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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Total Quality Management in Service Businesses / Total Quality Management in Service Businesses

Ders Kodu / Course Code

GMS514

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Master without Thesis / Master without Thesis

Ders Akts Kredi / ECTS 6.00
Haftalik Ders Saati (Kuramsal) / 3.00
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 Yl / Year

1

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

yok

none

Amaci / Purpose

Bu dersin amaci, hizmet sektoriindeki isletmelerin kalite ydnetimini anlamalarina yardimci
olmak ve isletme performansini artirmak icin kullanabilecekleri teknikleri 6grenmelerini
saglamaktir.

The aim of this course is to help businesses in the service sector understand quality
management and learn the techniques they can use to improve business
performance.

igerigi / Content

Bu dersin amaci, hizmet sektoriindeki isletmelerin kalite yonetimini anlamalarina yardimci
olmak ve isletme performansini artirmak icin kullanabilecekleri teknikleri 6grenmelerini
saglamaktir.

The aim of this course is to help businesses in the service sector understand quality
management and learn the techniques they can use to improve business
performance.

Onerilen Diger Hususlar / yok none
Recommended Other

Considerations

Staj Durumu / Internship Status yok none

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

Dale H. Besterfield, "Total Quality Management"
David Hoyle, "ISO 9000 Quality Systems Handbook"
Jeffrey K. Liker, "The Toyota Way"

Mikel Harry and Richard Schroeder, "Six Sigma: The Breakthrough Management Strategy"

Dale H. Besterfield, "Total Quality Management"
David Hoyle, "ISO 9000 Quality Systems Handbook"
Jeffrey K. Liker, "The Toyota Way"

Mikel Harry and Richard Schroeder, "Six Sigma: The Breakthrough Management
Strategy"

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)




OGRENME GIKTILARI / LEARNING OUTCOMES

Hizmet isletmelerinde toplam kalite yonetimi kavramlarini anlama. Understand the concepts of total quality management in service businesses.

Kalite yonetimi sureclerini planlama, uygulama ve kontrol etme becerisi kazanma. Acquire the skills to plan, implement, and control quality management processes.

Hizmet kalitesini 6lgme ve iyilestirme stratejileri gelistirme. Develop strategies for measuring and improving service quality.

Musteri memnuniyeti ve sadakatini artirmak icin kalite odakl yaklagimlari benimseme. Embrace quality-focused approaches to increase customer satisfaction and loyalty.

Hizmet isletmelerinde toplam kalite yonetimi alaninda arastirma yapma ve sonugclarini yazil veya Conduct research in the field of total quality management in service businesses and present the
s0zll olarak sunma becerisi geligtirme. findings in written or oral form.

HAFTALIK DERS iCERIiGi / DETAILED COURSE OUTLINE

217




Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Toplam Kalite Yénetimi Temelleri
Fundamentals of Total Quality Management
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Hizmet Sektdriinde Kalite Yonetimi
Quality Management in the Service Sector
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Kalite Kiilttriinln Olusturulmasi
Creating a Quality Culture
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Misteri Odakhlik
Customer Focus
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Siireg Yonetimi

Process Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Performans Olgiimii ve lyilestirme
Performance Measurement and Improvement
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Hizmet Kalitesi Degerlendirme Araclari
Tools for Assessing Service Quality
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Hizmet Tasarimi ve Standartlastirma
Service Design and Standardization
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Personel Egitimi ve Yetkinlik Gelistirme
Staff Training and Competency Development
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Miisteri lliskileri Y6netimi
Customer Relationship Management
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Tedarik Zinciri Yonetimi ve Kalite

Supply Chain Management and Quality
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Degisim Yonetimi ve Sirekli lyilestirme
Change Management and Continuous Improvement
Ogretim Yontem ve - -
Teorik Dersler / Theoretical Uygulama Lab Tgknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
13 Risk Y6netimi ve Kalite Kontrolu
Risk Management and Quality Control
Ogretim Yontem ve . o
Teorik Dersler / Theoretical Uygulama Lab Tgknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
14 Toplam Kalite Yoénetimi Proje Galismasi

Total Quality Management Project Work
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities Nun}llber Percentage of
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 Nurr¥ber Percentage of
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 1.00 1.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 1 76.00 76.00
Final Sinavi / Final Examination 1 1.00 1.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 1 72.00 72.00
Toplam / Total: 4 150.00 150.00

Dersin AKTS Kredisi = Toplam Is Yiikii (Saat) / 25.00 (Saat/AKTS) = 150.00/25.00 = 6.00 ~ 6.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 150.00 / 25.00 = 6.00 ~ 6.00
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilar / Program Outcomes
Hzailifg QUERES 111 (112113 (114|115 [ 116 | 1.1.7 [ 1.1.8 | 1.1.9 [1.1.10(1.1.11[1.1.12|1.1.13|1.1.14 [1.1.15

1.Hizmet igletmelerinde toplam
kalite yonetimi kavramlarini
anlama. / Understand the
concepts of total quality
management in service
businesses.

2 Kalite yonetimi sureglerini
planlama, uygulama ve kontrol
etme becerisi kazanma. /
Acquire the skills to plan,
implement, and control quality
management processes.

3.Hizmet kalitesini 6lgme ve
iyilestirme stratejileri
gelistirme. / Develop strategies 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4
for measuring and improving
service quality.

4.Musteri memnuniyeti ve
sadakatini artirmak icin kalite
odakl yaklagimlari
benimseme. / Embrace quality- 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4
focused approaches to
increase customer satisfaction
and loyalty.

5.Hizmet isletmelerinde toplam
kalite y6netimi alaninda
arastirma yapma ve sonuglarini
yazili veya s0zlli olarak sunma
becerisi gelistirme. / Conduct 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4
research in the field of total
quality management in service
businesses and present the
findings in written or oral form.

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