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ABSTRACT

‘Service disposition’ can be defined as the willingness of individuals to apply the knowledge they have acquired
related to the provision of service. The concept of ‘lifelong learning’ accepts that learning is independent of
temporal and spatial limitations, while also emphasizing that the desire to learn can occur anywhere. Lifelong
learning is a positive concept that attests to the continuity of personal development. This study gathered data
using the quantitative method to determine the willingness of tourism students to provide lifelong learning
services, as well as the attitude of tourism students to the provision of lifelong learning. The research population
consists of tourism students studying in Van province. During the collection of research data from 408
participants via face-to-face and online methods, a sample selection was made and data was collected from
seven different educational institutions by choosing the most convenient sampling method. The research
determined both strong positive relationships between service propensity and attitudes to lifelong learning, and
successful service disposition, in terms of making the customer feel special, understanding customer requests
and providing services, with having a significant positive effect on attitudes to lifelong learning.
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Introduction

Education is considered a fundamental right that contributes to the individual's personal,
intellectual, physical and social development and provides the knowledge they need. Education
is seen to be one of the most significant tools for progress; however, today's rapid change has
caused the knowledge and skills acquired in educational institutions to become inadequate over
time. That's the reason why concepts such as continuous or lifelong education based on
learning and thinking skills have become increasingly important (Aktepe, 2005, p. 16-17).

Lifelong learning is a concept that refers to an individual's continuous support of their personal,
professional and social development through learning activities that they participate in through
all stages of their lives. This approach emphasizes that learning is a steady and permanent
process and is not not limited to a certain period of life (Kurt, 2008). Therefore, the concept of
lifelong learning increases individuals' access to information, supports their professional and
personal development, provides them with new skills and benefits them in every area of their
lives. Today, lifelong learning is extremely important for individuals to adapt to changing world
conditions, to be successful in business life, to be active in social life, and to achieve personal
development and satisfaction (Adams, 2007, p. 1069).

The lifelong learning approach is different from the traditional education approach and is about
a process where an individual makes learning a habitual lifestyle. While traditional formal
education institutions are designed to address a certain age period, the lifelong learning
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approach argues that learning is not limited to a certain age limit (Crow, 2006). The lifelong
learning process can also help individuals get to know themselves better, support their personal
development, boost their self-confidence and develop a holistic personality (Samanci & Ocakci,
2017, p. 713).

Tourism is an important source of employment and brings considerable economic returns.
Tourism mobility not onlysupports economy but also gives rise to major social and cultural
effects(Meri¢ & Erten, 2020, p. 421). Notwithstanding the foregoing, the shortage of educated
labor is one of the main issues that challenges this sector. Studies show that the majority of
students with an academic background in tourism do not wish to work in the sector following
their graduation and leave the sector after a while. In addition, studies have shown that a
significant portion of those working in the sector are without any education whatsoever in their
fields (Altman & Brothers, 1995; Tirkay & Yagcl, 2007; Kusluvan & Eren, 2011). Some public
initiatives have been taken to overcome this problem. The most striking example of these
initiatives is that the number of institutions providing tourism education has risen in recent
years. Comparing the pre-2000 number of schools providing tourism education with their
current number of schools, one can seethat there has been a surge in capacity (Boylu & Arslan,
2014, p. 82).

Regardless of whether they offer basic or compulsory education, the main purpose of the
majority of these education institutions is to upbring qualified labour for employment in the
tourism sector. In other words, it is critical for the national tourism industry to boost the service
quality by ensuring that students are skillful enough to provide high-quality service. Service is
generally defined as a non-tangible value provided to meet a need or demand. Examples for
service industry are a restaurant serving food to its customers, a bank providing financial
consultancy services to its customers, or a hospital providing health support to its patients
(Parasiz, 2013). Tourism plays a significant role in national economies and is an important sub-
branch of the service sector. The aptitude to provide high-qualityservice in tourism is an
important factor that determines the quality and efficiency of the services offered to customers
by the tourism personnel.

Service disposition refers to a person's natural aptitude to provide service. Service disposition
is related to the ability of an employee to make customers feel special, to have a deep insight
into cubtomer needs, to offer services successfully, and to build effective customer
relationships at a personal level (Donavan et al, 2004). The successful outcome of these
situations while providing service would demonstrate how much an an employee is disposed
and apt to provide services.

For tourism businesses, employees represent an important resource in providing excellent
service to customers, meeting consumer expectations, providing competitive edge and
achieving superior corporate performance. Understanding that the role of employees is critical
for tourism businesses is critical as it would work for the benefit of both employers and
employees (Kusluvan & Eren, 2011). In order for a tourism facility to compete against its rivals,
it must highlight the features that make its business exclusively different from others (Meric,
2020, p. 2395). In order to do this, well-educated and well-rounded employees are needed. That's
why one can see that businesses today design their management approach based on an
understanding of its employees and an evaluation of their innovative notions (Gulluce et al,
2018, p. 197).

Tourism is a constantly changing and developing sector. In order to keep up with this change,
employees should be keen enough to adapt quickly to new trends and customer expectations.
This requires them to be eager for a constant self-development and learning; in other words, for
an aptitude for lifelong learning (Dogan and Kavtelek, 2015, p. 85). The tendency for lifelong
learning makes it easier for individuals who aim to pursue a career in the sector to achieve these
goals. The aptitude for lifelong learning helps students adapt themselves to changes in the
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sector and contributes to their personal and professional development. Therefore, it is important
for tourism education institutions to lay down a learning environment that supports students'
lifelong learning tendencies (Emekli, 2011).

In this study, the effect of service disposition on lifelong learning tendency has been studied
among the tourism students in Van. The main purpose of the study was to determine the effect
of service aptitude on lifelong learning tendency. In addition to this purpose, the study also
examined whether lifelong learning tendency and service disposition changes depending on
various demographic variables.

Method

Importance and purpose of the research

Service disposition can be expressed as the willingness of an employee to meet consumer
needs and provide high-quality service (Kusluvan & Eren, 2011). In the tourism industry, a
consumer needs to visit places where goods and services are produced to complete their
purchasing behavior (Meri¢ & Alioglu, 2023, p. 102). Therefore, an employee’s service disposition
is an important determinant of achieving consumer satisfaction in tourism businesses. Lifelong
learning tendency can be expressed as the desire of individuals to acquire the knowledge and
skills they need throughout their lives (Coskun & Demirel, 2012, p. 110). Lifelong learning
contributes to the self-development of an individual, helping him to horne his problem-solving
skills for the better. This way, individuals' learning and research skills are developed and it
becomes easier for the individual to benefit and integrate with society.

When the literature is checked, one can come across various studies that analyse the
relationship between service disposition and issues such as job satisfaction, personality traits,
visitor satisfaction, and the marketing practices of the business (Erdogan & Arsal, 2016;
Kusluvan & Eren, 2011). Lifelong learning has generally been investigated within the scope of
topics such as innovation potential, personality traits, and self-efficacy perception (Yilmaz &
Beskaya, 2018; Ozgur, 2016). However, no study has been found in the literature review
examining the effect of service propensity on lifelong learning tendency.

The purpose of this research is to examine the effects of the service-providing disposition, which
affects the potential of tourism students to be successful in the service sector, on the lifelong
learning disposition of these individuals. The relationship between these two important variables
was studied in detail in the course of the research. In addition, the research analyzed whether
the service disposition and lifelong learning tendency displayed by tourism students change
relative to demographic variables.

Research hypotheses

We reached the following hypotheses by giving due consideration to the literature on the
research matter. Below are those hypotheses:

H1: Making the customer feel special, which is an aspect of the service disposition, has a
positive impact on the lifelong learning tendency.

H2: Understanding customer demands, which is an aspect of the service disposition, positively
affects the lifelong learning tendency.

H3: Offering services successfully, which is an aspect of the service disposition, positively
affects the lifelong learning tendency.

H4: Building personal relationships, which is an aspect of the service disposition, positively
affects the lifelong learning tendency.
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Research universe and sampling

The research universe consists of tourism students who studied tourism in Van in 2023. Since
it was impossible to reach the entire universe, a sampling method was used. In addition, since
the exact number of the universe could not be determined, calculations were made by applying
the infinite universe formula, so that it was confirmed that the sample represented the universe.
Data were obtained by using the convenience sampling technique. Institutions offering tourism
education in the research universe include: Van Yuzuncu Yil University Faculty of Tourism, Van
Yuzuncu Yil University Gevas Vocational School, Van Yuzuncu Yil University Van Vocational
School, Vestel Vocational and Technical Anatolian High School, Erek Vocational and Technical
Anatolian High School, Evliya Celebi Vocational and Technical Anatolian High School, Halide
Edip Adivar Vocational and Technical Anatolian High School.

