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ABSTRACT

In this study, it was aimed to adapt the Service Quality-Based Psychological Contract
Effectiveness Scale (SQPCES) into Turkish, which was developed by Kaushal and Goyal (2021)
based on the Theory of Social Change. It is seen that there are many studies in the organizational
context related to the psychological contract theory in the literature. Kaushal and Goyal (2021),
on the other hand, discussed the concept of psychological contract based on the perception of
service quality in the educational context and especially for students at universities. Within the
scope of the study, the measurement tool consisting of 26 items and three sub-dimensions was
adapted to Turkish. 255 university students selected by convenience sampling method were
included in the study. For the adaptation studies of SQPCES into Turkish at universities, it was
translated from English to Turkish by instructors who speak and understand both languages well
and have expertise in English, then it was translated back into English and the items were
compared. After the necessary corrections were made, the form was translated back into
Turkish. Decided items were submitted to the opinion of nine field experts and the scale was
finalized. Confirmatory factor analysis was performed to determine the construct validity of the
scale. Confirmatory factor analysis was performed to obtain evidence for the validity and
reliability of the scale form, which was obtained based on expert opinions. According to the
results of confirmatory factor analysis, fit index values were found as y2/sd=2.32, RMSEA=.078,
SMRM=.067, GFI=.84, CFI=.92. In addition, the results of the calculation of reliability with internal
reliability, split half reliability and test-retest methods indicate that the whole scale and all its
sub-dimensions can provide reliable measurements at an acceptable level. As a result, it can be
said that SQPCES provides valid and reliable measures that can be used to measure the
effectiveness of service quality-based psychological contract among university students in
Turkey.
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INTRODUCTION

Globalization, the transition to the information society and especially the rapid developments in the direction
of free movement of services have brought along a rapid growth in the higher education sector. This growth
has also attracted the attention of international organizations such as the United Nations, UNESCO, OECD, EU
Commission, World Bank and even the World Trade Organization and has become one of the priority agenda
items of these institutions. In our country, in parallel with these developments, the changes and advances in
the higher education sector in recent years have revealed a more competitive structure. While this competitive
structure and rapid growth force universities to work towards improving themselves and increasing the quality
of education, it has made it necessary to investigate whether the students, who are customers in higher
education institutions, are satisfied with the quality of the education given to them. Along with this necessity,
the concept of student psychological contract was put forward in relation to the perceived education sector

service quality factors in the student dimension (Kaushal & Goyal, 2021).

The psychological contract, conceptualized in the early 1960s, has been dealt with by researchers such as
Argyris (1962), Schein (1965), Levinson et al. (1962), Rousseau (1989, 1995), Roehling (1997), Robinson (1995),
Coyle-Shapiro and Kessler (2000) in its historical development. In these studies, the concept of psychological
contract in general terms is expressed as the belief that the parties will mutually contribute to each other in a
bilateral relationship and that one party will eventually reciprocate the other party. In the organizational
context, the concept is defined as expectations related to the obligations that create the relationship between
the employee and the organization (Morrison & Robinson, 1997). Psychological contracts, which can be
expressed as all of the undeclared expectations or promises (Cihangiroglu & Sahin, 2010) between the
employee and the organization, can be evaluated as fulfilling the statements given by universities in higher
education institutions. It is stated that the promises made by the organization must be fulfilled in order to
increase the commitment of the employees, their intention to stay in the organization and their organizational
citizenship behaviors, which go beyond the official job description offered to the employee, otherwise the
motivation of the employees will be adversely affected (Bolino & Turnley, 2003). This can be seen as an
important situation that should not be underestimated. The same behavior that employees show in such
situations encountered in business life can also be seen in a student who thinks that the promises made by the
university s/he is studying are not fulfilled. As a result, a student who thinks that the promises made by the
university are not fulfilled may give up the tendency to make an effort to be successful. In addition, fulfilling the
expectations of students in higher education institutions has become synonymous with student satisfaction. It
is assumed that the satisfaction of the students will increase the academic excellence, and this has made it
necessary to know the feedbacks of the students on every subject related to the quality of university service

from a theoretical point of view (Woodall et al., 2014).

Studies on the psychological contract in the education sector allow us to understand why educational

institutions sometimes fail to produce better results. Higher education institutions have important obligations
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towards students. Psychological contracts help to identify the reasons for the gap between the expected value
and perceived value regarding faculty liability, career center liability, infrastructure and institutional facilities.
When evaluated in general, universities are responsible for creating opportunities for their students to improve
themselves in general. In this sense, the psychological contract has a structure based on the obligations that
both parties have towards each other. Before these obligations are fulfilled, the demands of both parties
should be understood correctly and there should be no confidentiality. Expectations that students cannot
express verbally should be well observed and determined by the university so that dissatisfaction among
students can be prevented. The institutions where the students are educated should focus on different
expectations apart from the ordinary/necessary expectations and try to determine how these expectations can
be fulfilled administratively as much as possible. When the literature is examined, it has been seen that in the
student-university relationship, the university has obligations to the students as well as the student's
obligations to the university, and it is generally considered under some factors. Among these factors, factors
such as "teaching staff", "physical elements", "content of education programs", "employment status of
education program" draw attention (Clark, 1996; Rhoades, 1990; Bowen & Rudenstine, 1992; El-Hilali et al.,
2015; Pascarella & Terenzini, 2005; Magolda, 2005, Manning et al., 2006).

Education workers appear to be a factor affecting the usability of the psychological contract. Researchers
stated that education workers are a mandatory element in determining service quality. Therefore, different
researchers have emphasized the centrality of understanding students' expectations and have drawn attention
to the profound impact of these expectations on students' motivations, attitudes, beliefs, behaviors,
performances, and learning experiences (Bordia et al. 2006). Cao et al. (2008) stated that student satisfaction is
definitely related to the performance of the instructors and that this satisfaction depends on the psychological
contract between the student and the instructor. Thus, they pointed out that both the instructors and the
students have obligations to fulfill their responsibilities. Bordia et al. (2010) found that satisfaction in graduate
students depends on the ability of the instructors to fulfill the student's expectations, and the failure of the

instructor to fulfill these expectations is a factor that reduces the happiness of the student.

Researchers have also focused on some different factors apart from the psychological contract between the
teacher and the student. One of these factors is physical elements. It has been revealed in studies conducted in
the literature that physical factors have important consequences on student satisfaction (Yusoff et al. 2015;
Karna & Julin, 2015; Hanssen & Solvoll, 2015; Douglas et al. 2006; Navarro et al. 2005; Erdogan et al. 2021;
Erdogan & Yetim, 2020). For students who do a significant part of their education on campus, it is an
indisputable requirement that student affairs be located on campus. Other researchers such as Magolda
(2005), Manning et al. (2006) emphasized that the systematic working together of the non-educational units on
the campus and the faculties where the students are educated is an important value in this regard. In addition,
the psychological contract of students in educational institutions is directly related to service excellence. The
ability of educational institutions to create environments with rich service contents that can satisfy students'

expectations has lasting effects on student satisfaction. The assertion of quality requires understanding the role
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students take, as well as identifying ways that institutions can reassure students and support educationally

determined actions (Coates, 2005).

Another issue that has an impact on increasing the quality of higher education is the content of the education
programs and the employment status of the education program. (Athiyaman, 1997; Browne et al. 1988;
Navarro et al. 2005; Farahmandian et al. 2013; Robinson & Garton 2007; Erdogan & Yetim, 2020; Erdogan et al.
2021). Robinson and Garton (2007) examined the employability skills and characteristics introduced to students
through higher education and concluded that universities should work to support the development of
appropriate skills for students to easily adapt to the workplace and produce quality cultural environments. It
can be expressed as the fact that universities allocate the opportunities they have to the service of the students
and that bringing a system to their basic curricula, future education strategies and support services for the
students will strengthen their relations with the students. Sirin et al. (2019) found that the most effective factor
affecting the satisfaction of students in their studies in the field of sports sciences is the diploma program. Voss
et al. (2007), on the other hand, found that students care about their teaching experience for their future and

diploma programs for their professional development in terms of a good profession.

Examining the limited studies on psychological contract at universities, Gansmer Topf et al. (2007) suggested
that evaluating university obligations and other similar factors would help improve students' relationships with
the university. Depending on the results of these evaluations, they concluded that data could be obtained that
would help to increase the quality with a constructive analysis process in terms of the accountability of the
university. Gaffney-Rhys and Jones (2010) suggested that the services perceived by the students with the
contract created between the university and the students can develop a belief in them that they are a part of
the society and that their future is secure, and that with this method, the satisfaction level of the students can
be increased. In their research, Seagraves and Dean (2010) concluded that the learning process that continues
outside the university is necessary for students' general development and satisfaction with their psychological
contracts, and they stated that universities should therefore evaluate the academic learning and the learning
processes that continue outside the university together. Another study was carried out by O'Toole and Prince
(2014) to reveal students' views on the exchange relationship with the university and the university's

obligations.

