notr
(n=45) ve %86,29 unun pozitif (n=359) oldugunu ifade etmistir. Katilimcilarin hava yolu yolcu
deneyimlerine bakildiginda, %36,78’inin 1-2 kez (n=153), %26,92’sinin 3-5 kez (n=108),
%15,14’{inilin 6-10 kez (n=63) ve %22,12’sinin 11 kez veya daha fazla (n=92) deneyime sahip
oldugu saptanmustir.

Yapay zeka bilgi diizeyine iligkin bulgular incelendiginde, nihai katilimcilarin %19,95’inin
(n=83) temel diizeyde bilgiye sahip oldugu, yalnizca yapay zekanin ne oldugunu ve genel
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kullanim alanlarin bildigi, ancak teknik ayrintilara dair bilgiye sahip olmadig: belirlenmistir.
Katilimcilarin - %65,87’sinin  (n=274) orta diizeyde bilgiye sahip oldugu, yapay zeka
kavramlarin1 ve uygulama alanlarini genel hatlariyla anladigi, ancak teknik detaylara iliskin
bilgilerinin smirl oldugu goriilmiistiir. ileri diizey bilgiye sahip katilimcilar %12,50 (n=52)
oraninda olup temel algoritmalar ve yapay zekanin kullanim alanlar1 hakkinda detayli bilgiye
sahip olduklarini ifade etmistir. Uzman diizeyde bilgiye sahip katilimcilar ise %2,40 (n=10)
oraninda olup derin 6grenme, makine 6grenmesi ve diger ileri diizey teknikleri kapsamli bir

sekilde anladiklarin1 ve bu alanda profesyonel bilgiye sahip olduklarini belirtmistir.

Yapay zeka kullanim sikligina iligskin bulgulara gore, katilimcilarin %8,89’u (n=37) yapay
zekay1 nadiren (yilda birkag kez), %23,80°1 (n=99) ara sira (ayda birkag kez), %35,58’1 (n=148)
sik sik (haftada birkag kez) ve %31,73°1i (n=132) her zaman (giinde birka¢ kez veya daha fazla)

kullandigin1 ifade etmistir.

Tablo 1. Demografik bilgiler

Calisma 1 Galisma 2
n % n %

Cinsiyet Kadin 52 42,28 226 54,33

Erkek 71 57,72 190 45,67

1980 ve Oncesi 14 11,38 56 13,46

Dogum yil 1981-1990 19 15,45 130 31,25
1991-2000 60 48,78 144 34,62

2001-2006 30 24,39 86 20,67

On lisans ve dncesi 12 9,76 48 11,54

Egitim seviyesi Lisans 59 47,97 190 45,67
Yiksek Lisans 32 26,02 103 24,76

Doktora 20 16,26 75 18,03

Ogrenci 28 22,76 82 19,71

Kamu personeli 18 14,63 101 24,28

Meslek Ozel sektér calisani 68 55,28 193 46,39

Serbest meslek sahibi 7 5,69 29 6,97

Calismiyor/ Emekli 2 1,63 11 2,64

Negatif 2 1,63 12 2,88

Yapay zekaya karsi tutum N&tr 17 13,82 70 16,83
Pozitif 104 84,55 334 80,29

1-2 kez 36 29,27 153 36,78

Hava yolu yolcu deneyimi 3-5 kez 32 26,02 108 25,96
6-10 kez 21 17,07 63 15,14

11 ve daha fazla 34 27,64 92 22,12

Az dlzey 17 13,82 69 16,59

Yapay zeka bilgi diizeyi Qrta dizey 87 70,73 274 65,87
lleri dizey 17 13,82 63 15,14

Uzman dizey 2 1,63 10 2,40

Nadiren 9 7,32 37 8,89

Yapay zeka deneyimi Ara sira 25 20,33 99 23,80
Sik sik 46 37,40 148 35,58

Her zaman 43 34,96 132 31,73
Toplam 123 100,00 416 100,00
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3.2. Dil Gegerliligi

Dil gegerliligini degerlendirmek amaciyla 6lgek hem Ingilizce hem de Tiirkce dillerine hakim
36 kisiye (n>30) uygulanmistir (Secer, 2018). Orijinal 6l¢egin uygulanmasindan ortalama iki
hafta sonra Tiirk¢eye uyarlanan 6l¢ek ayni katilimcilara yeniden yonlendirilmistir. Bu siirecte,
katilimcilardan 6l¢ek maddeleri hakkinda yorum yapmalari da istenmistir. Uygulama sonrasi
elde edilen veriler istatistik programinda analiz edilmis, Pearson korelasyon katsayisi ile
orijinal 6l¢ek ve Tiirk¢e uyarlamasi arasindaki tutarlilik incelenmistir. Analiz sonuglarinda iki
Olcek arasinda giiclii diizeyde anlamli bir iligki oldugu belirlenmistir (r =,801, p < 0,05, n=36).

3.3. Pilot Uygulama (Calisma 1)

Pilot uygulama sonuglari, 18. maddenin madde-toplam korelasyon degerinin diigiik oldugunu
ortaya koymustur. Bu madde i¢in elde edilen korelasyon degeri r =,037 olup genel kabul géren
,30 esik degerinin altindadir. Literatiirde, toplam puanla diisiik korelasyona sahip maddelerin
Olcekten cikarilmasi gerektigi vurgulanmaktadir. Field (2018), korelasyon degeri ,30 un altinda
olan maddelerin Sl¢iilmek istenen yapiy1 yeterince temsil edemeyecegini belirtmistir.

Ayrica, antropomorfik deneyim boyutunun Cronbach’s Alpha giivenilirlik katsayis1,685 olarak
hesaplanmistir. Nunnally ve Bernstein (1994), 6l¢ek boyutlarinin giivenilir kabul edilebilmesi
icin Cronbach’s Alpha degerinin genellikle ,70 veya iizerinde olmast gerektigini ifade
etmektedir. Bunun yani sira 6l¢ek gelistirme ve uyarlama ¢alismalarinda her bir boyutun en az
tic madde ile temsil edilmesi 6nerilmektedir (DeVellis, 2016). Bu dogrultuda uzman goriisii de
alinarak antropomorfik deneyim boyutu 6l¢ekten ¢ikarilmistir.

Yapilan diizenlemeler sonucunda, dl¢gek dort boyutlu ve 15 maddeli bir yapiya indirgenmistir.
Giincellenen 6lgegin genel Cronbach’s Alpha degeri ,869 olarak bulunmus; alt boyutlara ait
Cronbach’s Alpha degerleri sirasiyla veri toplama icin ,820, smiflandirma icin ,801,
yetkilendirme i¢in ,799 ve sosyal boyut i¢in ,754 olarak hesaplanmustir.

3.4. Yapi Gegerliligi ve Glivenirlik Testleri (Calisma 2)

Olgegin yapr gegerliligini test etmek igin Agiklayic1 Faktdr Analizi (AFA) ve Dogrulayici
Faktor Analizi (DFA gergeklestirildi. Tablo 2’de gosterilen KMO ve Bartlett testi sonucuna
gore KMO degeri 0,855 ile iyi, Bartlett testine ait p degeri 0,000 olarak tespit edilmistir
(x2=2302,874; df:105; p<0,001) (Kaiser, 1974; Cokluk vd., 2018).

Tablo 2. KMO ve Bartlett test sonuglari

Kaiser Meyer Olkin (KMO) ,855

X2 2302,874
Bartlett Kuresellik Testi sd 105

p ,000
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Yapilan AFA sonucuna gore orijinal dlgege benzer sekilde Tablo 3’te gosterilen dort boyutlu
yap1 tespit edilmistir. Olgek maddelerinin yiiklendigi faktdrlerin faktdr yiiklerinin yeterli
diizeyde olmas1 beklenmektedir. Literatiirde, faktor yiiklerinin ,30 ve lizerinde olmasi ideal bir
durum olarak belirtilmektedir (Cokluk vd., 2018). Dort boyutlu bu yapida AFA sonuglarina
gore faktor yik degerleri 0,581 ile 0,852 arasinda degismektedir. Tiim boyutlarin toplam
varyansi agiklama yiizdesi ise 63,36 olup kabul goren esik degerin (> %60) iizerindedir
(Nunnally ve Bernstein,1994; Hair vd., 2019).

Tablo 3. Aciklayici faktor analizi sonuglari

F1: Veri toplama F2: Siniflandirma F3: Yetkilendirme F4: Sosyal deneyim
mO01 0,814
mO02 0,832
mO03 0,674
mO04 0,835
mO05 0,809
mO06 0,624
mO07 0,652
mO8 0,813
mO09 0,788
m10 0,808
mil 0,581
m12 0,807
m13 0,852
ml4 0,804
m15 0,658

DFA sonucuna gore standardize edilmis 6lgek modeli Sekil 1°de gosterilmektedir. Faktorler
arasindaki korelasyon katsayilarma bakildiginda bu degerlerin ,85 ve ilizerinde olmamasi
gerekmektedir (Kline, 2011). Faktorler arasi korelasyon degerleri 0,20 ile 0,65 arasinda
degismektedir.

Tablo 4’te modele iliskin uyum indeksleri gosterilmektedir. Buna gore y*/sd 2,134 ile iyi uyum
(Munro, 2005), GFI (Goodness of Fit Index; lyilik Uyum Indeksi ) 0,946 ile iyi uyum (Munro,
2005), AGFI (Adjusted Goodness of Fit; Diizeltilmis Iyilik Uyum Indeksi) 0,922 ile iyi uyum
(Tabachnick ve Fidell, 2019), NFI (Normed Fit Index; Olgeklendirilmis Uyum Indeksi) 0,923
ile kabul edilebilir uyum (Byrne, 2010), NNFI (TLI) (Non-Normed Fit Index;
Olgeklendirilmemis Uyum indeksi) 0,947 ile kabul edilebilir uyum (Hu ve Bentler, 1999), CFI
(Comparative Fit Index; Karsilastirmali Uyum Indeksi) 0,957 ile iyi uyum (Hu ve Bentler,
1999) ve RMSEA (Root Mean Square of Approximation; Yaklasik Hatalarin Ortalama
Karekokii) 0,052 ile kabul edilebilir uyum gostermistir (Schumacher ve Lomax, 2010).
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Sekil 1. Standardize edilmis 6lcek modeli
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F1=Veri toplama; F2= Siniflandirma; F3= Yetkilendirme; F4= Sosyal deneyim

Tablo 4. Uyum indeksleri

Uyum indeks iyi Uyum Kabul Edilebilir Uyum Sonucu
Degerleri Uyum

¥2/sd 2,134 <3 3,01-5,00 iyi Uyum

GFI 0,946 >0,90 (0,89-0,85) Iyi Uyum

AGFI 0,922 >0,90 (0,89-0,80) Iyi Uyum
NFI 0,923 >0,95 (0,94-0,90) Kabul Edilebilir Uyum
NNFI (TLI) 0,947 >0,95 (0,94- 0,90) Kabul Edilebilir Uyum

CFI 0,957 >0,95 (0,94- 0,90) iyi Uyum
RMSEA 0,052 <0,05 (0,06- 0,08) Kabul Edilebilir Uyum

Tablo 5’te dogrulayici faktor analizi (DFA) sonuglarina gore faktor yiikleri, AVE (Average
Variance Extracted; Ortalama Aciklanan Varyans), CR (Composite Reliability; Bilesik
Giivenirlik) ve Cronbach’s Alpha degerleri rapor edilmistir. Olgegin faktor yiik degerleri, 0,505
ile 0,844 arasinda degigsmekte olup 0,50 esik degerinin lizerindedir (Hair vd., 2019). Faktorlerin
i¢ tutarlilik katsayilari sirasiyla F1 = 0,778, F2 = 0,759, F3 = 0,790 ve F4 = 0,805 olarak
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hesaplanmis ve bu degerler, Nunnally ve Bernstein (1994) tarafindan oOnerilen 0,70 esik
degerini asmustir. Olgegin genel i¢ tutarlilik katsayisi ise 0,851 olarak bulunmustur.

