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STRATEJİK YÖNETİM 
ARAŞTIRMALARI DERGİSİ 

 (SYAD) 

 

Stratejik Yönetim Araştırmaları Dergisi 

(SYAD) yılda iki kez yayınlanan hakemli, 

bilimsel ve uluslararası bir dergidir. SYAD 

DRJI, Scientific Indexing Services, 

Rootindexing dizinleri tarafından 

taranmaktadır. Stratejik yönetime ilişkin 

teorik ve görgül makalelere, yer verilen 

dergimizin temel amacı, bu alanlarda 

akademik bilginin üretimi ve paylaşımına 

katkı sağlamaktır. Dergimizde “Türkçe” ve 

“İngilizce” olmak üzere iki dilde makale 

yayınlanmaktadır. Dergiye yayınlanmak 

üzere gönderilen yazılar, belirtilen yazım 

kurallarına uygun olarak hazırlanmalıdır. 

Dergiye yayınlanmak üzere gönderilen 

yazılar, daha önce yayınlanmamış ve 

yayınlanmak üzere gönderilmemiş 

olmalıdır. Dergide yayınlanan yazılarda 

belirtilen görüşler, yazarlara ait olup 

SYAD‟ın görüşlerini yansıtmaz. SYAD „da 

yayınlanmış yazıların tüm yayın hakları 

saklı olup, dergimizin adı belirtilmeden 

hiçbir alıntı yapılamaz. 

JOURNAL OF STRATEGIC 

MANAGEMENT RESEARCH 

 (JOSMR) 

 

The Journal of Strategıc Management 

Researches (JOSMR) is an academic, 

peer-reviewed, scientific and 

international journal which is being 

published biannually. JOSMR is cited 

by DRJI, Scientific Indexing Services, 

Rootindexing. JOSMR, with it‟s articles 

essentially aims to contribute to 

academic development and sharing in 

the fields of Strategıc Management. In 

JOSMR, Articles are being published 

both in Turkish and English 

Languages. Articles which will be sent 

to JOSMR for publishing, should be 

prepared according to guideline of 

JOSMR. Articles which will be sent to 

JOSMR for publishing, must be not 

published before or not sent to other 

journals. The views presented in the 

JOSMR represent opinions of the 

respective authors.  The views 

presented do not necessarily reflect the 

opinion of the JOSMR. Copyrights for 

all articles published in JOSMR 

reserved. For quotation, JOSMR must 

be cited 
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focusing on the financial performance of the institute rather than 

looking and enhancing the quality of services provided to patients 

whereas improvement and investment in technology and infrastructure 

can lead to some betterment of the health care service quality 

management. Some previous researches has indicate that unsatisfied 

and demotivated employees  affects the health care performance 

indirectly, due to which the quality service had been affecting resulting 

directly in affecting the satisfaction of the patients of the healthcare 

institutes. One would expect that increasing the engagement of 

employees may benefit a health care organization and result in 

improved patient care and higher patient satisfaction. Therefore in 

order to improve the satisfaction level of the patients there is proper 

involvement of employees needed in the organization. 

2. Literature Review 

In the light of service quality management, Parasuraman et al. (1985) 

applied the 10 dimensions of SERVQUAL model in the study by defining 

the attributes of all the dimensions in order to examine the gap between 

expectations and performance. For this, focus groups were set and three 

or four top management personnels from different organizations were 

called and distributed in twelve groups. The attributes discussed in the 

groups were about the perception service quality management and any 

discrepancies in the system. This study was exploratory study and  for 

those 10 dimensions, seven new propositions with attributes were 

designed. Parasuraman et al. (1988) extended the research by 

introducing the new items into it. The questionnaire was developed 

based on 22 items divided into five dimensions of SERVQUAL. Four 

major businesses in the service industry were selected. Businesses 

include the bank, repairs and maintenance, Credit Card Company, a 

landline telephone company. After collecting the data, factor analysis 

was carried out and extracted five factors having the value more than 
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Age 

  Frequency Percent Valid Percent Cumulative 

Percent 

Valid Less than 20 15 9.2 9.2 9.2 

20-35 93 57.1 57.1 66.3 

35-50 44 27.0 27.0 93.3 

More than 50 11 6.7 6.7 100.0 

Total 163 100.0 100.0  

 

 

Descriptive statistics for age is indicating that 15 patients are of the age 

group less than 20 that is 9.2 percent, 93 patients are of the age from 

20 to 35 that is 57.1 percent, 44 patients are of the age from 35 to 50 

that is 27 percent and 11 patients are of the age from more than 50 

that is 6.7 percent. 

 

 

 

 

 

 

 

 


