In the related literature, it has been determined that there are many studies on the theory of psychological
contract in the organizational context, but there are limited studies on the educational context, especially with
undergraduate and graduate students in universities. Kaushal and Goyal (2021) emphasized that psychological
contract theory plays an essential and non-negligible role in shaping students' relationships with university, and
future studies may examine various ways to develop this relationship. Therefore, there is a need for a scale
that will shed light on the effectiveness factors of psychological contract in the context of students in
educational institutions. In addition, the perception of service quality has been neglected in most studies on

the psychological contract. At this point, it is aimed to adapt a measurement tool, which differs from other
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measurement tools, is based on service quality and is customized for educational institutions. With this
adapted scale, in future studies, it will be presented how the feedback of the students about the instructors
can contribute to the results of the university's claim to excellence, and in addition, it will serve to highlight the
problems experienced by the students. In addition, it will not only reveal students' expectations from an
instructor or psychological contacts related to their relationships, but also lay the groundwork for focusing on
other factors related to the psychological contract. These factors include career center expectations regarding
various other concepts such as obligations, infrastructure facilities and university facilities. Identifying students'
concerns about the role of the concept of psychological contract in revealing their expectations about

university understanding will provide a new perspective to the literature.

METHOD

Research Model

This study was planned in accordance with quantitative research methods and the recommendations that
should be considered in the scale adaptation process of the literature (Brislin et al. 1973; Blyukoézturk et al.
2020; Heggestad et al. 2019) were carefully followed and carried out. This part of the study includes the steps,
analyses and findings related to the participants of the study, the data collection procedure and the scale

adaptation process.

Study Grup

Confirmatory factor analysis (CFA) was performed by the researchers to determine the construct validity of
SQPCES. For the CFA application, a study group was formed with a simple random sampling method. Simple
random sampling is a reliable method of obtaining information in which each member of the population is
selected only by chance and randomly (Blylkoztirk et al. 2016). The sample size of the study was calculated by
considering the rule of Bryman and Cramer (2001), MacCallum et al. (1999) and Erkus (2012) suggested in the
literature that the sample size of the study should be at least 5 or 10 times the number of each item in the
scale. In this direction, data were collected from 255 participants to cover 5 times the number of items. 255
students studying at Karamanoglu Mehmetbey University, Faculty of Sports Sciences, Coaching Education,
Physical Education and Sports Teaching, Sports Management departments participated in this study. 43.5%
(n=111) of the participants are male students and 56.5% (n=144) are female students. When the distribution of
the students according to the departments they study is examined, it is determined that 21.6% (n=55) are the
students of coaching education, 56.1% (n=143) are the students of sports management, and 22.4% (n=57) are

the students of physical education and sports teaching. Information about the study group is given in Table 1.
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Table 1. Demographic Information of the Participants

N % Total

Male 111 435

Gender Female 144 56.5
Coaching Education 55 21.6 255

Physical Education and Sports Teaching 57 22.4

Department Sports Management 143 56.1

Data Collection Tools

The tools used in the data collection process of the research consist of two parts. In the first part, there is a
demographic information form. The second part included information about the SQPCES scale, which is

planned to be adapted to Turkish culture.

Personal Information Form

With the personal information form used in the first part of the data collection tools, the demographic
information of the participants such as gender, age, marital status, class and department was tried to be

determined.

Service Quality-Based Psychological Contract Effectiveness Scale (SQPCES): The theoretical argument of
SQPCES psychological contracts developed by Kaushal and Goyal (2021) is developed within the framework of
social exchange theory, which consists of professional commitments and expectations from an individual
perspective. The original form of the scale consists of 26 items and three sub-dimensions. The sub-dimensions
of the scale consist of the instructor obligation with 16 items (e.g.: instructors create a clear and logical
framework that highlights important aspects of the course when presenting course content), the institutional
facilities with 7 items (e.g.: the University attaches importance to increasing the academic, intellectual and
scientific quality) and the infrastructure facilities with 3 items (e.g.: Infrastructure facilities are sufficient to
meet the needs of all students). Participants state their level of agreement for each statement in the scale,

ranging from strongly disagree (1) to strongly agree (5).

Kaushal and Goyal (2021) examined the construct validity of the original scale with explanatory factor analysis
and confirmatory factor analysis in the light of data collected in different groups. After the qualitative
interviews, a 40-item pool of questions was applied to 232 students. According to the results of the explanatory
factor analysis conducted within the scope of the validity studies of the original scale, the total variance rate
was stated as 70%. According to the results of the factor analysis, it was reported that the item loading values
varied between 0.46 and 0.84. The reliability of the factors in the original scale was examined with the
Cronbach's alpha coefficient. The Cronbach Alpha values for the factors ranged from 0.75 to 0.96 (Usher &
Pajares, 2009).
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It is seen that the goodness of fit values obtained as a result of Confirmatory Factor Analysis are at an

acceptable level. Obtained findings were stated as (x2/sd=0.04 p<.01; CFI=0.81;RMSEA=0.130).

Ethical Issues and Process followed in the Scale Development Process

Neelam Kaushal, who was named as the responsible author in the original article, was contacted via e-mail for
the necessary permission to adapt the scale and permission was obtained to adapt the scale to Turkish culture.
In order to carry out the validity and reliability study of the scale, application permissions were obtained from
the ethics commission of Karamanoglu Mehmetbey University and the Dean of the Faculty of Sport Sciences. In
addition, it was declared to the participants that the obtained data would be used in the scientifically designed

study and will not be shared with any other institution or person.

The Turkish Translation Stage of the Measurement Tool of the Service Quality Based Psychological Contract

Effectiveness in Universities

In the translation process of the scale, the five-step method introduced by Brislin et al. (1973) was used. First,
the original text was translated into the target language, Turkish. In the second step, the translations were
checked, and in the third step, the text translated into Turkish was translated back into the original language.
The fourth step was carried out by following the steps such as checking the text translated into the original
language and finally evaluating the final form by consulting expert opinions. The original form for the
translation was sent to three academicians working in the Foreign Languages Department of Selguk University
via e-mail. They were asked to translate the scale expressions into the target language independently of each
other. By comparing the scale expressions in the three different translations obtained, a common decision was
reached for each item and converted into a single form. After this application, three different lecturers working
in the Foreign Languages Department of Selguk University, who did not know the original version of the scale,
and two academicians who had experience abroad in the field of sports sciences and had a good level of English
were asked to translate the scale from Turkish to English. At this stage, a comparison was made between the
items in the scale by comparing the original form and the translated form from Turkish to English, and it was

checked whether the language validity of the scale was ensured.

Scope validity: The 26-item draft scale form created for the Psychological Contract Effectiveness for Service
Quality in Academic Institutions scale was submitted to expert opinion. The evaluations made on the draft form
submitted for expert opinion were evaluated using the Devis (1992) technique. The relevant evaluation
technique was designed as a 4-point Likert scale with 1=Not Appropriate and 4=Very Appropriate. It is
recommended that at least three and at most twenty expert opinions should be taken for the Devis technique.
Nine experts were consulted for this study. On the other hand, in the Devis technique evaluation process, the
number of experts who gave 3-4 points to the answers obtained as a result of expert feedback is divided by the
total number of experts. The value obtained as a result of this process is called the Scope Validity Index (SVI). If

the SVI value is above 0.80, the validity of the research was provided. If it is below 0.80, the SVI value can be
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interpreted as not providing the validity of the research scope. The SVI values obtained for this study were
found to be above 0.80 for each item. Based on this, no statement in the scale was removed and the final

Turkish form of the scale was created.

Analysis of Data and Transactions Made

For the analysis of the data obtained, SPSS 22 program and AMOS program, which is an extension of SPSS
program, were used. After the data was transferred to the computer environment, firstly, missing data analysis,
which is seen as a common problem for research in social sciences, was carried out. The reason for this is that
the classical and modern statistical methods used were developed on the assumption that the data set is
complete (Allison, 2003; Osborne, 2013; Pigott, 2001). In this context, no lost data was observed in the lost
data control. Then, the normality and linearity assumptions of the obtained data set were examined. A linear
relationship was determined in the generated scatter diagram. In addition, Skewness and Kurtosis values were
examined by looking at the significance result of the Shapiro-Wilk test to determine whether the distribution
was normal or not. These values for the measurement tools used in the research are between -1.5 and +1.5.

This shows that the data are normally distributed (Tabachnick & Fidell, 2013).

FINDINGS

During the adaptation of the scale to Turkish culture, explanatory factor analysis can be used to examine the
factor structure formed by the scores obtained from Turkish students, and confirmatory factor analysis can be
used in accordance with the approach in the development of the scale. However, since EFA and CFA were
included in the original scale when adapting from a different culture to another culture, only CFA could be used
to determine the compatibility of the existing factor structure with the target culture (Seger, 2018). When
evaluated in this context, the application of Confirmatory Factor Analysis (CFA) was deemed appropriate by the

researchers in this study. The findings of the confirmatory factor analysis applied are given below.

