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tizere gonderilmemis olmalidir.  Dergide
yayimlanan yazilarda belirtilen  goriisler,
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ABSTRACT

Researchers have produced a large number of
studies on university service quality that examine
quality factors separately in the last 30 years, but
there are few studies that present all quality factors
from a holistic perspective. Although the
universities have various stakeholders such as
society, business world and academics, the most
important of all stakeholders is undoubtedly
students. This study aimed to examine the subject
from the perspective of students and tried to reveal
which service quality factors are given priority by
university students. As a result of this research, it
has been determined that the factors related to the
services provided in teaching, academic and non-
academic facilities, student affairs, sustainability,
internationalization and career center are considered
as important and high priority.

Keywords: Service Quality, University, Higher
Education.

0z

Arastirmacilar son 30 yilda {iniversite hizmet
kalitesi konusunda kalite faktorlerini ayr1 ayri ele
alan ¢ok sayida ¢alisma tiretmistir, ancak tiim kalite
faktorlerini biitiincil bir bakis agistyla sunan ¢ok az
calisma vardir. Universitenin toplum, is diinyasi,
akademisyenler gibi farkli paydaslari olsa da, tim
paydaglart arasinda en Onemli olant siiphesiz
ogrencilerdir. Bu c¢alisma konuyu &grenci
perspektifinden incelemeyi amaglamis ve hangi
hizmet kalitesi faktorlerine tiniversite 6grencileri
tarafindan Oncelik verildigini ortaya c¢ikarmaya
caligmigtir. Bu aragtirma sonucunda Ogretim,
akademik ve akademik olmayan tesisler, 6grenci
isleri, stirdiiriilebilirlik, uluslararasilagsma ve kariyer
merkezi konularinda sunulan hizmetlerle alakal
faktorlerin onemli ve Oncelikli goriildiigii tespit
edilmistir.

Anahtar Kelimeler: Hizmet Kalitesi, Universite,
Yiiksekogretim.
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1. Introduction

Universities attach great importance to quality, customer satisfaction and loyalty in
order to maintain their competitive position like many companies and organizations
operating in the service sector. Examining and increasing the quality of the services offered
by universities are of great importance for the progress of society, since they have an
important mission for continuous knowledge production and raising students and they are
open to innovations and changes in education and training.

In the last 30 years, in order to increase the service quality of higher education
institutions, many useful scientific studies have been carried out by the relevant government
institutions, universities themselves and academicians who are experts in the subject. In
addition, universities are listed each year by many respected international ranking
organizations such as Times Higher Education, QS, U.S. News and Greenmetrics according
to their success in service quality.

Universities must be aware of the quality of the service they offer in order to compete
with other universities in their own country and around the world. Service quality is a
multidimensional issue. It is perceived in different ways by various stakeholders of the
university such as academics, students, business world and society. Among all these, the
most important stakeholder is undoubtedly university students. It is an undeniable fact that
researching and improving all kinds of services offered by the university to its students will
affect the future of the university and society in the long run.

2. Aim of Research

In the last 30 years, many studies have been carried out on the quality of service in
higher education institutions. However, there are very few studies that examine the
dimensions of university service quality and the quality factors related to each dimension in
a holistic way and present them to the scientific world. This study aims to contribute to the
literature by examining the university service quality from the perspective of the student,
who is the most important stakeholder, and by revealing the service quality factors that
attract the most attention of the students. In this context, this research seeks an answer to the
following question:

What are the important university service quality factors from the students' point of
view?

3. Research Methodology

This study is a qualitative research based on systematic literature review
methodology. Initial stage of this study includes searching for well-accepted keywords such
as “university service quality, SERVQUAL, student satisfaction and student loyalty” to
identify related scientific works in respected databases such as Web of Science, Scopus,
ResearchGate and Google Scholar. More than 400 articles are discovered in this stage,
however, after reading abstract and conclusion parts of these articles in detail, most of them
are eliminated and only 93 of them are found eligible to use in this paper.

Second part of this study includes creating a literature review, which is a compilation
of the opinions about various service quality dimensions and quality factors from the
perspectives of university students. Aim of the study in this stage is to draw a framework of
the mainstream topics on service quality factors for student satisfaction and loyalty.
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Third part of this study consists of creating lists and tables to present service quality
dimensions and factors in a holistic approach. These visuals help researchers on this field to
better understand which dimensions are considered as important attributes from the
perspective of students. Final part of the study includes conclusion remarks, managerial

implications and directions for future researchers.

Table 1

Previous Research on University Service Quality

1985 - 2005

2006 - 2012

2013 - 2017

2018 - 2022

Parasuraman et al. (1985)

Abdullah (2006)

Calvo-Porral et al. (2013)

Albareda-Tiana et al. (2018)

Rigotti & Pitt (1992)

Osman et al. (2006)

de Jager & Gbadamosi (2013)

Chaguluka et al. (2018)

Marsh & Roche (1993)

Ko & Pastore (2007)

Jain et al. (2013)

Mattah et al. (2018)

Cronin & Taylor (1994)

Lukman & Glavi¢ (2007)

Manaf et al. (2013)

Mensah & Mensah (2018)

Donaldson & Runciman
(1995)

Mahapatra & Khan (2007)

Sultan & Yin Wong (2013)

Roberts (2018)

Hill (1995)

Spooren et al. (2007)

Garg (2014)

Masserini et al. (2019)

Asubonteng et al. (1996)

Voss et al. (2007)

Green (2014)

Simangunsong (2019)

Shank et al. (1996)

Angell et al. (2008)

Icli & Anil (2014)

El Alfy & Abukari (2020)

Athiyaman (1997)

Beringer & AdomBent (2008)

Amaral et al. (2015)

Mulyono et al. (2020)

LeBlanc & Nguyen
(1997)

Tuncer (2008)

Duzevi¢ & Casni (2015)

Ozdemir et al. (2020)

Kwan & Ng (1999)

Yeo (2008)

Martensson & Richtner (2015)

Rahimizhian et al. (2020)

van Weenen (2000)

Arambewela & Hall (2009)

Vazquez et al. (2015)

Rahman et al. (2020)

Clemes et al. (2001)

Chatterjee et al. (2009)

Adinegara & Putra (2016)

Alam et al. (2021)

Elliot & Healy (2001)

Radder & Han (2009)

Sonetti et al. (2016)

Almeyali & Al Mousawi (2021)

Kuh & Hu (2001)

Trivellas & Dargenidou (2009)

Teeroovengadum et al. (2016)

Budu et al. (2021)

Comm & Mathaisel
(2003)

Waas et al. (2009)

Ushantha & Kumara (2016)

Dandis et al. (2021)

Holdford & Patkar (2003) Gallifa & Batallé (2010) Adel (2017) Doan (2021)
Icli & Anil (2004) Jain et al. (2010) Latif et al. (2017) Nuryanti et al. (2021)
Lagrosen et al. (2004) Shonk et al. (2010) Mokoena & Dhurup (2017) Trivedi et al. (2021)

Sohail & Shaik (2004)

Dado et al. (2011)

Mula et al. (2017)

Gibbs & Kharouf (2022)

Thomas & Galambos
(2004)

Shekarchizadeh et al. (2011)

Noaman et al. (2017)

Harrison et al. (2022)

Navarro et al. (2005)

von der Heidt & Lamberton (2011)

Zhu & Sharp (2022)

Russell (2005)

Annamdevula & Bellamkonda
(2012)

Nejati & Nejati (2012)

4. Literature Review
4.1.  University Service Quality Definitions

There are different models and scales in the literature to measure service quality. First
of all, it is necessary to inform researchers about the definition of this term. One of the early
definitions about service quality is that it is “the difference between customers’ expectations
for service performance prior to the service encounter and their perceptions of the service
received” (Asubonteng et al., 1996). Researchers attempted to create different measurement
tools to analyze service quality, however, only a small number of them have been approved
by the scientific environment. Parasuraman et al. (1985) developed SERVQUAL, and they
discovered reliability, tangibility, assurance, responsiveness, reliability and empathy”
dimensions of service quality. Another measurement tool, SERVPERF, was created by
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Cronin and Taylor (1994) as an alternative to the SERVQUAL scale. The first model,
SERVQUAL, is used to measure the service quality perceived by the customer. The second
model, SERVPERF, was developed to examine service quality performance. Another more
comprehensive and compatible model developed to measure service quality in higher
education institutions is the HEDPERF model. Abdullah (2006) developed this model and
listed quality dimensions as “non-academic aspects, academic aspects, reputation, access,
program issues and understanding”. Latif et al. (2017) created their model called
“HiEduQual” and they revealed “teacher quality, administrative services, knowledge
services, activities, continuous improvement, and leadership quality” as important quality
dimensions. Moreover, Icli and Anil (2014) studied MBA students and created
“HEDQUAL” model, which presents “academic quality, administrative service quality,
library services quality, quality of providing career opportunities, and supporting services
quality” as main quality dimensions.

4.2.  Teaching Service Quality

Teaching quality is considered as the most important aspect of service quality in
higher education institutions. Educational activities, programs, curriculums, course
materials, expertise and behavior of lecturers and the relationship between lecturers and
students constitute teaching dimension of university service quality. In a study conducted in
an Australian university, Soutar and McNeil (1996) separate service quality as academic and
administrative services. Hill (1995) emphasizes meeting the expectation of students in all
stages of education from registration to university to graduation from the university. He lists
dimensions of service quality as “teaching quality, course content, personal contact with
academic staff and feedback”.

Jain et al. (2010) consider curriculum and student input quality as important
dimensions of teaching quality. According to a study in King Fahd University, having a good
orientation program, curriculum and responding students timely are factors of quality for
business students (Sohail and Shaik, 2004). In order to increase service quality, Noaman et
al. (2017) state that a curriculum should strengthen the capabilities of students and prepare
them for labor market. Yeo (2008) argues that universities should review their curriculum
regularly in order to meet new industry needs. Jain et al. (2013) also show that curriculum
and interaction quality between students and lecturer are important factors of quality in
Indian context.

Shank et al. (1996) point out the role of lecturer behaviors and their involvement.
Kuh and Hu (2001) find out that increasing interaction between students and lecturer has a
positive effect on education quality. In their research on pharmaceutical education, Holdford
and Patkar (2003) propose that communication and interpersonal behavior between faculty
lecturers are important dimensions of service quality. Spooren et al. (2007) mention that
presentation skills of the lecturer, their coaching and attractiveness of the course are notable
dimensions of teaching quality. Voss et al. (2007) state that a lecturer must have some
characteristics such as “enthusiastic, friendly and approachable” to increase service quality
in higher education. Chatterjee et al. (2009) conduct a research among Indian students and
reveal that mode of presentation, regularity and punctuality and personality of the lecturer
affect service quality in higher education. In their study conducted among international
students in Malaysia, Shekarchizadeh et al. (2011) discover that professionalism and
commitment are major dimension of quality. Manaf et al. (2013) consider delivery of
teaching and empathy of lecturer as critical factors in quality, according to their research
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done with postgraduate students in Malaysia. Mulyono et al. (2020) mention that lecturers

should be interested in solving students’ problems and spend enough time for consultation.
Table 2
Teaching Quality Factors

Quality Factors Author(s)

adequa}te lecture rooms and Teeroovengadum et al. (2016), Athiyaman (1997)
class size

adequate quiet study places in Teeroovengadum et al. (2016)

campus

assessment of students Masserini et al. (2019), Kwan and Ng (1999)
assignment for students Clemes et al. (2001), Athiyaman (1997)
attractiveness of the course Spooren et al. (2007)

communication about
academic procedures

courses by guest lecturers Lagrosen et al. (2004)

delivery of courses Manaf et al. (2013), Chatterjee et al. (2009)

interaction between lecturer
and students

lecturer' approachability Voss et al. (2007), Hill (1995)

Manaf et al. (2013), Voss et al. (2007), Shank et al. (1996), Chatterjee et al. (2009),
Holdford and Patkar (2003)

lecturer's commitment Shekarchizadeh et al. (2011)

lecturer's punctuality and
regularity

Mattah et al. (2018)

Kuh and Hu (2001), Jain et al. (2013)

lecturer's behaviour

Sohail and Shaik (2004), Chatterjee et al. (2009)

Clemes et al. (2001), Masserini et al. (2019), Voss et al. (2007), Shekarchizadeh et al.
(2011), Spooren et al. (2007)

lecturer's qualification

online learning systems Nuryanti et al. (2021), Adel (2017)

orientation program Sohail and Shaik (2004)

peer review of teaching Harrison et al. (2022) ™ /

quality of course content Hill (1995), Kwan and Ng (1999), Athiyaman (1997), Teeroovengadum et al. (2016) *
. . Jain et al. (2010), Jain et al. (2013), Noaman et al. (2017), Sohail and Shaik (2004),

quality of curriculum Yeo (2008)

regular feedback Marsh and Roche (1993), Hill (1995), Teeroovengadum et al. (2016)

research orientation Duzevi¢ and Casni (2015)

solving students' problem Kwan and Ng (1999), Mulyono et al. (2020)

supervision of students Mahapatra and Khan (2007)

teaching in foreign languages | Lagrosen et al. (2004), Kwan and Ng (1999)

time for office hour, Athiyaman (1997), Marsh and Roche (1993), Mulyono et al. (2020), Mahapatra and

consultation and coaching Khan (2007), Spooren et al. (2007), Clemes et al. (2001)

Athiyaman (1997) states that availability of staff for student consultation, student
workload, class sizes and difficulty of course content are remarkable attributes of service
quality. Marsh and Roche (1993) regard feedback and consultation as important attributes
of teaching effectiveness. In their research to measure technical education quality,
Mahapatra and Khan (2007) see supervision of students and regular consultation to them as
dimension of academic service quality. Mattah et al. (2018) state that communication about
academic policies and procedures affects student loyalty.

In a comparative study conducted in Hong Kong and China, Kwan and Ng (1999)
discover that course content, concern of students, assessment and medium of instruction are
factors of service quality. Adequate lecture rooms, adequate quiet study places in campus,
well-defined course content, regular feedback, and active participation of students in
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learning process are listed by Teeroovengadum et al. (2016) as notable dimensions of
educational service quality. Clemes et al. (2001) reveal that perceptions of students are
affected by lecturer’s qualification, course delivery, assignments, and office hours.
Availability of highly qualified teachers and quality of organization of exams affect student
satisfaction and loyalty (Masserini et al. 2019). Lagrosen et al. (2004) consider courses by
guest lecturers and teaching in foreign languages as variables of quality. Harrison et al.
(2022) recommend peer review of teaching for teaching quality. Research conducted in
Indonesia reveals that quality of online learning systems is important for student satisfaction
(Nuryanti et al. 2021). Moreover, Adel (2015) finds that e-learning service quality increases
student satisfaction. According to the research conducted in Croatian universities, research
orientation is found as an important aspect of service quality (Duzevi¢ and Casni, 2015).
4.3.  Student Affairs Service Quality

Students are the most important stakeholders in university service quality. Tari and
Dick (2016) approach university service quality with stakeholder focus and mention that
people and process management are two vital dimensions of service quality. All the actions
regarding service quality are expected to be student-centered. Lazibat et al. (2014) show us
that how students and lecturers perceive service quality can be different, according to their
research applied in Croatian universities. In their research among Greek universities, Psomas
and Antony (2017) find that student focus is a major dimension of total quality management.
As an early study in the field, Rigotti and Pitt (1992) examine business schools and mention
that universities should keep their promises, have user-friendly systems, and employ helpful
staff for service quality.

Staff in student affairs and other administrative departments have an influencial role
in service quality. Mahapatra and Khan (2007) list quality attributes in their departments as
willingness to help, prompt service and transparency of procedures as parts of
responsiveness. In his research in South Africa, Green (2014) mentions that staff should
provide quick response, they should be ready to help and behave students politely. Adinegara
and Putra (2016) consider service speed as an important aspect of service quality. Ozdemir
et al. (2020) focus on solving the problems of students. In their research in Sri Lanka,
Ushantha and Kumara (2016) reveal that showing interest in problem solving, quick
response for student complaints and regular opening hours for student affairs office increase
service quality. Mulyono et al. (2020) also express that administrative staff should deal with
complaints and inquiries effectively, provide quick response to students and keep their
promises for their services. Student affairs staff should register students effectively and put
them in the center of their service (Elliot and Healy, 2001). Navarro et al. (2005) suggest
that universities should have convenient enrollment period, easy enrollment process and a
good form of payment. Moreover, staff is expected to be friendly and care about their
appearance (Sohail and Shaik, 2004).
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Table 3
Student Affairs Service Quality Factors

Quality Factors Author(s)

appearance and behaviors of Green (2014), Rigotti and Pitt (1992), Sohail and Shaik (2004), Mahapatra and Khan
staff (2007)

Donaldson and Runciman (1995), Gibbs and Kharouf (2022), Trivellas and
Dargenidou (2009), Roberts (1989)

Mulyono et al. (2020), Ushantha and Kumara (2016)

cooperation between staff

dealing with student

complaints

enrollment process Navarro et al. (2005), Elliot and Healy (2001), LeBlanc and Nguyen (1997)
keeping promises Rigotti and Pitt (1992), Mulyono et al. (2020)

payment process Navarro et al. (2005)

regular office opening hours Ushantha and Kumara (2016)

sending opinions of students to
the management

Kwan and Ng (1999)

Adinegara and Putra (2016), Mahapatra and Khan (2007), Green (2014), Mulyono et
al. (2020), LeBlanc and Nguyen (1997)

solving students’ problems Ozdemir et al. (2020), Ushantha and Kumara (2016), Roberts (2018)
standardization of tasks Donaldson and Runciman (1995)

student-centered mindset Kwan and Ng (1999), Elliot and Healy (2001)

transparency of procedures Mahapatra and Khan (2007)

service speed

user-friendly systems Rigotti and Pitt (1992)

Besides solving student problems, providing communication between university
management and students is certain duty for service quality. For example, LeBlanc and
Nguyen (1997) emphasize role of staff in informing students quickly about changes and
registration with no error. Kwan and Ng (1999) mention that student affairs staff should have
the concern for students, and they should act as channels for sending opinions of students to
the management.

Management of student affairs is another aspect of service quality in student affairs.
Trivellas and Dargenidou (2009) analyze roles of leadership among administrative staff.
Donaldson and Runciman (1995) examine service quality from a management perspective
and underline the state of standardization of tasks, lack of teamwork and role conflict as
service quality factors. Research conducted in Australia by Roberts (2018) reveals that
universities should decrease student attrition and create an institutional culture. Gibbs and
Kharouf (2022) emphasize co-operation and goodwill between university staff.

4.4.  Academic and Non-Academic Facility Quality

Facility services offered by universities are basically divided into academic and non-
academic services. Academic ones include services related to classroom environment,
library, and laboratory, while non-academic ones include services related to housing, health,
transportation, and entertainment. In addition to the quality of education and training and
services related to student affairs, the quality of facility services needs to be improved
because of students' commitment to the university, their satisfaction, loyalty, and their
impact on future students.

