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Quality services in higher education and the participation of all stakeholders in
universities should be assimilated, education and training activities should be improved
and developed, and the institution should be systematically monitored and managed
holistically. In this context, student satisfaction is examined according to the meeting of
the needs, expectations and demands of the services received by the students from
higher education. This study aims to determine the student satisfaction with the faculty
of education within the scope of quality services in higher education, depending on
various indicators and demographic variables. The present study was based on
descriptive research and a relational survey model. The data were obtained from 275
teacher candidates who continued their education in the faculty of education of a state
university. The scale used in this study consisted of six sub-dimensions, and 45
expressions and statistical analysis was performed. The overall satisfaction levels of the
students of the Faculty of Education were determined above average and at a high level.
Differences were found according to gender and department variables. On the basis of
gender, the level of "satisfaction with social and cultural activities” was determined at a
higher rate in male students. The level of "satisfaction with the monitoring, evaluation,
and quality management of education-training" was determined at a higher rate in
female students and was realized at the same level in other dimensions. Based on
department, the satisfaction level of the students in the Preschool Education and
Classroom Education Departments was at a higher level compared to the students in
other departments.
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Yiiksekdgretimde kalite hizmetleri ile {iniversitelerde tiim paydaslarin katiliminin
Oziimsenmesi, egitim-6gretim faaliyetlerinin iyilestirilmesi ve gelistirilmesi, kurumun
sistematik olarak izlenmesi ve biitiinciil bir bi¢cimde yo6netilmesi gerekmektedir. Bu
kapsamda ele alinan Ogrenci memnuniyetleri ise ogrencilerin yiiksekdgretimden
aldiklar1 hizmetlerin ihtiyag, beklenti ve taleplerinin karsilanma durumlarina gore
incelenmektedir. Arastirmanin amaci, yiiksekogretimde kalite hizmetleri kapsaminda
egitim fakiiltesi Ogrenci memnuniyetlerinin ¢esitli gostergeler ve demografik
degiskenlere bagli olarak belirlenmesidir. Arastirmada betimsel arastirma ve iliskisel
tarama modeli esas alinmustir. Veriler bir devlet {iniversitesinin egitim fakiiltesinde
ogrenimlerini stirdiiren 275 6gretmen adayindan elde edilmistir. Arastirmada kullanilan
6lgek 6 alt boyut, 45 ifadeden olusmus ve istatiksel analizler ile ¢6ziimleme yapilmustir.
Egitim fakiiltesi 6grencilerinin toplam memnuniyet diizeyleri ortalamanin {istiinde ve
yiiksek diizeyde belirlenmistir. Cinsiyet ve boliim degiskenlerine gore farkliliklar
bulunmustur. Cinsiyet bazinda “sosyal ve kiiltiirel faaliyetlerden memnuniyet” diizeyi
erkek Ogrencilerde, “egitim- Ogretimin izlenmesi, degerlendirilmesi ve kalite
yonetiminden memnuniyet” diizeyi kadin 6grencilerde daha yiiksek oranda belirlenmis,
diger boyutlarda ayni diizeyde gergeklegmistir. Boliim bazinda ise Okul Oncesi Egitimi
ve Smuf Egitimi Boliimlerindeki 6grencilerin memnuniyet diizeyi diger boliimlerdeki
Ogrencilere kiyasla daha yiiksek diizeyde tespit edilmistir.
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Giris

Yiiksekogretim kiiresellesme ve bilgi toplumunun getirisiyle birlikte piyasa merkezli degisen
bir yapiya biiriinmekte, rekabet unsurlarinin ¢ogalmasi, kamu desteklerinde azalma, 6gretimde farkl
sistemlerin olusturulmasi ve tiniversitelerde kalite hizmetlerinin gelisimine ve belirli kalite giivence
sistemlerinin ortaya ¢ikmasia neden olmaktadir (Tezsiiriicii ve Bursalioglu, 2013). Bu etkenlerden
oOtiiri uluslararasi ve ulusal diizeyde kalite standartlarinin olusturulmasina doniik modern yaklasimlar
benimsenmeye baslamistir. Farkli bicimlerde belirlenen standartlar, 6lgme ve degerlendirmekten Gte
kaliteyi gelistirmeyi 6ncelemektedir. Ayrica akreditasyon, toplam kalite yonetimi veya siirekli kalite

iyilestirme ile ilgili Kaizen bic¢imiyle kalitenin olusturulmasina yonelik yaklasimlar yiiksekogretimdeki

kalite calismalarina rehberlik etmistir (Rehber, 2007, s. 235-236).

Yiiksekogretimde kalite hizmetleri kapsaminda incelenen “kalite kavrami, Latince kokenli bir
kelime olup “qualitas” sozciigiinden tiiretilmistir ve “{istiin nitelik” seklinde tanimlanmaktadir (Oxford
English Dictionary, 2022). Kalite kavraminin onciilerine gore “kullanima ve ihtiyaglara uygunluk”
(Crosby, 1992; Juran, 1988), “hi¢ son bulmayan bir siirekli iyilestirme dongiisii” (Deming, 1982),
“miisterilerin ihtiyaglarini en diisiik maliyet ile ilk ve her seferinde karsilamak” (Flood, 1993) olarak
ifade edilmektedir. Kalite kavramina iliskin alan yazindaki giincel tanimlara bakildiginda “kalite”
kavrami TSE’ye gore [Tiirk Standartlar1 Enstitiisii] “Bir kurulus, miisteri ve diger ilgili taraflarin ihtiyac ve
beklentilerinin karsilanmasi suretiyle, deger katan; davrams, tutum, faaliyet ve prosesler ile neticelenen bir
kiiltiiriin tesvik edilmesidir.” (TSE, 2015); “bir orgiitiin ¢iktilarina kattigr deger diizeyinin algilanmast ve

bunlarin belirlenen ozellikleri ile kriterleri karsilama derecesidir.” (Avcy, 2019) seklinde betimlenmektedir.

Yiiksekogretim kurum ve kuruluslariyla birlikte fonksiyonel olarak toplumun kalkinmasinda
oncii bulunmakta ve hizmet kalitesini 6nceleyen ve 6nemseyen kurumlar héline gelmektedir (Bayrak,
2007). 1980li yillardan sonra uluslararast ve ulusal seviyelerde yiiksekogretimde kalitenin giivence
altina alinmasina yonelik ¢alismalar yapilmistir (Altbach, Reisberg ve Rumbley, 2009; Yiiksekogretim
Kurulu [YOK], 2018). Yiiksekogretimde gelistirilen kalite giivence sistemleri, yiiksekdgrenim
hizmetinden faydalanan paydaslarin asgari ihtiyaglarini, beklentilerini karsilamak ve paydaslarin
glivenini kazanmaya doniik gerceklestirilen denetleme, degerleme ve gozden gegirme faaliyetleri

seklinde aciklanmaktadir (Skolnik, 2010).

20001 yillardan itibaren yiiksekdgretimde kalite faaliyetlerinin kapsami genisletilmistir. Baglica
yapilan ¢alismalar: “yiiksekogretimde serbest pazar ekonomisi yonelimleri, kalite, verimlilik ve kisisel
olarak topluma karg1 sorumlu kilimma” (YOK, 2000), “Bologna Deklarasyonu ile uluslararasi diizeyde
rekabet giicii” (YOK, 2005),” kalite giivence sistemi ile ilgili ilk kurul olan YODEK’in [Yiiksekogretimde
Akademik Degerlendirme ve Kalite Gelistirme Komisyonu] kurulmasidir. Sonrasinda ise 2005'te
“Yiiksekogretim Kurumlarinda Akademik Degerlendirme ve Kalite Gelistirme YoOnetmeligi” nin

¢ikarilmasi, “liniversitelerin ulusal yenilik sistemleri” ve “yiiksekogretimde kalite giivencesi ve
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akreditasyon” (YOK, 2007), “kalite eksenli biiytime” (YOK, 2014), “Yiiksekogretimde Kalite Giivencesi

Yonetmeliginin ¢ikarilmasi” (YOK, 2015) bu yondeki ¢alismalarin temelini olusturmaktadir.

Yiiksekogretim Kalite Kurulu [YKK] kurulmus ve sonradan YOKAK olarak adlandirilan kurul
“Yiiksekogretim Kalite Giivencesi YOnetmeligi” (2015) dogrultusunda faaliyetlerine baglamistir.
Yonetmeligin amaci:

“hem yiiksekdgretim kurumlarinda yiiriitiilen egitim 6gretim ve arastirma faaliyetleri ile bu

kurumlarin idari hizmetlerinin i¢ ve dis kalite giivencesi ve akreditasyon siireglerini hem de

bagimsiz dis degerlendirme kurumlarimin yetkilendirilmesi siiregleri ile bu kapsamda
tanimlanan gorev, yetki ve sorumluluklara iliskin esaslarin diizenlenmesidir”

bicimindedir. Bu yonetmelik ile “yiliksekogretimde kalite giivencesi” altinda teminat altina alinmakta,
i¢ ve dis kalite siirecleri belirtilmekte, kaliteyle ilgili uluslararasi ve ulusal gelismelerin takip edilmesi
ongoriilmekte, kalite degerlendirmelerine yer verilmekte, kalite kiiltiiriiniin gelistirilerek

yayginlastirilmasi esas alinmaktadir.

Yiiksekogretim kurumlar: kalite giivence sistemlerini olusturmak tizere oncelikle amag ve
hedeflerini belirlemeli, sonrasinda belirli bir yontemleri kullanarak kalite durumlarmi yaymlanmalidar.
Siireglerin gelistirilmesi, acik bir bigimde yayginlastirilmasi, kalite siireclerinin biitiin paydaslarinin
katilimu ile gelistirilmesi talep edilmektedir (YOK, 2010). Yiiksekogretimdeki kalite siirecleri Sekil 1'de

gosterilmektedir.