Confirmatory Factor Analysis

Confirmatory factor analysis (CFA) is an analysis performed to test measurement models that explain the
relationships defined between factors and their indicators (Cokluk et al. 2010). In other words, CFA aims to
examine the extent to which a predetermined structure is confirmed by the data obtained, with support from a

theoretical basis.

Many fit indices are used to determine the adequacy of the model tested in CFA. Fit indices are used to
evaluate the fit between the theoretical model and the actual data. It is recommended to use more than one fit
indices to evaluate the fit of the model, since fit indices have strengths and weaknesses relative to each other
(Kline, 2011). On the other hand, there are four basic fit indices that are recommended to be reported and
interpreted in CFA analyzes (Kline, 2011). These are Chi-Square Goodness, y2, Root Mean Square Error of

Approximation, RMSEA, Standardized Root Mean Square Residual, SRMR and Comparative Fit Index, CFl. On
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the other hand, Goodness of Fit Index, GFl, Adjusted Goodness of Fit Index, AGFI, Incremental Fit Index, IFl and
Normed Fit Index, NFI are among the most used fit indices (Bollen, 1989; Bentler, 1992; Anderson & Gerbing,
1984; Joreskog & Sorbom, 1993; Cole, 1987; Sumer, 2000). In this study, among the fit index values listed
above, y2/df, RMSEA, SRMR and CFI fit values specified by Kline (2011) are included.

It is known that the Service Quality-Based Psychological Contract Effectiveness Scale, which was adapted, is a
three-dimensional measurement tool with a total of 26 items, 16 items in the 1st sub-dimension, 7 items in the
2nd sub-dimension and 3 items in the 3rd sub-dimension. Within the scope of construct validity, the
compatibility between the data obtained from 255 students studying in sports sciences and the three sub-
dimensions estimated in the Service Quality-Based Psychological Contract Effectiveness Scale was examined by

CFA. The results obtained are shown in the tables and figures below.

Table 2. Confirmatory Factor Analysis Fit Values of the Service Quality-Based Psychological Contract

Effectiveness Scale

Model Fit Index Accepted Perfect Range Range of Acceptable Fit values Values from the Scale

X2/df 0<x?/sd<3 3<x?/sd<5 2.32
RMSEA 0.00<RMSEA<0.05 0.00<RMSEA<0.05 0.078
SMRM 0.00 < SRMR <, 0.05 0.05<SRMR <, 0.10 0.067
CFI 0.95<GFI<1.00 0.90<GFI<0.95 0.92

When the CFA values are examined, it is seen that the Chi-Square value (¥2=570.632, df=246, p<0.001) is
significant according to the fit indices of the tested model. On the other hand, it was stated that the x2 test
results, which are sensitive to sample size, may increase the probability of being significant (Cokluk et al. 2010),
and therefore it is recommended to look at the y2/sd ratio (Stimer, 2000; Blyukdztirk et al. 2004). The y2/sd
ratio obtained as a result of applied CFA is 2.32. According to Kline (2005), a y2/sd ratio of less than 3 in large
sample groups indicates a perfect fit, and less than 5 indicates a good fit. In this respect, it is seen that the
x2/sd ratio (2.32) is within the perfect limits. When Table 2 is examined, it is seen that the CFI (0.92) value
shows a good fit index and is at the level of RMSEA=0.078, according to the CFA results. Finding the SMRM
value as (0.067) indicates that this value is in the acceptable range. Considering these fit index values, it can be
said that although the Turkish version of the scale is not perfect with the original scale, the model-data fit is
provided and it provides good fit (acceptable). The standardized coefficients —path diagram — obtained as a

result of CFA are given in Figure 1.
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Figure 1. Structural Model of the Service Quality-Based Psychological Contract Effectiveness Scale

When Figure 1 is examined, it is seen that the factor loads of the scale sub-dimensions vary between 0.65 and
0.87 for the “First sub-dimension”, between 0.65 and 0.82 for the “Second sub-dimension” and between 0.68

and 0.90 for the “Third sub-dimension”.

Reliability Analysis of the Scale

Internal reliability coefficient, split half reliability and test-retest methods were used to test the reliability of the
scale. Internal reliability analysis, which is widely used to determine the reliability of the scales, was checked
with the Cronbach's alpha coefficient. The results obtained vary between 0.84 and 0.92. According to Alpar
(2006), if the alpha coefficient of the scale is between 0.80 and 1.00, it indicates high reliability. As the second
reliability analysis, split half reliability analysis was checked and SpearmanBrown split method was used for this
analysis. Studies indicate that the Spearman-Brown value should be the same or higher than the Cronbach
alpha value (Eisinga et al. 2013). Finally, the reliability of the scale was checked with the test-retest method.
With this method, it was checked whether the answers given to the scale changed in a certain time interval. It
is stated that this value should be .70 and above (Tavsancil, 2014). For the test-retest method, data were

collected from 45 students twice, with an interval of three weeks.

10
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Table 3. Reliability Calculation of the Service Quality-Based Psychological Contract Effectiveness Scale With

internal Reliability, Split-Half Reliability and Test-Retest Methods

Internal Reliability  Split-half reliability Test Retest
Instructor Obligation 0.84 0.78 0.77
Institutional Facilities 0.88 0.82 0.83
Infrastructure Facilities 0.92 0.87 0.81
Total 0.92 0.89 0.84

When the results of the reliability analyses of the scale are evaluated, it can be said that the values obtained
from the internal reliability, split-half reliability and test-retest methods are reliable for the whole scale and all

its sub-dimensions.

CONCLUSION and DISCUSSION

In this study, the Service Quality Based Psychological Contract Effectiveness Scale (SQPCES), which was
developed by Kaushal and Goyal (2021) based on the Theory of Social Change, was adapted into Turkish. In
order to ensure the linguistic equivalence of the scale, forward and backward translation methods were used in
the translation of the original scale into Turkish. In addition, in line with the data obtained from nine field
experts for the study, it was determined that the adaptation reliability of independent interobserver met the

language and content validity criteria.

CFA was applied to test the structure of the SQPCES, which was adapted, with 26 items and 3 sub-dimensions.
The factor loads obtained for the sub-dimension of instructor liability ranged from 0.65 to 0.87. Factor loads
were determined as 0.68 and 0.82 for the sub-dimension of institutional facilities, and between 0.68 and 0.90
for the sub-dimension of infrastructure facilities. Goodness-of-fit values obtained as a result of the CFA
analyses performed were determined to be x2/sd = 2.32, p<,05; CFl = .92, RMSEA = .078, SMRM= .067. These
results show that the model has a good fit (Browne and Cudeck, 1993; Hu and Bentler, 1999; Byrne, 2010;
Kline, 2011). As a result of the CFA, it can be said by looking at the values of the fit indices that the 26 items and

3 sub-dimensional original structure of the SQPCES showed a good fit for the study group of this research.

For the reliability study, the reliability calculation of SQPCES was performed with internal reliability, split half

reliability and test-retest methods, and the results show that the scale is reliable.

As a result, the translation, linguistic equivalence, validity, reliability and item analysis studies carried out
within the scope of the scale adaptation study showed that the Turkish version of the Service Quality-Based
Psychological Contract Effectiveness Scale developed by Kaushal and Goyal (2021) had acceptable values. It has
been determined that the Service Quality-Based Psychological Contract Effectiveness Scale is valid and reliable
to determine the perceived service quality-based psychological contract effectiveness levels of students
studying at different universities, faculties and departments, and can be used in scientific studies on this

subject. However, there are also some limitations of the research. Although the research is carried out on

11
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undergraduate students at Karamanoglu Mehmetbey University Faculty of Sports Sciences, it may be useful to
include students studying at different universities and undergraduate programs on a large sample group.
Considering the limitations mentioned for the study carried out, it will be an important gain for the literature

when the adapted scale is evaluated on a national basis in theoretical and practical terms.