Data collection tools

The technique that was used to obtain data in the study is the survey technique. Since
developing a new scale within the scope of the research could cause certain problems in terms
of validity and reliability, previously developed scales with proven validity and reliability were
used. Approval was received from the Ethics Committee in Van YuzincU Yil University (Date/
Decision No: 23.11.2023, 2023/28) for the survey.

The survey form consists of three sections. The first one consists of demographic questions in
order to determine the demographic data about the participants. This section asks certain
questions such as the gender, age, education level and place of residence of the tourism
students.

The second section includes 13 statements to measure service disposition. This scale,
developed by Donavan et al. (2004), is also called the customer orientation scale. The scale was
used in the same way as it was used in the research of Nese Cullu Kaygisiz (2016). The
statements in this section are categorized into four factors.

The third section of the survey form includes statements regarding the measurement of lifelong
learning tendencies. The scale developed by Erdogan and Arsal (2016) and introduced to the
literature was used in the survey form. The survey consists of 17 statements. The scale has a
two-factor structure: learning and development. For each statement in the second and third
sections, there is an list of choices: Strongly Disagree, Disagree, Partially Agree, Partially
Disagree, Agree, Strongly Agree.

Data collection tools

Data collected in the course of the research was analysed by using SPSS 28, a statistical
package program, and answers to the research questions were prompted. To analyze such data,
correlation analysis was used to determine the direction and intensity of the relationship
between the variables; regression analysis was used to determine the effect of the independent
variable on the dependent variable, T test and One Way ANOVA (one-way analysis of variance)
were used to measure the difference between the groups. Arithmetic mean, one of the basic
determinant statistics, was used to determine the lifelong learning and service disposition levels
of tourism students. Frequency and percentage distribution were used to find out the
demographic characteristics of the participants. In addition, a factor analysis was varried out to
check the validity and reliability of the scales.

Findings
In the first section of the survey form used as a data collection tool in the research, some

questions were asked to participants to find out their demographic characteristics. These
demographic characteristics are expressed as frequencies and percentages in the table below.
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Table 1 Demographic characteristics of the participants

n %
Gender Men 71 17,6
Women 337 82,4
Age Under 18 yearsold 159 389
18-23 years old 192 46,9
Over 23 years old 58 14,2
High School 199 48,7
Education Level Associate Degree 86 21,0
Bachelor's Degree 111 27.1
Master's Degree 13 32
Experience in tourism industry Less than 1 year 322 787
1-3 years 58 142
More than 3 years 29 7.1
Family lives in: Village-Town 49 12.0
District 82 20.0
Province 152 372
Metropolitan 126 30.8

The distribution of the study participants is 17.6% male and 82% female. The vast majority of
the participants are women. A review of the table shows that 38.9% are under the age of 18
while 46.9% are between the ages of 18-23 and 4.2% are over the age of 23. 48.7% of the
participants are high school students, 21.0% associate degree students, 27.1% undergraduate
students and 3.2% graduate students. When the tourism industry experience is examined, it is
seenthat 78.7% have less than 1 year work experience, 14.2% have 1-3 years of work experience,
7.1% have more than 3-year work experience. It is seen that 12.0% of the participants' families
live in villages and towns, 20.0% in districts, 37.2% in provinces and 30.8% in metropolitan areas.
The families of the vast majority of the participants live in provinces and metropolitan areas by
in such rates that are close to each other.

Arithmetic means were used to reveal the general perception of the service disposition scale and the
lifelong learning scale. The mean and standard deviation values of the variables are presented in the table
below. The table also reflects Cronbach's Alpha values. In social sciences, the calculation of Cronbach's
Alpha internal consistency value is the most common system used for scale reliability Cronbach's alpha
coefficient takes a value between 0 and 1, and the closer this value is to 1, the greater the consistency
(Meric, 2017). The reliability analyzes of the scales used in the research were calculated separately for
each scale and each item in the scales.

Table 2 Averages of variables

Scales Mean Standard Deviation Cronbach Alpha
Service Delivery Disposition Scale 3,75 885 924
Making the customer feel special 3,83 1,07 875
Understanding customer needs 3,46 967 810
Delivering successful services 4,03 1,05 872
Building personal relationships 3,72 1,11 762
Lifelong Learning Tendencies Scale 3,94 ,902 ,957
Learning 3,91 919 ,935
Development 4,00 ,939 ,898

When the mean values of the variables are examined, the highest value (4.03) has been assigned
to the dimension of the service disposition scale, , and the lowest value 3.46 to the dimension
of understanding customer requests. The highest standard deviation value of the mean of the
variables is 1.11 and the lowest standard deviation value is 0.885. The participants were
generally in agreement with the statements of the service disposition and lifelong learning
tendency scale. It is seen that the Crombach Alpha values of all factors are close to 1 and greater
than 0.70. As a result of the analysis, the data can be said to be reliable
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A correlation analysis was performed to determine the relationship between variables.
Correlation analysis allows calculating whether a variable is related to another variable and, if
so, the direction and intensity of this relationship. The correlation coefficient is between -1 and
+1. As the coefficient approaches +1, it means there is a positive relationship between the two

variables, and as it approaches -1, it means there is a negative relationship between them
(Gegez, 2010).

Table 3 Relations between variables

**p < 0,01 SPTS MCFS UCR PSS EPR LLTS L D
SPTS 1

MCFES ,890** 1

UCR ,833** ,604** 1

PSS ,858** ,/28** ,567%* 1

EPR ,/87** ,591** ,596** ,630** 1

LLTS [ 73%* ,/33*%* 574** ,/12%* 574** 1

L ,/58** 1T+ ,572%* ,707%* ,558** ,086%* 1

D ,/45%* [/ 271%* ,535%* ,681** ,563** ,053** ,898** 1

SPTS: Service Provision Disposition Scale
MCFS: Making the Customer Feel Special
UCR: Understanding Customer Wishes
DSS: Delivering Successful Services

BPR: Building Personal Relationships
LLTS: Lifelong Learning Tendency Scale
L: Learning

D: Development

As it is obvious from Table 3, a positive significant relationship was found between the overall
scale and sub-dimensions of the service disposition and lifelong learning tendency. The
relationship is significant at the 0.007 level. When the correlation coefficients of the current

relationship are examined, it can be argued that there is a strong relationship between the
variables.

Regression analysis allows the explanation of the relationship between two or more variables
with a mathematical equation by setting aside one of them as a dependent variable and the
others as independent variables. The regression analysis aims at explaining the relationship
between the dependent and independent variables and at determining how many of the changes
observed in the dependent variable are explained by the independent variables by looking at the
coefficient of determination (Buyukozturk, 2007).

Table 4 The effect of service disposition on lifelong learning tendency

B Std. Error  t p F Durbin Watson ~ R2
997 121 8.209  0.000
Making the Customer Feel Special .327 .040 8.100  0.000
Understanding Customer Wishes 105 .039 2.698 0.007 164.73 1.917 0.620
DeliveringSuccessful Services 271 041 6.546  0.000
Building Personal Relations 063 .035 1.823  0.069

Dependent Variable: Lifelong Learning Tendency

Table 4 shows the results of the regression analysis. When the Durbin Watson coefficient is
examined, it can be said that the coefficient is within the expected value range and therefore the
analysis is valid. When the P value is taken into account, it is seen that all dimensions of service
provision, except the dimension of establishing personal relationships, have a positive and

significant effect on the lifelong learning tendency. Service provision disposition shapes the
lifelong learning tendency by 62%.

T Test and One Way Avona analysis were conducted to determine if the lifelong learning and
service tendencylchange depending on demographic variables. The result of the analysis
showed significant differences only in terms of age, level of education and the experience
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intourism. Those identified differences and the groupsfrom which these differences originated
are demonstrated in the tables below.

