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DOGRULUK BEYANI

Yiiksek lisans tezi olarak sundugum bu ¢alismay1 bilimsel ahlak ve geleneklere
aykir1 herhangi bir yola tevessiil etmeden yazdigimi, arastirmami yaparken hangi tiir
alintilarin intihal kusuru sayilacagini bildigimi, intihal kusuru sayilabilecek herhangi
bir boliime aragtirmamda yer vermedigimi, yararlandigim eserlerin kaynakc¢ada
gosterilenlerden olustugunu ve bu eserlere metin igerisinde uygun sekilde atif

yapildigini beyan ederim.

Enstitii tarafindan belli bir zamana bagli olmaksizin, tezimle ilgili yaptigim bu
beyana aykirt bir durumun saptanmasi durumunda, ortaya g¢ikacak ahlaki ve hukuki

tiim sonuglara katlanmayi kabul ederim.

Ad1 Soyadi: Yahya Abdulkareem RIDHA

Imza:
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OZET

Bu arastirma, Kerkik'te Islami bankacilik hizmetlerinin kalitesini artirmada
entelektiiel sermayenin etkisini gostermeyi, Islami bankalarda mevcut entelektiiel
sermaye bilesenlerini belirlemeyi ve Bankacilik hizmetlerinin iyilestirilmesini olumlu
yonde etkilemek i¢in bu bilesenleri kullanmaya ¢alismak, ve bu hizmetlerin kalitesini
artirmay1 amacglamaktadir. Arastirmanin amagclarint gergeklestirmek icin arastirmaci,
incelenen olguyu tanmimlamaya c¢alisan betimsel-analitik yaklasimi kullanmistir.
Kerkiik vilayetindeki Islam Yatirim ve Kalkinma Bankas1, Cihan Islam Bankasi, Arap

Islam Bankas1 galisma toplulugu olarak belirlenip, arastirma alani olarak segilmistir.

Deger elde eden egilimleri ortaya ¢ikarma yetenegine sahip bir bilgi kaynagi
olduklarindan, damigmanlarin yani sira ¢esitli idari seviyelerdeki yoneticilerin
goriislerinin arastirilmas1 da gerekiyordu. Buna gore, arastirmanin sonuglarini
genelleyebilmek ve icinden se¢ildigi toplulugun seg¢ilmis 6rneklemini temsil etmede
dogru olmasi igin, arastirma Orneklemi genel midiirler, departman mudurleri,
muhasebeciler, yoneticiler ve resepsiyonistler tarafindan temsil edilmistir. Dagitilan 92
form arasindan 84 formun analiz i¢in gegerli oldugu tespit edilmistir. Aragtirmanin
istatistiksel analizinde istatistiksel paket (SPSS) programi ile birlikte calisma
degiskenleri arasindaki korelasyon ve etki iligkilerini gostermede korelasyon katsayist

ve lineer regresyon kullanilmisti.

Bu arastirmanm en onemli yani, incelenen bankalarin stratejik hedeflerinin
uretilmesinde birincil ve etkili roli temsil eden insan sermayesi kavrami ile ilgili
olmasi, dis ¢aligma ortaminin izlenmesi ve analizi ile ilgili i¢ operasyonlarin denetimi
ve verimlilik ve kapasitenin Ol¢iilmesi ile iiretkenligi artirmadaki dogrudan roliiniin
ortaya ¢ikarilmasidir. Boylece, pazardaki diger rakiplere kars1 yiiksek rekabet avantaji
saglamak i¢in insan kaynaginin optimal kullanimi saglanmis olacaktir. Arastirma,
bankacilik performansinin iyilestirilmesinde insan unsurunun en 6nemli unsurlardan
biri olmas1 nedeniyle bankacilik hizmetlerinin kalitesini artirmak i¢in insan unsurunun
iyilestirilmesi olan bir dizi Oneri sunmaktadir. Bankalarin son yillarda teknoloji ve
bankacilik bilgisi alanindaki en son bulgulardan yararlanarak bankacilik hizmetlerini
gelistirme ¢abalarina ragmen, hizmet sunum dlzeyinin yukseltilmesi ve insan

kaynaklarina en uygun yatirmrmin gerceklestirilmesi dahil olmak {izere banka



calisanlariin yeteneklerinin gelistirilmesine yonelik caligmalarin eksik kalmasi,

ulagilmasi gereken hedeflerin sinirli kalmasina neden olacaktir.

Anahtar Kelimeler: Entelektiiel Sermaye; Bankacilik Hizmet Kalitesi; islami
Bankacilik
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ABSTRACT

This study aims to demonstrate the impact of intellectual capital in enhancing
the quality of Islamic banking services in Kirkuk, identifying the components of
intellectual capital available in Islamic banks, and seeking to use these components to
positively influence the enhancement of banking services and thus improve the quality
of those services. To achieve the objectives of the study, the researcher used the
descriptive-analytical approach, which attempts to describe the phenomenon under the
study. Islamic banks in Kirkuk governorate were identified as a study community, and
banks (Islamic Investment and Development Bank, Cihan Islamic Bank, Arab Islamic
Bank) were selected as a surveyed field in Kirkuk governorate.

A survey was conducted to assess the managers viewpoints at the various
administrative levels, additionally consultants viewpoints was considered as well as a
knowledge resource that has the ability to reveal trends that achieve value, and
accordingly, in order to generalize the results of the research and accuracy in
representing its selected sample of the community from which it was withdrawn, the
research sample was represented by (managers, Department managers, accountants,
administrators, receptionists) and (92) forms were distributed and (84) valid forms
were retrieved from them. Statistical package (SPSS) program was used to perform
statistical analysis of the study, and the use of the correlation coefficient and linear
regression to show the correlation and influence relationships between the study

variables.

The study came out with several results, the most important of which is that the
studied banks are concerned about the concept of human capital, which represents the
basic and effective role in the manufacture of strategic goals, monitoring and analysis
of the external work environment, supervision of internal operations, measuring
efficiency and capacity, as well as its direct role in increasing productivity and thus
achieving optimal use of resources. To gain a high competitive advantage for the
enterprise against other competitors in the market, the study presented a set of
recommendations, the most important of which is upgrading the human element to
improve the quality of banking services, as the human element is one of the most

important pillars for improving banking performance. However, these efforts will

11



remain limited in results unless they are accompanied by the development of the
capabilities of bank employees, including raising the level of banking service provision

and achieving the best investment of human resources in banks.

Keywords: Intellectual Capital; Quality of Banking Service; Islamic Banks.
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