CR, yapilarin i¢ tutarli davranisini dlgerken; AVE, bir yapinin agiklanan toplam varyansinin
oransal miktarini degerlendirmektedir. Fornell ve Larcker (1981) tarafindan onerildigi lizere,
CR degerlerinin 0,70’in iizerinde ve AVE degerlerinin 0,50’nin {izerinde olmasi
beklenmektedir. Calisma sonuglarina gore, AVE degerleri F1 = 0,573, F2 = 0,668, F3 = 0,748
ve F4 = 0,682 olarak hesaplanmis; bu durum, her bir yapinin agiklanan toplam varyansinin
yeterli diizeyde oldugunu ve yakinsak gecerliligin saglandigin1 ortaya koymustur.
CR degerlerinin ise sirastyla F1 = 0,796, F2 =0,763, F3 = 0,792 ve F4 = 0,816 olmasi, yapilarin
yiiksek i¢ tutarliliga sahip oldugunu ve 6l¢egin giivenilirligini desteklemektedir. Ayrica dlgegin
madde toplam puan korelasyon degerleri 0,402 ile 0,586 arasinda degismektedir. Bu degerler
0,30 degerinin tizerinde olup (Sencan, 2005) maddelerin benzer davranislar1 6rnekledigini ve
i¢ tutarliliginin oldugunu gostermistir.

Bu bulgular, 6l¢egin 6l¢tim modelinin Tiirk¢eye uyarlanmast siirecinde dil ve yap1 gegerligiyle
beraber hem yakinsak hem de ayirt edici gegerliligin saglandigini ve giivenilir bir 6l¢iim araci
olusturuldugunu gostermektedir.

Tablo 5. Std. yik degerleri (B), Ortalama varyans agiklamasi (AVE), Bilesik gtvenirlik (CR) ve
Cronbach’s alpha degerleri

Maddeler Faktorler B AVE CR Cronbach’s Alpha p
ml <--- Veri toplama 0,844 0,573 0,796 0,778
m2 <--- Veri toplama 0,830 e
m3 <--- Veri toplama 0,563 e
m4 <--- Siniflandirma 0,619 0,668 0,763 0,759
m5 <o Siniflandirma 0,710 HokE
mé6 < Siniflandirma 0,697 A
m7 < Siniflandirma 0,645 A
m8 <--- Yetkilendirme 0,708 0,748 0,792 0,790
m9 < Yetkilendirme 0,763 o
m10 < Yetkilendirme 0,772 o
m11 <--- Sosyal deneyim 0,505 0,682 0,816 0,805
m12 <  Sosyal deneyim 0,793 o
m13 <-—  Sosyal deneyim 0,774 o
m14 <---  Sosyal deneyim 0,728 o
m15 <-—  Sosyal deneyim 0,608 o
*5%p<0,05
4. TARTISMA ve SONUC

Yapay zekanin miisteri deneyimi tiizerindeki etkisi, hem akademik hem de uygulamali
calismalarin odak noktasi haline gelmistir. Ancak, ulusal literatiirde yapay zeka destekli
tirtinlere yonelik miisteri deneyimini 6lgen gegerli ve giivenilir bir ara¢ eksikligi, bu alandaki
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ilerlemeyi sinirlamaktadir. Bu ¢alisma, Wang vd. (2023) tarafindan gelistirilen Yapay Zeka
Destekli Uriinlerde Miisteri Deneyimi Olgeginin Tiirkgeye uyarlanmasi ile bu boslugu
doldurmay1 hedeflemistir. Wang vd. (2023) tarafindan yapilan ¢alismada, Puntoni vd. (2021)
tarafindan yapay zeka ve miisteri deneyimine dair 6nerilen dort temel boyut olan veri toplama,
siniflandirma, yetkilendirme ve sosyal deneyime ek olarak antropomorfik deneyim adim
verdikleri besinci bir boyutu tanimlayarak, bu kavramsal ¢ergeveyi genisletmislerdir. Ancak bu
calismada, Wang vd. (2023) tarafindan besinci boyut olarak eklenen antropomorfik deneyim
istatiksel analizler sonucunda anlamli bulunmay1p yapidan ¢ikartilmistir.

Antropomorfik deneyim boyutu, yapay zekanin algilama yetenegine dayanmaktadir. 2000
yilinda, yapay zeka paradigmasi bilingli makinelere kaymistir (Aleksander, 2004). Baz1 6nde
gelen calismalar, yapay zekanin c¢evreyi algilayabilen ve insanlar ile diger teknolojilerle
etkilesime girebilen bir algilama yetenegine sahip oldugunu ileri siirmektedir (Rai vd., 2019;
Schuetz ve Ven Venkatesh, 2020; Bawack vd., 2021). Ancak literatiirdeki bir¢ok calisma,
yapay zekanin karmasik gorevleri yerine getirebilme yeteneginin artmasina ragmen, bilingten
yoksun oldugunu vurgulamaktadir (Li vd., 2021; Woodward, 2022; Aru vd., 2023; Butlin vd.,
2023). Bu baglamda, kiiltiirleraras1 farklilik gosterse de yapay zeka destekli tirlinlerde miisteri
deneyimini degerlendirirken, antropomorfik deneyim yerine veri toplama, siniflandirma,
yetkilendirme ve sosyal deneyim gibi daha somut ve 6dlgiilebilir boyutlara odaklanmak daha
uygun olabilir. Wang vd. (2023) tarafindan ortaya konulan antropomorfik deneyim boyutu ise
kiiltiirleraras1 baglamda yeniden degerlendirilebilir. Ozellikle Tiirk toplumu baglaminda
degerlendirildiginde, antropomorfik deneyim boyutunun miisteri algisi tizerindeki etkisi sinirl
olabilir. Tiirkiye'deki tiiketicilerin yapay zeka destekli sistemlere yonelik algilari, pratik fayda,
giivenlik ve kullanim kolaylig1 gibi faktorlere daha fazla odaklanmaktadir (EY, 2024; Meydan
Tirkiye, 2024). Antropomorfik Ozelliklerin miisteri deneyimini artirmadigi veya tiiketici
tercihleri ilizerinde belirgin bir etkiye sahip olmadig1 durumlarda, veri toplama, siniflandirma,
yetkilendirme ve sosyal deneyim gibi daha islevsel boyutlara odaklanmak daha anlamli olabilir.
Bu nedenle, Tiirk tiiketicilerinin yapay zeka ile etkilesimlerini anlamak i¢in daha genis ¢aph
nicel ve nitel aragtirmalar yapilmasi gerekmektedir. Odak grup goriismeleri veya derinlemesine
miilakatlar gibi nitel arastirma yontemlerinin kullanilmasi, kiiltiirel faktorlerin yapay zeka
destekli miisteri deneyimi tizerindeki etkilerini daha 1yi anlamamiza yardimeci olabilir.

Sonug olarak, Tiirk¢eye uyarlanan dlgek, yapay zeka uygulamalarinin miisteri deneyimini nasil
sekillendirdigini daha net bir sekilde anlamaya ve bu yapiy1 derinlemesine incelemeye olanak
tanimaktadir. Gegerlik ve giivenirlik testleri sonucunda dort boyut ve 15 madde ile uyarlanan
Olcek, yapay zeka entegrasyonunun miisteri deneyimi iizerindeki etkilerini 6lgmeye yonelik
ulusal literatiire yonelik yenilik¢i bir ara¢ olarak 6ne ¢ikmaktadir.

Olgek, isletmelere yapay zeka destekli iiriinlerin miisteri deneyimini somut ve olgiilebilir
sekilde degerlendirme imkan1 sunarken, algoritma tasarimi, kullanici egitimi ve empati odakli
tirtin gelistirme siireglerinde stratejik rehberlik saglayabilir. Bu siirecler, isletmelerin miisteri
iligkilerini daha etkin bir sekilde analiz etmelerine ve karar alma siireclerini iyilestirmelerine
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katki sunabilir. Ayrica, isletmelerin veri odakli stratejiler gelistirerek miisteri deneyimini
iyilestirmelerine yardimci olabilir. Ozellikle miisteri memnuniyetini artirmaya ydnelik
algoritma optimizasyonu, kisisellestirilmis hizmet sunumu ve miisteri geri bildirimlerini analiz
etme siireclerinde yol gosterici olabilir (Lemon ve Verhoef, 2016). Isletmeler, yapay zeka
teknolojisinin ve {riinlerinin entegrasyonunu uzun vadeli bir gelisim stratejisi olarak
benimseyebilir, yapay zeka destekli iirtinlerin perakende degerini ve hizmet kalitesini
artirabilir, siirekli olarak miisteri icin deger yaratabilir ve marka degerini giiclendirebilir.
Ozellikle dijital miisteri deneyimini optimize etmek igin algoritma seffaflig1 ve aciklanabilirlik
gibi faktorlere odaklanarak kullanici glivenini artirabilir ve algilanan kontrolii gii¢lendirebilir
(Kamoonpuri ve Sengar, 2023). Ayrica, miisteri deneyimi optimizasyonunda, isletmelerin veri
miktarint ve kalitesini saglamalari, algoritmalarimi siirekli olarak iyilestirerek oneri
dogrulugunu artirmalari, miisterilerin kisisellestirilmis ihtiyaclarina hitap etmeleri ve
sonrasinda hassas pazarlama i¢in temel olusturmalart gerekir (Chiu ve Chuang, 2021). Misteri
perspektifinden ise bu ¢alisma, yapay zeka destekli tiriinlerdeki miisteri deneyiminin, miisteri
davranigina etkisi lizerinde onemli bir etkisi oldugunu dogrulamaktadir. Mevcut literatiir,
isletmelerin yapay zeka destekli iiriinleri kullanarak miisteri degerini artirabilecegini One
stirmektedir (Frank vd., 2021). Uygulamalar, yapay zeka destekli triinlerin verimlilik ve
tiretkenlik gibi miisteri i¢in faydali araglar haline gelebilecegini gostermektedir (Tschang ve
Almirall, 2021). Misterilerin yapay zeka destekli tirtinlerle ilgili deneyim geri bildirimleri,
isletmelere gercek algilarina dair i¢goriiler saglar ve algoritmalarini optimize etmelerine, iiriin
ozelliklerini zamaninda iyilestirmelerine olanak tanir. Bu sayede, miisteri deneyimi daha
hedeflenmis bir sekilde iyilestirilebilir. Bunun yan sira, 6lgek, politika yapicilar i¢in yapay
zeka tabanli hizmetlerin etik ve diizenleyici ¢ercevede degerlendirilmesine katki sunabilir.
Yapay zeka destekli uygulamalarin etik, mahremiyet ve veri giivenligi agisindan tasidigi riskler
g6z Ontine alindiginda (Floridi ve Cowls, 2022), 6lgek bu alanlarda karar alicilarin kanita dayali
politikalar gelistirmesine olanak saglayabilir.