Table 5 Comparison of scale scores by age

Standard . Post
Age Mean Deviation Sig. Hoc
< 4 A Under 18 years old 3.52 873 A-B
Service Delivery
Disposition Scale B 18-23years old 3.84 .883 10.09 0.000 A-C
C Over 23 years old 4.06 783 B-C
< A Under 18 years old 3.63 1.122
Making th t feel A-B
spocial | SOMETIEE T5 1893 years old 389 1061 5807 0003 4o
C Over 23 years old 416 875
» A Under 18 years old 3.17 929
Understand 1 A-B
D Standing customer - "5 93 vears old 361 956 121 0000 4o
C Over 23 years old 3.74 921
o A Under 18 years old 3.91 1.102
Del ful
Delivering successiul  ~5 555 ears od 06 Tod 8161 005
C Over 23 years old 4.28 .886
(o A Under 18 years old 3.43 1.051
Building personal A-B
relationships B 18-23years old 3.82 1.185 13.48 0.000 AC
C Over 23 years old 416 1.055
< » A Under 18 years old 372 908
Lifelong Learning A-B
Tendency Scale B 18-23years old 4.02 890 7,881 0.000 AC
C Over 23 years old 4,28 782
A Under 18 years old 3.69 902 AR
Learning B 18-23 years old 3.99 936 7.746 0.000 AC
C Over 23 years old 4.24 .770
A Under 18 years old 3.78 926 AR
Development B 18-23 years old 4.08 850 9.625 0.000 '
C Over 23 years old 4.35 .939

The table shows that lifelong learning and service disposition show significant differences by
the age variable. The groups between which the differences occur were analyzed with Post Hoc
test and the results are shown in the last column of the table. A general look at the table implies
that the older participants have more lifelong learning and service tendency.

Table 6 Comparison of scale scores by the level of education

) Standard . Post
Education Mean Deviation F Sig. Hoc
A High School 3..60 869
Service Delivery B Associate Degree 3.72 1.069 6790 0.000 A-C
Disposition Scale C Bachelor's Degree 3.96 .700 ’ ’ A-D
D Master's Degree 4.41 .565
A High School 3.70 1.074
Making the customer B Associate Degree 3.72 1.290 4529 0.004 A-C
feel special C Bachelor's Degree 4.07 832 ’ ’ A-D
D Master's Degree 4.44 848
A High School 3.25 1.074
Understanding B Associate Degree 3.52 .954 8126 0.000 A-C
customer needs C Bachelor's Degree 3.70 1.093 ' ’ A-D
D Master's Degree 4.13 797
A High School 3.94 1.086
Delivering succesful B Associate Degree 3.96 1.026 3014 0.030 A-C
services C Bachelor's Degree 419 .793 ’ ’ A-D
D Master's Degree 4.64 480
A High School 3.56 1.016
Building personal B Associate Degree 3.72 1.130 4939 0.002 A-C
relationships C Bachelor's Degree 3.90 992 ) ’ A-D
D Master's Degree 4.57 607
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A High School 3.79 1.115
Lifelong Learning B Associate Degree 3.87 .884 7526 0.000 A-C
Tendency Scale C Bachelor's Degree 419 1.154 ’ ’ A-D
D Master's Degree 4.61 .632
A High School 3.76 .898
. B Associate Degree 3.87 1.172 A-C
Learning C Bachelor's Degree 413 672 6.661 0.000 A-D
D Master's Degree 4.60 491
A High School 3.84 932
B Associate Degree 3.90 1.164 A-C
Development C Bachelor's Degree 4.30 666 8.213 0.000 A-D
D Master's Degree 4.62 467

As a result of the Anova test applied to determine whether the scale scores differ by the level of
education, all variables are seen to show significant differences. As a result of the Post Hoc test
applied to determine the groups from which the significant difference originates, it is seen that
undergraduate and graduate students have higher perceptions than high school students. In
this respect, it can be said that the higher the level of education is, the higher the tendency for
lifelong learning and the tendency to provide service is.

Table 7 Comparison of scale scores according to tourism sector experience

Tourism sector experience  Mean Stahdard Sig. Post
Deviation Hoc
Service Delivery A Lessthan 1 year 3.71 871
Disposition Scale B 1-3years 3.82 790 1.592 0.205
C More than 3 years 3.99 1.170
) A Lessthan 1 year 3.75 .885
xiré”pgelTi customer g3 cars 381 1051 529 0.529
C More than 3 years 3.87 1.014
Understanding A Lessthan 1 year 3.41 1.372
customer needs B 1-3years 3.54 949 2.885 0.047 A-C
C More than 3 years 3.84 904
Delivering successful A Lessthan 1 year 4.02 1.041
services B 1-3years 4.06 1.008 181 0.835
C More than 3 years 413 1.258
Building personal A Lessthan 1 year 3.65 1.131
relationships B 1-3years 3.93 .848 2.868 0.048 A-C
C More than 3 years 4.03 1.329
Lifelong Learning A Lessthan 1 year 3.89 914
Tendency Scale B 1-3years 412 .630 2.789 0.063
C More than 3 years 418 1.144
A Lessthan 1 year 3.86 927
Learning B 1-3years 4.08 .688 2.525 0.081
C More than 3 years 415 1.153
A Lessthan 1 year 3.95 .958 AB
Development B 1-3years 4.21 .629 2.883 0.037 AC
C More than 3 years 424 1.159
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When the sig. value calculated as a result of the Anova test is checked, it is obvious that the
majority of the values are greater than 0.05 and there is no significant difference. Significant
differences were observed in the dimensions of understanding customer requests, establishing
personal relationships and development. In the factor of understanding customer requests, the
perceptions of employees with a working period of more than 3 years are higher than those with
a working period of less than 1 year. The same difference is also seen in the dimension of
establishing personal relationships. Similar significant differences were observed in the
dimension of development. In general, it was observed that as the experience in the tourism
sector increases, the service provision disposition and lifelong learning tendency increase as
well

Conclusion and recommendations

This study examines the effect of service disposition on lifelong learning tendency and it
produced significant results. Calculations were made by a 95% confidence interval in the study.
The variable “making the customer feel special” has a significant effect on lifelong learning
tendency (p < 0.05). The willingness of a student studying tourism to make customers feel
special also boosts their lifelong learning tendency. A significant effect was also found within
the scope of the variable “understanding customer requests” (p = 0.007). A person capable of
understanding customer needs has a higher lifelong learning tendency. The dimension of
providing services successfully also has a significant effect on lifelong learning tendency (p <
0.05). It can be said that as the ability to provide services successfully increases, an individual's
lifelong learning tendency also increases. Of the service disposition variables, only the
dimension “building personal relationships” was not found to have a significant effect on lifelong
learning tendency (p = 0.069). As a result of the analyses, it can be stated that certain service
provision skills (making the customer feel special, understanding customer needs, providing
successful services) improve one’s lifelong learning tendency. These results mean that if a
tourism student’s service skills are developed, this, in turn, contributes to a rise in their lifelong
learning behavior. While H1, H2, H3 established within the scope of the research are accepted,
H4 hypothesis is rejected. The significance coefficient of the hypothesis that building personal
relationships among the service propensity dimensions positively affects lifelong learning
tendency is quite close to 0.05. However, since the research was performed with a 95%
confidence interval, the hypothesis was rejected. The reason for rejecting this hypothesis may
be attributable to the possibility that each participant perceived building personal relationships
differently. Building personal relationships is a broad concept that spans many meanings and
situations.

In the study, statistically significant variations were observed as a result of comparing the scale
scores by the age groups. The age groups of the participants (under 18, between 18 and 23, and
over 23) are suitable for categorizing the participants as adults and children. The collected
information shows that the tendency to provide service and the tendency to lifelong learning
increase with age. This result is similar to the results of the research carried out by Gunug,
Odabas! and Kuzu (2012). Knapper and Cropley (2000) state that lifelong learning is a behavior
that can be seen in all age groups; they argue, however, that the tendency of adult learners to
learn lifelong is greater than that of child learners. The fact that the tendency of tourism-studying
students who are older to provide service is greater than that of younger students demonstrates
that adulthood enhances the tendency to provide service.

The level of education is an indicator of an individual's ability to have access to, understand and
evaluate information. In general, as the level of education increases, both the tendency for
lifelong learning and the tendency to provide service increase. Individuals with a higher level of
education can have access to more resources, and improve their analytical thinking skills to
solve complex problems, backed by a more open attitude towards learning (Yilmaz & Beskaya,
2018, p. 161). These situations also cause the tendency for lifelong learning to be high. The fact
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that the tendency to provide service increases as the level of education increases is an indicator
that the tourism education given to students increases the tendency to provide service, in other
words, that the tourism schools in Van province train willing and enthusiastic tourism
professionals.

