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E- SIKAYET SITELERINDEKI OKUL ONCESI EGITIM KURUMLARI: “SIKAYETIM
VAR!”

0z

Bu ¢alismanin amaci Tiirkiyedeki okul 6ncesi egitim kurumlar: hakkinda ya-
zilan e-gikayetlerin incelenmesidir. Bu ama¢ dogrultusunda, analitik aragtirma
modeli kullanilmis ve veri analizinde igerik analizinden yararlanilmigtir. Aragtir-
ma kapsaminda “Sikdyet Var” internet sitesinden “anaokulu”, “kres”, “anasinifi” ve
“okul 6ncesi” anahtar kelimeleri ile ayr1 ayr1 sikayetler taranmis ve her bir gika-
yet kaydedilmistir. Arama sonucunda aragtirmanin amacina uygun olan toplam
377 sikayet calisma kapsamina alinmigtir. Veri toplama araci olarak arastirmaci
tarafindan olusturulmus olan “Sikayet Belirleme Dokiiman Analiz Formu” kulla-
nilmistir. Arastirma sonucunda e-sikayetler toplam 7 tema altinda toplanmustir.
Bunlar parasal nedenler, ¢cocugun zarar gormesi, 6gretmenle ilgili nedenler, idari
nedenler, kayit siireci, ise alim siireci ve fiziksel imkanlardir. En ¢ok kargilagilan
sikayet parasal nedenlerden kaynaklidir. Ayrica sikayetlerin ¢ogunlukla 6zel okul
oncesi egitim kurumlari i¢in yapildig1 ve daha ¢ok kadinlar tarafindan sikayetlerin
yazildig1 sonucuna ulagilmistir.

Anahtar Kelimeler: Okul oncesi egitim, Sikdyet, Ebeveyn.
ek

PRE-SCHOOL EDUCATION INSTITUTIONS ON E-COMPLAINT SITES: “IHAVE R
COMPLAINTY”

ABSTRACT:

This study aims to examine the e-complaints about pre-school education
institutions in Turkey. For this purpose, an analytical research model was used,
and content analysis was used in data analysis. Within the scope of the research,
complaints were scanned separately with the keyword’s "kindergarten", "nursery",
"kindergarten" and "preschool" on the "Sikayet Var" website, and each complaint
was recorded. As a result of the search, a total of 377 complaints that were suitable
for the research were included in the study. The "Complaint Determination Do-
cument Analysis Form" developed by the researcher was used as a data collection
tool. As a result of the research, e-complaints were gathered under 7 themes in
total. These are financial reasons, child harm, teacher-related reasons, administra-
tive reasons, enrolment process, physical conditions, and recruitment process. The
most common complaint type is financial reasons. In addition, it was determined
that the complaints were mostly made for private pre-school education instituti-
ons and mostly women wrote the complaints.

Keywords: Complaint, Parent, Preschool education, Quality.
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GIRIS

Cocuklarin, ebeveynlerin, egitimcilerin ve egitimin diger i¢ ve dis paydasla-
rinin en 6nemli beklentilerinden birisi nitelikli bir okul éncesi egitim kurumu-
dur (Penn, 2011). Bu asamada ilk aklimiza gelen soru sudur: “Nitelikli bir okul
oncesi egitim kurumu nasil olmalidir?”. Bu sorunun cevabini 30-40 yil dncesinde
arasaydik, okul 6ncesi egitim kurumlari i¢in gelistirilmis olan kalite degerlendirme
olgeklerine veya standartlagtirilmis testlere uygun olmalidir cevabini alirdik (Har-
ms ve Clifford, 1980; Hunkin, 2019; Phillips ve Howes, 1987; Sollars, 2020). Fakat
gliniimiizde sadece niceliksel 6lgiitleri karsilamak yeterli degildir. Ciinkii 6grenen
bireylerin ihtiyaglari, gelisen teknoloji ve ebeveyn beklentileri gibi sayabilecegimiz
birgok faktor egitimin niteligini daha da 6n plana ¢ikarmistir. Bu nedenle niteliksel
olarak kaliteye de erisilmesi 6nem arz etmektedir (Taguma, Litjens ve Makowiecki,
2013). Ayrica alanyazin incelendiginde, okul éncesi egitim kurumlarinin kalitesi-
nin belirlenmesinde tek bir 6ge degil, birden fazla 6ge etkin rol oynamaktadir. Bir
egitim kurumunun kalitesinden s6z ederken gocuk, ebeveyn, 6gretmen, program,
sinif ve sosyal cevre gibi hem i¢ hem de dis 6gelerin unutulmamasi gerekmektedir
(Giighan Ozgiil, 2011; Ulubeli, 2019). Ayrica okul dncesi egitim kurumlari, nite-
likli bir kurum olabilmek i¢in yapisal unsurlara ve pedagojik siireglere de odaklan-
malidir (Howes, 1996; Love, 1997; OECD, 2006; Sheridan, Williams ve Sandberg,
2012).

Vygotskye (1978) gore kaliteli bir okul 6ncesi egitim kurumu i¢in anahtar kav-
ram “destekleyici egitimdir. Ayrica Vygosky, bir kurumun egitim programinin o
kurumun kalitesini yansittigini belirtir. Bu nedenle programda olmasi gereken bes
onemli hususa deginir (Bodrova ve Leong, 2005). Bunlar:

o Programda ¢ocuklarin yas ve gelisim &zellikleri agisindan uygun aktivitelere
yer verilmesi gerekmektedir. Ozellikle program, ¢ocuklarin 6z diizenleme davra-
niglarini ve diger akranlari ve yetigkinleri ile olumlu etkilesim kurabilecegi beceri-
leri icermelidir.

« Dramatik oyunlar, egitim programinin iceriinde muhakkak olmali ve egi-
tim siirecinin ana faaliyeti seklinde diizenlenmelidir.

o Programin 6nemli faktorlerinden birisi de 6gretmen-¢ocuk etkilesimidir.
Cocuklarin gelisiminin desteklenebilmesi i¢in ¢ocuklarla istekli ve tesvik edici bir
etkilesim kurulmalidir. Ayrica etkilesim kurulurken her bir gocugun bireysel 6zel-
likleri (merak, yaraticilik ve ilgi vb.) goz 6niine alinmalidir.

o Programin her bir gelisim alani igin standartlarin belirlenmesi ve bu stan-
dartlarin uygulanmasi gerekmektedir.

o Son ozellik olarak kaliteli bir okul 6ncesi egitim programi ¢ocuklarin kegfe-
dilmemis altta yatan yeteneklerini ortaya ¢ikaracak ve bir sonraki egitim kademe-
sine hazirlayacak 6zellikte olmalidur.
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Vygotsky haricinde bir¢ok bilim insani, okul 6ncesi egitim kurumlarindaki ka-
lite tizerine galismalar gergeklestirmistir. Taylor (2000) kaliteyi yalnizca teorik agi-
dan incelemenin miimkiin olmadigini belirtmigtir. Kalitenin farkli baglamlar agi-
sindan da uygun olmasi gerektigini savunmustur. Edwards ve Fleer (2003), kaliteli
ve nitelikli bir okul 6ncesi egitim kurumunun 6ncelikle cocuklara entelektiiel iler-
lemeyi saglayacak ozellikte bir programla miimkiin olabilecegini 6ne stirmiigtiir.
Edwards ve Fleer'e (2003) gore kaliteli okul 6ncesi egitim kurumlarinda bilginin
¢ocuklar tarafindan insa edilmesi gerekmektedir. Bu nedenle kaliteli okul 6ncesi
egitim kurumlarinda ¢ocuklara bilgiyi nasil olusturacagina ve nasil kullanacagi-
na dair becerilerin kazandirilmas: gerektigini savunmaktadirlar. Pianta, Downer
ve Hamre (2016) ise, okul oncesi egitimde kaliteyi dort yonlii olarak ele almistir.
Bunlar smnifin yapisal unsurlari, sinif ortaminin 6zellikleri, 6gretmen-cocuk etki-
lesimi ve kalite derecelendirme ve iyilestirme sistemleridir. Sinifin yapisal unsurla-
r1 kapsaminda okul giiniiniin ne kadar stirdiigii, 6gretmenin 6grenim durumu ve
Ogretmen-6grenci oranlari yer almaktadir. Sinif ortaminin 6zelliklerinde ise sini-
fin buytklagi, hijyeni, 6grenme ve oyun materyallerinin varlig1 ve glinliik egitim
6gretim programinin ortamda nasil uygulandigi yer almaktadir. Ogretmen-gocuk
etkilesimine ise etkinlik esnasinda 6gretmenlerin sergiledikleri davraniglar, 6gret-
menin kullandig: dil, duygusal yakinlig1 ve iislubu girmektedir. Kalite degerlendir-
me ve iyilestirme siirecine, ¢ocuklarin degisen gereksinim ve ilgileri, 6gretmenlere
sunulan hizmetici egitimler ve okul liderliginin arttirilmas: amaciyla yapilan ¢alis-
malar girmektedir.

Bir okul 6ncesi egitim kurumunun nitelikli olup olmadigini belirlemek i¢in yu-
karida bahsedilen unsurlarin yani sira egitim kurumunun i¢ ve dis paydaslar ile
gobriigmeler yapilmasi gerekmektedir. i ve dig paydaslardan alinan beklenti, goriis
ve Oneriler okul dncesi egitim kurumunun niteliginin arttirilmasi icin énemlidir.
Ebeveynlerin ve ¢ocuklarin ilk tanistig1 egitim kurumlarmnin okul 6ncesi egitim
kurumlar: oldugu diistiniildiigiinde, bu ebeveynlerden alinacak olan beklenti, go-
rii§ ve Oneriler okul 6ncesi egitim kurumunun kalitesini arttirmak i¢in elzemdir.
Toran ve $ahin (2020) tarafindan ¢ocuklar: okul 6ncesi egitim kurumlarina devam
eden ebeveynlerin beklentilerini belirlemek amaciyla yapilan ¢alisma sonucunda,
ebeveynlerin kurumlardan ¢ocuklarinin gelisimini destekleyen bir egitim progra-
minin uygulanmasini beklemekte oldugu sonucuna ulasilmistir. Ayrica ¢alismada
ebeveynlerin 6nemsedigi bir diger husus ise nitelikli 6gretmenlerdir. Sagkes (2013)
erken ¢ocukluk egitiminden beklentilerinin anne-baba ve 6gretmen perspektifin-
den aragtirdig aligmasinda, anne, baba ve 6gretmenlerinin beklentilerinin benzer
ozellikler gosterdigi saptanmistir. Anne ve babalar 6ncelikle ¢ocuklarinin 6z ba-
kim becerilerinin ve dil becerilerinin desteklenmesini talep etmektedir. Niikko ve
Havu-Nuutinen’in (2009) yaptig1 calismada okul 6ncesi egitim kurumlarinin kalite
faktorlerini ebeveynler, 6gretmenler ve gocuklar agisindan degerlendirmistir. De-
gerlendirme sonucunda, okul 6ncesi egitim kurumlarinin is birligi alaninda iyiles-
tirmelere ihtiyac1 oldugu ve modern toplumun beklentilerinin egitim kurumuna
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yansitilmasi gerektigi saptanmistir. Ceylan’in (2019) ebeveynlerin okul 6ncesi egi-
tim kurumlarindan beklentilerini belirlemek iizerine gerceklestirdigi ¢alismasin-
da, ebeveynlerin biiyiik bir kismi1 okul 6ncesi egitim kurumlarindan sicak ve ilgili
Ogretmen-gocuk etkilesimi beklemekte oldugu sonucuna ulagilmigtir. Ayrica ebe-
veynler sosyal faaliyetlerinin ¢esitliligini, bireysel egitimlerin yapilmasini ve daha
fazla oyun ve harekete dair etkinliklerin programda yer verilmesini okul oncesi
egitim kurumlarindan beklemektedir. Yukarida deginilen arastirma sonuglarindan
yola ¢ikildiginda, ebeveynlerin okul 6ncesi egitim kurumlarindan farkli bir¢ok
beklentilerinin oldugu soylenebilir. Eger okulun bir paydas: olan ebeveynler bek-
lentilerinin karsilanamamasi durumunda, okul ile ebeveyn arasinda problemler
olusabilmektedir. Eger bu problemler 6nceden saptanir ve ebeveyn-okul arasinda
ortak ¢ozlim yolu bulunur ise problem ortadan kalkar. Fakat bazen bu problemler
belirli sebeplerden 6tiirii ¢6ziilememekte ve daha da biiylimektedir. Hatta bu prob-
lemlerin elektronik platformlardaki forum veya sikayet sitelerine kadar yansidig
gorilmektedir.

Okul oncesi egitim kurumlarindan beklentileri belirlemek amaciyla yapilan
ulusal ¢aligmalar incelendiginde, ¢alismalarin ¢ogunun ebeveynlerle yapildig: ve
6l¢me araci olarak genellikle goriisme formlari, anketler ve 6lgekler kullanildig:
saptanmistir (Argon ve Akkaya, 2008; Ceylan, 2019; Ergan, 2019; Simgek ve Iv-
rendi, 2014). Bu ¢alismay1 diger ¢alismalardan ayiran en 6nemli 6zelliklerinden
birisi de verilerin e-sikéyet web sitelerinden toplanmasidir. Verilerin toplanmasin-
da e-sikayet web sitelerinin se¢ilmesinin en 6nemli nedeni ¢ogu bireyin internete
daha kolay ulagim saglamasi ve online teknolojilerin kullanimin artmasidir. Bu
nedenle bireyler bircok problemi elektronik platformlara aninda yazabilmektedir.
Ayrica giiniimiizde bireylerin hak arama yolu olarak daha fazla interneti kullandig1
goriilmektedir. Medine (2017) gore bireyler eskiden internet {izerinde daha ¢ok
dinleyici, okuyucu ya da izleyici roliindeyken giiniimiizde daha ¢ok yeni medya
araglariyla yayinci roliine doniismiistiir. Bu noktada internet kullanicilar interneti
sadece izleyen roliinden ¢ikip interneti hak arama yollarindan birisi olarak gor-
diikleri s6ylenebilir. Demiréren Haber Ajansinin (DHA) Haziran 2021de yaptig1
bir habere gore sosyal medya platformlarina yapilan sikéyetlerin %262 oraninda
artig gosterdigi tespit edilmistir. Caliymay1 6nemli kilan nedenlerden birisi de
e-sikédyet web sitelerinden ¢ikan sonuglarin ebeveyn gorisleri ile yapilan ¢aligma-
lardan ortaya ¢ikan sonuglarla birlestirilip daha net ¢6ztim yollarinin olusturulma-
sina destek vermektir. Caligmay1 6nemli kilan bir diger nokta da daha 6nce ben-
zer ¢alismalara rastlanmamasidir. Ulusal diizeyde sadece Giiler (2020) tarafindan
yapilan ¢aligmaya rastlanmaktadir. Fakat bu ¢aligmada sadece pandemi siirecinde
yapilan e-sikéyetler incelenmis ve sadece 6zel okullar ¢alismaya dahil edilmigtir.
Bu ¢alismamizda ise e-sikayet zaman aralig1 daha uzun tutulmus (Subat 2013-Ka-
sim 2020) ve hem kamu hem de 6zel egitim kurumlarina dair yapilan e-gikayetler
calismaya dahil edilmistir.