Early studies in service quality facilities focus mainly on educational and recreational
facilities. Hill (1995) state that a university should improve the services in computing
facilities, library, and university bookshop. Athiyaman (1997) mentions that library services
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and computing facilities affect student satisfaction. LeBlanc and Nguyen (1997) measure
service quality perceptions of business school students. They find that study rooms and
computer facilities are significant variables of service quality. Kwan and Ng (1999) state
that increasing quality of quiet places to study, cleanliness of facilities, library facilities,
computing facilities, sports and recreational facilities are required. According to their
research in Australia, Sultan and Yin Wong (2013) assert that “library facilities,
entertainment facilities, career counselling, transport facilities and dining facilities” are
important factors of service quality. Mattah et al. (2018) show the roles of lecture halls and
laboratories for student satisfaction. Mahapatra and Khan (2007) also mention well-

equipped labs.
Table 4
Technological service quality factors

Quality Factors Author(s)

Arambewela and Hall (2009), Lagrosen et al. (2004), LeBlanc and Nguyen (1997),
Sohail and Shaik (2004)

Athiyaman (1997), Hill (1995), Kwan and Ng (1999)
El Alfy and Abukari (2020)

Rahimizhian et al. (2020)

Annamdevula and Bellamkonda (2012)

Calvo-Porral et al. (2013)

computer facilities

computing facilities

education technology

e-services

internet infrastructure

technology infrastructure

Trivedi et al. (2021) state that “leadership, policy and strategy, staff management and
resources” are five key attributes for university library services quality. In their research in
Ghana, Budu et al. (2021) show us a direct effect of library service quality on student loyalty.
Calvo-Porral et al. (2013) state that quality in library services and technology services create
a positive perception among students. ElI Alfy and Abukari (2020) state that education
technology and library services are remarkable quality factors for postgraduate students.
Moreover, Icli and Anil (2014) develop a service quality scale called HEDQUAL and list
rich printed and electronic sources in library, labs, social facilities, and sports facilities as
service quality factors for MBA students. Lagrosen et al. (2004) indicate four main
dimensions for quality. They are computer facilities, library resources, availability of cafes

and shops near the university.
Table 5
Educational facilities service quality factors

Quality Factors

Author(s)

conference hall

Annamdevula and Bellamkonda (2012)

laboratories

Mattah et al. (2018), Annamdevula and Bellamkonda (2012), Icli and Anil (2014),
Mahapatra and Khan (2007)

lecture halls

Mattah et al. (2018)

study rooms

LeBlanc and Nguyen (1997), Sohail and Shaik (2004)

university bookshop

Hill (1995), Simangunsong et al. (2019)

library services

Kwan and Ng (1999), Sultan and Yin Wong (2013), Lagrosen et al. (2004), Hill
(1995), Budu et al. (2021), Athiyaman (1997), Calvo-Porral et al. (2013), El Alfy
and Abukari (2020)

richness of educational sources

Icli and Anil (2014)

staff

Trivedi et al. (2021)
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Quality of service in recreational facilities attracts the attention of students. Social
integration of students is a notable aspect of service quality (Thomas and Galambos, 2004).
According to the work of Osman et al. (2006), campus recreation has 3 quality dimensions,
which are “ambiance of the facility, operations quality and staff competency”. Mokoena and
Dhurup (2017) mention that “people interaction, facility design, sociability, equipment and
ambience” are important recreational service quality factors. Shonk et al. (2010) stress the
role of student identification in campus recreational activities, which also affects student
satisfaction. Rahman et al. (2020) mention that having training camp for sport, sport

equipment and inter-university sport influence student perception for recreation quality.
Table 6
Recreational service quality factors

Quality Factors Author(s)

ambiance of the facility Osman et al. (2006), Mokoena and Dhurup (2017), Ko and Pastore (2007)
facility design Mokoena and Dhurup (2017), Ko and Pastore (2007)

social activities Sultan and Yin Wong (2013), Kwan and Ng (1999), Icli and Anil (2014)
social facilities Mokoena and Dhurup (2017), Thomas and Galambos (2004)

sport equipment Mokoena and Dhurup (2017), Rahman et al. (2020)

sport training camp Rahman et al. (2020)

sports facilities Icli and Anil (2014), Kwan and Ng (1999), Rahman et al. (2020)

staff Osman et al. (2006)

travel agency Hill (1995)

shops Lagrosen et al. (2004)

In their HIEAQUAL service quality scale, Annamdevula and Bellamkonda (2012) list
conference hall, labs, internet facility, canteen and medical facility. Mensah and Mensah
(2018) state that responsiveness and empathy increase customer satisfaction in campus
restaurant. Furthermore, Garg (2014) emphasizes that employee behaviors and physical

environment of university restaurant affect emotional perception of service quality.
Table 7
Food service quality factors

Quality Factors Author(s)

cafes around university Lagrosen et al. (2004)

canteen Annamdevula and Bellamkonda (2012)
catering service Hill (1995)

dining service Sultan and Yin Wong (2013)

employee behaviors Garg (2014)

food court Simangunsong et al. (2019)

physical environment Garg (2014)

In addition to the accommodation opportunities that the university can offer to its
students, the fact that the university offers these opportunities in a quality way will make it
easier for the students to choose that university. In a study conducted in South Africa, Radder
and Han (2009) find that “interaction, empathy, general amenities, and room amenities” are
main quality attributes of university accommodation. In their research in Bangladesh,
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Rahman et al. (2020) list room capacity, hostel security, prayer room and hostel

communication as factors for accommodation quality.
Table 8
Accommodation quality factors

Quality Factors Author(s)

communication Rahman et al. (2020)

cost Arambewela and Hall (2009)

interaction Radder and Han (2009)

prayer room Rahman et al. (2020)

residential facilities Mahapatra and Khan (2007)

room amenity Arambewela and Hall (2009), Radder and Han (2009)
room capacity Rahman et al. (2020)

security Rahman et al. (2020)

Moreover, Mahapatra and Khan (2007) mention the importance of residential
facilities, and aesthetic view of facilities. Arambewela and Hall (2009) survey international
students coming from Asian countries to Australia and find that access to computer facilities,
availability of modern facilities and accommodation with reasonable cost and good standard
affect student satisfaction. Gallifa and Batallé (2010) emphasize the factors of security and
confidence for multicampus universities.

The external appearance and aesthetics of this facility play an important role as much
as the facilities offered by the facility for university students. Ko and Pastore (2007) assert

that design and atmosphere of the facility are important.
Table 9
Campus buildings quality factors

Quality Factors Author(s)

aesthetic view of facilities Mahapatra and Khan (2007)

cleanliness of facilities Kwan and Ng (1999)

location Rahimizhian et al. (2020)

security Simangunsong et al. (2019), Gallifa and Batallé (2010)

The fact that the transportation facilities of the university are developed, and the
transportation options are diverse greatly affect the students' perspective on the university.
The quality factors are availability of transport information, security, and hygiene (Rahman
et al., 2020), e-services and location (Rahimizhian et al., 2020) and parking area (LeBlanc
and Nguyen, 1997; Sohail and Shaik, 2004).

Table 10
Transportation service quality factors

Quality Factors Author(s)

hygiene Rahman et al. (2020)

parking area LeBlanc and Nguyen (1997), Sohail and Shaik (2004)

security Rahman et al. (2020)

transportation facilities Sultan and Yin Wong (2013), Alam et al. (2021), Rahimizhian et al. (2020)
transportation information Rahman et al. (2020)

10
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The quality of the service provided by the university in health facilities is a factor
that greatly affects student satisfaction. Ushantha and Kumara (2016) considers health
services an important factor for quality. Dandis et al. (2021) list “administration quality,
interpersonal quality and technical quality” as the main service quality factors for healthcare
centers of universities. In their research in Bangladesh, Alam et al. (2021) mention that
health and transportation services are remarkable dimensions of service quality. Besides
food court, bookstore and security, Simangunsong et al. (2019) reveal that availability of

first aid facility and emergency service is required for health service quality.
Table 11
Health service quality factors

Quality Factors Author(s)

emergency service Simangunsong et al. (2019)

general medical facilities ér(])ri%r)mevula and Bellamkonda (2012), Alam et al. (2021), Ushantha and Kumara
communication Dandis et al. (2021)

technical infrastructure Dandis et al. (2021)

administration of facilities Dandis et al. (2021)

4.5.Sustainability Related Service Quality

Universities are institutions that lead the society in environmental awareness and
sustainability. For this reason, creating a sustainable campus and providing services that
support sustainability are their most important duties. Universities offer a variety of services
related to campus layout, infrastructure, energy efficiency, renewable energy, climate
change, waste management, water resources, transportation, education, and social
responsibility. The quality of these services contributes to the awareness of future
generations on sustainability and to take important steps in this regard.

Amaral et al. (2015) emphasize service quality in green campus buildings, energy
saving, creating collaboration with society and sector, and increasing research on
sustainability issues. Doan (2021) examines sustainability dimensions of university service
quality and finds that establishing partnership with NGO’s, campus waste management and
helping local environment are factors increasing sustainable service quality towards
students. Beringer and AdomfBent (2008) mention that universities should focus on
supporting sustainability projects and create sustainability related learning environment.
Mula et al. (2017) state that they should transform education programs for sustainable
mindset and organize workshops for sustainability.

In their research in an Australia business school, von der Heidt and Lamberton (2011)
find out that curriculum should be curriculum should be compatible with sustainability. In
her research in Turkey, Tuncer (2008) mentions that universities should provide a
background for sustainable development topics to their students. Waas et al. (2009) state that
orientation of research activities towards sustainability is an important factor for service
quality. Lukman and Glavi¢ (2007) express that universities should add sustainability in their
curriculum and support projects related to sustainability issues.

If universities want to provide sustainability-related services to students and improve
the quality of existing services, they should start from the senior management level. It is
important to involve students in decision-making processes in order to give students a
sustainable university perception and to highlight their services in this field. Comm and
Mathaisel (2003) assert that university management should have an agenda about

11
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sustainability, and they should count students in their decision making for sustainability
policies.

Table 12

Sustainability Related Service Quality Factors

Quality Factors Author(s)

campus waste management Doan (2021), Nejati and Nejati (2012), Ozdemir et al. (2020)

Beringer and AdomfBent (2008), Tuncer (2008), Lukman and Glavi¢ (2007), Vazquez
et al. (2015), von der Heidt and Lamberton (2011), van Weenen (2000), Mula et al.

education programs for
sustainability

(2017)
energy efficiency Nejati and Nejati (2012), Ozdemir et al. (2020), Sonetti et al. (2016)
entrepreneurship education Vazquez et al. (2015)
environmental protection Vazquez et al. (2015), Ozdemir et al. (2020)
green campus spaces Amaral et al. (2015), Clemes et al. (2001)
land use Nejati and Nejati (2012)
planning for sustainability Nejati and Nejati (2012)
projects with society, sector Albareda-Tiana et al. (2018), Vazquez et al. (2015), Amaral et al. (2015), Nejati and
and NGOs Nejati (2012), Doan (2021)
supporting sustainability Amaral et al. (2015), Waas et al. (2009), Lukman and Glavi¢ (2007), Beringer and
research projects AdomBent (2008)

sustainable campus
coordination van Weenen (2000)

university policies for Albareda-Tiana et al. (2018), Nejati and Nejati (2012), Comm and Mathaisel (2003),
sustainability van Weenen (2000),

Van Weenen (2000) states that changing university mission statement, assigning a
coordinator for sustainable campus and revising university curriculum are important factors
for service quality. Albareda-Tiana et al. (2018) point out creating an institutional synergy
between different departments of the university to collaborate on sustainability issues.
Furthermore, Nejati and Nejati (2012) emphasize community outreach and inclusion of
students to sustainability policies.

According to the study of Vazquez et al. (2015), collaboration with NGOs,
supporting local development, environment protection, moral contents in the syllabus,
collaboration with employers and entrepreneurship education are noticed by students as
service quality factors. Other quality factors in the literature are listed as energy efficiency
(Sonetti et al., 2016), green spaces for interaction (Clemes et al., 2001), environmental
sensitivity, energy conservation and waste management policies (Ozdemir et al., 2020).

4.6.Internationalization Related Service Quality

Thanks to the rapid progress of globalization, universities are becoming more and
more internationalized institutions. The increase in foreign students, academicians and
bilateral cooperation agreements in universities has a profound effect on the students'
perspective on the quality of education. In addition, university lists published by
international ranking institutions such as Times Higher Education (THE), QS, US News and
CWUR affect the university selection process of students. When all these issues are taken
into consideration, it becomes clear that increasing the service quality in the field of
internationalization is an important issue for universities. Significant research has been
carried out for the last two decades on internationalization and service quality perception of
students.

In their HIEDQUAL scale, Annamdevula and Bellamkonda (2016) consider
internationalization of university as a major dimension of service quality. De Jager and
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Gbadamosi (2013) state that internationalization and international student and staff are
necessary to increase student satisfaction and improve quality. Calvo-Porral et al. (2013)
mention that higher education institutions should have an international relations service for
academic exchange and training with universities from other countries. Universities should
provide opportunities to students to study abroad. They should also meet international
standards (Lagrosen et al., 2004). Adinegara and Putra (2016) consider student exchange
programs as necessary attributes of service quality.

Martensson and Richtner (2015) assert that rankings and international diversity of
the student are factors for higher education service quality. Recruiting international students
at postgraduate level is necessary for internationalization of universities as a study in South
African universities suggest it (Chaguluka et al., 2018). For example, Chaguluka et al. (2018)
express that satisfaction of international postgraduate students about service quality affects
enrollment of other international postgraduate students. International students see marketing
activities as a quality factor; therefore, universities should consider them for consumer
satisfaction (Russell, 2005). Accreditation and ranking in the prestigious index are parts of
it. Research in Indonesia reveals that international accreditation of university by renowned
institutions such as AACSB or EQUIS is an indicator of service quality (Simangunsong,
2019). Furthermore, according to the research conducted among international students in
UK universities, helping international students for employment opportunities is found
necessary for service quality (Zhu and Sharp, 2022).

Table 13
Internationalization Related Service Quality Factors

Quality Factors Author(s)

exchange programs Calvo-Porral et al. (2013), Adinegara and Putra (2016), Lagrosen et al. (2004)
helping international students for Zhu and Sharp (2022)

employment

international accreditation Simangunsong (2019)

international educational standards Lagrosen et al. (2004)

international marketing activities Russell (2005)

international training programs Calvo-Porral et al. (2013)
internationalization policy de Jager and Gbadamosi (2013)
presence of international staff de Jager and Gbadamosi (2013)

presence of international students de Jager and Gbadamosi (2013), Chaguluka et al. (2018)

rankings in reputable international
index

Martensson and Richtner (2015)

student diversity Martensson and Richtner (2015)

Career Services Quality

Career and counseling services empower students for their future pathways, that’s
why this area is examined by numerous scholars for the last two decades. There is a strong
literature about the importance of service quality of higher education institutions on career
and counseling. As one of the pioneers of this area, Hill (1995) lists career services and
counselling as important quality dimensions. Dad’o et al. (2011) mention that career
prospects is a major dimension of service quality. Calvo-Porral et al. (2013) express that
university should inform students about career opportunities and the current market
conditions. It is necessary to have a career center at the university and they should help
students find a job easily (Icli and Anil, 2004). Almeyali and Al Mousawi (2021) underline
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the availability of a unit in university that is responsible for creating ties with business world,
increasing relations with foreign universities abroad and awareness of students about
university services. Ozdemir et al. (2020) mention that universities should help their students
find internships and jobs. In their research in Ghana, Mattah et al. (2018) state that mentoring
and career guidance increase student satisfaction.

Universities should start to move for fast employability of students (Ushantha and
Kumara, 2016), for this reason, they should arrange trainings and organize job fairs to
increase employability of their students (Latif et al., 2017). According to their research in
the United Kingdom, Angell et al. (2008) mention that universities should have a career
platform and strong industry links. In their research in Singapore, Yeo (2008) emphasizes
that it is essential to establish relationship with industry partners. Keeping in contact with
their alumni facilitates maintaining industry partnership (Lagrosen et al., 2004). It is very
important for service quality to organize industrial tours and on-the-job training for students
and invite guest lecturer from industry (Jain et al. 2010). These activities increase self-
confidence of students, their critical thinking and self-awareness (Teeroovengadum et al.
2016).

Table 14
Career Service Quality Factors

Quality Factors Author(s)

alumni relations Lagrosen et al. (2004)

career center Icli and Anil (2004)

career counselling Mattah et al. (2018), Hill (1995), Teeroovengadum et al. (2016)

career platform Angell et al. (2008), Calvo-Porral et al. (2013)

finding internship Ozdemir et al. (2020)

industry relations Almeyali and Al Mousawi (2021), Yeo (2008)

industry tours Jain et al. (2010)

job fairs Latif et al. (2017)

on-the-job training Jain et al. (2010)

relfation_s_with foreign Almeyali and Al Mousawi (2021)

universities

strong industry links Angell et al. (2008)

support for job search Dado et al. (2011), Ushantha and Kumara (2016), Ozdemir et al. (2020), Icli and Anil
(2004)

training programs Calvo-Porral et al. (2013), Latif et al. (2017)

5. Conclusion

Examining the quality of services offered by universities to students, identifying
deficient and problematic aspects and producing solutions to these problems is a significant
task for researchers. This study aimed to compile the studies published in the literature on
university service quality in the last 30 years, to reveal a general framework of the factors
affecting quality and to guide researchers in this field.

Although there are different stakeholders such as academics, business world and
society for the services offered by the university, the most important of all stakeholders is
undoubtedly students, therefore, understanding how the services offered are perceived by
students and how they change according to their perspectives are significant research topics.
This article aimed to reveal which service quality factors are more significant and important
from the students' perspectives.
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As a result of the study, it was revealed that the students focused on five main topics,
which are services offered in teaching, student affairs, academic and non-academic facilities
at the university, sustainability, internationalization, and career service. In addition, various
service quality factors affecting these five main dimensions are presented in tables. While
the first studies in the field of university service quality were mostly related to teaching
quality and facility quality; internationalization, sustainability, and career service issues
were also discussed in the studies carried out in the following periods.

6. Managerial Implications

It is an undeniable fact that thousands of students enroll in different universities in
their countries or go abroad each year. Aggressive competition among higher education
institutions always pushes them to develop new policies to attract best students, increase
their incomes, maintain their activities and score high in respected university ranking lists.
Therefore, increasing the number of studies on university service quality factors is important
for supporting university administrators.

It is expected that this study will provide information and insights to university
administrators and researchers in the field of higher education. It will affect their
perspectives and help them recognize problems with university service quality, therefore, it
will contribute to the university's quality management, student satisfaction and loyalty.

Although various scales have been developed to measure service quality in the
literature, it is essential to conduct new research that will reveal new service quality
dimensions and their quality factors. In particular, there is a wide area for research
opportunities in the fields of internationalization, sustainability, social responsibility and ¢
mentoring. Developing quality measurement methods or scales related to these fields will & \/
help managers to better understand the priorities of students and the dynamics of university ®
service quality.
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ABSTRACT

Nowadays workplace bullying is a serious and
crucial problem in a corporate environment. The
rise of the deviant attitudes of the colleagues and
managers toward its employees in the company
influences the development of deviant behavior of
employees as CWB (counterproductive work
behavior) which not only disturbs the productivity
and performance of the company but also affects the
psychological and physiological health of the
employees. Additionally, it also increases the
turnover rate of employees in the company. Due to
this reason, descriptive statistics and multiple linear
regression analyses were used to find out the
association between workplace bullying (WB) and
counterproductive work behavior (CWB). The data
for this research was collected from125 employees
of banks of Mardan, KPK. The result exhibited a
positive association between WB (workplace
bullying) and CWB (counterproductive work
behavior).

Keywords: Workplace Bullying,
Counterproductive  Work Behavior, Banking
Employees.
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OZET

Glinimiizde isyerinde zorbalik, kurumsal bir
ortamda ciddi ve ¢ok dnemli bir sorundur. Sirkette
calisma arkadaslarimin ve yoneticilerin ¢alisanlarina
yonelik sapkin tutumlarmin artmasi, calisanlarin
sapkin davraniglarinin CWB (liretkenlik karsiti is
davranist) olarak gelisimini etkiler. Ki o sadece
sirketin verimliligini ve performansin1 bozmakla
kalmayip ayni zamanda c¢aligsanlarin psikolojik ve
fizyolojik saghigini da etkiler. Ayrica, sirketteki
calisanlarin devir oranmimi da arttirir. Bu nedenle,
igsyerinde zorbalik (WB) ile verimsiz is davranigi
(CWB) arasindaki iligskiyi bulmak i¢in tanimlayici
istatistikler ve ¢oklu dogrusal regresyon analizleri
kullanilmistir. Bu arastirma icin veriler KPK
Mardan bankalarinin 125 ¢alisanindan toplanmustir.
Sonug, WB (isyeri zorbaligl) ve CWB (iiretken
olmayan is davranis1) arasinda pozitif bir iliski
oldugunu gosterdi.

Anahtar Kelimeler: Uretkenlik Karsit1 s
Davransi, Isyeri Zorbaligi, Bankacilik Calisanlari.
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1. Introduction

Nowadays workplace bullying is a very severe and critical issue in companies that
not only affects the organization, but also the health and productivity of the employees in
the company. According to Einarsen, (1999) and Mikkelsen (2000), workplace bullying is a
situation where an individual is frequently and repeatedly subjected to destructive acts such
as frequent abuse, insulting remarks, taunting scorn, or social omission by his/her colleagues,
subordinates, and supervisors. Johnson and Gardner (2001) stated that workplace bullying
happens regardless of employees’ race, religion, nationality, gender, color as well as creed.
Moreover, several terminologies have been used for this deviant behavior such as; bullying
in the place of work, deviance in the place of work, incivility, violence in the work
environment as well as aggression in the working atmosphere, etc. Additionally, bullying in
the work environment causes different mental illnesses in the employees such as
demoralization, depression, anxiety as well as frustration. Cooper, Hoel, Einarsen& Sheehan
(2011) and Einarsen& Nielsen (2012) cited that bullying in the workplace negatively
influences the attitudes and well-being of employees as well as incurs costs for companies
and affects the performance of a company. Moreover, this deviant behavior of the workers
in the place of work ruins the environment of a business as well as decreases the morale of
workers by Einarsen, Hoel& Cooper (2003) and Jagatic&Keashly (2003).

