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Hizmet Sektériinde Tekrar Satin Alma Niyeti Uzerine Bir Arastirma®
A Research on Repurchase Intention in Service Sectors
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OZET

Glnumuizde hizmet sektort blyldk bir 6nem kazanmaktadir. Hizmet saglayicilarinin artan rekabet ortaminda
basariya ulasabilmelerinde 6nemli faktorlerden birisi de farkl hizmet siniflari gergevesinde sekillenen tiketici
davranislarini anlayabilmektir. Bu dogrultuda insana ve mallara yonelik hizmetler agisindan fiziksel kanitlar,
¢alisanlar ve siirecin, memnuniyet ve algilanan kaliteye, memnuniyet ve algilanan kalitenin de tekrar satin alma
niyetine etkisi 6lgcilmek istenmistir. Calisma sonucunda elde edilen bulgulara gére hem insanlara hem de mallara
yonelik hizmetlerde, fiziksel kanitlar, galisanlar ve siire¢ degiskenlerinin misteri memnuniyeti ve algilanan kalite
Uzerinde anlamli ve olumlu yénde etkisi vardir. Ayrica, her iki hizmet tiirinde de hem mdisteri memnuniyeti hem
de algilanan kalitenin, tekrar satin alma niyeti tizerinde anlamli ve olumlu etkisinin oldugu tespit edilmistir.
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ABSTRACT

Currently, service sector has gained importance. One of the important factor that leads service providers to
success in a competitive environment is understanding the consumer behaviors shaped by different service types.
In this sense, it is aimed to measure the effect of physical evidence, personnel and process on customer
satisfaction and perceived service quality, and also the effect of customer satisfaction and perceived service
quality on customers’ repurchase intention with regard to the services directed to people and possessions.
According to the findings of the research, for both service types, physical evidence, personnel and process have
meaningful and positive effect on customer satisfaction and perceived service quality. Also it is observed that
customer satisfaction and perceived service quality have meaningful and positive effect on customers’
repurchase intention.
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