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GSM Operatorlerine Yonelik Miisteri Memnuniyet Arastirmasi

Customer Satisfaction Survey Intended GSM Operators

Ediz ATMACA®
Medine KESKiN?

OzZET

GlUnumizde hizla gelismekte olan hizmet sektoriinde yer alan GSM operatérlerinin strekliligi, misteri memnuniyeti
ile dogrudan iliskilidir. Teknolojideki hizli degisimle birlikte farkli marka ve modellerde kullanilan cep telefonlari
gunlik hayatimizin vazgecilmezi haline gelerek, GSM operatorleri igin blylk bir pazar olusturmustur. Yapilan
calismada, Turkiye’de GSM operatorlerini kullanan kisilerin musteri memnuniyetleri ile ilgili bir saha arastirmasi
yapilmistir. IBM SPSS Statistics 20 paket programi yardimiyla arastirma sonuglari degerlendirilmistir. Degerlendirme
sonrasinda operatorlerin kriter bazl siralamalari ve gelisime acik yanlari belirlenmistir.
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ABSTRACT

Nowadays, continuity of GSM operators, take part in service sector which grows up rapidly, is directly related to
customer satisfaction. With rapid developments in technology, mobile phones which are produced in different
brands and models have become indispensables in our lives and has created a huge market for GSM operators. In
this study, a field work about customer satisfaction of GSM operators operate in Turkey is made. Research results
are evaluated with IBM SPSS Statistics 20 packaged software. After evaluation, sorting based criterias and criterias
open to improvement of operators are determined.
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