OMU EFD, 2022, Cilt 41, Sayi 1, Sayfa:93-140
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Bu aragtirmanin amaci, “Sikayet Var” internet sitesi tizerinde yayimlanmis olan
okul 6ncesi egitim kurum ve siniflari i¢in yapilmuis sikayetlerin incelenmesidir. Bu
amag¢ dogrultusunda su arastirma sorularina cevaplar aranmigtir:

a. Sikayete neden olan sebebin olusma siireci (uzun/kisa siirecli) ne kadardir?

b. Sikéyet nedenleri nelerdir?
YONTEM
Arastirma Modeli

Bu arastirmada, analitik aragtirma yontemi kullanilmigtir. Mcmillana (2004)
gore analitik aragtirma yonteminde, dokiimanlar, belgeler veya kayitlar tek tek in-
celenerek analiz edilmektedir. Bu nedenle dogrudan etkilesim gerektirmemekte-
dir. Burkette (1990) gore ise analitik arastirma yonteminde incelenecek olan dokii-
manlar ayrintili olarak tanimlanir ve aragtirilir. Ardindan dokiimanlar sentezlenir.
Bu aragtirmada da “Sikéyet Var” adli internet sitesindeki sikayetler ayrintili olarak
incelenecegi i¢in analitik aragtirma yontemi tercih edilmistir.

Calisma Verileri

Aragtirmanin verileri, www.sikayetvar.com adresi {izerinden toplanmustir.
Ozellikle bu internet sitesinin segilmesindeki en biiyiik unsur Tiirkiyede en ¢ok
kullanic1 sayisina sahip olmasidir (Er, 2008: 117). Sikéyet sitesinin arama bolii-
miine aragtirmaci tarafindan belirlenmis anahtar kelimeler yazilarak arama yapil-
mugtir. Bu kelimeler: “okul 6ncesi’, “anaokulu”, “anasinifi” ve “kres” kelimeleridir.
Arama sonuglar1 dogrultusunda ortaya ¢ikan her bir sikdyet dikkatlice incelenmis
ve okul 6ncesi egitim kurumlari i¢in yapilmus sikdyetler aragtirma kapsamina alin-
mustur. Ik olarak 392 tane sikayete ulagilmistir. Ayni kullanicinin paylastigi ve ayni
metni iceren sikayetler, kisa siireli egitimler veren atolyeler veya kurs merkezleri
i¢in yapilan sikayetler aragtirma kapsamina alinmamigstir. Bu kapsamda toplam
377 sikéyet metni ¢aligma kapsamina dahil edilmistir. Sikdyet metinleri ayr1 bir
word dosyasina kaydedilmistir. Incelenen en eski sikayet tarihi 13 Subat 2013; en
yakin sikéyet tarihi ise 6 Kasim 2020dir. Ayrica ¢alismada sikéyeti yapan kisinin
cinsiyeti ve sikdyeti yapilan okulun tiirii ile ilgili bilgiler kaydedilmis ve frekans
tablosu agagida sunulmustur.

Tablo 1. Sikéyeti Bildiren Bireylerin Cinsiyeti ve Sikayet Edilen Okul Tiirii Da-
gilimi1

Cinsiyet n %
Kadin 255 67,64
Erkek 114 30,24
Cinsiyet Belirtmemis 8 212
Kurum Tiirii n Y%
Ozel/Vakif Kurum 321 85,15
Devlet/ Kamu 23 6,10
Belediyeye Bagh Kurum 33 8,75
Toplam 377 100,00

https://doi.org/10.7822/omuefd.887726 d
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Tablo 1e gore sikdyetlerin %67,64’tiniin kadinlar, %30,24’tiniin ise erkekler ta-
rafindan yapildig1 sonucuna ulagilmigtir. Sikyeti yapan kisilerin unisex bir kulla-
nic1 isme sahip olmasindan veya kullanici fotografinin olmamasindan dolay1 bu
sikdyetleri yapan bireylerin cinsiyetleri belirlenememistir. Bu nedenle bu kogsulda-
ki veriler “cinsiyeti belirtilmemis” kategorisinde degerlendirilmistir. Bu kisilerin
orani ise %2,12dir. Ozetlemek gerekirse, okul éncesi egitim kurumlari icin sika-
yetleri bildiren bireylerin ¢ogunlugunun kadin tiyelerden olustugunu soylemek
miimkiindiir.

Tablo 1 incelendiginde, yapilan tiim sikayetlerin %85,15’inin 6zel/vakif okul
oncesi egitim kurumlarina, %8,75’inin belediye anaokullarina ve %6,10’unun ise
devlet/kamu okul 6ncesi egitim kurumlarina yénelik oldugu saptanmustir. Bir di-
ger ifade ile sikéyetlerin bityiik bir kisminin 6zel veya vakif anaokullarina ait oldu-
gu sonucuna ulagilmistir.

Veri Toplama Araglari

Aragtirmada, arastirmaci tarafindan gelistirilmis “Sikéyet Belirleme Dokiiman
Analiz Formu” kullanilmigtir. Bu form, arastirmaci tarafindan alanyazin taramasi
yapildiktan sonra olusturmustur. Ardindan 1’i gocuk gelisimi ve egitimi alaninda
doktora 6grenimini tamamlamus, 2’si ise okul 6ncesi egitiminde doktora 6grenimi-
ni tamamlamis toplam 3 uzmandan goriis alinmigtir. Uzman goriisleri dogrultu-
sunda forma son hali verilmistir. Sikayet Belirleme Dokiiman Analiz Formu top-
lam 5 maddeyi icermektedir. Bunlar:

a. Sikayetin yayimlanma tarihi
b. Sikéyeti yapan kisinin cinsiyeti
c. Sikayet edilen kurumun tiirii
d. Sikayetin olusumundaki siireg

e. Sikayetin nedeni

Sikéayet Belirleme Dokiiman Analiz Formu'nda ilk ele alinan basamak “sikaye-
tin yayimlanma tarihi’dir. Bu tarih i¢in sikéyet sitesi tizerinde belirtilen tarih esas
alinmustir. “Sikayeti yapan kisinin cinsiyeti” kisminda sikéyeti yapan kisi cinsiyet
secimi yapmus ise goriilen cinsiyet secenegi esas alinmigtir. Kullanic1 adi ve fotog-
rafi verilmemis ve cinsiyeti belirtiimemis olan katilimecilar ise ¢aligmada cinsiyet
belirtmemis olarak siniflandirilmistir. “Sikayet edilen kurumun tiiri’nde ise her
bir sikayete konu olan kurum ismi ilgili il Milli Egitim Miidiirliigii internet site-
sinden kontrol edilmis ve bu sekilde isaretleme yapilmistir. “Sikéyetin olusma sii-
reci” kisminda eger sikayet 24 saatlik bir siire¢ icerisinde gerceklesmis ve sikayete
sebep olmus ise “kisa siireli’, sikdyet 24 saati agkin bir zaman dilimine yayilmis ve
devam etmis ise “uzun siireli” sikayet olarak isaretlenmistir. Ornegin ebeveynin
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kurum hakkinda bilgi almak istemelerine ragmen okula gidip okula alinmamig
olmas1 anlik bir durum ve 24 saat siirmeyen bir siire¢ icerisinde gerceklestigi i¢in
“kisa stireli” sikdyet, ebeveynin ¢ocuguna 6gretmenleri tarafindan stirekli olarak
kot davraniglar uygulandiginin belirtildigi durum ise anlik bir durum olmadig:
ve siiregen bir ozellige sahip oldugu i¢in “uzun siireli” sikdyet olarak degerlendiril-
mistir. “Sikdyetin nedeni” segeneginde ise gikayet metni detayli olarak okunmus ve
metindeki sikdyete neden olan sebepler tek tek belirlenmistir.

Veri Toplama Sireci

Aragtirmada 6ncelikle ilgili literatiir incelenmigstir. Ulusal ve uluslararasi ¢alig-
malar kaydedilmistir. Daha sonra Tiirkiyede hizmet veren e-sikayet siteleri listelen-
mistir. Sikayet siteleri, kullanici sayisy, sikayet sayisi ve hizmet yili kriterleri dogrul-
tusunda degerlendirme yapilmis ve “Sikayet Var” (www.sikayetvar.com) e-sikayet
sitesi arastirma igin se¢ilmistir. "Sikéyet Var" sirketi kurumsal bir sirket olup, 2001
yilinda kurulmugtur. Diinyanin ilk ve en biiytik sikayet platform sitesidir. "Sikayet
Var" sitesinin toplam 5,5 milyon bireysel tiyeligi bulunmaktadir. Ayrica bu sitenin
aylik sayfa goriintillenme sayisinin 80 milyon oldugu belirtilmistir (www.sikayet-
var.com, 2020). Bu ozellikler dogrultusunda arastirma igin "Sikéayet Var" e-sikayet
sitesi secilmistir. Okul 6ncesi egitim kurumlari i¢in yazilan sikéyetlerin belirlen-
mesi icin sikayet sitesinin arama motoruna “okul 6ncesi’, “anasinifr’, “ana okulu”
ve “kres” kelimeleri teker teker yazilmis ve ¢ikan sikayetler kaydedilmigtir. Ara-
malarda ayni sikdyet metinlerinden birden fazla sikayete rastlanmistir. Ayni ¢ikan
sikdyet metinleri aragtirmaya bir kez dahil edilmistir. Veri toplama 10 Kasim 2020
tarihinde yapilmustir. E-sikayet sitesinde 10 Kasim 2020 tarihinden sonra yayimla-
nan sikayetler aragtirmaya dahil edilmemistir. Arama sonucunda okul 6ncesi do-
nem ¢ocuklarina egitim veren kurslar veya atolyeler de tespit edilmistir. Kisa siireli
egitimler veren bu kurslar veya atolyeler ile ilgili yapilan sikayetler arastirma kap-
samindan ¢ikartilmistir. Tiim elemeler sonucunda toplam 377 sikayet metni, word
sayfasina kopyalanmistir. Toplam 144 sayfalik bir word dosyast olusturulmustur.
“Sikéyet Belirleme Dokiiman Analiz Formu” olugturulduktan sonra iki aragtirmaci
sikdyetleri birbirinden bagimsiz olarak okumus ve kodlamalar: yapmustir.

Verilerin Analizi

Aragtirmada igerik analizinden yararlanilmistir. Yildirim ve $imgeke (2016)
gore icerik analizinde incelenen verilerden temalar ve kategoriler olusturulur.
Olusturulan tema ve kategoriler sayisallagtirilabilir ve yiizde olarak verilebilir. Bu
caligmada da sikayetlerinin icerikleri okunmus ve temalar ve kategoriler olustu-
rulmustur.

Yildirim ve Simgeke (2016) gore aktarilabilirlik basamaginda amagli 6rnekle-
me kullanilabilir. Bu ¢alismada da Tiirkiyede en ¢ok kullanilan gikayet sitesinden
veriler toplanmistir. Calismanin dis gegerliligi i¢in elde edilen bulgularin altina
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ikincil kaynaklardan (sikayet sitelerinde yazilan sikayetler) alinan verilerden direk
alintilara yer verilmistir (Yildirim ve $ahin, 2011). Giivenirlik i¢in bagvurulan yon-
tem ise Miles ve Huberman’in (2015) da belirttigi izere aragtirmacilar arasi goriis
benzerliginin saglanmasidir. Arastirmanin veri analizinde bir ¢ocuk gelisimi ve
egitimi alaninda uzman 6gretim elemanindan destek alinmistir. Arastirmaci ken-
disi i¢in ¢ikartmis oldugu veri ¢iktisinin aynisini diger aragtirmaciya da vermistir.
Aragtirmacilar birbirinden bagimsiz olarak analizler yapmuislardir. Ardindan goriis
birligi hesaplanmis ve goriis birligi %93 olarak bulunmustur. Miles ve Hubermana
(2015) gore puanlayicilar arasi giivenirlik yiizdesinin %70’in iizerinde olmasini
onermektedir. Bu dogrultuda yapilan ¢alismanin giivenirlik oraninin ytiksek oldu-
gunu séylemek mimkiindiir.

BULGULAR
Sikayete Neden Olan Sebebin Olusma Siireci

Aragtirmanin ilk alt amaci sikdyete neden olan sebeplerin olusma siirecinin
incelenmesidir. Bu asamada her bir sikayet okunduktan sonra sikéyetin kisa siireli
bir durumdan m1 yoksa uzun siireli bir durumdan mi kaynakl oldugu incelenmis-
tir. Tlgili bulgu Tablo 2'de verilmistir.

Tablo 2. Sikayete Neden Olan Sebebin Olusma Siireci Dagilimi

Siirec n %o

Kisa siireli 70 18,57
Uzun siireli 307 81,43
Toplam 377 100,00

Tablo 2 incelendiginde, sikayetlerin %81,43’tintin uzun siiregte, %18,57’sinin
ise kisa siirecte olustugu sonucuna ulagilmistir. Uzun ve kisa siiregte olugan sikayet
temalarina giren ham verilerden 6rnekler asagida sunulmustur.