Egitim
hedefleri

Olgme

Performans
Olctitleri

Program
yeterlilikler

Degerlendirme

Siirekli kalite
gelistirme icin
geribildirim

Paydaslar

Egitsel
uygulamalar
Stratejiler

Degerlendirme Olgme veri toplama

kanitlarinin analizi

Sekil 1. Yiiksekogretimde kalite siiregleri (Tas, 2015; YOK, 2010)
Sekil 1’e gore 6grenciler, kalite giivence siire¢lerine énceden belirlenmis olan bir dizi 6lgtitlere
gore diizenli bir sekilde dahil olmaktadir. Bologna Siirecinde uygulanmas: istenen kalite giivence
sistemleri, bagimsiz kalite giivence kuruluslarinin yapmakta olduklar1 degerlendirmelerdir. Boylelikle

yiikskedgretimde kalite giivencesi siireclerinde ana paydaslar olan kalite giivence kuruluslari, hiikiimet
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yetkilileri, yiiksekogretim kurumlar: temsilcileri, akademisyenler ve 6grencilerin degerlendirmelere
katilim ile bagimsiz degerlendirmeler olarak ele alindig1 genel kabul goren bir ilke olarak sistemlerde

yerini almaktadir (YOK, 2010).

Ogrenci memnuniyetleri dogrudan yiiksekdgretimde kalite hizmetleri kapsaminda
gergeklestirilen durum belirlemeleridir. Bu kavram beklentiler ve gerceklesen performans arasindaki
uyum olarak tasvir edilebilir. Bu baglamda 6grenci memnuniyetlerini etkileyen farkli etmenler
bulunmaktadir: “(i) kurumsal etmenler: (ia) akademik etmenler: egitimin kalitesi, siuf i¢i ve disinda
Ogrencilerle kurulan iletisim aglari, miifredatlar, derslerde kullanilan kaynaklar (ib) yonetim felsefe ve
uygulamalar: (ii) sosyal kosullar: iiniversitenin sundugu sosyal, kiiltiirel, sportif olanaklar (iii) beklentiler:
iiniversite yasaminin 6grencilerin kendilerine sunmus oldugu akademik ve diger hizmetler, gelecege
iliskin beklentiler (iv) kisisel etmenler: kisisel ve demografik unsurlar” bi¢iminde ifade edilmektedir
(Giilcan, Kustepeli ve Aldemir, 2002). Sekil 2’de &grenci memnuniyetlerini etkileyen etmenler

gosterilmektedir.

Yonetim felsefe

Kurumsal

ve
etmenler

Universite
Akademik dgrencilerinin Sosyal
etmenler memnuniyet kogullar
doyum/doyumsuzluk

diizeyi

Kisisel

Beklentiler
etmenler

Sekil 2. Ogrenci memnuniyetlerini etkileyen etmenler (Giilcan, Kustepeli ve Aldemir, 2002).

Sekil 2 incelendiginde {iniversite Ogrencilerinin {iniversite hayatlarinin niteligine yonelik
algilarinin farkli boyutlar ile ele alinmasi gerektigi goriilmektedir. Sekilde yer verilen bagimsiz
degiskenlerin birbirleriyle ve bagimh degiskenler arasindaki doyumla iligkileri farkl sekillerde ortaya
¢ikabilir. Bu etmenlerin sonucunda ise uyumsuzluk gergeklesti§i zaman “Ogrenci memnuniyet
doyumsuzlugu, uyum gerceklestigi zaman “6grenci memnuniyet doyumu” gelismektedir. Ogrenci
memnuniyet doyumu diizeyi arttikca iiniversite 6grencilerinin ihtiyag ve taleplerininin de kargilanma

diizeyi de yiikselmektedir.

Universite 6grencilerinin algiladiklari fakiilte hayatinin niteligine yonelik calismalar, iniversite
ve fakiilte bazinda yiiriitilmektedir (Ilias ve Nor, 2012; Ozdemir, 2012). Yapilan arastirmalar 1s5181nda

Ogrencilerin {iniversite yasamina iliskin beklentileri ve elde ettikleri deneyimlerin belirlenmesinin,
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tiniversitenin kalite ve hizmet standartlarim yiikseltmesinde 6énemli bir unsur olarak 6n plana ¢iktig1
goriilmektedir (Ozdemir, Kiling, C)gdem ve Er, 2013). Benzer bicimde tiniversitelerin rekabetci bir ortam
icinde daha fazla basarili olmalarii saglamak tiizere Ogrencilerin algiladiklar1 iiniversite yasam
kalitelerini artirmalar1 gerektigi vurgulanmaktadir (Poindexter, 2006). Universite ortaminda farkl
etkinliklere katilan, smif ortamlari ya da disarida kendi doneminin kusagiyla ve 6gretim tiyeleriyle
olumlu yonde iliskiler kurabilen, ¢evreyle etkilesimi olan, miizik, tiyatro, resim gibi sanatsal aktivitelere
katilan, tiniversite hayatinin kendisine sundugu firsatlardan doyum saglayabilen bir 6grenci kisisel ve

akademik gelisimini de iist diizeyde gerceklestirecegi agiktir (Singh, Augsutine ve Singh, 2010).

Alan yazinda yiiksekogretimdeki kalite hizmetleri ve 6grenci memnuniyetlerine iliskin
birtakim arastirmalara rastlanilmistir. Yiiksekogretimde kalite arayislar1 (Tezsiiriicii ve Bursalioglu,
2013), yiiksekogretimde kalite gilivencesi (C)zer ve Kiiciikcan, 2011; Yontem ve Mazman, 2023),
yliksekogretimde toplam kalite yonetimi (Kalayci, 2008), yiiksekogretimde hizmet kalitesi ve kalite
algis1 (Ataman ve Adigiizel, 2019; Cevher, 2015) konulu arastirmalar tespit edilmistir. Yiiksekogretim
ogrencilerinin memnuniyet durumlarina yonelik ise (Altas, 2006; Aygiin, 2014; Erdogan ve Bulut, 2015;
Eti igli ve Vural, 2010; Kalfa ve Cakir, 2020; Karahan, 2013; Sokmen, 2011) c¢alismalarinin
gergeklestirildigi belirlenmistir. Alan yazinda egitim fakiilteleri 6grencilerinin memnuniyetlerine iligskin
smirli calismaya rastlanildigindan dolay: hazirlanan bu ¢alisma ile alan yazindaki boslugu gidermek ve

alana katki sunmak hedeflenmektedir.

Ogretmen yetistirme amacina hizmet eden egitim fakiiltelerinde 6grenim goren tiniversite
ogrencilerinin aldiklar1 egitimin hizmet kalitesi bakimindan ol¢iimlenmesi ve belirli periyotlarla
gilincellenmesi gerekmektedir. Bu dogrultudan hareketle ¢alisma hazirlanmis ve yiiksekogretimde
kalite hizmetleri kapsaminda egitim fakiiltesi Ogrenci memnuniyetlerinin gesitli gostergeler ve
demografik degiskenlere bagh olarak belirlenmesi amaglanmistir. Asagida yer verilen alt problemlere

cevap aranmigtir:
Yiiksekogretimde kalite hizmetleri kapsaminda;
1) Egitim fakiiltesi 6grenci memnuniyet diizeyleri nasildir?
2) Egitim fakiiltesi 6grenci memnuniyet diizeylerinin boyutlar: arasindaki iliski nasildir?

3) Egitim fakiiltesi 6grenci memnuniyet diizeyleri a) cinsiyet b) boliim bazinda anlaml farklilik

gostermekte midir?
Yontem
Aragtirmanin Modeli

Bu calisma nicel arastirma tiiriinde gerceklestirilmistir. Bu tiirdeki arastirmalar genellikle bir
teorinin test edilmesi iizerine kurulu olan; bir problem durumunun sayisal 6l¢iim ve istatistiki teknikler

kullanilarak analizin gerceklestirildigi gorgiil arastirma bigimidir (Dobbin ve Gatowski, 1999; Punch,
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2005). Betimsel arastirmalar bu kapsam igerisinde yer almakta olup bir grubun belli 6zelliklerini
belirlemeye yonelik hazirlanmaktadir. Arastirmanin modeli ise iliskisel tarama modeline uygun olarak
bicimlendirilmistir. Bu model ile iki veya daha fazla degisken arasinda var olan iligkileri tespit etmek
ve neden-sonugla ilgili ipuglar1 elde etmek amaglanmaktadir (Biiyiikoztiirk, Cakmak, Akgiin,

Karadeniz ve Demirel, 2017).
Arastirmanin Evren ve Orneklemi

Arastirmanin evreni 2021-2022 egitim 6gretim yili giiz doneminde bir devlet iiniversitesinin
egitim fakiiltesinde dgrenim goren 1986 6gretmen adayidir. Orneklem grubunun belirlemesinde %5
hata orami baz alinabilmektedir (Yazicioglu ve Erdogan, 2004, s. 50). Bu dogrultudan hareketle
ornekleme dahil olan katilimci sayisi yeterli olup daha fazla sayida tutulmustur. Evrenden basit segkisiz
Ornekleme yontemiyle alman 275 Ogretmen adayi arastirmanin Ornekleminde yer almaktadir.

Ornekleme dair tanimlayic istatistikler asagida sunulmaktadir.

Tablo 1. Egitim fakiiltesi 6grencilerine ait tamimlayici istatistikler

Tanimlayic Bilgiler N %
Lo Kadin 209 76
Cinsiyet g ek 66 24

Toplam 275 100

Sinif Egitimi 49 17.8

Tiirkge Egitimi 34 12.4

Matematik Egitimi 53 19.3

Boliim Fen Bilgisi Egitimi 34 12.4
Sosyal Bilgiler Egitimi 19 6.9

Okul Oncesi Egitimi 45 16.4

Rehberlik ve Psikolojik Danigsmanlik 41 14.9

Toplam 275 100

Tablo 1’de sunulan bilgiler 1s181inda arastirma kapsaminda %761 kadin %24'{1 erkek olmak
tizere toplam 275 egitim fakiiltesi 6grencisi yer almaktadir. Katilimcilarin %17.8’i Siuf Egitimi, %12.4'
Tiirkge Egitimi, %19.3’ti Matematik Egitimi, %12.4'{1 Fen Bilgisi Egitimi, %6.9'u Sosyal Bilgiler Egitimi,
%16.4’ii Okul Oncesi Egitimi, %14.9'u Rehberlik ve Psikolojik Danismanlik Boliimlerinde 6grenimlerini
sirdiirmektedir. En fazla katilm Matematik Egitimi, en az katiim ise Sosyal Bilgiler Egitimi

Boliimiinden gergeklesmistir.

