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Oz

Saglik sektOriinde artan rekabet beraberinde igletmelerin saglik hizmetlerinden yararlanan
miisteriler ve hastalarin memnuniyetinin Ol¢iilmesi ve analiz edilmesi icin kalite, onlara bu
kalitenin yansitilmasi iginde pazarlama biliminden yararlanilmasini zorunluluk haline
getirmistir. Saglik hizmetlerinde kalite 6l¢gmede hastalarin hem beklenti hemde algisinin
degerlendirilebildigi bir dlgek olmasi nedeni ile bu c¢alismada Servqual 6lgegi kullanilmistir.
Servqual sonuglar saglik isletmelerinin dogru yonetim stratejisi belirlemesine ve kaynaklarin
miisterilerin istek ve ihtiyaclar1 dogrultusunda dogru kullanilmasinda yol gostericidir. Bu
calismada 288 Kkisi ile yapilan servqual anket ¢alismasinin sonuglart dogrultusunda bulgular
analiz edilmis, hastalarin beklentileri ve hastanenin sunmus oldugu hizmete gore algilama
diizeyleri belirlenerek hem genel hem boyutlar bazinda liskilendirilerek degerlendirilmistir.
Hastalarin mitkemmel bir hastaneden beklentilerinin tiim boyutlar i¢in genel servqual skoru
4,592 ¢ikmistir. Buna karsilik olarak genel algilama skoru da 4,352’dir. Beklenti ve alg: diizeyi
arasindaki farklar diistiniildiigiinde beklentinin miikemmel oldugu 5 diizeyi igin 4,592
seviyesindeki beklentiye sahip olan hastalarin, beklentileri karsilanarak algilama diizeyleri
genel ortalamasi 0,24 puan yiikseltilirse ¢cok boyutlu ve biitiinsel agidan hastalar tatmin edilmis
olur.
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Abstract

With increasing competition in the health sector, quality and quality of the satisfaction of
customers and patients benefiting from the health services of the enterprises has made the
necessity of using the marketing science in reflecting this quality to them.Servqual scale was
used in this study with the reason that the quality of the health care services is a scale where
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offered by the hospital were determined and evaluated in relation to both general and
dimensions. The overall servQual score for all dimensions of patients' expectation from a
perfect hospital was 4,592. In contrast, the overall perception score is 4,352. Considering the
differences between expectation and perception level, patients who have an expectation level
of 4.592 for 5 levels of expectancy are excellent, the patients are satisfied in terms of
multidimensional and holistic if their perception levels are raised and the general average is
raised by 0.24 points.
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