Sikayet 158. .. isimli Kres ve Anaokullari'na 09.09.2020 tarihi saat 17:45 sira-
larinda esim ve 2 yasindaki ¢ocugumla bilgi almak amagh gittik. Kurumun girisine
yonelecegimiz sirada i¢ kapidaki gorevli kadin salgin yiiziinden igeri almiyoruz di-
yerek dis kapiyr isaret etti kaba bir dille. Ancak ardindan bilgi almak icin iletisim
kurmaya ¢alistigimiz kadin arkadas bizi resmen kovmaktan beter etti. Konusmaya
calisirken laflar: agzimiza tikayarak "kayit almiyoruz”, "size e-mail atariz” gibi din-
lemeden nezaketsiz cevaplar verdi. Kayit almiyor olabilirsiniz, gelecek sene igin bilgi
istiyor olabiliriz, insanca bir dille izah edebilirdi. Baska sorular da soruyor olabilir-
dik. Gerginligi yiiziinden bu derece belli olan bir kadina ¢ocuk emanet etmek zaten
hig istemem.” (Kisa Stireli Sikayet Olusumu)
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Sikayet 83. .. okulunda gorev alan 6gretmen, 6zel durumu olan ¢ocugumu si-
nifindaki diger ogrencilerden disladi. Velilerden sikdyet aldigini ifade ederek ¢oziim
odakli yaklasmak yerine, basindan savar bir sekilde oglumun Bakirkoy Ruh ve Sinir
Hastaliklar: hastanesine gotiirmemi soyledi. Sorgulama hakkina sahip olmadiginm
diisiiniiyorum. Gereginin yapilmasini rica ederim.” (Uzun Siireli Sikdyet Olusumu)

Sikayet Nedenleri Nelerdir?

Aragtirmada toplanan 377 sikéyet incelenmis olup, toplam 7 tema olusturul-
mugtur. Bu temalar Sekil I'de gosterilmistir.

Sekil 1. Sik4yet Nedenlerinden Olusan Temalar

Sekil T'de goriildiigii gibi sikayetlerin incelenmesi sonucunda toplam 7 tema
olusturulmustur. Bu temalar, parasal nedenler, cocugun zarar gormesi, 6gretmen-
le ilgili nedenler, idari nedenler, kayt siireci, fiziksel imkanlar ve ise alim siireci
siralanmaktadir. Bu temalarin igerisinde en yogun temanin “Parasal Nedenler”
temast oldugu tespit edilmistir. Temalarin altinda olusan kategoriler ise Sekil 2'de
verilmistir.
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Sekil 2. Calismada Ortaya Cikan Tema ve Kategoriler

Hatagorilar 1 TEMALAR Eatoqoriar

| ¥artasiys Geretiesinin yUksaichgi (F13) Gari sdemalenn yapiimamas (F:60]

Hanyot wicre i talebi (F90} Zam oranin yi kselk olmas (F3X)

Fizissel zarar (R11) 1 Paikda]ik 1arar (RE3)

| OFretmen-gocuk etkllegimi [£7) . | Ofrenim durumu (#35) |

O retmen sayisinda yetersizlik (1:6] — '-_ Ofetmer-ebeveyn iletiyimi (7200 |
A

letiyimeizlik (F-18)

| | I f I )
i

Servis ibe iigili sikomular (1:10) 2 -
| uynulanan pRteim program )

Yemeklerin uygun olmayip (15
Bllgi degigilcRy| iF7)

Hura Il kayi alinmasi (110p - Olienl mescuSunun fazia almas (F12)

KaynagtirmaBi tinbegti e goculklaning kabul stmeme |19} Haksiz kit palidkap (112 |

—_—
Safliga elverigsiz kogullar [ | Glwerlik eksikligi i:27)

Hiyafetin uygun gorimemesi (.1} ]

Sekil 2 incelendiginde, ilk ortaya ¢ikan temanin "parasal nedenler" temast ol-
dugu sonucuna ulagilmistir. "Parasal Nedenler" temasi altinda toplam 4 kategori
olusmustur. Bu kategoriler; "geri 6demelerin yapilmamasi", "zam oraninin ytiksek
olmast", "kirtasiye iicretlerinin yiiksekligi" ve "kayit iicreti talebi"dir. {lk kategori
olan geri 6demelerin yapilmamasi 6zellikle pandemi déneminde oldukga sik bir
sekilde sikayet sitelerine yazilmistir. Pandemi siirecinde okullarin kapatilmasi ve
bu stireci izleyen online egitim sisteminden memnun olmayan ebeveynler, gocuk-
larin okul kayitlarini sildirmek veya dondurmak ve bundan dolay: da 6dedikleri
ticretlerin tarafina iade edilmesini istemislerdir. Kategori ile ilgili 6rnek bir sikayet
metni asagida verilmistir.

Sikéyet 12. “31.01.2020'de ..... okullarina erken kayittan okul éncesi grubuna ¢o-
cugumun kaydini yaptirip ddemeyi kredi kartindan pesin yapmistim. Mevcut Coro-
na virtis hastaligmdan dolay: cocugumuzu okula géndermekten vazgegip, 06.07.2020
tarihinde okuldan kaydwn sildirdik. Kayit iicretinin erken cayma bedeli %10’luk kis-
min keserek geri kalan ticretin iade edilecegini kabul ettik. Kayit iptal giinii yaklagsik
bir hafta sonra iicretin geri iade edilecegi soylenmesine ragmen bugiin (06.08.2020)
bir aylik zaman dilimi gegmesine ragmen herhangi bir ticret iadesi yapilmadi.
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Bu durum ile ilgili ... ile goriisiiyorum, sonug alamiyorum.” (Geri Odemelerin Ya-
pilmamasi Kategorisi)

Yapilan igerik analizi sonucunda ortaya ¢ikan bir diger kategori de "zam orani-
nin yitksek olmasi” dir. Bu kategoride ebeveynler okul 6ncesi egitim kurum egitim
ticretlerin bir 6nceki seneye gore ¢ok fazla oranda arttigini belirtmektedirler. Bu
kategoriyi olusturan 6rnek bazi veriler asagida verilmistir.

Sikayet 232. “.. Kres ve Giindiiz Bakim Evine sene basinda ¢ocugumu kaydettim.
Sene basinda bir fiyatta anlastik, fakat donem ortasinda asgari iicrete yapilan zammi
bahane ederek yaptigimiz anlasmay: bozarak kafalarina gore zam yapmak istediler.
Daha verdigi sézde bile duramayan bir kuruma ¢ocugumu emanet etmek istemedi-
gim icin ¢ocugumu kresten aldim.” (Zam Oraninin Yitksek Olmasi Kategorisi)

Sikayet 349. .. Ogrenci Kayit Sézlesmesi'nde okul aylik iicretlerinin dénem ige-
risinde artabilecegini ieren bir madde veya ibare bulunmamaktadir. Aylik kres iic-
retine uygulanilan %50’lik zam orani; enflasyonun %10’luk artisi, memur ve isciye
%7’lik maas zamm goz oniinde bulundurulacak olursa bu yiiksek artis adaletsizce-
dir. %50 yiikseltme kabul edilebilir, ongoriilebilir degildir ayrica ekonomik gerceklik
ve ddeme giiciine gore tahsil edilebilirligi giiniimiiz kosulariyla celismektedir” (Zam
Oraninin Yiiksek Olmasi Kategorisi)

Sikayet 179. .. Belediyesi kreslerine %90'lik olan zammi kabul etmiyoruz. Ma-
aslarimiza neden o kadar zam yapilmiyor peki? Bu diizenlemeyi liitfen yapiniz. Ca-
lisan annelere tesvik amacgli olan kres calisan anneler icin ¢calismasin diye artik. Bele-
diye kresinden ¢ikip Ozel kres statiisiine gelmistir bu fiyat ile.” (Zam Oraninin Yiiksek
Olmas1 Kategorisi)

"Parasal Nedenler" temas1 kapsaminda olusan bir diger kategori de ¢ocuklarin
egitim Ogretim siireci igerisinde kullandiklar: kirtasiye tiriinlerini karsilamak i¢in
talep edilen ticretlerin yiiksekligidir. Bu kategoriye "kirtasiye ticretlerinin yiiksek-
ligi" ad1 verilmistir. Bu kategoriye giren bir veri 6rnegi su sekildedir:

Sikayet 547 ... Yaz basindan kaydolduk, bu yil béyle oldu biraz gecikti fiyat be-
lirleme filan ayagiyla beklettiler oryantasyon giintinii bile gegirdik. Oryantasyon gii-
niiniin sonunda 2077 TL kirtasiye iicreti dediler. Ki kayit esnasinda gecen yil 1500
TL oldugunu bu yil 1700 civarmda olacagin bekliyoruz demislerdi. Evet net bir bilgi
vermediler bunu iddia etmem miimkiin degil fakat 500 lira artis miithis bir artis ve
oryantasyonu bile tamamlatip agiklanmas: cok manidar. Zaten kaydoldugumuz siire
de gecti artik ne gegirirsek kardir mantigi ¢ok kotii.” (Kirtasiye Ucretlerinin Yiiksek-
ligi Kategorisi)

Parasal nedenler temas: altinda olusan en son kategori kayit ticreti talebidir.
Bu kategori devlet/kamu okul 6ncesi egitim kurumlarina gocuklarini kaydettir-
mek isteyen ebeveynlerin sikayetleri tarafindan olusmustur. Ebeveynlere gore kayit

https://doi.org/10.7822/omuefd.887726 d



E- Sikayet Sitelerindeki Okul Oncesi Egitim Kurumlari: “Sikayetim Var!” ..

yaptirmak istedikleri okullardan okul idaresi tarafindan kayzt ticreti ad1 altinda bir
Odeme yapilmasi istenmektedir. Bu kategoriye giren bir sikayet ham metni asagida
sunulmustur.

Sikéyet 111. “Kizuma ... ilgesi ... okulu ana sinifina kayit yaptirmaya gittim. ....
bankasma 750 TL para yatirmamz aksi takdirde kayit yapamayacaklarim séylediler.
Bununla ilgili valiligin almis oldugu ana simifi iicret komisyon kararindan haberim
var. Netten okumugstum ... ilgesindeki ana simiflar1 igin 100 TL aylik aile zorlanma-
dan alinacag1 yaziyor. Ama okul bizden tamamini kayit Oncesi yatirmamizi istiyor.
Yoksa kayit yapamazmis. Ama Suriyeliler kayit ticreti 6demiyormus. Benim tilkem
de asil ben T.C. vatandasiyken bana saglanmayan imkanlar neden Suriyelilere sagla-
niyor?”(Kayit Ucreti Talebi Kategorisi)

Aragtirmada olusturulan ikinci tema, ¢ocugun zarar gérmesi temasidir. Bu
temaya, egitim kurumuna devam eden ¢ocuklardan veya kurumda calisan 6g-
retmenlerinden, idarecilerinden veya diger ¢alisan personellerden ¢ocuga uygu-
landig1 iddia edilen siddet, hakaret veya kotii davranislar: iceren sikéyetler dahil
edilmistir. Bu tema iki kategoriden olugmaktadir. Bunlar fiziksel zarar ve psikolojik
zarardir. Fiziksel zarar kategorisine diger cocuklar veya okul personeli tarafindan
¢ocuga kasitli olarak yapildig1 one siiriilen fiziksel siddet iceren sikayetler dahil
edilirken, psikolojik zarar kategorisine ise fiziksel temas olmadan yapilan kotii mu-
ameleler dahil edilmistir. Hem fiziksel hem de psikolojik zarar kategorilerine giren
ham verilerden 6rnekler asagida sunulmustur.

Sikayet 188. “Giivenle verdigimiz oglumuzun okulundan arandik ve krese gelme-
niz gerek denildi. Krese gittigimizde daha 1.5 yasindaki oglumuz yiizii dagilmis mos-
mor ve tirnaklar izleri ile doluydu. Bunu sordugumuzda kendisinden 2 yas biiyiik
baska bir cocuk tarafindan doviildiigiinii belirtiler. Peki hi¢ miidahale etmediniz mi?
dedim. Miidahale ettik dediler ama inanmadik. Giivenlik kameralarini izledigimiz
de tabi sadece 10 dakikasin izleyebildik devaminda yiiregimiz dayanmadi”(Fiziksel
Zarar Kategorisi)

Sikayet 297. “..Yaklasik 4- 5 aydir oglumu ... isimli yere gonderiyordum. Diin
okul ¢ikist oglum ... isimli bayan bakicinin kendisine tokat attigim kizdigini séyle-
di. Akabinde yetkilisiyle goriistiigiimde bayani savunur tarzda konustu bana yok
yapmaz yok etmez tavrinda. Biz cannmizdan daha degerlileri evlatlarimizi emanet
ediyoruz onlara ama yapilana bak, bu isi yapiyorsaniz vicdan olacak sabir olacak.”
(Fiziksel Zarar Kategorisi)

Sikayet 15. “Ertesi giin tekrar gidip daha once ¢ocugunuz aniden sinirlenip ¢iglik
atwyor gibi iftiralarda bulundugunu hatirlayip ozellikle 6yle bir giinden bahsettigini
hatirladum ve o tarihi agmasi konusunda israr ettim. Cocuguma sozde yemek yedir-
me adi altmda bogazina kadar kasik sokuldugunu zorlaymca kustugunu kusunca
yerleri silmek icin kucagimdan firlatir gibi yeri atildigini gordiim. Neler yasadigimi
diistiniin yani.” (Fiziksel Zarar Kategorisi)
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Sikayet 145. “Hangisinden baslasam bilemiyorum; ¢ocugumu yaz okuluna gon-
derdim ve psikolojisi bozuldu. Istenmeyen bir davranis sergilediginde durdurmak
icin ogretmenleri eger durmazsan gece yarasa olup kanini emecegim, canavar olup
yanina gelecegim gibi séylemlerde bulundular. Cocugum giinlerce uyuyamadi, her
gece ¢iglik atarak uyandi. Bu olayi kapatmak icin ¢ocugumun hayal giiciiniin ¢ok
genis oldugu soylendi.” (Psikolojik Zarar Kategorisi)

Sikayet 301. “Ogretmen sifatindan asla nasibini almamig bir bayan ve yardim-
aistyla okul éncesi yilimizi rezil ettiler. Sozde Ingilizce egitimi vermesi igin bulunan
ogretmen kisisel olarak ogluma takti yaramaz sifatim yapistirds siniftan ¢ikartilip
baska simiflara yollands, o da yetmedi okulun deposunda bekletildi” (Psikolojik Za-
rar Kategorisi)

Aragtirmada ¢ikan bir diger tema ise 6gretmen ile ilgili nedenler temasidir. Bu
temaya dgretmenin hem niteliksel hem de niceliksel eksikliklerinin oldugunu id-
dia eden sikayetler dahil edilmistir. Ogretmen ile ilgili nedenler temasinin altinda
dort kategori olusmustur. Bunlar égretmenin 6grenim durumu, 6gretmen-ebe-
veyn iletisimi, 6gretmen-gocuk etkilesimi ve okuldaki 6gretmen sayisinda yeter-
sizlik kategorileridir. Ik kategori 6gretmenlerin 6grenim durumlar ile ilgilidir.
Sikéayetlerin bazilarinda ebeveynler, 6gretmenlerin ¢ocuklarina egitim verecek 6g-
renim durumuna sahip olmadigini belirtmislerdir. Bu kategoriye giren ham veri
ornekleri asagida verilmistir.

