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Ozet

Arastirmanin temel amaci, okul Oncesi egitim kurumlarinda algilanan hizmet
kalitesinin algilanan kurum imajinin boyutlarina etkisini ve algilanan kurumsal imajin,
algilanan hizmet kalitesinin boyutlarina olan etkisini belirlemektir. Bu amaca
ulagsabilmek i¢in iki model gelistirilmistir. Modellerde, algilanan hizmet kalitesi bes
boyutlu (empati, giivenilirlik, duyarlilik, giivence ve fiziksel kanitlar ) ve algilanan
kurum imaj1 ise dort boyutlu (kalite imaji, kurumsal iletisim, sosyal imaj ve kurumsal
goriiniim) olarak ele alinmistir. Her iki modelde de bagimsiz degiskenlerin bagiml
degisken ftizerindeki etkileri aciklanmaktadir. Arastirmanin 6rneklemini Kayseri’de
faaliyet gdsteren okul Oncesi egitim kurumlarindan hizmet alan 250 aile olusturmustur.
Veriler “servperf dl¢cegi” ve “kurumsal imaj 6lgegi” temel alinarak yeniden uyarlanan
anket formu aracilig1 ile toplanmistir. Verileri test etmek igin, faktor analizi, KMO testi
ve regresyon analizi yapilmistir. Elde edilen bulgulara goére okul oncesi egitim
kurumlarinda algilanan hizmet kalitesi ve algilanan kurum imajmin birbirlerini olumlu
olarak etkiledikleri sonucuna ulagilmstir.

Anahtar Kelimeler: Okul 6ncesi, egitim, hizmet, imaj, hizmet kalitesi, kurumsal imaj,
servqual, servperf, faktor analizi.

Abstract

Main purpose of this study is to examine the effect of service quality and
dimensions of perceived institutional image; and effect of perceived institutional image
and perceived service quality in pre-school education facilities. Two models were
developed for that purpose. Perceived service quality was evaluated in five dimensions
(empathy, reliability, responsiveness, assurance and tangibles) and perceived
institutional image was evaluated in four dimensions (quality image, institutional
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communication, social image and institutional perspective). Influence of independent
variable on dependent variable was mentioned in both of two models. Sample of the
study consists of 250 families who use service provided by pre-schools in Kayseri. Data
was collected by the way of a questionnaire which formed in the basis of two scales
named as “servperf scale” and “institutional image scale”. Factor analysis, KMO test
and regression analysis were used in order to test data. Findings indicate that there was
a positive affect each other perceived service quality and perceived institutional image.
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