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Özet:  
 
dDOÕúPDQÕQ� DPDFÕ�� SD]DU� E|O�POHQGLUPHGH� GDYUDQÕúVDO� GH÷LúNHQOHULQ��

GHPRJUDILN� � GH÷LúNHQOHUH� J|UH� GDKD� HWNLOL� RODELOHFH÷L� YDUVD\ÕPÕQÕ� WHVW�
HWPHNWLU�� %X� DPDoOD�� DUDúWÕUPD� VH\DKDW� DFHQWDVÕ� P�úWHULOHULQLQ�� DFHQWD�
VHoLP� NULWHUOHULQLQ� KDQJL� GH÷LúNHQOHUH� J|UH� DQODPOÕ� ELU� úHNLOGH�
IDUNOÕODúDFD÷ÕQD� \|QHOLN� RODUDN� WDVDUODQPÕúWÕU�� %X� QRNWDGDQ� KDUHNHWOH��
P�úWHULOHUH� VHoLP� NULWHUOHULQH� YHUGLNOHUL� |QHP� GHUHFHOHUL� DQNHW� \|QWHPL�
kullanÕODUDN� VRUXOPXúWXU�� $\ÕUPD� �'LVNULPLQDQW�� DQDOL]L� \DSÕODUDN� HOGH�
HGLOHQ� VRQXoODU� DUDúWÕUPDQÕQ� KLSRWH]LQL� GR÷UXODPDPÕúWÕU�� $NVLQH�� SD]DU�
E|O�POHQGLUPHGH� KHU� LNL� JUXS� GH÷LúNHQLQ� GH� NXOODQÕOPDVÕ� JHUHNWL÷L�
EXOXQPXúWXU�� 

 
Abstract:  
 

An Investigation of the Eff iciency of Behavioral and Demographic 
Var iables in Segmentation of the Travel Agencies’ Customer Markets 

 

The purpose of the present study is to test the proposition that 
behavioral variables are more effective in segmenting markets than are 
demographic variables. For this purpose, a survey is designed to assess the 
extent to which these variables significantly classify the selection critera 
of travel agencies’ customers. Respondents, therefore, were asked for their 

                                                 
Anahtar Sözcükler: Pazar bölümlendirme, bölümlendirme dH÷LúNHQOHUL�� seyahat 
aFHQWDODUÕ. 
Keywords: Market segmentation, segmentation variables, travel agencies. 
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importance level attributed to the selection criteria toward the travel 
agencies. The results obtained from the discriminant analysis did not 
significantly support the hypothesis. Instead, both behavioral and 
demographics variables were found to be effective variables in market 
segmentation.  

 
 

*ø5øù 
 
*�Q�P�]GHNL�VRV\DO�YH�WHNQRORMLN�JHOLúPHOHU�LúOHWPHOHULQ�oRN�oHúLWOL�PDO�

YH�KL]PHW��UHWHELOPHOHULQGH�|QHPOL� IÕUVDWODU� VXQPDNWDGÕU��%X� IÕUVDWODUÕQ� HQ� L\L�
úHNLOGH� GH÷HUOHQGLULOPHVL� LVH�� VHNW|U� LoLQGHNL� UDNLS� ILUPDODU� DUDVÕQGD� J�o�
edinmeye yönelik strateMLN� G�ú�QPH� YH� EX� \|QGH� NDUDU� YHUPH� DQOD\ÕúÕQÕQ�
NXYYHWLQH� ED÷OÕGÕU�� %X� DQODPGD�� LúOHWPHOHULQ� VRV\DO� YH� WHNQRORMLN� GH÷LúLPOHUH�
D\DN� X\GXUPDVÕ� YH� HOLQGHNL� NÕW� ND\QDNODUÕ� HQ� L\L� úHNLOGH� NXOODQDELOPHVL� D\QÕ�
]DPDQGD�NÕVD�YH�X]XQ�G|QHPGH�HWNLOL�RODELOHFHN�YH�J�o�VD÷OD\DELOHFHN�ELU�\HU�
HGLQHELOPHVL�LoLQ�GR÷UX�SD]DUD�YH�P�úWHUL\H�KL]PHW�VXQPDVÕ�GL÷HU�ELU�LIDGH\OH�
‘Pazar Bölümlendirme’ f aaliyetlerine önem vermesi gerekir. 