Veri Toplama Araglan

Veri toplama araglar1 iki boliimden olusmaktadir. Birinci boliimde katiimecilara ait kisisel
bilgilere yer verilmis, ikinci boliimde ise Simsek, Islim ve Oztiirk (2019) tarafindan gelistirilen ”C)grenci

Memnuniyet Olgegi” kullanilmistir. Aragtirmada alan yazinda bu tiirde dlgekler mevcutken kullamlan

olcek 6grenci memnuniyetlerine iligkin tiim alt boyutlar: birlikte icermesinden dolayi tercih edilmistir.

Ogrenci memnuniyet 6lgegi: Egitim fakiiltesi 6grenci memnuniyetlerini belirlemek {izere kullanilan
Olcekte “sosyal ve kiiltiirel faaliyetler, arastirma-gelistirme faaliyetlerinin yonetimi, egitim-0gretimin

izlenmesi, degerlendirilmesi ve kalite yOnetimi, egitim-6gretimin siire¢ ve uygulamalari, egitim-
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Ogretimin tasarimi, egitim-6gretimin ortam ve kaynaklari”na yonelik memnuniyetlerini belirten 6 alt
boyut ve toplam 45 madde bulunmaktadir. 51i Likert tiirtinde (Hi¢ katilmiyorum-Tamamen
katillyorum:1-5) hazirlanan 6lgegin 6 boyutunun agikladig1 toplam varyans degeri %62.01’dir. Olgegin
faktor yapisini tespit etmek ve yap1 gegerligini ortaya koymak {izere agimlayici faktor analizi yapilmis,
korelasyon matrisinin faktor analizine uygunlugu i¢in Kaiser-Meyer-Olkin (KMO) degeri hesaplanmus,
Barlett Kiiresellik Testi (BTS) uygulanmuistir. Elde edilen verilerin analizine dayanarak KMO katsayis1
.97 olarak gerceklesmis ve Barlett Kiiresellik Testi'ne doniik beklenen diizeyde anlamli bulunmus;
ayrica Olgekte yer alan tiim faktorlerin Cronbach’s alfa degeri .70’den yiiksek belirlenerek biitiin
faktorlerin birbirleriyle korelasyonu istatistiki olarak anlamli ve yiiksek derecede giivenirlige sahip
bulunmustur (Tabachnick ve Fidell, 2007). Ek olarak arastirmaya yonelik dlgegin giivenirlik analizi

gerceklestirilmis ve sonuglar asagidaki gibi tespit edilmistir.

Tablo 2. Veri toplama aracimin giivenilirlik analizi

Nu Alt Boyutlar ifade Cra
1 Egitim 6gretimin tasarimindan memnuniyet 14 0.857
2 Egitim 6gretimin ortam ve kaynaklarindan memnuniyet 5 0.771
3 Egitim 6gretimin siire¢ ve uygulamalarindan memnuniyet 7 0.817
4 Arastirma gelistirme faaliyetlerinin yonetiminden memnuniyet 4 0.756
5  Sosyal ve kiiltiirel faaliyetlerden memnuniyet 12 0.824
6 Egitim 6gretimin izlenmesi, degerlendirilmesi ve kalite yonetiminden memnuniyet 3 0.822
Ogrenci memnuniyet 6lgegi 45 0.942

Giivenilirlik katsayisi; 0,60a < 0,80 ise Olgek giivenilir, 0,80a < 1,00 ise dlgek yiiksek derecede
glvenilir bir 6lcektir. Tablo 2’de 6grenci memnuniyet doyumu 6lgegi, Cra=0,942 olarak belirlenmistir.
Cra Katsayilar1 kullanilan 6lgeklerin oldukga giivenilir olduguna isaret etmektedir. Calismada nicel
verilerin analizini gergeklestirmek {izere Olceklerden elde edilen puanlarin betimsel istatistikleri

incelenmis ve normallik durumlari i¢in karar verilmistir.

Tablo 3. Olceklere iliskin betimsel istatistik degerleri

Nu Alt Boyutlar Carpiklik  Basiklik
1 Egitim 6gretimin tasarimimdan memnuniyet -.508 1.964
2 Egitim 6gretimin ortam ve kaynaklarindan memnuniyet -.404 316
3 Egitim 6gretimin siire¢ ve uygulamalarindan memnuniyet -.403 1.170
4 Arastirma gelistirme faaliyetlerinin yonetiminden memnuniyet -.301 -.220
5  Sosyal ve kiiltiirel faaliyetlerden memnuniyet -.141 -.028
6  Egitim 6gretimin izlenmesi, degerlendirilmesi ve kalite yonetiminden memnuniyet -1.004 1.457
Ogrenci memnuniyet dlcegi -.476 1.387

Tablo 3 icin normallik degeri igin standart aralik [-1+1] olarak kabul edilmektedir. Ogrenci
Memnuniyet Olgegindeki carpiklik ve basiklik degerlerinin normal degerlerin disinda kaldig
goriilmiistiir. Bu nedenden dolay1 normal dagilima uymayan testler i¢in kullanilan nonparametrik

testlerden faydalanilmaistir.
Verilerin Toplanmasi

Arastirmada kullanilan veriler 2022-2023 egitim-0gretim yili giiz doneminde bir devlet

iniversitesinin egitim fakiiltesinde farkli boliim ve smniflarinda 0grenimlerini siirdiiren Ogretmen
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adaylarindan elde edilmistir. Daha fazla katilimciya ulasabilmek tizere sorular basili olarak
hazirlanarak goniillii 6gretmen adaylarina ulastirilmistir. 350 civarinda katilimciya ulastirilan formlarin
275inden cevap alinmistir. Katilimcilar tarafindan ankete cevap verme siiresinin yaklasik 10 dakika

oldugu belirtilmistir.
Verilerin Analizi

Istatistiksel analizler IBM SPSS Statistics 22.0 programinda gergeklestirilmistir. Degiskenlerin
normal dagilima uyup uymadig1 Shapiro-Wilk testi ile test edilmistir ve normal dagilima uymayan
degiskenler medyan, minimum ve maksimum degerleri ile verilmistir. Tki grup arasindaki farklarin
analizinde “Mann Whitney U”, ii¢ veya daha fazla grup arasindaki farklar i¢in “Kruskal Wallis H” testi

kullanilmistir. Anlamhilik diizeyi 0,05 alinmustir.
Arastirmanin Hipotezleri
Arastirmanin amaci kapsaminda kurulan hipotezler asagidaki gibidir.
Hipotez 1: Ogrenci memnuniyeti diizeyi cinsiyete gore farklilik gdstermektedir.
Hipotez 2: Ogrenci memnuniyeti diizeyi béliime gore farklihk gostermektedir.
Arastirmanin Etik izinleri

Hazirlanan bu arastirmada “Yiiksekogretim Kurumlar1 Bilimsel Arastirma ve Yaymn Etigi
Yonergesi” kapsamindaki biitiin kurallara uyulmustur. Yonergenin ikinci boliimiinde “Bilimsel
Arastirma ve Yaym Etigine Aykir1 Eylemler” bashgi altinda yer verilen eylemlerden higbiri

gerceklestirilmemistir.

Etik kurul izin bilgileri: Etik degerlendirmeyi yapan kurul ad: Kirsehir Ahi Evran Universitesi Sosyal

ve Beseri Bilimler Bilimsel Arastirma ve Yayin Etik Kurulu

Etik degerlendirme kararmin tarihi: 29.12.2022

Etik degerlendirme belgesi say1 numarasi: 22/10/29
Bulgular

Calismaya yonelik bulgular yiiksekdgretimde kalite hizmetleri kapsaminda ele alinmis ve elde

edilen bulgulara sirasiyla asagida yer verilmisgtir.
Egitim Fakiiltesi Ogrenci Memnuniyet Diizeylerinin Dagilimina Yonelik Bulgular

Arastirmada sonucunda elde edilen verilere gore diizenlenen Tablo 4’te egitim fakiiltesi 6grenci

memnuniyet diizeylerinin dagilimi asagida sunulmustur.
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Tablo 4. Egitim fakiiltesi 63renci memnuniyet diizeylerinin dagilim

Alt Boyutlar N Medyan Min Mak X SS
Egitim 6gretimin tasarimindan memnuniyet 275 49 14 70 49.22 7.92
Egitim ogretlmm ortam ve kaynaklarindan 275 17 5 25 16.49 384
memnuniyet

Egitim 6gretimin stireg ve

. 275 24 7 35 24.34 4.44

uygulamalarmdan memnuniyet
Afa§t1'rrr'1a gelistirme faa}llyetlermm 275 12 4 19 12.06 3
yonetiminden memnuniyet
Sosyal Ve' kiiltiirel faaliyetlerden 975 36 14 54 35.96 73
memnuniyet
Egitim 6gretimin izlenmesi,
degerlendirilmesi ve kalite yonetiminden 275 11 3 14 10.5 1.86
memnuniyet

Ogrenci memnuniyet dlgegi 275 148 47 206 147.87 23.58

Tablo 4'te yer verilen egitim fakiiltesi Ogrencilerinin “egitim Ogretimin tasarimindan
memnuniyet” diizeyleri 49 [14-70], “egitim 6gretimin ortam ve kaynaklarindan memnuniyet” diizeyleri
17 [5-25), “egitim Ogretimin siire¢ ve uygulamalarindan memnuniyet” diizeyleri 24 [7-35], “arastirma
gelistirme faaliyetlerinin yonetiminden memnuniyet” diizeyleri 12 [4-19], “sosyal ve kiltiirel
faaliyetlerden memnuniyet” diizeyleri 36 [14-54], “egitim Ogretimin izlenmesi, degerlendirilmesi ve
kalite yonetiminden memnuniyet” diizeyleri 11 [3-14] olarak ortaya ¢ikmistir. Ogrenci memnuniyet
doyum diizeyi ise 148 [47-206] belirlenmistir. Bulgular dogrultusunda egitim fakiiltesi 6grencilerinin
toplam memnuniyet puanlar yiiksekogretimde kalite hizmetleri kapsaminda ortalamanin {istiinde ve

oldukga yiiksek bulundugu ifade edilebilir.