Lifelong learning tendency and service propensity showed significant differences according to
students' experience in the tourism sector. As this experience gets deeper, both service
propensity and lifelong learning tendency increase. This shows that working in the tourism
industry contributes to service disposition and an employee's enhanced willingness to learn
lifelong.

The research has found out that the level of service disposition displayed by tourism-studying
in Van is quite high. Moreover, these students are eager and inclined to lifelong learning. It has
been observed that as the level of education, age and tourism sector experience increases, the
perception of service propensity and lifelong learning propensity also increases. This evidences
that tourism schools contribute to the service disposition and the individuals' propensity for
lifelong learning. Among the main purposes of tourism schools is to contribute to employment
in the service sector. The significant results from the the research indicate that this contribution
increases the service disposition and this increase is, in turn, effective in lifelong learning.

This research is limited to students studying tourism in Van. This may be determined by
researches to be carried out based on data from different methods in different provinces and
consequently, various comparisons can be made. Although modern society does not regard it a
highly prestigious job to work in the service sector with an aptitude to provide services y, it is
thought that the fact that this aptitudeness solidifies lifelong learning will provide a better life for
those who choose a career in this field.
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OZET

Hizmet verme yatkinligi bireylerin hizmet sunma konusunda elde ettikleri bilgileri uygulama istekliligi olarak
ifade edilebilir. Yasam boyu 6grenme anlayisl, 6grenmenin zamansal ve mekansal sinirlamalardan bagimsiz
oldugunu kabul eder ve 6grenme isteginin her yerde gerceklesebilecegini vurgular. Yasam boyu 6grenme
kisisel gelisimin surekliligini gosteren pozitif bir kavramdir. Turizm 6grencilerinin hizmet verme istekliliginin ve
yasam boyu 6grenme davranisinin belirlenmesini igeren bu arastirmada veri elde etmek icin nicel yontem
kullanilmistir. Arastirmanin amacl, turizm ogrencilerinin hizmet verme yatkinliginin yasam boyu 6grenme
egilimine etkisini belirlemektir. Arastirma evrenini Van ilinde 6grenim goren turizm ogrencileri olusturmaktadir.
Arastirmada veri elde edilirken 6rneklem segimine gidilmis ve kolayda orneklem yontemi segilerek yedi farkli
egitim kurumdan veri toplanmistir. YUz ylze ve cevrimici olarak 408 katiimcidan veri toplanmistir. Arastirma
sonucunda hizmet verme yatkinligi ile yagsam boyu 6grenme egilimi arasinda gugli pozitif bir iligki oldugu
tespit edilmistir. Ayrica hizmet verme yatkinliginin musteriye 6zel oldugunu hissettirme, musteri isteklerini
anlama ve hizmetleri basarili bir sekilde sunma boyutlarinin yasam boyu 6grenme egilimi Gizerinde pozitif yonli
ve anlamli bir etkisi oldugu sonucuna ulasiimistir.

ANAHTAR KELIMELER

Yasam boyu 6grenme, hizmet verme yatkinligi, turizm ogrencileri.

Giris

Egitim, bireyin kisisel, zihinsel, fiziksel ve sosyal gelisim alanlarina katki saglayan ve ihtiyag
duydugu bilgi donanimini sunan temel bir hak olarak kabul edilmektedir. Egitim ilerlemenin en
onemli araclarindan biri olarak kabul edilmektedir. Ancak guntmuzdeki hizli degisim, egitim
kurumlarinda edinilen bilgi ve becerilerin zamanla yetersiz hale gelmesine neden olmustur. Bu
nedenle, 6grenme ve dusunme becerilerine dayali, strekli veya yasam boyu egitim gibi kavramlar
giderek daha onemli hale gelmistir (Aktepe, 2005, s. 16-17).

Yasam boyu 6grenme, bireylerin hayatlarinin her doneminde katildiklari 6grenme faaliyetleri ile
kisisel, mesleki ve sosyal gelisimlerini surekli olarak desteklemelerini ifade eden bir kavramdir.
Bu yaklasim, 6grenmenin sureklilik arz ettigini ve sadece belirli bir yasam donemi ile sinirli
olmadigini vurgular (Kurt, 2008). Dolayislyla, yasam boyu 6drenme kavrami, bireylerin bilgiye
erisimini artirir, mesleki ve kisisel gelisimlerini destekler, yeni beceriler kazandirir ve yasamlarinin
her alaninda kendilerine fayda saglar. GUnumuzde yasam boyu 6grenme, bireylerin degisen
dinya kosullarina uyum saglamak, is hayatinda basarili olmak, sosyal hayatta aktif olmak, kisisel
gelisim ve tatmin saglamak igin son derece dnemlidir (Adams, 2007, s. 1069).

Yasam boyu 6grenme yaklasimi, geleneksel egitim anlayisindan farklidir ve bireylerin 6grenmeyi
bir yasam tarzi haline getirmeleri ile ilgilidir. Geleneksel orgun egditim kurumlari, belirli bir yas
donemi igin tasarlanmisken, yasam boyu 6grenme anlayisi 6grenmenin sadece belirli bir yas
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dilimine sinirl olmadigini savunmaktadir (Crow, 2006). Yasam boyu 6drenme slreci ayrica
bireylerin  kendilerini tanimalarina, kisisel gelisimlerini desteklemelerine, 6zguvenlerini
artirmalarina ve bittnsel bir kisilik gelistirmelerine yardimei olabilir (Samanci ve Ocakgl, 2017, s.
713).

Turizm sektort, onemli bir istihdam kaynagidir ve ekonomik agidan da buyuk getiriler
saglamaktadir. Turizm hareketliligi ekonominin yani sira onemli sosyal ve kulturel etkiler de
olusturmaktadir (Merig¢ ve Erten, 2020, s. 421). Ancak, egitimli isglcinin azhdr turizm
sektortnun karsilastigl temel sorunlardan biridir. Yapilan arastirmalar, turizm egitimi alan
ogrencilerin bircogunun mezuniyet sonrasi sektorde ¢alisma niyetinde olmadiklarini ve bir stre
sonra sektorden ayrildiklarini gostermektedir. Ayrica, sektorde galisanlarin onemli bir kisminin
da turizm egitimi almamis oldugu arastirmalar ile ortaya konulmustur (Altman ve Brothers, 1995;
Tlrkay ve Yagcl, 2007; Kusluvan ve Eren, 2011). Bu durumu asmak igin kamusal bazi girisimler
gerceklestirilmistir. Bu girisimlerden en dikkat ¢ekeni son yillarda turizm egitimi veren kurum
sayisinin artisi olarak ifade edilebilir. 2000 yilindan 6nce turizm egitimi veren okul sayisi ile
gunumuzde egitim veren okul sayilari dikkate alindiginda buytk bir kapasite artirnminin oldugu
gortlmektedir (Boylu ve Arslan, 2014, s. 82).

Ister temel egitim ister zorunlu egitim olsun turizm egitimi veren kurumlarin gogunun temel
amaci turizm sektorinde istihdam edilecek nitelikli adaylar yetistirmektir. Diger bir ifade ile
ogrencilerin hizmet verme yatkinliginin saglanarak hizmet kalitesinin arttiriimasi, tlke turizmiicin
oldukga 6nemlidir. Hizmet, genel olarak bir ihtiyaci veya talebi karsilamak igin sunulan ve fiziksel
olmayan bir degerdir. Bir restoranin musterilerine yemek servisi yapmasi, bir bankanin
musterilerine finansal danismanlik saglamasi, bir hastanenin hastalarina saglk konusunda
destek sunmasi hizmete ornek olarak verilebilir (Parasiz, 2013). Turizm sektord, Ulkelerin
ekonomilerinde onemli bir yere sahiptir ve hizmet sektorinin onemli bir alt dalidir. Turizm
sektortinde hizmet verme yatkinligi, turizm isletmelerinde ¢alisan personelin musterilere yonelik
olarak sundugu hizmetlerin kalitesini ve verimliligini belirleyen dnemli bir faktordir.

Hizmet verme yatkinligi, kisinin hizmet sunma konusundaki dog@al egilimini ifade eder. Hizmet
verme yatkinligi ¢alisanlarin musteriye 6zel oldugunu hissettirme, musteri isteklerini anlama,
hizmetleri basarili bir sekilde sunma ve musteri ile etkin kisisel iliski kurma becerisi ile ilgilidir
(Donavan vd., 2004). Hizmet sunulurken bu durumlarin basarili bir sekilde olusmasi galisanin
hizmet sunmaya yatkin oldugunu gosterir.

