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SOSYAL SERMAYENIN MUSTERI MEMNUNIYETINE
ETKISINDE MOTIVASYONUN VE OPERASYONEL
YETENEKLERIN ROLU BILiSIM SEKTORUNDE BiR
ARASTIRMA

Osman YILMAZ* - Gézde MERT*

0z

Orglit calisanlarinin birbirleriyle iliskilerinin kalitesini, ise baglama
ve sonraki suirecglerde ige katilim, is ile ilgili bilgilerin paylasilarak birlikte
gelistirilmesi anlayis ve uygulamalarini iceren sosyal sermaye, musteri
memnuniyetini  saglamanin  o6nemli faktorlerindendir. @ Musteri
memnuniyetini, calisanlarin is tatmini, baghligi, strekliligini saglayan
motivasyon arttirici etkisi, motive calisanlarla birlikte 6grenen Orgult
suUreclerine olan katkisi, operasyonel yetenekleri arttirici etkisi ile
gerceklestirilir. Bu arastirmada sosyal sermayenin calisan
motivasyonunu ve operasyonel performansa etkileri ile musteri
memnuniyeti saglamakta oldugu 6ne strtilmektedir. Bu baglamda Kasim
2018-0Ocak 2019 arasinda 100 bilgi teknolojisi sirketlerindeki ydneticilere
anket uygulanmis ve 224 yodneticiden elde edilen veriler incelenmistir.
Elde edilen arastirma bulgularina goére sosyal sermaye ile musteri
memnuniyeti arasinda dogrudan bir iliski olmadigi ancak, sosyal
sermaye ile musteri memnuniyeti arasindaki iliskide motivasyon ve
operasyonel yetenegin tam ara degisken etkisine sahip oldugu tespit
edilmistir. Arastirma sonunda bilisim sektdértinde bulunan firmalar icin
orglitsel felsefe, iklim ve kultir ortaminin olusturulmasi, calisan
baghiliginin ve motivasyonun saglanmasi gerektigi belirtilmistir. Ayrica,
sosyal sermayenin gelistirilmesi ve bunun da orgit performansini
artirmasi icin yénetimin bu konuda tesvik edilmesi, iletisim sisteminin
kurulmasi, yonetilmesi, korunmasi ve gelistirilmesi 6nerilmektedir.
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THE ROLE OF MOTIVATION AND OPERATIONAL SKILLS IN
THE EFFECT OF SOCIAL CAPITAL ON CUSTOMER
SATISFACTION: A RESEARCH IN THE INFORMATION
TECHNOLOGY SECTOR

ABSTRACT

Social capital, which includes the intellection and practice of the
quality of relations of organization employees with each other, the
participation in the work in the beginning and the next processes,
development together by sharing knowledge, is one of the important
factors in achieving customer satisfaction. Customer satisfaction is
achieved through employee satisfaction, loyalty, its effect incresing
motivation ensuring continuity, its contribution to organizational
processes motivated and learned together with employees, its effects of
enhancing operational capabilities. In this study, it is suggested that
social capital provides employee motivation and customer satisfaction
thanks to operational performance. In this context, in this context, a
survey was conducted for managers of 100 information technology
companies between november 2018 and january 2019 and data from 224
managers were examined. According to the research findings, it was
found that there is no direct relationship between social capital and
customer satisfaction, but it has been determined that motivation and
operational ability have an interim variable effect on the relationship
between social capital and customer satisfaction. At the end of the
research, for companies in the IT sector; It was stated that organizational
philosophy, climate and cultural environment should be created,
employee loyalty and motivation should be provided. In addition, the
development of social capital, which will improve organizational
performance and encouraging organizational management in this regard
and also establishment, management, protection and development of the
communication system in the organization are recommended.

STRUCTURED ABSTRACT
Introduction

As a result of easier imitation of existing competitive capabilities as
a result of the technological and telecommunications developments in the
information age, the most important factor of competetive advantage is
customer satisfaction, which imposes customer orientation to the
organizations for permanent competitive advantage (Dogan and Demiral,
2007; Duffy, 2000; Law, Verville and Taskin, 2011). The aim of this study
is to examine the effects of social capital on customer satisfaction through
employee motivation and operational abilities. The question of the study
is: “What is the effect of social capital on motivation, operational abilities
and customer satisfaction?”

In this study, examining social capital, motivation and operational
talent within the framework of studies in the literature, hypotheses have
been developed on the direct and indirect effects of social capital on
customer satisfaction and directly on motivation and operational
capabilities. The results of the survey were analyzed with structural
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equation model and suggestions were given to the practitioners and
researchers.

1. Conceptual Framework
1.1. Social Capital

Accordig to Bourdieu, one of the important founders of social
capital literature, social capital is reserved in the trust and solidarity
between the members of the related group (Bourdieu, 1986). according to
Coleman, social capital the motivation of helping among people. This
motivation increases the effectiveness by faciliting relationship of the
whole network (Coleman, 1988). Putnam defines social capital as
informal norms such as trust and relationship networks that increase the
effectiveness of people (Putnam, 1995).

The relationships which is based on the sense of common interest
/ common fate and provides trust, cooperation and coordination between
stakeholders through social relations (Nahapiet and Ghoshal, 1998;
Baykal and Gtirbtliz, 2016) are considered social capital (Moon and Kym,
2006). with these aspects, social capital explains the importance of using
social connections and social relations in achieving corporate goals
(Secer, 2009).

The customer information is stored in the minds of employees
together with the information systems of the enterprise (Cegarra-Navarro
and Sanchez-Polo, 2008). however, employee capital doesn't only consist
of information in the mind of employees. It is skill developed and
knowledge acquired by communicating and interacting with the business
environment (Edvinsson, 2002; Steward, 1997). It is also important to
bring knowledge and skills to the business as much as the development.
by combining and developing, social capital mediates knowledge and
abilities to be properties of enterprise. The existence and effectiveness of
social capital depends on the organizational climate in the management
philosophy and established by the managers. Sharing, open corporate
culture supporting and rewarding cooperation creates a high level of
working social capital (Géksel and Baytekin, 2008).

Social capital increases the trust and cooperation among the
individuals; trust and cooperation created by social capital are
transferred to other employees and institutions by exchanging the
knowledge and skills acquired by the employees in the social environment
of the business. In this way, employees’ knowledge and skills become
permanently business’. The open and reliable relationship climate
provided by social capital increases the social quality of employee
relations and improves the innovative and adaptive skills of the
institution by preventing the resistance against innovation (Jassawalla
and Sashittal, 2003; Kaya, 201 1; Kapu, 2008; Kilic, Kocyigit, 2017; Kogut
and Zander, 1996; Nahapiet and Ghoshal, 1998; Yesil, Cinar and Uzun,
2010).

This climate is also reflected in the relations of the employees with
the environment. Social capital, which enables employees to obtain
information and solve problems in aituations that exceed their abilities,
knowledge and experience, contributes to individual productivity within
the organization by increasinh employee motivation (Greve and Benassi,
2010). social capital motivates employees and the information provided
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by the customer relationship process as a result of the customer-
oriented, which is ensured by the employees being more interested in the
customer, also contributes to the operational capabilities of the
enterprise (Yli-Renko, Autio and Tontti, 2000). better understanding of
customers' need, customer satisfaction is ensured through operational
improvements at the stage of developing/producing, production and
distribution of the product the customer wants (Moon, Kym, 2006; Shih,
Chang and Lin., 2010; Saint-Onge, 1998).

In this respect, social capital enhances customer satisfaction and
increases the benefits of investments in physical and human capital by
increasing employee motivation and operational capabilities.

Hi: Employees’ social capital affects customer satisfaction.
H2: Employees’ social capital affects employee motivation.

Hs: Employee social capital affects the company’s operational
capabilities.

1.2. Employee Motivation

It is necessary to maximize human resources for a real competitive
advantage under the conditions of the information society that all parties
to competition have access to the material elements of competition (Ogtit,
Akgemci and Demirsel, 2004; ince and Gtil, 2006).

Elton Mayo Hawthorne drew attention to Frederick Taylor's
motivational theories exceeding the proposal that employees in the
context of scientific management should only be motivated by payment
and helping by recognizing the impact of this employee motivation on the
performance. (Mayo, 1949). In later studies, it is seen that employee
performance is important in order to increase operational performance
(Zaim and Kocak, 2010) and that it is necessary to motivate employees,
to ensure employee commitment in order to increase employee
performance (Gratton, Hope-Hailey, Stiles and Truss, 1999; ince and G1il,
2006; Ogut, Akgemci and Demirsel, 2004). Motivated employees work
enthusiastically and enthusiastically, fulfill their duties with enthusiasm
and do not hesitate to use initiative (Ince and Gtil, 2006). Businesses
should inspire and encourage employees to be motivated (Luthans,
1995).

