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Oz

2013-2014 yilinda pilot uygulama ile egitim hayatina baglayan Diyanet isleri Baskanligi'na
(DIB) bagli 4-6 yas Kur’an kurslarinin sayisinin hizla arttig1 goriilmektedir. Cocuklarini bu
egitim kurumlarina génderen ebeveynlerin kurstan saglamasini bekledigi bir standart ve
kalite s6z konusudur. Bu beklenti saglanamadiginda ebeveynler hem mikro alanda sosyal
cevresine hem de makro alanda internet ortaminda daha genis bir okuyucu kitlesine
memnuniyetsizligini/sikdyetlerini  iletebilmektedir. Ulkemizde bu sikayetlerin
yayinlandigi sikdyet platformlarindan biri “sikayetvar.com” adli websitesidir.
“sikayetvar.com” sitesi iilkemizin ilk sikdyet platformu olmasi, iicretsiz olarak tiye
olunabilmesi ve sikdyetin kolayca paylasilabilmesi agisindan tercih edilmistir. Bu agidan
calismanin amaci s6z konusu platformda 2019’dan giiniimiize son 5 yilda yayinlanmis ve
hala yayinda olan 4-6 yas Kur’an kurslarina yonelik sikdyetlerin nitel arastirma yontemi
ile incelenerek sikayet konularina iliskin temalar olusturmak ve degerlendirmektir.
Aragtirmanin amact dogrultusunda verilerin analizinde belge tarama ve igerik
¢oziimlemesinden faydalanilmistir. Yasanan gelisim ve degisimler bireylere aldiklari ve
alabilecekleri hizmetler ilgili tercih yapma ve tercihini istegine gore yonetebilme imkani
sunmaktadir. Bu baglamda Diyanet Isleri Baskanligi'nin sundugu 4-6 yas Kur’an kursu
hizmetinin gelisimine hem de ¢ocuklarini bu kurslara génderen bireylerin sikdyetci
olduklari konu/larin belirlenmesi ve degerlendirilmesi kurumun organizasyonuna ve
sundugu hizmetlerin iyilestirilmesine katk: saglayacag: diistiniilmektedir. Bu minvalde
oncelikle s6z konusu siteden 4-6 yas Kur’an kurslari ile ilgili oldugu saptanan 166 sikayet
word dosyasina aktarilmustir. Tkinci olarak sikdyetler degerlendirilerek kayit ve aidat,
personel, imkanlar ve digerleri olarak dort tema altinda toplanmustir. Kontenjan sinirliligi
ve kurs aidatlar1 kayit ve aidat (n:74 %44,5) temasinda degerlendirilmistir. Personel
temasina dair sikdyetler (n:76 %45,7) ise kurs yéneticileri, dgreticiler, kursta calisan
yardimcilar ve diger birimlerde calisan personellerle ilgilidir. imkanlar (n:15 %9)
temasinda ise kursun fiziksel imkanlari, hijyen, gliriiltii ve ulasim sikdyetlerin temel
konusunu olusturmustur. Bu kategorilere girmeyen sikayetler ise digerleri (n:13 %7,8)
temasi incelenmistir. En ¢ok sikdyet kayit ve aidat ile personel temasinda yer almistir.
Memnuniyetsizligin beyani olan sikdyetin akabinde dikkate alinmasi, degerlendirilmesi ve
¢oziime ulastirilarak memnuniyetsizligin ortadan kaldirilmas:  beklenmektedir.
Sikayetlere yonelik duyarsizlik ve ¢6ziim odakli olmayan yaklasimlar vatandaslar ile
kurumum arasindaki bagi/iliskiyi zayiflatip zedeleyerek kurumun yetkin goriildiigii en
hassas konulardan biri olan dine bakisim1 ve kurumun dini konulardaki otoritesinin
sorgulanmasina sebep olabilmektedir. Giiven ve baghligin kaybinda ise vatandaslar
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gliniimiiziin sundugu imkanlar dogrultusunda bilginin dogrulugu ve kaynag: problemi de
diisiiniildiigiinde farkl kisilerin goriis ve iddialarina itimat edebilmektedir. Bu durum
toplumsal birligi ve dayanismayi etkileyebilmekte Gtekilestirmelere de yol agabilmektedir.
Buradan hareketle hizmet kalitesinin siirekli arttirilmasi, beklenti ve taleplerin
karsilanabilmesi i¢in sikdyetlerin dikkatli yonetimine ihtiya¢ duyuldugu sGylenebilir.
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Abstract

The number of Qur’an courses for 4-6-year-olds affiliated with the Presidency of Religious
Affairs has significantly increased since its pilot launch in 2013-2014. Parents, who send
their children on these courses, anticipate a specific standard and quality from these
educational institutions for their children. However, when these expectations aren’t met,
parents often voice their dissatisfaction, sharing complaints within their social circles in
the micro field and to a larger audience in the macro area. In Turkey, the platform
“sikayetvar.com” is one avenue for publishing such grievances. This platform was chosen
because it is the country’s first complaint platform, has a free membership option, and a
user-friendly complaint-sharing interface. In this respect, the study uses qualitative
research methods to analyze and evaluate themes related to complaints about 4-6-year-
old Qur’an courses published on “sikayetvar.com” from 2019 to the present. The data
analysis involved document scanning and content analysis. The nature of developments
and changes enables individuals to shape their service-related preferences and choices.
Hence, there is a belief that contributing to the advancement of the 4-6 age group Qur’an
courses offered by the Presidency of Religious Affairs, alongside identifying and evaluating
the complaints expressed by parents sending their children to these courses, would
ultimately enhance the institution’s organizational structure and the quality of services
provided. Initially, 166 complaints concerning the 4-6 age group Qur’an courses were
compiled into a Word document from the mentioned website. Subsequently, these
complaints were categorized under four distinct themes: registration and fees, personnel,
facilities, and others. Theme of registration and fees (n:74, %44.5) encompassed complaints
centered around the limitations imposed by quotas and course fees. Complaints associated
with the personnel theme (n:76, 45.7%) focused on issues concerning course managers,
instructors, assistants, and personnel in other capacities. Under the facilities theme (n:15,
9%), the predominant concerns were physical facilities, hygiene, noise, and transportation.
The remaining complaints were grouped under the others themes (n:13, 7.8%). Themes of
registration and fees, as well as personnel, garnered the most complaints. When viewed from
an institutional standpoint, the complaints can be regarded as constructive feedback
aimed at enhancing both the quality of service and overall user experience. Following the
expression of dissatisfaction in the form of a complaint, it is expected that the
dissatisfaction will be considered, evaluated, and resolved, leading to the elimination of
the discontent. Indifference towards complaints and non-solution-oriented approaches
can weaken and damage the connection/relationship between citizens and the institution,
affecting the institution’s perceived competence in one of the most sensitive matters,
which is the perspective on religion, and leading to questioning the institution’s authority
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in religious matters. In cases of trust and loyalty erosion, citizens, considering the
challenges posed by the accuracy and source of information in today’s context, may rely
on the opinions and claims of different individuals. This situation can affect social unity
and solidarity, potentially leading to marginalization and othering. Based on this, it can be
said that to improve service quality and meet expectations and demands continuously,

careful management of complaints is needed.
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