Egitim Fakiiltesi Ogrenci Memnuniyet Diizeylerinin Boyutlar1 Arasindaki iligkilerin

Dagilimina Yonelik Bulgular

Calismadan elde edilen veriler dogrultusunda diizenlenen Tablo 5’te egitim fakiiltesi 6grenci

memnuniyet diizeylerinin boyutlar arasindaki iligkiler gosterilmistir.

Tablo 5. Egitim fakiiltesi 6grenci memnuniyet diizeylerinin boyutlar: arasindaki iliskilerin dagilim

Alt Boyutlar 1 2 3 4 5 6 7
Egitim 6gretimin tasarimindan r 1 628" 7227 588" 6147 445" 889"
memnuniyet P .000 .000 .000 ,000 .000 .000
Egitim dgretimin ortam ve r 1 519" 431" ,b58" .326™ .735™
kaynaklarindan memnuniyet P .000 .000 ,000 .000 .000
Egitim 6gretimin siireg ve r 1 533" ,559™ 372 .803™
uygulamalarindan memnuniyet p .000 ,000 .000 .000
Arastirma gelistirme faaliyetlerinin T 1 /566™ 4727 729"
yonetiminden memnuniyet P ,000 .000 .000
Sosyal ve kiiltiirel faaliyetlerden r 1 424" 834"
memnuniyet P .000 .000
Egitim 0gretimin izlenmesi, T 1 .555™
degerlendirilmesi ve kalite

W . ) .000
yOnetiminden memnuniyet
.. r 1
Ogrenci memnuniyet 6lgegi

p

**p<0.01, Pearson Korelasyon Analizi
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Tablo 5'te yiiksekdgretimde kalite hizmetleri kapsaminda egitim fakiiltesi 0grencilerinin
“egitim Ogretim tasarimindan memnuniyet” diizeyleri ile “egitim 6gretimin ortam ve kaynaklarindan
memnuniyet” diizeyleri arasinda orta derecede pozitif dogrusal; “egitim Ogretimin siire¢ ve
uygulamalarindan memnuniyet” diizeyleri arasinda giiclii pozitif dogrusal; “arastirma gelistirme
faaliyetlerinin yonetiminden memnuniyet” diizeyleri arasinda orta derecede pozitif dogrusal; “sosyal
ve kiiltiirel faaliyetlerden memnuniyet” diizeyleri arasinda orta derecede pozitif dogrusal; “egitim
Ogretimin izlenmesi, degerlendirilmesi ve kalite yonetiminden memnuniyet” diizeyleri arasinda orta
derecede pozitif dogrusal; “6grenci memnuniyet doyumu” diizeyleri arasinda giiglii pozitif dogrusal

iliski bulunmaktadir.

Egitim Fakiiltesi Ogrenci Memnuniyet Diizeylerinin a) Cinsiyet Bazinda Incelenmesine

Yonelik Bulgular

Arastirmada elde edilen veriler dogrultusunda egitim fakiiltesi Ogrenci memnuniyet

diizeylerinin cinsiyet bazinda analizi yapilmistir. Elde edilen bulgular Tablo 6’da belirtilmistir.

Tablo 6. Egitim fakiiltesi 6grenci memnuniyet diizeylerinin cinsiyet bazinda incelenmesi

Alt Boyutlar Cinsiyet N Median Min Max zZ P
Egitim 6gretimin tasarimindan Erkek 66 50 14 70 0.97 0.331
memnuniyet Kadin 209 49 22 70 ' '
Egitim 6gretimin ortam ve Erkek 66 17 5 25
. -0.94 0.345
kaynaklarindan memnuniyet Kadin 209 17 5 25
Egitim 6gretimin siireg ve Erkek 66 24 7 35 0.18 0.859
uygulamalarindan memnuniyet Kadin 209 24 11 35 ' '
Arastirma gelistirme faaliyetlerinin Erkek 66 12 4 18 0.674 0.510
yonetiminden memnuniyet Kadin 209 12 4 19 ' '
(iltii i Erkek 37 14 4
Sosyal ve kiiltiirel faaliyetlerden rke 66 5 1635 0102
memnuniyet Kadin 209 35 16 52
Egitim 0gretimin izlenmesi, Erkek 66 10 3 14
gerlendirilmesi li 2. .
d‘e_zger.entdlrl mesi ve ka.lte Kadn 209 1 4 " 939  0.003
yonetiminden memnuniyet
. Erkek 66 150.50 47 204
5 i iyet Olgegi -0.622 .534
Ogrenci memnuniyet 6lcegi Kadim 209 147 73 206 0.6 0.5

p<0,05, Mann Whitney U Testi

Tablo 6’da yer verilen egitim fakiiltesi Ogrencilerinin “egitim &gretimin izlenmesi,
degerlendirilmesi ve kalite yOnetiminden memnuniyet” diizeyleri cinsiyetlerine gore farklilik
gostermektedir (p<0.05). Kadin 6grencilerin “egitim 0gretimin izlenmesi, degerlendirilmesi ve kalite
yonetiminden memnuniyet” diizeyleri erkek 6grencilere kiyasla daha yiiksektir. “Sosyal ve kiiltiirel
faaliyetlerden memnuniyet” diizeyleri ise erkek 6grencilerde kadin 6grencilere kiyasla daha yiiksek
bulunmustur. Diger 6lgek puanlar ise cinsiyete gore farklilik gostermemektedir. Hipotez 1 kabul

edilmektedir.
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Egitim Fakiiltesi Ogrenci Memnuniyet Diizeylerinin b) B6liim Bazinda Incelenmesine Yénelik Bulgular
Egitim fakiiltesi 6grenci memnuniyet diizeylerinin béliim bazinda analizi gerceklestirilmistir. Elde edilen bulgular Tablo 7’de ifade edilmistir.

Tablo 7. Egitim fakiiltesi 6§renci memnuniyet diizeylerinin boliim bazinda incelenmesi

s . Ki-
Alt boyutlar Boliim N Medyan Min Mak Kare P Fark
Smif Egitimi 49 52 40 70
Tiirkge Egitimi 34 49 30 64
Matematik Egitimi 53 49 14 68
Egitim 0gretimin tasarimindan memnuniyet Fen Bllgl.SI .Egltu?.l . 34 48 39 63 26.07 <0.001 4.7<1.6
Sosyal Bilgiler Egitimi 19 52 27 56
Okul Oncesi Egitimi 45 52 40 65
Rehberlik ve Psikolojik 41 48 ” 2
Danismanlik
Smuf Egitimi 49 18 11 25
Tiirkge Egitimi 34 17 7 21
Matematik Egitimi 53 16 5 23
Egitim 6gretimin ortam ve kaynaklarindan memnuniyet Fen Bﬂgl,SI Fgltlr?,l o 34 16 10 23 30.11 <0.001  3,4,7<6
Sosyal Bilgiler Egitimi 19 17 8 21
Okul Oncesi Egitimi 45 19 12 25
Rehberlik ve Psikolojik 41 16 5 1
Danigmanlik
Smnif Egitimi 49 26 19 35
Tiirkge Egitimi 34 24 12 34
Matematik Egitimi 53 24 7 35
Egitim 6gretimin siireg ve uygulamalarindan memnuniyet Fen B11g1.51 Fgmr?,l . 34 24 17 33 2332  0.001 3,7<6
Sosyal Bilgiler Egitimi 19 24 12 33
Okul Oncesi Egitimi 45 25 17 32
Rehberlik ve Psikolojik 41 23 1 3
Danigsmanlik
Smuf Egitimi 49 13 6 18
Tiirkce Esitimi
Arastirma gelistirme faaliyetlerinin yonetiminden memnuniyet uriee gl mvu . 34 12 6 18 14.373  0.026 3<6
Matematik Egitimi 53 11 4 19
Fen Bilgisi Egitimi 34 12.5 6 17




Yiicel, F. H.

Sosyal ve kiiltiirel faaliyetlerden memnuniyet

Egitim 6gretimin izlenmesi, degerlendirilmesi

ve kalite yonetiminden memnuniyet

Ogrenci memnuniyet Slgegi

Sosyal Bilgiler Egitimi
Okul Oncesi Egitimi
Rehberlik ve Psikolojik
Danismanlik

Smif Egitimi

Tiirkge Egitimi
Matematik Egitimi
Fen Bilgisi Egitimi
Sosyal Bilgiler Egitimi
Okul Oncesi Egitimi
Rehberlik ve Psikolojik
Danismanlik

Smnif Egitimi

Tiirkce Egitimi
Matematik Egitimi
Fen Bilgisi Egitimi
Sosyal Bilgiler Egitimi
Okul Oncesi Egitimi
Rehberlik ve Psikolojik
Danismanlik

Smif Egitimi

Tiirkce Egitimi
Matematik Egitimi
Fen Bilgisi Egitimi
Sosyal Bilgiler Egitimi
Okul Oncesi Egitimi
Rehberlik ve Psikolojik
Danigsmanlik