 
3D]DU� E|O�POHQGLUPH�� ³%LU� SD]DUÕQ� QLVSHWHQ� EHQ]HU� |]HOOLNOHUL� WDúÕ\DQ�

DOÕFÕ�DOW�JUXSODUÕQD�J|UH�NÕVÕPODUD�D\UÕOPDVÕ��GL÷HU�ELU�LIDGH\OH�� W�UGHú�ROPD\DQ�
�KHWHURMHQ��ELU�SD]DUÕQ�W�UGHú��KRPRMHQ��E|O�POHUH�D\UÕOPDVÕGÕU��0XFXN, 2000: 
272)” �� 3D]DU�� EHQ]HU� E|O�POHUH� D\UÕOÕUNHQ�� |UJ�WVHO� DPDoODU� KDUHNHW� QRNWDVÕ�
ROPDN��]HUH��FR÷UDILN��GHPRJUDILN��SVLNRJUDILN�YH�GDYUDQÕúVDO�GH÷LúNHQOHU�JLEL�
oHúLWOL� NÕVWDVODU� NXOODQÕOPDNWDGÕU� �.RWOHU�� %RZHQ�� 0DNHQV, 1999: 16-17). 
%|\OHFH�� KHU� ELU� SD]DU� E|O�P�QGHNL� W�NHWLFLQLQ� EHQ]HU� DOJÕODPD�� GROD\ÕVÕ\OD�
EHQ]HU�VDWÕQ�DOPD�H÷LOLPL��VHoLP�NULWHUL�YH�GDYUDQÕúÕQD�VDKLS�RODFD÷Õ�V|ylenebilir 
(Munn, 1960: 29; Gummeson, 1993: 13; Kavak, 1996: 24). Öyleyse, pazar 
E|O�POHQGLUPH�� EHQ]HU� YH\D� D\QÕ� GHPRJUDILN�� FR÷UDILN�� SVLNRJUDILN� YH�
GDYUDQÕúVDO� JLEL� IDNW|UOHU� QHGHQL\OH� ROXúDQ� EHQ]HU� LKWL\DoODUÕQ� EHQ]HU� WDOHS�
\DSÕODUÕQD�QHGHQ�ROGX÷X��PDO�YH�KL]PHW�KDNNÕQGD�EHQ]HU� VDWÕQ�DOPD�H÷LOLP�YH�
GDYUDQÕúÕQD� VDKLS� RODQ� W�NHWLFL� JUXSODUÕQÕ� EHOLUOHPH� úHNOLQGH� WDQÕPODQDELOLU�
(Kavak, 1996: 35). 

 
gWH� \DQGDQ�� LúOHWPHOHU� \XNDUÕGD� EHOLUOHQHQ� oHUoHYHGH� SD]DUÕ� E|O�POHUH�

D\ÕUGÕNWDQ� VRQUD� KHU� ELU� E|O�PGH� GHYDP� HGHQ� YH� |QJ|U�OHELOLU� VDWÕQ� DOPD�
GDYUDQÕúÕ� \DUDWPD\D�oDOÕúPDNWDGÕUODU��%XQXQ� LoLQ�� E|O�POHQGLUPHGH�NXOODQÕODQ�
\Dú�� H÷LWLP� G�]H\L�� JHOLU� G�]H\L� JLEL� GH÷LúNHQOHULQ� EHOLUOL� ELU� WDOHS� \DSÕVÕQÕQ�
|QJ|U�OHELOLUOL÷LQGH� YH� GHYDPÕQÕ� VD÷ODPDGD� HWNLOL� ROPDODUÕ� JHUHNPHNWHdir. 
$QFDN��ELOLQHQ�YH�J|]OHPOHQHELOHQ� úXGXU�NL�� D\QÕ�\Dú�� H÷LWLP��PHVOHN�YH�JHOLU�
JUXEXQGDNL�P�úWHULOHU�KHU�]DPDQ�D\QÕ�VDWÕQ�DOPD�GDYUDQÕúÕQÕ�J|VWHUPHPHNWHGLU��
g\OH\VH��SD]DUÕQ��G�]HQOL�DUDOÕNODUOD� VDWÕQ�DOPD��ELU�GHID\D�PDKVXV�VDWÕQ�DOPD��
KLo�VDWÕQ�DOPDPÕú�ROPD��VDWÕQ�DOPD\D�KHYHVOL�ROPD��VDWÕQ�DOPD\D�LOJLOL�ROPD�JLEL�
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GDYUDQÕúVDO�GH÷LúNHQOHUH�J|UH�E|O�QPHVL�GDKD�HWNLOL�ELU�\DNODúÕP�RODELOHFHNWLU��
%|\OHFH�� |UQH÷LQ� G�]HQOL� DUDOÕNODUOD� YH\D� ELU� GHID\D� PDKVXV� VDWÕQ� DOPD�
GDYUDQÕúÕ� |÷UHQPH� \ROX\OD� ELUH\LQ� WXWXPODUÕQD� YH� VHoLP� NULWHUOHULQH�
\DQVÕ\DELOHFHNWLU��2OXúDQ�EX�WXWXP�YH�VHoLP�NULWHUOHUL�GHYDPOÕOÕN�DU]HGHELOHFHN�
YH� R� SD]DU� E|O�P�Q�Q� JHOHFHNWHNL� VDWÕQ� DOPD� RODVÕOÕ÷Õ� GR÷UX\D� GDKD� \DNÕQ�
olarak öngörülebilecektir.  