Bullying in the workplace not only cause various consequences for the workers in
companies but also impacts the performance of workers which is one of the most significant
concerning area for the companies and human resource managers. Because companies
maintain and determine the effectiveness and efficiency of a business through the
performance of workers and bullying in the working place represents a substantial hazard
for both employees and management, whose main objective is to verify that their companies
work to amplify profit as well as secure the competitive edge in the market. Furthermore,
this injustice behavior in the place of work (workplace bullying) leads to another deviant
behavior called “counterproductive-work-behavior”. The employees of a company perform
this behavior against the unfair or injustice behavior in the place of work. Furthermore,
Kelloway et al (2010) stated that this is a kind of behavior that shows the dissatisfaction of
the employees in the organization. Additionally, according to Peterson (2002), the evolution
of this deviant behavior of the workers is due to the discriminating behavior in the work
environment. On average 24% of Australian workers become unproductive due to
psychological stress caused by counterproductive work behavior to a Productivity
Commission report (2010). In addition to this, there were an estimated 200 billion dollars in
the aggregate financial loss every year in the USA Spector and Penney (2002) and 600 billion
dollars in financial loss in the UK every year Ferris, et al (2009). Additionally, according to
the Smithikrai study (2008), he stated that in Thailand 60% of workers become the victims
of this counterproductive work behavior.

Additionally, CWB (counterproductive work behavior) is the volitional behavior of
the worker that interrupts the important norms and operations of a business. According to
Bennett and Robinson (1995), Spector et al (2006), and Sackett (2002), this deviant behavior
of employees endangers the well-being of a business as well as its workers or both.
Furthermore, some scholars estimate that the costs and the prevalence linked with
counterproductive work behavior (CWB) differ greatly. They mainly approved that the
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counterproductive work behavior (CWB) is damaging for the companies as well as for its
staff. Additionally, Baron and Geddes (1997) described that approximately 69 percent of the
executives and managers signaled to become victims of oral violence due to offering bad
performance assessments. Besides this, the projected financial costs of counterproductive
work behavior (CWB) are significant and lie between $17.6 and $200 billion by Langton
and Hollinger (2006).

In the present market arrangement, a human asset has a huge influence on the
competitive edge and sustainability of an organization. For that reason, the companies
require to benefit the productivity of the employees (Noel &Hitlan, 2009). In contrast,
negative attitudes in the environment of a company usually impress the perceptions of the
employees which normally results in counter-productivity. Hence, this study attempts to
determine the relationship between workplace bullying and counterproductive behavior and
how workplace bullying leads to the dark behavior of employees.

Though there are few studies done before, analyzing the impact of workplace
bullying (WB) on counterproductive work behavior (CWB). However, there were a few gaps
that are described below:

e Prior studies have not considered the geographical context of Pakistan. There is only
one such study in the same field conducted in Bangladesh (Sadia, 2017). Hence, it
leads to a gap in the geographical context.

e Additionally, past studies considered only a small sample size targeting the
respondents of either private banks or Logistics companies leaving behind other
sector employees (Peng, 2016; Meltem&Mubeyyen, 2020 Sadia, 2017). This leads
to selection bias due to the lower sample size. Additionally, there is a gap in analytic
methodology as past studies only considered Regression Analysis.

This study will help the organizations improve their policies, adopt sound
management practices as well as develop a good work environment that encourages
organizational efficiency through employee wellbeing and performance as well as
constructing a productive work company as stated by Murphy and Sauter Lim (1996).

2. Review of Relevant Literature
2.1. Workplace Bullying

WB (workplace bullying) is categorized as one of the deviant behaviors of the
workers in the organizations. Skogstad&Einarsen (1996) and Rayner, (1998) stated that
generally one of the ten employees becomes a victim of bullying. Rayner (1995) reported
that those individuals who were victims of bullying or who observed bullying quit their
positions due to bad or negative experiences. Furthermore, Lewis (1999) stated that in such
a situation the sufferers determine it hard to protect themselves as opposed to the behaviors
of other individuals. The bullying conducts contains hard-hitting eye interaction, menacing
physical movements as well as attempts to erupt. In a study by Keashly, (1998), the
intimidating behavior, as well as the publicizing of misleading speculations about the
sufferer, is also involved in bullying.
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According to Einarsen (1999), he stated that the substantial, intentional, or
unintentionally repeated actions of bullying toward one or more employees cause a sense of
distress, and embarrassment as well as decreased the performance of employees in the work
climate between the sufferers. According to Baron & Neuman (1996), very few studies have
been performed on minor types of maltreatment including impolite comments, reckless acts,
or destructive gestures. However, a survey was conducted by Baron & Neuman (1996) which
showed that several times aggression occurs in the work environment is less severe such as
verbal but not physical, passive compared to active, indirect instead of direct as well as subtle
instead of overt.

Nielsen and his coworkers (2010) stated that globally 15 percent of workers faced
these negative attitudes which are known as bullying. Likewise, according to the report of
Nielsen and Einarsen (2015), 11 percent of the population becomes bullying victims.
According to Stallworth and Fox (2005) state that workplace bullying is experienced by
people working in the companies a minimum of once in the last 5 years. Lutgen Sandvik &
his colleagues (2007) state that. 47 percent of USA workers experienced WB (workplace
bullying) in the previous 2 years. Lastly according to Boddy (2014) that there is a strong and
positive correlation between WB (workplace bullying) as well as CWBs (counterproductive
work behaviors).

Moreover, Romano (1994), stated that more than 20% of the HR executives
contributed to the research that experienced violence in the workplace in their companies in
the 1990s. While 33% reported fears of violence in the work environment. Likewise,
according to the report of North-Western National Life Insurance Company (1993),
throughout a year, approximately 2.2 million employees experienced physical assaults, 6.3
million employees were terrorized as well as 16.1 million employees were bullied.
According to the survey conducted by Bjorkqvist, Osterman, and Hjelt-Back (1994) from
three hundred and thirty-eight university workers in Finland, determined that 32% of
employees experienced verbal harassing conduct in the workplace.

In this current situation, WB (workplace bullying) is big trouble for businesses.
Bullying entails a place where one or more individuals sense themselves exposed to deviant
behavior from other individuals over an extended period. The impact of WB (workplace
bullying) on the organization and employees also convey this idea to the light. Furthermore,
the development of the corporation's grievances about intimidation also shows a key role in
examining negative attitudes in the workplace including bullying as well as mobbing.
Likewise, Einarsen et al (2011) reported that eliminating somebody in the social climate or
persuading a colleague’s job sustainability with aberrant emotions and harassment is
classified as workplace bullying. According to the notion of Kaplan (1975), workplace
bullying is the organization's particular norms. While according to the research of Bennett
& Robinson (1995), WB (workplace bullying) is the behavior that willingly disobeys the
norms of an organization which not only threatens the staff members but also the business
itself.

According to Johnson & Gardner (2001), bullying in the work environment is a
regular as well as annoying mental harassment including humiliation and condemnation.
Namie (2003) reported that bullying in the work environment is a frequent, ill-behaved,
health-threatening abusive treatment of an employee. Research by Einarson et al (1994)
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states that harassment and bullying in the workplace is a significant dilemma. According to
the research of Crawford & Adams (2009), the executives or leaders who have authority and
power, they might usually use the tactics of bullying their other employees to obtain their
personal benefits. These behaviors by top management or executives due to more
authoritative power and they determine it easy-going to misuse their authority and power in
support of organizational effectiveness. So, it proves that the leaders or executives are
favoring these negative behaviors. According to the report of Brodsky (1976), bullying in
the work environment needs at least compliance by supervision. An issue of bullying might
take various shapes including excessive workload, bullying, work disruption, retaliation, etc.
According to Ferris (2004), the victims of bullying typically do not receive any fair-minded
support from their senior executives or leaders when they complain about bullying in the
work environment. According to Ferris (2004), it may be possible that the representatives to
take the side of the bully and dismiss or warn the worker who complained.

2.2. Counterproductive Work Behavior

The negative attitudes of the workers in the management and organizations get higher
every day. Thus, the CWB (counterproductive work behavior) is considered the most used
notion for negative and deviant attitudes in the place of work by Heyde et al (2014).
According to them, CWB (counterproductive work behavior) is a behavior of an employee
with an intention to harm the business, staff, clients, managers, leaders, and investors. CWB
is classified as a sensible behavior that has a devastating risk on the company and its
employees by Fox and Spector (2005). According to Trevifio et al (2006) &Sulea et al.
(2015), counterproductive work behaviors (CWBs) are the behaviors of the individuals
displayed in the correct situations which are injurious to the business or persons. Hence, the
work conditions including the business culture are very essential variables of
counterproductive work behaviors (CWBS).

Various researches have been done on counterproductive work behavior (CWB) and
every researcher used distinct terms to suggest this corresponding set of destructive actions.
(Neuman & Baron (1997) Spector (1978) used the term “aggression” for CWB, (Hollinger,
1986; Bennett & Robinson (1995) used the term “deviance”, Folger &Skarlicki (1997) used
the term “retaliation”, and Kramer, Bies& Tripp (1997) used the terminology of “revenge”
for CWB (counterproductive work behavior). Generally, CWB involves the misuse and
destruction of business property, performing work or job incorrectly, or neglecting to inform
the superiors regarding errors and work issues such as a mechanical failure as well as
withdrawal (includes taking sick leave when he/she is not sick).

Additionally, CWB (counterproductive work behavior) has a marvelous negative
influence on productivity loss, increased the insurance expenses, damaged the property of a
company, and amplified the turnover rate Neuman & Baron (1996) and Benminson, (1994)
Kelloway& LeBlanc (2002) and Vigoda (2002), and amplified dissatisfaction in individuals
by MacLean, Keashly& Trott (1994) as well as experienced the work stress. The
counterproductive work behavior (CWB) can be better understood through the work stress
model by Spector (1998), who states that the ecological stressors are observed by persons in
the form of experiencing the negative feelings (including anxiety or anger) which might
result in responses to stressors, known as work strains.

24




ALAM and ZAIN UL ABDIN

Beehr&Jex (1991) categorized the work strains into physical, behavioral, or
psychological strains. The behavioral strains including yelling at the co-employee, staying
at home instead of working in the workplace as well as reducing the quantity or quality of
work are also considered as part of counterproductive work behavior (CWB). The behavioral
strain is an alternative for people to manage the stressor by decreasing the feelings provoked
by the stressor (including alcohol drinking or escaping from work) or by reducing the
stressor himself (such as discussing with the manager and creating a solution).

3. Hypotheses Development

Rahim Kozako and Safin (2013), the perception of the individual about the
attributions and environment for the occasions, emotive responses, and capabilities are
commonly associated with personality traits. Leymann (1996) and Pervin (1993) reported
the significance of personality and character on the emotions, feelings, behaviors, and
attitudes of human beings.

Colbert and his coworkers (2004) focused on the variances of the employees’
personality traits which can affect the work climate. In the Attitude Behavior Theory of
Fishbein and Ajzen (1977), the personality of the employee and CWB (counterproductive
work behavior) are linked to one another. Furthermore, the dissimilarities in the personality
of the employee make the variation in counterproductive work behaviors (CWBs) Rahim,
Kozako and Safin (2013), Bowling et al (2011), Spector (2005), Elliot (2010), Trevino,
KishGephart and Harrison (2010), O’Neill and Hastings (2009). On the other hand, the
negative behavior of the workers’ perception of the place of work events also initiates the
counterproductive work behaviors in the companies to Douglas, Martinko, and Gundlach
(2002).

Bowling and his associates (2011) examined the research about CWBs and found
that the forecasters of these attitudes were eminent as situational forecasters including work-
stressor, leadership styles as well as personality traits including neurotics and
conscientiousness. According to the research of Rahim, Kozako, and Safin (2013), they
found a negative association between the CWB and conscientiousness. Furthermore, Scott,
Ones, and Berry (2007) examined the association between counterproductive work
behaviors (CWBs) and personality traits and found that agreeableness is associated with
CWBI and conscientiousness is related to CWBO. Additional research outcomes also
showed that conscientiousness and agreeableness are adversely linked with CWBs by
Mullins-Sweatt, Deshong, and Gront (2015).

Similarly, Persson and colleagues (2016) indicated that emphasizing the variations
of people might be useful for knowing the bullying issues. Einarsen, Matthiesen& Nielsen
(2008) also described that the personality traits of a sufferer perform a vital role in bullying
behaviors. For instance, several elements like low emotive stability, neuroticism, and low
point conscientiousness are constructively associated with bullying behaviors by Glaso et al
(2007). Commonly, the bullying victims work tougher to intercede the aggressive stress of
the bully. Knardahl& Nielsen (2015) observed that the victimization of WB (workplace
bullying) is associated with decreased degrees of conscientiousness. Additionally, Glaso et
al (2007), Desoto, Hitlan&Cliffton (2006), and Bacharach & Bamberger (2006) state that
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the association between conscientiousness and bullying is negative. Additionally,
conscientiousness boosts the productivity of workers as well as competition in a company
that might result in a bias toward other workers. Furthermore, if the expectations of
employees related to bonuses, promotions, or rewards do not fulfil or if the employees are
not appreciating their work and efforts, then they might also recognize it as bullying behavior
on them Knardahl & Nielsen (2015).

Referring to the above explanations, this study was intended to determine the relation
between WB (workplace bullying) and CWBs (counterproductive workplace behaviors).
The research model and hypothesis were formulated in accordance with the literature. The
research model is formulated in which WB (workplace bullying) is an independent variable
and CWB (counterproductive work behavior) is a dependent variable in this diagram.

H1

Work Place Bullying Counterproductive

Work Behavior

The following hypothesis has been formulated.

Hai: Workplace bullying has a significant positive impact on counter productive work

behavior.

4. Research Methodology

The main objective of the study was to analyze the impact of workplace bullying on
counterproductive work behavior hence quantitative research design was followed. In other
words, the conclusive research design opted for the study as the study is interested in finding
the descriptive statistics of the participants and the causal relationship between workplace
bullying and counterproductive work behavior (CWB). The population of this study was the
overall employees working in the banking sector of Mardan. Using convenient sampling
techniques was used to collect the data from the participants of the study. The technique was
adopted based on the availability of the participants. Hence, the data was collected from 125
participants from 22 banks.

In order to address the above objectives, primary data with the help of a closed-ended
multifactor questionnaire was developed. The questionnaire was placed on a 5 Point Likert
Scale (PLS). For each dimension such as workplace bullying, and counterproductive work
behavior different constructs were developed.
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Using SPSS 20, initially, descriptive statistics of the participants were figured out.
Apparently, to analyze the impact of workplace bullying on counterproductive work
behavior initially correlation analysis and regression analysis were performed.

5. Findings & Discussion

The main objective of the study was to investigate the impact of workplace bullying
on counterproductive work behavior. For this purpose, initially, the self-developed
multifactor questionnaire reliability was tested, and thereafter descriptive analysis,
correlation analysis, and multiple linear regression analysis were performed. As shown
below:

5.1.Reliability Test

To aim the study’s objective, the instrument designed for the study has been tested using the
measure of Cronbach alpha. Initially, the value of Cronbach alpha was estimated for shame
acknowledgment, shame displacement, and counterproductive work behavior. From the
estimates, it has been observed that each factor’s reliability is appropriate such as Shame
Acknowledgement (alpha = 0.813), shame displacement (alpha = 0.648), and
counterproductive work behavior (alpha = 0.893). Finally, the overall instrument’s reliability
was tested. From the estimates, it has been observed that the reliability of the overall
instrument is appropriate as the value of Cronbach alpha was 0.845. As shown in the table.
1. below:

Table 1. Reliability Test

Variables Factors Items  Value of Cronbach Alpha
Workplace Bullying
Shame Acknowledgement 6 0.813
Shame Displacement 4 0.648
CWB 10 0.893
Overall 20 0.845

Source: Author’s Own Analysis Using SPSS V20
5.2.Demographic Profile of the Respondents

From a total of 125 bank employees, the responses have been recorded. While
considering the demographics, gender, age, highest qualification, job status, and current
ranks have been considered. Each is described stepwise, as below:

Table 2. below describes the gender of the study respondents. It has been observed
that the majority (50.4%) of the respondents who participated were female followed by the
second highest (49.6%) number of female respondents. It has been observed that the majority
(31.2%) of the respondents were in the age bracket between 25 and 35 years followed by the
second-highest number of respondents (33%) in the age bracket between 36 and 45 years.
Additionally, the least number of respondents were in the age bracket between 55 and older
years. In addition, it has been observed that the majority (31.2%) of the respondents were
holding a Master's degree followed by a bachelor's (24%). Finally, it has been observed that
the majority (82.4%) of the respondents who took participation in the study were
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permanently followed by the second-highest number of respondents who were contractual
employees (17.6%).

Table 2. Demographic Profile of the Respondents

Factors Description Frequency Percent g:rr::r:?tlve
Male 62 49.6 49.6
Gender Female 63 50.4 100
25-35 39 31.2 31.2
36-45 33 26.4 57.6
46-55 29 23.2 80.8
Age 55 and over 24 19.2 100
Bachelors 30 24 24
Masters 39 31.2 55.2
MS 28 22.4 77.6
Education Level ~ PhD. 28 22.4 100
Nature of Permanent 103 82.4 82.4
Employment Contract 22 17.6 100
N =125

5.3. Correlation Analysis

After estimating the demographic profile of the respondents, correlation analysis was
performed to check the correlation between the variables of interest such as shame
acknowledgement (SA), shame displacement (SD) and counter productive work behavior
(CWB). From the below estimates it can be observed that there is a strong positive
correlation (0.853) between shame acknowledgement (SA) and counter productive work
behavior (CWB) though there is a weak positive correlation (0.414) between shame
displacement (SD) and counter productive work behavior (CWB). As shown in table 3.
below.

Table 3. Correlation Analysis

Variables CWB SA SD
cwB 1 A414%* .853**
Shame Displacement AL4%* 1 .303**
Shame Acknowledgement .853** .303** 1

**_Correlation is significant at the 0.01 level (1-tailed).
5.4. Regression Analysis

The table 4. Below illustrates the model summary of the regression analysis. The
value of R squared shows the percentage of variation explained by predictor variables for
the dependent variable. From the value of R squared of 0.754, it can be stated that a total of
75.4% of the variation in dependent variable is explained by workplace bullying (shame
acknowledgement and shame displacement).
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Table 4. Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .868a 754 .750 74192

a. Predictors: (Constant), Shame Acknowledgement, Shame Displacement

The table 5. Below illustrates the analysis of variance of the regression analysis.
ANOVA basically describes the overall model significance. From the sig. value of 0.00 it
can be stated that the overall model is significant or in other words, the results of the overall
model is valid and is appropriate.

Table 5. Analysis of Variance (ANOVA)

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 205.773 2 102.887 186.913 .000b
Residual 67.155 122 .550
Total 272.928 124

a. Dependent Variable: CWB

b. Predictors: (Constant), Shame Acknowledgement, Shame Displacement

The table 6. Below illustrates the table of coefficients. From the table of coefficients,
it can be observed that both the subfactors of workplace bullying namely shame
acknowledgment and shame displacement have significant impact on counterproductive
work behavior (CWB). Shame acknowledgements have a strong positive significant (beta =
0.623) impact on the counter productive work behavior while shame displacement have a
weak positive significant (.160) impact on counterproductive work behavior (CWB).

Table 6. Table of Coefficients

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T Sig.
1  (Constant) .692 .163 4.248 .000
Shame .160 .044 172 3.645 .000
Displacement
Shame .623 .037 .801 16.993 .000

Acknowledgement
a. Dependent Variable: CWB

6. Conclusion

WB (Workplace bullying) is measured as a major problem in organizations that have
numerous adverse outcomes for both organization and workers. This concept of WB
(workplace bullying) was introduced by Leymann in 1996. He also explained the behaviors
which entail a place where 1 or more individuals sense themselves exposed to deviant
behavior from other individuals over a prolonged period. Some of the bullying conducts are
ignorance, withholding info, impractical targets, demeaning remarks, coercion, verbal
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threats, or criticism by Ayoko, Callan, and Hértel (2003). Additionally, O’Moore and his
coworkers (1998) determined that WB (workplace bullying) not only affects psychological
and physiological health (such as sleep illnesses, high rates of anxiety, trouble in
concentration, lower self-efficiency and self-esteem, depression, burn-out, mental health
difficulties) of workers but also impact victim’s career. Spector and Bruk-Lee (2006) state
that the workers who experience adverse feelings or unhappiness will react with CWBs
against the individuals triggering these adverse feelings. According to Boddy (2014), the
firm psychopaths have a significant effect on bullying as well as these individuals also
perform a key role in the existence of CWB (counterproductive work behavior).