19
45

41

49
34
53
34
19
45

41

49
34
53
34
19
45

41

49
34
53
34
19
45

41

11
13

12

38
35
34
33.5
36
42

33

11
11
10
10
11
11

11

156
146.5
145
139.5
149
162

141

26
21
14
24
23
28

O B~ AN W N3

119
92
47

121
89

125

73

16
18

17

54
47
47
43
48
52

48

14
14
13
13
12
14

13

206
188
194
176
176
200

182

56.992 <0.001

18.185 0.006

41.720 <0.001

3,4,7<1,6

3<6

3,4,7<1,6

p<0.05, Kruskal-Wallis H Testi
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Tablo 7'den elde edilen bulgulara gore egitim fakiiltesi 6grenci memnuniyetleri boliimlerine
gore farklilik gostermektedir (p<0.05). Hipotez 2 kabul edilmektedir. Siuf Egitimi, Sosyal Bilgiler
Egitimi, Okul Oncesi Egitimi Boltimiindeki 6grencilerin “egitim dgretimin tasarimimdan memnuniyet”
diizeyleri Fen Egitimi veya Rehberlik ve Psikolojik Danismanlik Boliimiindeki 6grencilere kiyasla daha
yliksektir. Matematik Egitimi, Fen Bilgisi Egitimi veya Rehberlik ve Psikolojik Damigsmanlik
Boliimiindeki 6grencilerin “egitim 6gretimin ortam ve kaynaklarindan memnuniyet” diizeyleri Okul
Oncesi Egitimi Boliimiindeki ogrencilere kiyasla daha diisiiktiir. Siuf Egitimi Boliimiindeki
Ogrencilerin “egitim Ogretimin siire¢ ve uygulamalarindan memnuniyet” diizeyleri Rehberlik ve
Psikolojik Danismanlik Boliimiindeki oOgrencilere kiyasla daha yiiksektir. Okul Oncesi Egitimi
Boliimiindeki 6grencilerin “arastirma gelistirme faaliyetlerinin yonetiminden memnuniyet” diizeyleri
ve “egitim Ogretimin izlenmesi, degerlendirilmesi ve kalite yonetiminden memnuniyet” diizeyleri
Matematik Egitimi Boliimiindeki dgrencilere kiyasla daha yiiksektir. Sinif Egitimi ve Okul Oncesi
Egitimi Boliimiindeki 6grencilerin “sosyal ve kiiltiirel faaliyetlerden memnuniyet diizeyleri” ve genel
“6grenci memnuniyet doyum” diizeyleri Matematik Egitimi, Fen Bilgisi Egitimi veya Rehberlik ve
Psikolojik Damismanlik Boliimiindeki 6grencilere kiyasla daha diisiiktiir. Boliim bazinda ise Okul
Oncesi Egitimi ve Simif Egitimi Boliimlerindeki &grencilerin toplam memnuniyet diizeyi diger

boliimlerdeki 6grencilere kiyasla daha yiiksek diizeyde tespit edilmistir.
Sonug, Tartisma ve Oneriler

Kalite giivencesi genel anlamda hizmet ya da mal kalitesiyle ilgili yapilan calismalarin
incelenmesi ve gozlemlenmesini kapsayan 6nemli bir yonetim teknigidir. Kalitede belirli standartlarin
karsilanip karsilanmadiginin belirleyebilmek icin bir kurum, hizmet ya da projenin gesitli yonleriyle
sistematik bigimde izlenmesi ve degerlendirilmesi; ayn1 zamanda kalite calismalarinin uygun bir
bicimde uygulanip uygulanmadiginin ispatlanmasi ve faaliyetlerin amaglanmasi olarak tasvir
edilmektedir (C)zer, Giir ve Kiigiikcan, 2010, s. 33; Pond, 2002, s. 1-3). Yiiksekdgretim kurumlarinda hem
egitimin hem diger faaliyetlerin kalitesi Olgiimlenerek bir i¢ denetim mekanizmasi saglanmakita,
kurumun yonetimi, biitiin etkinlikler ve paydaslari icerecek bir sekilde ele alinmaktadir. Bu baglamda
kalite giivencesi ile yiiksekogretim kurumlarmin isleyisi saglamlastirilarak kurumsal kiiltiiriin
olusturulmasina vesile olacaktir. Ayrica kaynaklarin kullanimini optimize etmek, israfin azaltilmasi,
mal ve hizmet kalitesinin, verimliligin artirilmasi, siirecte siirekli iyilestirmede bulunmak, miisteri

memnuniyetini 6ncelemek gibi kuruma kars: pek ¢ok faydasi olabilmektedir (Chang, 1993, s. 28).

Yiiksekogretim diizeyinde egitim bakimindan kaliteyi belirleyebilmenin farkli asamalar
bulunmaktadir (Tezsiiriicii ve Bursalioglu, 2013). Yazarlar tarafindan “i. tasarimda kalite, hem ¢ikt1
(6grencilerin ihtiyaglarini karsilayan akademik bir program) hem de siireg ile (miifredat, arag-gereg,
planlama ve programi etkileyen diger faktorler) ilgili bulunmaktayken ii. ¢iktida kalite, istenilen

sonuglarmn bagarilmas, iii. siirecte kalite ise orgiitiin fonksiyonlarinda yer alan biitiin basamaklarin, her
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bir basamagin orgiite katkisiyla istenilen hedefler dogrultusunda etkili bir sekilde ¢alismas1” manasini
tasimaktadir. Siklikla 6grenci memnuniyetleri incelemeleri bu kapsamda degerlendirilmekte ve gbzden

gecirilmektedir.

Yiiksekogretimde kalite hizmetleri kapsaminda o©grenci memnuniyetleri demografik
degiskenler bazinda degerlendirilmistir. Cinsiyet ve boliim degiskenlerine gore anlamh farkliliklara
ulasilmis, Hipotez 1 ve Hipotez 2 kabul edilmistir. Kadin 6grencilerin erkek 6grencilere kiyasla, Okul
Oncesi Egitimi ve Sinif Egitimi boliimlerindeki 6grencilerin diger boliimlerdeki 6grencilere kiyasla
memnuniyet diizeyinin daha yiiksek oranda oldugu belirlenmistir. Alan yazindaki farkli ¢alismalarin

bulgular1 elde edilen sonuglarla ortiismektedir (Dogan, 2020; Yangin ve Kirca, 2013).

Yiiksekogretimde Kkalite hizmetleri cercevesinde egitim fakiiltesi Ogrencilerinin toplam
memnuniyet diizeyleri incelendiginde ortalamanin iistiinde ve yiiksek diizeyde bulunmustur. Boyutlar
arasindaki iligkiler incelenerek 6grenci memnuniyet diizeyleri arasinda gliglii pozitif dogrusal iliski
bulundugu belirlenmistir. Yiiksekogretimde kalite hizmetleri kapsaminda alt boyutlar incelenerek
sonuglar belirlenmistir. Bu baglamda “egitim 6gretimin tasarimimndan memnuniyet” diizeyleri Smnuf
Egitimi, Sosyal Bilgiler Egitimi, Okul Oncesi Egitimi Boliimii 6grencileri arasinda, “egitim-6gretimin

" X

ortam ve kaynaklarindan memnuniyet” diizeyleri Okul Oncesi Egitiminde, “egitim-6gretimin siireg ve
uygulamalarindan memnuniyet” diizeylerinde Siruf Egitimi, “arastirma-gelistirme faaliyetlerinin
yonetiminden memnuniyet” diizeyleri Siuf Egitimi ve Okul Oncesi egitimi, “sosyal ve kiiltiirel

79t

faaliyetlerden memnuniyet” diizeyleri Okul Oncesi Egitimi, “egitim-dgretimin izlenmesi,
degerlendirilmesi ve kalite yonetiminden memnuniyet” diizeyleri ise Smuf Egitimi, Tiirk¢e Egitimi,
Matematik Egitimi, Fen Bilgisi Egitimi, Sosyal Bilgiler Egitimi, Okul Oncesi Egitimi, Rehberlik ve

Psikolojik Danigmanlik Boliimleri olmak iizere tiim boliimlerde yiiksek diizeyde bulunmustur.

Yurt disinda yapilan ¢alismalarin bazilarinda 6grenci algilar1 ve beklentileri yiiksekogretimde
kalite hizmetleri bakimindan arastirilmis, hepsinde genel faktor boyutu degerlendirmelerinde olumsuz
yonde sonuglar karsilasilmistir (Abili, Thani ve Afarinandehbin, 2012; Aratjo ve digerleri, 2016;
Galeeva, 2016). Erisilen sonugclar halihazirdaki ¢calismanin sonuglariyla farkliliklar gostermektedir. Yurt
icinde ise gesitli aragtirmalarin mevcut oldugu tespit edilmistir. Bir arastirmada egitim fakiiltesi
Ogrencilerinin memnuniyet doyumlar: fakiilte yasaminin niteligine iliskin memnuniyetlerinin orta
diizeyde oldugunu, yas degiskenine yonelik farklilik gostermezken boliim degiskenine gore anlamh
farkliiklar bulundugu belirtilmektedir (Ozdemir, Kiling, Ogdem ve Er, 2013). Farkli bir ¢alismada
Ogrencilerin kalite algilarinin farkli oldugu; donanim ve tesis degerlendirmeleri, sinavlarin kalitesi
olumsuz, akademisyen degerlendirmeleri, igerik ve sunumda derslerin igerigi ise olumlu bulunmusgtur
(Cevher, 2015). Diger bir arastirmada egitim fakiiltesindeki yiiksekogretim hizmet kalitesinin orta
diizeyin {istiinde algilandigi, yiiksekogretim hizmet kalite algilarinin boliime gore anlamli sekilde

farklihik gosterdigi belirtilmistir (Yokus, Aygicek ve Yelken, 2017). Baska bir arastirmada ise cinsiyet
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degiskeninin yiiksekogretim hizmet kalitesini anlamli sekilde farklilastirdigi, kadin 6grencilerin, erkek
Ogrencilere nazaran aldiklar1 hizmetin daha kaliteli bulundugu ifade edilmistir (Karakaya, Kili¢ ve
Ugar, 2016). Hazirlanan arastirmadan elde edilen bulgular gercevesinde kendinden 6nce yapilan diger
calismalarla kiyaslandiginda benzer ve farkli sonuglar bulunmasina ragmen genel olarak
yliksekogretimde kalite hizmetlerinin ve 6grenci memnuniyetlerinin daha yiiksek ve pozitif yonde
gelistigi goriilmiistiir. Bu ¢calisma ile yiiksekdgretim yonetiminin kalitede siireklilik saglayici tedbirleri
aldigi, ogrenci taleplerine uygun diizenlemelerde bulunuldugu ve egitimde kaliteyi 6ziimsedikleri
sonucuna varilabilir. Egitim fakiiltesi 6grencilerinin aldiklar1 hizmetten doyum sagladiklar1 dolayisiyla

daha basarili ve iiretken bireyler olarak yetistirildikleri kanisinda bulunulabilir.
Yiiksekogretimde kalite hizmeti sunanlar igin 6neriler asagidaki gibi ifade edilebilir:

» Ogrenci memnuniyet doyumuna iliskin calismalar ardillik ve siireklilik arz etmeli,

katilimailarin goriisleri dogrultusunda giincellenerek sunulmalidir.