Olgek tiim isletmelerde oldugu gibi havacilik baglaminda yapay zeka destekli {iriinlerin miisteri
deneyimi lzerindeki etkisini degerlendirmek icin de stratejik bir ara¢ olabilir. Havayolu
isletmeleri, yapay zeka tabanli sohbet robotlar1 ve kisisellestirilmis hizmet sistemleri ile miisteri
memnuniyetini artirmay1 hedeflerken (Arreza, 2022), biyometrik dogrulama ve yonlendirme
sistemleri yolcu deneyimini daha akici hale getirmektedir (Rawat vd., 2023). Olgek, bu
sistemlerin etkinligini miisteri deneyimi merkezinde 6lgerek havayolu sirketlerinin veri odakli
iyilestirme stireclerine katki sunabilir. Ayrica, sektdrde yolcu geri bildirimlerinin sistematik
analizi ile hizmet kalitesinin artirtlmasi agisindan 6nemli bir rehber saglayabilir (Yang, 2023).

Arastirmanin gelisim asamasindaki bir yapay zeka modeli lizerine yiiriitiilmesi, ¢alismaya
0zglin bir boyut kazandirmakla birlikte temel sinirliliklarindan birini olusturmaktadir. Kolayda
ornekleme yontemi kullanilmasi nedeniyle elde edilen bulgularin genellenebilirligi sinirlidir.
Ozellikle, 6rneklem belirleme siirecinde tesadiifi yontemlerin kullanilmamasi, sonuglarin genis
bir popiilasyona uygulanabilirligini kisitlamaktadir. Bu durum, 6lgegin farkl sektorlerde, daha
genis ve heterojen Orneklemler {izerinde test edilmesi gerekliligini ortaya koymaktadir.
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Gelecekte, bu 6l¢egin havacilik sektdrii gibi yogun teknolojinin kullanildigr saglik, finans ve e-
ticaret gibi sektorlerde uygulanmasi, yapay zekanin miisteri deneyimi iizerindeki etkilerinin
daha kapsamli bir sekilde incelenmesine olanak saglayabilir. Calismanin sonuglari literatiire
yapay zeka ve miisteri deneyimi arasindaki iliskiye dair 6nemli katkilar sunarken uygulama
acisindan da yapay zeka algoritmalarimin ve kullanici arayiizlerinin tasariminda dikkate
alinmasi gereken unsurlar1 ortaya koymaktadir. Bu baglamda, arastirmanin bulgularinin,
arastirmacilara yeni ¢alisma alanlar1 acacagi ve yoneticilere daha etkili stratejiler gelistirme
firsatlar1 sunacagi ongoriilmektedir.
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EKLER

EK 1. Yapay Zeka Destekli Uriinlerde Miisteri Deneyimi Olgegi

Faktor Md. No Madde

Kisisellestirilmis yapay zeka hizmetinin sirekli olarak kisisel bilgilerimi

mO1* . .
toplamasi beni cok rahatsiz ediyor.

Veri Toplama mO2* K|.§|selle§t|r||m|§ yapay zekd hizmeti, kenqlml asirt seffaf biri" gibi

hissetmeme neden oluyor ve bu durum beni kaygilandiriyor.

mO3* Yapay zeka bana surekli ayni bilgiyi ya da Grind o6neriyor, bu da daha
fazla yeni bilginin ya da Grlindn bana ulasmasini engelliyor.

mO04 Yapay zeka ilgi alanlarimi ve hobilerimi iyi anliyor.

05 Yapay zeka tarafindan sunulan bilgiler ve Urlnler benim kimligimle

Siniflandirma

ortasayor.

mO06 Yapay zekanin bana sundugu bilgiler cok dogrudur.
mQ07 Yapay zeka neye ihtiyacim oldugunu cok iyi anlar.
mog* Yapay zekanin gorevleri yaparken kullandigi dili veya davranislarini

anlamak genel olarak zordur.

Yetkilendirme mO09

Yapay zeka, gorevleri yerine getirirken her zaman kendine givenir.

Yapay zeka, gorevleri yerine getirirken yapmak istediklerimi sirekli

m10*
olarak yanlis anliyor.

11 Yapay zekayla iletisim kurarken insanlarla iletisimime kiyasla daha
rahatim.

Sosyal m12 Yapay zeké;ayeﬁnsﬂg k.englimi artik yalniz hissuetmiyorgm. i
Deneyim 13 Yapa?y.zekayla iletisimimi, insanlarla kurdugum iletisime gore daha

samimi buluyorum.

m14 Yapay zeka benim psikolojik danismanimdir.

m15 Yapay zeka bana siklikla pozitif enerji verir.

Not 1: Katilimcilardan, daha onceki deneyimlerine dayanarak maddelere iliskin goruslerini belirtirken, ‘5=Kesinlikle katiliyorum;
4=Katiliyorum; 3=Kararsizim; 2=Katilmiyorum; 1=Kesinlikle katilmiyorum’ segeneklerinden uygun olani segmeleri istenir.

Not 2: 1,2,3,8 ve 10’uncu maddeler ters maddelerdir.

Not 3: Bilimsel ilkelere uygun sekilde ve dogru atif yapiimasi sartiyla, yazardan izin almadan 6lgegi calismalarinizda kullanabilirsiniz.
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Bu arastirmanin amaci, acil saglik hizmetlerinde gorev yapan saglik profesyonellerinin ise tutulma duzeylerini
belirleyerek, bilissel is bicimlendirmenin ise tutulma Gzerindeki etkisini ve bu iliskide psikolojik sermayenin rollinl
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acil saglik istasyonlarinda gorev yapan toplam 184 hemsire, ilk-acil yardim teknikeri ve acil tip teknisyeni
arastirmanin 6rneklemini olusturmustur. Veriler gevrimici ortamda anket yontemiyle toplanmistir. Veri toplama
formu demografik bilgilere yonelik sorular ve arastirma degiskenleri 6lgeklerinden olusmustur. Verilerin
analizinde tanimlayici istatistikler ve yapisal esitlik modeli kullaniimistir. Analiz sonuglarina gére katihmcilarin is
bicimlendirme, ise tutulma ve psikolojik sermaye diizeylerinin yiksek oldugu belirlenmistir. Hipotez testlerinin
sonuglari ise is bicimlendirmenin ise tutulmanin yarisindan fazlasini agikladigi ve bilissel is bicimlendirmenin ise
tutulma Gzerindeki etkisinde psikolojik sermaye iyimserlik alt boyutunun aracilik roli oldugunu géstermistir.
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Rethinking the Relationship between Cognitive Job
Crafting and Job Engagement: The Mediating Role of
Psychological Capital among Emergency Healthcare
Workers

Abstract

The purpose of this study is to demonstrate the level of job engagement among healthcare professionals working
in emergency healthcare services, to reveal the effect of cognitive job crafting on job engagement, and to identify
the role of psychological capital in this relationship. In this context, the population of the study consisted of
emergency health workers working in public and private health institutions in different provinces of Turkey. A
total of 184 nurses, first-aid technicians and emergency medical technicians working in ‘hospital emergency
services’ and ‘emergency stations’ were included in the sample of the study. Data were collected through an
online questionnaire. The data collection form consisted of questions about demographic information and
research variables scales. Descriptive statistics and structural equation modeling were used in the data analysis.
According to the results of the analysis, it was determined that the participants had high levels of job crafting,
job engagement and psychological capital. The results of the hypothesis tests showed that job crafting explained
more than half of the job engagement and psychological capital optimism sub-dimension mediated the effect of
cognitive job crafting on job engagement.

Keywords: job crafting, job engagement, emergency healthcare workers
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EXTENDED ABSTRACT

Background & Purpose: The purpose of this study is to determine the level of job engagement
among health care professionals working in emergency medical services and to determine the
effect of cognitive crafting on job engagement and the mediating role of psychological capital
in this relationship. Healthcare is a sector where employees are physically and mentally labor
intensive. Especially emergency health services have a dynamic structure that requires quick
decision-making and action. Professionals working in this field receive quick feedback from
their work, while the meaningfulness of the work and spiritual satisfaction are at high levels.
The mental readiness of emergency health workers, who have to make a wide range of critical
decisions quickly and take action, is very important in terms of work efficiency. Cognitive job
crafting and psychological capital are important components of mental readiness. Job
engagement and job crafting may not be essential for every profession or line of work, but for
emergency health workers, these two factors have the potential to directly affect critical service
outcomes such as saving lives.

Job engagement was conceptualized by William A. Kahn (1990) and evaluated in the context
of three basic conditions: meaningfulness, psychological safety and availability of resources
(physical, social and cognitive). Meaningfulness refers to the intrinsic motivation that occurs
when individuals feel valuable, useful and worthwhile. Psychological safety refers to the
individual's ability to assert themselves and their skills without fear of negative consequences
for their work, such as being dismissed, being denied promotion, or losing status. Accessibility
of resources refers to the feeling of having the resources needed to do one's job. In this context,
job engagement is defined as an employee's physical, mental and emotional commitment and
dedication to the job role (Kahn, 1990, p.694). Job engagement is considered as a positive
concept in terms of work processes that are handled with the dimensions of being energetic,
dedication and immersion (Schaufeli et al., 2002). Job crafting is one of the factors that support
job engagement (Bakker et al., 2012).