Sikayet 36. “Cevrede bulunan baska okullara gittigimde bu durumu onlarla da
paylastim. Beni karsilayan miidiire hamim aslinda lise mezunuymus. Ogretmenlik
diplomasi olmayan egitimle alakal hicbir bilgisi dahi bulunmayan bu kisiyi valilige,
Milli Egitim Miidiirliigiine ve Cumhurbaskanlig Iletisim Merkezine (CIMER) sikd-
yetimi yaptim, bu resmen haksiz kazang.” (Ogrenim Durumu Kategorisi)

Sikayet 100. “Ozel kres ve giindiiz bakim evlerinde lise ve on lisans mezunu peda-
gojik formasyonu olmayanlar égretmen olarak ¢alistirilmasin.” (Ogrenim Durumu
Kategorisi)

Ogretmen ile ilgili nedenler temasinin bir diger kategorisi ise 6gretmen-ebe-
veyn iletisimidir. Bu kategoride 6gretmenler ile ebeveynler arasinda iletisimsel
olarak yaganan problemlere yer verilmistir. Ornek ham veri asagida sunulmustur.

Sikéyet 51. “Benim ¢ocuklarim ikiz ve digeri de diger simifta egitim gormektedir.
Bir giin ¢ocuklarimi alirken ansizin 6gretmen karsima ¢ikti ve konusmak istedigi-
ni soyledi. Sizinle konusacak bir seyim yok deyince "Al o zaman ¢ocugunu benim
smifimdan” diye, ¢ocuklarim yaninda bas bas bagirarak, kendini kaybetti ve bunu
3-4 kez yineledi. Bunu séylediginize hem de ¢ocuklarin éniinde soylediginize sizi pis-
man edecegim dedim ve oradan ayrildim. Yeniden bir sikayette bulundum.” (Ogret-
men-Ebeveyn Iletisimi Kategorisi)
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Bir diger 6gretmen ile ilgili nedenler temasinin altindaki kategori ise 6gret-
men ile ¢ocuk arasinda yaganan olumsuz etkilesimlere dayanan 6gretmen-¢ocuk
etkilesimi kategorisidir. Bu kategoriyi ise ¢ocuk ile 6gretmeni arasinda yasanan
olumsuz durumlari igeren sikyetler olusturmaktadir. Bu kategoriye giren 6rnek
ham veriler asagida verilmistir.

Sikayet 98. “Sadece 1 ornek vereyim: cocuguma sinifta, aglarsan annene gotiir-
meyiz, susarsan gotiirtiriiz demisler. Bunu miidiirlerine soyledigimde evet soyliiyo-
ruz, ¢linkii o aglarsa digerleri de aglar dedi. Ancak sonrasinda yanlis anlanugsiniz,
biz o sekilde siylemedik diye ¢evirdi.” (Ogretmen-Cocuk Etkilesimi Kategorisi)

Sikéyet 124. “..Bu adi gecen sahis ¢cocuklar iizerinde agresif tavirlarla kurdugu
sozde otoritesini gizlemek icin elinden geleni yapmakta ve okul idaresi de bu konuda
velilere koyduklar: kurallarla ona destek olmaktadir” (Ogretmen-Cocuk Etkilegimi
Kategorisi)

Son kategori ise okuldaki 6gretmen sayisinda yetersizlik kategorisidir. Okulda
gocuklar igin yeterli 6gretmenin olmadig1 veya hi¢ 6gretmenin bulunmadig: tize-
rine gelen sikéyetler bu kategoriyi olusturmustur. Bu kategori ile ilgili ham veri
ornekleri asagida sunulmustur.

Sikayet 58. “Kizimin kaydini Nisan ayinda yaptirdim. Sonra Eyliil ay: geldiginde
okul agihnca 6grendik ki ne okul miidiirii kalmis ne de dgretmeni. Ilk giin ¢cocugu
teslim edecek kimse bulamadik. Saat 9'a kadar orada 6gretmen bekledik. Bize kayit
esnasinda 8'de bir 6gretmen olacagi séylenmisti. Bu durumu ilettigim de bana ha-
berlerinin olmadigini séylediler. Coziim icin bakalim dediler. Ikinci giin okulda bir
smif yapacaklarini, televizyon koyacaklarini séylediler. Cocuklarinizi buraya biraka-
bilirsiniz, 6gretmen gelinceye kadar baslarinda ¢cayci duracak dediler. Ben de ¢ayciya
¢ocuk birakamam demem iizerine baska yapacak bir sey yok denildi.”(Ogretmen Sa-
yisinda Yetersizlik Kategorisi)

Sikéyetlerin incelenmesi sonucunda olugturulan bir diger tema ise idari neden-
ler temasidir. Bu tema, ebeveynlerin egitim kurumu biinyesinde idari ve yonetim-
sel islevlerinden dogan sikayetlerinden olusturulmustur. Bu tema altinda toplam
bes kategori bulunmaktadir. Bunlar sirast ile iletisimsizlik, uygulanan egitim prog-
ramy, servis ile ilgili stkintilar, yemeklerin uygun olmayisi ve bilgi degisikligidir.
Her bir kategoriye giren birer 6rnek ham veri asagida belirtilmistir.

Sikéayet 85. “22 dakika boyunca 1. sirada olmama ragmen kimse telefonumu ag-
madi. Calhigan sayist mi az yoksa dikkate mi alinmiyoruz.” (Iletisimsizlik Kategorisi)

Sikayet 161. “4,5 yasindaki kizimi kuruma yazdirdim. Ilk ay gayet her sey giizel
gidiyordu. Ikinci ay miifredat birden agirlast. Kres donemindeki cocuktan harfleri
bilmesi ve kelimeleri olusturmasi bekleniyordu. Bu konuyu mail atarak ilettim. En
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diistik seviyenin o oldugunu soyledi. Egitmenden konuyu basitlestirmesini istedik.
Resimlerle sarkilarla 6gretilmesi gerektigi taraftariyim bu yas i¢cin.” (Uygulanan Egi-
tim Programi Kategorisi)

Sikayet 199. “..1 ayda 3. servis soférii degisti ve velilere bilgisi bile verilmedi.
Can tasidiklarimin bilincinde bir kurum degil maalesef.” (Servis Ile Ilgili Sikintilar
Alt Temasi)

Sikayet 222. ... Yemekler desen verdikleri meniiye uymuyorlar. 1 kutu sarelle
alip 1 hafta ikindi kahvaltisi diye onu yediriyorlar” (Yemeklerin Uygun Olmayisi
Kategorisi)

Sikayet 352. .. Koleji'nin kresinde verilen sozler tutulmayp, iistiine hakaret edil-
mistir. Basta 1 hafta iicretsiz deneyebilecegimizi soyleyip, sonrasinda bizden iicret ta-
lep edip sozlerini tutmadilar ve iistiine hakaret ettiler” (Bilgi Degisikligi Kategorisi)

Ierik analizi sonucunda ortaya ¢ikan bir diger tema kayit siireci temasidur.
Ebeveynlerin okul 6ncesi egitim kurumlarina ¢ocuklarimi kaydettirmek icin bas-
vurduklar: zaman yasamis oldugu olumsuz durumlari iceren sikayetler bu temay:
olusturmustur. Bu tema toplam dort kategoriden olugsmaktadir. Kategoriler sira-
siyla okul mevcudunun fazla olmasi, kura ile kayit alinmasi, haksiz kayit politikasi
ve kaynastirma/biitiinlestirme ¢ocuklarini kabul etmeme kategorileridir. Her bir
kategoriye ait 6rnek ham veriler asagida sunulmustur.

Sikayet 13. “Merhabalar 2 orta okulda ¢ocugumuz okuyor. 2 ¢ocugumuzu daha
okulunuzun okul oncesi sinift ¢ gurubuna kayit yaptirmak istiyoruz ama kayit alin-
muyor. Sinif agmanizi rica ederim. ... okulunuzda tiim ¢ocuklarimizin okumasini
istiyoruz. Okulunuzun agildigindan bu tarafa ¢ocuklarimiza verilen egitimden ¢ok
memnunuz.” (Okul Mevcudunun Fazla Olmasi Kategorisi)

Sikayet 17. “Kizzmuin bu yil ana sinifina baglamas: gerekiyor. Okula basvurduk
200 kisinin basvurdugunu soylediler. Cekilisle alacaklarin séylediler. Cuma giinii
yapilan cekiliste kizimin ismi ¢ikmads. Bize yakin tek okul bu okul. Ozel kresler ok
pahali, biz ne yapacagiz. Kizimizin egitim goérme hakk: yok mu? Nasil gelecek yil
okula baslayacak? Bize bir bilgi verin.” (Kura ile Kayit Alinmasi Kategorisi)

Sikayet 94. .. kresine basvurdum. Sozde gekilis var dediler ve katildik, ¢ikmad.
Zaten bagsta bize ¢ok zor demislerdi anlamamistim. Neden ki? dedim kendi kendime
sonra anladik ki torpilli cocuklar alintyormus. Bunun iizerine okula gittim gortisme-
ye. Neden olmadi? Bos kontenjan var mi? dedim yok ¢ok zor torpille oluyor dediler
ve bunu diyen bir egitimci. Yaziklar olsun bunu Milli Egitime tasiyacagim.” (Haksiz
Kayit Politikas1 Kategorisi)

Sikayet 202. .. Agikgast ¢ocuklarimiz otizmli, kontenjan doldu gidin dediler. Co-
cuklarimin egitim hayatini degil yasama sevincini elinden aldilar. Uzerine 3600 TL
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para ddedik. En agir1 bu ¢cocuklarin 2 kat sevgi ye merhamete egitime ihtiyact var
bizim otizmli olmamizin giinahi bu mu?” (Kaynastirma/Biitiinlegtirme Cocuklarini
Kabul Etmeme Kategorisi)

Caligma kapsaminda olusturulan bir diger tema da fiziksel imkénlar temasidur.
Bu temayi, kurumun i¢ veya dig mekaninin bir okul 6ncesi egitim kurumunun
gerektirdigi 6zelliklere sahip olmamasi iizerine yapilan sikyetler olusturmaktadir.
Fiziksel imkénlar temas: toplam iki kategoriden olusmaktadir. Bu kategoriler; gii-
venlik eksikligi ve sagliga elverigsiz kosullar bashigindadir. Her iki kategoriye dair
ham veri 6rnekleri agagida verilmistir.

Sikayet 169. “Cocugum krese basladigindan beri her hafta hasta oldu. Okulun
havalandirmasi ve 1sitmasinda sorun olup olmadigimi sorguladigimda, biz sizin ta-
leplerinize yetisemeyiz. 3000 TL fatura édiiyoruz zaten gibi yanit aldim kurum mii-
diiriinden.” (Saghga Elverissiz Kosullar Kategorisi)

Sikayet 317. “Bu krese cocugumuzu Kasim ayinda kaydettirdik. Bu siire boyunca
2 kez hastaneye yatti ve en az 10 sise antibiyotik icti. Siirekli enfeksiyon teshisi konu-
luyor. Evde bakiyoruz iyilesiyor, 10 giin gegince yine hastalik baslyyor. Cocuk kalitesiz
sabun kullammindan egzama oldu.” (Saghiga Elverissiz Kosullar Kategorisi)

Sikayet 30. “Okul oyun parkimin pash kirik oyuncaklarindan olustugunu (sinif-
tan bir kiz ¢ocugunun kaydiraktan kayarken kirik bir kisma sikistigini ve 6gretmenin
zor gikardiging), anaokuluna ait giris kapisinn siirekli agik oldugunu (kapi direk cad-
deye agiliyor ve kilit yok kapilarda kesinlikle), giivenlik gorevlisinin sadece ana giris
kapisinda oldugunu, isteyenin istedigi zaman okula girip rahatlikla dolasabildigini
ve bundan kimsenin haberinin bile olmadigini gibi gibi dehsete diisiiren pek ¢ok sey
ogrendim bu toplantida.” (Giivenlik Eksikligi Kategorisi)

Okul 6ncesi egitim kurumlarinin sikayetlerinin incelendigi ¢aligmada en son
olusturulan tema ise ige alim siireci ile ilgilidir. Bu tema altinda tek bir kategori
olusmustur. Bu kategori kiyafetin uygun goriilmemesidir. Ise alim siirecinde ige
basvuran kiginin giyiminden kaynakli olarak ise alinmamasi tizerine gerceklesti-
rilen gikéyetler bu kategoriyi olusturmustur. Bu kategoriye giren 6rnek ham veri
agagida belirtilmistir.