= Yiiksekogretimin kalite 6lctitleri belirlenirken i¢ ve dis paydaslarin goriislerine daha fazla yer

verilmelidir.

» Ogrenci memnuniyeti diisiik bulunan alanlarda yiiksekogretimin yonetiminde bulunanlar

tarafindan birtakim gelistirme ve iyilestirmelere gidilmelidir.
Arastirmacilar i¢in Oneriler asagidaki gibi belirtilebilir:
= Arastirma aymu {iniversitenin farkl fakiilte ve boliimlerinde gerceklestirilebilir.

= Calisma “yiiksekogretimde bolgesel kalkinma odakli misyon farklilasmasi” projesinde yer

alan diger {iniversitelerde uygulanarak karsilastirmali analiz ortaya konulabilir.
* Devlet ve vakif tiniversite 6grencilerinin memnuniyet doyumuna iliskin analizler yapilabilir.
Arastirmacilarin Katki Orani

Calisma tek yazar tarafindan diizenlenmis ve hazirlanmistir. Calismaya yazarin katki orani

%100 oraninda gergeklesmistir.
Cikar Catismasi

Yazar tarafindan ¢alismaya yonelik herhangi bir ¢ikar ¢atismasi teskil edebilecek unsur, etmen,

durum bulunmamaktadir.
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Introduction

Higher education takes on a market-centered changing structure with the return of
globalization and information society, leading to the increase of competitive factors, a decrease in public
support, the creation of different systems in education, the development of quality services in
universities and the emergence of certain quality assurance systems (Tezstiriicii and Bursalioglu, 2013).
Due to these factors, modern approaches to the establishment of quality standards at international and
national levels have begun to be adopted. Standards determined in different ways prioritize improving
quality rather than measuring and evaluating. In addition, approaches to quality creation in the form
of Kaizen related to accreditation, total quality management or continuous quality improvement have

guided quality studies in higher education (Rehber, 2007, pp. 235-236).

The concept of "quality," which is examined within the scope of quality services in higher
education, is a word of Latin origin and is derived from the word "qualitas" and is defined as "superior
quality” (Oxford English Dictionary, 2022). According to the pioneers of the concept of quality,
"suitability for use and needs" (Crosby, 1992; Juran, 1988), "a never-ending cycle of continuous
improvement” (Deming, 1982), and "to meet the needs of customers first and every time with the lowest
cost” (Flood, 1993). Considering the current definitions of the concept of quality in the literature, the
concept of "quality" according to TSE [Turkish Standards Institute]: "An organization that adds value
by meeting the needs and expectations of customers and other interested parties; is the promotion of a
culture that results in behavior, attitudes, activities and processes” (TSE, 2015). It is the perception of
the level of value added by an organization to its outputs and the degree to which they meet the

specified characteristics and criteria (Avci, 2019).

Together with higher education institutions and organizations, they are functionally pioneers
in the development of society and become institutions that prioritize and care about service quality
(Bayrak, 2007). After the 1980s, studies have been conducted to ensure quality in higher education at
international and national levels (Altbach, Reisberg and Rumbley, 2009; Higher Education Council
[Higher Education Board], 2018). Quality assurance systems developed in higher education are

explained as inspection, evaluation and review activities carried out to meet the minimum needs and
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expectations of the stakeholders benefiting from higher education services and to gain the trust of the

stakeholders (Skolnik, 2010).

Since the 2000s, the scope of quality activities in higher education has been expanded. The main
studies are: “free market economy orientations in higher education, quality, efficiency and being
personally responsible to the society” (YOK, 2000), “competitiveness at the international level with the
Bologna Declaration” (YOK, 2005), “The first studies on the quality assurance system YODEK
[Academic Evaluation and Quality Improvement Commission in Higher Education] was established.
Afterwards, the "Regulation for Academic Evaluation and Quality Improvement in Higher Education
Institutions” was issued in 2005, "national innovation systems of universities" and "quality assurance
and accreditation in higher education” (YOK, 2007), "quality-oriented growth" (YOK, 2014), " Making
the Quality Assurance Regulation in Higher Education” (YOK, 2015) forms the basis of studies in this

direction.

The Higher Education Quality Board [YKK] was established and the board, which was later
named YOKAK, started its activities in line with the “Higher Education Quality Assurance Regulation”
(2015). The purpose of the regulation is “to regulate both the education and research activities
performed in higher education institutions and the internal and external quality assurance and
accreditation processes of the administrative services of these institutions, as well as the processes of
authorization of independent external evaluation institutions and the principles regarding the duties,
authorities and responsibilities defined in this context”. With this regulation, it is guaranteed under
"quality assurance in higher education," internal and external quality processes are specified,
international and national developments related to quality are foreseen to be followed, quality

evaluations are included, and the development and dissemination of quality culture are taken as a basis.

Higher education institutions should first determine their goals and objectives to establish their
quality assurance systems, and then publish their quality status using certain methods. It is requested
that the processes be developed, clearly disseminated, and quality processes should be developed with
the participation of all stakeholders (Higher Education Council, 2010). Quality processes in higher

education are shown in Figure 1.
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Figure 1. Quality processes in higher education (Tas, 2015; Higher Education Council, 2010)

As shown in Figure 1, students are regularly involved in quality assurance processes according
to a set of predetermined criteria. The quality assurance systems required to be implemented in the
Bologna Process are the evaluations made by independent quality assurance organizations. Thus, it is
included in the systems as a generally accepted principle that quality assurance institutions,
government officials, representatives of higher education institutions, academicians and students, who
are the main stakeholders in the quality assurance processes in higher education, are considered as

independent evaluations with their participation in the evaluations (Higher Education Board, 2010).

Student satisfaction is directly the status determinations carried out within the scope of quality
services in higher education. This concept can be described as the harmony between expectations and
actual performance. In this context, there are different factors affecting student satisfaction: "(i)
institutional factors: (ia) academic factors: quality of education, communication networks with students
inside and outside the classroom, curriculum, resources used in courses (ib) management philosophies and
practices (ii) social conditions: social, cultural, sports opportunities offered by the university (iii)
expectations: the academic and other services provided by the university life to the students, the
expectations for the future (iv) personal factors: personal and demographic factors” (Giilcan, Kustepeli

and Aldemir, 2002). Figure 2 shows the factors that affect student satisfaction.
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Figure 2. Factors affecting student satisfaction (Giilcan, Kustepeli, and Aldemir, 2002).

When Figure 2 is examined, it is seen that university students' perceptions of the quality of their
university life should be handled with different dimensions. The relationships of the independent
variables in the figure with each other and with the satisfaction between the dependent variables can
occur in different ways. As a result of these factors, "student satisfaction dissatisfaction" develops when
incompatibility occurs, and "student satisfaction" develops when harmony occurs. As the level of
student satisfaction increases, the level of meeting the needs and demands of university students also

increases.

Studies on the quality of faculty life perceived by university students are conducted on the basis
of university and faculty (Ilias and Nor, 2012; Ozdemir, 2012). In the light of the research, it is seen that
determining the expectations of the students about university life and the experiences they have gained
stands out as an important factor in raising the quality and service standards of the university (Ozdemir,
Kiling, Ogdem and Er, 2013). Similarly, it is emphasized that universities should increase their perceived
quality of university life to enable them to be more successful in a competitive environment (Poindexter,
2006). A student who participates in different activities in the university environment can establish
positive relations with his generation and faculty members in the classroom or outside, interacts with
the environment, participates in artistic activities, such as music, theater, and painting, and is satisfied
with the opportunities offered by university life, can also improve his personal and academic

development. It is clear that it will perform at a high level (Singh, Augustine and Singh, 2010).

In the literature, there have been some studies on quality services and student satisfaction in
higher education. The search for quality in higher education (Tezsiiriicii and Bursalioglu, 2013), quality
assurance in higher education (C)zer and Kiigiikcan, 2011; Metod and Mazman, 2023), total quality

management in higher education (Kalayci, 2008), service quality and quality perception in higher
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education (Ataman and Adigiizel, 2019; Cevher, 2015). Regarding the satisfaction status of higher
education students (Altas, 2006; Aygun, 2014; Erdogan and Bulut, 2015; Eti igli and Vural, 2010; Kalfa
and Cakir, 2020; Karahan, 2013; Sokmen, 2011). Since there are very few studies on the satisfaction of
the students of the faculties of education in the field literature, this study aims to eliminate the gap in

the field literature and contribute to the field.

The education received by university students studying in faculties of education that serve the
purpose of teacher training should be measured in terms of service quality and updated periodically.
In this direction, this study was prepared to determine the student satisfaction with the faculty of
education within the scope of quality services in higher education, depending on various indicators and

demographic variables. The following sub-problems were searched for answers:
Within the scope of quality services in higher education;
1) What are the student satisfaction levels of the faculty of education?

2) What is the relationship between the dimensions of student satisfaction levels of the faculty

of education?

3) Do the student satisfaction levels of the faculty of education show significant differences on

the basis of a) gender b) department?
Method
Model of this Research

This research was conducted in the type of quantitative research. This type of research is usually
based on testing a theory. It is a form of empirical research in which the analysis of a problem situation
is carried out using numerical measurement and statistical techniques (Dobbin and Gatowski, 1999;
Punch, 2005). Descriptive studies are included in this scope and are prepared to determine certain group
characteristics. The model of this research was shaped in accordance with the relational screening
model. With this model, it is aimed to determine the existing relationships between two or more
variables and to obtain clues about cause and effect (Biiyiikoztiirk, Cakmak, Akgiin, Karadeniz and

Demirel, 2017).
Population and Sample

The population of this research was 1986 teacher candidates studying at the education faculty
of a state university in the fall semester of the 2021-2022 academic year. 5% error rate can be taken as a
basis for the determination of the sample group (Yazicioglu and Erdogan, 2004, p. 50). Based on this,
the number of participants included in the sample was sufficient and kept in higher numbers. Two

hundred seventy-five pre-service teachers, who were taken from the population by simple random
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sampling method, were included in the sample of the present study. Descriptive statistics of the

sampling are presented below (Table 1).

