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Oz

Bu calismanin amaci, diisiik maliyetli rekabet stratejisi uygulayan havayollar1 agisindan demografik
ve satin alma 6zelliklerinin algilanan hizmet performansina bir etkisi olup olmadiginin incelenmesi ve
daha sonra da ortalama algilanan hizmet performansi ile davranigsal ve tutumsal sadakat arasinda
bir iliski olup olmadiginin eger bir iliski varsa bunun ne yonde ve hangi seviyede oldugu
belirlenmeye calisilmistir. Algilanan hizmet performansimi 6l¢mek icin bu alanda gelistirilen ve
¢ogunlukla arastirmacilar tarafindan kullanilan Servqual 6lgegi ve tutumsal ve davranigsal sadakati
Ol¢iilmesine yonelik servis siireglerinde miisteri sadakatini l¢iilmesi icin gelistirilen Servloyal dlgegi
kullanilmigtir. Bu 0lgeklerin havayolu tagimaciiginda kullanilabilirliginin uygunluk ag¢isindan
degerlendirilmesi igin aciklayici faktor ve giivenirlik analizleriyle test edilerek 6lgeklerden istatiksel
olarak uygun olmayan sorular ¢ikarilarak ilgili dlgekler ¢calismaya uygun hale getirilmistir. Regresyon
analiziyle satin alma ve demografik 6zellikleri ile ortalama algilanan hizmet performansi arasindaki
iligkiler incelenirken yol analiziyle de ortalama algilanan hizmet performansi ile davranigsal ve
tutumsal sadakat arasindaki iliski incelenmistir. Bulgular demografik degiskenlerle ve satin alma
6zellikleri ile ortalama algilanan hizmet performansi arasinda zit yonlii bir iliski oldugunu ve ayrica,
ortalamam algilanan hizmet kalitesi ile davranigsal sadakat arasinda pozitif yonlii bir iliski oldugunu
gostermistir. Bunlara ilave olarak tutumsal sadakat ile ortalama algilanan hizmet performansi
arasinda anlaml bir iliski olmadig1 ortaya g¢ikmistir. Bu manada diisiik maliyetli havayolu yolcu
tasimaciligr stratejisi uygulayan firmalar agisindan yolcularin algiladiklart hizmet performansinin
yolcularin davranigsal yonden sadakatini etkiledigi ancak tutumsal yonden sadakatini etkilemedigi
goriilmiistiir.
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Abstract

The purpose of this study are analysis whether or not both passenger’s demographics and purchasing traits
impact on the perceived service performance and effect of the average perceived service performance on the
customer loyalty as per aspect behavioural and attitudinal in terms of airlines implementing low cost
competitive strategy. To measure perceived service quality Servquality scale and to measure customer loyalty
behavioural and attitudinal scales which developed in Servlolay study were used. Theses scales were tested by
using reliability analysis and exploratory factor analysis in order to use them in the airline industry, finally
insignificant questions extracted from the scales nad they adjusted to ready for studying. To bring out relations
among the demographics, purchasing traits with the average perceived service performance the regression
analysis was used. Path analysis model was used for determination whether there are relations among the
average perceived service performance with behavioural and attitudinal loyalty. The findings demonstrate that
demographics and purchasing traits affect the average perceived service performance and also it has been found
association between the average perceived service performance and behavioural loyalty, while there is no
statistically significant association between the average perceived service performance attitudinal loyalty.
Thereby, It was seen that if the operator does a good service performance the passengers’ behavioural loyalty will
positively increase but; attitudinal loyalty will not be affected in terms of in terms of airlines implementing low
cost competitive strategy.
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