Sikayet 5. <. isimli anaokulundan is basvurusu icin geri doniis yapildi ve benimle
goriismek istediklerini soylediler. Gittigim de iistii kapali bir sekilde basimin kapali
olmas: gerekgesiyle calismak istemediklerini soyledi. ... hamim bizim meclisimiz de
dahi bast kapal: milletvekillerimiz varken, nasil bir bagnazlik hangi iiniversite bitir-
digim kag yil okul oncesi 6gretmenligi yaptigim bilgim tecriibe konusulmazken kilik
kiyafetiyle pesin hiikiimliiliik yapilmas: hayretler icerisinde kaldum ama sessiz kalma-
yacagim bu duruma bildirmek istedim. Farkliliklara sayg: gostermekle ise baslayin.”
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TARTISMA, SONUC VE ONERILER

“Sikayet Var” internet sitesi tizerinde yayimlanmis olan okul éncesi egitim
kurumlart igin yapilmus sikyetlerin incelenmesi amaciyla yapilan bu ¢aligmanin
ilk bulgusu, sikayet sitelerine sikayette bulunan bireylerin ¢ogunlugunun kadin
cinsiyetinde oldugudur. Bu durumun sebebini aile i¢i toplumsal cinsiyet rol dagi-
limindan kaynakli olarak agiklayabiliriz. Ozellikle ataerkil toplumlarda ¢ocugun
egitimi ile daha ¢ok ilgilenen kisi annedir. Egitim kurumlarina dair gikayetlerin
daha ¢ok kadinlar tarafindan yapilmis olmasi da bundan kaynakli olabilir. Can-
s121n (2004) ¢ocuk yetistirmedeki cinsiyetci yaklagimlari inceledigi ¢aliymasinda,
babalarin zamanlarinin olmamasi gerekgesiyle annelerin ¢ocuklarin egitimi ile
daha fazla ilgilendigi sonucuna rastlamistir. David (1998) ve Standing (1999) an-
neler ve babalarin gorev dagilimlarini inceledikleri ¢aliyma sonucunda, annelerin
babalardan daha fazla ¢ocugunun egitimi ile ilgilendigi tespit edilmistir. Hatta bu
calismada annelerin gelir durumu ve ¢aligma durumu degisse de ¢ocuklara ba-
kim diizeyi degismemekte ve ¢ocuklarin egitim ve bakim hususunda babalara gore
daha fazla zaman ayirdi1 sonucuna ulasilmistir. Literatiirde yapilan bazi ¢alisma
sonuglarinda da annelerin gocuklarin egitim ve bakim konusunda babalara gére
daha fazla zaman ayirdiklar1 bulgusuna rastlanmaktadir (Andringa, Nieuwenhuis
ve Van Gerven, 2015; Wallece ve Goodyear-Grant, 2020; Xue ve McMunn, 2021).

Arastirma sonucunda kadinlarin erkeklere gore daha fazla gikayet bildirmesinin
bir diger nedeni de annelerin babalara oranla daha fazla gocugun egitimi ile ilgilen-
me istegine sahip olmasindan kaynakli olabilir. Sarier’in (2016) Tiirkiyede yasayan
ogrencilerin akademik basarisini etkileyen faktorleri ortaya ¢ikartmak i¢in yapmis
oldugu meta-analiz ¢aligmasinda 62 ¢alisma incelenmistir. Caligma sonucunda,
anne egitim diizeyi giiven araligy alt sinir degeri, baba egitim diizeyi degerinden
anlamli oranda diistik ¢ikmistir. Bir diger ifade ile yapilan bu 62 ¢alisma genelinde
anne egitim durumu baba egitim durumuna oranla ¢cocugun akademik bagarisini
daha fazla etkilemektedir. Bu da bize annenin babadan daha fazla ¢ocugunun egi-
timi ile ilgilendigini gosterebilir. Ayni zamanda annenin bilgisi, farkindalig1 veya
Ogrenim diizeyi arttik¢a cocugunun egitiminde daha etkili bir rol aldig1 yoniinde-
dir. Tutkun ve Tezel $ahin (2016) yaptiklar: ¢calismada gocugun egitiminde temel
olusturacak kitap¢1 ortamlarinda gozlem yoluyla gergeklestirdikleri ¢aligmada da
annenin babadan daha etkin rolde oldugu sonucuna ulagilmistir. Organ-Kagan,
Dénmez ve Kimzan'in (2020) okul 6ncesi egitimde ebeveyn katilimlarini inceledigi
aragtirma sonucunda, annelerin babalara oranla hem evde hem de okulda ¢ocuk-
larin egitimlerine daha fazla katilim gosterdikleri tespit edilmistir. Farkli ¢calisma
bulgular1 da dikkate alindiginda, annenin gocuklarin egitiminde veya okul siireg-
lerinde daha aktif oldugunu séylememiz miimkiindiir.

Caligmanin bir diger bulgusu da sikayetlerin biiyiik bir kisminin 6zel kurumla-
ra ait oldugudur. Ebeveynlerin 6zel okullardan daha fazla beklenti icinde olmasi

https://doi.org/10.7822/omuefd.887726 d



E- Sikayet Sitelerindeki Okul Oncesi Egitim Kurumlari: “Sikayetim Var!” ..

bu durumu agiklayabilir. Nartgiin ve Kayanin (2016) ¢alismasinda ¢ocuklar: 6zel
okula giden ebeveynlerin beklentileri incelenmis ve bu beklentilerin bir devlet
okulu ebeveyninin beklentisinden daha fazla oldugu gozlemlenmistir. Aragtirma
sonucuna gore ¢cocugu 6zel okula devam eden ebeveynlerin beklentileri, genel bek-
lentiler, yonetimden beklentiler ve 6gretmenden beklentiler temasi olmak {izere 3
temada toplanmigtir. Genel beklentilerdeki en yiiksek beklenti ¢ocugunun mutlu
olmasi iken yonetimden beklentilerdeki en yiiksek beklenti ise ebeveynlerin kendi
goriislerinin de deger gdrmesi ve yonetimsel kararlara dahil edilmesidir. Ogretmen
beklentisinde ise nitelikli bir 6gretmen kadrosuna sahip olmast ilk siray1 almakta-
dir. Sahan (2011) ¢ocuklar: ilkogretim diizeyinde olan ebeveynlerin beklentilerini
inceledikleri ¢alisma sonucunda, ¢ocuklar: 6zel okula devam eden ebeveynlerin
beklentilerinin, ¢ocuklar: devlet okuluna devam eden ebeveynlere oranla daha faz-
la oldugu tespit edilmistir. Alpaykut (2017), 6zel okula ¢ocugu giden ebeveynlerin
memnuniyet diizeylerini ve bu memnuniyet diizeylerini etkileyen nedenleri aras-
tirmugtir. Ozel okula devam eden ebeveynlerin memnuniyet diizeylerinin diisitk
diizeyde oldugu ve bunun nedeninin ise 6zel okul sayisindaki artistan kaynaklana-
bilecegini savunmustur. Ozel okula gocugunu génderen ebeveynlerin memnuniyet
diizeyi ile okulun teknolojik altyapinin varligy, verilen 6dev ve projelerin igerigi ve
sinif i¢i fiziki durum arasinda yiiksek diizeyde bir iliski oldugu saptanmustir.

Aragtirmada incelenen e-sikayetler analiz edildiginde toplam 7 tema olusturul-
mustur. Bunlar sirasiyla parasal sebepler, gocugun zarar gérmesi, 6gretmen ile ilgi-
li nedenler, idari nedenler, kayzt siireci, fiziksel imkénlar ve ige alim siirecidir. Ozel-
likle bu temalardan parasal sebepler temasinda biiyiik bir yigilma gorilmiistiir.
Giiler'in (2020) COVID19 Pandemisi doneminde her kademeye sahip ve sadece
ozel okullar i¢in yazilan sikayetlerin incelendigi ¢alismada, sikdyetlerin gogunlu-
gunun parasal nedenlerden ortaya ¢ikan sikéyetler oldugu tespit edilmistir. Bagta
egitim ticreti ardindan servis ve yemek ticretlerinin iadelerinin yapilmadig: tizeri-
ne yazilan sikayetlere rastlanmistir.

Bunun disinda sadece 6zel kurumlarda degil devlet okullarinda da parasal ne-
denlerle ortaya ¢ikan problemlere rastlanmaktadir. Bunlarin baginda devlet okul-
larina ¢ocuklarini kaydetmek isteyen ebeveynlerden okullar tarafindan adil olun-
mayan kayit ticretlerini istemeleri de bir problem olarak sikayetlere yansimistir.
Ekinci (2019) okul 6ncesi egitim kurumlarinda ailelerin ve 6gretmenlerin karsilas-
tiklar1 sorunlar: incelemis ve ¢aligma sonucunda karsilastig1 problemlerden biri-
nin de kayit iicreti talebinde bulunma oldugunu saptamistir. Kundakci ve Erginer
(2015) zorunlu okul dncesi egitim iizerine ebeveynlerle goriisme yaptiklar: calis-
mada ebeveynlerin yarisina yakini okul 6ncesi egitim kurumlarinda maddi kaynak
toplandigini belirtmistir. Ozellikle sinif ablasi ticreti, aidat, kayit parasi, temizlik
licreti veya egitim seti {icreti gibi nedenlerden dolay1 para toplama gerceklestirildi-
¢ini ve bu durumun ebeveynleri zorladigini tespit etmislerdir. Aragtirmada ayrica
yasanan sikintilar arasinda, ebeveynlerin diisiincelerinin veya fikirlerinin dikkate
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alinmamasi, alinacak kararlarda okul idaresinin yetersiz kalmasi, saglikli olmayan
fiziksel kosul ve gtivenlik problemleri yer almaktadir. Giiglii ve Artan (2020) Tiir-
kiyedeki okul oncesi egitim kurumlarinda yasanan sorunlarin tespit edilmesi ama-
cryla bir ¢aligma gerceklestirmislerdir ve bu ¢alismanin sonunda okul y6neticisinin
olumsuz algisi, 6gretmen ebeveyn arasindaki olumsuz iletigim ve algilar, maddi
sikintilar, uygulanan programin igeriginin ¢ocuklarin gelisimlerine uygunlugun-
da yaganan sikintilar ve egitim ortaminin i¢ ve dig mekaninin uygun olmadigina
dair sorunlarla karsilagilmistir. Okullarin fiziki kosullarinin da uygun olmadig: bu
aragtirma kapsaminda bulunmustur. Kursunlunun (2019) Tiirkiyede hizmet ve-
ren okul dncesi egitim kurumlarinin fiziksel kosullarini inceledikleri ¢alismasin-
da, bircok kurumun yasal olarak gerekli olan fiziksel standartlara sahip olmadig:
anlagilmistir. Hatta okul 6ncesi egitim kurumlarinin bahge olarak nitelendirdikleri
alanlarin zeminin beton zemin oldugu ve bu nedenle egitsel olarak gerceklesti-
recek aktivitelere yer verilemedigi saptanmustir. Stankovic ve ark. (2015), Sirbis-
tandaki okul 6ncesi egitim kurumlarinin i¢ mekinin incelenmesi igin yaptiklari
calismasinda toplam 32 anaokulu incelenmistir. Inceleme sonucunda kurumlarin
1sinma, aydinlatma ve havalandirma diizeylerinin ¢ocuklarin sagliklar: i¢in uygun
olmadig1 ve yeniden tasarlanmasi gerektigi sonucuna ulagilmistir. Sabanci, Altun
ve Ucar Altun’'un (2018) okul 6ncesi egitim kurumunda karsilastiklar: sorunlara
hem idareci hem 6gretmen hem de ebeveyn agisindan incelemislerdir. Ebeveyn-
ler agisindan problemler incelendiginde, ¢ogunlukla okulun ve sinifin fiziki ola-
naklarinin ¢ocuklar i¢in uygun olmadigi, okul bahgelerin ¢ocuklarin gelisimi i¢in
yetersiz kaldig1 ve egitim programinin igeriklerinin uygun olmadigi sonucuna
ulagilmistir. Yilmaz'in (2020) okul 6ncesi kaynagtirma siniflarinin kalitesini aras-
tirdiklar1 arastirmada da okul 6ncesi 6gretmenleri siniflarin genel kalite diizeyini
yetersiz olarak degerlendirmektedir.

Ayrica egitim kurumlarimin kalitelerini tespit etmek tizere bazi nicel ¢alismala-
ra da rastlanmaktadir. Ozellikle Erken Cocukluk Cevresel Derecelendirme Olgegi
(Early Childhood Environmental Rating Scale- ECERS) kullanilarak okul 6ncesi
egitim ortamlarinin kalitesini belirlemek amaciyla yapilan ¢aligma sonuglarinda
da Tiirkiyedeki okul 6ncesi kurumlarinin gelistirilmesi gereken ozellikleri oldugu
tespit edilmektedir. Solak (2007) tarafindan yapilan aragtirmada Adana ilindeki
okul oncesi egitim kurumlar incelenmis ve resmi okullar ile 6zel okul 6ncesi egi-
tim kurumlari arasinda bityiik farkliliklar bulunmadigini ve orta seviyede bir kalite
seviyesine sahip oldugunu belirlemistir. Yayanin (2016) Tiirkiyeden ve ABDden
okul 6ncesi egitim kurumlarini kalitesini karsilastirdig1 caligmasinda, Tiirkiyedeki
inceledigi okul oncesi egitim kurumlarinin diisiik ve orta diizeyde kalite diizeyi-
ne sahip oldugunu tespit etmistir. Yapilan bazi benzer ¢aligma sonugclarinda, okul
oncesi egitim kurumlarinin orta ve diisiik kalite diizeyine sahip oldugu sonucuna
ulagilmistir (Akmese, 2020; Aksoy, 2009; Canbeldek ve Isikoglu Erdogan, 2016;
Cagrici, 2020; Feyman, 2006; Gol-Giiven, 2009; Giichan C)zgﬁl, 2011; Kalkan,
2008; Oturakdas, 2019; Serdaroglu, 2019).
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Yapilan bu aragtirma sonucunda asagidaki onerilerde bulunulabilir:

o Milli Egitim Bakanlhigindan gorevli yetkililer tarafindan egitim kurumlari
daha sik kontrol edilebilir. Ayrica bu kontroller daha uzun siireli gerceklestirilebilir
ve bu kontrollerde ebeveynlerin beklenti, talep ve sikéyetleri dile getirilebilir.

« En yogun sikayetlerin parasal nedenler oldugu tespit edilmistir. Bu nedenle
okul 6ncesi egitim kurumlariin maddi giderlerinin devlet tarafindan kargilanma-
sticin politikalar gelistirilebilir.

o Her okul 6ncesi egitim kurumunda etkin bir ebeveyn komitesi kurulabilir.
Bu komite tiyeleri okul kapsaminda alinacak idari ve egitimsel kararlarda daha faz-
la s6z sahibi olmas1 6nerilebilir.

o Ozellikle 6zel okul 6ncesi egitim kurumu agma kriterleri daha kapsamli hale
getirilebilir ve bu kriterler gocuk merkezli ve kanita dayali olarak belirlenebilir.

o Ilkdgretim veya ortadgretim biinyesinde okul éncesi siniflar agmak yerine
ozellikle okul 6ncesi egitim kurumlart i¢in planlanmis ve yapilmis bagimsiz anao-
kullarinin sayisinin arttirilmasi 6nerilebilir.