Job crafting is one of the concepts that pioneered the job demands-resources model. The job
demands-resources model is capable of predicting occupational well-being and many
organizational behavior variables (Bakker, 2017). According to this theory, every organization
can be characterized using job demands and job resources. Job demands include physical
workload, time pressure, communication problems, physical environment and shift work, while
job resources include feedback, rewards, job control, job control, job involvement, job security
and managerial support (Demerouti et al., 2001). Job crafting consists of task crafting, which
refers to the reorganization of task activities, relational crafting, which refers to the
reorganization of relationships with other employees in the workplace, and cognitive crafting,
which does not involve a physical change in the way the work is done, but refers to the
regulation in mental processes that contribute to the work life of the employee and make
him/her feel valuable (Wrzesniewski and Dutton, 2001). Previous research shows that
healthcare professionals engage in job crafting at different levels (Baghdadi et al., 2020; Chang
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et al., 2020; Harbridge et al., 2022; Huang et al., 2020; Romeo et al., 2018). Studies on nurses
show that job crafting positively affects job engagement (Baghdadi et al., 2020; Jutengren et
al., 2020; Wijngaards et al., 2022), plays a role in the formation of innovative behaviors (Baig
et al., 2022), improves the quality of care (Romeo et al., 2018) and positively affects subjective
well-being (Ghazzawi et al., 2021).

Psychological capital is one of the most important individual resources in managing business
processes (Bakker and Demerouti, 2007). Increasing job meaningfulness positively affects
psychological capital (Tan et al., 2019). One of the most important factors that increase the
meaningfulness of work is job crafting. With cognitive job crafting, individuals increase the
meaningfulness of their work by increasing their self-efficacy, self-esteem and the value they
attach to their work. Studies indicate that there is a positive bidirectional relationship between
job crafting and psychological capital (Karabey and Kerse, 2017; Vogt et al., 2016; Yun et al.,
2024). In line with the literature, the following research hypotheses were formed:

Hi: There is a significant positive relationship between cognitive job crafting and job
engagement.

H2: Cognitive job crafting has a positive and significant effect on psychological capital.
Hs: Psychological capital has a positive and significant effect on job engagement.

Ha: Psychological capital has a mediating role in the relationship between cognitive job crafting
and job engagement.

Research Method: The study sample included 184 emergency healthcare workers working in
public and private healthcare institutions in different provinces of Turkey. The data obtained in
the study were analyzed using the IBM SPSS 25 statistical program and the SmartPLS-SEM 4
structural equation program. Data were collected using the online survey method. The data
collection form included demographic information of the participants and the scales of the
research variables. A 6-item scale developed by Schaufeli et al. (2006) was used to measure job
engagement. A 9-item scale developed by Wrzesniewski and Dutton (2001) was used to
measure cognitive job crafting. A 12-item scale developed by Avey, Avolio, and Luthans
(2011) was used to measure psychological capital. Statements that did not provide reliability
and validity in the cognitive job shaping (items 6, 7, and 9) and psychological capital scales
(items 8 and 9) were removed. In the measurement results, CR and Cronbach Alpha values
being over .70 and AVE values being over .50 show that internal consistency reliability and
convergent validity are provided. Since HTMT values are between .323 and .844 in this study,
it is confirmed that the scales have discriminant validity.

Conclusion: The results of the study show that the participants’ cognitive job crafting, job
engagement and psychological capital mean scores are high. It was determined that cognitive
job crafting has a significant and positive effect on job engagement and psychological capital.
In the relationship between psychological capital and job engagement, it was found that
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‘optimism’ had a positive effect on job engagement. The structural equation analysis between
the research variables revealed that optimism mediated the effect of cognitive job crafting on
job engagement.
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1. GIRIS

Saglik hizmetleri, is gorenlerin hem fiziksel hem de zihinsel agidan emek yogun ¢alistiklar1 bir
sektordiir. Saglik profesyonelleri egitim-0gretim hayatlarindan baglayarak karmasik isler ve
yogun is temposunda 6zverili bir sekilde ¢alismaya baglamaktadirlar. Saglik mesleklerinin
secimi genellikle tesadiifen degildir ve meslek se¢imindeki en 6nemli motivasyonlardan biri
insanlara yardim etmektir. Bu motivasyon ise tutulmay1 saglayan énemli bir faktordiir (Deci ve
Ryan, 2000). Saghk hizmet sunum yelpazesi olduk¢a genistir ve her gorev biriminin
dinamikleri birbirinden farklidir. Acil saglik hizmetleri isin 6zelligi geregi enerjisi, dinamizmi
ve hiz1 yliksek birimlerden biridir. Acil saglik hizmetlerinde hekimler, hemsireler, paramedikler
(ilk ve acil yardim teknikerleri) ve acil tip teknisyenleri gérev yapmaktadirlar. Acil saglik
hizmetlerinde calisanlar {izerine yapilan bir aragtirmada bes faktor kisilik ozelliklerinden
‘deneyime aciklik’ boyutunun diger boyutlardan daha yiiksek ortalamaya sahip oldugu
belirtilmektedir (Inanc vd., 2023). Deneyime agiklik yeni, farkli ve karmasik durumlar anlama
egilimi ve istekliligini ifade etmektedir (McCrae ve Costa, 1997). Hastane Oncesi saglik
hizmetlerinde c¢alisan saglik profesyonelleri ¢ok farkli hasta profilleriyle kisa siireli
etkilesimlerde bulunarak acil olan hizmetleri gergeklestirdikten sonra hastalar: ilgili birime
sevk etmektedirler. Diger saglik birimleri (poliklinikler, yatakli servisler, yogun bakimlar,
ameliyathaneler ve diger girisimsel islemlerin yapildig1 birimler) daha rutin, planlt ve uzun
stireli saglik hizmetleri sunmaktadirlar. Acil saglik hizmetleri ise yapilan isten olumlu/olumsuz
sonucun hemen alindig1 eylem odakli ¢aligma kosullarindan dolay1 ise tutulma ve manevi
tatmin acisindan diger saglik birimlerinden farklilasmaktadir. Cok ¢esitli kritik kararlart hizli
bir sekilde alarak eyleme ge¢mek zorunda olan acil saglik ¢alisanlarinin zihinsel olarak hazir
olmasi is etkinligi bakimindan olduk¢a 6nemlidir. Bu noktada bilissel is bicimlendirme zihinsel
hazir olmanin bilesenlerinden biri olarak karsimiza ¢ikmaktadir.

Saglik ¢alisanlar1 boliim fark etmeksizin insanlara en kritik ve yardima en ¢ok gereksinim
duyduklar1 zamanlarda ¢alisan-miisteri iligkisi gibi maddi olamayacak maneviyati yiiksek bir
gorev icra etmektedirler. Acil saglik hizmetlerini diger birimlerden ayiran en Onemli
ozelliklerden biri ise yasamla-6liim arasindaki en kritik siiregte zamanla yarigarak hayat
kurtarma gayesidir. Genel olarak calisanin isi algilayisi, beceri ve degerlerine goére isin nasil
organize edildigi anlamina gelen is bicimlendirme davranisi acil saglik hizmeti sunucularinin
is gormelerinde 6nemli role sahiptir (\Wrzesniewski ve Dutton, 2001). Saglik mesleklerinde
gorev yetki ve sorumluluklar yasalarla belirli oldugu i¢in gorev bigimlendirme ve iligkisel
bigimlendirme simirlidir. Ancak calisanin zihinsel siire¢lerindeki diizenlemeyi ifade eden
biligsel 1s bicimlendirme saglik ¢alisanlarinin kullandig1 proaktif davraniglardan biri olarak
karsimiza ¢ikmaktadir (Baghdadi vd., 2020; Chang vd., 2020; Harbridge vd., 2022; Huang vd.,
2020; Romeo vd., 2018).

[s bicimlendirmenin dznel iyi olus iizerine olumlu etki etmesi (Ghazzawi vd., 2021), psikolojik
sermaye bilesenlerine de olumlu katki saglayacagina isaret etmektedir. Acil saghk
hizmetlerinde hayat kurtarmak ve insanlara yardim etmek isin anlamliligini arttiran bir
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durumdur. Biligsel is bigimlerdime isin anlamliligini arttirmaya katki saglayarak psikolojik
sermayeyi olumlu yénde etkilemektedir (Tan vd., 2019). Is bicimlendirme ve psikolojik
sermaye arasindaki olumlu iligski (Karabey ve Kerse, 2017; Vogt vd., 2016; Yun vd., 2024) ise
tutulma {izerinde olumlu etki potansiyeline sahiptir. Is bicimlendirme, ise tutulma ve psikolojik
sermaye iligkisinin acil saglik hizmetleri 6rnekleminde ortaya konmasi uygulama agisindan
cikarsamalar yapmaya olanak sunacagi gibi teori agisindan psikolojik sermayenin aracilik roliin
olup olmadigini anlamamiza katki saglayacaktir. Bu baglamda arastirmanin amaci acil saglik
hizmetlerinde c¢alisan saglik profesyonellerinin ise tutulma diizeylerini ve demografik
degiskenlere gore farklilagsma durumlarini belirleyerek biligsel bigimlendirmenin ise tutulma
tizerindeki etkisini ve psikolojik sermayenin bu iligkideki aracilik rolii olup olmadigini ortaya
koymaktir.

2. KAVRAMSAL ARKA PLAN
2.1. ise Tutulma

Ise tutulma, William A. Kahn (1990) tarafindan kavramsallastirilmis ve bireyin roliine
tutulmasi; anlamlilik, psikolojik giivenlik ve kaynaklarin (fiziksel, sosyal ve bilissel)
erigilebilirligi olmak {tizere ii¢ temel durum baglaminda degerlendirilmistir. Anlamlilik,
bireylerin kendilerini degerli, faydali ve kiymetli hissettiklerinde olusan i¢sel motivasyonu
ifade etmektedir. Psikolojik giivenlik, bireyin gorevden alinma, terfiinin engellenmesi ya da
statiinlin kaybi gibi isine yonelik olumsuz sonuclardan korkmadan kendini ve becerilerini
gosterebilmesi anlamina gelmektedir. Kaynaklarin erisilebilirligi, bireyin isini yaparken
gereksinim duydugu kaynaklara sahip olma hissini ifade etmektedir. Bu baglamda ise tutulma,
calisanin fiziksel, zihinsel ve duygusal olarak kendini is roliine vermesini ve kendini isine
adamasi olarak tanimlanmaktadir (Kahn, 1990, s.694). Ise tutulma enerjik olma, adanma ve
kendini kaptirma boyutlariyla ele alinan is siirecleri acgisindan olumlu bir kavram olarak
degerlendirilmektedir (Schaufeli vd., 2002). Enerjik olma boyutu bir gorevi yerine getirirken
istekli olmayi, zorluklarin iistesinden gelebilmeyi ve caba gostermeyi ifade etmektedir.
Adanma bireyin yaptig1 isi begenmesi, isin onemli oldugunu diisiinmesi ve isiyle gurur duymasi
sonucu coskulu bir sekilde ¢alismay1 ifade etmektedir. Kendini ise kaptirma boyutu bireyin
isine yogunlasarak zamanin nasil gegtigini anlamamas ve isiyle ugragirken mutluluk duymasi
anlamina gelmektedir (Bakker ve Demerouti, 2007).

