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Toplu Tagimada Hizmet Kalitesi INS5515 3 7.5 3 0 0
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Yaryil Glz

Dersin Dili ingilizce, Tiirkge

Dersin Seviyesi Yiksek Lisans Seviyesi

Ders Kategorisi Uzmanlik/Alan Dersleri

Dersin Verilis Sekli Yuz yuze

Dersi Sunan Akademik Birim |ingaat Miihendisligi Balimii

Dersin Koordinat6ri Atanmamis
Dersi Veren(ler) Guzin AKYILDIZ ALCURA
Asistan(lar)i

Dersin Amaci Toplu Tagima Sistemlerinde sunulmasi gereken hizmet kalitesinin genel
prensiplerini 6gretmek

Dersin Igerigi Toplu tagimada hizmet planlamasi Ulastirma sistemlerinde hizmet kalitesi,
performans ve yolcu memnuniyeti élclitleri Hizmet kalitesi, performans ve yolcu
memnuniyeti 6l¢imd igin veri toplama ydntemleri Hizmet kalitesi, performans ve
yolcu memnuniyeti analiz/6lgim yontemleri

Opsiyonel Program Yok
Bilesenleri

Ders Ogrenim Ciktilari

1 Ogrenciler ulastirma sistemlerinde Hizmet Kalitesi, Performans ve Yolcu Memnuniyeti élciitleri ile ilgili bilgi
edinecektir. Ogrenciler veri toplama, Hizmet Kalitesi, Performans ve Yolcu Memnuniyeti 6lglim yéntemleri
ile ilgili bilgi edinecektir.

Haftalik Konular ve ilgili On Hazirhk Calismalari

Hafta |Konular On Hazirhk
1 Ulastirma sistemlerinin tanimi ve siniflandiriimasi, Toplu tagsima Vuchic V. R., 2005, Transportation
tarleri For Livable Cities, USA, Center for

Urban Policy Research.

2 Toplu tagimada hizmet planlamasi Ceder, Avishai, 2007, Public Transit
Planning and Operation-Theory,
Modelling and Practice, Elsevier Ltd.

3 Hizmet ve kalite kavramlarinin tanimi, hizmet kalitesi él¢Utleri Parasuraman A., Zeithaml V. A.,
Berry L. L. 1985. “A Conceptual
Model of Service Quality and Its
Implications for Future Research”,
The Journal of Marketing, 49(4),
41-50
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Ulastirma sistemlerinde hizmet kalitesi, performans ve yolcu
memnuniyeti élgutleri

TCRP Report 100 — Transit Capacity
and Quality of Service Manual 2nd
Edition, Kittelson & Associates, Inc.,
et al., Transit Cooperative Research
Program, Transportation Research
Board, Washington, D.C., 2003.

Otobisle tagimacilikta kalite ve performans élgditleri

TCRP Report 88 — A Guidebook for
Developing Transit Performance-
Measurement System, Kittelson &
Associates, Inc., et al., Transit
Cooperative Research Program,
Transportation Research Board,
Washington, D.C., 2003.

Rayli sistemlerde kalite ve performans élcitleri

TCRP Report 100 — Transit Capacity
and Quality of Service Manual 2nd
Edition, Kittelson & Associates, Inc.,
et al., Transit Cooperative Research
Program, Transportation Research
Board, Washington, D.C., 2003.

Denizyolu sistemlerinde kalite ve performans 6lgutleri

TCRP Report 100 — Transit Capacity
and Quality of Service Manual 2nd
Edition, Kittelson & Associates, Inc.,
et al., Transit Cooperative Research
Program, Transportation Research
Board, Washington, D.C., 2003.

Midterm 1 / Practice or Review

Havayolu sistemlerinde kalite ve performans él¢tleri

Chen C. 2008. “Investigating
structural relationships between
service quality, perceived value,
satisfaction, and behavioral
intentions for air passengers:
Evidence from Taiwan”,
Transportation Research Part A,
42(4), 709-717.

10

Istasyonlarda kalite ve performans 6lgtleri

TCRP Report 88 — A Guidebook for
Developing Transit Performance-
Measurement System, Kittelson &
Associates, Inc., et al., Transit
Cooperative Research Program,
Transportation Research Board,
Washington, D.C., 2003.

11

Hizmet kalitesi, performans ve yolcu memnuniyeti élgiimi igin veri
toplama yoéntemleri

Ceder, Avishai, 2007, Public Transit
Planning and Operation-Theory,
Modelling and Practice, Elsevier Ltd.

12

Hizmet kalitesi, performans ve yolcu memnuniyeti analiz/6l¢gim
yéntemleri

Randheer K., AL-Motawa A. A.,
Vijay. J P., Measuring Commuters’
Perception on Service Quality Using
SERVQUAL in Public
Transportation, International Journal
of Marketing Studies Vol. 3, No. 1;
February 2011.
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13 |Odev sunumlari

14 |Odev sunumlari

15

16 |Final

Degerlendirme Sistemi

Etkinlikler Say!i Katki Payi
Devam/Katihm
Laboratuar
Uygulama
Arazi Galismasi
Derse Ozgii Staj
Kigik Sinavlar/Stidyo Kritigi
Odev 1 20
Sunum/Jiri 1 10
Projeler
Seminer/Workshop
Ara Sinavlar 1 30
Final 1 40
Doénem igi Calismalarin Basari Notuna Katkisi 60
Final Sinavinin Basari Notuna Katkisi 40
TOPLAM 100

AKTS isyiikii Tablosu

Etkinlikler Sayi Siiresi (Saat) |Toplam isyiikii
Ders Saati 13 3 39
Laboratuar
Uygulama
Arazi Calismasi 1 25 25
Sinif Digi Ders Galismasi 13 6 78
Derse Ozgii Staj
Odev 4 15 60
Kigik Sinavlar/Stidyo Kritigi
Projeler
Sunum / Seminer
Ara Sinavlar (Sinav Siresi + Sinav Hazirlik Stresi) 1 10 10
Final (Sinav Siresi + Sinav Hazirlik Siresi) 1 10 10
Toplam isyiikii 222
Toplam isyiikii / 30(s) 7.40
AKTS Kredisi 7.5
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Diger Notlar

Yok
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