 
<XNDUÕGD� EHOLUWLOHQOHU� NDSVDPÕQGD�� oDOÕúPDQÕQ� DPDFÕ�� W�NHWLFL�P�úWHUL�

VHoLP� NULWHUOHULQLQ� � GHPRJUDILN� YH\D� GDYUDQÕúVDO� ROPDN� �]HUH� KDQJL�
GH÷LúNHQOHUH�J|UH�IDUNOÕODúWÕ÷ÕQÕ�DPSLULN�RODUDN�DUDúWÕUÕOPDVÕQÕ�KHGHIOHPHNWHGLU��
'ROD\ÕVÕ\OD�� DúD÷ÕGD� |QFH� E|O�POHQGLUPHGH� NXOODQÕODQ� GH÷LúNHQOHU� �]HULQGH�
durulacaN��DUGÕQGDQ�oDOÕúPDQÕQ�DPSLULN�NÕVPÕ�VXQXODFDNWÕU� 

 
 
1. 3$=$5�%g/h0/(1'ø50('(�'(02*5$)ø.�9(� 

 '$95$1,ù6$/�'(öøù.(1/(5 
 
<XNDUÕGD� GD� EHOLUOHQGL÷L� �]HUH�� SD]DU� E|O�POHQGLUPH�� SD]DUGDNL�

P�úWHULOHUL�YH\D�W�NHWLFLOHUL�KHUKDQJL�ELU��U�Q��VHoLP�NULWHUOHUL�DoÕVÕQGDQ�W�UGHú�
JUXSODUD� D\ÕUPDNWÕU�� %X� JUXSODUÕQ� � ROXúWXUXOPDVÕQGD� FR÷UDILN�� SVLNRJUDILN��
GHPRJUDILN� YH� GDYUDQÕúVDO� GH÷LúNHQOHU� NXOODQÕOPDNWDGÕU� �%LHJHU� YH� /DHVVHU, 
2000: 69-����� %X� oDOÕúPDGD� \DOQÕ]FD� GHPRJUDILN� YH� GDYUDQÕúVDO� GH÷LúNHQOHUL�
LQFHOHQHFH÷LQGHQ�DúD÷ÕGD�\DOQÕ]FD�EX�NDYUDPODU�HOH�DOÕQDFDNWÕU� 

 
D�'HPRJUDILN�GH÷LúNHQOHU��'HPRJUDILN�GH÷LúNHQOHU�LOH�W�NHWLFL�SD]DUODUÕ��

\Dú�� FLQVL\HW�� PHGHQL� GXUXP�� PHVOHN�� H÷LWLP�� PLOOL\HW�� GLQ�� JHOLU� G�]H\L� JLEL�
GH÷LúNHQOHUH�J|UH�E|O�POHUH�D\UÕOÕU�� 

 
7�NHWLFLOHULQ� \Dú� JUXSODUÕQD� YH� FLQVL\HWOHULQH� J|UH� E|O�POHQGLULOPHVL�

\D\JÕQGÕU��.DGÕQODUÕQ�DLOH�LoHULVLQGH�HUNHNOHUH�RUDQOD�ELU�oRN�PDO�YH�KL]PHW�LoLQ�
GDKD�oRN�NDUDU�YHULFL�ROGXNODUÕ�EHOLUWLOPHNWHGLU��.RWOHU��$UPVWURQJ, 2004: 186). 
%XQXQ� VRQXFX� RODUDN� LúOHWPHOHU� UHNODP� KDUFDPDODUÕQÕ� GDKD� oRN� ED\DQODUD�
\|QHOLN� ROXúWXUPDNWDGÕUODU�� DPD� EX� GXUXPXQ� \LQH� ]DPDQ� LoLQGH� GH÷LúLNOLN�
J|VWHUPHVL�RODVÕGÕU� 