Turizm isletmeleri icin calisanlar, musterilere mukemmel hizmet sunma, tuketici beklentilerini
karsilama, rekabet avantaji saglama ve ustin kurumsal performans elde etme konularinda
onemli bir kaynaktir. Turizm isletmeleriicin calisanlarin roluntn kritik onemde oldugunu anlamak
hem isverenlerin hem de calisanlarin yarari igin 6nemlidir (Kusluvan ve Eren, 2011). Turizm
isletmelerin diger isletmelerle rekabet edebilmesi icin, kendi isletmelerini digerlerinden farkli
kilan ozelliklerini 6n plana gikarmalari gerekmektedir (Merig, 2020, s. 2395). Bunu yapmak igin
ise iyi egitilmis, donanimli ¢alisanlara ihtiya¢ duyulmaktadir. Bu nedenle gunumuzde isletmelerin
yonetim anlayisini galisanlari anlama ve calisanlarin yenilik¢i yonlerini degerlendirme Uzerine
sekillendirdigi gortlmektedir (Gullice vd., 2018, s. 197).

Turizm sektord, surekli degisen ve gelisen bir sektordur. Bu degisime ayak uydurmak icin
galisanlarinin yeni egilimlere ve musteri beklentilerine hizla adapte olabilmesi gerekir. Bu durum
sektorde calisanlarin surekli olarak gelismeye ve 6grenmeye istekli olmasini diger bir ifade ile
yasam boyu 6grenmeye egilimli olmasini gerektirir (Dogan ve Kavtelek, 2015, s. 85). Yasam boyu
ogrenme egilimi, sektortinde kariyer yapmayi hedefleyen bireylerin bu hedeflerine ulasmasini
kolaylastirir. Yasam boyu ogrenme egilimi, ogrencilerin  sektordeki degisimlere uyum
saglamalarina, kisisel ve profesyonel gelisimlerine de katki saglar. Bu nedenle, turizm egitimi
veren kurumlarin 6grencilerin yagsam boyu o6grenme egilimlerini destekleyen bir 6grenme ortami
olusturmalari dnemlidir (Emekli, 2011).
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Bu calismada, hizmet verme yatkinliginin yasam boyu ogrenme egilimine etkisi Van ilindeki
turizm ogrencileri 6zelinde arastirimistir. Arastirmanin temel amaci hizmet verme yatkinhginin
yasam boyu o6grenme egilimine etkisini belirlemektir. Calismada bu amacin yani sira yasam
boyu 6grenme egilimi ve hizmet verme yatkinliginin gesitli demografik degiskenlere gore farklilik
gosterip gostermedigi de incelenmistir.

Yontem

Aragtirmanin 6nemi ve amaci

Hizmet verme yatkinligi calisanlarin tiketici gereksinimlerini karsilama ve kaliteli hizmet verme
konusunda istekli olmasi seklinde ifade edilebilir (Kusluvan ve Eren, 2011). Turizm sektorinde
tuketicinin satin alma davranisini tamamlamasi igin mal ve hizmetin Uretildigi yere gitmesi
gerekir (Meri¢ ve Alioglu, 2023, s. 102). Bu nedenle galisanlarin hizmet verme yatkinligi, turizm
isletmelerinin tuketici tatmini olusturmasinda onemli bir belirleyicidir. Yasam boyu 6grenme
egilimi, kisilerin gereksinim duydugu bilgi ve becerileri yasamlari boyunca elde etme arzusu
olarak ifade edilebilir (Coskun ve Demirel, 2012, s. 110). Yasam boyu o6drenme kisilerin
gelisimine katki saglayarak problem ¢ozme becerisi kazandirir. Bu sayede kisilerin 6grenme ve
arastirma becerisi gelistirilir ve kisinin topluma fayda saglamasi ve toplumla butlinlesmesi
kolaylasir.

Literatlr incelendiginde hizmet verme yatkinhiginin; is tatmini, kisilik oOzellikleri, ziyaretgi
memnuniyeti, isletmenin pazarlama uygulamalari gibi konularla iligkisinin incelendigi cesitli
arastirmalara rastlanmistir (Erdogan ve Arsal, 2016; Kusluvan ve Eren, 2011). Yasam boyu
ogrenme ise genellikle; yenilikgilik potansiyeli, kisilik ozellikleri, 6zyeterlilik algisi gibi konular
kapsaminda arastirilmistir (Yilmaz ve Beskaya, 2018; Ozgur, 2016). Ancak yapilan literatir
taramasinda, hizmet verme yatkinliginin yasam boyu 6grenme egilimine etkisinin incelendigi bir
arastirmaya rastlanmamistir.

Bu arastirmanin amaci, turizm ogrencilerinin hizmet sektorinde basarili olma potansiyelini
etkileyen hizmet verme yatkinliginin bu kisilerin yasam boyu ogrenme egilimlerine etkisini
incelemektir. Arastirma ile bu iki onemli degisken arasindaki iliski ayrintili bir sekilde
incelenmistir. Ayrica arastirma ile turizm ogrencilerinin hizmet verme yatkinliginin ve yasam
boyu 6grenme egilimlerinin demografik degiskenlere gore farklilik gosterip gostermedigi analiz
edilmistir.

Aragtirmanin hipotezleri

Arastirma kapsaminda konu ile ilgili literatir dikkate alinarak asagidaki hipotezler
olusturulmustur. Hipotezler su sekildedir:

H1: Hizmet verme yatkinligi boyutlarindan musteriye 6zel oldugunu hissettirme, yasam boyu
ogrenme egilimini pozitif yonde etkiler.

H2: Hizmet verme yatkinligi boyutlarindan musteri isteklerini anlama, yasam boyu 6grenme
egilimini pozitif yonde etkiler.

H3: Hizmet verme yatkinli§i boyutlarindan hizmetleri basarili bir sekilde sunma, yasam boyu
ogrenme egilimini pozitif yonde etkiler.

H4: Hizmet verme yatkinligi boyutlarindan kisisel iligki kurma, yasam boyu 6grenme egilimini
pozitif yonde etkiler.

Aragtirmanin evreni ve orneklemi

Arastirmanin evreni 2023 yilinda Van ilinde turizm egitimi alan turizm ogrencileri
olusturmaktadir. Evrenin tamamina ulasmak olanaksiz oldugu icin orneklem alma yoluna
gidilmistir. Ayrica evrenin tam sayisi elde edilemedigi igin sonsuz evren formulu ile hesaplama
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yapilmis, orneklemin evreni temsil ettigi dogrulanmistir. Veriler kolayda orneklem teknigi ile elde
dilmistir. Arastirma evreninde turizm egitimi veren kurumlar; Van Yizinci Yil Universitesi
Turizm Fakdiltesi, Van Yizincu Yil Universitesi Gevas Meslek Yiksekokulu, Van Yizinci Yil
Universitesi Van Meslek Yiiksekokulu, Vestel Mesleki ve Teknik Anadolu Lisesi, Erek Mesleki ve
Teknik Anadolu Lisesi, Evliya Celebi Mesleki ve Teknik Anadolu Lisesi, Halide Edip Adivar Mesleki
ve Teknik Anadolu Lisesi seklindedir.

Veri toplama araglari

Arastirmada veri elde etmek icin anket teknigi kullaniimistir. Arastirma kapsaminda yeni bir dlgek
gelistirmek gecerlilik ve guvenilirlik agisindan birtakim sorunlara neden olabilecegi igin konu
hakkinda daha onceden gelistiriimis gecerlilik ve guvenilirligi kanitlanmis olan olgekler
kullanilmistir. Anket igin Van Yizincl Yil Universitesi Etik Kurulu'ndan (Tarih/Karar No:
23.11.2023,2023/28) onay alinmistir.

Anket formu Ug¢ bolimden olusmaktadir. Anket formunun birinci bolimd, katiimcilara ait
demografik verilerin belirlenmesi amaciyla demografik sorulardan olusmaktadir. Bu bolimde
turizm ogrencilerinin cinsiyeti, yasi, egitim duzeyi ve ailesinin yasadigi yer gibi sorular yer
almaktadir.

Anket formunun ikinci bolimUnde ise hizmet verme yatkinliginin olgilmesine dair 13 ifade yer
almaktadir. Donavan ve arkadaslar (2004) tarafindan gelistirilen bu 6lgek musteri odakliligi
olgegi olarak da adlandirimaktadir. Olgek, Nese Cullu Kaygisiz (2016) 'In arastirmasinda
kullandigi hali ile kullaniimistir. Bu bolimdeki ifadeler dort faktor olarak siniflandiriimistir.

