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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Patient Relationship Management / Patient Relationship Management

Ders Kodu / Course Code

SY404B

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Bachelor Degree / Bachelor Degree

Ders Akts Kredi / ECTS 3.00
Haftalik Ders Saati (Kuramsal) / 3.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00
Hours For Week (Laboratory)

Dersin Verildigi Yl / Year 4

Ogretim Sistemi / Teaching System

Normal Education / Normal Education

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

None

Amaci / Purpose

Saglik kuruluslarinda hasta iliskileri faaliyetlerini gelistirmek ve hasta iliskileri ydnetiminin
boyutlarini degerlendirmektir.

To improve the activities of patient relations in health institutions and to evaluate the
dimensions of patient relationship management.

igerigi / Content

Bu dersin igerigini hasta iliskileri kavrami ve 6zellikleri, hasta tatmini ve hasta sadakati
yaratma, hasta iligkileri ve hasta ve iliskisel pazarlama, satis ve pazarlamada toplam kalite
yonetimi ve musteri karlilik analizi, hasta igin deger yaratma, hasta yagam boyu degeri,
hasta hizmet sistemi, hasta sikayetleri, hasta iliskilerinin 6l¢tlmesi, hasta odakl kultir,
degisim ve 6rglit yapisi, saglikta akreditasyon olusturmaktadir.

The course includes Patient Relationships Concept and Features, Creating Patient
Satisfaction and Patient Loyalty, Patient Relationships and Relationship Marketing,
Total Quality Management and Customer Profitability Analysis in Sales and Marketing,
Creating Value for the Patient, Patient Lifetime Value, patient service system, patient
complaints,, Measurement of Patient Relations, patient-centered culture, change and
organizational structure, Accreditation in health.

Onerilen Diger Hususlar / Yok None
Recommended Other

Considerations

Staj Durumu / Internship Status Yok None

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

Yavuz Odabasl, "Satista ve Pazarlamada Msteri lliskileri Yonetimi", Sistem Yayincilik,
istanbul 2010.

Cemalettin Aktepe, Mehmet Bas, Metehan Tolon, "Miisteri iliskileri Yénetimi", Detay
Yayincilik, istanbul 2000.

Yavuz Odabasl, "Satista ve Pazarlamada Msteri lliskileri Yonetimi", Sistem Yayincilik,
istanbul 2010.

Cemalettin Aktepe, Mehmet Bas, Metehan Tolon, "Miisteri iliskileri Yénetimi", Detay
Yayincilik, istanbul 2000.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Dr. Ogr. Uyesi Mehmet KILING

Lec. PhD Mehmet KILING




OGRENME GIKTILARI / LEARNING OUTCOMES

Hasta iliskileri faaliyetlerini gelistirme ydntemlerini gerceklestirir. Implement methods of improving patient relationship activities.

Hastayl kazanma ve tutma faaliyetlerini degerlendirir. Evaluate the patient's winning and holding activities.

Hasta iliskileri faaliyetlerinin él¢iim yéntemlerini siralar. Rank the measurement methods of patient relationship activities.

Akreditasyon standartlarini tanir ve akreditasyon surecinde caliir. Recognize the accreditation standards and works in the accreditation process.

Temel kalite iyilestirme araglarini kullanir, temel kalite iyilestirme modellerini agiklar ve kalite Use basic quality improvement tools, explains basic quality improvement models, and recognizes
iyilestirme ekiplerini tanir. quality improvement teams

HAFTALIK DERS iCERIiGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Hasta iligkileri Kavrami ve Ozellikleri
Patient Relationships Concept and Features
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Hasta Tatmini ve Hasta Sadakati Yaratma
Creating Patient Satisfaction and Patient Loyalty
. . Ogretim Yontem ve - -
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
3 Hasta lliskileri ve iliskisel Pazarlama
Patient Relationships and Relationship Marketing
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
Satig ve Pazarlamada Toplam Kalite Yonetimi ve Misteri Karlilik
4 .
Analizi
Total Quality Management and Customer Profitability Analysis in
Sales and Marketing
. . Ogretim Yontem ve = _
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
5 Hasta igin Deger Yaratma

Creating Value for the Patient
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Hasta Yagsam Boyu Degeri
Patient Lifetime Value
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Hasta Hizmet Kalitesi-Hasta Hizmet Sistemi-Hasta lligkileri Yénetimi
Patient Service Quality-Patient Service System-Patient Relationship
Management
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 ARASINAV
MIDTERM EXAM
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Hasta Tutma Modeli ve Hasta Tutma Programlarinin Gelistiriimesi
Patient Retention Model and Development of Patient Retention
Programs
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Saglikta akreditasyon
Accreditation in health
. . gretim Yont N -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Hasta Sikayetlerini Ele Alma

Handling Patient Complaints
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12  |Hasta llikilerinin Olglilmesi
Measurement of Patient Relations
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Hasta Odakli Kiiltiriin Yayiimasi
Patient-Focused Cultural Diffusion
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Kultir Degisimindeki Engeller
Barriers to Cultural Exchange
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Hasta Odakli Degisim Yonetimi ve Msteri lligkileri ve Orgiit Yapisi

Patient Focused Change Management and Customer Relationships
and Organizational Structure
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities y Percentage of
Number - A
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities y Percentage of
Number o s
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Final Sinavi / Final Examination 1 2.00 2.00
Derse Katilim / Attending Lectures 14 3.00 42.00
Soru-Yanit / Question-Answer 14 1.00 14.00
Bireysel Calisma / Self Study 14 1.00 14.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 2 3.00 6.00
Final Sinavi igin Bireysel Caligsma / Individual Study for Final Examination 2 5.00 10.00
Toplam / Total: 48 16.00 89.00
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Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 89.00/30.00 = 2.97 ~ / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 89.00 / 30.00 = 2.97 ~

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilar / Program Outcomes

1.1.2

1.1.3

2111212 (311|312 |313|3.14 321 (322 |331]332|34.1|342

1.Hasta iliskileri faaliyetlerini
gelistirme yontemlerini
gerceklestirir. / Implement
methods of improving patient
relationship activities.

2.Hastayi kazanma ve tutma
faaliyetlerini degerlendirir. /
Evaluate the patient's winning
and holding activities.

3.Hasta iligkileri faaliyetlerinin
6lgiim ydntemlerini siralar. /
Rank the measurement
methods of patient relationship
activities.

4 .Akreditasyon standartlarini
tanir ve akreditasyon surecinde
calisir. / Recognize the
accreditation standards and
works in the accreditation
process.

5.Temel kalite iyilestirme
araclarini kullanir, temel kalite
iyilestirme modellerini agiklar
ve kalite iyilestirme ekiplerini
tanir. / Use basic quality
improvement tools, explains
basic quality improvement
models, and recognizes quality
improvement teams

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