 
'HPRJUDILN� GH÷LúNHQOHU� DUDVÕQGD� VD\ÕODQ� ELU� GL÷HU� XQVXU� LVH�� JHOLU�

G�]H\LGLU�� 7�NHWLFLQLQ� EXOXQGX÷X� ³JHOLU´� JUXEX� EHOLUOL� ELU� �U�Q�Q� NLPOer 
WDUDIÕQGDQ� VDWÕQ� DOÕQGÕ÷ÕQÕQ� WHVSLWLQGH� LON� EDNÕúWD� EHOLUOH\LFL� ELU� XQVXU� JLEL�
J|U�OPHNWHGLU�� $QFDN�� WHN� EDúÕQD� KHU� ]DPDQ� LoLQ� \HWHUOL� ELU� GH÷LúNHQ�
ROPDPDNWDGÕU�� %XQXQ� HQ� |QHPOL� QHGHQL� LVH�� D\QÕ� JHOLU� JUXEXQGD� RODQ�
W�NHWLFLOHULQ�IDUNOÕ�\DúDP�WDU]ODUÕQD�VDKLS�RODELOPHOHUL�YH�GROD\ÕVÕ\OD�IDUNOÕ�VDWÕQ�
DOPD�GDYUDQÕúODUÕQGD�EXOXQDELOPHOHULGLU�� 
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6RQXo� RODUDN�� GHPRJUDILN� GH÷LúNHQOLNOHUH� J|UH� E|O�POHQGLUPH� LOH�
LúOHWPHOHU�� P�úWHULOHULQLQ� \Dú�� PHVOHN�� FLQVL\HW� YH� JHOLU� JUXEX� JLEL� ELOJLOHULQH�
sahip olabilmektedirleU��$QFDN��GDKD�|QFH�GH�EHOLUWLOGL÷L�JLEL�W�NHWLFLOHULQ�VHoLP�
NULWHUOHUL� GHPRJUDILN� |]HOOLNOHULQH� ED÷OÕ� RODUDN� ELU� VDWÕQ� DOPD� GDYUDQÕúÕQD�
G|Q�úPH\HELOLU��7�NHWLFLOHU�D\QÕ�\DúWD�YH�FLQVL\HWWH�ROXS��EHQ]HU�JHOLU�JUXEXQGD�
YH� H÷LWLP� VHYL\HVLQGH� ROVDODU� ELOH�� EHQ]HU� VDWÕQ� DOPD� GDYUDQÕúÕQGD�
EXOXQPD\DELOLUOHU��%X�DoÕGDQ�EDNÕOGÕ÷ÕQGD�GHPRJUDILN�|]HOOLNOHU��E|O�POHPHQLQ�
EDúODQJÕo� DúDPDVÕQGD� |QHPOL� ELU� NULWHU� RODUDN� HOH� DOÕQDELOLU�� $QFDN�� GL÷HU�
GH÷LúNHQOHUOH� ELUOLNWH� HOH� DOÕQDUDN� GDKD� HWNLQ� ELU� SD]DU� E|O�POHQGLUPH�
faaOL\HWOHULQLQ�JHUoHNOHúWLULOPHVLQH�\DUGÕPFÕ�RODELOLUOHU� 

 
b)'DYUDQÕúVDO� 'H÷LúNHQOHU� 'DKD� |QFH� GH� EHOLUWLOGL÷L� JLEL�� LúOHWPHOHU�

DoÕVÕQGDQ� SD]DUÕQ� JHQLú� ELU� DODQÕQD� \D\ÕODQ� SRWDQVL\HO� W�NHWLFLOHULQ� WHVSLW�
edilmesi ve bu pazarda yer alan tüketicilerin her birLQLQ� H÷LOLPOHULQH� \|QHOLN�
ELOJLOHUH� XODúÕOPDVÕ� ]RUGXU�� $\UÕFD�� EHQ]HU� FR÷UDIL� E|OJHGH� \DúDPDVÕQD� NDUúÕQ�
W�NHWLFLOHULQ� EHQ]HU� VDWÕQ� DOPD� GDYUDQÕúÕQGD� EXOXQPDPDVÕ� GD� RODVÕGÕU�� %XQXQ�
\DQÕ�VÕUD��W�NHWLFLOHULQ�NLúLOLN�|]HOOLNOHUL��VRV\DO�VÕQÕIODUÕ�YH�\DúDP�WDU]ODUÕ�GD�WHN�
EDúÕQD� E|O�POHQGLUPH� NULWHUL� ROPDPDNWDGÕU�� o�QN��� W�NHWLFLOHULQ� EX� VÕUDODQDQ�
|]HOOLNOHULQLQ� ]DPDQ� LoLQGH� GH÷LúHELOPHVLQLQ� \DQÕQGD� EX� |]HOOLNOHULQLQ� WHVSLW�
HGLOPHVLQGHNL� ]RUOXNODU� VHEHEL\OH� LúOHWPHOHU� DoÕVÕQGDQ� P�úWHULOHULQL�
E|O�POHQGLUPHNWH�VÕNÕQWÕ\D�VRNDELOPHNWHGLU��'ROD\ÕVÕ\OD�� LúOHWPHOHU�VXQGXNODUÕ�
PDO� YH\D� KL]PHWLQ� SRWDQVL\HO� DOÕFÕVÕQÕ� ROXúWXUDQ� SD]DU� E|O�P�QH� KLWDS�
HGLOHELOPHN� LoLQ�� SRWDQVL\HO� W�NHWLFLOHULQ� VDWÕQ� DOPD� DQÕQGDNL� EHNOHQWLOHUL� YH�
VHoLP� NULWHUOHULQLQ� QH\H� J|UH� ROXúWX÷XQX� ELOPHOHUL� JHUHNPHNWHGLU�� øúWH� EX�
GXUXPGD�� DOÕFÕ� GDYUDQÕúODUÕQÕQ� D\ÕUW� HGLOPHVL\OH� HQ� X\JXQ� SD]DU� E|O�POHULQLQ�
ROXúWXUXODELOHFH÷L� V|\OHQHELOLU� �+VLHK��2¶/HDU\��0RUULVRQ, 1992: ����2GDEDúÕ, 
1998: 14; Kotler, Bowen, Makens, 1999: ����øo|], 2001: 256).  