Anket formunun Ucluncd bolimu ise yasam boyu 6grenme egilimlerinin 6lcilmesine dair ifadeler
yer almaktadir. Anket formunda Erdogan ve Arsal (2016)'In olusturup literatlire kazandirdigi
olgek kullanilmistir. Anket 17 ifadeden olugmaktadir. Olgek; 6grenme ve gelisim seklinde iki
faktorlu bir yapidadir. Ikinci ve Gglncu bolimdeki her bir ifade icin; Kesinlikle Katilmiyorum,
Katilmiyorum, Kismen Katiliyorum Kismen Katilmiyorum, Katiliyorum, Kesinlikle Katiliyorum
seklinde bir tercih listesi bulunmaktadir.

Veri analizi

Arastirma kapsaminda elde edilen verilerin analizi bir istatistik paket programi olan SPSS 28 ile
yapilmis ve arastirma sorularina cevap aranmistir. Verileri analiz etmede, degiskenler arasindaki
iliskinin yonunu ve siddetini belirlemek igin korelasyon analizi, bagimsiz degiskenin bagimli
degisken Uzerindeki etkisini belirlemek igin regresyon analizi, guruplar arasi farklihgi 6lgmek icin
T testi ve One Way ANOVA (tek yonld varyans analizi) kullanilmistir. Turizm 6grencilerinin yagsam
boyu 6grenme ve hizmet verme yatkinigini duzeylerinin belirlenmesi icin temel belirleyici
istatistiklerden aritmetik ortalama kullaniimistir. Katilimcilara iliskin demografik 6zellikleri ortaya
koymak icin ise frekans ve yuzdelik dagiimdan yararlaniimistir. Ayrica olgeklerin gegerliligi ve
guvenilirligi icin faktor analizi yapilmistir.

Bulgular

Arastirmada veri toplama araci olarak kullanilan anket formunun ilk boliminde katilimcilarin
demografik ozelliklerini belirlemek amaciyla bazi sorulara yer verilmistir. Katiimcilarn
demografik ozellikleri asadidaki tabloda frekans ve ylizde olarak sunulmustur.

Tablo 1 Katilimcilarin demografik 6zellikleri

n %
Cinsiyet Erkek 71 17,6
Kadin 337 82,4
18 yasindan kiguk 159 38,9
Yas 18-23 yas 192 46,9

23 yasindan blyuk 58 14,2
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Lise 199 48,7
Egjitim Diizeyi O'n lisans 86 21,0
Lisans 111 271
Yiksek lisans 13 3,2
1yildan az 322 78,7
Turizm Sektor Deneyimi 1-3 vl 58 14,2
3yildan fazla 29 7,1
Koy-Kasaba 49 12,0
_— o lice 82 20,0
Ailenin yasadigi yer T ) 372
Buyuksehir 126 30,8

Arastirmaya katilanlar %17,6 erkek, % 82 kadin seklinde dagihm gostermektedir. Katihmcilarin
buyuk cogunlugunu kadinlar olusturmaktadir. Tablo incelendiginde %38,9'u 18 yastan kuguk
%46,9'u 18-23 yas araliginda ve %4,2'si ise 23 yastan buyuktdr. Katihmcilarin % 48,7'si lise %21.0'
on lisans %27,1'i lisans ve %3,2'si ise yuksek lisans ogrencisidir. Turizm sektort deneyimine
bakildiginda % 78,7'si 1 yildan az %14,2'si 1-3 yil araliginda %7,1'i 3 yildan fazla is deneyimine
sahip oldugunu gortlmektedir. Katiimcilarn ailesinin yasadigi yerin % 12,0't kdy kasaba %20,0'i
ilce %37,2 il ve %30,81 buyuksehir oldugu gortlmektedir. Arastirmaya katilanlarin buyuk
¢cogunlugunun aileleri birbirine yakin oranlar ile il ve buyuksehirlerde yagsamaktadir.

Hizmet verme yatkinligi olgedi ve yasam boyu ogrenme olgegine ait genel algiy ortaya koymak
icin aritmetik ortalamalardan faydalaniimistir. Degiskenlere ait ortalama ve standart sapma
degerleri asagidaki tabloda sunulmustur. Tabloda ayrica Cronbach Alpha degerleri yer
almaktadir. Sosyal bilimlerde, olgek guvenilirligine yonelik kullanilan en yaygin sistem
Cronbach’s Alpha i¢ tutarlilik degerinin hesaplanmasidir. Cronbach’s alpha katsayisi O, ile 1
arasinda deger almakta ve bu degerin 1'e yaklagmasi tutarliligin arttigini gostermektedir (Merig,
2017). Arastirma kapsaminda kullanilan dlgeklerin gtivenilirlik analizleri her bir dlgek ve olgekler
deki her bir madde icin ayri ayri hesaplanmistir.

Tablo 2 Degigkenlere iliskin ortalamalar

Olcekler Ortalama Standart Sapma Cronbach Alpha
Hizmet Verme Yatkinhigi Olcegi 3,75 885 924
Musteriye 0zel oldugunu hissettirme 3,83 1,07 875
Musteri isteklerini anlama 3,46 967 810
Hizmetleri basarili bir sekilde sunma 4,03 1,05 872
Kisisel iligki kurma 3,72 1,11 762
Yasam Boyu Ogrenme Egilimleri Olgegi 3,94 902 957
Ogrenme 3,97 919 935
Gelisim 4,00 ,939 ,898

Degiskenlerin ortalamalarina bakildiginda en ytksek deger 4,03 ile hizmet verme yatkinhgi
olgeginin hizmetleri basaril bir sekilde sunma boyutuna aittir. En dlsuk degere sahip ortalama
ise 3,46 ile musteri isteklerini anlama boyutuna aittir. Deg@iskenlere ait ortalamanin en yuksek
standart sapma degeri 1,11 en dusUk standart sapma degeri 0,885 seklindedir. Hizmet verme
yatkinligi ve yasam boyu 6grenme egilimi olgedi ifadelerine katimcilar genel olarak katiliyorum
yonunde gorus belirtmistir. Tum faktorlere ait Crombach Alpha degerlerinin 1'e yakin oldugu ve
0,70'den buyuk oldugu gorulmektedir. Yapilan analiz sonucunda verilerin guvenilir oldugu
belirtilebilir.

Degiskenler arasindaki iliskiyi belirlemek igin korelasyon analizi yapiimistir. Korelasyon analizi,
bir degiskenin baska bir degisken ile iliskisinin olup olmadigini ve eger iliski varsa bu iligkinin
yonunu ve siddetini hesaplamayi saglar. Korelasyon katsayisi -1 ile +1 arasinda deger
almaktadir. Bu katsayi +1 e yaklastikga iki degiskenin arasinda pozitif iligkinin -1 e yaklastikca iki
degiskenin arasinda negatif iliskinin oldugu anlasilir (Gegez, 2010).

Tablo 3 Degigkenler arasindaki iligki
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**p <001 HVYO MOOI MiA HBBSS KiK YBOEO 0 G
HVYO 1

MOOI 800** 1

MIA 833%* 604%* 1

HBBSS 858%* 728%* 567%* 1

KIK 787%* 597** 596%* 630%* 1

YBOEO 773%% [ 733%% |57 4%% 712%% |57 4%% 1

0 758%* NARES 572%% 707%* 558%% 086+ 1

G JA5%* T27%* 535%* 6871%* 563%% Q53 808%*

HVYO: Hizmet Verme Yatkinhgi Olcegi

MOOI: Miisteriye 6zel oldugunu hissettirme
MIA: Misteri isteklerini anlama

HBBSS: Hizmetleri basarili bir sekilde sunma
KIK: Kisisel iligki kurma

YBOEO: Yasam Boyu Ogrenme Egilimleri Olcegi
0: Ogrenme

G: Geligsim

Tablo 3 de gorildugu tzere hizmet verme yatkinligi ve yasam boyu 6grenme egilimi dlceginin
geneli ve alt boyutlar arasinda pozitif anlamli bir iliski tespit edilmistir. iliski 0,001 dizeyinde
anlamhidir. Mevcut iligkinin korelasyon katsayilarina bakildiginda degiskenler arasinda siddetli bir
iliski oldugu ifade edilebilir.