Human capital is not yhe property of businesses. When his
relationship with the business is weakened, he is not valued, and he is
not motivated, he leaves the company (Steward, 1997). instutions should
keep their valuable employees for long-term interests (Moon, Kym, 2006).
loss of employees leads to loss of organizational knowledge and
experiences (Bontis and Fitz-enz, 2002). remaining of employees in the
organization which is one of the most basic tasks of the managers can be
provided by organizational commitment (Ogiit, Akgemci and Demirsel,
2004; Turunc and Celik, 2010). Organizational commitment allows
qualified employees to use their knowledge and skills for the organization
(Ozdevecioglu, 1999).

While motivation increases the quality of work by increasing
participation to work and commitment to the work itself, it decreases the
workforce by increasing organizational commitment, thus by remaining
in the company, quality staff contributes to the formation of operational
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and customer value with the permanence of their operational capabilities
(Cakar and Ceylan, 2005; Cikrikc: and Dastan, 2002).

The motivation of the employees at all levels is important (Kayalar,
2002). employee motivation can be provided by a management
philosophy that values the employees. Businesses should utilize
knowledge, experience and skills of employees at the maximum level by
including them in the business process. For this purpose, the technical
knowledge and talent dimension of human capital can/must be revealed
by motivational business culture, and professional knowledge,
competence, talent-building efforts (Cikrikci and Dastan, 2002). the effect
of motivation vehicles varies depending on the circumstances. A good
manager determines and uses motivation preferences based on these
conditions (Ytksel, 2007). motivation management theories -
management by objectives, decentralization, delegation, reinforcement,
participative management, job enrichment etc.- will bring competitive
advantages to the business by enabling employees to use their abilities
in the most effective way with their applications, the effect of increasing
employee satisfaction and motivation (Ogut, Akgemci and Demirsel,
2004). In order to ensure employee motivation increasing employee
performance; the adoption of a participatory management philosophy
and the regulatory influence of social capital are important in
establishing a team spirit and team solidarity among employees (Bayer,
2003). By increasing employee motivation through organizational
integration (Sisman, 2007), business social capital affects productivity,
efficiency and performance through people who are open to innovation
and can be improved and increases the operational performance of
enterprises together.

Reading of the change in the market in advance provides
competitive advantage to organizations (Mason, Doyle and Wong, 2006).
Motivation also contributes to customer satisfaction by directing
employees to be customer focused (Topcu and Isik, 2007). motivated and
customer-oriented employees can be predict market dynamics, meet the
demand of the market and provide customer satisfaction with their
innovative services and products (Akglin et al., 2010).

H;: Employee motivation affects the company's operational
capabilities.

Hs: Employee motivation affects customer satisfaction.
1.3. Operational Capabilities

From the princibles of scientific management that emerged from
beginning of 20th century, the main purpose in all management theories
is to organize employee-employer relations optimally and to maximize the
work performance, operational efficiency (Taylor, 1914). Individual talent
is the professional ability that employees can demonstrate their ability,
knowledge and skills (Karatas and Cankaya, 2010). organizational ability
is the competence and efficiency that occurs with the interaction of all
factors within the instution (Akpinar, 2003). In the absence of an
environment where talents will be revealed, the employee's skills will not
be used sufficiently and wasted (Karatas and Cankaya, 2010). To
transform employees' individual knowledge and skills into collective
skills, co-learning in open and sharing social environments improves
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operational capabilities and increases effects of these capabilities
through common evaluation and solution approaches for solving
problems and developing business (Eski, 2009; Gtinday and et al., 2008;
Kapu, 2008; Stephenson, 2006; Yesil, Cinar, Uzun, 2010).

The main purpose of enterprises is to determine and meet the needs
of the market in today's conditions (Bayer, 2003). gaining a new customer
is much more difficult and costly than customer retention (Erkus, 2006;
Tekin and Cicek, 2002). In order to make the new customer permanent,
work must be done right the first time and every time (Dogan and
Demiral, 2007). operational skills participate in the process for free. It
increases customer satisfaction by reducing the cost and increasing the
quality by ensuring that the work is done correctly every time (Garbarino
and Johnson 1999; Oz and et al., 2009). ensuring customer satisfaction
also means customer loyalty. imitation of customer loyalty by rivals is
difficult and costly (Apaydin, 2009). It is one of the most important
competitiveness of the business and provides an advantage for the
business (Erkus, 2006).

Hs: The operational ability of the company affects customer
satisfaction.

The positive effect of social capital on economic development (Knack
and Keefer, 1997) can be directly and indirectly (Karagtil and Masca,
2005). the direct appearance of these impacts are the increase of
operational capabilities, the decrease in costs, the increase in quality, the
increase in production capacity, problem-free, fast process completion
with motivated employees; the indirect effect is that the trust and
cooperation climate enhances the relationships among employees, the
motivation of the employees and the relationships with the customers. It
contributes to understanding of technological developments in the field,
customer trends and needs with the focus of motivated and talented
employees on the field; and contributes to ensuring customer
satisfaction with the information provided here (Hollenbek and Jamieson,
2015; Baykal and Gurbtiz, 2016; Yli-Renko, Autio and Tontti, 2000).

H7: Employee motivation has an intermediate variable effect
between employees' social capital and customer satisfaction.

Hs: The operational ability of the firm has an intermediate variable
effect between employees' social capital and customer satisfaction.

2. Design of Research
2.1. Research Model

The aim of this study is to investigate the effects of social capital on
motivation, operational ability, and customer satisfaction as shown in
Figure 1. the schematic content is as follows:
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Figure 1. Research Model
2.2. Scales

Within the scope of the study, in order to test hypotheses showing
the relationships between variables that constitute conceptual research
model developed in accordance with the literature, the scales which were
developed in the studies published in the international literature and
whose validity and reliability were accepted have been used. In order to
measure the variables in the conceptual model, a total of 22 jurisdictions
were prepared according to the 5-point Likert type.

3 judicial questions were asked in order to determine demographic
characteristics of individiuls and firms. in order to measure the issue of
social capital, the scale developed by using the scales developed by
Youndt (1998), Reed (2000) and Alpkan et al. (2009) was used and 4
judges were asked to the participants in order to measure the issue of
motivation, the scale developed by taking advantage of judgements
developed by Erkus (2006) was used and there are 5 judges in total.

In order to mesure the issue of operational capability, a new scale
was created by using the scales developed by Bontis (1998), Yilmaz ve
arkadaslar: (2009) and Goézen (2018) was used and 7 jurisdictions were
addressed to the participants.

In order to measure the issue of customer satisfaction, the scale
prepared by Bontis (1998), Yilmaz et al. (2009) and Goézen (2018) was
used and there are 7 judges in total.

2.3. Sampling
Tablo 1. Demographic Findings (n=112)

Groups n % Groups | n | %
Company Size Company Age
Small 44 | 39,3 |L1980and 9 8,0

Earlier

Medium 45 40,2 1981-2000 60 53,6
Large 15 13,4 2001 and After 43 38,4
Very Large 8 7,1
Position in The Company
Owner / Partner / 71 | 63,4 | Employee 41 36,6
Manager
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The universe of the research consists of companies operating in IT
sector in Istanbul and Kocaeli. Field research conducted by using survey
method was conducted between November 2018 and January 2019. For
the field research, 55 companies were contacted, informed about the
study and asked if they could participate in the survey. 50 companies
accepted to participate in the survey. A total of 115 participants were
reached in the study. Incomplete response forms were not taken into
consideration. Thus, the data of 112 participants from S0 firms were
examined.

3. Analysis and Results
3.1. Validity and Reliability of The Scales

The construct validity of the scales used in the study was primarily
evaluated with explanatory factor analysis. The Kaiser-Meyer-Olkin
(KMO) sample adequacy test and Bartlett sphericity test were applied to
test the suitability of the data set in social capital scale for factor analysis.
KMO value was determined 0,79, over 0,70, acceptable limit; since
Bartlett sphericity test was over 0,50 and it was significant at 0,05
significance level, data set was found to be suitable for factor analysis.
The KMO coefficient found shows that the data are suitable for analysis.
There was no judge that measure of sampling adequecy is below 0.50,
there was single under factor, associated with multiple factors, and factor
weight was less than 0.50. in factor analysis, only one factor whose
eigenvalue is above 1 was obtained. Total declared variance was found as
71.4%.