 
'DYUDQÕúVDO�E|O�POHPH�LOH�W�NHWLFLOHU��U�QH�\|QHOLN�KHU�W�UO��LOLúNLOHULQH�

J|UH� JUXSODQGÕUÕOÕUODU� �%LUNDQ, 1994: ����� %X� JUXSODQGÕUPDODU� DúD÷ÕGDNL�
NULWHUOHUH�J|UH�\DSÕODELOPHNWHGLU�� 

 
i)�6DWÕQ�$OPD�'XUXPODUÕQD�*|UH� øúOHWPHOHU��P�úWHULOHULQL��U�Q��VDWÕQ�

DOPD� GXUXPODUÕQD� J|UH� ³G�]HQOL� DUDOÕNODUOD� VDWÕQ� DODQODU´� YH� ³ELU� GHID\D�
PDKVXV� VDWÕQ� DODQODU´� RODUDN� LNL� JHQHO� JUXED� D\ÕUÕUODU��%X� D\ÕUÕPD� HN� RODUDN�
NLPL�]DPDQ�³EHOLUVL]�DUDOÕNODUOD�VDWÕQ�DODQODU´�YH�³VH\UHN�VDWÕQ�DODQODU´�JLEL�LNL�
alt gruptan da söz edilebil ir.  

 
ii ) $OÕFÕQÕQ�'XUXPXQD�*|UH� øúOHWPHOHU��P�úWHULOHULQL� �U�Q�� NXOODQPD�

VÕNOÕ÷ÕQD�J|UH��KLo�NXOODQPDPÕú��HVNLGHQ�NXOODQDQODU��HVNLGHQ�EHUL�NXOODQDQODU��
LON� NH]� NXOODQDQODU� YH� G�]HQOL� RODUDN� NXOODQDQODU� úHNOLQGH� JUXSODUD�
D\ÕUPDNWDGÕUODU�� øúOHWPHOHU� EX� JUXSODUÕ� EHOLUOHGLNWHQ� VRQUD�� KHU� P�úWHUL�
JUXEXQD�DLW�GHPRJUDILN�IDUNOÕOÕNODUÕ�EHOLUOHPH\H�oDOÕúPDNWDGÕUODU�� 
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iii)�hU�QGHQ�+DEHUGDU�2OPD�$úDPDVÕQD�*|UH� øúOHWPHOHU��P�úWHULOHULQL�
�U�QOHULQGHQ� KDEHUGDU� ROPD� úHNLOOHULQH� J|UH�� �U�QGHQ� KDEHUVL]� RODQODU��
üründen haberdar vH� LOJLOL�RODQODU���U�Q��VDWÕQ�DOPD\D�KHYHVOL�RODQODU���U�Q��
VDWÕQ� DOPD\D� QL\HWOL� RODQODU� YH� VRQ� RODUDN� �U�Q�� HQ� NÕVD� ]DPDQGD� DOPD\Õ�
SODQOD\DQODU� úHNOLQGH� JUXSODUD� D\ÕUÕUODU�� øúOHWPHOHU� EX� úHNLOGH� KHGHI� SD]DUÕQÕ�
ROXúWXUDQ�P�úWHUL�JUXSODUÕQÕ�GDKD�NROD\�DGODQGÕUDELOPHNWHGLUOHU�� 

 
iv) hU�QH� %D÷OÕOÕN� 'XUXPXQD� *|UH�� øúOHWPHOHU�� P�úWHULOHULQL� �U�QH�

ED÷OÕOÕNODUÕQD� J|UH�� WDPDPHQ� ED÷OÕ� RODQODU�� EHOOL� RUDQGD� ED÷OÕ� RODQODU� YH� KLo�
ED÷OÕ� ROPD\DQODU� úHNOLQGH� JUXSODUD� D\ÕUDELOLUOHU�� %|\OHFH�� P�úWHULOHULQLQ�
NHQGLOHULQH�ED÷OÕOÕN�GHUHFHOHUL�oHUoHYHVLQGH�ELUoRN�ELOJL\H�XODúDELOLUOHU� �7HN, 
1999: 323).  

 
v) Aranan Faydaya Göre: M�úWHULOHU� �U�QGHQ� EHNOHGLNOHUL� ID\GD\D�

J|UH��VWDW��VD÷ODPDN��HNRQRPLN�ID\GD�VD÷ODPDN��\HQL�GHQH\LPOHU�ND]DQPDN��
iyi hizmet almak, heyecan aramak ve yeni DUNDGDú� HGLQPHN� LVWH\HQOHU�
úHNOLQGH�EHOLUOL��NDWHJRULOHUGH�GH÷HUOHQGLULOHELOLUOHU��øúOHWPHOHU��P�úWHULOHUL�EX�
úHNLOGH� JUXSODUD� D\ÕUDUDN� NHQGLOHULQL� WHUFLK� HGHQ� P�úWHULOHULQ� �U�QOHULQGH�
DUDGÕNODUÕ� ID\GD� \D� GD� ID\GDODUÕ� WHVSLW� HGHUHN�� NHQGL� �U�QOHULQL� GH� R� \önde 
JHOLúWLUHELOLUOHU��3L]DP�YH�0DQVIHOG, 1999: 67). 

