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Ozet

Firmalara diisiik sermaye ile is kurma, diinyanin her bolgesine kolayca ulasma,
sektore giris engellerini asma firsat1 sunan e-ticaret, giiniimiiz dijital pazarlama ¢aginda
hayati bir Oneme sahiptir. Pek cok firma, magaza konseptinin yani sira sanal
magazacilik konseptini de benimsemis ve organizasyon yapilarini e-ticaretle uyumlu
hale getirmistir. Boylece potansiyel miisterilerin istek ve ihtiyaglarinin karsilamasi i¢in
firma tarafindan web sitesi kurulmustur. Ancak pek cok firma sanal magazacilik
yapmak i¢in web sitesi kurdugundan dolayi, firmalarin potansiyel miisterilerinin hedef
miigterisi olmasi i¢in, firmalarin miisterilerini online ortamda tatmin etme ve sonucunda
online baglilik kazandirma hedefleri ortaya ¢ikmistir. Online ortamda e-tatmin ve e-
baglilik olusturmanin temel gostergesi ise firmalarin kurmus olduklart web sitesine
iliskin degiskenlerdir. Bundan dolayi, bu ¢aligmada miisteri ara yiiz 6zelliklerinin e-
tatmin ve e-baglilik degiskenleri iizerindeki etkisi cevrimi¢i anket araciligiyla
arastirilmistir. Bu ankette kolayda 6rnekleme yontemi benimsenmistir. Calismada faktor
analizi ve regresyon analizi yapilmistir. Sonug olarak e-tatmin degiskeni, miisteri ara
yiiz 6zellikleri (kisisellestirme, uygunluk ve karakter) ile e-baglilik arasinda kismi araci
degisken etkisi gdstermistir. Oneri olarak, web sitesi diizenlemesi yapilirken miisteri ara
yiiz degiskenleri birlikte ele alinmali ve miisterinin e-tatminini ve e-sadakatini artiran
degiskenlere agirlik verilmelidir.
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Abstract

E-commerce, which offers the opportunity to set up business with low capital,
easy access to every region of the world, and to overcome obstacles to sector entry, has
a vital importance in today's digital marketing era. Many companies have embraced the
virtual store concept as well as the store concept and have made their organizational
structures compatible with e-commerce. Thus, a website has been set up by the
company to meet the needs and demands of potential customers. However, since many
companies have set up a website for virtual merchandising, there are targets for
companies to satisfy their customers online and ultimately gain online loyalty in order
to be the target customers of potential customers. The main indicator of e-satisfaction
and e-loyalty in the online environment is the variables related to the web site that the
companies set up. Therefore, an online questionnaire was applied to investigate the
effect of customer interface features on e-satisfaction and e-loyalty variables in the
study. Convenience sampling procedure has adopted. Factor analysis and regression
analysis were performed in the study. As a result, the e-satisfaction variable has had a
partial mediating effect between customer interface features (personalization, suitability
and character) and e-loyalty. As a recommendation, customer interface variables should
be considered together when organizing the website, and emphasis should be given to
variables that increase the customer's e-satisfaction and e-loyalty.
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