The KMO value at motivation scale was determined as 0,79, and as
Bartlett sphericity test was over 0,50 and it was significant at 0,05
significance level, data set was found to be suitable for factor analysis.
There was no statement that measure of sampling adequecy is below
0.50, there was single under factor, associated with multiple factors, and
factor weight was less than 0.50. In factor analysis, only one factor whose
eigenvalue is above 1 was obtained. Total declared variance was found as
73%.

KMO value at operational ability scale was determined as 0,83 and
since Bartlett sphericity test was over 0,50 and it was significant at 0,05
significance level, data set was found to be suitable for factor analysis.
There was no statement that measure of sampling adequecy is below
0.50, there was single under factor, associated with multiple factors, and
factor weight was less than 0.50. In factor analysis, the only one factor
with an eigenvalue above 1 was obtained. Total declared variance was
found as 60,7%.

KMO value at customer satisfaction scale was determined as 0,79,
and since Bartlett sphericit test was over 0,50 and it was significant at
0,05 significance level, data set was found to be suitable for factor
analysis. There was no statement that measure of sampling adequecy is
below 0.50, there was single under factor, associated with multiple
factors, and factor weight was less than 0.50. In factor analysis, 2 factors
whose eigenvalue were 1 and above were obtained. These factors were
called “customer satisfaction arising from the internal elements of the
company” and “recognition and understanding the customer and
customer loyalty”. Declared variance rate of extrinsic motivation was 40
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%; declared variance rate of intrinsic motivation was 37,4%; total
declared variance was found as 77,4%.

The construct validity of the scales used in the study was also
evaluated by confirmatory factor analysis as a part of the SEM modeling
after explanatory factor analysis. Each of the jurisdictions was
significantly loaded with its own variable (the lowest t-value was 2,50).
significance loading of the indicators to their own factors statistically
provides support for convergence validity. It was determined that the
indexes obtained as a result of the analyses provided the compliance
criteria (x2=421,096, df=55, x2/df=2,127, GFI=0,871, CFI=0,973,
RMSEA=0,011, NFI=0,888). Figure 2 shows the road diagram and
standardized values for the scale.

Table 3. Reliability Analysis Results of Research Scales

Number Reliability
Scale of Coefficient CR AVE
questions

Social Capital 4 0,865 0,869 0,627
Motivation 5 0,902 0,906 0,665
Operational Ability 7 0,891 0,895 0,504
Customer Satisfaction 6 0,851 0,920 0,662
Customer Satisfaction Caused
by Internal Elements of The 3 0,868 0,887 0,728
Company
Recognition and Understanding
Of Customer and Customer 3 0,816 0,815 0,597
Loyalty

In addition, two factor models proposed by Bagozzi, Yi and Philips
(1991) were used to examine the decomposition validty of the variables,
and the compability of the constrained models generated by AMOS 24.0
was compared to the original model. In order to test the validity of
decomposition through two-factor model, the correlation among all
factors is calculated and limited for integrity. The limited model is
compared to the original model. In this study, a total of 32 models were
developed and 60 pairs of comparison were evaluated. Chi-square change
(Ax2) occuring in each model (limited and free) was found to be
statistically significant (Ax%>3.84). In this way, it is possible to say that
the variables provide the validity of decomposition.

3.2. Correlation Analysis

Table 4 shows correlation coefficients expressing relations between
variables and the descriptive statistical findings of the variables.
Correlation analysis in Table 4 which the results are revealed by
examining the data of the participants gives an idea about the direction
and strength of the relationships between the research variables. All of
the variables have a positive relationship with each other at a level of
significance of 0.01.
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Table 4. Correlation Analysis (n=112

Variables Ave. | St. Dv. 1. 2. 3. 4. 5. 6.
1. Motivation 3,53 0,95 1
2. Social Cap. 3,78 0,87 ,684** 1
3. MF1 3,48 0,97 ,048** | ,325*%* 1
4. MF2 4,00 0,69 ,0062** | ,475%* | ,519** 1
5. Cus. Sat. 3,74 0,72 ,633** | ,442** | 514** | ,522*%* 1
6. Op. Abilities | 3,65 0,77 ,611** | 525** | ,558** | ,657** | ,685** 1
3.3. Tests of Hypothesis
In order to test emprically the hypotheses presented the theoretical
framework; structural equation analysis was performed using the AMOS
program. It is assumed that the factors in the research model (social
capital, motivation, operational ability, customer satisfaction) and causal
relationships between these factors can be explained.
When Table 5 is examined, it is seen that the conceptual model is
in harmony with the data. GFI and NFI values are at the acceptable level.
Rate of degree of freedom and chi square is less than 5 (x2/df=1,594).
That the RMSEA value is less than 0,05 and the CFI value is greater than
0.97 indicates a high compliance.
Table 5. Path Analysis Results of Hypothesis Testing
Hyposthese Path Model A Model B Model C Result
H, Soc. Cap.—» Cus. Sat. 339 - Unsuc;l)porte
Soc. Cap.—» . ,584***
Hoz Motivation ,608 Supported
Hs Soc. Cap— Op. Ab. ,534*** ,203** Supported
Ha Motivation =» Op. Ab. , 40 1*** ,372%* Supported
Hs lé/[aottlvatlon —» Cus. 3045wk Supported
Hs Op. Ab. =—» Cus. Sat. ,0605%** Supported
x2=4,781, df=3, x2/df=1,594, CFI=0,993, GFI=0,983, NFI=0,981, RMSEA=0,043
*kk p<o’0 1

Intervening variable effect of motivation and operational ability with
H7 and Hs hypotheses between social capital and customer satisfaction
was tested following the procedure Baron and Kenny (1986) proposed.
Accordingly;

1) When model A is examined; There is no statistically significant
relationship between social capital and customer satisfaction (§ =, 33 p>,
01). therefore, hypothesis H; is not supported.

2) When model A is examined; There is a positive correlation
between social capital and motivation (B = 58 p <.01). Therefore,
hypothesis H; is supported.

In the Hs hypothesis (f=,53 p<,01) which the relationship between
social capital and operational capability is examined, it's seen that there
is a positive relationship. Therefore, hypothesis H3 is supported.

There is a statistically significant relationship between the variables
in hypothesis Hs where the relationship between motivation and
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operational skill (3=,40 p>,01) is predicted. This result shows that the
hypothesis H4 is supported.

When the hypothesis Hs is examined, it is determined that there is
a positive and significant relationship between motivation and customer
satisfaction (=,39 p<,01). Therefore, the hypothesis Hs is supported.

When the hypothesis Hs is examined, it is determined that there is
a positive and significant relationship between operational talent and
customer satisfaction (f=,60 p<,01) and the hypothesis Hs is supported.

3) Motivation (=39, p<.01) and operational ability (f=,60 p<.01) are
determined to be positively related to customer satisfaction after social
capital is brought under the control as seen in Model C. The inclusion of
motivation and operational capability in the model increases RZ2 of
customer satisfaction.

According to the results in Table 5, motivation and operational
talent have the full intervening variable effect in the relationship between
social capital and customer satisfaction. Therefore, the hypotheses H~
and Hg are supported.

Conclusion

In this study, the relation of social capital with motivation,
operational ability and customer satisfaction; the relation of motivation
and operational skills with customer satisfaction; and the relation of
social capital with customer satisfaction through motivation and
operational capabilities are examined.

As a result of the analysis of data obtained from 112 managers; no
statistically significant relationship was found in the relationship
between social capital and customer satisfaction.

It is seen that there is a positive relationship between social capital
and motivation and operational ability. A positive and significant
relationship was found between motivation and operational ability and
customer satisfaction and between operational ability and customer
satisfaction.

After the social capital variable was brought under the control, it
was determined that motivation and operational ability were positively
related to customer satisfaction. According to these results, motivation
and operational ability have the full intervening variable effect in the
relationship between social capital and customer satisfaction.

Social capital is evaluated with its structural, cognitive and
relational dimensions (Kapu; 2008). That social capital does not provide
direct customer satisfaction shows that its relational dimension is
directed at the inter-organizational and the employees of the organization
in the IT industry and not focused on customer relations. By providing
customer satisfaction, organizational philosophy, climate and culture
that will allow these dimensions providing added value in the
organization to take place in customer relations in the same way must be
established.

In IT companies, operational performance depends on employee
performance at most, employee performance depends on employee
motivation at most. By increasing motivation and operational
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performance, social capital reduces the production costs of IT products,
improves its quality and ensures customer satisfaction and ultimately
continuous competitive advantage and profitability with error-free
operation of operational processes.

