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Ozet

Ulkemizde, son yillarda saglk sektdriinde artan rekabet nedeniyle kamu, vakif ve
0zel hastaneler misterilerine yoOnelik hizmet sunumu yaklagimlarini degistirmek
zorunda kalmiglardir. Yeni hizmet sunumu yaklagimlarini Oncelikle mevcut
miisterilerini elde tutmak ve daha sonra yeni miisteriler kazanmak {izerine kurmuslardir.
Bunun sonucu olarak da miisteri memnuniyeti, degistirme maliyeti ve miisteri sadakati
arasindaki iliskiler ile bunlar etkileyen faktorler hastane yonetimleri i¢in stratejik 6nem
kazanmistir. Bu nedenle bu ¢alismada, iiniversite hastanelerinde miisteri memnuniyeti,
degistirme maliyeti ve miisteri sadakati iligkileri incelenmektedir. Sonuglar miisteri
sadakati icin memnuniyet ve degistirme maliyetinin dogrudan etkilerinin 6nemli
oldugunu gostermektedir. Ne var ki, degistirme maliyetinin dolayl etkileri ¢cok giiclii
olmamaktadir.
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Abstract

In recent years, the increasing number of private hospitals and the change in
service quality and service requirements offered to patients in our country has led to an
increase in competition for patients. Because of higher competition in healtcare sector,
hospitals change their approach and focus more first on retention and then new patient
acquisition. As a result, the relationship between satisfaction, trust, loyalty and
switching costs as well as factors that affect these variables gain stratejik importance
for hospital managements. Therefore, in this study, the relationship between
satisfaction, loyalty and switching costs are investigated for university hospitals.
Results show that satisfaction and direct effect of switching costs are important for
loyalty. However, moderating effects of switching costs are not too strong.
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