Moreover, it is understood that the problems of employees directly influence the
productivity of an organization. One of the main problems in sustaining the effectiveness
and efficiency of the organizations is employee performance and WB (workplace bullying)
becomes a noticeable hazard for the organizations whose major objective is to certify the
employees’ performance at the peak level to amplify profit as well as a secure competitive
edge in the market by Devonish, (2013). Moreover, WB (workplace bullying) rises cynicism
by Tekin, Kaya &Tekpinar (2019), organizational silence by Demirtas, Knoll &Harlos
(2018), anti-productive firm behaviors by Einarsen et al (2011), intention to resign by Ma,
Wang & Hsieh (2019), decreased job engagement by Einarsen et al (2018) as well as lesser
OC (organizational citizenship) by Galan, Domingez& Constantino (2006).

While on the other side, CWBs (counterproductive work behaviors) had been defined
as a protest inside the company by participants to show their disappointment or behaviors to
solve the injustice by Kelloway et al (2010). For instance, destroying the supplies and
material of a firm, performing somebody's job inaccurately as well as harming a precious
property of a business are considered as CWBs (counterproductive work behaviors) by
Hartel, Callan &Ayoko (2003).

Furthermore, the experimental results indicated that WB is a behavior that is
damaging to a company. Thus, companies should place their main significance on stopping
the WB (workplace bullying). The organizations must establish a pleasant job environment
and creates an anti-bullying action in the company’s culture. So that the organizations
resolutely entranced in every employee’s mind. The managers and supervisors should be
cautious towards the emotive enervation which has a direct link with CWBs and the bullying.
Each business should establish a bias-free job environment for their employees where
employees can work easily and freely. This research is helpful for companies and executives
to understand WB (workplace bullying) and its effect on CWB (counterproductive
workplace behavior). The executives then can make sure that this sort of unwelcomed
conduct would not take place in the company. The company could also keep a check on
employers and supervisors to stop the mental and physical harm of the sufferer and give
emotional support to them.

6.1. Recommendations & Implications

The implications of this study might aware managers of the impact of workplace
bullying on the performance of employees which can be either indirect or direct. It also
recommends to directors and executives the requirement of appreciating and value the well-
being of their workers which is an essential performance predictor. Furthermore, this study
helps the HR practitioners and policymakers to develop an effective risk-controlling system
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through which they can enhance the mental well-being and job satisfaction of workers such
as training, rehabilitation, and counseling programs as well as decrease the CWBs and bad
performances of employees. Moreover, workplace health management professionals can
also deliver frequent educational sessions on job-linked stressors (including bullying as well
as other social factors) for the advantage of managers and employees because education is
an impetus for the change and development in an organization.
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ABSTRACT

This study was prepared in order to identify some
distortions in the favoritism literature in our
country. In this study, which was carried out in the
form of archive scanning, one of the qualitative
research methods, some examples of favoritism in
the literature of favoritism are given, and it reveals
how the meanings attributed to the concepts related
to favoritism differ in different studies, the meaning
shifts between concepts and a new scale validation
study should be done through a scale criticism.
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Bu ¢alisma, iilkemizdeki kayirmacilik literatiiriinde
var olan bazi ¢arpikliklari tespit etmek amaciyla
hazirlanmustir. Nitel aragtirma yontemlerinden arsiv
tarama seklinde gerceklestirilen bu calismada,
kayirmacilik literatiiriinde yer alan bazi kayirmaci
davranis ornekleri verilmekte, kayirmacilikla ilgili
kavramlara yiiklenen manalarin degisik
calismalarda nasil farklilastigini, kavramlar arast
anlam kaymalarini ve bir 6lgek elestirisi lizerinden
yeni bir 6lgek gecerleme ¢aligmasinin yapilmasi
gerektigini ortaya koymaktadir.

Anahtar Kelimeler : Kayirmacilik, Nepotizm,
Olgek Gelistirme,

! Bu makale 30. Yonetim ve Organizasyon Kongresinde sunulan bildirinin genisletilmis halidir.


mailto:kozyer@yahoo.com

Cilt/ Vol.:2, Say1 / Is.: 1, Y1l / Year: 2022, Sayfa / Pages: 35-46

1. Giris

Kayirmaci davranislar sosyal hayatin her kademesinde birbirleriyle yakin iligskide
olan insanlar arasinda siklikla goriilebilen bir davranis seklidir. Kan bagi, dostluk,
arkadaslik, hemsehrilik, komsuluk, ayn1 inanca mensup olma gibi birgok sebep, insanlarin
digerlerine kiyasla birbirlerine kars1 hassasiyetini ve yakinligini artirmakta ve kayirmacilik
davranisinin ortaya ¢ikmasina sebep olabilmektedir (Ozkanan ve Erdem, 2015: 8; Kurtoglu,
2012: 148). insanlar hem toplumsal etkiler hem de kisisel 6zellikleri sebebiyle kayirmaci
davranislarda bulunabilirler. Insanlarin kisisel arzu ve istekleri, hirslari, egolari, sahiplenme
ve himaye etme duygulari, kayirma davranisina, si§inma ihtiyaci, desteklenme ihtiyaci ve
yahut zaafiyetleri kayirilma arzusuna yol a¢maktadir (Aytag, 2010b: 92). Bu kisisel
ozelliklerin yani sira toplumsal bir takim 6zelliklerde kayirmacilik davraniglarinin ortaya
¢ikmasina yardimci olmaktadir.

Bazi antropolojik bulgulara gore, adam kayirmacilik, riigvet, bahsis vb. iligkiler
kiiltiirel ahlak agisindan yanlig goriilmemekte, toplumun biiyiikk cogunlugu tarafindan
basvurulan yontemler olarak, bireylerin kurumsal yapilara ulasmast ve onlardan
faydalanmasi agisindan bir ara¢ olarak kabul gormektedir. Ayrica bir yolsuzluk tiirli olan
kayirmacilik, bazi tilkelerin kalkinma siirecinde geleneksel degerlerden modern normlara
gegis slirecini yumusatan, dezavantajli gruplarin sisteme adapte olmasini saglayan bir etkiye
sahiptir. Kapitalist ahlakin yayginlasmasi sonucu materyalist felsefenin ve hedonik
duygularin insanlig1 kusatmasi, benmerkezci insan tipinin “kayrilma ve imtiyazli olma”
istegini artirmaktadir (Aytag, 2010a: 3-4).

Ulusal literatiir incelendiginde, ¢alisma hayatinda siklikla karsilastigimiz
kayirmacilik davranist hakkinda ¢ok az akademik ¢aligma bulundugu, kayirmacilik kavrami
ve iligkili kavramlarin tanimlanmasinda bazi eksikliklerin mevcut oldugu goriilmektedir. Bu
calismanin amact kayirmacilik ve benzeri kavramlarin tanimlandig: ulusal literatiirde yer
alan ve kavram kargasasina sebep olan calismalardaki farkliliklari tespit etmek,
aragtirmacilarin kavramlar hakkinda bir konsensiis saglamasina yardimci olmak ve bu
cercevede gelistirilecek olan kayirmacilik algist 6lgme aracinin 6lglim hatalarini en aza
indirgeyerek arastirmacilara daha dogru bilgi saglamaya yardimci olmaktir.

2. Kavramsal Cerceve

Kayirma, kayirmak isi, iltimas; kayirmak fiili ise koruyarak basarisini saglamak,
elinden tutmak, himmet etmek; birini, bagkalarinin veya isin zarar1 pahasina tutmak; birine
haksiz yere kolayliklar saglamak, iltimas etmek (TDK Sozliigi, 2011: 1364) manalarina
gelmektedir. Kayirmacilikla anlam agindan ¢ok benzesen iltimas kavrami, haksiz yere yasa
ve kurallara uymaksizin kayirma, arka ¢ikma; birine herhangi bir konuda 6ncelik ve ayricalik
tanima iltimas etmek veya iltimas gegcmek: kayirmak, korumak (TDK Soézligii, 2011: 1180)
manalarma gelir

Kayirmacilik birgok iilkenin yasal mevzuatinda yer almayan ve etik dis1 bir davranig
olarak, cogunlukla “vicdan miiessesesini” devreye almamiz gereken bir olgudur. Ancak
vicdan, “toplumbilimeciler agisindan dlgiilebilir olmayan” bir olgu olarak degerlendirilmekte
(Biber, 2016: 13-14), buna bagli olarak kayirmaci davraniglar g¢ogunlukla hukuki
yaptirimlarin konusu olmamaktadir. Bir sistem olarak kayirmacilik, bazi durumlarda, kamu
yarar1 yerine kendilerini kayirarak bulunduklar1 makama getirenlerin (kayiranlarin)
menfaatlerini etik olmayan sekilde korumak bi¢iminde ortaya ¢ikabilir. Bu gibi durumlarda,
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“gontll borcu” veya “kiramayacaklar1 kisilerin” uygunsuz talepleri, calisanlarin kendini
kayiranlar1 kayirmasina yol agabilecektir (Yildiz, 2007: 1053).

Kayirmacilik fiili genellikle gizlenmeye calisilan bir davranigtir. Ancak bazen
kayran ve kaymrilan kisiler bu durumun Ozellikle Dbagkalar1  tarafindan
bilinmesini/goriilmesini isterler. Kayirilan kisiler, kayirma eylemi sonucu elde ettikleri

menfaati hak ettikleri i¢in elde ettiklerini ispatlamak amaciyla, ¢evresindeki insanlara karsi
daha caligkan, diiriist ve saygili davranabilir, boylece hem kayirma olgusunu perdelemeye
calisirlar hem de zamanla iyi bir ¢alisan olabilirler. Baz1 durumlarda ise kayirilan kisiler,
hem kayiran1 hem de kayirma olaymi ifsa ederek yoneticilere ve ¢alisma arkadaslarina
gbzdag1 vermek isterler. Bu sekilde yoneticilerin baskisi ve ¢alisanlar arasindaki rekabetten
korunabileceklerini diistiniirler (Biber 2016: 33). Kayiran kisinin kendini ifsa etmesi ise gii¢
mesafesinin diger calisanlara gosterilmesi, kendini 6nemli bir kisi olarak gdsterme ¢abast,
manevi tatmin vb. soyut konularla ilgilidir.

Ozellikle kamusal alanda su¢ olmaktan ¢ok etik ihlal olarak kabul edilen kayirmaci
davraniglar gériinmez bir hale biiriinmekte, adeta herkesin bildigi bir sir olarak orgiitlerin
icerisinde yasamaya devam etmektedir. Bunun en biiylik sebebi, iilkemizde kayirmaci
davraniglarin “kurgulanmis etik alan™ sinirlarina hapsedilmis olmasi ve yardimseverlik
ortiisii altinda dini ve toplumsal degerler kullanilarak mesrulastiriimaya ¢alisilmasidir (Biber
2016: 45-46).

Tiirkiye gibi “diisiik performans yonelimli kiiltiirlerde” orgiitsel uygulamalara ait
Olciitler daha ¢ok “iliskisel” boyutta kalacagi i¢in verimli bir ¢alisan olmak yerine “bazi
yoneticilerin yakini olmak™ daha 6nemli bir hale gelebilmektedir (Ilhan ve Erdem 2010:

149). Karakteristik olarak Tiirk toplumu yliksek derecede topluluk¢u ve diisiik derecede @
NS/

giiven duygusuna sahiptir. Bu durum iilkemizde profesyonelligin 6niine gegmekte, baglilik
ve sadakatinden siiphe duyulmayacak akrabalarin istihdam edilmesi 6ncelenmektedir (ilhan ®
ve Erdem 2010: 146).

3. GECMISTEN GUNUMUZE KAYIRMACILIK

Calisma hayatinda en sik karsilasilan yolsuzluk tiirii olan kayirmacilik antik
caglardan beri varligin siirdiirmektedir (Carik¢1 ve Arslan 2010: 27). Tirklerin bilinen ilk
yazili tarih kaynagi olan Orhun Yazitlarindan giiniimiize kadar aslinda degisen ¢ok fazla bir
sey olmadigi, sadece kayirmacilik fiil ve yontemlerinin degistigi goriilmektedir.

Orhun Yazitlarinda, Kiil Tigin Anitinin dogu cephesinin ilk satirlarinda, bilgili, cesur
ve yetenekli kaganlarin “ili tutup toreyi diizenledigini” daha sonra gelen “bilgisiz ve kotii
kaganlar”in hem 1ili (vatani) hem toreyi (sosyal hayatin bozulmasi) kaybettigini ifade
etmektedir (Ergin 1989: 20-21).

Kavimler gogii ile diinyaya yayilan ve hedef noktasinda Anadolu olan genisleme
hareketleri, Tiirklerin inan¢ ve sosyal hayatlarinda biiyiik degisiklikler meydana getirmistir.
8. Yiizyildan itibaren Miisliiman olmaya baglayan Tiirk boylari, Hz. Muhammed (S.A.V)'in
Veda Hutbesinde ifade ettigi; “Ey insanlar! Rabbiniz birdir, babaniz birdir. Islam'da insanlar
esittir. Hepiniz Adem'in c¢ocuklarisiniz, Adem de topraktan yaratildi. Allah katinda en
degerliniz, en ¢ok Allah'a sigmaniz, emirlerine yapisaniniz, giinahlardan armaniniz,
azabindan korunanizdir. Arab’'in Acem’e, takvanin diginda bir istiinliik sebebi yoktur”
seklinde ifade ettigi sozleri, insanlar1 esit goren ve kayirmaci davraniglari kesinlikle
reddeden bir diistur olarak kabul etmis ve uygulamislardir.
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Kayirmaci davraniglarin verdigi zararlar bazen diisiiniilenden ¢ok daha biiyiik
olabilmektedir. 17. yy'da yasayan Katip Celebi, Osmanli Imparatorlugu nun en biiyiik ¢okiis
nedenleri arasinda “devlet gorevlerinin ehline verilmemesi, makamlarin yiiksek bedellerle
satilmas1” hususlar1 olduke¢a dikkat ¢ekicidir (S6zen, 2009: 36).

26. Osmanl1 Padisahi ITI. Mustafa 'nin dizeleri ise bir ibret vesikasidir. Padisah olarak
imparatorlugu yonetmeye bagladiginda III. Mustafa'nin devlet kademelerine atamak igin
liyakat sahibi insanlar bulamamasi iizerine su dortliigii kaleme almastir;

Yikilupdur bu cihdn sanma ki bizde diizele

Devleti ¢carh-1 dent virdi kamu miibtezele

Simdi ebvab-i1 sa ‘adetde gezen hep hazele

Isimiiz kaldi hemdan merhamet-i Lem-yezel’e

Glintimiiz Tirkgesinde, “Yikilip gitmektedir bu diinya, sanma ki bizim saltanatimiz
zamaninda diizelir. Kaderin bir cilvesi olsa gerektir ki devlet tamamen miiptezellerin elinde
kalmis. Simdi saadet kapilarinda (devlet kademelerinde) gezenler hepten alcaklar. Bizim
isimiz artik Allah'mn merhametine kalmistir” (Avei, 2021: 65-66).

Iktidar1 déneminde koklii islahatlar yapan 30. Osmanli padisahi II. Mahmud un
devlet biirokrasisinde Avrupa'yt Ornek almasi sonucu, biirokratik diizeni yeniden
diizenlemeye calismis, bunu gergeklestirmek icin devlet memurluguna yapilan alimlarda
zorunlu sinav uygulanmasini saglamistir (Cariker ve Arslan 2010: 34).

Bu tarihi 6rneklerin ¢ogaltilmast miimkiindiir. Gegmisten glintimiize hizl bir sekilde
geldigimizde durumun degismedigi goriilmektedir. 28.11.2017 tarihinde partisinin grup
toplantisinda bir konusma yapan Tirkiye Cumhuriyeti Cumhurbagkan1 Recep Tayyip
Erdogan, biirokratik oligarsiden sikayet ederek, "Beyefendi boyle istiyor” veya “Kiilliye
béoyle istiyor” denilerek is yaptirilmasina karsi ¢ikmis, “Bu yontemin basit bir biirokratik
islemden, herhangi bir yatirimin detaylariyla ilgili tercihlere, omriimde hi¢ gérmedigim,
tanigmadigim insanlarin taltifi veya tasfiyesine kadar her konuda kullamldig: anlasiliyor.
Daha once medyada, ozellikle sosyal medyada benim adima ahkdm kesenlerle ilgili
rahatsizligimi belirtmistim. Bunu yapanlar sahtekdrdir, dolandiricidir. Ismimi, unvanim,
kendi yanlisina, basiretsizligine alet etmeye kalkan hi¢ kimseyi affedemem” diyerek kendi
adin1 ve makamin kullanarak bir takim insanlarin kayirmacilik yaptigindan bahsetmektedir
(Hiirriyet.com.tr 29.11.2017). Kamu Gorevlileri Etik Kurulu Baskani, Cumhurbagkanligi
Istisare Kurulu Uyesi Koksal Toptan, yerel yonetimlerdeki ilgili durumu 6grenmek igin
anketler diizenlediklerini belirterek, "Hi¢ de hosumuza gitmeyen sonug¢larla karsilastik.
Vatandaslara 'Yerel yonetimlerde yolsuzluk olur mu' sorusuna ¢ok yiiksek oranda 'evet'
cevabi geliyor. Biz bu kadar kotii ¢alistigina inanmiyoruz. Elbette vardir ama bu kadar
olmadigimi diistiniiyoruz. Kaywrmaciligi soruyoruz; yiizde 90 oraminda olumsuz cevap
geliyor” diyerek, vatandasin yolsuzluk ve kayirmacilik konularinda oldukc¢a duyarl
oldugunu ifade etmekle birlikte iilkemizde bu gibi davraniglarin varligin1 da ifade ediyor
(Internethaber, 04.02.2020).

Yazar Alev Alatli Anadolu Ajansi'na verdigi bir roportajda, Tiirkiye'nin en biiyiik
probleminin adli sistem ve milli egitim sistemi oldugunu belirterek bu iki sistemin ihyasi
icin temel sartin liyakat oldugunu ifade ediyor. Liyakatin saglanmasi i¢in “akreditasyon” ve
“hesap verebilirlik” kurumlarinin isletilmesi gerektigini ifade eden Alatli, liyakatin nesnel
olarak tespit edilebilmesi i¢in bunun sart oldugunu, liyakat problemi ¢oziildiigiinde 21.
Yiizyilin Tiirklerin yiizyili olacagini iddia ediyor (aa.com.tr, 20.07.2018).
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Tarihgi Ilber Ortayl: ise, ise alimlarda liyakat esaslarinin gdz ard1 edildigine vurgu
yaparak “Bunlarla insanlarin iimitleri kirilir, insanlar kagar. Memlekette feci bir nepotizm

yani akrabacilik var. Ikincisi lokal patriotizm var. O en kétiisii. Hemsericiligin de étesinde.
Artik o kadar masum degil. Bu demokraside yeri olmayan bir sey. Bir vilayetin insanlarindan
olusan iiniversite var. Insanlar bundan kacar buralara ugramazlar. Her seye ragmen bu
gidisleri normal karsilamiyorum. Ozel sektoriimiiz de kamudaki bu kayirmacihigin otesine
gecemedi. Ozel sektor de hdld kafast dar megaloman insanlarla dolu. Bunlar yeni aldiklar:
hatta disarda okuyup gelen gengleri tatmin edemiyorlar. Ciinkii bunlarin projelerine,
direktiflerine fevkalade kapalilar. Bunlarin bir kagini tamidim ¢ok timitsiz vakalar. Bunlarin
degismesi gerekiyor” sozleriyle kayirmaciligin sadece kamu sektoriinde degil 6zel sektorde
de var oldugunu ve bircok farkli kayirmacilik tezahiirliniin goriildigiinii ifade ediyor
(yenicaggazetesi.com.tr, 24.11.2018).

Yukaridaki oOrneklerde goriildiigli iizere kayirmaci davranmiglar ozii itibariyle
gecmisten glinlimiize varligini slirdiirmekte ve devlet yetkililerinden bilim insanlarina kadar
herkes bu davraniglardan sikayet etmektedir. Giiniimiizde tiim diinyada oldugu gibi
tilkemizde de kamu kurumlari en biiyiik isveren olarak caligsma hayatinda belirleyici bir rol
tistlenmektedir. Yukarida verilen 6rneklerin hep kamu alanindan verilmis olmasi, 6zel
sektorde kayirmaci davraniglarin olmadigi anlamina gelmez. Ancak 6zel sektorde calisanlara
ve yoneticilere doniik performans degerlemesi, kontrol, is akdinin belirli siireli olmasi gibi
uygulamalar kayirmaciligin daha az olmasini ya da daha az goriiniir olmasini saglamaktadir.