« Okulda gérev alan her bir personele ¢6ziim odakl1 yaklagimlar ile ilgili egi-
timler ve seminerler verilebilir.

« Sikayetler incelenerek okul 6ncesi egitim kurumlarinin fiziksel yapilar: tek-
rardan gozden gegirilebilir.

o Her okulda kalite kurullar1 kurulabilir ve bu kurullar kendi okullar1 i¢cin
kalite standartlarini olugsturabilir veya olusturulmus standartlar i¢in ¢alismalar
gerceklestirebilir.

CATISMA BEYANI

Bu ¢alismada herhangi bir ¢ikar ¢atismasi yoktur.
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PRE-SCHOOL EDUCATION INSTITUTIONS ON E-COMPLAINT SITES: “I HAVE A
COMPLAINT!

ABSTRACT:

This study aims to examine the e-complaints about pre-school education institu-
tions in Turkey. For this purpose, an analytical research model was used, and content
analysis was used in data analysis. Within the scope of the research, complaints were
scanned separately with the keyword’s "kindergarten”, "nursery”, "kindergarten" and
"preschool” on the "Sikayet Var" website, and each complaint was recorded. As a result
of the search, a total of 377 complaints that were suitable for the research were included
in the study. The "Complaint Determination Document Analysis Form" developed by
the researcher was used as a data collection tool. As a result of the research, e-compla-
ints were gathered under 7 themes in total. These are financial reasons, child harm, te-
acher-related reasons, administrative reasons, enrolment process, physical conditions,
and recruitment process. The most common complaint type is financial reasons. In ad-
dition, it was determined that the complaints were mostly made for private pre-school
education institutions and mostly women wrote the complaints.

Anahtar Kelimeler: Complaint, Parent, Preschool education, Quality.

e we

E- SIKAYET SITELERINDEKI OKUL ONCESI EGITIM KURUMLARI: “SIKAYETIM
VAR!”

0z

Bu ¢alismanin amaci Tirkiyedeki okul oncesi egitim kurumlari hakkinda yazilan
e-sikéyetlerin incelenmesidir. Bu ama¢ dogrultusunda, analitik arastirma modeli kul-
lanilmis ve veri analizinde igerik analizinden yararlanilmistir. Arastirma kapsami nda
“Sikéayet Var” internet sitesinden “anaokulu’, “kres”, “anasinifi” ve “okul dncesi” anah-
tar kelimeleri ile ayr1 ayr1 sikdyetler taranmig ve her bir sikayet kaydedilmistir. Arama
sonucunda aragtirmanin amacina uygun olan toplam 377 sikdyet caliyma kapsamina
almmustir. Veri toplama araci olarak arastirmaci tarafindan olugturulmus olan “Sikayet
Belirleme Dokiiman Analiz Formu” kullanilmistir. Aragtirma sonucunda e-sikéyetler
toplam 7 tema altinda toplanmistir. Bunlar parasal nedenler, ¢ocugun zarar gérmesi,
ogretmenle ilgili nedenler, idari nedenler, kayut siireci, ise alim siireci ve fiziksel imkén-
lardir. En ¢ok kargilagilan sikdyet parasal nedenlerden kaynaklidir. Ayrica sikayetlerin
cogunlukla 6zel okul 6ncesi egitim kurumlari i¢in yapildig1 ve daha ¢ok kadinlar tara-
findan sikéyetlerin yazildig1 sonucuna ulagilmistir.

Keywords: Okul oncesi egitim, Sikdyet, Ebeveyn.
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INTRODUCTION

One of the most important expectations of children, parents, educators, and other
internal and external stakeholders of education is a qualified preschool education
institution (Penn, 2011). At this stage, the first question that comes to our mind is:
“How should a qualified preschool education institution be?”. If we had asked the
answer to this question 30-40 years ago, we would have received the answer that
it should comply with the quality assessment scales or standardized tests develo-
ped for preschool education institutions (Harms & Clifford, 1980; Hunkin, 2019;
Phillips & Howes, 1987; Sollars, 2020). However, it is not sufficient to meet quan-
titative criteria alone today. Because many factors, such as the needs of learning
individuals, developing technology, and parental expectations, have brought the
quality of education to the fore. Therefore, it is important to reach quality quali-
tatively (Taguma, Litjens & Makowiecki, 2013). In addition, when the literature is
examined, not a single element but multiple elements play an active role in deter-
mining the quality of pre-school education institutions. When talking about the
quality of an educational institution, both internal and external elements such as
child, parent, teacher, program, classroom, and social environment should not be
forgotten (Giichan Ozgiil, 2011; Ulubeli, 2019). In addition, preschool education
institutions should focus on structural elements and pedagogical processes to be
qualified institutions (Howes, 1996; Love, 1997; OECD, 2006; Sheridan, Williams,
& Sandberg, 2012).

According to Vygotsky (1978), the key concept for a quality preschool educati-
on institution is "supportive education". Also, Vygotsky states that an institution's
educational program reflects the quality of that institution. For this reason, it refers
to five important issues that should be in the program (Bodrova & Leong, 2005).
These:

« Activities suitable for the age and developmental characteristics of child-
ren should be included in the program. In particular, the program should include
children's skills in self-regulation and positive interaction with other individuals.

o Dramatic plays must be in the content of the education program and should
be organized as the main activity of the education process.

« Another important factor in the program is teacher-child interaction. This te-
acher-child interaction should be enthusiastic and stimulating to support children’s
development. In addition, when interacting with children, the individual characte-
ristics of children (such as curiosity, creativity, and interest) should be considered.

o For the program to be effective, it is necessary to set standards for each deve-
lopment area and use these standards.

o As the last feature, a quality preschool education program should reveal the
undiscovered talents of children and prepare them for the next level of education.
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Some scholars have put forward different ideas about the quality of educational
institutions. Taylor (2000) stated that it is not possible to examine quality only the-
oretically. He argued that quality should also be appropriate for different contexts.
Edwards and Fleer (2003) suggested that a quality preschool education institution
can be primarily with a program that will provide intellectual progress to children.
According to Edwards and Fleer (2003), children should build knowledge in qua-
lity preschool education institutions. For this reason, they advocate those children
should be given skills on how to create and use knowledge in quality pre-school
education institutions. On the other hand, Pianta, Downer, and Hamre (2016) add-
ressed the quality of pre-school education in four ways. These are the structural
elements of the classroom, the characteristics of the classroom environment, teac-
her-child interaction, and quality rating and improvement systems. The structural
element of the classroom includes how long the school day lasts, the education
level of the teacher, and teacher-student ratios. The characteristics of the classro-
om environment include the size of the classroom, its hygiene, the availability of
learning and play materials, and how the daily education program is implemented
in the environment. Teacher-child interaction includes the behaviours of the teac-
hers during the activity, the language used by the teacher, emotional closeness, and
style. The changing needs and interests of children, in-service training offered to
teachers, and new studies to increase school leadership are included in the quality
assessment and improvement process.

To determine whether a preschool education institution is qualified or not, it is
important to meet with the internal and external stakeholders of the educational
institution and to evaluate their views and experiences, in addition to the standar-
ds mentioned above. These reviews provide us with important clues. One of these
stakeholders is parents. The educational institutions where parents and children
first meet are pre-school education institutions. For this reason, it can be said that
parents give more importance to pre-school education institutions than other le-
vels. As a result of the study conducted by Toran and $ahin (2020) to determine the
expectations of parents whose children attend pre-school education institutions, it
has been concluded that parents expect the institutions to implement an education
program that supports the development of their children. In addition, another is-
sue that parents care about in the study is qualified teachers. In the study of Sackes
(2013), in which he investigated expectations from early childhood education from
the perspective of parents and teachers, it was determined that the expectations
of parents and teachers showed similar characteristics. Parents primarily demand
that their children's self-care skills and language skills be supported. Niikko and
Havu-Nuutinen (2009) evaluated the quality factors of preschool education ins-
titutions in terms of parents, teachers, and children. As a result of the evaluation,
it has been determined that pre-school education institutions need improvements
in the field of cooperation and that the expectations of modern society should be
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reflected in the educational institution. In Ceylan's (2019) study on determining
the expectations of parents from preschool education institutions, it was concluded
that most of the parents expect warm and caring teacher-child interaction from
preschool education institutions. In addition, parents expect a variety of social ac-
tivities, individual training, and more games and activities from pre-school edu-
cation institutions to be included in the program. Based on the research results
mentioned above, it can be said that parents have many different expectations from
pre-school education institutions. If the expectations of the parents, who are a sta-
keholder of the school, cannot be met, problems may arise between the school and
the parents. If these problems are determined in advance and a common solution is
found between the parents and the school, the problem disappears. But sometimes
these problems cannot be solved for certain reasons and these problems get bigger.
It is even seen that these problems are reflected in forums or complaint sites on
electronic platforms.

When the national studies conducted to determine the expectations from prescho-
ol education institutions were examined, it was determined that most of the studies
were conducted with parents, and interview forms, questionnaires, and scales were
generally used as measurement tools (Argon & Akkaya, 2008; Ceylan, 2019; Ersan,
2019; Simgek & Ivrendi, 2014). One of the most important features of this study
that distinguishes it from other studies is the collection of data from e-complaint
websites. The most important reason for choosing e-complaint websites for data
collection is that most individuals have easier access to the internet and the use
of online technologies has increased. For this reason, individuals can write many
problems on electronic platforms instantly. In addition, it is seen that today indi-
viduals use the internet more as a way of seeking their rights. According to Medin
(2017), while individuals were in the role of listener, reader, or viewer on the inter-
net in the past, they have now turned into a publisher role with new media tools.
At this point, it can be said that internet users get out of the role of just watching
or watching the internet and see it as one of the ways to seek rights. According
to a report by Demir6ren News Agency (DHA) in June 2021, it was determined
that complaints made to social media platforms increased by 262%. One of the
reasons that make the study important is to support the creation of clearer soluti-
ons by combining the results from the e-complaint websites with the results of the
studies made with the views of the parents. Another point that makes the study
important is that similar studies have not been found before. There is a study by
Giiler (2020) at the national level. However, in this study, only e-complaints made
during the pandemic were examined and only private schools were included in the
study. In this study, however, the e-complaint timeframe was kept longer (February
2013-November 2020) and e-complaints about both public and private education
institutions were included in the study.
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The purpose of this research is to examine the complaints made for pre-school
education institutions and classes published on the "Sikayet Var" website. For this
purpose, answers to the following research questions were sought:

a. How long is the formation process (long/short term) of the cause causing the
complaint?

b. What are the reasons for the complaint?
METHOD
Research Model

In this study, an analytical research method was used. According to Mcmillan
(2004), in the analytical research method, documents, documents, or records are
analysed by examining them one by one. Therefore, it does not require direct inte-
raction. According to Burkett (1990), the documents to be examined in the anal-
ytical research method are defined and researched in detail. Then the documents
are synthesized. Complaints on the "Sikayet Var" website were examined in detail.
For this reason, an analytical research method was preferred.

Study Data

The data of the research were collected from the address www.sikayetvar.com. In
particular, the most important factor in the selection of this website is that it has
the highest number of users in Turkey (Er, 2008: 117). A search was made by typing
the keywords determined by the researcher in the search section of the complaint
site. These words are: “preschool’”, “kindergarten”, “kindergarten’, and “nursery”.
Each complaint that emerged in line with the search results was carefully exami-
ned and the complaints made for pre-school education institutions were included
in the research. Initially, 392 complaints were received. Complaints shared by the
same user and containing the same text, complaints made for workshops or course
centres providing short-term training were not included in the scope of the re-
search. In this context, a total of 377 complaint texts were included in the study.
Complaint texts are saved in a separate word file. The oldest complaint reviewed
was 13 February 2013; The closest complaint date is 6 November 2020. In addition,
information about the gender of the person making the complaint and the type
of school where the complaint was made was recorded and the frequency table is
presented below.
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Table 1. Distribution of the Complaints by the Gender and Type of School
Complained by the Individuals

Table 1.

Distribution of the Complaints by the Gender and Type of School Complained by the Individuals
Sex n %o
Woman 255 67.64
Man 114 30.24
No Gender 8 212
Institution Type n %
Private/ Foundation Institution 321 85.15
State/Public Institution 23 6.10
Affiliated to the Municipality 33 8.75
Total 377 100.00

According to Table 1, it was concluded that 67.64% of the complaints were
made by women and 30.24% by men. The gender of the individuals who made
these complaints could not be determined because the complainants had a unisex
username or did not have a user photo. For this reason, the data in this condition
were evaluated in the category of “unspecified gender”. The rate of these complaints
is 2.12%. To summarize, it is possible to say that most individuals reporting comp-
laints about pre-school education institutions are female members. When Table
1 is examined, it was determined that 85.15% of all complaints were directed to
private/foundation preschool education institutions, 8.75% to municipal kinder-
gartens, and 6.10% to state/public preschool education institutions. In other wor-
ds, it was concluded that most of the complaints belong to private or foundation
kindergartens.

Data Collection Tools

In the research, the "Complaint Determination Document Analysis Form"
developed by the researcher was used. This form was created by the researcher
after a literature review. Then, opinions were received from a total of 3 experts, 1
of whom completed his doctorate in child development and education, and 2 of
whom completed his doctorate in pre-school education. The form was finalized in
line with expert opinions. Complaint Identification includes 5 items in the Docu-
ment Analysis Form. These:

a. Publication date of the complaint

b. Gender of the person making the complaint
c. Type of institution

d. Process of complaint (Short/long term)

e. Reason for complaint
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The first step in the Complaint Identification Document Analysis Form is the
"publishing date of the complaint". This date is based on the date specified on the
complaint site. In the "Gender of the person making the complaint” section, if
the person making the complaint has made a gender selection, the gender option
seen is taken as the basis. Participants whose username and photo were not given
and whose gender was not specified were categorized as not gender-specific in
the study. In the "type of institution”, the name of the institution subject to each
complaint was checked on the website of the relevant Provincial Directorate of
National Education and marked in this way. In the "Complaint process" section, if
the complaint occurred within 24 hours and caused the complaint, it was marked
as "short-term", if the complaint spread over more than 24 hours and continued,
it was marked as "long-term". For example, the fact that the parent wanted to get
information about the institution and was not admitted to the school is an instan-
taneous situation and a "short-term" complaint since it takes place in a process that
does not last 24 hours, whereas the situation in which the parent states that his/her
child is constantly abused by the teachers is not an instantaneous situation and is a
continuous one. It has been evaluated as a “long-term” complaint because it has a
special feature. In the "reason for the complaint" option, the text of the complaint
was read in detail and the reasons leading to the complaint in the text were written
one by one.

