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Ozet

Ulke ekonomilerinde hizmet sektdriine ayrilan paylarin yiikselmesi, hizmetlerin
cesitlenmesi ve hizmet isletmelerinin sayisinin artmasi kaliteli hizmet iiretmek olgusuna
dikkat c¢ekmektedir. Ayrica giiniimiiz rekabet ortaminda mevcut miisterilerin sadik
miisterilere doniistliriilmesi i¢in miisterilerin sikayet etme davraniglarinin da izlenerek
yonetilmesi gerekmektedir. Bu kapsamda arastirma, banka miisterilerinin aldiklari
hizmetin kalitesine iliskin algilarinin, sikayet etme niyeti iizerinde etkili olup olmadigini
belirlemeye odaklanmistir. Arastirmanin  hipotezleri, Istanbul'un Gebze ilgesinde
faaliyet gosteren Kamu Sermayeli Mevduat Bankasi olarak tasniflenen on bes bankadan
hizmet alan toplam 180 gercek miisteriden olusan bir 6rneklem iizerinde test edilmistir.
Sonuglara gore, fiziki gorliiniim, heveslilik ve yeterlilik, sikayet etme niyeti ile
korelasyonu en yiiksek olan boyutlardir. Bununla birlikte, sikayet etme niyetinin
demografik oOzelliklerden bagimsiz oldugu, hizmet kalitesi algilamalarinin ise yas,
cinsiyet, gelir diizeyi ve egitim durumuna gore farklilik gosterdigi tespit edilmistir.

Anahtar Kelimeler: Hizmet Kalitesi, Sikayet Etme Niyeti, Bankacilik Sektori,
SERVPERF

Abstract

Increases in the share of national economies allocated to the the service sector,
the diversification of services and the raising number of service businesses draw
attention to the phenomenon of producing high-quality service. Besides, in today's
competitive environment, it is essential to monitor and manage the customers’
complaint behaviors in order to turn them into loyal customers. In this context, this
research has focused on determination of the bank customers’ service quality
perceptions and whether they have an effect on their complaint intentions. Data came
from a sample of 180 customers buying services from 15 banks operating in Istanbul's
Gebze district as State-Owned Deposit Banks were used to test hypotheses. The results
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indicated that complaint behavior was mostly correlated with tangibles, responsiveness
and assurance. It also revealed that complaint intention was independent from the
demographics of the customers while service quality perceptions differed according to
gender, age, income levels and education.
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