RECOMMENDATIONS

SQPCES can provide important information to university administrators by using it to measure the effectiveness
of service quality offered at universities on psychological contract. Based on the Turkish and international
literature, it can be suggested to researchers interested in relative deprivation to examine the relationships
with the variables such as student belonging, loyalty, satisfaction, alienation from school, absenteeism,
dropping out of school, academic success, etc. In future studies, different research models can be designed by

using different variables together with SQPCES.
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UNIVERSITELERDE HiZMET KALITESi TEMELLI PSIKOLOJIK SOZLESME ETKILILiGi:
BiR OLCEK UYARLAMA GCALISMASI

0z

Bu galismada Kaushal ve Goyal (2021) tarafindan Sosyal Degisim Teorisi’'ne dayanarak gelistirilen
Hizmet Kalitesi Temelli Psikolojik Sézlesme Etkililigi Olcegi'nin (HKPSEQ) Tirkceye uyarlanmasi
amaglanmistir. Literatiirde psikolojik s6zlesme teorisi ile ilgili 6rglitsel baglamda birgok galismanin
mevcut oldugu goériilmektedir. Kaushal ve Goyal (2021) ise egitimsel baglamda ve ozellikle
Universitelerdeki 6grenciler agisindan hizmet kalitesi algisi temelli psikolojik sdzlesme kavramini
ele almistir. Calisma kapsaminda 26 maddeden ve (¢ alt boyuttan olusan 6lgme araci Tirkceye
uyarlanmistir. Arastirmaya kolayda 6rnekleme yontemi ile secilen 255 (iniversite 6grencisi dahil
edilmistir. Universitelerde HKPSEQ’nin Tiirkgeye uyarlama calismalari icin iki dili de iyi konusan ve
anlayan, uzmanhg ingilizce olan &égretim gérevlileri tarafindan ingilizce’den Tiirkge’ye cevrilmis,
ardindan tekrar ingilizce’ye c¢evrilmis ve maddeler karsilastirilmistir. Gerekli diizeltmeler
yapildiktan sonra form tekrar Tiirkge’ye gevrilmistir. Karar verilen maddeler dokuz alan uzmaninin
goriisiine sunulmus ve &lgcege son hali verilmistir. Olcegin yapi gecerligini belirlemek amaciyla
dogrulayici faktor analizi yapilmistir. Uzman gorislerine dayanilarak elde edilen élgek formunun
gecerlik ve glvenirligine iliskin kanitlar elde etmek amaciyla dogrulayici faktor analizi yapilmistir.
Dogrulayici faktor analizi sonuglarina gore uyum indeksi degerleri y2/sd=2.32, RMSEA=.078,
SMRM=.067, GFI=.84, CFI=.92 olarak bulunmustur. Ayrica i¢ givenirlik, iki yari glivenirlik ve test
tekrar test yontemleri ile glvenirlik hesaplanmasi sonuglari 6lgegin tamaminin ve tim alt
boyutlarinin kabul edilebilir dizeyde giivenilir dlgiimler saglayabildigine isaret etmektedir. Sonug
olarak HKPSEQ’nin Tirkiye’deki (iniversite 6grencilerinin hizmet kalitesi temelli psikolojik
sozlesme etkililigini 6lgmede kullanilabilecek gegerli ve giivenilir 6lglimler sagladigi séylenebilir.

Anahtar kelimeler: Psikolojik s6zlesme, liniversite, hizmet kalitesi.
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GiRiS

Kiresellesme, bilgi toplumuna gegis ve Ozellikle hizmetlerin serbest dolagimi yoniindeki hizli gelismeler,
yuksekogretim sektoriinde hizh bir blyimeyi beraberinde getirmistir. Bu bliyiime Birlesmis Milletler, UNESCO,
OECD, AB Komisyonu, Diinya Bankasi ve hatta Diinya Ticaret Orgiitii gibi uluslararasi kuruluslarin da dikkatini
gekmis ve bu kurumlarin éncelikli giindem maddelerinden biri haline gelmistir. Ulkemizde de bu gelismelere
paralel olarak yiiksekogretim sektoriinde son donemlerde degisimler ve ilerlemeler beraberinde daha rekabetgi
bir yapiyl ortaya cikartmistir. Bu rekabetgci yapi ve hizli blylime Gniversitelerin kendilerini gelistirme ve egitim
kalitesini arttirma yoniinde c¢alismalara zorlarken, yuksekogretim kurumlarinda misteri konumundaki
ogrencilerin kendilerine verilen egitimin kalitesinden memnun olup olmadiklarinin arastirilmasini zorunlu hale
getirmistir. Bu zorunluluk durumu ile beraber 6grenci boyutunda algilanan egitim sektéri hizmet kalitesi

faktorlerine iliskin olarak 6grenci psikolojik s6zlesmesi kavrami ortaya atilmistir (Kaushal ve Goyal 2021).

1960Q’larin basinda kavramsallastirilan psikolojik s6zlesme, tarihsel gelisim sirecinde Argyris (1962), Schein
(1965), Levinson ve ark. (1962), Rousseau (1989, 1995), Roehling (1997), Robinson (1995), Coyle-Shapiro ve
Kessler (2000) gibi arastirmacilar tarafindan ele alinmistir. Bu ¢alismalarda, genel anlamda psikolojik s6zlesme
kavrami iki tarafli bir iliskide taraflarin karsilikli olarak birbirlerine katki yapacaklari ve nihayetinde de bir tarafin
diger tarafa bunun karsiligini verecegine iliskin inang olarak ifade edilmistir. Kavram o6rgitsel baglamda ise
calisan ile orgut iliskisini meydana getiren yukumlilukler ile ilgili beklentiler olarak tanimlanmistir (Morrison ve
Robinson, 1997). Calisan ve orglit arasindaki yazili olarak deklare edilmemis beklentilerin veya vaatlerin tamami
(Cihangiroglu ve Sahin 2010) olarak ifade edilebilen psikolojik s6zlesmeler, yliksekégretim kurumlarinda da
Universiteler tarafindan verilen soylerin yerine getirilmesi gibi degerlendirilebilir. Calisana sunulan resmi is
taniminin 6tesine gegen konular olan, ¢alisanlarin baghliklarini, 6rgiitte kalma niyetlerini ve 6rgiitsel vatandaslik
davranislarini arttirmak icin 6rgit tarafindan verilen sozlerin yerine getirilmesi gerektigi aksi halde galisanlarin
motivasyonlarinin olumsuz yonde etkilenecegi belirtmektedir (Bolino ve Turnley, 2003). Bu kiigimsenmemesi
gereken 6nemli bir durum olarak gériilebilir. is hayatinda karsilasilan bu tiir durumlarda calisanlarin
gosterdikleri davraniglarin aynisi, 6grenim gordigi Universite tarafindan verilen sézlerin yerine getirilmedigini
disinen bir oOgrencide de gorilebilir. Bunun sonucunda Universite tarafindan verilen sozlerin yerine
getirilmedigini duslinen bir 6grenci basaril olmak adina ¢aba sarf etme egilimden vazgecebilir. Ayrica
Yiksekogretim kurumlarinda bulunan 6grencilerin beklentilerinin yerine getirilmesi, 6grenci memnuniyeti ile es
anlamli hale gelmistir. Ogrencilerin memnuniyetinin akademik mitkemmelligi artiracagi varsayilmaktadir ve bu
durum da kuramsal agidan bakildiginda Universite hizmet kalitesiyle ilgili her konuda 6grencilerin geri

donitlerinin bilinmesini zorunlu hale getirmistir (Woodall ve ark. 2014).

Egitim sektorliinde psikolojik s6zlesme Uzerine yapilan galismalar, egitim kurumlarinin bazen neden daha iyi
sonuglar ortaya koyamadigini anlamamiza imkan saglar. Yiiksekogretim kurumlarinin 6grencilere yonelik olan
onemli yukidmlaliukleri bulunmaktadir. Psikolojik sozlesmeler, 6gretim elemanlarinin yukimlalGga, kariyer

merkezinin yakimluligu, altyapr ve kurumsal imkanlarla ilgili beklenen deger ile algillanan deger arasindaki
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ucurumun sebeplerinin belirlenmesine yardimci olur. Genel olarak degerlendirildiginde Universiteler,
ogrencilerinin genel anlamda kendilerini gelistirebilmeleri icin ihtiyag duyulan konulara dair imkanlar
yaratmakla yikimladirler. Bu anlamda, psikolojik s6zlesme, her iki tarafin da birbirine karsi sahip oldugu
yuktumluliklere dayanan bir yapiya sahiptir. Bu ylukumlulikler yerine getiriimeden 6nce her iki tarafa ait
talepler dogru bir sekilde anlagilmali ve herhangi bir gizli tutma durumu séz konusu olmamalidir. Ogrencilerin
sozll olarak ifade edemedikleri beklentiler, Universite tarafindan iyi bir sekilde gdzlenmeli ve tespit edilmelidir
ki 6grenciler arasinda memnuniyetsizlik durumu olusmasi 6nlenebilmelidir. Ogrencilerin egitim gordiikleri
kurumlar siradan/olmasi gereken beklentilerin haricinde farkh beklentilere de odaklanmali ve mimkin
oldugunca yonetimsel olarak bu beklentilerin nasil yerine getirilebilecegini tespit etmeye ¢alismalidir. Alanyazin
incelendigi zaman o6grenci-tniversite iliskisinde, 6grencinin Universiteye karsi ylkimlulikleri oldugu gibi
Universitenin de 6grencilere karsi ylikimliluklerini oldugu ve genel olarak bazi faktorler altinda ele alindigi
gorilmustir. Bu faktorler arasinda 6n plana cikanlar ise “6gretim elemanlan”, “fiziksel unsurlar”, “egitim
programlarinin icerigi”, “egitim programinin istihdam durumu” gibi faktorler dikkat cekmektedir (Clark, 1996;
Rhoades, 1990; Bowen ve Rudenstine 1992; El-Hilali ve ark. 2015; Pascarella ve Terenzini, 2005; Magolda, 2005,
Manning ve ark. 2006).