Table 1. Descriptive statistics of education faculty students

Descriptive Information N %
Gender Female 209 76
Male 66 24
Total 275 100
Classroom Education 49 17.8
Turkish Education 34 12.4
Mathematics Education 53 19.3
Department Science Education 34 124
Social Studies Education 19 6.9
Preschool Education 45 16.4
Guidance and Psychological Counseling 41 14.9
Total 275 100

In the light of the information presented in Table 1, a total of 275 education faculty students,
76% female and 24% male, were included in the research. Of the participants, 17.8% in Classroom
Education, 12.4% in Turkish Education, 19.3% in Mathematics Education, 12.4% in Science Education,
6.9% in Social Studies Education, and 16.4% in Preschool Education, 14.9% continued his education in
Guidance and Psychological Counseling Departments. The highest participation was from the

Department of Mathematics Education and the least from the Department of Social Studies Education.
Data Collection Tools

Data collection tools consisted of two parts. In the first part, the personal information of the
participants was included and in the second part, the "Student Satisfaction Scale" developed by Simsek,
Islim and Oztiirk (2019) was used. In this study, while there were such scales in the literature, the scale

used was preferred because it included all the sub-dimensions related to student satisfaction.

Student satisfaction scale: In the scale used to determine student satisfaction with the faculty of
education, there were six sub-dimensions and a total of 45 items indicating their satisfaction with "social
and cultural activities, management of research and development activities, monitoring, evaluation and
quality management of education, processes and practices of education, design of education,
environment and resources of education." The total variance value explained by the six dimensions of
the 5-point Likert-type scale (strongly disagree-strongly agree:1-5) is 62.01%. Exploratory factor
analysis was performed to determine the factor structure of the scale and to reveal its construct validity,
the Kaiser-Meyer-Olkin (KMO) value was calculated for the correlation matrix to be suitable for factor
analysis, and the Barlett Test of Sphericity (BTS) was applied. Based on the analysis of the data obtained,
the KMO coefficient was .97 and it was significant at the expected level for the Barlett Test of Sphericity.
In addition, the Cronbach'’s alpha value of all factors in the scale was higher than .70, and the correlation
of all factors with each other was statistically significant and highly reliable (Tabachnick and Fidell,
2007). In addition, the reliability analysis of the scale for the research was carried out and the results

were determined as follows.
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Table 2. Reliability analysis of the data collection tool

No Sub-dimensions Expression  Cra
1  Satisfaction with the design of education 14 0.857
2 Satisfaction with the environment and resources of education 5 0.771
3 Satisfaction with the processes and practices of education 7 0.817
4  Satisfaction with the management of research and development activities 4 0.756
5  Satisfaction with social and cultural activities 12 0.824
6  Satisfaction with education monitoring, evaluation and quality management 3 0.822
Student satisfaction scale 45 0.942

Regarding reliability coefficient; if 0.60a < 0.80, the scale is reliable, if 0.80a < 1.00, the scale is
highly reliable. As shown in Table 2, the student satisfaction scale was determined as Cra=0.942. Cra
coefficients indicate that the scales used are quite reliable. In this study, the descriptive statistics of the
scores obtained from the scales were examined to analyze the quantitative data, and a decision was

made for normality.

Table 3. Descriptive statistical values of the scales

No  Sub-Dimensions Skewness  Kurtosis

1  Satisfaction with the design of education -.508 1.964

2 Satisfaction with the environment and resources of education -.404 316

3  Satisfaction with the processes and practices of education -.403 1.170

4  Satisfaction with the management of research and development activities -.301 -220

5  Satisfaction with social and cultural activities -.141 -.028

6  Satisfaction with education monitoring, evaluation and quality management -1.004 1.457
Student satisfaction scale -476 1.387

The standard range for the normality value for Table 3 is accepted as [-1,+1]. It was observed
that the skewness and kurtosis values in the Student Satisfaction Scale were outside the normal values.

Thus, nonparametric tests used for tests that do not fit normal distribution were used.
Data Collection

The data used in this research were obtained from teacher candidates who continued their
education in different departments and classes in the education faculty of a state university in the fall
semester of the 2022-2023 academic year. To reach more participants, the questions were prepared in
print and delivered to the volunteer teacher candidates. Responses were received from 275 of the forms
delivered to around 350 participants. It was stated by the participants that the time to respond to the

questionnaire was approximately 10 minutes.
Data Analysis

Statistical analyses were performed in the IBM SPSS Statistics 22.0 program. Whether the
variables fit the normal distribution was tested with the Shapiro-Wilk test, and the variables that did
not fit the normal distribution were given with their median, minimum and maximum values. The
“Mann-Whitney U” test was used to analyze the differences between the two groups, and the “Kruskal-
Wallis H” test was used for the differences between three or more groups. The significance level was

taken as 0.05.
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Research Hypotheses
The hypotheses established within the scope of the purpose of this research are as follows.
Hypothesis 1: Student satisfaction level differs according to gender.
Hypothesis 2: The level of student satisfaction differs according to the department.
Ethical Approval

In this research, all the rules within the scope of the "Higher Education Institutions Scientific
Research and Publication Ethics Directive" were followed. None of the actions listed under the title of
"Actions Contrary to Scientific Research and Publication Ethics" in the second part of the directive were

not carried out.

Ethics committee approval information: Name of the committee that made the ethical evaluation:
Kirsehir Ahi Evran University Social Sciences and Humanities Scientific Research and Publication

Ethics Committee

Date of ethical review decision: 29.12.2022

Ethics assessment document issue number: 22/10/29
Results

The findings of this study were discussed within the scope of quality services in higher

education, and the findings were given below respectively.
Findings on the Distribution of Student Satisfaction Levels of the Faculty of Education

In Table 4, which is arranged according to the data obtained as a result of this research, the

distribution of student satisfaction levels of the faculty of education is presented below.

Table 4. Distribution of student satisfaction levels of the faculty of education

Sub-dimensions N Medyan  Min Max o) SS
Satisfaction with the design of education 275 49 14 70 49.22 7.92
Satisfaction with the environment and

. 275 17 5 25 16.49 3.84
resources of education
Satlsfact19n with the processes and practices 275 o4 ” 35 0434 444
of education
Satisfaction with the managen.leflf of 275 12 4 19 12.06 3
research and development activities
Sat.lsfa.ctlon with social and cultural 275 36 14 54 35.26 73
activities
Satlsfac.tlon with edl.lcatlon monitoring, 275 1 3 14 105 186
evaluation and quality management

Student satisfaction scale 275 148 47 206 147.87 23.58

The levels of “satisfaction with the design of education and training” 49 [14-70], levels of
“satisfaction with the environment and resources of education” 17 [5-25), levels of “satisfaction with the
processes and practices of education” of the education faculty students in Table 4 24 [ 7-35], levels of

“satisfaction with the management of research and development activities” 12 [4-19], levels of
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“satisfaction with social and cultural activities” 36 [14-54], levels of “satisfaction with the monitoring
and evaluation of education and quality management” 11 [3 -14]. Student satisfaction level was
determined as 148 [47-206]. In line with the findings, it can be stated that the total satisfaction scores of
the students of the faculty of education are above the average and quite high within the scope of quality

services in higher education.

Findings on the Distribution of Relationships Between the Dimensions of Student

Satisfaction Levels of the Faculty of Education

In Table 5, organized in line with the data obtained from this study, the relationships between

the dimensions of student satisfaction levels of the faculty of education are shown.

Table 5. Distribution of relationships between the dimensions of student satisfaction levels of the faculty of
education

Sub-dimensions 1 2 3 4 5 6 7
Satisfaction with the design of r 1 .628™ 722™ .588™ ,614™ 445" .889"
education P .000 .000 .000 ,000 .000 .000
Satisfaction with the T 1 .519™ 4317 ,558" .326™ .735™
environment and resources of

. P .000 .000 ,000 .000 .000
education
Satisfaction with the processes  r 1 533" ,559™ 372% .803™
and practices of education P .000 ,000 .000 .000
Satisfaction with the r 1 ,566™ 4727 729"
management of research and
. P ,000 .000 .000
development activities
Satisfaction with social and r 1 424 834
cultural activities p .000 .000
Satisfaction with education r 1 555"
monitoring, evaluation and
. P .000
quality management
1

Student satisfaction scale

**p<0.01, Pearson Correlation Analysis

As shown in Table 5, within the scope of quality services in higher education, there was a
moderate positive linear between the levels of "satisfaction with the design of education and training”
and the levels of "satisfaction with the environment and resources of education” of the students of the
faculty of education; strong positive linear among "satisfaction with the processes and practices of
education” levels; moderate positive linear levels of "satisfaction with the management of research and
development activities;" moderate positive linear among levels of "satisfaction with social and cultural
activities;" moderately positive linear between levels of "satisfaction with monitoring, evaluation and
quality management of education;" there was a strong positive linear relationship between "student

satisfaction" levels.
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Findings for the Examination of Student Satisfaction Levels of the Faculty of Education on

the Basis of a) Gender

In line with the data obtained in this study, gender analysis of student satisfaction levels of the

faculty of education was made. The obtained results are shown in Table 6.

Table 6. Examination of student satisfaction levels of the faculty of education on the basis of gender

Sub-dimensions Gender N Median Min Max Z P
i i i i Mal 66 50 14 70
Satlsfa(':tlon with the design of ale 0.97 0.331
education Female 209 49 22 70
Satisfaction with the environment and Male 66 17 5 25
. -0.94 0.345
resources of education Female 209 17 5 25
Satisfaction with the processes and Male 66 24 7 35 0.18 0.859
practices of education Female 209 24 11 35 ' '
Satisfaction with the management of Male 66 12 4 18
s -0.674 0.510
research and development activities Female 209 12 4 19
i i i i Mal 66 37 14 54
Satllsfa.ctlon with social and cultural ale 1635 0.102
activities Female 209 35 16 52
Satisfaction with education Male 66 10 3 14
itori luati li -2. .
monitoring, evaluation and quality Female 209 1 4 14 939 0.003
management
Male 66 150.50 47 204
Student satisfacti 1 -0.622 0.534
et Salislaction S€a%e pomale 209 147 73 206

p<0.05, Mann Whitney U Test
The levels of "monitoring and evaluation of education and quality management" of the education

(7]

faculty students in Table 6 differed according to their genders (p<0.05). Female students' “satisfaction
with the monitoring, evaluation and quality management of education” was higher than male students.
"Satisfaction with social and cultural activities" levels were higher in male students than female

students. Other scale scores did not differ according to gender. Hypothesis 1 is accepted.