 
vi) Ürüne Yönelik Tutuma Göre: Firmalar�� P�úWHULOHULQL� �U�QOHUH�

\|QHOLN� WXWXPODUÕQD� J|UH�� �U�QH� KHYHVOL� RODQODU�� D]� LOJLOL� RODQODU� YH� LVWHNVL]�
RODQODU� úHNOLQGH� JUXSODQGÕUDELOLUOHU�� %|\OHFH�� LúOHWPHOHU� WDUDIÕQGDQ� WHVSLW�
HGLOHQ� ³�U�Q�� VDWÕQ� DOPD\D� KHYHVOL� RODQ´� P�úWHULOHUH� \|QHOLN� WXWXQGXUPD�
IDDOL\HWOHULQL�ROXúWXUXUODU��%XQXQ�\DQÕQGD���U�QH�³D]�LOJLOL�RODQODUÕ´�GD�³�U�Q��
VDWÕQ�DOPD\D�KHYHVOL�RODQODU´�JUXEXQD�oHNPH\H�oDOÕúPDOÕGÕUODU�� 

 
<XNDUÕGDNL� DoÕNODPDODUGDQ� GD� DQODúÕODFD÷Õ� �]HUH�� P�úWHULOHULQL�

GDYUDQÕúVDO� GH÷LúNHQOHUH� J|UH� E|O�POHQGLUHQ� LúOHWPHOHU�� KHGHI� NLWOHVLQL�
ROXúWXUDQ�P�úWHULOHULQL�VXQGXNODUÕ��U�QOHULQH�\|QHOLN�KHU� W�UO��LOLúNLOHULQH�J|UH�
EHOLUOL� JUXSODUD� D\ÕUPDNWDGÕUODU� �.RWOHU� YH� $UPVWURQJ, 1999�� ������ øúOHWPHOHU�
IDUNOÕ� G�]H\GHNL� WXWXP� YH� VHoLP� NULWHUOHULQH� VDKLS� P�úWHULOHULQLQ� GHPRJUDILN�
|]HOOLNOHULQH� XODúDELOHFHNOHU�� P�úWHULOHULQLQ� GHPRJUDILN� |]HOOLNOHUL\OH��
GDYUDQÕúVDO�|]HOOLNOHULQL�ELU�DUDGD�HOH�DODUDN��KDQJL�|]HOOLNOHUH�VDKLS�W�NHWLFLOHULQ�
hDQJL� �U�Q�� VÕN� NXOODQGÕNODUÕQÕ� \D� GD� KLo� NXOODQPDGÕNODUÕQÕ� NROD\OÕNOD� WHVSLW�
HGHELOHFHNOHUGLU�� %|\OHFH� GDKD� |QFH� GH� EHOLUWLOGL÷L� JLEL� GHPRJUDILN�
GH÷LúNHQOHULQ� SD]DU� E|O�POHQGLUPH� IDDOL\HWOHULQGH� WHN� EDúÕQD� \HWHUOL� ELU� NULWHU�
RODPD\DFD÷Õ�� DQFDN� EHOLUWLOGL÷L� JLEL� GDYUDQÕúVDO� GH÷LúNHQOHUOH� ELUOLNWH� HOH�
DOÕQGÕ÷Õ�]DPDQ�DQODPOÕ�ELU�SD]DU�E|O�POHQGLUPH�DUDFÕ�ROGX÷XQX�V|\OHPHN�GDKD�
GR÷UX�RODELOHFHNWLU��.RWOHU��%RZHQ��0DNHQV, 1999: 249).  
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2.�$5$ù7,50$1,1�+ø327(=ø�9(�$0$&, 
 
<XNDUÕGDNL� WDUWÕúPDODU� ÕúÕ÷ÕQGD� oDOÕúPDQÕQ� KLSRWH]L�� GDYUDQÕúVDO�

GH÷LúNHQOHULQ� W�NHWLFLQLQ� PDO� YH\D� KL]PHWOHUH� \|QHOLN� WXWXP� Ye seçim 
NULWHUOHULQL� D\ÕUW� HWPHGH� GHPRJUDILN� GH÷LúNHQOHUGHQ� GDKD� HWNLOL� RODFD÷Õ��
GROD\ÕVÕ\OD� SD]DU� E|O�POHQGLUPHGH� GDKD� DQODPOÕ� RODFDNODUÕGÕU�� 'ROD\ÕVÕ\OD��
oDOÕúPDQÕQ�DPDFÕ�V|]�NRQXVX�KLSRWH]LQ�GR÷UXOX÷XQX�DUDúWÕUPDNWÕU� 

 
 
