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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Total Quality Management and Customer Relations in Sports Businesses / Total Quality Management and Customer Relations in Sports Businesses

Ders Kodu / Course Code

ESPR332

Ders Tiru / Course Type

Ders Seviyesi / Course Level

Bachelor / Bachelor

Ders Akts Kredi / ECTS 5.00
Haftalik Ders Saati (Kuramsal) / 2.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00
Hours For Week (Laboratory)

Dersin Verildigi Yil / Year 3

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

On kosul bulunmamaktadir.

There are no prerequisites.

Amaci / Purpose

Bu dersin amaci égrencilerin; toplam kalite yénetimi kavramlarini spor endustrisi i¢erisinde
yer alan tim organizasyonlarda etkin olarak uygulayabilmelerini saglamaktir.

The aim of this course is to students; to enable them to apply total quality
management concepts effectively in all organizations within the sports industry.

igerigi / Content

TKY kavramlarini anlamak, unsurlarini 6grenmek ve uygulayabilmek, modern spor
yonetimi yaklasimlan galisma alanlarina gore gelistirip uygulayabilmek.

To understand the concepts of TQM, to learn and apply its elements, to be able to
develop and apply modern sports management approaches according to their field of
study.

Onerilen Diger Hususlar /
Recommended Other
Considerations

Ogrenciler bu ders icin énerilen kaynaklarla birlikte spor ile ilgili makale ve meslek érgiitleri
tarafindan cgikarilan dergileri takip edebilir.

Students can follow sports-related articles and journals published by professional
organizations along with the resources recommended for this course.

Staj Durumu / Internship Status

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

Ders igin 6grencilerin ders kitabi satin almasina gerek yoktur. ilgili tim materyal, ddSnem
basinda ve ilgili derslerde 6gretim gorevlisi tarafindan 6grencilere dagrtilacaktir. Ancak,
sinavlarda faydali olacagi diistincesiyle, 6grencilerin not tutmalari 6nerilir.

Students do not need to purchase a textbook for the course. All relevant material will
be distributed to the students by the lecturer at the beginning of the term and in the
relevant courses. However, it is recommended that students take notes as it will be
useful in exams.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr. Gér. Cemal OZMAN




OGRENME GIKTILARI / LEARNING OUTCOMES

Organizasyonlarda misyon ,vizyon ,temel degerler ve politika kavramlarnnin igerigini tanimlar.

Defines the content of mission, vision, core values and policy concepts in organizations.

Toplam Kalite Yonetimi (TKY) kavramini anlama ve spor isletmelerindeki 6nemini kavrama, temel
prensiplerini ve uygulama stratejilerini 6grenme.

Understanding the concept of Total Quality Management (TQM) and understanding its importance in
sports organizations, learning its basic principles and implementation strategies.

Musteri odakl bir kiiltliriin olusturulmasi ve g¢alisanlarin bu kiiltiire uyum saglamasi igin liderlik ve
organizasyonel yonetim becerilerini gelistirme.

Developing leadership and organizational management skills to create a customer-oriented culture
and to adapt employees to this culture.

Spor isletmelerindeki musteri iligkileri siireglerini etkin bir sekilde ydonetme ve siirdiirme stratejileri
olusturma.

Creating strategies to effectively manage and maintain customer relationship processes in sports
businesses.

Kalite, toplam kalite ydnetimi ve ilkeleri ve temel kavramlari agiklar. Toplam Kalitenin yurutilmesinde
kullanilan araclan bilir ve agiklar.

Explains quality, total quality management and principles and basic concepts. Knows and explains
the tools used in the execution of Total Quality.

Takim galismasi ve liderlik becerilerinin ilkelerini aciklar.

Explain the principles of teamwork and leadership skills.

Bir isletme ya da kurulus i¢in 6érnek ¢evre analizi yapar.

Makes a sample environmental analysis for a business or organization.

Toplam Kalite yonetimini uygulayan érnek spor organizasyonlarini inceler ve yaptiklarn ¢alismalari
tanimlar.

Examines sample sports organizations that apply Total Quality Management and describes their
work.