Ise tutulma, c¢alisanin kendisine yaptigi duygusal yatirim yoluyla isine adamasiyla
gerceklesmektedir (Britt vd., 2007; Kahn, 1990). Yapilan arastirmalar igse tutkunlugun is
performansi tizerinde olumlu yonde 6nemli etkisinin oldugunu gostermektedir (Rich vd., 2010;
Salanova vd., 2005; Tims ve Akkermans, 2017). Her sektorde ve is alaninda calisan
performansi Onemsenen konulardan biridir. Ancak saglik hizmetlerinde o6zellikle acil
hizmetlerde is performansi hayat kurtarma ve sakatliklar1 6nleme gibi kritik manevi bir amaca
hizmet etmektedir. Bedenen is basinda olan saglik ¢alisanlari duygusal enerjilerini islerine
katarak kendilerini yaptiklar1 ise adamaktadirlar. Saglik profesyonellerinin zorlu gorevlerini
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icra ederken ise tutulmalarinda rol oynayan en 6nemli etmenlerden biri hayat kurtarmanin
manevi tatminidir. Bu tatmin ise tutulmada bireyin kendi potansiyelini kullanmaktan dogan
tatmin ve isle ilgili refahla iligkilidir (Bakker vd., 2008, s.187). Saglik calisanlari iizerine
yapilan arastirmalar, ise tutkunlugun is performansini (Barnales-Turpo vd., 2022; Bhatti vd.,
2018), hizmet kalitesini (Kim ve Seo, 2021), hasta giivenligini (Janes vd., 2021; Mossburg ve
Denisson-Himmelfarb, 2021) ve yaraticiligr (Waheed vd., 2021) olumlu yonde etkiledigini
gostermektedir. Bu sonuglar orgiitlerin ve yoneticilerin ise tutulmanin Onciillerine 6nem
vermeleri gerektigini gostermektedir.

Ise tutulmay1 saglayan bireysel ve drgiitsel 6nciiller bulunmaktadir. Kisilik dzelliklerinden &z
degerlendirme ve vicdanlilik bireysel Onciiller arasinda yer almaktadir (Rich, 2006). Is
ozellikleri, ise tutulmanin orgiitsel onciilleri olarak kabul edilmektedir (Crawford vd., 2010;
Demerouti vd., 2001; Nahrgang vd., 2011). Is talepleri-kaynaklar1 modeli makul ve
stirdiiriilebilir ig ytki, isin otonomisi ve degerler gibi is kaynaklarimin ise tutulmayi
destekledigini belirtmektedir (Demerouti vd., 2001; Landsbergis, 2009; Schulz vd., 2011; Setti
ve Argentero, 2011). Is taleplerinin ise tutulma iizerinde negatif etkisi oldugunu belirten
aragtirmalar mevcutken (Breevaart ve Bakker, 2018; Oshio vd., 2018), is taleplerinin dogrudan
ise tutulmay1 etkilemedigi de belirtilmektedir (Schaufeli ve Bakker, 2004). Saglik c¢aliganlari
lizerine yapilan bir arastirmada is taleplerinin hemsirelerin is performans diizeyini etkilemedigi
tespit edilmis ve bu durum hemsirelerin is ve gorevlerinin ¢ok 6zel dogasiyla agiklanmistir
(Al Badi vd., 2023). Diger yandan saglik ¢alisanlarinin 6nemli bir kismu1 isin taleplerini bilerek
ve adanmishik duygusuyla meslek se¢imi yapmaktadirlar ve bu adanmislik is taleplerini is
performanst ve ise tutulma oOniindeki bir engel olmaktan c¢ikarmaktadir. Ancak saglik
calisanlarinin islerine olan tutkunluklarinin kaynagi sinirsiz degildir ve zaman iginde ‘artan is
talepleri-yetersiz is kaynaklari’ saglik ¢alisanlarinin islerinden uzaklagsmalarina neden
olabilmektedir. Bu noktada ise tutulmay1 destekleyici yaklagimlar 6nem kazanmaktadir. Saglik
calisanlar1 gorevlerini yerine getirirken birbirinden c¢ok ¢esitli vakalarla karsilastiklarinda
yaptiklar1 biligsel diizenlemelerle problemi ¢6zmektedirler. Bu durum ise tutulmayi saglayan
faktorlerden is bicimlendirme ile agiklanmaktadir (Bakker vd., 2012).

2.2. is Bigcimlendirme

Is bigimlendirme kavrami, orijinal olan Ingilizce yazinda ‘Job Crafting’ olarak ifade
edilmektedir. Kavramin Tiirk¢e yazinda is zanaatkarligi, is sekillendirme, is becerikliligi gibi
farkl1 isimlerde kullanildig1 goriilmektedir. Is bigimlendirme, is talepleri-kaynaklar1 modeline
onciiliik eden kavramlardan biridir. Is talepleri-kaynaklari modeli mesleki refah1 ve pek ¢ok
orgiitsel davranis degiskenini tahmin edebilen bir 6zelliktedir (Bakker, 2017). Bu teoriye gore
her orgiit is talepleri ve is kaynaklar1 kullanilarak karakterize edilebilmektedir. Is talepleri;
fiziksel is yikii, zaman baskisi, iletisim sorunlari, fiziksel ¢evre ve vardiyali ¢alismay1
kapsarken, is kaynaklari; geri bildirim, ddiiller, is kontrolii, ise katilma, ig giivenligi ve yonetici
destegini kapsamaktadir (Demerouti vd., 2001). Is taleplerindeki fazlalik tiikkenmeye, is
kaynaklarindaki azlik ise ise tutkunlufun azalmasina neden olmaktadir. Is taleplerini
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karsilamak icin ¢alisanin enerji harcamasi gerekirken ig kaynaklari ¢aliganin motivasyonunu
arttirarak hedeflere ulasmaya yardimci olmaktadir (Bakker, 2017). Is bigimlendirme,
“bireylerin is gorevlerinde veya iliskisel sinirlarinda yaptiklar fiziksel ve biligsel degisiklikler”
olarak tanimlanmaktadir (\Wrzesniewski ve Dutton, 2001). Bu degisiklikler isin talepleri ve
kaynaklartyla ilgili yapabilecekleri diizenlemeleri kapsamaktadir (Bakker ve Demerouti, 2007).

Is bicimlendirme davranis1 ¢alisanin isini nasil algiladigi, kendi tercih, beceri ve degerlerine
gore isini nasil diizenledigine odaklanan bir proaktif davranis olarak goriilmektedir (Tims vd.,
2012). Is bigimlendirme calisanlarin drgiitsel degisimlere uyum yapmalarinda ve tiikenmislik
duygularinin azalmasimda olumlu etki yapmaktadir (Demerouti vd., 2020). Is bigimlendirme;
gorev faaliyetlerini yeniden diizenlemeyi ifade eden gorev bigimlendirme, is yerinde diger
calisanlarla olan iligkileri yeniden diizenlemeyi ifade eden iliskisel bi¢imlendirme ve igin olus
biciminde fiziksel bir degisiklik icermeyen, calisanin is hayatina katki saglayan, kendini ve
yaptig1r isi kiymetli hissettiren zihinsel siireglerdeki diizenlemeyi ifade eden biligsel
bigimlendirme boyutlarindan olusmaktadir (Wrzesniewski ve Dutton, 2001). Is
bicimlendirmeyi kavramsallagtiran arastirmacilar is bi¢cimlendirmenin ise tutulmanin
olusmasindaki 6nemli bir &nciil oldugunu belirtmektedirler (Bakker vd., 2012). Onceki
arastirmalar saglik calisanlarinin farkli diizeylerde de olsa is bicimlendirme davranislarinda
bulunduklarimi gostermektedir (Baghdadi vd., 2020; Chang vd., 2020; Harbridge vd., 2022;
Huang vd., 2020; Romeo vd., 2018). Hemsireler iizerine yapilan arastirmalar is
bi¢imlendirmenin ise tutulmay1 olumlu yonde etkiledigini (Baghdadi vd., 2020; Jutengren vd.,
2020; Wijngaards vd., 2022), yenilik¢i davraniglarin olusmasinda rol oynadigimi (Baig vd.,
2022), bakim kalitesini yiikselttigini (Romeo vd., 2018) ve 6znel iyi olusu olumlu yonde
etkiledigini (Ghazzawi vd., 2021) gostermektedir. Saglik hizmetlerinde gorev tanimlari, yetki
ve sorumluluklar gorev bigimlendirmeyi (Harbridge vd., 2022), saglik ekibi arasinda olmasi
gereken profesyonel is etkilesimi ise iligkisel bigimlendirmeyi (Romeo vd., 2018; Yepes-Baldo
vd., 2018) siirlandirabilmektedir. Aragtirmanin 6rneklem 6zelligi dogrultusunda bu ¢aligmada
biligsel bicimlendirme boyutu ele alinmustir. Is bicimlendirme literatiirii ve saglik érnekleminde
yapilan gorgiil arastirmalar dogrultusunda arastirmanin birinci hipotezi olusturulmustur.

Hi: Bilissel bicimlendirme ile ise tutulma arasinda pozitif yonlii anlamli bir iligki vardir.
2.3. Psikolojik Sermaye

Orgiitsel davramis literatiiriinde 6zellikle son yirmi yildir {izerinde durulan konulardan biri
psikolojik sermaye kavramudir. Orgiitsel psikolojinin pozitif tarafinda olduk¢a nemli yeri olan
ve bireylerin gelisimsel durumlarin1 tanimlayan psikolojik sermaye kavrami bireyin kendine
yonelik kaynaklarindan 6z-yeterlilik, umut, iyimserlik ve dayaniklilik olmak iizere dort temel
kaynagini ifade etmektedir (Luthans vd., 2004). Oz-yeterlilik; bireyin bir seyi yapabilecegine
dair inancini, iyimserlik; basariya odaklanma ve pozitif bir tutumu, umut; hedeflere ulagsmak
icin yeni yollar bulmak i¢in ¢aba gdsterme ve psikolojik dayaniklilik; zorluklar karsisindaki
esnekligi ifade etmektedir (Luthans vd., 2004, s.152). Psikolojik sermayeyi olusturan bu
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bilesenler birbiriyle etkilesim i¢inde ve birbirini destekleyen 6zellikleri sayesinde biitiine ilave
anlam katmaktadirlar (Luthans vd., 2007).

Psikolojik sermaye, is siireglerinin yonetilmesindeki en dnemli bireysel kaynaklardan biridir
(Bakker ve Demerouti, 2007). Isin anlamliligmin artmas1 psikolojik sermayeyi olumlu yénde
etkilemektedir (Tan vd., 2019). Isin anlamliligin arttiran en énemli faktdrlerden biri ise is
bicimlendirmedir. Bilissel is bigimlendirmeyle bireyler 6z-yeterlilikleri, 6z-saygilari ve islerine
verdikleri degeri artirarak islerinin anlamliligini giiclendirmektedirler. Yapilan arastirmalar is
bicimlendirme ile psikolojik sermaye arasinda olumlu pozitif ¢ift yonli iliski oldugunu
belirtmektedir (Karabey ve Kerse, 2017; Vogt vd., 2016; Yun vd., 2024). Bu baglamda
arastirmanin ikinci hipotezi olusturulmustur.