4. KAYIRMACILIK KAVRAMININ IKTIBASINDA YASANAN
PROBLEMLER
Orgiitsel davranis literatiiriine genel olarak bakildiginda uluslararasi literatiirde yer
alan ve moda olan kavramlarin belli bir zaman gectikten sonra ulusal literatiiriimiize ithal
edildigi, bu ithal kavramlara karsilik gelecek bazi Tiirkge kavramlarin ortaya ¢iktigi ve
zamanla bu kavramlarin ulusal literatiirde ve uygulamada yerlestigi goriilmektedir. Ancak
farklr dillerde, kiiltiirlerde ve cografyalarda tiretilmis olan bilimsel kavramlarin ithali ve
kullanilmast sirasinda bazi karigikliklar yasanmasi da s6z konusu olabilmektedir.
Kayirmacilik ve ilgili literatiirdeki bircok kavramda ulusal literatiir agisindan bir kafa

karisikliginin  oldugunu sdylemek miimkiindiir. Bu karisiklik, kaymrmacilik ve ilgili
kavramlara yiiklenen anlamlarda oldugu gibi kayirmaciligin tasnifinde ve dl¢iilmesinde de
yagsanmaktadir.

Kayirmacilik davranisi, farkli toplumsal kesitlerin tamaminda var olan, ¢esitli
iligkiler, yakinliklar veya beklentiler sebebiyle ortaya ¢ikan bir olgudur. Bu kadar genis bir
yelpazede var olmasi sebebiyle farkli tiirdeki kayirmacilik davranislarini birbirinden net bir
sekilde ayirmak, belirli 6zelliklerine gore bu davranmiglart siniflandirmak oldukca giictiir.
Cogunlukla olumsuz bir davranis olarak goriilen kayirmaci davranislar, farkl tiirleri ve i¢
ice geecmis yapistyla birgok arastirmaci tarafindan ele alinmig ve bunun sonucunda
literatiirde bir kavram kargasasi ortaya ¢ikmustir. Mesela nepotizm kavraminin kendi
anlamindan 6te kronizm davranmisini da kapsayacak sekilde kullanilmasi (Asunakutlu ve
Avci, 2010: 97) bu hususa ornek olarak verilebilir.

Kayirmacilik kavraminin birgok arastirmaci tarafindan farkl sekilde tanimlandigi ve
siniflandirildigr goriilmektedir. Uncu ve Salvarci Tiireli (2017: 525) ye gore kayirmacilik,
liyakat ilkesini goz ardi eden, bireylerin akrabalik iligkilerini veya dostluklarini dikkate alan
ve farkli alanlarda karsimiza ¢ikmasi sebebiyle nepotizm, kronizm, siyasal kayirmacilik,
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cinsiyet kayirmacilig1 gibi birgok tezahiiriinii gérdiigiimiiz bir davranis seklidir. Ozsemerci
(2003), Akozer (2003) Biite ve Tekarslan (2010) Asunakutlu ve Aver (2010) Meric ve Erdem
(2013) Kurt ve Dogramaci (2014)'ya gore ise Orgiitsel yasamda karsilasilan kayirmacilik
tiirleri akraba, es-dost, siyasal, hizmet, cinsel kayirmacilik ve patronajdir. Bunlara ek olarak,
oy ticareti (logrolling) ve lobicilikte (lobbying) (Goniilagar, 2014: 10), kayirmacilik gesitleri
arasinda sayilmaktadir.

KAYIRMACILIK

]
| |
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= ——
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i ' '
. .
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Sekil 1: Kayirmacilik Tiirleri

Kaynak: Ozkanan ve Erdem, 2015: 23

Kayirmacilik tiirleri ile ilgili olarak en kapsamli tasnif Ozkanan ve Erdem (2015)
tarafindan yapilmis, kayirmacilik davraniglar1 Sekil 1°deki gibi siniflandirmistir.

Ulkemizin kiiltiirel yapis1 sebebiyle kayirmacilik hemen her sektdrde olagan kabul
edilen ve benimsenen bir olgu haline gelmistir (Barut, 2015: 241). Cakir (2014: 19-20)"a
gore, iltimas olarak da bilinen kayirmaciliga daha cok iiretim iligkileri tam anlamiyla
gelismemis, feodal baglarin kuvvetli oldugu toplumlarda rastlanilmaktadir. Ayni1 calismada
devamla “kabilecilik olarak da tanimlanan kayirmacilik” ifadesiyle “kabilecilik” kavraminin
kayirmacilik yerine ikame edildigini ifade etmektedir.

Asunakutlu (2010: 44) ya gore halk dilinde nepotizm ve kronizm kavramlari, adam
kayirmacilik ve torpilcilik kavramlariyla 6zdes hale gelmistir. Akraba kayirmacig olarak
bilinen nepotizm Tiirkge literatiirde zaman zaman kayirmacilik kavrami yerine kullanilmistir
(Asunakutlu ve Avct, 2009: 730). Bu tespiti yapan bir bagka arastirmada, Demirel ve Savas
(2017:131), nepotizm kavraminin kaywrmacilifin  bir alt boyutu oldugunu ifade
etmektedirler.

[lhan ve Aytag (2010: 62), “Tiirkiye'de Kayirmaci Egilimlerin Olusmasinda
Toplumsal ve Kiiltiirel Yapmin Roli” isimli ¢alismalarinda, kayirmacilik ve nepotizm
kavramlarin1 birbirinin yerine kullanmislardir. ilhan ve Erdem (2010:136) ise “Akraba
Kayirmaciligi (Nepotizm)” isimli ¢alismalarinda, kronizmin genel kayirmacilik oldugunu ve
kronizmin 6zel bir tezahiirii olan nepotizm kavraminin bireysel ve oOrgiitsel baglamda
tartisilacagini ifade etmislerdir.
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Deniz vd., (2016: 134) bir ¢ok yazardan alint1 yaparak kronizm kavramini “kamu
gorevlilerinin ya da diger orgiit calisanlarinin istihdaminda veya hizmet dagitilirken liyakat
ve esitlik ilkeleri yerine es-dost iliskilerinin esas alinmasi, yakin ¢evredeki insanlara
ayricalik taninmasi, islerinin kolaylastirilmasi yoluyla yapilan kayirmaciliktir” seklinde
ifade etmislerdir. Kronizm kavramint Erdem vd., (2013: 55) de benzer sekilde tanimlamustir.

Ancak baz1 yazarlar (Arasli ve Tumer, 2008: 1239) kronizmi, bir takim
politikacilarin ¢alisanlarla ilgili kararlarlar verirken kendilerine yakin olan kisilerin
niteliklerini 6nemsemeden politik yakinliklar1 sebebiyle bazi kisilere 6ncelik tanimas1 olarak
tanimlamistir. Cakir (2014: 20) ise siyasal kayirmacilik kavramini kronizm olarak ifade
etmistir.

Acar ve Seving (2005: 22)'e gore kayirmacilik iki bigimde ortaya ¢ikmaktadir;
“kamu hizmetine giriste ve kamusal hizmetlerin dagitiminda”. Bu ifade kayirmaciligi kamu
kurumlarmin halkla iligkilerine indirgeyen ve kavramin sinirlarini oldukc¢a daraltan bir

tanmimdir. Biite (2011b: 137)'ye gore ise kayirmacilik iic bicimde ortaya ¢ikmaktadir;
“nepotizm, favorizm ve cronyisim”.

Biite (2011a: 385), calismasinda kayirmacilik kavrami ve tiirleri ile ilgili calismalarin
kiiltiirleraras1 farkliliklar gosterebildigini, ulusal literatiirdeki kronizm kavraminin karsiligi
olarak uluslararasi literatiirde favoritism veya favorism kavramlarinin kullanildigini ifade
etmektedir. Karakas ve Cak (2007: 78) a gore ise kronizm nepotizmden daha genis anlamda
kullanilmakta ve yakin arkadaslar da kayirmaci davranislar dairesine girmektedir.

Cakir (2014)'a gore ise “siyasal bir yozlagsma tiirii olarak bilinen yolsuzluk,
biirokrasinin en yaygin sug tiirlerinden birisidir. Kayirmacilik ve riisvet, yolsuzluk
tirleridir”. Yolsuzluktan kastedilen sadece riisvet degildir. “Riisvetle birlikte adam
kayirmaciligi, hizmet kayirmaciligi, patronaj, oy ticareti ve oy satin alma, partizanlik ve
lobicilik gibi fiiller” de yolsuzluk ¢esitlerindendir (Bagdigen ve Tunger, 2004: 169). Besballi
ve Tar1 Ozgiir (2011:2219)'e gore “siyasal kayirmacilik ve patronaj, akraba ve es-dost
kayirmaciligi, hizmet kayirmaciligi, oy ticareti ve oy satin alma, rant kollama, bedavacilik
ve lobicik, hukuka aykiri olmayan fiillerdir”. Giir (2014: 198)'e gore, benzer sekilde bazi
yolsuzluk cesitlerinin; “rant kollama, lobicilik, oy ticareti ve kayirmacilik suclarinin™ ceza
yaptirimina bagli olmayan suglar oldugunu ifade etmektedir.

Yukaridaki orneklerle izah edildigi iizere, kayirmacilik literatiiriinde yer alan
kavramlara aragtirmacilarin birbirini tekzip eden, farkli anlamlar yiikledigi goriilmektedir.

5. KAYIRMACI DAVRANISLARIN OLCULMESI ve BIR OLCEK
ONERISI

Kayirmacilik ve benzer kavramlarin tanimlanmasi ve anlamlandirilmasinin yani sira
kayirmacilik algisinin tasnif edilmesi ve dlgiilmesinde de bazi problemler yasanmaktadir.
Bu alanda tlkemizde yapilan ilk kapsamli dlcek c¢aligmasi Asunakutlu ve Avci (2009)
tarafindan hazirlanan nepotizm 6lgegidir. Bu 6l¢ekte, nepotizm tipi kayirmacilik, Tablo 1'de
goriilecegi gibi, ise almada siirecinde, terfide ve islemde kayirmacilik olmak iizere 3 boyutlu
ve 14 maddeli bir yapida incelenmistir (Asunakutlu ve Avci, 2009; Asunakutlu ve Avci,
2010). Daha sonra bir ¢cok arastirmaci Asunakutlu ve Avci (2009) tarafindan hazirlanan bu
3 boyutlu nepotizm 6l¢egini kullanilmistir (Bolat vd., 2016:118; Yavuz ve Akin 2016: 1273;
Yiicekaya vd., 2016: 333; Uncu ve Salvarci Tiireli 2017: 530).

Kurt ve Dogramaci (2014) yaptiklar1 ¢alismada kayirmacilik algisin1 Asunakutlu ve
Avcr'nin nepotizm 6lgegine benzer sekilde 3 boyutlu bir yapida; Ise alma siirecinde
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kayirmacilik (4 madde), islem kayirmaciligi (7 madde) ve terfide kayirmacilik (5 madde)
olmak iizere toplam 16 maddelik bir 6l¢ekle dlgmiislerdir.

Erdem vd., (2013: 59), Asunakutlu ve Avci (2009) nin nepotizm boyutlandirmasina
ek olarak Arslan (2006) ve lyiisleroglu (2006) nun ¢alismalarindan yararlanarak iki yeni
boyut eklemistir; “licret kayirmaciligi ve performans degerlemede kayirmacilik”. Erdem ve
Merig (2012: 147) “Okul Ydénetiminde Kayirmaciliga Iliskin Olgek Gelistirme Calismas1”
bashikli makalelerinde, kayirmaciligin alt boyutlarin1 “degerlendirme, koordinasyon,
orglitleme ve planlama” seklinde -egitim kurumlarina 6zgii olarak- dort boyutlu bir yapi ile
aciklamislardir. Bu 6l¢ek daha sonra Meri¢ ve Erdem (2013: 478) tarafindan kullanilmistir.

Bir dlgek olmamakla birlikte, Biber (2016) tarafindan yapilan tasnife gore, kamu
sektoriinde kayirmacilik; “atama kayirmaciligi, kollama kayirmaciligi, disiplin
kayirmaciligl, taltif/odiil kayirmaciligi, mesai kayirmaciligi, oncelik kayirmaciligi ve
samimiyet kayirmaciligr” dir.

Yukarida yer alan Orneklerde goriildiigii gibi, kayirmacilik uygulamalarinin
yayginligimma ve Orneklerin ¢okluguna kiyasla, ulusal literatiirlimiizde, bu davranisi veya
algtyt Olgmek icin gelistirilen Slgme araglarimin ayni zenginlikte oldugunu sdylemek
miimkiin degildir. Hatta kayirmacilik kavramin ve alt boyutlarinin tanimlanmasinda yasanan
kafa karigikliginin 6lg¢eklerin tasariminda var oldugu diistiniilmektedir.

Bir o6l¢egin, diizenlenis amacina uygun olarak, belirli bir o6zelligi Ol¢ebilme
derecesine, dlgegin gecerliligi denilmektedir. Belirli bir 6zelligi 6lgerken, diger 6zelliklerden
ne kadar az etkilenirse Olgek gecerliligi o derece yliksek kabul edilmektedir (Kartal ve
Bardakgi, 2018: 9). Daha acik bir ifadeyle gecerlilik, “dl¢tiigiimiiz 6zellik gercekten 6lgmek
istedigimiz 6zellik midir?” sorusuna verecegimiz cevapla iligkilidir. Eger bu soruya “evet”
cevabi verebiliyorsak, kabaca 6lgegimizin gegerli oldugunu ifade etmemiz miimkiindiir.

Gegerlilik kavrami tizerinde kesin bir tanim yoktur (Kartal ve Bardakg1, 2018: 10) ve
farkli arastirmacilar bu kavrami farkli sekillerde tasnif etmislerdir. Kartal ve Bardakg1
(2018) nin tasnifine gore “goriiniis, kapsam, 6l¢lit ve yap1 gecerliligi” seklinde 4 e ayrilan
gecerlilik kapsaminin bizim arastirmamizi ilgilendiren bolimii goriintis gegerliligi ve
kapsam gegerliligidir.

Gortiniis gecerliligi, “Olgme aracinin dlgmek istedigi 6zelligi dl¢liyor goriinmesi”
seklinde tanimlanmaktadir. Basit ve 6nemsiz bir gecerlilik tiirii olarak goriinse de goriiniis
gecerliligi doguracagi sonuglar bakimindan olduk¢a 6nemlidir. Goriintis gecerliligi “sayisal
ya da istatistiki bulgulardan ¢ok mantiksal kanaatlere gore” hakkinda yorum yapilmasi
gereken bir olgudur (Kartal ve Bardakei, 2018: 10-11).

Kapsam gegerliligi ise “6l¢gme aracinin igerdigi maddelerin tiimiiniin Slgiilen 6zelligi
Olcer nitelikte olmasi ve Olgiilen 6zelligin her bir ayrintisinin 6lcekteki maddelerce
sorgulantyor olmas1 demektir” (Kartal ve Bardakci, 2018: 11-12). Diger bir ifade ile “Glgekte
yer alan maddelerin 6l¢iilmek istenen 6zellikler kiimesini yeterince kapsamasi veya temsil
edebilmesidir” (Secger, 2018: 18).

Dikkatli incelendiginde, Asunakutlu ve Avci (2009) tarafindan hazirlanan ve Tablo
1'de yer alan, ii¢ boyutlu ve 14 maddeli nepotizm algisi dl¢eginin temel diizeyde gegerlilik
kistasin1 saglamadigi diistiniilmektedir. Nepotizm algisint 6l¢tiigii iddia edilen bir 6lgegin
tasariminda toplam 14 ifade varken nepotizmle (kan bagi veya akrabaliktan kaynaklanan
kayirmacilik) ilgili sadece 1 ifadenin bulunmas ilgingtir. Olcekte yer alan maddeler analiz
edildiginde, sadece terfide kayirmacilik boyutunun 3. Maddesinde “Bu isletmede
calisanlarin terfi ettirilmesinde akrabalik ve yakinlik iligkileri oncelikle dikkate alinir”
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ifadesiyle nepotizme, yani akrabalarin veya aralarinda kan bagi olan kisilerin birinin digerini
kayirmasina atif vardir. Diger higbir maddede nepotizm algisin1 6lgmeye yonelik bir ifade
yoktur. Bu sebeplerle Asunakutlu ve Avci (2009) tarafindan Nepotizm algisinin dl¢iilmesine
yonelik olarak diizenlenmis olan bu &lgegin nepotizm algisini dlctiigii sdylenemez. Olgekte
yer alan ve daha ¢ok kronizm tipi kayirmaciliga atif yapan “yoneticilerin tanidiklar1”, veya
“tan1dig1 olanlar” ifadeleri 10 kez, “yakinlik™ ifadesi 1 kez, “yonetim kadrosunda yer alan
kisilerin referans1” ifadesi de 1 kez gecerken, yukarida ifade edildigi gibi nepotizm
kavraminin bir diger ad1 akraba kayirmacilig1 ya da kan bagindan kaynaklanan kayirmacilik
kavramlarii cagristiran sadece 1 ifadenin 6l¢ekte yer aliyor olmasi bu iddianin en somut
kanitidir. Kayirmacilik kavrami ile kiyaslandiginda nepotizmin (akraba kayirmaciligi)
oldukca dar kapsamli bir anlami1 olmakla birlikte, bu kavramin kayirmacilik kavrami yerine
kullanilmasinin bir kavram kargasasina yol actigint soylemek miimkiindiir.
Tablo 1. Nepotizm Algisina Iliskin Olcek
Bu isletmede calisanlarin terfi etmesinde bilgi, beceri ve kabiliyetler
ikinci planda kalmaktadir.
Bu isletmede ne kadar basarili olursam olayim, isletme yoneticilerinin
tanidiklarinin 6niline gecemem.
Terfide Bu isletmede calisanlarin terfi ettirilmesinde akrabalik ve yakinlik
Kayirmacilik | iliskileri 6ncelikle dikkate alinir.
Bu isletmede isletme yoneticilerinin tanidiklarinin terfi etmesinin daha
kolay oldugunu diisiiniiyorum.
Bu igletmede calisanlarin terfi ettirilmesinde, isin gerektirdigi nitelikler
disindaki faktdrler 6n planda tutulmaktadir.
Bu isletmenin yonetim kadrosunda tanidigi olan calisanlar diger
kisilerden itibar gérmektedir.
Bu isletmedeki alt ve orta kademe yoneticiler, tanidig1 olan ¢alisanlara
daha farkli davranmaktadir.
Islem Bu igletmede yoneticilerin tanidiklarini isten ¢ikarmanin veya onlara
Kayirmaciligi | ceza vermenin olduk¢a zor oldugunu diisiiniiyorum.
Bu isletmede yoneticilerin tanidigi olan kisilerden ¢ekinirim.
Bu isletmede tanidig1 olanlar isletmenin kaynaklarindan daha kolay
yararlanmaktadir.
Bu isletmede yetki oncelikle tanidiklara devredilmektedir.
Bu isletmeye eleman aliminda tanidiklara 6ncelik verilmektedir.
Bu isletmeye eleman aliminda tanidigi olanlar se¢im siirecinde
zorlanmazlar.
Bu igletmeye eleman aliminda yonetim kadrosunda yer alan kisilerin
referansi olduk¢a onemlidir.

Ise Almada
Kayirmacilik

Kaynak: Asunakutlu ve Avci, 2009

Bir diger husus, kavramin boyutlandirilmasindaki yaklasimdir. Kayirmacilik
davraniglarinin, ¢aligma hayatinin hangi noktasinda veya noktalarinda gercgeklestigi 6nemli
bir bilgidir. Bu sebeple ise alma siirecinde kayirmacilik, islemde kayirmacilik ve terfide
kayirmacilik seklinde bir boyutlandirma yapilmasi miimkiindiir. Ancak bu boyutlandirma,
kayirmacilik davranisi veya bu davranisin nasil algilandig1 hakkinda oldukga kisitli bir bilgi
sunmaktadir. Arastirmacilar, yaptiklar: arastirmalarda SN 1K olarak ifade edilen (ne, nerede,
neden, nasil, ne zaman ve kim) soru kelimelerini kullanarak, arastirma konular1 hakkinda en
dogru bilgiyi sistematik bir sekilde almak isterler. Asunakutlu ve Avci (2009) tarafindan

43




Cilt/ Vol.:2, Say1 / Is.: 1, Y1l / Year: 2022, Sayfa / Pages: 35-46

hazirlanan 6l¢egin boyutlandirmasina bakildiginda, arastirmacilarin yalnizca, kayirmacilik
davraniglarinin - ¢alisma hayatinin  hangi asamasinda gerceklestirdigini  sorguladigi
goriilmektedir. Bu sebeple, arastirmadan elde edilen bilgilerin oldukca kisitli oldugu,
kayirmaci davraniglarin sebepleri ve dinamiklerini anlamamiza yardimei olacak bilgilerin
eksik olmasinin bu davraniglarin engellenmesinde biiyiikk bir problem olarak karsimiza
cikacagl ve Olcegin mevcut haliyle kayirmacilik kavramini tam olarak agiklayamayacagi
diistiniilmektedir. Kayirmaci davraniglarin kokeni hakkinda bilgi sahibi olmak hem kayiran
tarafin hem de kayirilan tarafin, cogunlukla bir etik problem olarak goriilen bu davranislar
sergilemesini engelleme yolunda orgiitlere fayda saglayacagi diistiniilmektedir.