HAFTALIK DERS iGERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Toplam Kalite Yénetiminin tarihgesi ve felsefesi
History and philosophy of Total Quality Management
. . gretim Yont N _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Toplam Kalite Yonetimi ile ilgili tanim ve kavramlar
Definitions and concepts related to Total Quality Management
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Toplam Kalite Yonetimi ile klasik yaklagimlarin karsilastiriimasi
Comparison of Total Quality Management and classical approaches
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Toplam Kalite Yonetiminin 6zellikleri ve ilkeleri
Features and principles of Total Quality Management
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Toplam Kalite Yonetiminin yurutilmesinde kullanilan uygulamalar

Practices used in the execution of Total Quality Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Toplam Kalite Yénetiminde stratejik planlama agsamalari
Strategic planning stages in Total Quality Management
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Spor hizmetlerinin ézellikleri ve hizmet kalitesi yaklasimlari
Features of sports services and service quality approaches
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara Sinav
Midterm Exam
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Spor hizmetlerinin kalitesini etkileyen faktorler
Factors affecting the quality of sports services
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Toplam kalite yonetiminde personel gelistirme
Personnel development in total quality management
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Toplam Kalite yonetiminde performans degerlendirme yontemleri

Performance evaluation methods in Total Quality Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Spor organizasyonlarinda toplam kalite yonetimi ve ISO 9001-2000
Standardi uygulamalari
Total quality management and ISO 9001-2000 Standard applications
in sports organizations
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Misyon-vizyon-politika ve deger belirleme uygulamalan Ogrenci Sunumlari
Mission-vision-policy and value determination practices Student Presentations
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Swot analizi uygulamalari
Swot analysis applications
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Final Sinavi
Final Exam
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities N y Percentage of
umber L
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities y Percentage of
Number L
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 20.00 20.00
Final Sinavi / Final Examination 1 30.00 30.00
Takim/Grup Calismasi / Team/Group Work 1 25.00 25.00
Tartisma / Discussion 1 20.00 20.00
Gozlem / Observation 2 10.00 20.00
Toplam / Total: 6 105.00 115.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 25.00 (Saat/AKTS) = 115.00/25.00 = 4.60 ~ / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 115.00 / 25.00 = 4.60 ~

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES
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Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilar / Program Outcomes

1.1.2

1.1.3

114 115|116 |1.1.7 118 | 1.1.9

1.1.10(1.1.11

1.1.12

1.0rganizasyonlarda

misyon ,vizyon ,temel degerler
ve politika kavramlarinin
icerigini tanimlar. / Defines the
content of mission, vision, core
values and policy concepts in
organizations.

2.Toplam Kalite Yonetimi
(TKY) kavramini anlama ve
spor isletmelerindeki 6nemini
kavrama, temel prensiplerini ve
uygulama stratejilerini
6grenme. / Understanding the
concept of Total Quality
Management (TQM) and
understanding its importance in
sports organizations, learning
its basic principles and
implementation strategies.

3.Musteri odakl bir kulttrin
olusturulmasi ve ¢aliganlarin bu
kiiltiire uyum saglamasi igin
liderlik ve organizasyonel
yonetim becerilerini
gelistirme. / Developing
leadership and organizational
management skills to create a
customer-oriented culture and
to adapt employees to this
culture.

4.Spor isletmelerindeki musteri
iliskileri stireglerini etkin bir
sekilde yonetme ve slrdirme
stratejileri olusturma. / Creating
strategies to effectively
manage and maintain
customer relationship
processes in sports
businesses.
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5.Kalite, toplam kalite yonetimi
ve ilkeleri ve temel kavramlar
aciklar. Toplam Kalitenin
yurattlmesinde kullanilan
araclan bilir ve agiklar. /
Explains quality, total quality
management and principles
and basic concepts. Knows
and explains the tools used in
the execution of Total Quality.

6.Takim calismasi ve liderlik
becer!lerlnln |I_ke|_er|n| aciklar. / 3 3 4 3 3 4 5 4 3 4 4 5
Explain the principles of

teamwork and leadership skills.

7.Bir igletme ya da kurulus igin
ornek gevre analizi yapar. /
Makes a sample environmental 4 3 3 4 5 4 4 4 4 3 5 3
analysis for a business or
organization.

8.Toplam Kalite ydnetimini
uygulayan érnek spor
organizasyonlarini inceler ve
yaptiklari galigmalan tanimlar. /
Examines sample sports
organizations that apply Total
Quality Management and
describes their work.

Katki Dlzeyi / Contribution Level : 1-Cok Diistk / Very low, 2-Diistk / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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