Egitim calisanlar, psikolojik sdzlesmenin kullanilabilirligine etki eden bir faktér olarak karsimiza gikmaktadir.
Arastirmacilar, egitim c¢alisanlarinin, hizmet kalitesinin belirlenmesinde zorunlu bir unsur oldugunu
belirtmislerdir. Bu nedenle, farkl arastirmacilar 6grencilerin beklentilerini anlamanin merkeziyetini vurgulamis
ve bu beklentilerin, 6grencilerin motivasyonlari, tutumlari, inanglari, davranislari, performanslari ve 6grenme
deneyimleri tizerindeki derin etkisine dikkat ¢ekmislerdir (Bordia ve ark. 2006). Cao ve ark. (2008), 6grenci
memnuniyetinin kesinlikle 6gretim elemanlarinin performansiyla iliskili oldugunu ve bu memnuniyetin 6grenci
ile 6gretim elemani arasindaki psikolojik sdzlesmeye bagl oldugunu belirtmistir. Boylece hem &gretim
elemanlarinin hem de &grencilerin kendi Uzerlerine diisenleri yerine getirme noktasinda yikamlilukleri
olduguna isaret etmistir. Bordia ve ark. (2010) lisansistl 6grencilerde memnuniyetin, 6gretim elemanlarinin,
ogrencinin beklentilerini yerine getirmedeki kabiliyetine bagli oldugunu ve 6gretim elemaninin bu beklentileri

gerceklestirememesinin 6grencinin mutlulugunu azaltan bir faktor olarak karsimiza giktigini tespit etmistir.

Arastirmacilar, 6gretmen ve 6grenci arasindaki psikolojik s6zlesme disinda bazi farkli faktorler Gzerinde de
durmuglardir. Bu faktorlerden biri de fiziki unsurlardir. Fiziki unsurlarin 6grenci memnuniyeti Gzerindeki 6nemli
sonuglarinin oldugu yine alanyazinda gerceklestirilen calismalarda ortaya konmustur (Yusoff ve ark. 2015; Karna
ve Julin, 2015; Hanssen ve Solvoll, 2015; Douglas ve ark. 2006; Navarro ve ark. 2005; Erdogan ve ark. 2021;
Erdogan ve Yetim, 2020). Ogreniminin énemli bir kismini kampiiste gerceklestiren 6grenciler icin 6grenci
islerinin kampds icerisinde yer almasi tartisilamaz bir gerekliliktir. Magolda (2005), Manning ve arkadaslari
(2006) gibi diger arastirmacilar, kampiste yer alan egitim disi birimler ile 6grencilerin egitim aldiklari
fakiltelerin sistemli bir sekilde birlikte ¢alismalarinin bu konuda 6énemli bir deger oldugunu vurgulamistir.
Ayrica egitim kurumlarindaki 6grencilerin psikolojik s6zlesmesi hizmet miikemmelligi ile dogrudan ilgilidir.

Egitim kurumlarinin, 6grencilerin beklentilerini tatmin edebilecek zengin hizmet iceriklerine sahip ortamlar
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yaratabilmesi 6grenci memnuniyeti lizerinde kalici etkilere sahiptir. Kaliteli olma iddiasi, 6grencilerin
Ustlendikleri roliin anlasilabilmesinin yani sira kurumlarin 6grencilere giiven vermesini ve egitimsel olarak

belirlenmis eylemleri destekleme yollarinin tespit edilmesini de gerektirir (Coates, 2005).

Yiksekogretimde kalitenin artirilmasinda etkisi bulunan bir diger konu egitim programlarinin icerigi ve egitim
programinin istihdam durumudur (Athiyaman, 1997; Browne ve ark. 1988; Navarro ve ark. 2005; Farahmandian
ve ark. 2013; Robinson ve Garton 2007; Erdogan ve Yetim, 2020; Erdogan ve ark. 2021). Robinson ve Garton
(2007), yuksekogretim yoluyla 6grencilere tanitilan istihdam edilebilirlik becerilerini ve 6zelliklerini incelemis ve
Universitelerin, 6grencilerde, is yerine kolayca alisabilme ve kaliteli kiltirel ortamlar Gretebilme konularina
yonelik, uygun becerilerin gelismesine destek olmak adina calismalar yapmalari gerektigi sonucuna
varmislardir. Universitelerin, sahip olduklari imkanlari 6grencilerin hizmetine tahsis etmesi ve bununla birlikte
temel mifredatlarina, ileriye yonelik egitim stratejilerine ve 6grencilere yonelik destek hizmetlerine, bir sistem
kazandirmalari 6grencilerle olan iliskilerin gliglenecegi seklinde ifade edilebilir. Sirin ve arkadaslari (2019) spor
bilimleri alaninda gerceklestirdikleri ¢alismalarinda 6grencilerin memnuniyetine etki eden en etkili faktorin
diploma program oldugunu tespit etmislerdir. Voss ve arkadaslari (2007) tarafindan gercgeklestirilen
arastirmada ise Ogrencilerin gelecekleri icin 6gretim tecribesini ve iyi bir meslek icin mesleki gelisimlerine

yonelik diploma programlarini dnemsediklerini tespit etmislerdir.

Universitelerde psikolojik sézlesme konusunda yapilan kisith ¢alismalar incelendiginde Gansemer Topf ve
arkadaslarinin (2007), Universite yukumliltkleri ve buna benzer diger faktorlerin degerlendirilmesinin,
ogrencilerin  Universite ile iliskilerinin  gelistiriimesine yardimci olacagini  6ne surmuslerdir. Bu
degerlendirmelerin sonuglarina bagl olarak tniversitenin hesap verebilirligi agisindan yapici bir analiz sireci ile
kalitenin artirilmasina yardimci olacak veriler elde edebilecegi kanisina varmislardir. Gaffney-Rhys ve Jones
(2010), Universite ve 6grenciler arasinda olusturulan sézlesme ile 6grenciler tarafindan algilanan hizmetlerin,
onlarda toplumun bir pargasi olduklarina ve geleceklerinin giivence altinda olduguna dair bir inang
gelistirebilecegini ve bu yontemle 6grencilerin memnuniyet diizeylerinin arttirilabilecegini 6nermislerdir.
Seagraves ve Dean (2010) arastirmalarinda, Gniversite disinda devam eden 6grenme siirecinin, 6grencilerin
genel gelisimi ve psikolojik s6zlesmelerinden tatmin olabilmeleri icin gerekli oldugu sonucuna varmislar ve bu
nedenle Universitelerin, akademik 6grenme ile Universite disinda devam eden 6grenme siireglerini bir arada
degerlendirmeleri gerektigini belirtmislerdir. Bir baska arastirma da 6grencilerin Universite ile karsilikli degisim
iliskisini ve Universitenin yukamliliklerine iliskin gorlslerini ortaya cikarmak icin O’Toole ve Prince (2014)

tarafindan gergeklestirilmistir.

ilgili yazinda, psikolojik sdzlesme teorisi ile ilgili 6rgiitsel baglamda bircok ¢alismanin mevcut oldugu ancak
egitimsel baglamda, 6zellikle Universitelerdeki lisans ve lisanststli 6grencilerle ilgili calismalarin kisith oldugu
tespit edilmistir. Kaushal ve Goyal (2021), psikolojik sézlesme teorisinin 6grencilerin Universite ile iliskilerini
sekillendirmede zorunlu ve goz ardi edilemeyecek bir rol oynadigini ve gelecekte yapilacak ¢alismalarin bu

iliskiyi gelistirmenin cesitli yollarini inceleyebilecegini dnemle vurgulamistir. Bu nedenle, egitim kurumlarindaki

20



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 8, Issue: 21, 2023

ogrenciler baglaminda psikolojik sézlesmenin etkililik faktorlerine 151k tutacak bir dlgege ihtiya¢ duyulmaktadir.
Ayrica psikolojik sdzlesme Uzerinde yapilan ¢ogu calismada hizmet kalitesi algisi ihmal edilmistir. Bu noktada
¢alismada diger 6lglim araglarindan farklilasan, hizmet kalitesi konusunda temellendirilen ve egitim kurumlarina
Ozellestirilen bir 6lgme aracinin uyarlanmasi amaglanmistir. Uyarlanan bu olgek ile ileride yapilacak ¢aligmalarla,
Ogrencilerin 6gretim elemanlariyla alakal geri bildirimlerinin, Gniversitenin mikemmellik iddiasi sonuglarina
nasil katki saglayabilecegini sunulacak ve buna ek olarak Ogrencilerin yasadiklari problemleri 6n plana
¢ikarmaya hizmet edecektir. Ayrica 6grencilerin bir 6gretim elemanindan beklentileri veya iliskileriyle ilgili
psikolojik temaslari ortaya koymakla kalmayacak, ayni zamanda psikolojik s6zlesme ilgili diger faktérlerinde
Gzerinde durulmasina zemin hazirlayacaktir. Bu faktorler, kariyer merkezinin yukamltlikleri, altyapi olanaklar
ve (niversite imkanlar gibi diger cesitli kavramlarla ilgili beklentilerini icermektedir. Ogrencilerin, Universite
anlayisina dair beklentilerini agiga cikartabilmek konusunda psikolojik s6zlesme kavraminin oynadigi rol ile ilgili

endiselerinin tespit edilmesi literatiire yeni bir bakis agisi sunacaktir.