6. SONUC

Ulkemizde son yillarda kayirmacilik kavrami ile ilgili literatiirde bir karmasanin
oldugu yukaridaki 6rnekler gercevesinde acikga goriilmektedir. Bu baglamda, literatiirdeki
calismalar arttikca kayirmacilik davranisi ile ilgili kavramlarin anlam yoniinden birbirine
yaklasacag1 ongoriilmektedir. Kayirmacilik davranist ile ilgili kavramlar {izerinde literatiirde
bir uzlasmanin saglanmasi hem bu davranislarin 6l¢iilmesini kolaylastiracak hem de yapilan
Olctimlerin birbirleri ile kiyaslanmasina imkan saglayacaktir.

Kayirmaci davraniglarin 6l¢tilmesinde kullanilacak olan 6l¢eklerin tiim kayirmacilik
tiplerini kapsayacak sekilde hazirlanmasi, kayirmaci davraniglari anlamak agisindan 6nem
arz etmektedir. Kayirmaciligin ise alimda, terfide veya islemde gerceklesmesi konusunda
bilgi sahibi olmak elbette Onemlidir. Ancak daha Onemli olan husus kayirmacilik
davraniginin kaynagidir. Kayirmaci davranislarin kaynagini, bir baska ifade ile sebeplerini
tespit edebilmek bu davranisi azaltmak veya tamamen ortadan kaldirmak i¢in alinacak
onlemlerde rehber olma niteligi tagiyacaktir.

Kayirmacilik davranislart ile ilgili alginin 6l¢iilmesinde iki asamali bir 6lgme
yonteminin uygulanmasinin daha dogru bir yaklagim olacagi degerlendirilmektedir. Birinci
asamada kayirmaci davraniglarin sebebi/kaynagi, ikinci asamada ise bu davraniglarin
calisma hayatinin hangi doneminde/asamasinda gergeklestiginin tespit edilmesidir.

Yukarida agiklanan gerekgelerle Ozkanan ve Erdem (2015) tarafindan yapilan
kayirmacilik tasnifine uygun bir dlgek hazirlanmasinin daha dogru sonuglar verecegidir.
Arastirmacilarin bir isletmede teorik olarak var olabilecegini diisiindiikleri kayirmacilik
tiplerinin dlgekte yer almasi, dlgme igleminin esnekligini saglayarak hem arastirmacilara
hem de dlgegi cevaplayanlara katk: saglayacaktir.
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countries to share the burden of the cost of higher
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government, parents, students, and other
organizations. The policy of cost-sharing is also
employed in Pakistan as it is a developing country
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Maliyet paylasimi  stratejisi, birgok tlkede
yiiksekogrenim maliyetinin yiikiinii paylagmak igin
kullanilmaktadir. ~ Maliyet  hiikiimet,  veliler,
ogrenciler ve diger kuruluslar arasinda paylasilir.
Pakistan gelismekte olan bir iilke oldugundan ve
ogrencilerin cogunlugu yiiksekdgrenim
alamadigindan, maliyet paylasimi  politikasi
Pakistan'da da uygulanmaktadir. Bu nedenle
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1. Introduction

Cost-sharing is a shift of the cost of higher education being borne exclusively by the
students and parents towards the government. Higher education is expensive for every
individual to acquire; it can be made possible through cost-sharing (Johnstone, 2003). Higher
education for the masses has become a prerequisite for many countries' success and this role
can be played very well by the governmental institutions in helping the needy and deserving
individuals to continue their education through cost-sharing (Oketech, 2003).

A most used indicator of a state’s economic health is per capita income. A low-
income level of the masses makes it difficult for the individuals to continue their higher
education consequently giving rise to inequality in education attained. It is found in the
research previously done that higher education human capital has a positive and statistically
significant effect on the growth rate of per capita income. It is therefore needed for the
government to make policies to productively employ more education human capital at all
levels. Any educational system that is effective and efficient is only possible when there is
an increase and the availability of resources to the educational sector as well as to the
students who want to continue their education (Brempong, Praddison, and Mitiku,2005).

Higher education for the masses has become a prerequisite for countries' success by
contributing to socio-economic development. This role can be played very well by the
governmental institutions in helping the needy and deserving individuals to continue their
education through cost-sharing (Ngolovoi, 2010).

Cost-sharing affects the number of students being enrolled in higher education.
Without sufficient cost-sharing by the higher education commission, a barrier will certainly
be created in the attainment of education ultimately affecting the number of enrollments.
This act of cost-sharing by the government might also result in education that is only
available few people and ignoring the majority (Ngolovoi, 2012 et al.).

Financial assistance in the form of scholarships and loans may be a way of
educational cost-sharing by the government. Therefore the concept of cost-sharing may be a
useful instrument in examining the governmental and institutional policies to promote higher
education. It also helps to investigate the effect of the policies and the change in the
distribution of the cost burden. It also considers the consequences of the shift of the financial
burden on the financial health of the institutions. This results in political and social goals of
more equitable and accessible higher education (Johnstone, 2008).

This research paper addresses the issue of cost-sharing by the government. The cost
should be shared sufficiently by the government. The problem that is faced by the students
is due to their low per capita income they are unable to afford higher education. Higher
education is costly as it is a more advanced level of education. This attainment of higher
education can be made possible when the cost is shared with the students and the parents by
the government. Considering the nature of the topic, a qualitative technique is adopted for
the study to investigate what students go through while obtaining higher education and what
IS needed to be done.
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2. Literature Review

The cost-sharing strategy is applied in many developed and developing countries
especially, to provide subsidies to the individuals who want to continue their higher
education. The cost-sharing concept entails the sharing of the expenses that incur while
pursuing education. Cost-sharing is considered to be unavoidable based on greater equity
and efficiency rather than on the only need for revenue and an increase in public funds Cost
sharing is defined as a cost that is shared between students, parents, government, and other
institutions (Ishengoma, 2004).

The basic purpose of cost-sharing is to increase the participation and accessibility of
higher education to individuals (Johnstone, 2003). The increase in the participation and
accessibility of higher education has a positive effect on the enrollment of the students.
Students who do not get government funds are unable to continue their education because of
financial constraints. Those students who have little resources might also choose the wrong
university which is offering a low fee structure to continue higher education. This act is
exceedingly rare as almost all the universities are very expensive to continue one’s higher
education.

Expanding access to higher education has become a necessity. Cost-sharing is needed by
institutions to increase the number of enrollments in higher education. If this objective is not
achieved the educational institutions will be unable to play their most key role. In the absence
of cost-sharing, insufficient funds might lead to several other problems as well. Like students
get mentally stressed out and unable to concentrate, students might also indulge in unethical
activities to pay their fees (Ngolovoi, 2010).

2.1.Tuition Fee

Tuition is defined as charges that are taken by the students or their parents, to cover
some cost of attaining education (Johnstone 2003). The tuition fee is associated with the
instructional cost of the institution and is different from the charges relating to living and
maintenance. It covers a relatively large amount of educational costs and is not compensated
for using student subsidies or tax expenditures. The degree of cost-sharing by private
individuals for attaining higher education is relatively high (Johnstone, 2003).

The fee affects the decision-making of the students. It affects which university to opt
for and whether to continue education or not. The role of fees in students’ decisions lies in
signaling to consumers the cost they are incurring when enrolling in a higher education
program.

Students are responsive to the prices. The high tuition fee will affect the participation
in the education. When tuition fee increases enrollment in higher education will go down
and vice versa (Vossensteyn and Canton 2001). A positive relationship between student
financial support and demand is shown by researchers (DeJong & Canton (2002). Which is
an important contribution to the student support system.

While obtaining higher education the cost that is associated with it is in the form of
(a) cost that covers faculty, staff, and equipment expenses (b) additional costs of instruction
such as books and travel, and (c) the costs of living for the students. Therefore the funds that
should be provided for attaining higher education should be sufficient enough to cover all
the expenses.
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2.2.Rationality in Student Decision

The financial constraint affects the rationality of the choices students have to make.
Students can make rational decisions when they are given enough possible information and
financial means to make decisions about whether to study or not, what to study and where
to study (Johnstone, 2003). If students are not provided with enough information and
finances a rational decision cannot be made. The student will be a strayed inviting more
problems.

Individuals are supposed to be consumers acting rationally to maximize their
expected utility. They weigh all alternatives that are available to them and then choose in
such a way to allocate their resources to achieve maximum benefits and avoid high costs. It
can be said that given their preferences, budget restraints, and product prices, individuals use
the available information to evaluate all alternatives and choose the option that leads to the
highest level of lifetime utility (Johnstone, 2003).

Financial incentives and regulations will help the student not only in continuing
higher education but also in rational decision-making. The financial support can be ensured
by the government as it plays a key role in higher education advancement. The choices of
the student can be affected by the funding mechanisms or by the availability of the
information available.

2.3.Student Financial Support

Government should act as a guard to those who are needy and are unable to pay for
higher education. Students who are from poor families are unable to pay the fees for
expensive courses and consequently, the path to attaining higher education is hindered. It
discourages the students to get enrolled in the universities of their first choice (Jongbloed,
2008).

The demand for getting qualified individuals is becoming a prerequisite for every
organization. The demand for individuals to attain higher education is becoming a necessary
thing. Even a country’s prosperity and development depend on the higher number of
individuals having higher education.

The basic rationale that is given for cost-sharing is that a portion of the cost should
be shared by the parents and the students (Johnston et. al, 2003). This is said so because few
people are of the view that the benefits of the education that will be received will benefit the
parents and the student eventually. The benefits that students and parents will receive in the
future in return for their education might be in the form of salaries and even status and
prestige that will be received.

Students and parents do contribute to not only the instructional cost but also other
costs like the living costs. Even when the cost is shared by the government is not enough
and even then, the cost is shared by the parents in the hope of getting a return. Even when
the return is not sure to be achieved, the parents and students even face the opportunity cost
of the employment that might be achieved in the form of labor.

The cost that is associated with higher education is higher which every individual is
unable to pay. It acts as a hindrance that deserving students face in achieving higher
education. Cost-sharing provides an equitable way that all can attain the same level of
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education by sharing the cost. Cost-sharing may increase the accessibility and affordability
of higher education through financial assistance and grants.

Students who want to continue higher education not only have to pay for the tuition
fees but other expenses as well which makes the concept of cost-sharing more important.
Students from the backward rural area are migrating to urban areas for higher education in
large numbers. On the one hand, students migrating from rural areas are from families with
low income, and secondly, migration to the urban areas makes it more expensive for them
to continue their higher education. The cost of living adds to the unaffordability of higher
education including costs like food, accommodation, and traveling cost.

Therefore, there is a need for the sufficiency of the grants by the government to the
needy students. The term “sufficiency” is also an essential element because it entails the
financial affordability of low-income families. Sufficiency explains the adequacy of the
funds to cover the cost to attain higher education comfortably. It can also be said that the
affordability to choose to opt for higher education and the means to pay for it (Xu, 2010).

2.4.Cost-Sharing In Higher Education

The costs of higher education, including the institutionally borne plus the privately
borne costs of instruction as well as the costs of food, lodging, and other expenses of student
living, are borne by four principal parties Johnstone (2003, 2004a):

Governments or taxpayers: via direct or indirect taxation, including the taxation of business
or deficit spending induced inflation, both of which are passed on to the general
taxpayer/consumer.

Parents: via savings, current income, or borrowing.

Students: via savings (generally limited), current earnings (generally part-time, either during
the instructional terms or during the summer break) or borrowing; and/or

Philanthropists: via endowments or current contributions.

Johnstone (2004, b) showed that the cost shared by the student is the lowest since the
1980s. Students pay no fees and received maintenance grants, not loans, to help meet living
expenses, the government used Johnstone’s research to bolster the case for introducing
student loans.

The case of universities bearing a share of the costs of higher education is even more
complicated. Even the institutions of higher education can themselves give grants, generally
based on academic promise or any other student attribute highly valued by the institution.
Like in the United States grants are given based on including ethnic minority status or
athletic talent.

3. Methodology

The approach that is applied to this research is qualitative in nature, to investigate the
issues related to inadequate cost-sharing. It consisted of open-ended questions from the
students involved in attaining higher education. The respondents included one who was
having a scholarship and those who were not having a scholarship. Open-ended questions
were asked from the respondents while interviews were conducted.
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The students were asked questions relating to how they are continuing their higher
education and what problems they are facing in the financing of their education. The students
who were availing of scholarships were further asked whether the number of funds given to
them was sufficient to carry on their higher education. The process of asking questions was
accompanied by probing and prompting where required. Narcissism

The interviews were transcribed using open and focused coding. Concepts were
developed from the interviews and then analytical insights were obtained from the close
study of the data. It can also be stated that open coding was employed in the interviews to
locate themes and initial codes in an attempt to compress the data into categories while focus
or selective coding was further applied to have analytical themes by linking categories.

4. Finding
The following themes were derived from the interviews given as follows.
4.1.Costly Higher Education

Students who were continuing their higher education responded that higher education
is costly, and it is extremely hard for them to continue their higher education. For the
majority of the student who was mostly from a middle-class family, it was complicated for
them to continue their education. Few of them were teaching at universities and few were
still jobless and looking for a job. It is very frustrating for them to continue education
knowing that it is extremely hard for their parents to pay for it. The parents are
uncomfortably paying for the higher education bearing in mind that the child will be able to
earn after a certain period.

Respondent: Students at the higher education level have many responsibilities and for
them to continue their studies is difficult because it is costly to have higher education.

4.2. Insufficient Of Funds Provided By the Government

The funds that are given by the government are insufficient. The funds do not cover
all the expenses that students incur. To meet their expense either students do a job or those
who could not find a job take help from their families.

Respondent: Scholarships should be increased both in size and quantity

Respondent: It is not sufficient. It is exceedingly difficult for us to maintain our living.
We are getting 13000 rupees for our monthly maintenance which we have to pay for
our residence as | am away from my home. | have to pay for food and even I have to
pay for my traveling. The hostel in which I am residing is not nearby which is why |
have to travel. And you know how much it is expensive for us to cover all our
expenses. The rates are not revised, and inflation has gone up.

4.3. Jobs and Insufficient Funds

Most of the students having higher education either have jobs or are looking to have
one. The higher education commission while granting scholarships signs a bond that students
will not do a job as far as they are receiving a scholarship. Still, students go against the law
as they are forced to. They are pushed to do a job as they do not have any option. The funds
are insufficient, and it does not meet their needs.
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Respondent: We are not allowed by the HEC to do a job even. By doing a job it would
have been a little easier. | think that if | were doing a job as a lecturer, | would have
been able to revise the courses | have studied. As | am doing a Ph. D so waiting for
it to finish will take time. I am also married so | have certain responsibilities towards
my parents, children, and wife. We have signed a bond with the hec, and we are
bound to abide by the rule. There are individuals who are going against it even as
they cannot fulfill their needs. They are doing a job as a lecturer at the university
even when they are not allowed to. But | think that it is not their fault they are not
left with any option to make it a little easy for themselves. Even people with strong
religious beliefs are in a fix on what to do. They seek different advice and eventually
justify it just and do a job. They even think that it is not their fault but the Hec fault
that they are not properly funding them.

Students are even unable to concentrate when they are doing a job. The attention of
the student is on how to earn money for the next semester. Students having jobs and studying
are not mostly satisfied with their studies. They always are of the opinion that they might
have done better if they were fully concentrated on their studies.

Respondent: But the job is affecting my studies and studies are also affecting my job
as well, but I have no way other, so I am doing my job and not leaving it.

Respondent: If the Hec scholarships were sufficient and available to all, I would have
given all my concentration to my studies which right now are exceedingly difficult
for me to manage. And | am not satisfied with my studies as well. | would have done
better in my studies. 1 am unable to give full time to my studies and at higher
education level more concentration and devotion are required of you.

4.4.Research and Higher Education

While obtaining higher education students are required to do research work. For the
research, no expense coverage is given by the government or the institution. To conduct
quality research students are required to give time and money. Not all the students have the
finances to do the research work. One other critical issue is the publication of the research
paper after the research work. Students are also required to publish their papers and not all
the journals are free for publication. In fact, they charge a high price for the publications.
The affordability is also a question from the students that need to be answered.

Respondent: HEC should have research funding; students face so many problems in
conducting research and they do not have the funds to do quality research.

4.5. Course of Action Required From Government

Government should play a key role in cost-sharing. The cost of higher education
should be shared by the government sufficiently. The government also puts restrictions on
the jobs when the students are receiving scholarships. Government should provide funds
with sufficiency, and it should also allow those students who want to do jobs. The jobs that
are required by the students are because they are married and have family responsibilities
other than studies.

Respondent: The government should first of all increase the funds that we are given
as they are not sufficient. The funds should be according to the increasing inflation
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rate. The inflation rate is going up, but the funds are still at old rates. Secondly, we
should be also facilitated within the university. We should be allowed to do a job
even; at least we can help ourselves because of the insufficiency of the funds.

Most of the students do not even agree that the government is playing its role. The
satisfactory part of the question is of question.

Respondent: | think that the government is not playing its full role as it would have
played. It is playing role in just making the structure for higher education by giving
affiliation to the universities that are it. It should practically do something viable.

Respondent: Hec should have a scholarship on the basis of merit. By merit | mean
that the last degree achieved should be verified and a test should be taken by the Hec
itself. Hec should search for the scholars who are eligible and want to continue their
higher education.

Scholarships that are provided by the government and institutions should be fair and
available to all.

Respondent: The scholarships are given to the rich only by unfair means. Funds
should be equally divided. There should be equity in the distribution of funds. Funds
should be available for the masses. The criteria that are set should be such that both
students from the rural and urban areas have equal capacity to fulfill them. The
students from the rural areas can not clear the test and cannot get scholarships. The
scholarship should be sufficient. The funds given should according to the differences
in the private and public universities.

Scholarships should be available for all research scholars. As a person gets
admission to the university, he\she should become eligible for the scholarship.

Government should provide scholarships in all disciplines and due importance should
be given to applied sciences.

Respondent: More scholarships should be given in the field of mathematics and
applied sciences to improve the number of capable people who can really work for
the country as scientists and researchers.

4.6.NTS Test Criteria for Grants

To have grants, students are required to clear NTS (general or Subject) test, with
sound educational background. Based on this, the criteria on NTS general are not the right
criteria NTS general has questions that do not check your subject knowledge. A student good
at subject-specific knowledge may not be able to clear the aptitude test. Whereunto subject
does include questions from the subject along with analytical portion as well.

Respondent: The selection criterion is not right. Mostly the tests that are taken by the
HEC are outsourced. You can take an example of the NTS. The test that is GAT
(general) has no alignment with the criteria to qualify for MS.

The scholarships that are given to the students of the social sciences are less in
number as well as the amount whereas the scholarships for the other disciplines are
high in amount.

The fee and the funds that are given do not match.
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4.7 Administration of Grants

Some administrative issues are associated with the grants that are given to the
students. There are complications in the documentation procedures. The process should be
made easier and simpler for the students.

Respondent: The process should be made simple for the students instead of making
them difficult for them.

Students who want to transfer their credit hours to other universities face problems
with fee adjustments. Students who are paid on will not be paid higher amounts for the fee
if the university of transfer is offering a higher fee than the first.

Respondent: There are further complications in the documentation by the Hec. | was a
student of MS leading into my Ph. D program and I got shifted to another university after
completing my Ms for my Ph.D. The difference in the fee that occurred by the shift is not
compensated by the government which is a nuisance. And | am still stuck in that
formalities as my documents of Ms are not cleared as | have not paid the dues which the
government was supposed to pay. In short, | have to face administrative problems
because of that.

5. Recommendation and Conclusion

In In this research paper the concept of cost-sharing in Pakistan is investigated with
respect to the government intervention in the cost-sharing of higher education. It is argued
that government cost-sharing is relatively low compared to the overall cost that is borne by
the student. It is found that students are not satisfied with the funds that are given by the
government. The funds are thought to be unfairly distributed and insufficient to continue
higher education. More funds are demanded by the students with the right to have a job as
well to make up for their additional expenses.