3.�$5$ù7,50$1,1�<g17(0ø 
 
$UDúWÕUPDQÕQ�YHULOHUL�ELULQFL�HOGHQ�DQNHW�\|QWHPL�LOH�GHUOHQPLúWLU��$QNHWWH�

P�úWHULOHULQ�VH\DKDW�DFHQWDVÕ�VHoLPLQGH�NXOODQGÕNODUÕ�VHoLP�NULWHUOHULQH��µWXWXP�
cümlesi’ ve ‘soru’ olaUDN� \HU� YHULOPLúWLU�� gQFHOLNOH�� VH\DKDW� DFHQWDVÕ�
SHUVRQHOLQLQ� WXWXPX�� NRQXVXQGDNL� ELOJL� G�]H\L�� WDWLO� NDUDUÕQÕQ� YHULOPHVLQGH�
\DUGÕPFÕ� ROPDODUÕ� YH� P�úWHULQLQ� SUREOHPOHULQL� o|]PH\H� LVWHNOL� ROPDODUÕ� JLEL�
P�úWHUL� DoÕVÕQGDQ� DOJÕODQDQ� KL]PHW� NDOLWHVLQL� NÕVPHQ� \Dratacak hususlar yer 
DOPÕúWÕU�� %X� LIDGHOHUH� \HU� YHULOPHVLQLQ� QHGHQL�� KL]PHW� NDOLWHVLQL� \�NVHN�
DOJÕOD\DUDN�EHOOL�|Oo�GH�PDQHYL�WDWPLQ�\D�GD�ID\GD�VD÷OD\DQ�P�úWHULQLQ�EHQ]HU�
LKWL\DoODUÕ�ROGX÷XQGD�D\QÕ�VH\DKDW�DFHQWDVÕQD�\|QHOPHVL�LKWLPDOLQLQ�DUWDFD÷ÕQD�
yönelLN�YDUVD\ÕPGÕU� 

 
%HQ]HU� úHNLOGH�� KL]PHW� NDOLWHVLQLQ� ER\XWODUÕQGDQ� W�NHWLFLOHULQ� WHUFLK�

HWWLNOHUL� VH\DKDW� DFHQWDVÕQÕQ� KL]PHWOHULQLQ� VXQXPXQD� \|QHOLN� RODUDN� LVH��
WHNQRORMLN� RODQDNODU�� LúOHPOHULQ� ]DPDQÕQGD� YH� GR÷UX� \DSÕOPDVÕ� YH� VH\DKDW�
DFHQWDVÕQÕQ�IL]LNL�RUWDPÕQÕ�UDKDWODWÕFÕ�EXOXS�EXOPDGÕNODUÕ�LOH�LOJLOL�G�ú�QFHOHULQH�
\|QHOLN�LIDGHOHU�\|QHOWLOPLúWLU��%X�NULWHUOHULQ�VH\DKDW�DFHQWDVÕQÕQ�VHoLPLQGH�\LQH�
EHOOL� G�]H\GHNL� DOJÕODQDQ� ID\GD\Õ� \DUDWPDVÕ� DoÕVÕQGDQ� |QHPOL� ROGXNODUÕ�
G�ú�Q�OPHNWHGLU� 

 
6H\DKDW� DFHQWDVÕQÕQ� IDDliyetlerini i leriye dönük devam ettirebilmesi 

DoÕVÕQGDQ� SHUVRQHOLQ� VHUJLOHGL÷L� GDYUDQÕúODUÕ� GD� �J�YHQLOLUOLN�� NDSVDPÕQGD�
GH÷HUOHQGLULOHUHN� P�úWHULOHUH� �6H\DKDW� DFHQWDVÕQGDNL� KHU� W�UO�� KL]PHWH�
J�YHQL\RU�PXVXQX]"��úHNOLQGH�ELU�VRUX�GDKD�\|QHOWLOPLúWLU� 

 
Öte \DQGDQ�� VH\DKDW� DFHQWDVÕQÕQ� WHUFLK� HGLOPHVLQGH� �HNRQRPLN� ID\GD��

\DUDWPDVÕ� GD� |QHPOL� ELU� VHoLP� NULWHUL� RODUDN� NDEXO� HGLOGL÷LQGHQ�� P�úWHULOHUH�
VH\DKDW� DFHQWDVÕQÕQ� VXQGX÷X�KL]PHWOHUL� HNRQRPLN�EXOXS�EXOPDGÕNODUÕ� LOH� LOJLOL�
ELU�VRUX�GDKD�\|QHOWLOPLúWLU� 

 
<XNDUÕGD� EHOLUWLOHQ� WXWXPODUÕQ� |Oo�P�QH� \|QHOLN� RODUDN� KD]ÕUODQDQ�

LIDGHOHUH� NDWÕOPD� GHUHFHVL�� ³7DPDPHQ� .DWÕOÕ\RUXP´�� ³.ÕVPHQ� .DWÕOÕ\RUXP´��



+�h��øNWLVDGL�YH�øGDUL�%LOLPOHU�)DN�OWHVL�'HUJLVL 

 