Regresyon analizi aralarinda iliski olan iki ya da daha fazla degiskenden birinin bagiml degisken
digerlerinin bagimsiz degiskenler olarak ayrimi ile aralarindaki iliskinin bir matematiksel esitlik ile
aciklamayi saglar. Regresyon analizinde amag bagimliile bagimsiz degiskenler arasindaki iligkiyi
aciklamak determinasyon katsayisina bakilarak bagimsiz degiskenlerin bagimli degiskende
gozlenen degismelerin ne kadarini agikladigini belirlemektir (Blyukoztirk, 2007).

Tablo 4 Hizmet verme yatkinliginin yasam boyu 6grenme egilimine etkisi

B Std. Hata  t p F Durbin Watson ~ R2
Sabit 997 121 8,209 0,000
Musteriye 6zel oldugunu 327 040 8100 0,000
hissettirme
Musteri isteklerini anlama 105,039 2698 0007 16473 1917 0,620
Hizmetleri basaril bir sekilde 271 041 6,546 0,000
sunma
Kisisel iliski kurma ,063 035 1,823 0,069

Bagimli Degisken: Yasam Boyu Ogrenme Egilimi

Tablo 4 de regresyon analizi sonuclarina yer verilmistir. Durbin Watson katsayisina bakildiginda
katsayinin beklenen deger araliginda oldugu dolayisi ile analizin gegerli oldugu ifade edilebilir. P
degeri dikkate alindiginda kisisel iliski kurma boyutu hari¢ hizmet verme boyutlarinin tamaminin
yasam boyu 6grenme egilimi Uzerinde pozitif anlamli bir etkisi oldugu gortlmektedir. Hizmet
verme yatkinligi yasam boyu 6grenme egilimini %62 oraninda sekillendirmektedir.

Yasam boyu ogrenme ve hizmet verme yatkinliginin demografik degiskenlere gore farklilik
gosterip gostermedigini belirlemek igin T Testi ve One Way Avona analizi yapiimistir. Yapilan
analizler sonucunda yalnizca yas, egitim durumu ve turizm sektort deneyimi agisindan anlamili
farkliliklar bulunmustur. Bulunan farkliliklar ve farkliliklarin hangi gruplardan kaynaklandig
asagidaki tablolarda belirtiimistir.

Tablo 5 Olgek puanlarinin yasa gore karsilastirimasi

o Standart . Post
Degisken Yas Ort. Sapma F Sig. Hoc
A 18den kiiglk 3,52 873 A-B
Hizmet Verme Yatkinhgi Olcegi B 18-23 3,84 ,883 10,09 0,000 A-C
C  23'den blyluk 4,06 ,783 B-C
Musteriye 6zel oldugunu A 18den kuguk 3,63 1,122 A-B
hissettirme B 18-23 3,89 1,061 5807 0,003 A-C
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C  23den biiyiik 416 875
A 18'den kiglk 3,17 929 AB
MUsteri isteklerini anlama B 18-23 3,671 956 11,21 0,000 AC
C 23'den blyik 3,74 921
. ) ) ) A 18'den kiglk 3,91 1,102
?&znr:qeglen basaril bir sekilde B T893 — 4,06 1042 3161 0,057
C  23'den blyluk 4,28 ,886
A 18'den kiglk 343 1,051 A
Kisisel iligki kurma B 18-23 3,82 1,185 13,48 0,000 AC
C 23'den blyuk 416 1,055
. . . A 18'den kigik 3,72 ,908
g?g:grln Boyu Ogrenme Egilimleri 573 — 402 890 7881 0000  h
C 23'den blyik 4,728 782
) A 18'den kiglk 3,69 ,902 AB
Ogrenme B 18-23 3,99 ,936 7,746 0,000 AC
C 23'den blyik 424 770
A 18'den kiglk 3,78 926 AB
Gelisim B 18-23 4,08 ,850 9,625 0,000 AC
C 23'den biyuk 4,35 ,039

Tabloda yasam boyu 6grenmenin ve hizmet verme yatkinliginin yas degiskenine gore anlamli
farkliliklar gosterdigi gortlmektedir. Farkliliklarin hangi gruplar arasinda oldugu Post Hoc testiile
analiz edilmis ve tablonun son sttununda gosterilmistir. Tablo genel olarak degerlendirildiginde
yas! buyuk olan katilimcilarin yasam boyu 6grenme ve hizmet verme yatkinliklarinin daha fazla
oldugu gortlmektedir.

Tablo 6 Olgek puanlarinin egitim dizeyine gére karsilastirimasi

.. . Standart : Post
Degisken Egitim Ort. Sapma F Sig. Hoc
A Lise 3,60 ,869
) Lo B OnLisans 3,72 1,069 A-C
Hizmet Verme Yatkinligi Olcegi C Lisans 3.96 200 6,790 0,000 AD
D  YuksekLisans 4,41 565
A Lise 3,70 1,074
Musteriye 6zel oldugunu B Onlisans 3,72 1,290 A-C
hissettirme C Lisans 4,07 832 4529 0,004 A-D
D  YiksekLisans 444 ,848
A Lise 3,25 1,074
L . B Onlisans 3,52 954 A-C
MUsteri isteklerini anlama C Lisans 370 1003 8,126 0,000 AD
D  YiksekLisans 413 797
A Lise 3,94 1,086
Hizmetleri basarili bir sekilde B Onlisans 3,96 1,026 A-C
sunma C Lisans 419 793 3014 0,030 A-D
D  YuksekLisans 4,64 480
A Lise 3,56 1,016
o B OnLisans 3,72 1,130 A-C
Kisisel iliski kurma C Lisans 390 990 4939 0,002 AD
D  YiksekLisans 4,57 ,607
A Lise 3,79 1,115
Yagam Boyu Ogrenme Egilimleri B OnLisans 3,87 ,884 A-C
Olgegi C Lisans 419 1,154 7,526 0,000 A-D
D  YuksekLisans 4,61 632
A Lise 3,76 ,898
s B OnLlisans 3,87 1,172 A-C
Ogrenme C Lisans 413 672 6661 0000 ,p
D  YuksekLisans 4,60 491
A Lise 3,84 ,032
. B OnlLisans 3,90 1,164 A-C
Geligim C  Lisans 430 666 8213 0000 ) p
D  YiksekLisans 4,62 467
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Olgek puanlarinin egitim diizeyine gore farklilasip farklilasmadigini belirlemek igin yapilan Anova
testi sonucunda ttim degiskenlerin anlamli farklilik gosterdigi gorilmektedir. Anlaml farkliigin
hangi gruplardan kaynaklandigini belirlemek igin yapilan Post Hoc testi sonucunda lisans ve
yuksek lisans ogrencilerinin lise ogrencilerine oranla daha yuksek alglya sahip oldugu
gorulmektedir. Bu dogrultuda egitim duzeyi arttikca yasam boyu 6grenme egiliminin ve hizmet
verme yatkinliginin arttigi ifade edilebilir.

Tablo 7 Olgek puanlarinin turizm sektorl deneyimine gore karsilastirimasi

.. Turizm sektort Standart ) Post
Degigken deneyimi ort Sapma F Sig. Hoc
A 1yildan az 3,71 871

Hizmet Verme Yatkinligi

Oloed B 1-3 yil 3,82 ,790 1,592 0,205
C 3 yildan fazla 3,99 1,170
Mii e 676l oldud A 1yildan az 3,75 885
hi:i‘ftri'ryrf]gze oldugunu B 13yl 3,81 7,051 529 0,529
C 3yildan fazla 3,87 1,014
A 1 yildan az 3,41 1,372
Musteri isteklerini anlama B 1-3 yil 3,54 ,949 2,885 0,047 A-C
C 3yildan fazla 3,84 904
) . . . A 1yildan az 4,02 1,041
?&znr:g[len basaril bir sekilde B T3yl 4,06 1008 181 0,835
C 3 yildan fazla 413 1,258
A 1yildan az 3,65 1,131
Kisisel iliski kurma B 1-3 vl 3,93 848 2,868 0,048 A-C
C 3 yildan fazla 4,03 1,329
Vagam Boyu Ogrenme A 1 yildan az 3,89 914
Egilimleri Olgedi B 1-3 yil 412 ,630 2,789 0,063
C 3yildan fazla 418 1,144
A 1 yildan az 3,86 927
Ogrenme B 1-3 yll 4,08 688 2,525 0,081
C 3 yildan fazla 415 1,153
A 1 yildan az 3,95 958 AB
Gelisim B 1-3 yil 421 ,629 2,883 0,037 AC
C 3 yildan fazla 424 1,159

Anova testi sonucunda hesaplanan sig. degerine bakildiginda degerlerin cogunun 0.05 ten buyuk
oldugu ve anlamli farkliik olmadigi soylenebilir. MUsteri isteklerini anlama, kisisel iliski kurma ve
gelisim boyutlarinda anlamli farkliliklar elde edilmistir. MUsteri isteklerini anlama faktorinde
calisma suresi 3 yildan fazla olan ¢alisanlarin algilari galisma suresi 1 yildan az olanlara kiyasla
daha ytksektir. Ayni farklilik kisisel iliskiler kurma boyutunda da mevcuttur. Gelisim boyutunda
da benzer anlamli farkliliklar elde edilmistir. Genel olarak, Turizm sektord deneyimi arttikga
hizmet verme yatkinliginin ve yasam boyu 6grenme egiliminin arttigi gozlemlenmistir.