Hz: Biligsel is bigimlendirmenin psikolojik sermaye iizerinde pozitif ve anlamli bir etkisi vardir.

Psikolojik sermaye pek cok olumlu is davranisini destekledigi gibi ise tutulma iizerinde de
olumlu etki olusturmaktadir (Chen, 2015; Yun vd., 2024). Psikolojik sermaye ise tutulmay1
destekleyerek bireyin isle ilgili kaynaklarinin giliglenmesini saglamakta ve bu durum is
performansini olumlu etkilemektedir (Luthans vd., 2008; Sun vd., 2012). Yapilan ¢alismalar
yiiksek 6z-yeterlilige sahip ¢alisanlarin daha yiiksek is baglilig1 ve daha diisiik hayal kiriklig1
yasadiklarini (Schaufeli ve Salanova, 2007), psikolojik sermaye gibi bireysel kaynaklarin ise
tutulmay1 tahmin etmede 6nemli bir role sahip oldugunu ileri siirmektedir (Halbesleben, 2010;
Schaufeli ve Salanova, 2007). Psikolojik sermaye bilesenlerinin her birinin isi zihinsel olarak
odaklanmay1 gerektiren isi 6zlimseme, beklenen sonuglara ulagsmak i¢in ¢caba gerektiren canlilik
ve yapilan ise adanmislik duygusuyla iliskili oldugu belirtilmektedir (Sweetman ve Luthans,
2010). Buradan hareketle arastirmanin ii¢lincii hipotezi olusturulmustur.

Hs: Psikolojik sermayenin ise tutulma tizerinde pozitif ve anlamli etkisi vardir.

Biligsel is bicimlendirme ve psikolojik sermayenin ise tutulma iizerindeki ayri ayr1 olumlu
etkilerinin olmas1 bu arastirmada psikolojik sermayenin aracilik roliinii incelemek iizere bir
motivasyon olusturmustur. Bu dogrultuda arastirmanin aracilik hipotezi (Hs) ve arastirma
modeli olusturulmustur (Sekil 1).

Ha: Biligsel is bicimlendirme ile ise tutulma iliskisinde psikolojik sermayenin aracilik rolii
vardir.
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Sekil 1. Arastirma modeli

Psikolojik Sermaye

ise Tutulma

Bilissel Bigimlendirme

3. ARASTIRMA YONTEMI
3.1. Evren ve Orneklem

Acil saglik hizmetlerinde hekimler, hemsireler, paramedikler (ilk ve acil yardim teknikerleri)
ve acil tip teknisyenleri gorev yapmaktadir. Bu alanda ¢alisan meslek gruplari farkli egitim
diizeylerine ve farkli gorev, yetki ve sorumluluklara sahiptir. Bu nedenle evren se¢iminde
egitim diizeyi, gorev, yetki ve sorumluluklari bakimindan birbirine daha yakin olan hemsire,
paramedik ve acil tip teknisyeni meslek gruplart tercih edilmistir. Arastirmanin evrenini
Tiirkiye’deki acil saglik hizmetlerinde gérev yapan hemsireler, ilk-acil yardim teknikerleri ve
acil tip teknisyenleri olugturmaktadir. Saglik Bakanligi 2022 verilerine gére toplam hemsire
sayis1 243.565 ve diger saglik personeli sayis1 232.661°dir (Saglk Istatistikleri Yillig1, 2022).
Acil saglik hizmetlerinde gorev yapan hemsire, paramedik ve acil tip teknisyeni evreni tam
olarak bilinmemekle birlikte Ulusal Medikal Kurtarma Ekibi (UMKE) personel sayis1 15.466
(Hekim, Hemsire, Ebe, AABT, ATT, TST, Saglik Teknikeri, Anestezi Teknikeri vb. acil
miidahale yapabilme kapasitesine sahip personel) olarak bildirilmistir (Saglik Bakanligi, 2023).
Evren yaklasik 10.000 ¢alisan olarak alindiginda 6rneklem 0.05 hata oraniyla 370 kisi, 0.10
hata oraniyla 95 kisi olarak hesaplanmaktadir (Yazicioglu ve Erdogan, 2004, s.50).
Arastirmanin katilimeilart arastirma amact dogrultusunda amacghi 6rnekleme yontemiyle
belirlenmis ve Tiirkiye’nin farkli illerinde kamu ve 6zel saglik kuruluslarinda gérev yapan 184
acil saglik calisanina ulasilmistir. Ornekleme ait tanimlayici bilgiler Tablo 1°de yer almaktadir.
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Tablo 1. Katihmci demografik bilgileri

N: 184
Yas Ortalamasi: 31,6
Demografik Ozellikler Sikhk Yizde
Cinsiyet Kadin 135 73,4
Erkek 49 26,6
Lise 13 7.1
Ogrenim Durumu Onlisans 84 45,6
Lisans 87 47,3
Hemgsire 89 48,4
Meslek Ik ve Acil Yardim Teknikeri 68 36,9
Acil Tip Teknisyeni 27 14,7
Gorev Yeri Ac?l Servis 102 55,4
112 Istasyonu 82 446
1-5 yil 76 41,3
. N 6-10 yil 43 23,4
Mesleki Tecriibe 11-15 yil 1 11.4
16 yil ve Gzeri 44 23,9
Kurum Tard K.gmu 115 62,5
Ozel 69 37,5
Toplam 184 100

3.2. Veri Analiz Yontemi

Arastirmada elde edilen veriler IBM SPSS 25 istatistik programi ve SmartPLS-SEM 4 yapisal
esitlik programi ile analiz edilmistir. Katilimcilara ait tanimlayicr istatistikler IBM SPSS 25
istatistik programiyla, arastirma degiskeni Olgeklerinin giivenilirlik ve gegerlilik analizleri
SmartPLS-4 programu ile yapildiktan sonra arastirma hipotezleri ile yapisal esitlik modellemesi
ile test edilmistir.

3.3. Veri Toplama Yontemi ve Veri Toplama Araci

Aragtirma i¢in 1ilgili tiniversitenin Etik Kurulundan izin alinmistir (Kurul No: 17162298.600-
247, Tarih: 14.10.2024). Katilimcilarin yazili onamlarint igeren c¢evrimic¢i anket formu
arastirmact/arastirmacilarin aginda yer alan acil saglik hizmetlerinde gorev yapan hemsire,
paramedik ve acil tip teknisyenlerine e-posta ve mesajlasma platformlar1 araciligiyla
iletilmistir. Veriler Ekim 2024 tarihinde ¢evrimigi anket yontemiyle toplanmaistir.

Veri toplama formunda katilimcilarin yas, cinsiyet, ¢alisma siiresi, gorev yerleri ve gorev
yaptiklar1 kurum tiirii gibi demografik bilgileri ve arastirma degiskenleri Olcekleri yer
almaktadir.

Ise Tutulma Olgegi: Katilimeilarin ise tutulma diizeylerini 6lgmek Schaufeli ve digerleri
(2006)’1 tarafindan gelistirilen Giiler, Cetin ve Basim (2019) tarafindan Tiirk¢eye uyarlanan
6 ifadenin yer aldig1 Utrecht ise Tutulma Olgegi Kisa Versiyonu (UWES-6) kullanilmistir.
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Olgekteki ifadeler “l=kesinlikle katilmiyorum” ile “S5=kesinlikle katilryorum” arasinda
siralanmig 5°1i Likert 6lgegi tiirtindedir.

Is Bicimlendirme Olcegi: Katilimcilarin bilissel is bicimlendirme diizeylerini 6lgmek icin
Wrzesniewski ve Dutton’un (2001) tarafindan gelistirilen, Yavuz ve Artan (2019) tarafindan
Tiirkce’ye uyarlanan ‘Is Bicimlendirme Olgegi’nin bilissel is bi¢imlendirme kism
kullanilmistir. Bilissel is bigimlendirme boyutu 9 ifadeden olusmaktadir. Olgekteki ifadeler
“I=kesinlikle katilmiyorum” ile “5=kesinlikle katiltyorum” a kadar siralanmis 5°1i Likert 6lgegi
tiiriindedir.

Psikolojik Sermaye Olgegi: Calisanlarin psikolojik sermayelerini lgmek igin Avey, Avolio ve
Luthans (2011) tarafindan olusturulan 4 alt boyut ve 12 maddelik kisa psikolojik sermaye 6lgegi
kullamilmistir.  Tiirk¢eye uyarlamasi Orug (2018) tarafindan yapilan “Psikolojik Sermaye
Olgegi Kisa Formu”ndaki ifadeler “l1=kesinlikle katilmiyorum” ile “6=kesinliklekatilryorum”
a kadar siralanmis 6’li Likert 6l¢egi niteligindedir.

3.4. Olgek Giivenilirlik ve Gegerlilikleri

Olgeklerin giivenilirlikleri ve gegerlilikleri kapsaminda i¢ tutarlilik giivenilirligi i¢in Cronbach
Alpha (o) ve birlesik giivenirlik katsayist (CR) degerleri, birlesme gecerliligi i¢in faktor yiikleri
ve aciklanan ortalama varyans (AVE) degerleri (Tablo 2) ve ayrisma gegerliligi icin HTMT
kriterleri hesaplanmistir (Tablo 3).

Tablo 2. Olceklere ait giivenilirlik ve gecerlilik degerleri
Cronbach Alpha

Degisken ifade Faktér Yik{ () CR AVE
BB1 0,686
BB2 0,653
Bilissel BB3 0,749
Bicimlendirme BB4 0,717 0,859 0,859 0,505
BB5 0,690
BB8 0,762
iT1 0,703
iT2 0,722
R iT3 0,770
Ise Tutulma T4 0.766 0,880 0,880 0,550
iT5 0,772
iT6 0,716
PS1 0,708
Oz-yeterlilik pPS2 1,055 0,899 0,902 0,760
PS3 0,815
ps4 0,609
PS5 0,661
! 1
Umut PSG 0,914 0,836 0,839 0,57
pPS7 0,801
Psikolojik
PS10 1,000
Dayanikhlik !
. . PS11 0,785
lyimserlik P12 0.800 0,771 0,880 0,550
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Biligsel is bigimlendirme Olgeginin 6, 7 ve 9. maddeleri, psikolojik sermaye alt boyutu
psikolojik dayanikliligin 8 ve 9. maddeleri giivenilirlik ve gegerlilik kriterlerini saglamadigi
icin dlgiimden cikarilmistir. Olgiim sonuglarinda CR ve (o) degerlerinin .70 iizerinde, AVE
degerinin .50 iizerinde olmasi i¢ tutarlilik giivenilirliginin ve birlesme gecerliliginin
saglandigin1 gostermektedir (Hair vd., 2006).