A sound financial policy should be made by the government to make available higher
education through sufficient financial support and viable options provided to the students to
continue their education. The students should be allowed to do the job even while having the
funds provided by the government. The system to qualify for grants should be made
transparent and the test should be decided in such a way that should be related to their area
of study. The funds should be sufficient enough keeping in mind the current inflation rate
and the expenses that are incurred by the students. Even institutions especially educational
institutions should come forward to provide grants and facilitate students. Institutions can
engage students in the institution to encourage them to move forward by helping them meet
their expenses.
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ABSTRACT

The fact that individuals operating in business life
have an open mind is an important determinant of
success at the individual, group, and organizational
levels. The concept of rumination, with a general
approach, means that the mind is constantly busy
with repetitive thoughts. The preoccupation of the
mind and negative mood created by thinking over
and over again affect the perceptions, attitudes, and
behaviors. An important point has been reached in
the international literature on the subject of
rumination, which also occurs in organizations due
to its frequent occurrence on individuals. However,
it doesn’t seem possible to make the same
determination for Turkish national literature yet.
The aim of this study is to discuss the concept of
rumination in the context of Turkish national
literature. For this purpose, national and
international literature on rumination was examined
by using the literature review method in the related
study. In the study, first of all, the conceptual
definition of rumination is discussed. Then, theories
covering the concept of rumination are explained.
Afterward, information about the measurement
tools of rumination is given. In addition, some
antecedents and consequences of rumination in the
current literature have been reported. Finally,
suggestions were made to managers and employees
within the scope of the rumination. In addition,
model suggestions are presented for further research
to be conducted on rumination.

Keywords: Rumination, ruminative thinking,
chewing.

0z

[s yasamu igerisinde faaliyet gdsteren bireylerin agik
bir zihin yapisina sahip olmalar1 birey, grup ve orgiit
diizeyinde basar1 elde etmenin Onemli bir
belirleyicisidir. Ruminasyon kavrami, genel bir
yaklasimla zihnin siirekli olarak tekrarlayan
diistincelerle mesgul olmast anlamini tagimaktadir.
Zihnin mesgul olmasi ve tekrar tekrar diisinmenin
yarattig1 olumsuz ruh hali bireylerin algt, tutum ve
davraniglarini  etkilemektedir. Bireyler iizerinde
stkca goriilmesi nedeniyle oOrgiitlerde de ortaya
¢tkan ruminasyon konusu ile ilgili uluslararasi
yazinda  onemli  bir  noktaya  gelinmis
bulunulmaktadir. Ancak ayni tespiti ulusal yazin
icin yapmak heniiz miimkiin gériinmemektedir. Bu
¢alismanin amaci, ruminasyon kavraminin igerigini
ulusal yazin baglaminda ele almaktir. Bu amacla
ilgili ¢aliymada yazin taramas1 yontemi kullanilarak
ruminasyon kavramu ile ilgili ulusal ve uluslararasi
yazin  incelenmistir. Calismada  oncelikle
ruminasyon teriminin kavramsal tanimmi ele
almmistir.  Devaminda, ruminasyon kavramini
kapsamina alan kuramlar agiklanmistir. Sonrasinda,
ruminasyon kavramimin dlgme araglart hakkinda
bilgilere yer verilmistir. Ayrica ruminasyon
kavraminin mevcut yazindaki bazi Onciilleri ve
ardillar1 raporlanmigtir. Son olarak ise ruminasyon
kavrami kapsaminda yoneticilere ve calisanlara
onerilerde bulunulmustur. Ayrica, ruminasyon
konusunda yapilacak arastirmalara model Oneriler
sunulmustur.

Anahtar Kelimeler:
diistinme, gevis getirme.

Ruminasyon, ruminatif
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1. Giris

Mal ve hizmet iireten her 6rgiitiin temel amact mevcut varligini siirdiirmek ve orgiitii
oldugu konumdan daha ileriye tasimaktir. Orgiitleri bu amaglaria ulastiracak temel unsur
nitelikli insan giiciidiir. Orgiitler gerekli insan giiciinii istihdam etmek, galisanlarin
motivasyonunu saglamak ve iggéren devir hizin1 en aza indirmek igin siirekli gelisim ve
degisim gostermektedirler. Orgiitsel davranis bilimi insan1 ve orgiiti konu alan tiim
gelismeleri kapsami altina almaktadir. Bu sebeple is hayatinda, orgiit ¢calisanini etkileyecegi
diistiniilen her unsurun bilimsel agidan incelenmesi 6nemlidir (Alparslan & Orhan, 2016;
Develi & Cavus, 2021; Sahin & Yangil, 2018).

[lk olarak psikoloji alan1 ile yazina giren ruminasyon kavrami, olumsuz diisiincelerin
zihinde siirekli tekrarlanmasini depresif durumlar ile iliskilendirmistir (Nolen-Hoeksema,
1987; Smith & Alloy, 2009). Ruminatif diisiinceyi benimseyen bireylerin orgiit igerisinde
ruminatif diisiinceler sergilemesi, kavramin orgiitsel davranis yazininda incelenmesinin
gerekliligine dikkat ¢ekmektedir. Bu yonii ile ruminasyon kavrami 6énemli bir degisken
olarak uluslararasi yazinda yer edinmis bulunmaktadir (Barber vd., 2005; Calhoun vd., 2000;
Cropley & Zijlstra, 2011; He vd.; 2021; Lyubomirsky & Nolen-Hoeksema, 1993; Martin &
Tesser, 1996; Murdock ve Balsamo, 2019; Nolen-Hoeksema, 1987; Nolen-Hoeksema, 1991;
Nolen-Hoeksema, 2004; Papageorgiou & Wells, 2004; Parthi vd., 2022; Richter vd., 2020;
Roeder vd., 2020; Shapiro, 2013; Smart vd., 2016; Thorsteinsson vd., 2019).

Giliniimiizde birgok kisi farkinda olmadan yasadigi olumsuz durumlar tekrar tekrar
diisiinmekte ve hatta bu diislincelerinden kendilerini alikoyamayip hayatlarini ¢ekilmez bir
hale getirebilmektedir. Kisiler yasadiklar1 veya yasayabilecekleri sorunlar siirekli olarak
diistinme egilimi sergilediklerinden odaklanma problemi yasayabilmektedirler. Bu
problemler gittikge iginden ¢ikilmaz bir hal alarak, kisinin 6zel hayatin1 ve is hayatini
olumsuz yonde etkileyebilmektedir (He vd., 2021; Parthi & Kaur, 2022). Ruminasyon olarak
ifade edilen bu kavram, 6zellikle Nolen-Hoeksema (1987) tarafindan ele alinmis ve son
yillarda bu konuda yapilan ¢alismalar genel itibariyle artis gostermistir.

Bahsedildigi tlizere uluslararasi yazinda ruminasyon kavrami ile ilgili yapilan
calismalar 6nemli dlglide gelisim gostermistir. Ancak, ulusal yazinda yapilan ¢alismalarda
genel anlamda ruminasyon kavramimnin psikoloji bilim dali ile sinirli kaldig1 ve 6zellikle
orgiitsel davranis bilim dalinda yeterince ¢alisma yapilmadig1 gézlenmistir. Ulusal yazindaki
mevcut eksikliklerden yola ¢ikarak tasarlanan bu ¢alisma ile ruminasyon ile ilgili kavramsal
bilgiler ele alinmaya ¢alisilmistir. Bu ¢aligma ile aktarilan bilgiler araciligiryla ruminasyon
konusunda gelecekteki arastirmalara yol gostermek amaglanmastir.

Calismanin bundan sonraki boliimlerinde, oncelikle ruminasyon kavrami ele alinmig
olup ardindan kavramin kuramsal arka plani agiklanmistir. Devaminda kavramin 6lgme
araclan ile mevcut yazindaki onciillerine ve ardillarina yer verilmistir. Son olarak ise is
yasamina ve gelecekteki arastirmalara yonelik model 6nerilerinde bulunulmustur.

2. Ruminasyonun Kavramsal Tanim

Ruminasyon kavrami, 1960’11 yillarda psikoloji ile ilgili yapilan ¢alismalar sirasinda
ortaya ¢ikan ve negatif duygularin gelismesi ile tekrarlayici bir sekilde devam etmesi
durumunun aydinlatilmasi acgisindan siklikla incelenen bir kavram haline gelmistir.
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Kavramin kokeni Latince olup, gevis getiren hayvanlarin sindirim yaparken kullandiklar1
midenin ilk boliimii anlamma gelen Rumen kelimesinden gelmektedir (Aksoy, 2021).
Disiincelerin siirekli tekrarlanmasi, zihnin siirekli yorulmasi, meditasyon halleri gibi
durumlarin yansimasi olan kavram ‘zihinsel gevis getirmek’ olarak anilmaktadir (Cann vd.,
2011; Pravettoni vd., 2007; Rime, 1995).

Ruminasyon kavrami, Diinya Saglk Orgiiti (WHO) tarafindan hazirlanan
Hastaliklarin Uluslararas1 Smiflandirilmasi-Onuncu Revizyon (International Classification
of Diseases-10)’da (2019) ruhsal ve davranissal bozukluklar baslig1 altinda ele alinarak
“bireye zarar veren fikirler, zihinsel imgeler, karar verememe ile baglantili olarak sonsuz bir
degerlendirme” olarak agiklanmaktadir. Ruminasyon, bireyin i¢inde bulundugu olumsuz
durumun sebeplerini ve dogurabilecegi sonuglart siirekli olarak diisiinmesi; fakat bu
olumsuzlugu gidermek igin harekete gegmemesi olarak tanimlanabilmektedir (Nolen-
Hoeksema, 1987). Calhoun ve digerleri (2000) ise ruminasyon kavramini “bireyin
yasantilar1 sonucu ortaya ¢ikan, tekrarlayici, problem ¢oziicli, animsayict ve beklentiyi
iceren diistinme sekli” olarak tanimlamislardir.

Ruminasyon, negatif etkili bir olayin nedenleri, belirtileri ve sonuglariyla ilgili tekrar
tekrar diistinmektir (Lyubomirsky & Nolen-Hoeksema, 1993). Kavram, yalnizca bireyin
gecmiste yasadiklarinin sonuglart ile ilgili degil; bireyin kendisi, baskalar1, gegmis, simdi,
gelecek, tamamlanmig, tamamlanmamis farkli durumlarla da iliskilendirilmektedir (Martin
& Tesser, 1996; Papageorgiou & Wells, 2004). Bireyin kendi kendine kalip, siirekli olarak
kendisine, i¢inde bulundugu duygu durumu ile birlikte, ‘neden’ diye sormasidir. ‘Neden
isime odaklanamiyorum?’ ‘Neden bu sekilde tepkiler veriyorum?’ ‘Neden benimle o ses
tonuyla konustu?’ ‘Neden bunlar hep benim bagima geliyor?’, gibi sorular kisiyi ruminatif
diistincelere stiriikleyecek sorulara 6rnek olarak verilebilir.

Yapilan bazi ¢alismalarda, kisilerin biirlindiigii olumsuz ruh hallerinin ruminasyonun
bir sonucu oldugu agiklanmaktadir (Rose, 2002; Weinstock ve Whisman, 2007). Kisi,
ruminatif disiincelere kapildiginda kendini degersiz ve caresiz hissedebilmekte hatta
sevilmedigini diisiinebilmektedir (Saricam, 2014). Kavramla ilgili yapilan alan yazin
taramasinda, ruminasyonun tam olarak bir Tiirkge karsilifi olmamakla birlikte, siirekli
diistinme (Barber vd., 2005; Liverant vd., 2011; Michael vd., 2007) ve harekete gegcememe
(Baker vd., 2009; Nolen-Hoeksema, 1991) kavramin ortak tanimlar1 arasinda yer almaktadir.

Ruminasyon kavraminin tanimlanmaya ¢alisildig1 yaklagimlara biitlinciil bir sekilde
bakarak ilgili kavram su sekilde agiklanabilir: Ruminasyon, kisinin bir eylemsiz diisiinceler
sarmalina kapilip gitmesi, yani zihninde doniip duran diisiincelere hareketsiz bir sekilde
odaklanmast nedeniyle ortaya ¢ikan bir dalginlik durumudur.

Ruminasyon, olumsuz diisiinceler sonucunda olugsmaktadir, amaca yonelik degildir,
kisi i¢inde bulundugu olumsuz durumu diizeltmek icin eyleme gecemez ve ruminasyon
gergeklesirken kisi sosyal bir paylasim yapamaz (Conway vd., 2000; Ulker & Cakir, 2019).
Ruminasyonun ortaya ¢ikma nedenleri agisindan olumsuz diisiincelerin temel rol oynadigi
bilinmektedir.

Ruminasyon ile ilgili son yillarda yapilan calismalarda, ruminasyonun birey
tarafindan tek basina yapilabilecegi gibi esli olarak da yapilabilecegi ifade edilmistir (Bugay
& Baker, 2015: 106). Esli ruminasyon (co-rumination) adi verilen bu kavram, kisilerin ikili

59



Cilt/Vol.: 2, Say1 /Is.: 1, Y1l / Year: 2022, Sayfa / Pages: 57-69

iliskileri igerisinde bireysel sorunlarimi siirekli olarak tartismasini ve birbirlerini olumsuz
duygular {izerine karsilikli cesaretlendirmesini ifade etmektedir (Rose, 2002). Bu karsilikli
ve olumsuz etkilesim, kisileri 6rgiit icinde ¢atigsmaya stiriikleyebilmekte ve bunun sonucunda
da orgiitlerde istenmeyen olaylar yasanmasina sebep olabilmektedir.

Ruminatif diisiinceler gegmisteki tecriibelerle ilgili endiseli ve miidahaleci bir zihin
yapisini ortaya ¢ikarmaktadir ve dolayisiyla bireyin hayatindaki olumsuz deneyimlere tekrar
tekrar odaklanmasina sebep olmaktadir (Barber, vd., 2005; Edmondson, 2004; Yildiz,
2019). Diger yandan ilgili kavram derin diisiinme, saplantili diisiinme ve ruminatif
depresyon gibi farkh tiirlerde de kendini gdsterebilmektedir (Treynor, vd., 2003; Yildiz,
2019).

Stirekli diistinme ve eyleme gecememe ile tanimlanan ruminasyon kavraminin
zihinsel, duygusal ve davranigsal alanlarda karsilik buldugu goriilmektedir (Martin & Tesser
1996). Davranigsal acidan ele alindiginda, 6zellikle insan davranislarini bireysel agidan
inceleyen davranis bilimlerinde ve orgiit icerisinde ¢alisanlarin birbirleriyle etkilesiminin de
incelendigi Orgiitsel davranis bilimi igerisinde incelenmesi gerektigi diistintilmektedir.
Ruminasyon orgiitlerde ayrica istemsiz de olsa maddi kayiplara neden olabilir. Enerjisi
tikenmis ve islerine tam olarak odaklanamayan ¢aligsanlar, igverenlerinin beklentilerini
karsilamakta giigliik ¢ekecek ve bu nedenle zaman iginde isten atilmaya ve is degistirmek
zorunda kalmaya daha agik hale gelebileceklerdir (Richter vd., 2020).

3. Ruminasyonun Kuramsal Arka Plani

Ruminasyon kavramiyla ilgili derinlemesine bir bakis agis1 saglayabilmek adina ilgili
kavramla ilgili kuramsal modellere deginmek gerekmektedir. Bu bakis agisiyla alan yazin
incelendiginde ruminasyon kavramini ele alan bazi1 kuramlarin bulundugu gériilmektedir.
Bu dogrultuda calismanm bu béliimiinde; Tepki Bigimleri Kurami, Uziintii Hakkinda
Ruminasyon, Hedefe ilerleme Kurami, Strese Tepki Olarak Ruminasyon Kurami ve Oz-
Denetimli Yiiriitiicii Islev Kurami agiklanmustir.

3.1. Tepki Bicimleri Kuram

Kisiler, olumsuz ruh hallerinde olduklarinda bu durumu cesitli tepkiler vererek
disariya yansitabilmektedirler. Bu tepkiler; kisilerin nasil hissettiklerini diistinmekten
kaginmalari, bulunduklari ortami degistirme istekleri ya da i¢inde bulunduklari durumu
tekrar tekrar eylemsiz bir sekilde diisiinmeleri seklinde Orneklendirilmektedir. Nolen-
Hoeksema (1987) tarafindan gelistirilen Tepki Bi¢imleri Kurami ruminasyonu ilk defa ele
alan ve alanda en ¢ok kullanilan yaklasim olarak yer almaktadir (Nolen-Hoeksema, 2004).
Kuram ruminasyonu, kisinin i¢inde bulundugu depresif durumun neden ve sonuglarini tekrar
tekrar pasif bir sekilde diisiinmesi olarak agiklamaktadir. Kisinin bu depresif duruma vermis
oldugu ruminatif tepkiler uyum bozucu (maladaptive) olarak ele alinmaktadir (Neziroglu,
2010; Nolen-Hoeksema, 1991). Depresif belirtilerin olugmasi ise ruminatif kisilik 6zellikleri
ile agiklanmaktadir. Ruminatif kisilik 6zelligi gosteren bireyler sik sik ‘Neden ben?, Neden
ilerleyemiyorum?, Neyi yanlis yapryorum?, Neden bunlarin iistesinden gelemiyorum?’, gibi
kendilerini daha depresif diisiincelere itecek tekrarlarda bulunurlar (Nolen-Hoeksema &
Morrow, 1991).
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Kuram, ruminasyon kavraminin “olumsuz diisiince, sorunla bas etme yeteneginde
azalma, davranigsal tutumlarda azalma, sosyal destekte azalma” olmak iizere dort bilesenden
olustugunu ileri siirmektedir (Nolen-Hoeksema, 2004; Sarigam, 2014) Ruminatif diisiinceler
sergileyen kisiler, olumsuz diisiinceler sergilediklerinden karamsar bir yapiya biiriinerek
problemleri ¢6zme konusunda basarisiz olabilmektedirler. Bununla birlikte kisinin stirekli

kendi problemlerine odaklanmasi kiside baska islere karsi bir isteksizlik meydana
getirebilmektedir.  Ruminatif  disiinceler,  kisinin  iliskilerinde = de  problem
olusturabilmektedir (Nolen-Hoeksema, 2004). Netice itibariyle, ruminasyonun bu
Ozelliklerinin kisinin is yasantisinda da istenmeyen durumlara yol acabilecegi 6ngoriilebilir.

3.2. Uziintii Hakkinda Ruminasyon

Uziintii Hakkinda Ruminasyon kurami, Tepki Bigimleri Kuramina parelel olarak,
Conway ve digerleri (2000) tarafindan gelistirilmistir. Kuramda ruminasyon kavraminin
olumsuz ve kisiye zarar veren yonlerine odaklanilarak, kisiyi zorlayan bu diisiincelerin
cevreleri ile paylasilmadigr ifade edilmistir (Conway vd., 2000). Kuram, Tepki Stilleri
Kuramindan cevre ile paylasilamamasi konusunda ayrilmaktadir (Conway vd.; 2000; Cals,
2021; Yapan, 2018). Ornegin bu bakis acisiyla kisilerin diisiincelerini cevresi ile
paylasamamasi durumunun, ozellikle is arkadaslari ile birtakim g¢atigmalara ve bunun
sonucunda ¢aligsma ortaminda sorunlara yol agabilecegi 6ngoriilebilir.

3.3. Hedefe ilerleme Kuram

Martin ve Teeser (1996), kisilerin ruminasyonu depresif durumlarda sergiledikleri
bir tepki olarak degil, hedefe ulagsma noktasinda bir problemle karsilasildiginda
sergiledikleri bir tepki olarak ifade etmislerdir. Kuram, kisilerin hem olumlu hem de
olumsuz olarak tekrar tekrar hedeflerine ulagsma diisiincesine odaklanilmasi ile
aciklanmaktadir. Bu hedeflerin, kisiye gore ulasilmasi zor hedefler oldugu kuramda
belirtilmistir (Martin & Tesser, 1996; Smith & Alloy, 2009).

Kisiler hedeflerine ulagsma noktasinda bir problemle karsilastiklarinda, problemi
gidermek i¢in ¢6ziim yollar1 aramakta, bulamadig1 takdirde hedeflerinden vazgegme gibi
davraniglar sergilemektedirler (Aksoy, 2021). Kisi hedefe ulasmak i¢in yoluna c¢ikan
engelleri ne sekilde asacagini siirekli olarak distindiigiinde ruminasyon meydana
gelmektedir fakat kisi hedefine ulasacak yolu belirlediginde, hedefine ulastiginda ya da
hedefe ulagamayacagin1 kabullenip vazgectiginde ruminasyon son bulmaktadir (Martin &
Tesser, 1996).

Kuram, kisilerin karsilasilan problemlere ragmen hedefe ilerleyebilmesinin ve
gerektiginde bu hedeflerden vazgegebilmesinin birer yetenek oldugunu ileri stirmektedir.
Kisinin bu yeteneklere sahip olmasi, ruminasyonun kronik bir problem haline donlismesinin
ontine gecebilmektedir (Karatepe, 2010). Kisacasi, bu kuram kisinin 6z-yeteneklerine bagli
zihinsel ¢abalariyla ruminasyon ile basa ¢ikabilecegi bir durumu yansitmaktadir denilebilir.