Motivation of motivated employees in IT sector positively affects
operational capabilities and customer satisfaction. Employee
commitment depends on employee motivation. Employee commitment
has positive effects on organizational performance. Employees with high
organizational commitment tend to quit less. The employee develops the
technical knowledge and skills of the enterprise by sharing the
information and relations as a result of self-esteem with the other
employees of the enterprise. Advanced technical knowledge and
capabilities will enhance the operational capabilities of the enterprise
(Celik and Percin, 2000). These capabilities ensure that the right
decisions are made on the changes in customer expectations, the right
product is produced and the correct processes are executed. When
operational capabilities are perfected, these motivated employees ensure
customer satisfaction by performing the work and operation at the first
time and every time the most accurate, fast and high quality. Operational
capabilities depend on motivated employees (OECD, 2007), especially on
leading employees.

In IT sector, after social capital was brought under the control,
including motivation and operational ability in the model increases
customer satisfaction, which causes that social capital increases the
impact of these factors on customer satisfaction. Therefore, it is clear that
social capital is one of the most important potential factors of customer
satisfaction. The managers who develop and activate social capital will be
able to increase the performance of the organization and perform
organizational goals (Garavan et al., 2001). By providing the
environment, culture and climate to provide it, management, support,
encouragement and establishment, management, protection and
development of the communication system, social capital will provide
customer satisfaction and operational profitability as well as self-
expected employee motivation, operational capabilities (Geyik and Barca,

2004).

Keywords: Organizational culture, corporate image, the brand,
organizational performance, innovation Performance, quantitative
Performance.

GIRiS

Bilgi ¢aginda yasanan teknolojik ve telekomikasyonel gelismeler sonucunda mevcut rekabetgi
yeteneklerin daha kolay taklit edilebilirligi sonucunda rekabet avantajinin en 6nemli unsuru miisteri
memnuniyeti olmasi orglitlere kalici rekabet tistiinligii i¢in miisteri yonelimini dayatmaktadir (Dogan
ve Demiral, 2007; Duffy, 2000; Law, Verville ve Taskin, 2011). Bu c¢alismada sosyal sermayenin,
calisan motivasyonu ve operasyonel yetenekler iizerinden misteri memnuniyetine etkilerini
incelemektir. Caligmanin sorusu sudur. “Sosyal sermayenin, motivasyon, operasyonel yetenekler ve
miisteri memnuniyeti lizerindeki etkisi nasildir?”
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Caligmada sosyal sermaye, motivasyon ve operasyonel yetenek konulari literatiirdeki ¢aligmalar
cercevesinde incelenerek sosyal sermayenin, motivasyon, operasyonel yetenekler iizerindeki dogrudan,
miigteri memnuniyeti izerinde dogrudan ve dolayl etkileri konusunda hipotezler gelistirilmistir.

Yapisal esitlik modeli ile test edilen anket bulgulari yorumlanarak uygulamacilara ve
arastirmacilara oneriler sunulmustur.

1. KAVRAMSAL CERCEVE
1.1. Sosyal Sermaye

Sosyal Sermaye yazinin énemli kuruculardan Bourdieu’ya gore Sosyal sermaye ilgili grubun
iiyelerinin arasindaki giiven ve dayanismada saklidir (Bourdieu, 1986). Coleman’a goére sosyal sermaye,
insanlar arasindaki yardimlasma motivasyonudur. Bu motivasyon tiim agin iliskilerini kolaylastirarak
etkinligini arttirir (Coleman, 1988). Putnam ise sosyal sermayeyi, insanlarin etkinligini arttiran giiven
ve iligki aglar1 gibi informal normlar olarak tanimlamaktadir (Putnam, 1995)

Paydaslar arasinda sosyal iliskiler aracilig1 ile giiven, is birligi ve esgiidiim saglayan (Nahapiet
ve Ghoshal, 1998; Baykal ve Giirbiiz, 2016), ortak ¢ikar / ortak kader duygusuna dayanan iliskiler,
sosyal sermaye olarak degerlendirilir (Moon ve Kym, 2006). Bu yonleri ile sosyal sermaye, kurumsal
hedeflere ulasmada sosyal baglantilar1 ve sosyal iliskilerin kullanmanin 6nemini agiklar (Seger, 2009).

Miisteri bilgisi isletmenin bilgi sistemleri ile birlikte ¢alisanlarin kafasinda depolanir (Cegarra-
Navarro ve Sanchez-Polo, 2008). Ancak ¢alisan sermayesi sadece ¢alisanlarin kafasindaki bilgiden
olusmaz. Isletme gevresi ile iletisime ve etkilesime gecerek ve bu sosyal iliskilerde edinilen bilgi ve
gelistirilen yeteneklerdir (Edvinsson, 2002; Steward, 1997). Bilgi ve yeteneklerin gelistirilmesi kadar
isletmeye kazandirilmasi da 6nemlidir. Bilgi ve yeteneklerin birlestirilmesi ve gelistirilerek isletmenin
O0zmali olmasina sosyal sermaye aracilik eder. Sosyal sermayenin varligi ve etkinligi yonetim
felsefesinde olan ve yoneticilerce kurulan orgiitsel iklime baghidir. Paylagimci, agik, yardimlagsmay1
destekleyen ve odiillendiren kurum kiiltiirii yliksek oranda ¢alisan sosyal sermayesi tiretir (Goksel ve
Baytekin, 2008). Sosyal sermaye bireyler arasindaki giiven ve is birligini arttirarak, ¢caligsanlarin edindigi
bilgi ve yetenekleri isletmenin sosyal ortaminda karsilikli etkilestirerek diger calisanlara ve kuruma
aktarilir. Bu sekilde calisanlarin bilgi ve yetenekleri kalic1 olarak isletmenin olur. Sosyal sermaye ile
saglanan agik ve giivenilir iligki iklimi ¢aligan iliskilerinin sosyal kalitesini arttirip, yeniliklere karsi
olusabilecek direnci engelleyerek kurumun yenilik¢i ve adaptif yeteneklerini gelistirir (Jassawalla ve
Sashittal, 2003; Kaya, 2011; Kapu, 2008; Kili¢, Kogyigit, 2017; Kogut ve Zander, 1996; Nahapiet, ve
Ghoshal, 1998; Yesil, Cinar, Uzun, 2010).

Bu iklim ayni zamanda da galisanlarin ¢evre ile olan iligkilerine de yansir. Calisanlar yetenek,
bilgi ve tecriibelerini asan durumlarda bilgi edinmesi ve sorunlar1 ¢ozebilmesini saglayan sosyal
sermaye calisan motivasyonunu arttirarak orgiit icinde bireysel verimlilige katkida bulunur (Greve ve
Benassi, 2010). Sosyal sermaye c¢alisanlari motive eder ve c¢alisanlar; misteri ile daha fazla
ilgilenmesiyle saglanan miisteri odakli olma sonucunda miisteri iliskileri siirecinden saglanan bilgiler,
isletmenin operasyonel yeteneklerine de katki saglar (Yli- Renko, Autio ve Tontti, 2000). Bu katki
miisterilerin ihtiyaglarmin daha iyi anlasilmasiyla, miisterinin istedigi liriinii gelistirme/iiretme, tiretim
ve dagitim agsamasindaki operasyonel iyilesmeler ile miisteri memnuniyeti saglanir (Moon, Kym (Moon
ve Kym), 2006; Shih, Chang ve Lin., 2010; Saint-Onge, 1998).

Bu yoniiyle sosyal sermaye, calisan motivasyonunu ve operasyon yeteneklerini arttirarak,
miisteri memnuniyeti saglamakta, fiziki ve beserl sermayeye yapilan yatirrmlarin faydasim
arttirmaktadir.

Hi: Calisanlarin sosyal sermayesi miisteri memnuniyetini etkiler.

Hy: Calisanlarin sosyal sermayesi ¢calisan motivasyonunu etkiler.
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Hs: Calisanlarin sosyal sermayesi firmanin operasyonel yeteneklerini etkiler.
1.2. Calisan Motivasyonu

Bilgi toplumu kosullarinda rekabetin maddi unsurlarina rekabetin tiim taraflarinin ulasabildigi
bilgi toplumu kosullarinda gercek bir rekabet avantaji i¢in insan kaynaklarint maksimum kullanabilmek
gereklidir (Ogiit, Akgemci ve Demirsel, 2004; ince ve Giil, 2006).

