OZET

Gilintimiizde kiiresellesme, artan rekabet ve hizmet sektoriiniin ekonomik yapi igerisindeki
biiyliyen pay1, kalite kavramini isletmeler acisindan stratejik bir unsur haline getirmistir.
Modern yonetim anlayisinda kalite, yalnizca iirtin veya hizmetin teknik 6zellikleriyle
sinirli olmayip; miisteri beklentilerinin kargilanmasi, ¢alisan katiliminin saglanmasi ve
stirekli iyilestirme kiiltlirliniin olusturulmasini i¢eren biitlinciil bir yaklagim olarak ele
alinmaktadir. Bu ¢ercevede Toplam Kalite Yonetimi (TKY), orgiitlerin siirdiiriilebilir
basarisini hedefleyen; liderlik, ¢alisan katilim1, miisteri odaklilik ve 6grenen organizasyon
anlayisin1 temel alan cagdas bir yonetim felsefesi olarak one ¢ikmaktadir. Hizmet
tiretiminin merkezinde yer alan calisanlarin tutumlari ve is deneyimleri dikkate
alindiginda, TKY uygulamalarinin ¢alisanlarin is tatmini diizeyleri tizerinde 6nemli bir

belirleyici oldugu kabul edilmektedir.

Bu arastirmanin amaci, hizmet sektoriinde faaliyet gosteren kamu ve 6zel kurumlarda
uygulanan Toplam Kalite Yonetimi yaklasimlarinin ¢alisanlarin is tatmini tizerindeki
etkisini incelemektir. Calismada TKY; tist yonetimin liderligi, ¢alisma ortami ve sartlari,
bilgi kullanimi, tedarikgilerle iliskiler, siirekli iyilestirme g¢abalari, miisteri odaklilik,
calisanlar ile iligkiler ve yoneticilere giiven olmak {izere sekiz temel boyut {izerinden ele
alinmis; is tatmini ise i¢sel ve digsal doyum bilesenleri ¢ercevesinde degerlendirilmistir.
Ayrica TKY algist ve is tatmini diizeylerinin demografik degiskenlere gore farklilasip
farklilasmadigi da analiz edilmistir. Calisma, nicel arastirma yoOntemi gercevesinde
tasarlanmis olup; Tiirkiye’de kamu ve 6zel hizmet sektoriinde gérev yapan 503 ¢alisandan
anket yoluyla elde edilen veriler kullanilmistir. Veri toplama siirecinde Toplam Kalite
Yonetimi Olgegi ve Is Tatmini Olgegi esas alinmus; elde edilen veriler SPSS programi
kullanilarak dogrulayici fakt6r analizi, glivenirlik testleri, korelasyon, regresyon ve non-

parametrik fark testleri ile analiz edilmistir.
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Arastirma bulgulari, Toplam Kalite Yonetimi ile genel is tatmini arasinda pozitif yonli ve
gliclii bir iliski bulundugunu ortaya koymustur. TK'Y 'nin hem i¢gsel doyum hem de digsal
doyum tizerinde anlamli ve olumlu etkiler yarattigi belirlenmis; ¢oklu dogrusal regresyon
analizleri sonucunda, TKY alt boyutlarinin is tatmininin bilesenleri tizerindeki etkilerinin
homojen olmadig1 goriilmiistiir. Bulgular, miisteri odakliligin hem genel i tatmini hem de
icsel doyum {izerinde en giiglii belirleyici oldugunu; dissal doyumun ise &zellikle
calisanlar ile iligkiler ve yoneticilere duyulan giiven gibi yonetsel ve iliskisel unsurlar
tarafindan daha belirgin bigimde sekillendigini gostermektedir. Ayrica TKY algis1 ve is
tatmini diizeylerinin cinsiyet, kurum tiirli, yas, pozisyon ve gelir diizeyi gibi bazi

demografik degiskenler a¢isindan anlamli farkliliklar g6sterdigi tespit edilmistir.

Sonug olarak bu g¢aligma, Toplam Kalite Yonetimi’nin yalnizea siire¢ verimliligini ve
hizmet kalitesini artirmaya yonelik teknik bir ara¢ olmadigini; calisanlarin is tatmini,
motivasyonu ve orgiite yonelik algilarini sekillendiren biitlinciil bir yonetim felsefesi
olarak ele alinmasi gerektigini ortaya koymaktadir. Arastirma, hizmet sektoriinde kalite
yonetiminin, ¢alisani ‘i¢ miisteri’ olarak merkeze alan ve ¢alisan deneyimiyle biitiinlesen
bir orgiitsel iklim tzerinden siirdiiriilebilir basariyr destekledigine isaret etmekte; bu
yonilyle hem kuramsal literatlire hem de uygulamaya yonelik yorumlayici, gelistirici ve

stratejik bir bakis a¢is1 sunmaktadir.
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ABSTRACT

Today, globalization, increasing competition, and the growing share of the service sector
in the economic structure have made the concept of quality a strategic element for
businesses. In modern management understanding, quality is not limited solely to the
technical characteristics of a product or service; it is considered a holistic approach
encompassing meeting customer expectations, ensuring employee participation, and
creating a culture of continuous improvement. In this context, Total Quality Management
(TQM) stands out as a contemporary management philosophy aimed at the sustainable
success of organizations, based on leadership, employee participation, customer focus,
and a learning organization approach. Considering the attitudes and work experiences of
employees, who are at the heart of service production, it is accepted that TQM practices

are a significant determinant of employee job satisfaction levels.

The aim of this research is to examine the impact of Total Quality Management (TQM)
approaches applied in public and private institutions operating in the service sector on
employee job satisfaction. In this study, TQM is considered through eight core
dimensions: leadership by top management, work environment and conditions, use of
information, relations with suppliers, continuous improvement efforts, customer focus,
relations with employees, and trust in managers; job satisfaction is evaluated within the
framework of intrinsic and extrinsic satisfaction components. Furthermore, the study
analyzes whether TQM perception and job satisfaction levels differ according to
demographic variables. The study is designed within the framework of quantitative
research methods; data obtained through surveys from 503 employees working in the
public and private service sectors in Turkey were used. The Total Quality Management
Scale and the Job Satisfaction Scale were used in the data collection process; the obtained
data were analyzed using confirmatory factor analysis, reliability tests, correlation,

regression, and non-parametric difference tests with the SPSS program.
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The research findings revealed a strong positive correlation between Total Quality
Management (TQM) and overall job satisfaction. TQM was found to have significant and
positive effects on both intrinsic and extrinsic job satisfaction; multiple linear regression
analyses showed that the effects of TQM sub-dimensions on the components of job
satisfaction were not homogeneous. The findings indicate that customer focus is the
strongest determinant of both overall job satisfaction and intrinsic satisfaction; extrinsic
satisfaction, on the other hand, is more significantly shaped by managerial and relational
factors such as employee relationships and trust in managers. Furthermore, significant
differences were found in TQ perception and job satisfaction levels across some
demographic variables such as gender, type of organization, age, position, and income

level.

In conclusion, this study demonstrates that Total Quality Management is not merely a
technical tool aimed at improving process efficiency and service quality; it should be
considered a holistic management philosophy that shapes employees' job satisfaction,
motivation, and perceptions of the organization. The research indicates that quality
management in the service sector supports sustainable success through an organizational
climate that centers the employee as an 'internal customer' and integrates with employee
experience; in this respect, it offers an interpretive, developmental, and strategic

perspective on both theoretical literature and practice.
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