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Oz

Hizmet kalitesi, miisteri memnuniyetinin yaratilmas: ve bunun sonucunda da mdiisteri sadakati
saglanmas1 baglaminda oldukca 6nemli bir itici giligtiir. Miisteri memnuniyeti ise algilanan hizmet
diizeyinin artmasina bagli paralellik gosteren son derece dinamik bir arastirma sahasidir. Hizmet

kalitesi kavraminin dogru olarak anlasilmasi ve nasil 6l¢tildiigliniin somut bicimlerde ortaya koyulmasi
pazarlama yoneticileri igin 6zellikle de siirdiiriilebilirlik baglaminda 6nem arz etmektedir.

Yapilan bu g¢alismanin temel amaci, Servqual Olgegi temelinde hizmet kalitesi ile genel miisteri
memnuniyetini 6l¢mek, hizmet kalitesi faktorlerinin miisteri memnuniyet derecesi iizerindeki etkisini
ve Onemini ortaya koymaktir. Bu amag¢ dogrultusunda Tiirkiye’de ve Azerbaycan'da yasayan, aym
zamanda bankacilik hizmetlerinden de faydalanan 397 katimci ile bir saha ¢alismas:
gerceklestirilmistir. Yapilan arastirma sonucunda; Azerbaycan ve Tiirkiye bankalarinin miisterilerinde
miisteri memnuniyeti, fiziksel 6zellikler, heveslilik ve empati agisindan anlamli derecede farklilik
oldugu saptanmuistir. Iki {ilke 6zel banka miisterileri arasinda sadece giivenilirlik agisindan anlamli bir
fark olmadig: bulgusu elde edilmistir. Hizmet kalitesi ve miisteri memnuniyeti iliskisi baglaminda
bankacilik sektoriinde Tiirkiye-Azerbaycan karsilastirmasi sunmasi bakimindan ¢alismanin akademik
literatiire katki sunacagi diistiniilmektedir.
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Abstract

Service quality is a very important driving force in terms of creating customer satisfaction and, as a
result, customer loyalty. Customer satisfaction, on the other hand, is an extremely dynamic field of
research that parallels the increase in perceived service level. It is important for marketing managers,
especially in the context of sustainability, to understand the concept of service quality correctly and to
reveal how it is measured in concrete ways.

The main purpose of this study is to measure service quality and overall customer satisfaction on the
basis of the Servqual scale, and to reveal the effect and importance of service quality factors on the
degree of customer satisfaction. For this purpose, a field study was conducted with 397 participants
living in Tiirkiye and Azerbaijan, who also benefit from banking services. As a result of the research; It
has been determined that there is a significant difference in terms of customer satisfaction, physical
characteristics, responsiveness and empathy in the customers of Azerbaijan and Turkish banks. It was
found that there was no significant difference between the private bank customers of the two countries
only in terms of reliability. It is thought that the study will contribute to the academic literature in terms
of providing a comparison between Tiirkiye and Azerbaijan in the banking sector in the context of
service quality and customer satisfaction.
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