Elton Maya (Mayo) Hawthorne galigmalari ile bu galisan motivasyonunun performansa etkisini
fark ederek Frederick Taylor’un bilimsel yonetim baglamindaki calisanlarin yalnizca 6deme yoluyla
motive edilmesini Onergesini asan, ekibin performansini yiikseltmeye yardimei olacak motivasyonu
teorilerine dikkat cekmistir (Mayo, 1949). Sonraki ¢alismalarda operasyonel performansi arttirabilmek
icin ¢alisan performansinin 6nemli oldugu (Zaim ve Kocak, 2010) calisan performansini arttirilmasi
calisanlar1 motive etmekten, ¢alisanin adanmiglhigini saglamaktan gegtigi goriilmiistiir (Gratton, Hope-
Hailey, Stiles ve Truss, 1999; ince ve Giil, 2006; Ogiit, Akgemci ve Demirsel, 2004). Motive calisanlar,
adanmis olarak; istekle ve verimli ¢aligir, gorevlerini sevk ile yerine getirir ve inisiyatif kullanmaktan
cekinmez (Ince ve Giil, 2006). Isletmeler motivasyon saglayabilmek icin calisanlara ilham vermeli ve
isteklendirmelidir (Luthans, 1995).

Insan sermayesi isletmelerin mali degildir. Isletme ile baginin giigsiizlestiginde, deger
verilmezse, motive edilmediginde, firmadan ayrilir (Steward, 1997). Kurumlar, uzun vadeli ¢ikarlari
icin degerli calisanlarim elde tutmalidir (Moon, Kym, (Moon ve Kym), 2006). Calisanlarin
kaybedilmesi, orgiitsel bilgi ve Orgiitsel tecriibelerin kaybina neden olur (Bontis ve Fitz-enz, 2002).
Yoneticilerin en temel gdrevlerinden olan; 6nemli ¢alisanlarin igletmede kalmasi orgiitsel baglilik ile
saglanabilir (Ogiit, Akgemci ve Demirsel, 2004; Turung ve Celik, 2010). Orgiitsel baglilik nitelikli
calisanlarin bilgi ve yeteneklerini drgiitii i¢in kullanmasini saglar (Ozdevecioglu, 1999). Motivasyon ise
katilim ve isin kendisine baglilig1 arttirarak is kalitesini arttirirken, rgiitsel baglilig: arttirarak iggiicii
devrini diistirmekte boylece kaliteli personel sirkette kalarak operasyonel yeteneklerinin kalicilig ile
operasyonel ve miisteri degerinin olusumuna katki saglar (Cakar ve Ceylan, 2005; Cikrikci ve Dastan,
2002).

Her diizeyde calisanin motivasyonu onemlidir (Kayalar, 2002). Caligsanlarin motivasyonu
isletme calisanlarina deger veren bir yonetim felsefesi ile saglanabilir. Isletmeler ¢alisanlarin, bilgi,
tecriibe ve yeteneklerinin isletme siireglerine dahil ederek maksimum diizeyde faydalanilmalidir. Bunun
icin calisan motive edici isletme kiiltiirii ile mesleki bilgi, yeterlilik, yetenek, olusturucu ¢abalar ile insan
sermayesinin teknik bilgi ve yetenek boyutu ortaya gikarilabilir/cikarilmalidir (Cikriker ve Dastan,
2002). Motivasyon araglarin etkisi kosullara bagli olarak farkliliklar gosterir. Iyi bir yonetici bu
kosullara bagl olarak motivasyon tercihlerini belirler ve kullanir (Yiiksel, 2007). Motivasyon yonetim
kuramlar1 -amaclara gore yonetim, yerinden yonetim, yetki devri, gliglendirme, katilime1 yonetim, is
zenginlestirme vs.- uygulamalari, ¢alisan tatminini ve motivasyonunu attirict etkileri ile ¢alisanlarin
yeteneklerini en etkin sekilde kullanmalarini saglayarak isletmeye rekabetci tistlinliikler kazandiracaktir
(Ogiit, Akgemci ve Demirsel, 2004). Calisan performansini arttiracak, calisan motivasyonunu
saglayabilmek i¢in katilimci yonetim felsefesinin benimsenmesi, ¢alisanlar arasinda bir ekip ruhunun
ve ekip dayanismasinin olusturulmasinda (Bayer, 2003) sosyal sermayenin diizenleyici etkisi dnemlidir.
Isletme sosyal sermayesi orgiitsel biitiinlesme ile ¢alisan motivasyonunu arttirarak (Sisman, 2007)
yeniliklere agik ve gelistirilebilir insanlar araciligi verimlilik, etkililik, performansini etkiler birlikte
isletmelerin operasyonel performansini arttirir.

Pazardaki degisimin daha dnceden okunmas orgiitlere rekabet avantaji saglar (Mason, Doyle
ve Wong, 2006). Motivasyon c¢aliganlar1 miisteri odakli olmaya da yonelterek miisteri memnuniyetine
katki saglar (Topgu ve Isik, 2007) Motive ve miisteri odakli ¢alisanlar pazar dinamiklerini
ongorebilmekte, yenilik¢i hizmet ve iriinleri ile pazarin talebini karsilamakta miisteri tatminini
saglayabilmektedir (Akgiin vd., 2010).
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H.: Calisanlarin motivasyonu firmanin operasyonel yeteneklerini etkiler.
Hs: Calisanlarin motivasyonu miigteri memnuniyetini etkiler.
1.3. Operasyonel Yetenekler

20. ylizyilin baslarindan itibaren ortaya g¢ikan bilimsel yonetim ilkelerinden itibaren, tiim
yonetim teorilerinde ana amag is¢i igveren iligkilerini optimum sekilde diizenlemek ve is performansini,
operasyon etkinligini en yiiksege ¢ikarmaktir (Taylor, 1914).

Bireysel yetenek calisanlarin yapabilirligini, bilgi ve becerisini ortaya koyabilecegi mesleki
yetenektir (Karatas ve Cankaya, 2010). Orgiitsel yetenek kurum i¢i tiim faktorlerin birbirleriyle
etkilesimi ile ortaya ¢ikan yeterlilik ve etkinliktir (Akpinar, 2003). Yeteneklerin agiga cikacagi bir
ortamin olmamasi halinde calisan yetenekleri yeterince kullanilamayacak ve israf olacaktir (Karatas ve
Cankaya, 2010). Isletme calisanlarinin bireysel bilgi ve yeteneklerini kolektif yeteneklere doniistiirmek
iizere agis (agik) ve paylagimci sosyal ortamlarda, calisanlarin birlikte 6grenmesi, problemlerin
¢Oziimiine ve isgin gelistirilmesine yonelik ortak degerlendirme ve ¢ézliim yaklasimlari ile operasyonel
yeteneklerin gelistirir ve bu yeteneklerin etkisini arttirir (Eski, 2009; Giinday ve ark., 2008; Kapu, 2008;
Stephenson, 2006; Yesil, Cinar, Uzun, 2010).

Pazarin ihtiyaclarini tespit edip, bunlar1 karsilanabilmesi giiniimiiz kosullarinda isletmelerin
temel amacidir (Bayer, 2003). Yeni bir miisteri kazanmak, miisterileri elde tutabilmekten ¢ok daha zor
ve maliyetlidir (Erkus, 2006; Tekin ve Cigek, 2002) yeni miisteriyi kalici yapabilmek igin is ilk seferde
ve her seferde dogru yapilmalidir (Dogan ve Demiral, 2007). Operasyonel yetenekler siirece bedelsiz
katilir. Maliyeti azaltip, kaliteyi arttirirken isin her seferinde dogru yapilmasini saglayarak miisteri
memnuniyetini arttirir (Garbarino ve Johnson 1999; Oz ve ark., 2009). Miisteri memnuniyetinin
saglanmas1 miisteri bagliliginin da saglanmasi anlamina gelir. Miisteri bagliliginin rakiplerce taklidi zor
ve maliyetlidir (Apaydin, 2009). isletmenin en 6nemli bir rekabet gii¢lerinden olup isletmeye avantaji
saglar (Erkus, 2006).

He: Firmamn operasyonel yetenegi miisteri memnuniyetini etkiler.

Sosyal sermayenin ekonomik gelismeye pozitif etkisi (Knack ve Keefer, 1997) dogrudan ve
dolayl yollar ile olabilir (Karagiil ve Masca, 2005). Bu etkilerin dogrudan goériintimii, operasyonel
yeteneklerin artis1, maliyetin diismesi, kalitenin artmasi, iiretim kapasitesinin artisi, motive ¢alisanlar ile
problemsiz, hizli siire¢ tamamlanmasi fonksiyonlari olup, dolayl etkisi; olusan giiven ve is birligi iklimi
calisanlar arasindaki iligkileri, ¢alisganlarin motivasyonunu ve miisteriler ile iliskileri gelistirir. Motive
ve yetenekli calisanlarin sahaya odaklanmasiyla, sahadaki teknolojik gelismelerin, miisteri egilim ve
ihtiyaglarinin anlagilmasi ve buradan saglanan bilgiler ile miisteri memnuniyetinin saglanmasina katki
saglar (Hollenbek ve Jamieson, 2015; Baykal ve Giirbiiz, 2016; Yli- Renko, Autio ve Tontti, 2000).