YONTEM

Bu galisma, nicel arastirma yontemlerine uygun bir sekilde planlanmis ve literatiriin 6lgek uyarlama sirecinde
(Brislin ve ark. 1973, Buyukoztirk ve ark. 2020, Heggestad ve ark. 2019) dikkat edilmesi gereken onerileri
hassasiyetle takip edilmis ve gerceklestirilmistir. Calismanin bu boélimiinde arastirmanin katihmcilari, veri
toplama prosediiri ve o6lgek uyarlama sireci ile ilgili gergeklestirilen adimlar, analizler ve bulgulara yer

verilmistir.

Calisma Grubu

Arastirmacilar tarafindan HKPSEQ yapi gecerligini tespit etmek icin dogrulayici faktér analizi (DFA) yapilmistir.
DFA uygulamasi igin basit rastgele 6rnekleme yontemi ile galisma grubu olusturulmustur. Basit rastgele
orneklem evrenin her bir lyesinin sadece tesadifen rastgele secildigi glvenilir bir bilgi edinme yontemidir
(Buyukoztirk ve ark. 2016). Calismanin 6rneklem buyukligu literatiirde onerilen Bryman ve Cramer (2001),
MacCallum ve arkadaslari (1999) ve Erkus (2012) tarafindan galismanin 6rneklem buyikliginin oOlgcekte yer
alan her bir madde sayisinin en az 5 veya 10 kati olmasi kurali dikkate alinarak hesaplanmistir. Bu dogrultuda
madde sayisinin 5 katini karsilayacak sekilde 255 katiimcidan veri toplanmistir. Bu c¢alismaya Karamanoglu
Mehmetbey Universitesi Spor Bilimleri Fakiiltesi Antrenérliik Egitimi, Beden Egitimi ve Spor Ogretmenligi, Spor
Yoneticiligi boliminde 6grenim goren 255 6grenci katilmistir. Katilimcilarin %43.5 (n=111) erkek 6grenciler ve
%56.5 (n=144) kadin égrenciler olusturmaktadir. Ogrencilerin 6grenim gérdiikleri béliimlere gére dagilimlarina
bakildiginda ise %21.6 (n=55) antrenorlik egitimi, %56.1(n=143) spor yoneticiligi ve %22.4 (n=57) beden egitimi

ve spor 6gretmenligi bolimu 6grencileri olarak belirlenmistir. Calisma grubuna ait bilgiler Tablo 1’de verilmistir.
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Tablo 1. Katilimcilara Ait Demografik Bilgiler

N % Toplam
Erkek 111 43.5
Cinsiyet Kadin 144 56.5
Antrenorlik Egitim 55 21.6 255
Beden Egitimi ve Spor Ogretmenligi 57 224
Bélim Spor Yoneticiligi 143 56.1

Veri Toplama Araglari

Arastirmanin veri toplama siirecinde kullanilan araglar iki béliimden olusmaktadir. ilk béliimde demografik bilgi
formu yer almistir. ikinci bélimde Tirk kiiltiiriine uyarlanmasi planlanan HKPSEQ b&lgegine ait bilgilere yer

verilmistir.

Kisisel Bilgi Formu

Veri toplama araglarinin birinci béliiminde kullanilan kisisel bilgi formu ile katilimcilarin cinsiyet, yas, medeni

durum, sinif ve 6grenim gorduikleri bélim gibi demografik bilgileri tespit edilmeye calisiimistir.

Universitelerde Hizmet Kalitesi Temelli Psikolojik Sozlesme Etkililigi Olgegi (HKPSE®): Kaushal ve Goyal (2021)
tarafindan gelistirilen HKPSEQ psikolojik sozlesmelerin kuramsal argiimani, bireysel bir bakis acisina sahip
profesyonel taahhitler ve beklentilerden meydana gelen sosyal degisim teorisi cercevesinde gelistirilmistir.
Olgegin orijinal formu 26 maddeden ve {i¢ alt boyuttan olusmaktadir. Olgegin alt boyutlarini 6gretim elemani
yikimliliga 16 madde (6rn: Ogretim elemanlari, ders icerigini sunarken dersin énemli yonlerini vurgulayan
actk ve mantikli bir gerceve yaratirlar.), kurumsal olanaklar 7 madde (6rn; Universite, akademik, entelektiiel ve
bilimsel kalitenin yikseltiimesine 6nem vermektedir.) ve altyapi tesisileri 3 madde (6rn: Altyapi tesisleri tiim
ogrencilerin ihtiyaclarini karsilamakta yeterlidir.) olusturmaktadir. Katilimcilar 6lgekte yer alan her bir ifadeye
iliskin katilma derecelerini kesinlikle katilmiyorum (1) ile kesinlikle katiliyorum (5) arasinda degisen derecelerle

belirtmektedirler.

Kaushal ve Goyal (2021) 6zgiin oOlcegin yapi gecerligini, farkli guruplarda topladigi veriler isiginda aciklayici
faktor analizi ve dogrulayici faktor analizi ile incelenmistir. Nitel gériismelerden sonra olusturulan 40 maddelik
soru havuzu 232 Ogrenciye uygulanmistir. Orijinal dlgegin gecerlik galismalari kapsaminda yapilan agiklayici
faktor analizi sonuglarina gore toplam varyans orani %70 olarak belirtilmistir. Faktor analizi sonuglarina gore
madde yiikleme degerleri 0,46 ile 0,84 arasinda degisim gdsterdigi rapor edilmistir. Ozgiin dlcekteki faktorlerin
giivenirligi Cronbach alfa katsayisi ile incelenmistir. Faktorler icin bulunan Cronbach Alfa degerleri, 0.75 ile 0.96

arasinda degismektedir (Usher ve Pajares, 2009).

Dogrulayici Faktér Analizi sonucu elde edilen uyum iyiligi degerlerinin kabul edilebilir dizeyde oldugu

gorulmektedir. Elde edilen bulgular (x2/sd=0.04 p<,01; CFI=0.81;RMSEA=0.130) olarak belirtilmistir.
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Olcek Gelistirme Siirecinde Takip Edilen Etik Konular ve islem Siireci

Olgegin uyarlama galismasinin yapilabilmesi igin gerekli izin, orijinal makalede sorumlu yazar olarak belirtilen
Neelam Kaushal’dan elektronik posta yoluyla irtibata gecilmis ve 6lcegin Tirk kiltirine uyarlanabilmesi igin izin
alinmistir. Olgegin gecerlik ve giivenirlik calismasini gerceklestirebilmek icin ise Karamanoglu Mehmetbey
Universitesi etik komisyonundan ve Spor Bilimleri Fakiiltesi Dekanhigindan uygulama izinleri alinmistir. Ayrica,
katilimcilara elde edilen verilerin bilimsel olarak tasarlanan galismada kullanilacagi ve baska hi¢ bir kurum ve

sahisla paylasilmayacagi beyan edilmistir.
Universitelerde Hizmet Kalitesi Temelli Psikolojik S6zlesme Etkililigi Olgme Aracinin Tiirkgeye Geviri Asamasi

Olgegin ceviri siirecinde Brislin ve arkadaslari (1973) tarafindan ortaya konulan bes basamaktan olusan yéntem
kullanilmistir. ilk olarak orijinal metnin hedef dil olan Tiirkceye cevirisi gergeklestirilmistir. ikinci basamakta
cevirilerin kontrol edilmesi, Uglincii basamakta Tirkgeye cevirisi yapilan metnin orijinal dile tekrar gevirisinin
yapilmistir. Dordiincii basamakta orijinal dile gevirisi yapilan metnin kontrol edilmesi ve son olarak ise son
seklini alan olgek icin uzman gorislerine basvurularak degerlendirilme yapilmasi gibi adimlar takip edilerek
gerceklestirilmistir. Ceviride orijinal form Selguk Universitesi Yabanci Diller Bélimiinde gérevli i akademisyene
e-posta yolu ile ulastirilmistir. Birbirlerinden bagimsiz olarak hedef dile dlgek ifadelerinin gevirisini yapmalari
talep edilmistir. Elde edilen Ug ayri ceviride yer alan Olgek ifadeleri karsilastirilarak her madde igin ortak bir
karara varilmis ve tek bir forma dontstiridlmistir. Bu uygulamadan sonra olgegin orijinal halini bilmeyen,
Selguk Universitesi Yabanci Diller Bélimiinde gérevli farkl ti¢ 6gretim elemani ve spor bilimleri alaninda yurt
disi deneyimi olup ingilizcesi iyi diizeyde olan iki akademisyenden &lcegi Tiirkce’den ingilizce’ye cevirmeleri
istenmistir. Bu asamada Tirkce’den ingilizceye cevirisi yapilan ve orijinal form karsilastirilarak &lcekteki

maddeler arasinda karsilastirma yapilarak dlgegin dil gegerliliginin saglanip saglanmadigina bakilmistir.