Tablo 3. Ayrisma gecerliligine iliskin degerler (HTMT)

BB PD U o} i iT

Bilissel Bicimlendirme (BB)
Psikolojik Dayanikhlik (PD) 0,371

Umut (U) 0,601 0,554
Oz-yeterlilik (O) 0,412 0,538 0,844
iyimserlik (i) 0,585 0,335 0,549 0,329
ise Tutulma (iT) 0,779 0,266 0,532 0,323 0,676

Ayrisma gecerliligi i¢cini gosteren HTMT degeri teorik olarak birbirine yakin kavramlarda
0,90’1n, uzak kavramlarda ise 0,85’in altinda oldugunda ayrisma gecerliliginin saglandigini
gostermektedir (Henseler vd., 2015). Bu arastirmada HTMT degerleri .323 ile .844 arasinda
oldugu icin 6lceklerin ayrisma gecerliliginin oldugu dogrulanmistir.

4. BULGULAR

Aragtirma verilerinin analizinde is big¢imlendirme, ise tutulma ve psikolojik sermaye
degiskenlerine ait ortalamalar ve degiskenler arasi iliskiler degerlendirilmistir (Tablo4).
Katilimcilarin bilissel is bigcimlendirme, ise tutulma ve psikolojik sermaye puan ortalamalarinin
yuksek oldugu gorilmektedir. Degiskenler arasi iliskiler incelendiginde biligsel 1is
bi¢cimlendirmenim hem ise tutulma hem de psikolojik sermaye ile pozitif yonlii iligkisi oldugu
tespit edilmigstir. Diger yandan psikolojik sermaye ile ise tutulma arasinda pozitif iligki oldugu
goriilmektedir.

Tablo 4. Arastirma degiskenlerine ait ortalama ve korelasyon

N=184 Ort. Std, 1 2 3 4 5 6
sapma
1. Bilissel Is 3,9 084 1
Bigimlendirme
2. ise Tutulma 3,7 0,89 0,666** 1
3. Oz-yeterlilik 5,1 0,84  0,355** 0,281** 1
4. Umut 4,5 0,96 0,514** 0,458** 0,724** 1
5. Psikolojik Dayaniklilik 4,6 1,24  0,339** 0,246** 0,506** 0,501** 1
6. lyimserlik 4,18 1,23  0,476** 0,560** 0,278** 0,446** 0,293** 1

**0.001 anlamlilik dizeyi

Aragtirma degiskenlerinin demografik 6zelliklere farklilasip farklilagsmadigini belirlemek i¢in
cinsiyet, gorev yeri ve kamu-6zel karsilastirmasi icin t-testi, 6grenim durumu, meslek ve
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mesleki tecriibe igin ANOVA analizleri yapilmigtir. Arastirma degiskenleri cinsiyete ve gorev
yerine gore anlamh farklilik gostermezken (p> 0,05), ise tutulma kamu (3,55) ve 6zel (3,93)
arasindaki farklilasmanin anlamli oldugu bulunmustur (p= 0,004). Arastirma degiskenleri
meslege ve 6grenim durumuna gore anlamh farklilik géstermemekle birlike ‘ise tutulma’ ve
‘tyimserlik’ mesleki tecrilbbeye gore farklilasmaktadir. Katilimcilarin ise tutulma puan
ortalamalari; 1-5 yil (3,68), 6-10 y1l (3,36), 11-15 y1l (3,77) ve 16 yil ve tizeri (3,97) mesleki
tecriibeye gore farklilik gostermektedir. Mesleki tecriibesi 16 yil ve iizeri olanlarla 6-10 yil
olanlar arasinda anlamli bir farklilik oldugu tespit edilmistir (p = 0,016). Mesleki tecriibeyle
birlikte igse tutulma artmaktadir. Katilimcilarin psikolojik sermaye ‘iyimserlik’ alt boyutu puan
ortalamalari; 1-5 yil (4,14), 6-10 y1l (3,70), 11-15 y1l (4,43) ve 16 yil ve iizeri (4,64) mesleki
tecriibeye gore farklilik gostermektedir. Mesleki tecriibesi 16 yil ve iizeri olanlarla 6-10 yil
olanlar arasinda anlamli bir farklilik oldugu tespit edilmistir (p = 0,003). Mesleki tecriibe
arttik¢a ‘lyimserlik’ artmaktadir.

Arastirma hipotezlerini test emek amaciyla yapisal esitlik modeli analizi yapilmistir (Sekil 2).
Arastirma modeline iliskin; arastirma degiskenleri arasindaki dogrusallik (VIF), ve bagimsiz
degiskenin bagimli degiskeni agiklama oram1 R? ve etki biiyiikliigii degeri > hesaplanmustir
(Tablo 5).

Tablo 5. VIF, R? ve f2 degerleri

VIF f2 R?
Bilissel is Bicimlendirme—>ise Tutulma 1,536 0,378 0,540
Bilissel is Bicimlendirme—>Oz-yeterlilik 1,000 0,162 0,139
Bilissel is Bicimlendirme—=>Umut 1,000 0,370 0,270
Bilissel Is Bicimlendirme—>Psikolojik Dayaniklilik 1,000 0,137 0,120
Bilissel is Bicimlendirme—>iyimserlik 1,000 0,294 0,227
Oz-yeterlilik = ise Tutulma 2,233 0,001
Umut = ise Tutulma 2,711 0,012
Psikolojik Dayanikllik 2 ise Tutulma 1,450 0,005
lyimserlik 2ise Tutulma 1,414 0,123

VIF degerinin 5’ten biiyiik olmasi degiskenler arasinda korelasyonun ytiksek oldugu anlamina
gelmektedir (Hair vd., 2017). Tablo 5’teki degerler incelendiginde degiskenler aras1 dogrusallik
probleminin olmadig1 goriilmektedir. Bagimsiz degiskenin bagimli degiskenleri aciklama
oranlar1 ise ise tutulma %54, 6z-yeterlilik %14, umut %27, psikolojik dayaniklilik %12 ve
iyimserlik %23 seklindedir. Etki biiyiikliigii katsayilar1; 2> 0,02 ise diisiik, > 0,15 ise orta ve
2> 0,35 ise yiiksek olarak smiflandirilmaktadir (Cohen, 1988). Buna gore arastirma etki
katsayilar1 incelendiginde bilissel is bicimlendirmenin ise tutulma ve umut iizerindeki etkisinin
yiiksek, 6z yeterlilik ve iyimserlik tizerindeki etkisinin orta, psikolojik dayaniklilik iizerindeki
etkisinin ise diisiik oldugu goriilmektedir.
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Arastirma hipotezlerini test etmek i¢in yeniden 6rnekleme yontemiyle 5000 alt 6rneklemde
analiz yapilmistir. Arastirma modeline iliskin sonuglar Tablo 6’da ve arastirmanin yapisal
esitlik modeli Sekil 2°de gosterilmistir.

Sekil 2. Yapisal esitlik modeli

Psikolojik
- Dayanikhilik
Qz-yeterlilik =&

ise Tutulma

iyimserlik

Tablo 6. Arastirma modeli katsayilari

Degiskenler Standardize  Standart t 0
B Sapma  degeri

ise Tutulma 0,782 0,044 17,565 0,000
Oz-yeterlilik 0,416 0,080 5,171 0,000
Bilissel Bicimlendirme Umut 0,604 0,068 8,880 0,000
Psikolojik Dayaniklilik 0,374 0,085 4,408 0,000
lyimserlik 0,585 0,071 8,253 0,000
Oz-yeterlilik -0,040 0,151 0,264 0,792
Umut ise Tutulma 0,066 0,212 0,311 0,756
Psikolojik Dayaniklilik -0,084 0,093 0,898 0,369
lyimserlik 0,331 0,106 3,135 0,002
Oz-yeterlilik -0,017 0,068 0,246 0,806
Bilissel Bicimlendirme Umut ise 0,040 0,133 0,298 0,765
P. Dayaniklilik Tutulma -0,031 0,038 0,822 0,411
lyimserlik 0,193 0,071 2,738 0,006

Tablo 6’da yol katsayilar1 incelendiginde, biligsel is bicimlendirmenin ise tutulma ve psikolojik
sermaye lizerinde anlamli ve pozitif etkisinin oldugu, psikolojik sermayenin ise tutulma
tizerinde sadece iyimserlik alt boyutunun anlamli oldugu goriilmektedir. Bu dogrultuda
arastirmanin Hy ve Ha hipotezleri desteklenirken Hs hipotezi kismen desteklenmistir. Dolayli
etki yol katsayilar1 incelendiginde bilissel is bicimlendirmenin ise tutulma iizerindeki etkisinde
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iyimserligin aracilik rolii oldugu belirlenmistir. Biligsel ig bigimlendirme ile iyimserlik arasinda
ve iyimserlikle ise tutulma arasinda pozitif iliskinin olmasi araciligin kismi oldugunu
gostermektedir (Zhao vd., 2010). Bu dogrultuda aragtirmanin Hs hipotezi kismi desteklenmistir.

5. TARTISMA ve SONUC

Bu aragtirmada acil saglik hizmetlerinde gorev yapan hemsire, ilk-acil yardim teknikeri ve acil
tip teknisyenlerinin 6rneklem 6zelinde bilissel is bi¢cimlendirme, ise tutulma ve psikolojik
sermaye diizeyleri belirlenmis ve biligsel is bi¢imlendirmenin ise tutulma tlizerindeki etkisi ve
psikolojik sermayenin rolii yapisal esitlik modeliyle incelenmistir.

Arastirmada katilimcilarin biligsel is bigimlendirme, ise tutulma ve psikolojik sermaye
diizeylerinin yiiksek oldugu tespit edilmistir. Bu sonug literatiir ile uyumludur. Saglik
calisanlar iizerine yapilan onceki arastirmalar saglik profesyonellerinin is bi¢cimlendirme
(Chang vd., 2020; Harbrigde vd., 2022; Jutengren vd., 2020) ise tutulma (Jutengren vd., 2020;
Kaiser vd., 2020; Kim ve Seo, 2021; Setti ve Argentero, 2011; Stromgren vd., 2016) ve
psikolojik sermaye diizeylerinin (Yuan vd., 2023; Yun vd., 2024) yiiksek oldugunu
belirtmektedir. Acil saglik hizmetleri; acil hastaliklar, kazalar ve afet durumlarinda olay
yerinden baslayarak hastalarin saglik kurulusuna getirilmesine kadar olan hastane oncesi acil
saglik hizmeti ve hastanelerin acil servis iinitelerinde gergeklestirilen acil tedavi ve bakim
islemlerini kapsamaktadir. Dolayistyla bu birimde ¢alisan saglik profesyonelleri ¢esitliligi fazla
olan olay, durum ve hasta profilinin sorunlarina aciliyet ve zaman baskisi1 altina ¢oziim iiretmek
durumundadirlar. Isin bu gerekliligi ¢alisanlarda bilissel is bicimlendirme becerisinin ve
psikolojik sermayenin gelismesine katki saglamaktadir. Diger yandan zor durumda olan
insanlara yardim etme gayesi ve onun yarattii manevi tatmin ise tutulmadaki Onemli
faktorlerdendir. Acil saglik hizmetinde gorev yapan saglik profesyonellerinin biligsel is
bi¢cimlendirme, ise tutulma ve psikolojik sermaye degiskenlerinde yliksek puan ortalamalarina
sahip olmasi bireysel ve is ¢iktilarini olumlu etkilemesinin yani1 sira toplumsal fayda agisindan
da oldukg¢a 6nemlidir.