H7: Calisan motivasyonu, ¢alisanlarin sosyal sermayesi ve miisteri memnuniyeti arasinda ara
degisken etkisine sahiptir.

Hg: Firmanin operasyonel yetenegi, calisanlarin sosyal sermayesi ve miisteri memnuniyeti
arasinda ara degisken etkisine sahiptir.

2. ARASTIRMANIN TASARIMI
2.1. Arastirma Modeli

Bu ¢alismanin amaci, Sekil 1’deki arastirma modelinde gosterildigi gibi, sosyal sermayenin
motivasyon, operasyonel yetenek ve miisteri memnuniyetine etkilerini aragtirmaktir. Modelin sematik
igerigi asagidadir:
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) Motivasyon Firmanm

| \ Unsurnlardan
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Sosyal Sermaye I ) Misteri / Memnuniyet

: Memnuniyeti \
. Miisteriyi Tamma,
: 1 Hg Anlama ve Miisteri
\ Operasyonel / Sadakati
Yetenek

Sekil 1. Arastirma Modeli
2.2. Olgekler

Calisma kapsaminda, literatiire uygun olarak gelistirilen kavramsal arastirma modelini olusturan
degiskenler arasindaki iliskileri gdsteren hipotezleri test etmek igin; uluslararasi literatiirde yayimlanan
calismalarda gelistirilen, gecerliligi ve giivenilirligi kabul gormiis dlgekler kullanilmistir. Kavramsal
modelde yer alan degiskenlerin 6l¢iilebilmesi amaciyla; katilimcilara 5°li Likert tipine gore hazirlanan,
toplam 22 yarg1 yoneltilmistir.

Kisi ve firmalarin demografik 6zelliklerini belirlemek i¢in 3 yargi sorulmustur. Sosyal sermaye
konusunu 6lgmek icin Youndt (1998), Reed (2000) ve Alpkan ve arkadaglart (2009) tarafindan
gelistirilen Ol¢eklerden faydalanilarak, gelistirilen 6l¢ek kullanilmis olup, 4 yargi katilimcilara
sorulmustur.

Motivasyon konusunu 6l¢mek i¢in Erkus (2006) tarafindan gelistirilen yargilardan faydalanarak
gelistirilen 6l¢ek kullanilmis olup, toplam 5 yargi bulunmaktadir.

Operasyonel yetenek konusunu 6lgmek i¢in; Yilmaz ve arkadaslari (2009), Kitap¢1 ve Comez
(2016), Gozen (2018) tarafindan gelistirilen 6l¢ceklerden faydalanilarak yeni bir dlgek olusturulmus ve
7 yargi katilimeilara yoneltilmistir.

Miisteri memnuniyeti konusunu 6lgmek amaciyla Bontis (1998), Yilmaz ve arkadaslar1 (2009)
ve Gozen (2018) tarafindan hazirlanan dlgek kullanilmis olup, toplam 6 yargi bulunmaktadir.

2.3. Ornekleme

Aragtirmanin evrenini Istanbul ve Kocaeli illerinde bulunan, bilisim sektdriinde faaliyet
gosteren firmalar olugturmaktadir.

Anket yontemi kullanilarak yapilan alan arastirmasi, Kasim 2018-Ocak 2019 tarihleri arasinda
gerceklestirilmistir. Alan arastirmasi i¢in 110 firma ile irtibat kurularak, ¢aligma hakkinda bilgi verildi
ve anket ¢caligmasina katilip-katilamayacaklar1 soruldu.

Ankete katilmay1 100 firma kabul etmistir. Calismada toplam 230 katilimciya ulagilmistir. Eksik
cevap verilen formlar degerlendirmeye alinmamistir. Boylece; 100 firmadan 224 katilimcinin verileri
incelenmistir. Firma ve kisilere ait bulgular Tablo 1’de gosterilmektedir.
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Tablo 1. Demografik Bulgular (n=224)

Gruplar | Frekans | Viizde Gruplar | Frekans | Viizde
Firma Biiyiikliigii Firma Yasi
Kiigiik 88 39,3 1980 ve dncesi 18 8,0
Orta 90 40,2 1981-2000 120 53,6
Biiyiik 30 13,4 2001 ve sonrasi 86 38,4
Cok Biiyiik 16 7,1
Firmadaki Pozisyon
Firma Sahibi / Ortak / Yonetici | 142 | 63,4 | Calisan | 82 | 366

3. ANALIZ VE SONUCLAR
3.1. Olgeklerin Gecerliligi ve Giivenilirligi

Calismada kullanilan o6lgeklerin yap1 gecerliligi oOncelikle agiklayici faktor analizi ile
degerlendirilmistir. Sosyal sermaye 6l¢eginde veri setinin faktor analizine uygunlugunun test edilmesi
icin, Kaiser — Meyer — Olkin (KMO) 6rneklem yeterliligi testi ve Bartlett kiiresellik testi uygulanmistir.
KMO degeri kabul edilebilir sinir olan 0,70’in iizerinde 0,79 olarak tespit edilmis, Bartlett kiiresellik
testi de 0,50 nin iizerinde oldugu ve 0,05 6nem derecesinde anlamli oldugundan veri seti faktor analizine
uygun bulunmustur. Bulunan KMO katsayis1 verilerin analize uygun oldugunu gostermektedir.
Orneklem yeterliligi dlciisii 0,50 degerinin altinda kalan, faktor altinda tek kalan, birden fazla faktor ile
iligkili olan ve faktor agirligi 0,50 nin altinda olan yargi tespit edilmemistir. Yapilan faktor analizinde
O0zdegeri 1’in tlizerinde olan tek faktor elde edilmistir. Toplam agiklanan varyans %71,4 olarak
bulunmustur.

Motivasyon olgeginde KMO degeri 0,79 olarak tespit edilmis, Bartlett kiiresellik testi de
0,50’nin lizerinde oldugu ve 0,05 6nem derecesinde anlaml1 oldugundan veri seti faktdr analizine uygun
bulunmustur. Orneklem yeterliligi 6lgiisii 0,50 degerinin altinda kalan, faktor altinda tek kalan, birden
fazla faktor ile iliskili olan ve faktdr agirhigi 0,50’ nin altinda olan ifade tespit edilmemistir. Yapilan
faktor analizinde 6zdegeri 1°in lizerinde olan tek faktor elde edilmistir. Toplam agiklanan varyans %73
olarak bulunmustur.

Operasyonel yetenek 6lgeginde KMO degeri 0,83 olarak tespit edilmis, Bartlett kiiresellik testi
de 0,50’nin tlizerinde oldugu ve 0,05 énem derecesinde anlamli oldugundan veri seti faktor analizine
uygun bulunmustur. Orneklem yeterliligi 6l¢iisii 0,50 degerinin altinda kalan, faktor altinda tek kalan,
birden fazla faktor ile iliskili olan ve faktor agirligi 0,50’nin altinda olan ifade tespit edilmemistir.
Yapilan faktor analizinde 6zdegeri 1’in iizerinde olan tek faktor elde edilmistir. Toplam agiklanan
varyans %60,7 olarak bulunmustur.

Miisteri memnuniyeti 6lceginde KMO degeri 0,79 olarak tespit edilmis, Bartlett kiiresellik testi
de 0,50 nin lizerinde oldugu ve 0,05 6nem derecesinde anlamli oldugundan veri seti faktor analizine
uygun bulunmustur. Orneklem yeterliligi 6l¢iisii 0,50 degerinin altinda kalan, faktor altinda tek kalan,
birden fazla faktor ile iligkili olan ve faktor agirligi 0,50°nin altinda olan ifade tespit edilmemistir.
Yapilan faktor analizinde 6zdegerleri 1 ve iizerinde olan 2 faktor elde edilmistir. Bu faktorlar “firmanin
i¢c unsurinlardan kaynaklanan miisteri memnuniyeti” ve “miisteriyi tanima, anlama ve miisteri sadakati”
olarak isimlendirilmistir. Digsal motivasyon boyutunun agiklanan varyas orani %40; i¢sel motivasyon
boyutunun agiklanan varyans orani %37,4 olup, toplam agiklanan varyans %77,4 olarak bulunmustur.