Kapsam gegerliligi: Akademik Kurumlarda Hizmet Kalitesi igin Psikolojik Sozlesme Etkenligi 6lgcegi igin
olusturulan 26 maddelik taslak 6lgcek formu uzman gorisiine sunulmustur. Uzman gorlisiine sunulan taslak
forma yapilan degerlendirmeler Devis (1992) teknigi kullanilarak degerlendirilmistir. ilgili degerlendirme teknigi
1=Uygun Degil ve 4=Cok Uygun olarak 4’li likert olarak tasarlanmigtir. Devis teknigi icin en az g en fazla yirmi
uzman gorisu alinmasi gerektigi 6nerilmektedir. Bu calisma icin dokuz uzmanin goériisiine basvurulmustur.
Devis teknigi degerlendirme sireci ise uzman donitleri sonucu elde edilen cevaplara 3-4 puan veren
uzmanlarin sayisi toplam uzman sayisina bolindr. Bu islem sonucu elde edilen degere Kapsam Gegerlilik
Endeksi (KGI) denir. KGi degeri 0.80 {izerinde ise arastirma kapsam gegerliligi saglanmistir. Eger 0.80’in altinda
ise KGi degeri arastirma kapsam gegerliligini saglamamaktadir seklinde yorumlanabilir. Bu arastirma igin elde
edilen KGi degerleri her bir madde icin 0.80 lizerinde tespit edilmistir. Bu dogrultudan hareketle dlgekte yer

alan higbir ifade ¢ikartilmamis ve 6lgegin Tirkge nihai formu olusturulmustur.
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Verilerin Analizi ve Yapilan islemler

Elde edilen verilerin analizi icin SPSS 22 programi ve SPSS programinin uzantisi olan AMOS programi
kullanilmistir. Veriler bilgisayar ortamina aktarildiktan sonra ilk olarak sosyal bilimlerde gergeklestirilen
arastirmalar igin yaygin bir sorun olarak goriilen kayip veri analizi gergeklestirilmistir. Clinku kullanilan klasik ve
modern istatistik yontemler veri setinin eksiksiz oldugu varsayimi tizerine gelistirilmistir (Allison, 2003; Osborne,
2013; Pigott, 2001). Bu baglamda gerceklestirilen kayip veri kontroliinde herhangi bir kayip veri gérilmemistir.
Daha sonra elde edilen veri setinin normallik ve dogrusallik varsayimlari incelenmistir. Olusturulan sagilma
diyagraminda dogrusal bir iligki belirlenmistir. Bununla beraber, dagilimin normal olup olmadiginin tespiti igin
Shapiro-Wilk testi anlamlilik sonucuna bakilarak Skewness ve Kurtosis degerleri incelenmistir. Arastirmada
kullanilan 6lgme araglari icin bu degerler -1.5 ile +1.5 arasindadir. Bu durum verilerin normal dagildigini

gostermektedir (Tabachnick ve Fidell, 2013).
BULGULAR

Olgegin Tiirk kiiltiriine uyarlanmasi asamasinda Tiirk &grencilerden elde edilen puanlarin olusturdugu faktor
yapisini incelemek igin agiklayici faktor analizi ve Olgegin gelistiriimesindeki yaklasima uygun olarak da
dogrulayici faktor analizi kullanilabilir. Ancak farkli bir kiiltiirden bir baska kiltirl uyarlama galismasi yapilirken
orijinal 6lgekte AFA ve DFA ya yer verildigi icin ¢alismanin uyarlanmasi asamasinda sadece DFA yapilarak var
olan faktor yapisinin hedef kiiltiire uygunlugu tespit edilebilir (Secer, 2018). Bu baglamda degerlendirildiginde
bu ¢alisma iginde Dogrulayici Faktor Analizi (DFA) uygulanmasi arastirmacilar tarafindan uygun gorilmustar.

Asagida uygulanan Dogrulayici faktor analizine ait elde edilen bulgulara yer verilmistir.

Dogrulayici Faktor Analizi

Dogrulayici faktor analizi (DFA) faktorler ile gostergeleri arasinda tanimlanan iligkileri agiklayan 6lgme
modellerini test etmek amaci ile gergeklestirilen bir analizdir (Cokluk ve ark. 2010). Diger bir ifadeyle DFA,
kuramsal bir temelden destek alinarak 6nceden belirlenmis bir yapinin elde edilen verilerle ne derece

dogrulandigini incelemeyi amaglamaktadir.

DFA’da test edilen modelin yeterliginin belirlenmesinde ¢ok sayida uyum indeksi kullanilmaktadir. Uyum
indeksleri kuramsal model ile gercek veriler arasindaki uyumun degerlendiriimesinde kullanilir. Uyum
indekslerinin birbirine gore zayif ve gicli ylinlerinin olmasi nedeniyle modelin uyumunun degerlendiriimesinde
birden ¢ok uyum indeksinin kullaniimasi 6nerilmektedir (Kline, 2011). Diger yandan, DFA analizlerinde rapor
edilmesi ve yorumlanmasi tavsiye edilen dort temel uyum indeksi bulunmaktadir (Kline, 2011). Bunlar; Ki-Kare
Uyum Testi (Chi-Square Goodness, y2), Yaklasik Hatalarin Karekoki (Root Mean Square Error of Approximation,
RMSEA), Standart Ortalama Hatalarin Kara Koki (Standardized Root Mean Square Residual, SRMR) ve
Karsilastirict Uyum indeksleridir (Comparative Fit Index, CFl). Diger yandan lyilik Uyum indeksi (Goodness of Fit
Index, GFI) Dizeltilmis lyilik Uyum indeksi (Adjusted Goodness of Fit Index, AGFI), Fazlalik Uyum indeksi
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(Incremental Fit Index, IFl) ve Normlastiriimis Uyum indeksi (Normed Fit Index, NFI) en ¢ok kullanilan uyum
indeksleri arasinda yer almaktadir (Bollen, 1989; Bentler, 1992; Anderson ve Gerbing, 1984; Joreskog ve
Sérbom, 1993; Cole, 1987; Siimer, 2000). Bu ¢alismada yukarida sayilan uyum indeksi degerlerinden Kline
(2011) tarafindan belirtilen y2/df, RMSEA, SRMR ve CFl uyum degerlerine yer verilmistir.

Uyarlama calismasi gerceklestirilen Universitelerde Hizmet Kalitesi Temelli Psikolojik Sézlesme Etkililigi
Olgegi’nin, 1. Alt boyutunda 16 madde, ikinci alt boyutunda 7 madde ve {ciincii alt boyutunda 3 madde ve
toplam 26 maddeli Gg alt boyutlu bir 6lgme araci oldugu bilinmektedir. Yapi gegerligi kapsaminda, 255 spor
bilimlerinde 6grenim géren 6grencilerden elde edilen veriler ile Universitelerde Hizmet Kalitesi Temelli
Psikolojik Sdzlesme Etkililigi Olcegi’de tahmin edilen {i¢ alt boyutlu yapi arasindaki uyum DFA ile incelenmistir.

Elde edilen sonuglari asagida tablolar ve sekillerde gérilmektedir.

Tablo 1. Universitelerde Hizmet Kalitesi Temelli Psikolojik S6zlesme Etkililigi Olgegine Ait Dogrulayici Faktor

Analizi Uyum Degerleri

Model Uyum Kabul Edilen Miikemmel Kabul Edilebilir Uyum degerleri Olgege Ait Elde Edilen
indeksi Aralk Araligi Degerler

X2/df 0<x?/sd<3 3<x?/sd<5 2.32

RMSEA 0.00<RMSEA<0.05 0.00<RMSEA<0.05 0.078

SMRM 0.00 £ SRMR <, 0.05 0.05<SRMR <, 0.10 0.067

CFI 0.95<GFI<1.00 0.90<GFI<0.95 0.92

DFA degerleri incelendiginde test edilen modelin uyum indeksleri incelendiginde Ki-Kare degerinin
(x2=570.632, df=246, p<0.001) anlamli oldugu gorilmektedir. Diger yandan érneklem buytkligiine duyarl olan
X2 test sonuglarinin anlamh ¢cikma ihtimalini artabilecegi belirtilmis (Cokluk ve ark. 2010) ve bu nedenle y2/sd
oranina bakilmasi tavsiye edilmistir (Simer, 2000; Blyukoztirk ve ark. 2004). Uygulanan DFA sonucu elde
edilen y2/sd orani 2.32’dir. Kline (2005)’e gbre y2/sd oraninin blyik 6rneklem guruplarinda 3’ten daha kiglk
olmasi mikemmel; 5ten daha kicglik olmasi da iyi uyumu isaret etmektedir. Bu dogrultuda y2/sd oraninin
(2.32) mukemmel sinirlari dahilinde yer aldigi goriilmektedir. Tablo 2 incelendiginde DFA sonuglari, CFl (0.92)
degerinin iyi uyum gosterdigi ve RMSEA=0,078 diizeyinde oldugu goérilmektedir. SMRM degerinin ise (0.067)
olarak bulunmasi bu degerinde kabul edilebilir aralikta oldugunu gostermektedir. Bu uyum indeksi degerleri ele
alindiginda, 6lgegin Tirkce formunun orijinal 6lgekle miikemmel olmasa da, model-veri uyumunun saglandigi ve
iyi uyum (kabul edilebilir) sagladigi séylenilebilir. DFA sonucunda elde edilen standardize edilmis katsayilar—yol

diyagrami—Sekil 1’de verilmistir.
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Sekil 1. Universitelerde Hizmet Kalitesi Temelli Psikolojik Sézlesme Etkililigi Olgegi Yapisal Modeli