Data Collection Process

In the research, first, the relevant literature was examined. National and in-
ternational studies have been recorded. Then, e-complaint sites serving in Turkey
are listed. Complaint sites were evaluated in line with the criteria of several users,
several complaints, and years of service, and the e-complaint website “Sikayet Var”
(www.sikayetvar.com) was selected for research.

The company "Sikayet Var" is a corporate company and was established in 2001.
It is the world's first and largest complaints platform site. The "Sikayet Var" site has
a total of 5.5 million individual members. It has also been stated that the monthly
number of page views of this site is 80 million (www.sikayetvar.com, 2020). In
line with these features, the "Sikayet Var" e-complaint site has been selected. To
determine the complaints written for pre-school education institutions, the words
"preschool”, "kindergarten" and "nursery" were written one by one in the search
engine of the complaint site and the complaints were recorded. More than one of
the same complaint texts was found in the searches. The same complaint texts were
included in the research once. Data collection was carried out on 10 November
2020. Complaints published on the e-complaint website after 10 November 2020
were not included in the research. As a result of the search, courses or workshops
providing education to pre-school children were also identified. These courses or
workshops providing short-term training were excluded from the complaints. As
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a result of all eliminations, a total of 377 complaint texts were copied to the word
page. A word file with a total of 144 pages was created. After the "Complaint Deter-
mination Document Analysis Form" was created, two researchers independently
read and coded the complaints.

Analysis of Data

Content analysis was used in the analysis of the data. According to Yildirim
and Simsek (2016), themes and categories are created from the data analyzed in
content analysis. The themes and categories created can be digitized and given as
percentages. In this study, the contents of the complaints were read, and themes
and categories were created.

According to Yildirim and Simsek (2016), purposive sampling can be used
in the transferability step. In this study, data were collected from the most used
complaint site in Turkey. Direct quotations from the data obtained from secondary
sources (complaints written on complaint sites) are included under the findings
obtained for the external validity of the study (Yildirim and $ahin, 2011). As sta-
ted by Miles and Huberman (2015), the method used for reliability is to ensure
the similarity of opinion among researchers. In the research, support was received
from an instructor who works as an expert and academician in the field of child
development. The same data output that the researcher had extracted for himself
was given to the other researcher. Researchers conducted analyzes independently
of each other. Then, the consensus was calculated, and the consensus was found to
be 93%. According to Miles and Huberman (2015), it is recommended that the rate
of reliability between raters be over 70%. In this direction, it is possible to say that
the reliability rate of the study is high.

FINDINGS
Process of Complaint (Short Term / Long Term)

The first research question of the study is to examine the process of formation
of the reasons that cause the complaint. At this stage, each complaint was read, and
it was examined whether the complaint was short-term or long-term. Data analysis
is given in Table 2.

Table 2. Process of Complaint (Short Term / Long Term)

Process n Yo

Short term 70 18,57
Long term 307 81,43
Total 377 100,00
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When Table 2 is examined, it is concluded that 81.43% of the complaints occur
in the long-term and 18.57% in the short term. Examples of raw data falling under
the themes of long- and short-term complaints are given below.

Complaint 158. “We went to XXX Nursery and Kindergarten on 09.09.2020 at
17:45 with my wife and 2 years old child to get information. While we were heading
to the entrance of the institution, the woman in charge of the inner door said, "We
are not allowed in because of the epidemic,” and pointed to the outer door. She used
very rude language. The woman we tried to contact officially fired us. As I tried to
speak, the woman did not make me speak. He did not allow me to speak my words.
She constantly told us "we don't make records”, "we'll email you". I think she gave
very impolite answers. You may not be registering. Maybe we want information for
next year. The woman could use humane language. I would not want my child to go
to an institution where such an angry and irritable woman is located.” (Short Term)

Complaint 83. “The teacher working at the school named XXX excluded my child
with special needs from the other students in his class. The teacher told me that my
child had received complaints from other parents. While the teacher should have ac-
ted in a solution-oriented approach, the teacher dismissed me. The teacher told me to
take my child to the psychiatric hospital. I don't think you have the right to say such
a sentence to me. I request the necessary action” (Long Term)

Reasons for Complaint

377 complaints collected in the research were examined and a total of 7 themes
were created. These themes are shown in Figure I.

Figure 1.Themes of Complaint Reasons

FINANCIAL ADMINISTRATIVE
CHILD HARM
REASONS REASONS
{£:120; 31,83%) iz 18,6m0) (:54; 18,329%)
ENROLLMENT [ [ RECRUITMENT
PROCESS X ' PROCESS
(f:43; 11,41%) j 1; 0,26%)
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As can be seen in Figure I, a total of 7 themes was created because of the exami-
nation of the complaints. These themes are listed as financial reasons, child harm,
teacher-related reasons, administrative reasons, enrollment process, physical faci-
lities, and recruitment process. It has been determined that the most intense theme
among these themes, which constitutes the reason for the complaints, is "Financial
Reasons". The categories formed under the themes are given in Figure 2.

Figure 2.Themes and Categories Resulting from Data Analysis
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When Figure 2 is examined, it is concluded that the first emerging theme is "fi-
nancial reasons". A total of 4 categories were formed under the "Financial Reasons"
theme. These categories are "no refunds", "high registration fee increase rates",
"high stationery fees" and "registration fee request". The first category, non-refun-
ds, was written on complaint sites quite frequently, especially during the pandemic
period. Parents, who were not satisfied with the closure of schools during the pan-
demic process and the online education system following this process, demanded
that their children's school records are deleted or frozen and therefore the fees
they paid should be returned to their side. A sample complaint text related to the

category is given below.
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Complaint 12. “On 31.01.2020, I registered my child at XXX to take advantage
of the early registration discount. I paid the registration fee in advance with my
credit card. With the emergence of the COVID 19 pandemic, I gave up sending
my child to school. I canceled my child's school registration on 06.07.2020. We
have agreed that the remaining fee will be refunded by deducting 10% of the entire
price, which is the early withdrawal fee of the registration fee. On the day my child
was deregistered, I was told about a week later that the remaining fee would be
paid. Although 1 month has passed (06.08.2020), I have not received any refund
fee from the institution. I can't get results."(No Refunds Category)

Another category that emerged because of the content analysis is "high regist-
ration fee increase rates". In this category, parents state that preschool education
institution tuition fees have increased significantly compared to the previous year.
Some sample data that make up this category are given below.

Complaint 232. “T registered my child at the beginning of the year in the Nursery
and Day Care Center named XXX. We agreed on a price with the educational ins-
titution at the beginning of the year, but the educational institution wanted to raise
the price by breaking the agreement we made on the pretext of the increase in the
minimum wage in the middle of the semester. Since I did not want to entrust my child
to an institution that could not even keep its promise, I had my child deleted from the
nursery.” (High Registration Fee Increase Rates Category)

Complaint 349. “There is no article or statement in the Student Registration Ag-
reement stating that the monthly tuition fees may increase during the term. But the
institution increased the monthly fee by 50%. While the inflation rate is 10%, the
increase in civil servants’ and workers’ salaries is 7%, it is not acceptable to raise
the education fee that much. In addition, this wage increase is unrealistic. In today's
conditions, this fee cannot be paid.” (High Registration Fee Increase Rates Category)

Complaint 179. "“There has been a 90% increase in the kindergartens of the Mu-
nicipality named XXX. We do not accept this increase. Why are our salaries not inc-
reased so much? Correct this mistake, please. Institutional prices are very high. How
can I work if I cannot send my child to this nursery? These prices are special nursery
fees.” (High Registration Fee Increase Rates Category)

Another category formed within the scope of the " financial reasons " theme
is the high fees required to meet the stationery products used by children during
the education process. This category is called "high stationery fees". An example of
data falling into this category is as follows:

Complaint 547 At the beginning of the summer, I enrolled my child in school. At
the end of the orientation week when my child started school, they asked us for a sta-
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tionery fee of 2077 TL. During the registration, the institution said that the stationery

fee was 1500 TL last year, and it will be around 1700 TL this year. They did not tell
us a clear fee. An increase of 500 lire in 1 year is too much. It is also not correct to tell
us the net stationery fee late. The idea of the institution that "however, they registe-
red their child in the institution, they will pay how much money we ask for" is very
wrong.” (High Stationery Fees Category)

Another category under the " financial reasons” theme is "registration fee requ-
est". This category was created by the complaints of parents who want to enroll
their children in state/public preschool education institutions. The school admi-
nistration asks for registration fees from parents who want to enroll their child in a
public school. The text of a complaint falling into this category is as follows.

Complaint 111. “T went to enroll my daughter in kindergarten. The school admi-
nistration told me to deposit 750 TL into their bank account, otherwise, they would
not be able to register. I know the decision of the governor's office regarding this. I had
read online. According to the decision, it is stated that a monthly payment of 100 TL
should be paid to the kindergartens. But the school asks us to pay the full registration
fee. They said that if we do not pay the fee, they will not be able to register. But Syrians
do not pay registration fees. Why do I pay while Syrians in my country do not pay?”
(Registration Fee Request Category)

The second theme in the research is "child harm". This theme includes parent
complaints that their children have been subjected to violence, insults, or abuse
from peers, teachers, administrators, or other staff members. This theme consists
of two categories. These are physical harm and psychological harm. The category
of physical harm includes complaints of physical violence that are claimed to have
been intentionally inflicted on the child by other children or school personnel. In
the category of psychological harm, ill-treatment without physical contact is inc-
luded. Some examples of data falling into both physical and psychological harm
categories are as follows.

Complaint 188. “We received a call from the school where we safely registered
our child, and they were told that you need to come to school. When we went to the
nursery, our 1.5-year-old son's face was livid and full of fingernails. When we asked
about this, he stated that he was beaten by another child 2 years older than him. "And
you didn't intervene at all?” I asked. They said "we intervened" but we did not believe
it. We watched the security camera footage. We were able to watch only 10 minutes of
the camera footage, we couldn't watch the rest because of sadness.” (Physical Harm
Category)

Complaint 297. “T have been sending my son to XXX school for about 4-5 months.
Yesterday, my son said that after school, the school official got angry with him and
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slapped him. I talked to the school administration about this situation. The school ad-
ministration defended the school official. They said that the school official would not
do such behavior. Look at what has been done to our children, who are very precious
to us. If you are doing this job, you must have a conscience, you must have patience.”
(Physical Harm Category)

Complaint 15. “School officials said, "Your child suddenly gets angry and scre-
ams". 1 wanted the camera records to be opened. We watched the footage. When
my child didn't want to eat, I saw them force-feeding. They were sticking the spoon
up my child's throat. That's why my child vomited. When I vomited, the attendant
threw my child from his lap. So, think about what I've been through.” (Physical Harm
Category)

Complaint 145. ‘T don't know where to start; I sent my child to summer school
and his psychology deteriorated. When my child misbehaves, the teacher said to my
child, "If you don't stop misbehaving, I will become a bat at night and suck your blood
and become a monster and come to you." said. My child hasn't slept for days. My child
woke up screaming every night. I was told that my child's imagination was too strong
for school to end this event.” (Psychological Harm Category)

Complaint 301. “I am complaining about the teacher and his assistant who do
not behave appropriately in the teaching profession. The English teacher keeps calling
my son "naughty”. The teacher took my child out of the classroom and sent him to ot-
her classes. They also kept my child waiting in the school warehouse.” (Psychological
Harm Category)

Another theme in the research is "Teacher-Related Reason". This theme was
formed by the teacher's complaints including both qualitative and quantitative de-
ficiencies. The theme of reasons related to the teacher consists of four categories.
These categories are teacher-educational status, teacher-parent interaction, teac-
her-child interaction, and an insufficient number of teachers in the school. The
first category is related to the educational background of teachers. Some parents
stated in their complaints that teachers do not have a sufficient level of education to
provide education to their children. Some data falling into this category are listed
below.

Complaint 36. “The principal of the school was a high school graduate. I shared
this situation with the teachers at the school in the surrounding area. A person wit-
hout a teaching diploma can't manage an educational institution. I complained about
this person to the governorship, the Directorate of National Education, and the Pre-
sidential Communication Center (CIMER). This is an unfair advantage.” (Teacher
Educational Status Category)
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Complaint 100. “People with high school and associate degree degrees should not
be employed in private kindergartens and daycare centers. Because they have no pe-
dagogical formation.” (Teacher Educational Status Category)

Another category of the teacher-related reasons theme is the "teacher-parent
interaction” category. Communication problems between teachers and parents
formed this category. Some sample data are as follows:

Complaint 51. “T have twin children. They both go to the same school. When I
went to school to pick up my kids, the teacher said she wanted to talk to me. The tea-
cher shouted at me, "Take your children out of my class”. The teacher lost herself and
said this sentence to me 3-4 times. The teacher said this in front of my children. And
I'm going to make you regret it. I replied. I took my kids from school and left. I will
file a complaint” (Teacher-Parent Interaction Category)

Another category under the "reasons related teacher" theme is the "teacher-c-
hild interaction" category, which is based on negative interactions between the te-
acher and the child. This category consists of complaints about negative situations
between the child and the teacher. Some sample data falling into this category are
as follows:

Complaint 98. “I just want to give an example. The teacher said to my child in the
classroom, "If you cry, we will not take you to your mother, if you are silent, we will
take you to your mother". I told the school administrator. The school administrator
said, "Yes, we tell the children this. Because if a child cries, other children cry too.”
(Teacher-Child Interaction Category)

Complaint 124. “The teacher acts aggressively towards the children in the classro-
om. The teacher wants to establish an authority in these behaviors in the classroom.
We talked to the school administration, but the school administration supports this
teacher.” (Teacher-Child Interaction Category)

The last category is the category of "insufficiency in the number of teachers".
This category is composed of complaints that there are not enough or no teachers
for children at school. Sample data for this category are as follows:

Complaint 58. “T registered my daughter to school in April. When September
came, neither a teacher nor a school principal remained in the school. We couldn't
find anyone at school on the first day of school. I waited until 9 o'clock for the teacher
to arrive at the school. Information about the school was given at the time of enrol-
Iment. At that time, we were told that a teacher was on duty at the school at 8 am.
When I told this information to the other employees there, they stated that they were
not aware of this information. They said they would open a new class on the second
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day of school. They told me, "Until the teacher comes, your child will be taken care of
by the tea maker.” So, I said "that's not possible” and they said there was nothing else
they could do” (Insufficiency in the Number of Teachers Category)

Another theme created because of the examination of the complaints is the
"administrative reasons" theme. This theme consisted of the complaints of parents
about the problems arising from their administrative and managerial functions
within the educational institution. There are five categories available in this theme.
These categories are "lack of communication", "training program implemented",
"problems with service", "unsuitability of meals" and "change of information". An
example of each category is presented below.