Calismada kullamlan Olgeklerin yap1 gegerliligi aciklayict faktér analizi sonrasinda YEM
modellemesinin bir pargast olarak dogrulayici faktor analizi ile de degerlendirilmistir. Yargilarin her
biri kendi degiskenine anlaml1 bir sekilde yiiklenmistir (en diisiik t- degeri 2.50). Gostergelerin istatistiki
olarak anlamli bir sekilde kendi faktorlerine yiiklenmesi yakinsama gecerliligi icin destek
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saglamaktadir. Yapilan analizler sonucu elde edilen indekslerin uyum kriterlerini sagladigi
belirlenmistir (x?=421,096, df=55, x?/df=2,127, GFI=0,871, CF1=0,973, RMSEA=0,011, NFI=0,888).
Sekil 2, dlcege iliskin yol diyagramini ve standartlastirilmis degerleri gostermektedir.

[V7]=—€R

31

€9
&
€3
€2
D

€9
@
€D
€9

Sekil 2. Olgege Ait Yol Diyagranu ve Standartlastirilmis Degerler

* MF1 (firmanin i¢ unsurlarindan kaynaklanan miisteri memnuniyeti); MF2 (miisteriyi tanima,
anlama ve miisteri sadakati)

Analiz sonucu elde edilen modeldeki yollarin, regresyon agirliklar1 ve anlamlilik degerleri
Tablo 2°de gosterilmistir.

Tablo 2. Olgege Ait DFA Sonuglari

Tahmin | Std. Hata Kritik Oran e p
Katsayisi

MF1 |<---| Memnuniyet ,394 ,090 4,376 ,678 falalel
MF2 |<---| Memnuniyet ,384 077 4,964 ,954 falaied
MOT5 | <---| Motivasyon 1,000 ,860 Fx
MOT4 | <---| Motivasyon ,967 ,095 10,175 ,785 Fx
MOT3 |<---| Motivasyon 1,074 ,082 13,128 ,909 il
MOT?2 |<---| Motivasyon 1,312 ,105 12,493 ,884 falaled
MOT1 |<---| Motivasyon ,818 ,118 6,956 ,602 ikl
SER4 |<---| Sos_Ser 1,000 ,683 Fx
SER3 |<---| Sos_Ser 1,301 ,161 8,069 ,879 falaled
SER2 |<---| Sos_Ser 1,221 ,159 7,660 ,820 ool
SER1 |<---| Sos_Ser 1,179 ,162 7,297 774 Fx
M1 <---| MF1 1,000 ,958 Fx
M2 <---| MF1 ,998 ,067 14,787 ,910 Fkk
M6 <---| MF1 ,832 ,099 8,446 ,663 falaled
M3 <---| MF2 1,000 ,833 Fx
M4 <---| MF2 ,900 ,116 7,777 ,710 Fx
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Tahmin | Std. Hata | Kritik Oran ?S{;?,ﬁ:‘ P
M5 <] MF2 016 107 8,563 771 Hxx
Y7 |<-—| Opr_Yet 1,000 731 ok
Y6 <---| Opr_Yet ,836 ,135 6,170 ,606 el
Y5  |<-—| Opr_Yet 1,025 122 8,427 819 e
Y4  |<—| Opr_Yet 1,069 134 7,988 778 o
Y3 |<-—| Opr_Yet 1,096 144 7,602 741 e
Y2 [<—| Opr_Yet 1,136 140 8,001 787 ok
Y1  |<—| Opr_Yet 901 151 5,965 591 o

Ayrica, degiskenlerin ayrisma gegerliligini incelemek amaciyla, Bagozzi, Yi ve Philips (1991)
tarafindan Onerilen iki faktor modeli kullanilmis ve AMOS 24.0 araciligiyla olusturulan kisitlanmig
modellerin uyumu orijinal model ile karsilastirilmistir. iki faktér modeli aracihigiyla ayrisma
gecerliliginin test etmek icin tiim faktorler arasindaki korelasyon hesaplanmakta, biitiinliik icin
sinirlandirilmaktadir. Sinirlandirilan model orijinal modelle karsilastiriimaktadir. Bu ¢aligmada, toplam
32 model gelistirilmis ve 60 ¢ift karsilastirma degerlendirilmistir. Her bir modelde meydana gelen (Ay?)
ki-kare degisiminin, (smirlandirilmis ve serbest), istatistiksel olarak anlamli (Ay?>3.84) oldugu
goriilmiistiir. Bu sayede degiskenlerin ayrigma gecerliligini sagladigi sdylemek miimkiindiir.

Tablo 3. Arastirma Olgeklerine Ait Giivenilirlik Analizi Sonuglari

2 Soru Giivenilirlik

Olgek Sayisi Katsayisi CR AVE
Sosyal Sermaye 4 0,865 0,869 0,627
Motivasyon 5 0,902 0,906 0,665
Operasyonel Yetenek 7 0,891 0,895 0,504
Miisteri Memnuniyeti 6 0,851 0,920 0,662
Flrmanln_ I¢ [_Jnsurlarlndan Kaynaklanan Miisteri 3 0,868 0,887 0,728
Memnuniyeti
Miisteriyi Tanima, Anlama ve Miisteri Sadakati 3 0,816 0,815 0,597

Arastirma degiskenlerine ait tanimlayici degerlere, degiskenlerin birbirleriyle iligkilerine
yonelik analizlere ve hipotez testlerine gegcmeden Once; agiklayici ve dogrulayici faktdr analizleri
neticesinde gruplandirilma bigimleri kesinlesen sorular elde edilen sonuglara gore birlestirilerek
giivenilirlik analizine tabi tutulmustur. Tablo 3, giivenilirlik analizi sonuglarini gostermektedir.
Giivenilirlik analizlerinde, i¢sel tutarliligi 6l¢gmede Cronbach’s Alpha; ortalama agiklanan varyans
(average variance extracted-AVE) ve AMOS-tabanli bilesik giivenilirlik (composite reliability-CR)
degerleri dikkate alinmustir. Olgeklerin ayrisma gegerliligi (convergent validity) icin faktdr yiikleri
yaninda CR ve AVE degerleri 6nemli birer gosterge olarak kabul edilmektedir. AVE degerinin 0,50 ve
CR degerinin ise 0,70’in {izerinde olmasi yakinsak gecerliligin saglanmasi bakimindan 6nemlidir (Hair
vd., 2006). Ayrica CR degerlerinin AVE degerlerinden biiyiik olmasi da bir bagka kanit olarak ifade
edilebilir (Byrne, 1994). Biitiin degerlerin Nunnally (1978) ile Fornell ve Larcker (1981) tarafindan da
Onerilen giivenilirlik degerlerinin {izerinde veya Onerilen sinirlara yakin oldugu goriilmektedir. CR
degerlerinin AVE degerlerinden yiiksek olmasi kriteri ise tiim boyutlarda ger¢eklesmistir. Bu bulgular,
6lceklerin yeterli giivenilirlik ve ayrisma gecerliligini gosterdigini ortaya koymaktadir.

3.2. Korelasyon Analizi

Tablo 4, degiskenler arasindaki iliskileri ifade eden korelasyon katsayilarini ve degiskenlerin
tanimlayic istatistik bulgularini gostermektedir. Katilimeilarin verileri incelenerek, sonuglari ortaya
konulan Tablo 4’teki korelasyon analizi, arastirma degiskenleri arasindaki iliskilerin yoniine ve
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kuvvetine iligkin fikir vermektedir. Degiskenlerin tiimii birbirleriyle 0,01 anlamlilik diizeyinde pozitif
yonlii iliskiye sahiptir.

Tablo 4. Korelasyon Analizi (n=224)

Degiskenler Ort. | St. Sp. 1. 2. 3. 4. 5. 6.
1. Motivasyon 3,53 0,95 1
2. Sosyal Ser. 3,78 0,87 ,684** 1
3. MF1 3,48 0,97 ,548** | [325** 1
4. MF2 4,00 0,69 ,562%* | A75** | 519%* 1
5. Miis. Mem. 3,74 0,72 ,633%* | 442%* | 514** | 522** 1
6. Op. Yet. 3,65 0,77 ,611** | 525** | B5g** | B57** | 685** 1

** Pearson Korelasyonu p<0,01 diizeyinde anlamlidir.
3.3. Hipotez Testleri

Teorik ¢ercevesi sunulan hipotezleri ampirik olarak test etmek amaciyla AMOS programi
kullanilarak yapisal esitlik analizi gerceklestirilmistir. Arastirma modelinde yer alan faktorlerin (sosyal
sermaye, motivasyon, operasyonel yetenek, miisteri memnuniyeti) ve bu faktdrler arasindaki nedensel
iligkilerin agiklanabilecegi varsayilmistir.