3.4. Strese Tepki Olarak Ruminasyon

Strese Tepki Olarak Ruminasyon, kisilerin stresli bir ortam sonrasi yasamlarina
negatif etki yapacak dl¢ilide olaylardan ve durumlardan ¢ikarim yaparak ruminasyona egilim
gostermelerini ifade etmektedir (Flynn vd., 2010; Neziroglu, 2010). Bu bireyler icinde
olduklart stresli donemi atlatsalar bile stres olusturan durumlar siirekli diistindiikleri ve
zihinde tekrar ettikleri i¢in ¢6zlim arayisindan uzaklasmaktadirlar.
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Bu kuram tepki bigimleri kuraminin aksine kisinin i¢inde bulundugu depresif
davraniglarin stresin bir sonucu oldugunu ileri stirmektedir. Yani, kisi ruminasyonun sonucu
olarak depresif ruh haline biiriinmez, maruz kaldig: stres sebebi ile ruminatif diisiincelere
kapilir (Cali, 2021; Flynn vd., 2010). Strese tepki olarak ruminasyon Kuraminda kisinin
ruminatif diisiincelere kapilmasinin tek ve en biiyiik sebebinin kisinin karsilastigi stres
faktorleri oldugu ele alinmistir (Smith & Alloy, 2009). Yani strese tepki olarak ruminasyon
modeli, bireyin stresle bir kere karsilasmis olmasi durumunda, ilgili stres nedeni ortadan
kalksa bile, ruminasyonun ortaya ¢ikacagini savunmaktadir.

3.5. Oz-Denetimli Yiiriitiicii islev Kuram

Oz-Denetimli Yiiriitiicii Islev Kurami, kisinin i¢inde bulundugu durumla (gercek
benlik) aslinda olmak istedigi durum (ideal benlik) arasinda hissettigi farklilik sebebi ile
yasadigr kaygi sonucu ruminatif diigiinceler sergilemesini ele almaktadir (Matthews &
Wells, 2003). Kisi ideal benliginden uzaklastigini fark ettiginde, gercek benlik ile arasindaki
uyumsuzlugu gidermek i¢in ¢6ziim yollar1 aramakta ve 6z diizenleme yapmak i¢in kendine
yonelmektedir. Kisi 6z denetim mekanizmasini devreye sokarak ideal benligine yaklagsmak
icin neler yapip yapmadigini tekrar tekrar denetlemeye ¢alismaktadir (Wells & Matthews,
1996). Bunun sonucunda kisi 6z denetim yaparken kendini sorgulamaya baglamakta ve ideal
benliginden uzaklastigini fark ederek ruminatif diisiinceler sergilemektedir (Papageorgiou
& Wells, 2001). Kisacas1, Oz-Denetimli Yiiriitiicii islev Kuraminin bireyin oldugu kisi ile
olmak istedigi kisi arasindaki farkliliktan kaynakli olarak ortaya ¢ikan ruminasyon tiirlinii
ifade ettigi soylenebilir.

4. Ruminasyonun Olgiilmesi

Kapsamli bir yazin taramasi yapildiginda, ruminasyonu dlgen bir¢ok 6lgme araci
oldugu sonucuna ulasilmaktadir. Calismanin bu boliimiinde ruminasyon konusunu dlgen ve
Tiirk¢eye uyarlanmis olan d6lgeklere yer verilmistir.

4.1. Tepki Bicimleri Olcegi-Ruminatif Tepkiler Olgegi

Tepki Bigimleri Kuraminda ruminasyon kavrami depresif bir durumda sergilenen
eylemsiz tepki olarak tanimlanmakta ve bu sebeple 6lgme yapilirken kisinin depresif
durumlar disinda verdigi diger tepkilerin gbz oniinde bulundurulmamasi gerekmektedir.
Nolen-Hoeksema ve Morrow (1991) tarafindan gelistirilen Tepki Bicimleri Olgegi, depresif
ruh halinde verilen tepkileri 6lgme amaci tasimakta ve 71 maddeden olusmaktadir. Tepki
Bigimleri Olgeginin bir alt dlgegi olan ve Treynor ve digerleri (2003) tarafindan gelistirilen
Ruminatif Tepkiler Olgegi ise 22 maddeden ve ‘derin diisiinme’ ve ‘saplantili diisiinme' alt
boyutlarindan meydana gelmektedir. Olgek, Neziroglu (2010) tarafindan yapilan bir ¢alisma
ile dilimize uyarlanmistir ve 6l¢ekte yer alan ifadeler 4’lii derece lizerinden puanlanmaktadir
(Demirci & Taslak, 2020). S6z konusu olgek depresif durumlarda kisilerin ruminasyon
davraniglarin1 6lgmeyi amacglamaktadir. Weiner ve digerlerinin (2019) yapmis oldugu
calismada bu 6l¢ek kullanilmistir.

4.2. Kisileraras1 Hataya iliskin Ruminasyon Olgegi

Kisileraras1 Hataya iliskin Ruminasyon Olgegi, Wade ve digerleri (2008) tarafindan
kisiler arasinda yasanmis olan sorunlarin ve hatalarin, tekrar tekrar diistiniilerek kisiyi
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negatif duygulara siiriiklemesini incelemek amaciyla gelistirilmistir. 6 maddeden ve tek
boyuttan olusan bu 0Olcek ile kisilerin gevreleri ile yasadigi problemlere ve yaptiklari
hatalarla birlikte ruminasyon diizeyi belirlenmektedir. Olgek, Oral ve Arslan (2017)
tarafindan dilimize uyarlanmustir. Olgek, Xie ve digerleri tarafindan (2019) vyiiriitiilen bir
calismada kullanilmustir.

4.3. Esli Ruminasyon Olcegi

Esli Ruminasyon Olgegi, Rose (2002) tarafindan 27 maddelik ve tek boyutlu bir
Olcek olarak tasarlanip, Bugay ve Erdur-Baker (2015) tarafindan Tiirk¢e gecerlilik ve
giivenilirlik ¢alismalar1 yapilmistir. Olgek, sosyal iliskilerin saglikli olup olmadigimi
anlamamiza yardime1 olmaktadir. Olgek, Murdock ve Balsamo (2019) tarafindan yapilan
calismada kullanilmistir.

4.4. Oz-Elestirel Ruminasyon Ol¢egi

Smart ve digerleri (2016) tarafindan, kisilerin 6z elestirel ruminasyon diizeylerini
belirlemek amaciyla gelistirilen tek boyuttan meydana gelen 6lgegin Tiirkge gegerlilik
giivenilirlik ¢alismalar1 Kocalar (2019) tarafindan gerceklestirilmistir. Olgekte kisilerin 6z
elestirel ruminasyon diizeylerini belirlemek i¢in 10 tane madde yer almaktadir. Yabanci
yazinda Olcek, Kolubisnki ve digerleri (2019) tarafindan yiiriitiilmiis bir ¢alismada
kullanilmistir.

4.5. Ruminatif Diisiince Bicimi Olcegi

Brinker ve Dozois (2009) ruminatif diisiinceyi, kontrolsiiz bir bicimde tekrarlanan
bir diisiince bigimi olarak tanimlamislardir. Ruminatif diisiince bigimi 6lgegi, bu kontrolsiiz
diistinceleri 6lgmek amaci ile gelistirilmis (Brinker & Dozois, 2009) ve Karatepe (2010)
tarafindan dilimize uyarlanmistir. Olgek, tek boyut ve 20 tane maddeden olusmakta ve
maddeler 7°1i derecelendirme sistemi ile 6lgiilmektedir. Ruminatif diisiince bigimi 6lgegi,
kiginin ruminatif disiincelere kapildigi andaki duygusal haline dikkat etmeden genel
diistincelere odaklanmasi yoniiyle kavram ile ilgili diger Olgeklerden ayrilmaktadir.
Thorsteinsson ve digerleri (2019) tarafindan yapilan bir ¢alismada bu 6lgek kullanilmustir.

5. Ruminasyonun Onciilleri ve Ardillar

Ruminasyon kavraminin is yasami igerisindeki yeri ile ilgili biiyiik resmi gorebilmek
i¢in ilgili durumun ne tiir sebeplerle olustugunu ve ne tiir sonuglar dogurdugunu agiklamak
sliphesiz ki 6nemlidir. Bu bakis agisiyla, is yasami baglaminda ruminasyon kavraminin
ulusal ve uluslararasi yazindaki bazi onciilleri ve ardillar1 asagida siralanmaya calisilmistir.

Luo ve Bao (2013) tarafindan Cin’deki bir ¢agri merkezi hizmetleri firmasinda
calisan 751 kisi lizerinde ytriitiilen nicel bir arastirmada, pozitif duygusalligin ruminasyonu
aciklamada ters yonlii katkl yaptig1 ve negatif duygusalli§in ruminasyonu agiklamada ayni
yonlii katki yaptigi bulgulanmistir. Bununla birlikte, ruminasyonun ise duygusal tiikenme ve
hizmet sabotaj davranisini agiklamada ayn1 yonlii katki yaptig1 belirlenmistir. Yine Cin’deki
bir ¢cagr1 merkezi hizmetleri firmasinda c¢alisan bireyler iizerinde ger¢eklestirilen baska bir
nicel aragtirmada (n = 737), biligssel ruminasyonun (cognitive rumination) iyi-olus ve is
performansini azalttigi ve de duygusal tiikenmeyi arttirdig1 tespit edilmistir (Baranik vd.,
2017).

63



Cilt/Vol.: 2, Say1 /Is.: 1, Y1l / Year: 2022, Sayfa / Pages: 57-69

Bir devlet {iniversitesinde 6grenim goren 745 6grenci lizerinde gergeklestirilen nicel
bir arastirmada, bilingli farkindaligin ruminasyonu azaltti§1 bulgusuna ulasilmistir (Onder &
Utkan, 2018). Karabati ve digerleri (2019) tarafindan Amerika ve Tiirkiye’deki toplamda
383 beyaz yakali ¢alisandan elde edilen veriler araciligiyla gergeklestirilen nicel bir
arastirmada, diisiik is tatmininin ruminasyonu arttirdigi ve boylelikle 6znel mutluluk ve
yasam doyumunun azaldigi tespit edilmistir. Belgika’daki bir insan kaynaklar1 dergisinin
699 okuyucusu iizerinde yiiriitilen nicel bir arastirmada ise is gilivencesizliginin

ruminasyonu arttirdigl ve ruminasyonun ise isten ayrilma niyetini arttirdigr belirlenmistir
(Richter vd., 2020).

Roeder ve digerleri (2020) tarafindan 734 calisan {izerinde gergeklestirilen nicel bir
aragtirmada, ruminasyonun stres diizeyini olumlu yonde etkiledigi gozlenmistir. Diger
yandan, Amerika’daki bir {liniversitede fakiilte {iyesi olarak calisan 154 kisi {izerinde
gerceklestirilen nicel bir arastirmada, isyeri nezaketsizliginin olumsuz ruminasyonu
(negative rumination) arttirdig1 ve olumsuz ruminasyonun ise orgiitsel destek ile is ve yasam

tatminini azaltarak tiikenmislik ve is-aile ¢atismasini arttirdig: tespit edilmistir (He vd.,
2021).

Istanbul’daki hizmet sektorii alaninda ¢alisan 302 kisi iizerinde gergeklestirilen nicel
bir arastirmada, 6fke ruminasyonunun (anger rumination) duygusal bagliligi azalttig
bulgulanmistir (Goziikara vd., 2021). Dedahanov ve digerleri (2021) tarafindan Kore
Cumbhuriyeti’ndeki 15 farkli imalat sirketinin 545 beyaz yakali ¢aligan1 iizerinde yiiriitiilen
nicel bir arastirmada ise istismarct yonetimin (abusive supervision) ruminasyonu arttirdigi
ve ruminasyonun da ¢alisma gayretini (work effort) azalttig1 bulgusuna ulagilmistir.

Li ve digerleri (2021) tarafindan Cin’deki bir hastanede saglik uzmani olarak calisan
134 kisi iizerinde yliriitiilen nicel bir arastirmada, ruminasyonun depresyon ve orgiitsel
sessizligi arttirdig1 sonucuna ulagilmistir. Diger taraftan 18-24 yas araliginda ve 49 erkek 50
kadindan olusan kolej &grencileri lizerinde yapilan nicel bir arastirmada, erkeklere ait
ruminasyonun anksiyete ve stres diizeyini arttirdigi tespit edilmistir (Parthi & Kaur, 2022).

Yazindaki ilgili arastirmalardan anlasildig: lizere ruminasyonun hangi algi, tutum
veya davranislar neticesinde ortaya ¢iktig1 ve ruminasyon sonucunda ne tiir algi, tutum veya
davraniglarin olustuguna yonelik calismalar 6zellikle uluslararasi yazinda belirli bir baglama
dogru ilerler durumdadir. Bu anlamda ruminasyonun mevcut yazindaki oOnciillerini ve
ardillarin1 bir biitiin olarak gérmek adina ilgili bulgular Tablo 1’de sunulmustur.
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Tablo 1

Ruminasyonun Bazi Onciilleri ve Ardillar:

RUMINASYONUN RUMINASYONUN
ONCULLERI ARDILLARI
Iyi olus

Is performansi
Oznel mutluluk

Pozitif duygusallik Yasam doyumu
Bilingli farkindalik Orgiitsel destek
Is tatmini

NEGATIF (TERS
YONLU) iLiSKi

Yasam tatmini

Duygusal baglilik

Duygusal titkenme
Hizmet sabotaj davranisi

o Negatif duygusallik Isten ayrilma niyeti

E é‘ Diisiik is tatmini Stres

;5 = is giivencesizligi Tiikenmislik

E ‘5 Isyeri nezaketsizligi Is-aile catismas1

g :% Istismarc1 yonetim Calisma gayreti

A Depresyon
Orgiitsel sessizlik

Anksiyete

Kaynak: Yazarlar tarafindan hazirlanmustir.

6. Sonug¢ ve Oneriler

Calismada ruminasyon kavramina ulusal yazin baglaminda 151k tutmak amaciyla
ilgili kavramin kapsamli bir sekilde ele alinmasi s6z konusu olmustur. Bu amagla oncelikle
ilgili kavramin 6zellikle de uluslararasi yazinda ele alinan tanimlar1 aktarilmis ve bu calisma
kapsaminda 6zgiin bir tanim yapilmistir. Devaminda, ruminasyon kavraminin kuramsal
temellerini géstermek amaciyla ilgili kavrami kapsamina alan ana kuramlar siralanmugtir.
Sonrasinda, mevcut yazinda ruminasyon kavraminin dl¢lilmesini saglayan 6lgeklere yer
verilmistir. Bununla birlikte, yine mevcut yazinda ruminasyon kavrami ile iliskisel
arastirmalar yiiriitmiis olan calismalardan hareketle ilgili kavramin onciilleri ve ardillari
raporlanmaistir.

Yapilan yazin taramalarinda ruminasyon kavraminin psikoloji bilimi basta olmak
tizere farkli disiplinlerle de iligkili olan bir gerceklik oldugu rahathikla gdzlenebilir
durumdadir. Ancak bu durum genel itibariyle uluslararasi yazinda tatmin edici bir
diizeydedir. Bu baglamda ruminasyon konusu gerek kavramsal agidan gerekse farkl
degiskenlerle iliskisi agisindan Onemli olgiide gelisim gostermektedir. Diger yandan,
ozellikle is yasami s6z konusu oldugunda ruminasyon kavrammin ruminatif kisilik,
ruminatif diislince gibi terimsel ifadelerle kismen de olsa ele alindig1 goriilmektedir.
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Daha once ifade edildigi iizere Orgiitlerin caligma alanlar1 ve ortamlari incelendiginde
teknolojinin gelismesinin yani sira, orgiitsel amaglara ulasmada calisan giliciiniin 6neminin
yadsmamadig1 da goriilmektedir. Orgiitler, mal ve hizmet iiretmek, bunlar1 pazarlamak ve
amaglart dogrultusunda kar elde etmeye ¢alismak yoniindeki sistemlerden olusmaktadir. Bu
sistemin isleyisine katki saglayacak en biiyiik etken ise nitelikli insan giicii olacaktir. Orgiit
icindeki calisanlarin birbirleriyle olan iliskileri ¢alisanlarin ruh halleri, isyerinden ve isten
beklentileri, kisilik ozellikleri, ¢alisanin davranislari, yoneticinin bakis acisi, calisma
kosullar1 gibi konular dogrudan ¢alisanin motivasyonunu ve is yasamini, sonug olarak da
orgilitiin isleyisini etkilemektedir.

Iste bu noktada ruminasyon konusu da is yasami baglaminda gerek ydneticiler
gerekse calisanlar tarafindan ele alinmasi gereken Onemli bir konu olarak ortaya
cikmaktadir. Bu tespitin bu calisma 6zelindeki sebebi, ¢alisma kapsaminda gozlemlenen
ruminasyonun onciilleri ve ardillar1 kismindaki ters yonlii onciillerin ve ardillarin tamamen
olumlu konular olmasi1 ve ayni1 yonlii 6nciillerin ve ardillarin ise tamamen olumsuz igerikli
konular olmasidir. Yani, hem sebepleri hem de sonuglari bakimindan ruminasyon karanlik
bir kavramdir. Bu nedenlerle, yoneticiler ¢alisanlarin etkinliklerini azaltma potansiyeli
bulunan ruminasyon durumu ile ilgili bilingli hareket etmek durumundadir. Bu anlamda her
seyden once ruminasyon konusunun varligi kabul edilmeli ve g¢alisanlart bu durumdan
kurtarmak adina zihinlerini aktif ve canli tutacak uygulamalar gelistirilmelidir. Diger
yandan, calisanlar ise bu eylemsiz diigiinceler sarmalina diismemek adina bireysel
Onlemlerini almakla sorumludurlar. Bu anlamda, zihnen akilc1 ve mantikli bulunan kararlari
uygulamaya gecirmek noktasinda aktif olunmali ve ilgili hedeflere ulasmanin miimkiin
olmadig1 anlasildiginda ise vazge¢gmek ve yeni hedefler belirlemek noktasinda pratik
olunmalidir. Bu 6neri, nelerin degisebilir nelerin degisemez oldugunu gorebilmek ve bunu
kabul ederek ona gore hareket edebilmek anlaminda da gecerli bir 6neridir.

Ruminasyon konusu ile ilgili gelecek siirecte yapilacak arastirmalar i¢in de Oneriler
getirmek miimkiindiir. Bu anlamda mevcut yazindaki boslugun genel olarak iligkisel
caligmalarin eksikliginde oldugu sdylenebilir. Baska bir anlatimla, ruminasyon konusu ile
iliskili olabilecek pek ¢ok konunun heniiz incelenmedigi goriilmektedir. Ozellikle de is
yasamindaki sebepleri ve sonucglari bakimindan ruminasyon konusunun arastirilmasina
ihtiyag oldugu belirtilebilir. Ornegin, calisanlarin o6rgiitlerine yonelik bag, ilgi ve
sadakatlerini devamlilik, normatiflik ve duygusallik yoniiyle ele alan orgiitsel baglilik
kavramiyla (Ulusoy & Can, 2019) ruminasyon konusunun biitiinciil bir sekilde
incelenmedigi goriilmektedir. Bununla birlikte, istenilen amaglara ulasmak igin gosterilen
farkl etkileme yollarini ifade eden orgiitsel politikanin (Develi & Cavus, 2019) ruminasyon
kavramina etkisi bir arastirma modeli olabilir. Benzer sekilde, iletisimde hem kendi hem de
karsidaki bireylerin duygu durum yapisini tahmin ederek hareket etmek anlamina gelen
duygusal zekanin (Polatc1 & Aydin, 2022) ruminasyonla iligkisi ele alinabilir. Ayrica, kadin
calisanlarin is yasaminda karsilagtiklar tiirli engelleri konu edinen cam tavan ve cam
ucurum gibi konularin (Sarkaya & Cobanoglu, 2020) ruminatif diislinceler tizerindeki etkisi
yine farkli bir arastirma modeli olarak ele alinabilir. Bunlara ek olarak, is hayatin1 etkilemesi
bakimindan 6nem tasiyan ve ruminasyon kavramiyla iliskilendirilebilecek kavramlar,
biligsel esneklik, isyeri yalmizligi, Makyavelizm, ayrimcilik, kayirmacilik ve alt konulari
(nepotizm, kronizm, patronaj vb.), Uretkenlik karsit1 is davramiglari, bilgi ugurma
(whistleblowing), sinizm, zorbalik, devamsizlik (absenteeism) seklinde siralanabilir.
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