Complaint 85. “I phoned the school. I waited on the phone for exactly 22 minutes.
Is the number of employees at the school low or are we not being considered?” (Lack
of Communication Category)

Complaint 161. “ registered my 4.5-year-old daughter in school. The first month
everything was going well. In the second month, the curriculum suddenly became
more difficult. Teachers expected the child to know the letters and form the words. I
informed the school about my opinion on this subject by email. The school administ-
ration was told that the school's education program was like this. I asked teachers to
make things easier. I think especially children of this age group should be taught these
subjects with pictures or songs.” (Lack of Communication Category)

Complaint 199. “In 1 month, my child's shuttle driver changed for the 3rd time.
This change was not communicated to the parents.” (Training Program Implemented
Category)

Complaint 222. “The menu given to parents from school and the menu that child-
ren eat at school are not compatible with each other. Teachers feed children a box of
chocolates for a week's afternoon breakfast. (Unsuitability of Meals Category)

Complaint 352. “Promises made in the kindergarten of my child's college are not
kept. Moreover, they insult the parents. First, the school administration said, "Bring
your child for 1 week free of charge". Then they asked us to pay. The school administ-
ration did not keep its promise.” (Change of information Category)

Another theme that emerged because of the analysis is the "enrollment process”
theme. This theme consists of complaints about the negative situations experien-
ced by parents in the process of applying to pre-school education institutions to
enroll their children. This theme consists of four categories. These categories are
"excess of students in school", "registration by lot", "unfair enrollment policy" and
"not accepting inclusive children". Sample data for each category is given below.
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Complaint 13. “We have two children. I want to enroll my two children in the
same class of the school. But the school does not want to enroll. They say the class
is full. I request that an extra class be opened at the school.” (Excess of Students in
School Category)

Complaint 17. “My daughter has to start kindergarten this year. We applied to the
school. But they said that 200 people applied to this school. The school administration
said they would hold a raffle. The draw was held on Friday and my daughter’s name
was not included in the draw. This school was the closest to us. Private nurseries are
very expensive, what are we going to do? Doesn't our daughter have the right to edu-
cation? How will he start school next year? Give us some information.” (Registration
by Lot Category)

Complaint 94. “We went to school to enroll my child in school. We were told that
there was a lottery, and the lottery did not come to us. Already, other people had told
us at first that it would be very difficult for you in the lottery. I'm like "why?" I asked. I
understood that they were enrolling torpedoed people in school. I did not understand
what they said. Why? I said to myself, then we realized that children with torpedoes
are being taken. Then I went to meet with the school administration. I asked if there
were any vacancies at the school. The school administration said that there are no
vacancies. He even told me “It is very difficult to find a quota. However, you need to
have acquaintances.” it said. Shame on you. I will report this to the Ministry of Edu-
cation. (Unfair Enrollment Policy Category)

Complaint 202. "The school administration told me, "Your child has autism, our
quota is full. That's why we can't register. They took away my children'’s right to edu-
cation. They have finished my child's joy of life. Children with autism need love, com-
passion, and education twice as much as other children.” (Not Accepting Inclusive
Children Category)

Another theme created because of the analysis is the "physical conditions the-
me". This theme consists of complaints about the negativities experienced in the
interior or exterior of the educational institution. This theme consists of two cate-
gories. These categories are "lack of security” and "unhealthy physical conditions".
Examples of data for both categories are given below.

Complaint 169. “My child has been sicked every week since he started school.
I asked the school if there was a problem with the ventilation and heating. School
administration "we cannot fulfill your demands." she replied to me. I got a response
from the director of the institution such as "We already pay 3000 TL bill for heating.”
(Unhealthy Physical Conditions Category)
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Complaint 317. “I enrolled my child in kindergarten in November. Since Novem-
ber I had to take my child to the hospital 2 times. He was hospitalized. Doctors gave
my child at least 10 bottles of antibiotics. Doctors are constantly diagnosing my child
with an infection. We take care of our child at home, he gets better in a short time,
but my child gets sick again 10 days after he starts going to school. Also, the soaps at
the school are of very poor quality. My child has eczema.” (Unhealthy Physical Con-
ditions Category)

Complaint 30. “At the meeting, I learned that the playground of the school consists
of rusty and broken toys, the entrance door of the kindergarten is always open, the
security guard only stands at the main entrance, anyone can enter the school easily
whenever they want, and no one even knows about it.” (Lack of Security Category)

The last theme created because of the content analysis in the research is related
to the recruitment process. This theme consists of a single category. This category
has been named "Refusal to Employ Headscarves Personnel”. Some institutions do
not want to employ heads carved teachers. This category includes complaints writ-
ten for this reason. An example of data falling into this category is presented below.

Complaint 5. “T applied for a job at the kindergarten and the kindergarten called
me. They said they wanted to meet with me for my job application. When I went, they
said they didn't want to work with me because I was wearing a headscarf. Even in
the Turkish Grand National Assembly, there are deputies wearing headscarves. What
kind of bigotry is this? I will not remain silent in this situation. Respect differences.”
(Refusal to Employ Headscarves Personnel Category)

DISCUSSION, CONCLUSION, AND RECOMMENDATIONS

The first finding of this study, which was conducted to examine the complaints
written for pre-school education institutions published on the "Sikayet Var" websi-
te, is that most of the individuals who wrote the complaints were women. We can
explain the reason for this finding due to gender roles within the family. Especially
in patriarchal societies, the person who is more interested in the education of the
child is the mother. This may be the reason why complaints are mostly made by
women. According to the results of the study by Cansiz (2004), it was concluded
that the person in the family who is interested in the education of their children
is mostly the mother. It has been determined that fathers are not very interested
in the education of their children because they do not have time. David (1998)
and Standing (1999) also examined the distribution of duties within the family of
mothers and fathers. It has been concluded that mothers are more interested in
the education of their children than fathers. In fact, in this study, although mot-
hers’ income and employment status change, the level of care provided to children
does not change. In other words, it has been determined that although the income
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of mothers increases, mothers spend more time with their children than fathers.
Similar findings are found in the results of some studies in the literature. It has
been determined that mothers spend more time on education and care of their
children than fathers. This leads to gender inequalities within the family (Andrin-
ga, Nieuwenhuis, & Van Gerven, 2015; Wallece & Goodyear-Grant, 2020; Xue &
McMunn, 2021).

As a result of the research, another reason why women report more complaints
than men maybe because mothers are more willing to deal with the education of
their children than fathers. In the meta-analysis study conducted by Sarier (2016)
to reveal the factors affecting the academic success of students living in Turkey, 62
studies were analyzed. As a result of the analysis, the lower limit value of the mot-
her's education level was found to be significantly lower than the father's education
level. In other words, because of the study examined, the education level of the mo-
ther affects the academic success of the child more than the education level of the
father. This can show us that the mother is more interested in the education of her
children than the father. At the same time, as the mother's knowledge, awareness,
and education level increase, it is seen that the mother plays a more effective role in
the education of her child. Tutkun and Tezel Sahin (2016) examined the behavior
of parents and children in the bookstore in their study. As a result of the study, it
was concluded that the mother has a more active role than the father. As a result of
the research by Or¢an-Kagan, Dénmez, and Kimzan (2020) examining the levels
of parental involvement in pre-school education, it was determined that mothers
were more active and more involved both at home and at school than fathers. Con-
sidering the different study findings, it is possible to say that the mother is more
active than the father in the education or school processes of the children.

Another finding of the study is that most of the complaints belong to private
preschool institutions. This finding can be explained by the fact that parents have
more expectations from private schools. In the study of Nartgiin and Kaya (2016),
the expectations of parents whose children go to private school were examined and
it was determined that the expectations of parents whose children go to private
schools are higher than those of a parent whose child goes to public school. The
expectations of parents whose children go to private school are gathered under 3
themes: general expectations, managerial expectations, and expectations from the
teacher. The highest expectation in general expectations is that the child is hap-
py- Administrative expectations are listed as considering the views of parents and
including parents in administrative decisions. In the expectations from teachers’
sub-dimension, parents expect schools with qualified teaching staff. Sahan (2011)
aimed to examine the expectations of parents who have children studying at the
primary school level in his study. As a result of the study, it was concluded that the
expectations of the parents whose children go to private school are significantly
higher than the expectations of the parents whose children go to public school.
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Alpaykut (2017) investigated the satisfaction levels of parents whose children go
to private schools and the reasons that affect these satisfaction levels. It has been
concluded that the satisfaction level of parents whose children go to private school
is at alow level. In addition, in the study, it was determined that there is a high level
of relationship between the satisfaction level of the private school parents and the
presence of the school's technological infrastructure, the content of the homework
and projects, and the physical situation in the classroom.

In the research, e-complaints were examined and analyzed. As a result of the
analysis, a total of 7 themes were created. These are financial reasons, harm to
the child, teacher-related reasons, administrative reasons, registration process,
physical facilities, and recruitment process, respectively. In particular, the theme
of financial reasons is more common than other themes. A similar finding was
found in the study of Giiler (2020) in which he examined the complaints of parents
during the COVIDI19 Pandemic period. As a result of this similar study, it was
determined that most of the complaints written during the pandemic process were
due to financial reasons. The main financial reasons are service fees, meal fees,
and non-refundable fees. In our study, complaints arising from different reasons
other than financial reasons were also encountered. It is understood that different
problems are encountered during enrollment, especially in public schools. These
are registration fee requests, lottery registration, and unfair registration systems.
Ekinci (2019) examined the problems faced by families and teachers in pre-school
educational institutions. As a result of the research, one of the problems faced by
the families is the student registration fee request. Kundakei and Erginer (2015)
examined the views of parents on pre-school education. As a result of the research,
it was concluded that pre-school education institutions wanted financial support
from parents. It was determined that almost 50% of the parents who participated in
the study received this answer. Pre-school education institutions ask for financial
support for class sister fees, dues, registration fees, cleaning fees, and education
set fees. But this financial support forces families. As a result of the complaints
examined in our study, there are also complaints such as the parents' thoughts or
ideas not being taken into account by the school, the inadequacy of the school
administration in the decisions to be taken, the inadequate physical conditions
of the school and security problems. Giiglii and Artan (2020) conducted a study
to determine the problems experienced in pre-school educational institutions in
Turkey. As a result of the study, the main problems are the negative perceptions
of school administrators, financial difficulties, inappropriate education program
content, and inadequate internal and external education environment.

Kursunlu (2019) examined the physical conditions of pre-school education ins-
titutions in Turkey and because of his study, he determined that pre-school educa-
tion institutions do not have legal physical standards. It was concluded that most
of the garden areas of pre-school education institutions have concrete floors and
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educational activities are not allowed in the garden. Stankovic et al. (2015), a total
of 32 kindergartens were examined in their study to examine the interior space of
pre-school education institutions in Serbia. As a result of the analysis of the study,
it was concluded that the institutions' heating, lighting, and ventilation levels are
not suitable for the health of children and should be redesigned. As a result of
the study by Sabanci, Altun, and Ucar Altun (2018) in which they examined the
problems of preschool education institutions in terms of administrators, teachers,
and parents, it was determined that the physical structures of the school and the
classroom were not suitable. In terms of parents, it was concluded that the physical
facilities of schools and classrooms are not suitable for children, school gardens are
insufficient for the development of children and the content of the education prog-
ram is not appropriate. In Yilmaz's (2020) study, it was determined that preschool
teachers found the general quality levels of the classes insufficient.

In addition, there are some quantitative studies to determine the quality of edu-
cational institutions. In the results of the study conducted to determine the qua-
lity of pre-school education environments, especially using the Early Childhood
Environmental Rating Scale-Revised Edition, it is determined that the preschool
institution in Turkey have features that need to be improved. In the study of Solak
(2007), pre-school education institutions in Adana province were examined and
no great differences were found between public and private pre-school schools in
terms of quality. It has been determined that both private and public preschool
education institutions have a medium level of quality. Yaya (2016) compared the
quality of preschool education institutions in Turkey and the USA in his study.
As a result of the study, it was concluded that pre-school education institutions in
Turkey have medium and low quality. In the results of the study conducted to de-
termine the quality of preschool education institutions in Turkey, it was determi-
ned that preschool education institutions have medium and low quality (Akmese,
2020; Aksoy, 2009; Canbeldek and Istkoglu Erdogan, 2016; Cagrici, 2020; Feyman,
2006; Gol- Giiven, 2009; Giiglithan Ozgiil, 2011; Kalkan, 2008; Oturakdas, 2019;
Serdaroglu, 2019).

As a result of our study, the following recommendations can be made.

 Educational institutions can be controlled more frequently by experts wor-
king in the field of quality in the Ministry of National Education. Controls can
be carried out not only quantitatively, but also qualitatively. Parents' expectations,
demands, and complaints can also be evaluated during the controls.

o Complaints originating from financial reasons are the most common comp-
laints in our study. Therefore, new policies can be developed to cover the financial
expenses of pre-school education institutions by the state.

o A parent committee can be established in each preschool education insti-
tution. This committee can be the competent authority in the administrative and
educational decisions of the school.
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o The criteria for opening a private pre-school education institution can be
made more comprehensive and attention can be paid to ensure that these criteria
are child-centered and evidence-based.

o It can be suggested to increase the number of independent kindergartens
planned for pre-school education institutions instead of opening pre-school classes
inside primary or secondary education buildings.

o Training and seminars based on solution-oriented approaches can be given
to each staff member working at the school.

o Physical structures of pre-school education institutions can be reviewed in
line with the complaints.
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