® Journal Of
Business Research
Turk

www.isarder.org

Bankalarda Uygulanan Hizmet Telafi Stratejilerinin Yarattig
Sonuclarn Sosyal Medya Paylasim Egilimini Olcen Bir Arastirma’

A Research Measures The Results’ Tendency of Sharing in Social Media
That Created by Service Recovery Strategies Implemented on Banks

Berrin Arzu EREN Nezihe Figen ERSOY
Anadolu Universitesi
Iktisadi ve Idari Bilimler Fakiiltesi
Eskigehir, Tiirkiye
orcid.org/0000-0003-0839-5302 orcid.org/0000-0001-7275-0124
berrinarzuozkul@hotmail.com nfersoy(@anadolu.edu.tr

Ozet

Tiim diinyada oldugu gibi iilkemizde de bankacilik sektoriinde miisteriler,
gelismis teknoloji ve nitelikli insan giicline ragmen siklikla ¢esitli hatalara maruz
kalmaktadirlar. Her zaman hatalarin oniine gegmek miimkiin olmadigindan, hatalarin
nasil telafi edileceginin belirlenmesi ve uygun telafi se¢eneklerinin kullanilarak miisteri
sadakatinin nasil siirdiiriilebilecegini  belirlemek, bu c¢alismanin ana amacini
olusturmaktadir. Bu amag¢ dogrultusunda veri toplama ydntemi olarak anket kullanilmis
olup, anket sorular1 kamu ya da 6zel banka ayrimi yapilmaksizin bankalardan hizmet
alan ve hataya maruz kalmis miisteriler arasindan rastgele segilen 395 kisiye
uygulanmistir. Ankette elde edilen verilere SPSS (Statistical Package for the Social
Sciences) 21 ve AMOS programlari araciligi ile normallik testi, agiklayici ve
dogrulayict faktdr analizi uygulanmistir. Analizler sonucunda, uygulanan telafi
stratejilerinin ve misterin hatanin ardindan bankadan beklentileri ile telafi
performansinin algilanan kalitesi arasinda anlamli bir iliski olmasinin yan sira, telafi
performansimin algilanan kalitesi ile giliven, tatmin, sadakat ve ayrilma davranislar
arasinda da anlaml bir iligki oldugu ortaya ¢ikmistir. Bu anlamli iliski, basarili olarak
algilanan telafi performansinin miisterilerin bankaya karst duydugu giiven, tatmin ve
sadakat olusumuna katki sagladigi ve miisterilerin hatanin ardindan bankadan
ayrilmasimi engelledigine isaret etmektedir. Ancak arastirmada miisterilerin telafi
sonrast bankaya olan diislince, tutum ve davranislarin1 sinirh sekilde sosyal medyada
paylastiklar1 sonucuna ulagilmistir. Bu dogrultuda bankalar kendilerine giivenen, tatmin
ve sadik miisterilerin devamliligini saglayabilmek ve yeni miisterilere ulagabilmek i¢in
dogru telafi uygulamalarini hayata gegirmelidirler.
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Abstract

Customers receiving banking services are frequently exposed to various mistakes
in our country as well as all over the world despite the advanced technology and the
qualified human resources. The main purpose of this work is to determine how to
recover from mistakes and how to maintain customer loyalty using appropriate
recovery options as it may not always be possible to prevent mistakes. For this purpose,
a questionnaire was used as a data collection method and the survey questions were
applied to 395 randomly selected customers who received services from banks without
distinction of public or private banks and exposed mistake. The normality test,
descriptive and confirmatory factor analysis were applied to the data obtained in the
questionnaire via SPSS (Statistical Package for the Social Sciences) 21 and AMOS
programs. Based on the analysis, it was seen that there is a significant relationship
between the applied recovery strategies, the expectations of the customers from the
bank and the perceived quality of the recovery performance. Furthermore, it was found
that there is also a meaningful relationship between the perceived quality of recovery
performance and trust, satisfaction, loyalty and leaving behaviors. This meaningful
relationship indicates that the recovery performance which is perceived to be successful
contributes to the confidence, satisfaction and loyalty of the customers towards the bank
and prevents customers from leaving the bank after a mistake. However, it was
concluded by the survey that after the recovery the customers shared limitedly their
thoughts, attitudes and behaviors towards the bank on social media. In this
direction, banks must apply correct recovery applications in order to ensure the
continuity of self-confident, satisfying and loyal customers and to reach new customers.
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