Sekil 1 incelendiginde, 6lgek alt boyutlarinin faktér yiklerinin “Birinci alt boyut” icin 0.65 ile 0.87 arali§inda;
“Ikinci alt boyut” icin 0.65 ile 0.82 araliginda “Ugiincii alt boyut” icin 0.68 ile 0.90 araliginda degistigi

gorilmektedir.
Olgegin Giivenirlik Analizleri

Olcegin giivenirligi test etmek icin ic glvenirlik katsayisi, iki yari givenirlik ve test tekrar test ydntemleri
kullanilmistir. Olceklerin giivenirligini belirlemede yaygin olarak kullanilan i¢ giivenirlik analiz, cronbach alfa
katsayisi ile kontrol edilmistir. Elde edilen bulgular 0.84 ve 0.92 araliginda degismektedir. Alpar (2006)'a gére
dlcegin alfa katsayisi, 0,80 ile 1,00 arasinda ise yiiksek giivenirlik olarak belirtmektedir. ikinci giivenirlik analizi
olarak iki yari glivenirlik analizi kontrol edilmistir ve bu analiz icin SpearmanBrown yarilama yontemi
kullanilmistir. Calismalar, Spearman-Brown degerinin cronbach alfa degeri ile ayni ya da daha yiksek olmasi
gerektigini belirtmektedir (Eisinga ve ark. 2013). Son olarak, 6lgegin glvenirligi test tekrar test yontemi ile
kontrol edilmistir. Bu yontem ile olgcege verilen cevaplarin belirli bir zaman araliginda degisip degismedigi
kontrol edilmistir. Bu degerin .70 ve Uzeri olmasi gerektigi belirtiimektedir (Tavsancil, 2014). Test tekrar test

yontemi igin 45 6grenciden li¢ hafta ara ile iki kez veri toplanmistir.
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Tablo 3. Universitelerde Hizmet Kalitesi Temelli Psikolojik Sézlesme Etkililigi Olcegi ic Glivenirlik, ki Yari
Glvenirlik ve Test Tekrar Test Yontemleri ile Guvenirlik Hesaplanmasi

i¢ Giivenirlik ki yar Giivenirlik Test Tekrar test
Ogretim Elemani Yiikiimliiliigi 0.84 0.78 0.77
Kurumsal Olanaklar 0.88 0.82 0.83
Altyapi Tesisleri 0.92 0.87 0.81
Toplam 0.92 0.89 0.84

Olgege dair giivenirlik analizleri sonucu degerlendirildiginde i¢ glivenirlik, iki yari glivenirlik ve test tekrar test

yontemlerinden elde edilen degerler, 6lgegin tamaminin ve tim alt boyutlarinin giivenilir oldugu sdylenebilir.

TARTISMA ve SONUC

Bu arastirmada, Kaushal ve Goyal (2021) tarafindan Sosyal Degisim Teorisi'ne dayanarak gelistirilen Hizmet
Kalitesi Temelli Psikolojik S6zlesme Etkililigi Olgeginin (HKPSEQ) Tiirkce uyarlamasi yapilmistir. Olcegin dilsel
esdegerliligini saglamak amaciyla orijinal 6lgegin Tiirkceye cevrilmesinde ileri ve geri geviri yontemleri
kullanilmigtir. Ayrica ¢alisma icin dokuz alan uzmanindan elde edilen veriler dogrultusunda bagimsiz gézlemciler

arasi uyum givenirliginin, dil ve icerik gecerligi kistaslarini saglandigi tespit edilmistir.

Uyarlama ¢alismasi gergeklestirilen HKPSEQ’niin, 26 madde ve 3 alt boyutlu yapisini test etmek icin DFA
uygulanmustir. Ogretim elemani yikiimliligi alt boyutu icin elde edilen faktdr yiikleri 0.65 ile 0.87 arasinda
deger almistir. Kurumsal olanaklar alt boyutu icin faktor yikleri 0.68 ile 0.82 ve Alt yapi tesisleri alt boyutu igin
ise 0.68 ile 0.90 arasinda degerler aldig tespit edilmistir. Gergeklestirilen DFA analizleri sonucu elde edilen
uyum iyiligi degerleri x2/sd = 2,32, p<,05; CFl = ,92, RMSEA = ,078, SMRM= ,067 olarak tespit edilmistir. Bu
sonuglar modelin iyi bir uyuma sahip oldugunu géstermektedir (Browne ve Cudeck, 1993; Hu ve Bentler, 1999;
Byrne, 2010; Kline, 2011). Yapilan DFA sonucunda HKPSEO’niin 26 madde ve 3 alt boyutlu 6zgiin yapisinin bu

arastirmanin ¢alisma grubu igin iyi bir uyum gosterdigi uyum indeksleri degerlerine bakilarak soylenebilir.

Givenirlik calismasi icin HKPSEQ'nin i¢ giivenirlik, iki yar glivenirlik ve test tekrar test yéntemleri ile giivenirlik

hesaplanmasi gercgeklestirilmis ve elde edilen sonuglar 6lcegin givenilir oldugunu géstermektedir.

Sonug olarak 6lcek uyarlama c¢alismasi kapsaminda gerceklestirilen geviri, dilsel esdegerlik, gecerlik, giivenirlik
ve madde analizi calismalari Kaushal ve Goyal (2021) tarafindan dgrencilerin Universitelerde Hizmet Kalitesi
Temelli Psikolojik Sézlesme Etkililigi Olgegi Tirkge formunun kabul edilebilir degerlere sahip oldugunu
gostermistir. Universitelerde Hizmet Kalitesi Temelli Psikolojik Sézlesme Etkililigi Olcegi farkl Giniversite, fakiilte
ve bolimlerde o6grenim goéren Ogrencilerin hizmet kalitesi temelli algilanan psikolojik sozlesme etkililik
dizeylerini gecerli ve guvenilir bir sekilde belirlemek ve bu konuda yapilabilecek bilimsel g¢alismalarda
kullanilabilecek nitelige sahip oldugu belirlenmistir. Ancak bununla birlikte arastirmanin bazi sinirliliklari da
mevcuttur. Arastirma Karamanoglu Mehmetbey Universitesi Spor Bilimleri Fakiiltesinde lisans 6grenimi géren

ogrenciler tzerine gergeklestirilse de farkli tiniversitelerde ve lisans programlarinda 6grenim géren 6grencilerde
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dahil edilerek genis drneklem grubu Ulzerinde yapilmasi yararli olabilir. Gergeklestirilen ¢alisma igin bahsedilen
sinirhliklar géz 6nidne alindiginda uyarlamasi gergeklestirilen 6lcek teorik ve pratik anlamda ulusal bazda

degerlendirildiginde alanyazin icin dnemli bir kazanim olacaktir.

ONERILER

HKPSEO (niversitelerde sunulan hizmet kalitesinin psikolojik sézlesmeye etkililigini 6lcmek igin kullanilarak
Universite yoneticilerine dnemli bilgiler sunabilir. Tiirkge ve uluslararasi yazindan hareketle goreli yoksunluk ile
ilgilenen arastirmacilara, 6grenci aidiyeti, sadakati, memnuniyeti, okula yabancilasma, devamsizlik, okulu
birakma, akademik basari vb. degiskenleri ile iliskilerin incelenmesi Onerilebilir. Gelecekte gercgeklestirilecek
calismalarda HKPSEQ ile birlikte farkli degiskenler kullanilarak farkli arastirma modelleri tasarlanarak

gerceklestirilebilir.

Etik Metni

Bu makalede dergi yazim kurallarina, yayin ilkelerine, arastirma ve yayin etigi kurallarina, dergi etik kurallarina
uyulmustur. Makale ile ilgili dogabilecek her tirli ihlallerde sorumluluk makalenin yazarlarina aittir. Bu ¢alisma
Karamanoglu Mehmetbey Universitesi Bilimsel Arastirma ve Yayin Etigi Kurulu kararlari dogrultusunda

21.11.2021 tarihli 11. toplantisinin 190-194 sayili karari ile onaylanmistir.

Yazar(lar)in Katki Orani Beyani: Bu calismada birinci yazarin katki orani %40, ikinci yazarin katki orani %30 ve

Uglincl yazarin katki orani %30'dur.
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