Findings for the Examination of Student Satisfaction Levels of the Faculty of Education on

the Basis of b) Department

Departmental analysis of student satisfaction levels of the faculty of education was carried out.

The findings obtained are expressed in Table 7.
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Table 7. Examination of student satisfaction levels of the faculty of education on a departmental basis

hi-
. . Department N Median Min Max Chi p  Difference
Sub-dimensions square
Classroom Education 49 52 40 70
Turkish Education 34 49 30 64
Mathematics Education 53 49 14 68
Satisfaction with the design of education Sc1e'nce Edl:ICatIOI‘l . 34 48 39 63 26.07 <0.001 4.7<1.6
Social Studies Education 19 52 27 56
Preschool Education 45 52 40 65
Guldanc'e and Psychological 41 48 » 2
Counseling
Classroom Education 49 18 11 25
Turkish Education 34 17 7 21
Mathematics Education 53 16 5 23
Satisfaction with the environment and resources of education Sc1e'nce Edl'lcatlon . 34 16 10 23 30.11 <0.001 3,4,7<6
Social Studies Education 19 17 8 21
Preschool Education 45 19 12 25
Guldanc.e and Psychological 41 16 5 71
Counseling
Classroom Education 49 26 19 35
Turkish Education 34 24 12 34
Mathematics Education 53 24 7 35
Satisfaction with the processes and practices of education Sc1etnce Edl.lcatlon . 34 24 17 33 23.32  0.001 3,7<6
Social Studies Education 19 24 12 33
Preschool Education 45 25 17 32
Guldanc.e and Psychological 41 23 1 0
Counseling
Classroom Education 49 13 6 18
Turkish Education 34 12 6 18
Mathematics Education 53 11 4 19
Satisfaction with the management of research and development activities Scu-‘.tnce Edgcatlon . 34 125 6 17 14.373  0.026 3<6
Social Studies Education 19 11 6 16
Preschool Education 45 13 6 18
Guidance and Psychological 41 12 4 17

Counseling

1914



KEFAD Cilt 24, Say1 3, Aralik, 2023

Classroom Education 49 38 26 54
Turkish Education 34 35 21 47
Mathematics Education 53 34 14 47
Satisfaction with social and cultural activities SCIe,nce Edl.lcatlon . 34 335 24 43 56.992 <0.001 3,4,7<1,6
Social Studies Education 19 36 23 48
Preschool Education 45 42 28 52
Guldanc.e and Psychological 41 13 18 48
Counseling
Classroom Education 49 11 7 14
Turkish Education 34 11 7 14
Mathematics Education 53 10 3 13
Satisfaction with education monitoring, evaluation and quality management Sc1e.nce Edgcatlon . 34 10 7 13 18.185 0.006 3<6

Social Studies Education 19 11 4 12
Preschool Education 45 11 4 14
Guldanc'e and Psychological 41 1 5 13
Counseling
Classroom Education 49 156 119 206
Turkish Education 34 146.5 92 188

Student satisfact . Mathematics Education 53 145 47 194

udent satistaction scal€  gqjence Education 34 139.5 121 176 41720 <0.001 347<16

Social Studies Education 19 149 89 176
Preschool Education 45 162 125 200

Guldanc.e and Psychological 41 141 73 182
Counseling

p<0.05, Kruskal-Wallis H Testi
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According to the findings shown in Table 7, student satisfaction with the faculty of education
varid according to their departments (p<0.05). Hypothesis 2 is accepted. Students in the Department of
Classroom Education, Social Studies Education and Preschool Education had higher levels of
satisfaction with the design of education than students in the Department of Science Education or
Guidance and Psychological Counseling. Students in the Department of Mathematics Education,
Science Education or Guidance and Psychological Counseling have lower levels of "satisfaction with the
environment and resources of education" compared to the students in the Department of Preschool
Education. The "satisfaction with the processes and practices of education" of the students in the
Department of Classroom Education was higher than the students in the Department of Guidance and
Psychological Counseling. The levels of “satisfaction with the management of research and
development activities” and “satisfaction with the monitoring and evaluation of education and quality
management” of the students in the Preschool Education Department were higher than the students in
the Mathematics Education Department. The "satisfaction levels of social and cultural activities" and
general "student satisfaction" levels of the students in the Department of Classroom Education and
Preschool Education were lower than the students in the Department of Mathematics Education, Science
Education or Guidance and Psychological Counseling. On the basis of departments, the total satisfaction
level of the students in the Pre-school Education and Classroom Education Departments was higher

than the students in other departments.
Conclusion, Discussion and Recommendations

Quality assurance is an important management technique that includes the examination and
observation of studies on the quality of services or goods in general. Systematic monitoring and
evaluation of various aspects of an institution, service or project to determine whether certain standards
of quality are met; at the same time, it is portrayed as proving whether quality studies are applied
appropriately and aiming for activities (Ozer, Giir and Kiigiikcan, 2010, p. 33; Pond, 2002, pp. 1-3). In
higher education institutions, an internal audit mechanism is provided by measuring the quality of both
education and other activities, and the management of the institution is handled in a way that includes
all activities and stakeholders. In this context, it will be instrumental in the creation of institutional
culture by strengthening the functioning of higher education institutions with quality assurance. In
addition, there are many benefits to the organization, such as optimizing the use of resources, reducing
waste, increasing the quality of goods and services, increasing efficiency, making continuous

improvements in the process, prioritizing customer satisfaction (Chang, 1993, p. 28).

There are different stages to determine the quality of education at the higher education level
(Tezdriver and Bursalioglu, 2013). According to the authors, "i. quality in design is related to both the
output (an academic program that meets the needs of the students) and the process (curriculum,

equipment, planning and other factors affecting the program), while ii. quality in the output, the
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achievement of the desired results, iii. quality in the process is effectively in line with the desired goals
with the contribution of all the steps in the functions of the organization, each step to the organization.

Work." Frequently, student satisfaction reviews are evaluated and reviewed in this context.

Within the scope of quality services in higher education, student satisfaction was evaluated
based on demographic variables . Significant differences were reached according to gender and
department variables, and Hypothesis 1 and Hypothesis 2 were accepted. It was determined that the
satisfaction level of female students compared to male students in Preschool Education and Classroom
Education departments was higher than students in other departments. The findings of different studies

in the literature coincide with the results obtained (Dogan, 2020; Yangin and Kirca, 2013).

When the total satisfaction levels of the students of the Faculty of Education within the
framework of quality services in higher education were examined, they were above average and at a
high level. By examining the relationships between the dimensions, there was a strong positive linear
relationship between student satisfaction levels. Within the scope of quality services in higher
education, the sub-dimensions were examined and the results were determined. In this context,
"satisfaction with the design of education" levels Among the students of the Department of Classroom
Education, Social Studies Education, Preschool Education, "satisfaction with the environment and
resources of education" levels In Preschool Education, "satisfaction with the processes and practices of
education” levels of Classroom Education, "satisfaction with the management of research and
development activities" levels Classroom Education and Preschool education, "satisfaction with social
and cultural activities" levels School Pre-Education and "satisfaction with the monitoring, evaluation
and quality management of education" levels were at a high level in all departments, including
Classroom Education, Turkish Education, Mathematics Education, Science Education, Social Studies

Education, Preschool Education, Guidance and Psychological Counseling Departments.

In some of the studies conducted abroad, student perceptions and expectations were
investigated in terms of quality services in higher education, and negative results were reported in the
general factor dimension evaluations in all of them (Abili, Thani and Afarinandehbin, 2012; Aratjo et
al,, 2016; Galeeva, 2016). The results obtained differ from the results of the current study. It has been
determined that there are various studies in the country. In a study, it is stated that the satisfaction level
of education faculty students is moderate regarding the quality of faculty life, while there is no
difference for the age variable, there are significant differences according to the department variable
(Ozdemir, Kiling, Ogdem and Er, 2013). In a different study, it was found that students' perceptions of
quality were different; in equipment and facility evaluations, the quality of the exams was negative,
while the academician evaluations, content and presentation of the courses were positive (Cevher,
2015). In another study, it was stated that the higher education service quality in the education faculty

was perceived above the medium level, and the higher education service quality perceptions differed
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significantly according to the department (Yokus, Aygicek and Yelken, 2017). In another study, it was
stated that the gender variable significantly differentiates the quality of higher education services and
that the service received by female students is higher than that of male students (Karakaya, Kili¢ and
Ugar, 2016). Within the framework of the findings obtained from the prepared research, although there
are similar and different results compared to previous studies in the literatire, it has been seen that
quality services and student satisfaction in higher education have generally developed higher and
positively. With this study, it can be concluded that the higher education administration has taken
measures to ensure continuity in quality, arrangements have been made in accordance with student
demands and they have internalized quality in education. It can be concluded that education faculty
students are satisfied with the service they receive. Thus, they are raised as more successful and

productive individuals.

Recommendations for those providing quality services in higher education can be expressed as

follows:

= Studies on student satisfaction should be sequential and continuous and should be updated

and presented in line with the opinions of the participants.

* While determining the quality criteria of higher education, the views of internal and external

stakeholders should be given more space.

= In areas with low student satisfaction, some developments and improvements should be made

by those in the administration of higher education.
Recommendations for researchers can be stated as follows:
= The research can be conducted in different faculties and departments of the same university.

= Comparative analysis can be made by applying this study to other universities involved in the

project of “regional development-oriented mission differentiation in higher education.

= Analyzes can be performed regarding the satisfaction of state and foundation university

students.
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