Tablo 5 incelendiginde, kavramsal modelin veri ile uyum i¢inde oldugu goriilmektedir. GFI ve
NFI degerleri kabul edilebilir diizeydedir. Kikare ve serbestlik derecesi orani 5’ten kiigiiktiir
(x2/df=1,594). RMSEA degerinin 0,05’ten kiiciik ve CFI degerinin 0,97 den biiyiik olmas1 ise yiiksek
bir uyumu gostermektedir.

Tablo 5. Hipotez Testlerine Ait Yol Analizi Sonuglari

Hipotezler Yol Model A Model B | Model C Sonug

H; Sos. Ser.—» Miig. Mem. ,339 - Desteklenmedi
H, Sos. Ser. —»Motivasyon ,608%** ,584*** Desteklendi
Hs Sos. Ser.—» Op. Yetenek ,534*** ,203** Desteklendi
Ha Motivasyon —» Op. Yetenek LA01*** 372%* Desteklendi
Hs Motivasyon —»Miis. Mem. ,394*** Desteklendi
He Op. Yetenek— Miis. Mem. ,605*** Desteklendi

x?=4,781, df=3, x*/df=1,594, CF1=0,993, GFI=0,983, NFI=0,981, RMSEA=0,043

*x% 0<0,01

Hz ve Hs hipotezleri olan motivasyon ve operasyonel yetenegin; sosyal sermaye ile miisteri
memnuniyeti arasindaki ara degisken etkisi Baron ve Kenny’nin (1986) 6nerdigi prosediir takip edilerek,
test edilmistir. Buna gore:

1) Model A incelendiginde; sosyal sermaye ve miisteri memnuniyeti (B=,33 p>,01) arasindaki
iliskide istatistiki olarak anlamli bir iliski tespit edilmemistir. Bu nedenle Hi hipotezi
desteklenmemektedir.

2) Model A incelendiginde; sosyal sermaye ve motivasyon (=,58 p<,01) arasinda pozitif iligki
bulunmaktadir. Dolayisiyla Hz hipotezi desteklenmektedir.

Sosyal sermaye ve operasyonel yetenek arasindaki iligkinin incelendigi Hsz hipotezinde ise
(B=,53 p<,01) pozitif iliski oldugu goriilmektedir. Dolayisiyla Hs hipotezi desteklenmektedir.
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Motivasyon ve operasyonel yetenek (B=,40 p>,01) arasinda iliskinin 6n goriildigi Ha
hipotezinde degiskenler arasinda istatistiki olarak anlamli bir iliski bulunmaktadir. Bu sonug, Ha
hipotezinin desteklendigini gostermektedir.

Hs hipotezi incelendiginde, motivasyon ile miisteri memnuniyeti (f=,39 p<,01) arasinda pozitif
ve anlamli bir iligkinin oldugu saptanmaktadir. Bu nedenle, Hs hipotezi desteklenmektedir.

Hs hipotezi incelendiginde, operasyonel yetenek ile miisteri memnuniyeti (f=,60 p<,01)
arasinda pozitif ve anlamli bir iliskinin oldugu saptanmakta olup, He hipotezi desteklenmektedir.

3) Model C’de ise goriildiigii lizere, sosyal sermaye degiskeni kontrol altina alindiktan sonra
motivasyon (=39, p<.01) ve operasyonel yetenegin (=,60 p<.01) miisteri memnuniyeti ile pozitif
iligkili oldugu tespit edilmektedir. Motivasyon ve operasyonel yetenegin modele dahil edilmesi miisteri
memnuniyetinin R¥’sini arttirmaktadir.

Tablo 5’teki sonuglara gore; sosyal sermaye ile miisteri memnuniyeti arasindaki iligkide
motivasyon ve operasyonel yetenek tam ara degisken etkisine sahiptir. Bu nedenle H7 ve Hg hipotezleri
desteklenmektedir.

SONUC

Bu calismada, sosyal sermayenin motivasyon, operasyonel yetenekler ve miisteri memnuniyeti
ile iliskisi; motivasyon ve operasyonel yeteneklerin miisteri memnuniyeti ile iliskisi ve sosyal
sermayenin motivasyon ve operasyonel yetenekler iizerinden miisteri memnuniyeti ile iligkisi
incelenmistir.

224 yoneticiden elde edilen verilerin analizi sonucunda; sosyal sermaye ve miisteri memnuniyeti
arasindaki iligkide istatistiki olarak anlamli bir iligki tespit edilmemistir.

Sosyal sermaye ile motivasyon ve operasyonel yetenek arasindaki pozitif iliski oldugu
goriilmektedir. Motivasyon ile operasyonel yetenek ve miisteri memnuniyeti, operasyonel yetenek ile
miigteri memnuniyeti arasinda pozitif ve anlamli iliski bulunmustur.

Sosyal sermaye degiskeni kontrol altina alindiktan sonra motivasyon ve operasyonel yetenegin,
miigteri memnuniyeti ile pozitif iligkili oldugu tespit edilmistir. Bu sonuglara gore; sosyal sermaye ile
miigteri memnuniyeti arasindaki iliskide motivasyon ve operasyonel yetenek tam ara degisken etkisine
sahiptir.

Sosyal sermaye yapisal, biligsel ve iligkisel boyutlari ile degerlendirilir (Kapu; 2008). Sosyal
sermayenin dogrudan miisteri memnuniyeti saglamiyor olusu, iliskisel boyutunun bilisim sektoriinde
orgiit icine ve Orgiit calisanlarina yonelik olup; miisteri iligkilerine odaklanilmamis oldugunu
gostermektedir. Miisteri memnuniyetini saglayarak orgiit igerisindeki katma deger saglayan bu
boyutlarin ayni sekilde miisteri iligskilerinde de gerceklesmesini saglayacak orgiitsel felsefe, iklim ve
kiiltlir olusturmalidir.

Bilisim sirketlerinde isletme performansinin en fazla c¢alisan performansina, ¢alisan
performansinin ise en fazla g¢alisgan motivasyonuna baglhdir. Sosyal sermayenin motivasyonu ve
operasyonel performansi arttirmast ile bilisim iirlinlerinin {iretim maliyetlerini diistiriir, kalitesini arttirir
ve operasyonel siireglerin hatasiz olarak gerceklesmesi ile miisteri memnuniyetini ve en nihayetinde
stirekli rekabet avantaji ve karlilik saglar.

Bilisim sektoriinde motive calisanlarin motivasyonu operasyonel yetenekleri ve miisteri
memnuniyetini pozitif olarak etkilemektedir. Calisan baglilig1 ¢alisan motivasyonuna baglidir. Calisan
baghlig orgiitsel performans iizerinde pozitif etkileri vardir. Orgiitsel baglili1 yiiksek calisanlarda is
birakma egilimi daha diisiiktiir. Calisanlarin kendini ger¢eklestirdigine inanmasi ve gerceklestirdikleri
bilgi ve iliskilerini isletme biinyesinde paylasarak daha da gelistirerek teknik bilgi ve yetenekleri gelisir.
Gelismis teknik bilgi ve yetenekler isletmenin operasyonel yeteneklerini arttiracaktir. (Celik ve Pergin,
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2000). Bu yetenekler, miisteri beklentilerinin ve beklentilerinde meydana gelen degisimlere yonelik
dogru kararlar alinmasini, dogru iirliniin iretilmesini ve dogru proseslerin yiiriitiilmesini saglar.
Operasyonel yetenekler mitkemmellestiginde bu motive ¢alisanlar is ve isleyisi ilk seferde ve her seferde
en dogru, hizli ve kaliteli sekilde gergeklestirerek miisteri memnuniyeti saglar. Operasyonel yetenekler
motive calisanlara (OECD, 2007), 6zellikle de lider ¢aliganlara baglidir.

Bilisim sektoriinde sosyal sermayenin kontrol alindiktan sonra motivasyon ve operasyonel
yetenegin modele dahil edilmesi miisteri memnuniyetini arttirmasi, sosyal sermayenin bu faktorlerin
miisteri memnuniyetine olan etkisini artirmaktadir. Dolayis1 ile miisteri memnuniyetinin gizil
faktorlerinden Onemli birisinin sosyal sermaye oldugu cok nettir. Sosyal sermayeyi gelistiren,
etkinlestiren yoneticiler orgiitiin performansini artiracak ve orgiitsel amaglar1 gerceklestirilebilecektir
(Garavan vd., 2001). Bunu saglayacak ortam, kiiltiir ve iklimin saglanmasi yonetim destek tesvik,
iletisim sisteminin kurulmasi, yonetilmesi, korunmasi ve gelistirilmesi ile sosyal sermaye kendinden
beklenen ¢alisan motivasyonu, operasyonel yetenekleri ile birlikte miisteri memnuniyeti ve operasyonel
karlilig1 saglayacaktir (Geyik ve Barca, 2004).
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