Arastirmaya dahil olan katilimcilarin ise tutulma diizeyleri kamu ve 6zel sektore gore farklilik
gostermistir. Ozel saglik hizmetlerinde ¢alisanlarin ise tutulma diizeyleri kamu calisanlarindan
daha yiiksektir. Bunun nedeni 6rneklem 6zelinde kamu ve 6zel acil saglik hizmetlerinde is ytikii
farklilagsmas1 olabilir. Is yiikiiniin siirdiiriilebilir diizeyde olmasi ise tutulmay1 destekleyen
faktorlerden biri olarak degerlendirilmektedir (Landsbergis, 2009; Setti ve Argentero, 2011).
Acil saglik hizmetleri sunumunda; acil yardim cagri istasyonlar1 Saglik Bakanligi’na baghdir
ve tim acil cagrilara bu istasyonlar yanit vererek ilgili organizasyonu yapmaktadirlar.
Dolayistyla olay yerinde miidehale ve hasta nakli gibi zorlayici isler ve is yogunlugu oldukca
fazladir. Ozel sektdrdeki acil saglik hizmetleri ise; 6zel ambulans hizmetleri ve hastane acil
servislerini kapsamaktadir ve hasta yogunlugu kamu acil saglik hizmetleri kadar degildir.

Bir bagka aragtirma bulgusu ise katilimcilarin ige tutulma ve iyimserlik diizeylerinin mesleki
tecrilbeye gore farklilastigini gostermektedir. Arastirma bulgusuna gore mesleki tecriibe
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arttikca ise tutulma ve iyimserlik artmaktadir. Mesleki tecriibe calisanin problem ¢dzme
konusunda bilgi ve beceri diizeyinin artmasini saglayarak isine yonelik hakimiyetini
desteklemektedir. Boylelikle birey ise tutulmanin oOnciilleri arasinda ifade edilen 06z
degerlendirme (Rich, 2006) becerilerini gelistirebilmektedir. Ozellikle acil saglik hizmetlerinde
her gelen ‘acil yardim c¢agrisinda’ basariya odaklanma ve pozitif tutum sergileme mesleki
tecriibenin sagladigi mesleki farkindalikla gliclenmektedir.

Aragtirmada bilissel is bi¢imlendirmenin ise tutulma iizerinde pozitif anlaml etkisi oldugu
belirlenmistir. Bu sonug literatiir ile uyumludur. Ozellikle saglik profesyonelleri 6rnekleminde
yapilan arastirmalar is bicimlendirme ile ise tutulma arasindaki pozitif etki {izerinde
durmaktadirlar (Baghdadi vd., 2020; Bakker, 2017; Chang vd., 2020; Wijngaards vd., 2022). Is
bi¢imlendirme yenilik¢i is davraniglarimi destekleyerek (Baig vd., 2022) saglik hizmeti ve
bakim kalitesini arttirmaktadir (Romeo vd., 2018). Acil saglik ¢alisanlarinin ¢ok ¢esitli kriz
durumlarin1 yonetirken islerini kiymetli ve anlamli bulmalari olumlu saglik hizmeti ¢iktilarinin
olugsmasini saglamaktadir.

Arastirmanin bir diger bulgusu is bicimlendirmenin psikolojik sermaye iizerinde pozitif etkisi
oldugu yoniindedir. Saglik calisanlari kriz siireglerini yonetebilmek i¢in ig bigimlendirmeyle
rollerini yeniden tasarlayarak dayanikliliklarini gelistirmektedirler (Sahay vd., 2022). Bilissel
bicimlendirmeyle birey isine olumlu anlamlar yiikleyerek 6z-yeterlilik algisini, dayanikliligini,
umut ve iyimserligini olumlu anlamda etkilemektedir. Onceki arastirmalarda psikolojik
sermaye ile is big¢imlendirme arasinda pozitif ¢ift yonli iliski oldugunu belirtilmektedir
(Karabey ve Kerse, 2017; Vogt vd., 2016; Yun vd., 2024).

Arastirmanin bir bagka bulgusu psikolojik sermayenin ise tutulma iizerindeki etkisi sadece
iyimserlik alt boyutunda anlamli ¢ikmustir. Yapilan arastirmalar psikolojik sermayenin ise
tutulma tizerinde olumlu etkisinin oldugunu (Bernales-Turpo vd., 2022) ve saglik ¢alisanlarinin
mesleklerine yonelik 6z-yeterlilik algilarinin ise tutulmayi arttirdigini géstermektedir. Literatiir
ile uyumlu olmayan bu arastirma sonucu saglik profesyonellerinin yasal yetki sinirlarinin
iilkeden iilkeye farkliliklar gostermesiyle iliskili olabilir. Ornegin acil saglik hizmetlerinde
gorev yapan bir hemsirenin ya da teknikerin 0Oz-yeterliligi/dayanikliligi/umudu ve 1is
becerikliligi yliksek olsa bile yasal olarak tanimli miidaheleler digina ¢ikamamasi is tatmininde
azalmaya neden olabilir. Benzer sekilde psikolojik sermaye gibi bireysel kaynaklar ne kadar
giiclii olursa olsun saglik hizmetlerinde hatalar1 6nlemek amagli uygulanan kati kurallar ise
tutulmada bir engel olma potansiyeli tastyabilir.

Arastirmanin son bulgusunda ise bilissel is bicimlendirmenin ise tutulma tlizerindeki etkisinde
psikolojik sermaye iyimserlik alt boyutuyla aracilik roliine sahip oldugu tespit edilmistir. Bu
sonug bilissel is bicimlendirmenin ise tutulma tizerindeki etkisinde kismi aracilik rolii oldugunu
gostermektedir. Acil saglik hizmet sunucularn kritik vakalarda zamanla yarigarak islerini
yapmaya c¢alismaktadirlar. Bu hayat kurtarma silirecinde hem hastanin hem kendilerinin
giivenligini saglayabilmek i¢in yogun ¢aba harcamak zorundadirlar. Psikolojik sermaye ile is
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bicimlendirme arasindaki ¢ift yonlii olumlu iligki goz oniine alindiginda psikolojik sermayenin
ise tutulma tizerindeki etkisi yadsinamaz.

Bu arastirmada saglik hizmet sunumunda kritik 6neme sahip biligsel bigimlendirme, ise tutulma
ve psikolojik sermaye degiskenleri ele alinmistir. Bu arastirmanin literatiire temel katkisi; ige
tutulma tizerinde etkili oldugu bilinen biligsel is bigcimlendirme ile psikolojik sermayenin
iliskisini bir arada degerlendirerek, 6zellikle acil saglik hizmetleri baglaminda bu degiskenlerin
etkilesim mekanizmasini biitlinciil bir bicimde ortaya koymasidir. Daha onceki ¢alismalar
saglik calisanlarinda bilissel is bigimlendirme ile ise tutulma arasindaki iliskiye ayri ayri
odaklanmis olsalar da psikolojik sermayenin alt boyutlarinin bu iligkiye nasil dahil oldugunu
ayrintili bicimde agiklamamistir. Bu calisma, s6z konusu iligkiyi psikolojik sermayenin
"lyimserlik" boyutunun aracilik etkisini merkeze alarak ayrintili sekilde incelemis ve bdylece
literatlirde var olan bu boslugu doldurarak 6zgiin bir katki sunmustur. Bu yoniiyle arastirma,
biligsel is bigimlendirme ve ise tutulma iligkisini agiklayan teorik ¢ergeveyi gelistirerek hem
kavramsal hem de uygulamaya yonelik ¢ikarimlar yapilmasina olanak saglamaktadir. Pratikte
ise saglik yoneticilerine birtakim ip uglari sunmaktadir. Saglik hizmetlerindeki is giicii
kaynaginin yetersizligi g6z Oniline alindiginda c¢alisanlarin iglerini anlamlandirma ve
kiymetlendirme, psikolojik sermayelerini desteklemeye yonelik ‘hasta ve c¢alisan odaklr’
girisimler 6onem kazanmaktadir. Hastane acil servis ya da acil yardim istasyonlarinda her bir
hastay1/acil durumu biitiinciil olarak ele alan ‘vaka degerlendirme toplantilari’nin planlanmasi
hem hasta odakliligi hem de calisan yetkinlikleri ve gereksinimlerinin ortaya ¢ikmasini
saglayarak calisan odakliligini1 destekleyici faaliyetlerden olabilir. Hekim, hemsire, paramedik,
acil tip teknisyeni ve psikolog gibi ekip tyelerinin bir araya gelerek yapacaklari bu
degerlendirme toplantilar1 yapilan isi anlamlandirma ve kiymetlendirme agisindan katki
saglayabilir ve ayn1 zamanda calisanlarin kendilerini ifade etmesi, duygu ve diisiincelerini
paylasmasi psikolojik sermaye bilesenlerinin de giiclenmesini destekleyebilir.

6. SINIRLILIKLAR ve GELECEK ARASTIRMALAR iCiN ONERILER

Bu arastirmanin 6nemli ¢iktilarinin yani sira en dnemli siirliligr kesitsel tiirde bir ¢alisma
olmasidir. Bu baglamda gelecekte yapilacak aragtirmalar igin birtakim oneriler s6z konusudur.
Onerilerden ilki farkli dinamiklere sahip meslek gruplarinda boylamsal galismalarin nitel
aragtirmalarla desteklenerek karma yontemlerle yapilmasi olabilir. Ikincisi, saglik meslek alt
gruplar1 arasindaki benzerlik ve farkliliklarin anlagilmasini saglamak i¢in mevcut arastirma
degiskenleri nitel arastirma ydntemiyle derinlemesine incelenebilir. Uciinciisii ¢ok disiplinli
yaklasim ile bilgi, tutum, davranig diizeyleri Ol¢limlerine ek olarak davramis gelistirme
bilesenlerini de igeren projeler gelistirilebilir. Son olarak iilkelerin saglik sistemlerindeki
farkliliklarin acil saglik hizmet sunuculari iizerindeki etkisini anlayabilmek i¢in kiiltiirlerarasi
karsilastirma ¢aligmalar1 yapilabilir.
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