Sonug ve oneriler

Arastirmada hizmet verme yatkinliginin yasam boyu 6grenme egilimine etkisi incelenmis ve
anlamli sonugclar elde edilmistir. Arastirmada %95 guven aralidi ile hesaplamalar yapilmistir.
MuUsteriye 0zel hissettirme degiskeni, yasam boyu 6grenme egilimi Uzerinde anlamli bir etkiye
sahiptir (p < 0,05). Turizm 6grencilerinin musterilere 6zel hissettirme konusunda istekli olmasi
kisinin yasam boyu 6grenme egiliminin de artmasina sebep olmaktadir. MUsteri isteklerini
anlama degiskeni kapsaminda da anlamli bir etki tespit edilmistir (p = 0,007). MUsteri isteklerini
anlama yetenegine sahip kisilerin yasam boyu ogrenme egilimi daha yuksektir. Hizmetleri
basarili bir sekilde sunma boyutu da yasam boyu o6grenme egilimi Uzerinde anlamli bir etkiye
sahiptir (p < 0,05). Hizmetleri basarili bir sekilde sunma yeteneginin arttikga bireyin yagsam boyu
ogrenme egiliminin de artti§i ifade edilebilir. Hizmet verme yatkinli§i degiskenlerinden yalnizca
kisisel iliski kurma boyutunun yasam boyu 0grenme Uzerinde anlamli bir etkisi tespit
edilmemistir (p = 0,069). Yapilan analizler sonucunda belirli hizmet verme becerilerinin
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(misteriye 0zel hissettirme, musteri isteklerini anlama, hizmetleri basarili bir sekilde sunma)
bireyin yasam boyu ogrenme egilimini gelistirdigi ifade edilebilir. Bu sonuglar, turizm
ogrencilerinin  hizmet verme becerileri gelistirildiginde o Kkisilerin yasam boyu 0grenme
davranisinin arttinlmasina da katki saglandigi anlamina gelmektedir. Arastirma kapsaminda
kurulan H1, H2, H3 kabul edilirken H4 hipotezi reddedilmistir. Hizmet verme yatkinlig
boyutlarindan kisisel iliski kurma yasam boyu 6grenme egilimini pozitif yonde etkiler hipotezinin
anlamlilik katsayisi 0,05 e oldukga yakindir. Ancak arastirma %95 guven aralidi ile yapildigr igin
hipotez reddedilmistir. Bu hipotezin reddedilme gerekgesinin katilimcilarin kisisel iliski kurmayi
farkli algilamis olma ihtimallerine baglanabilir. Kisisel iliski kurma bir¢ok anlam ve durum ifade
eden genis bir kavramdir.

Arastirmada yas gruplarina gore olgek puanlarinin karsilastirimasi sonucunda istatistiksel
olarak anlamli varyasyonlar gozlemlenmistir. Katiimcilarin yas gruplari (18'den kiguk, 18-23 ve
23'den buiyuk) katiimcilari yetiskin ve gocuk seklinde siniflandirmaya uygundur. Elde edilen bu
bilgiler, hizmet verme yatkinliginin ve yasam boyu o6grenme egiliminin yas arttikca arttigini
gostermektedir. Bu sonug; Glnug, Odabasi ve Kuzu'nun (2012) arastirma sonuglari ile benzerdir.
Knapper ve Cropley (2000) yasam boyu ogrenmenin tim yas gruplarinda gordlebilen bir
davranis oldugunu belirtmektedir. Ancak yetiskin 6grenen bireylerin yasam boyu ogrenme
egiliminin gocuk 6grenen bireylere gore daha fazla oldugunu savunmaktadir. Yas olarak buyuk
olan turizm ogrencilerinin hizmet verme yatkiniginin yas olarak kiguk olan kisilere gore daha
fazla olmasi yetiskinligin hizmet verme yatkinhgini arttirdigini gostermektedir.

Egitim duzeyi; bireylerin bilgiye ulasma, anlama ve degerlendirme yeteneklerinin bir
gostergesidir. Genel olarak egitim duzeyi arttikga hem yasam boyu 6grenme egilimi hem de
hizmet verme yatkinligi artmaktadir. Yuksek egitim duzeyine sahip bireyler, daha fazla kaynaga
erisim saglayabilirler, karmasik problemleri cozmek igin analitik dusinme yetenekleri gelismistir
ve ogrenmeye karsl daha agik bir tutum sergilerler (Yilmaz ve Beskaya, 2018, s. 161). Bu
durumlar da yasam boyu 6grenme egiliminin yuksek olmasina neden olmaktadir. Hizmet verme
yatkinhdinin egitim duiizeyi arttikga artmasi, ogrencilere verilen turizm egitiminin hizmet verme
yatkinh@ini arttirdiginin diger bir ifade ile Van ilindeki turizm okullarinin istekli ve hevesli
turizmciler yetistirdiginin bir gostergesidir.

Yasam boyu 6grenme egilimi ve hizmet verme yatkinligi, 6grencilerin turizm sektort deneyimine
gore anlamli farkliliklar gostermistir. Turizm sektorl deneyimi arttikga hem hizmet verme
yatkinligi hem de yasam boyu o6grenme egilimi artmaktadir. Bu sonug, turizm sektorinde
calismanin, hizmet verme yatkinligina ve galigsanin yasam boyu 6grenme konusunda daha istekli
olmasina katki sagladigini gostermektedir.

Arastirma ile Van ilinde egitim goren turizm ogrencilerinin hizmet verme yatkinhigi dizeyinin
oldukga yuksek oldugu tespit edilmistir. Ayrica bu 6grenciler yasam boyu 6grenme konusunda
istekli ve egilimlidirler. EGitim duzeyi, yas ve turizm sektor deneyimi arttikga hizmet verme
yatkinhdinin ve yasam boyu 6grenme egilimi algisinin da arttigi gorilmustur. Bu durum turizm
okullarinin hizmet verme yatkinligina ve bireylerin yasam boyu 6grenme konusunda egilimli
olmasina katki sagladigini gostermektedir. Turizm okullarinin temel amaclarindan biri hizmet
sektorunde istihdama katki saglamaktir. Bu katkinin hizmet verme yatkinliginr arttirdigi bu artisin
da yasam boyu 6grenme konusunda etkili oldugu arastirmanin énemli sonuglarindandir.

Bu arastirma Van ilinde egitim goren turizm ogrencileri ile sinirlidir. Farkli illerde farkli yontemler
ile veri elde edilerek yapilacak arastirmalar ile bu durum tespit edilerek cesitli karsilastirmalar
yapilabilir. Hizmet sektorinde ¢alismak ve hizmet vermeye yatkin olmak toplumda ¢ok prestijli
bir is olarak gortlmese de bu yatkinligin yasam boyu 6grenme konusunda etkili olmasi bu alanda
calismayi segen kisilere daha guzel bir yasam saglayacagi dusunulmektedir.
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Yazar katki oranlari baghgi

Calismaya 1. Yazar: %50, 2. Yazar: %50 oraninda katki saglamistir.

Cikar ¢catismasi beyani

“Turizm Ogrencilerinin Hizmet Verme Yatkinhiginin Yasam Boyu Ogrenme Egilimine Etkisi: Van
Ornegi” baslikli makalemizin herhangi bir kurum, kurulus, kisi ile mali ¢ikar ¢atismasi yoktur.
Yazarlar arasinda da herhangi bir gikar gatismasi bulunmamaktadir.
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