235 

³1H� .DWÕOÕ\RUXP� 1H� .DWÕOPÕ\RUXP´�� ³.ÕVPHQ� .DWÕOPÕ\RUXP´� YH� ³+Lo�
.DWÕOPÕ\RUXP´�úHNOLQGH��¶OL�/LNHUW�|OoH÷L�LOH�VRUXOPXúWXU� 

 
øNLQFL� YH� VRQ� E|O�PGH� LVH�� NDWÕOÕPFÕODUÕQ� GDYUDQÕúVDO� YH� GHPRJUDILN�

|]HOOLNOHULQL� LoHUHQ� VRUXODU� KD]ÕUODQPÕúWÕU�� .DWÕOÕPFÕODUÕQ�� 3D]DU� E|O�POHQGLU-
PHGH� HVDV� RODFDN� YH� EX� oDOÕúPDQÕQ� DPDFÕQD� X\JXQ� RODUDN�� GDYUDQÕúVDO�
|]HOOLNOHULQH�LOLúNLQ�VRUXODU�µùLPGL\H�NDGDU�VH\DKDW�DFHQWDVÕ�DUDFÕOÕ÷Õ\OD�NDo�NH]�
WDWLOH� oÕNWÕQÕ]"¶� YH� µ(Q� VRQ� WHUFLK� HWWL÷LQL]� VH\DKDW� DFHQWDVÕ\OD� NDo� NH]� WDWLOH�
oÕNWÕQÕ]¶�úHNOLQGH�G�]HQOHQPLúWLU�� 

 
gWH� \DQGDQ�� GHPRJUDILN� |]HOOLNOHU� ú|\OH� EHOLUOHQPLúWLU�� gQFHOLNOH��

GHQHNOHULQ�\DúODUÕ�oHúLWOL�DOW�JUXSODUD�D\UÕOPÕúWÕU��*UXSODPDGD�DOW�VÕQÕU��RUWD�\D�GD�
\�NVHN�|÷UHQLPLQL�WDPDPOD\ÕS�KDUFDQDELOLU�JHOLU�HOGH�HGHELOHFHN�YH�HEHYH\QGHQ�
ED÷ÕPVÕ]� NDUDU� YHUPH� GXUXPXQGD� RODQ� ��� YH� DOWÕQGDNL� \Dú� DUDOÕ÷Õ� HQ� DOW� VÕQÕU�
RODUDN� EHOLUOHQPLúWLU�� (Q� VRQ� JUXED� GDKLO� RODQ� \Dú� DUDOÕ÷ÕQÕ� LVH�� WXUL]P�
OLWHUDW�U�QGH���� \Dú� WXUL]PL� �VHQLRU��RODUDN�NDEXO� HGLOHQ����YH��VW��\DúWD�RODQ�
P�úWHULOHU�ROXúWXUPDNWDGÕU��%|\OH\FH��\Dú�JUXSODUÕ�����YH�DOWÕ����-35, 36-49, 50-
���YH����YH��]HUL�úHNOLQGH�JUXSODQGÕUÕOPÕúWÕU� 

 
dDOÕúPDGD� JHOLU� G�]H\L� DoÕVÕQGDQ�� |÷UHQFL� RODQ� DQFDN�� ELUH\VHO� \D� GD�

JUXSODUOD� ELUOLNWH� WDWLOH� oÕNPDVÕ� YH� GROD\ÕVÕ\OD� VH\DKDW� DFHQWDVÕQÕ� WHUFLK� HWPH�
SRWDQVL\HOLQLQ� \�NVHN� ROPDVÕQGDQ� \ROD� oÕNDUDN�� ���� DOW� VÕQÕU� RODUDN� NDEXO�
HGLOPLúWLU�� *HOLU� DUDOÕNODUÕ� WHVSLW� HGLOLUNHQ� LVH�� |Q� DUDúWÕUPD\D� GD\DOÕ� RODUDN��
|÷UHQFL�ROPD\ÕS�JHOLU�G�]H\L�DVJDUL��FUHW�YH�ELUD]��]HULQGH�RODQ�JHOLU�JUXEXQD�
VDKLS� LQVDQODUÕQ� VH\DKDW� DFHQWDODUÕQÕ� WHUFLK� HWPHGLNOHUL� YDUVD\ÕOPÕúWÕU��
'ROD\ÕVÕ\OD��HQ�DOW� VÕQÕU�RODQ��-�����PLO\RQ�HQ�G�ú�N������ -�����PLO\RQ�DUDVÕ�
G�ú�N���� -���PLO\DU�DUDVÕ�RODQODU�RUWD�YH���PLO\DU�YH��VW�QGH�JHOLUL�RODQODU� LVH�
\�NVHN�JHOLU�JUXEX�RODUDN�VÕQÕIODQGÕUÕOPÕúODUGÕU�� 

 
6RQUDNL� DúDPDGD�� ELUH\OHULQ� oDOÕúPD� GXUXPODUÕ� VRUXOPXúWXU�� %LUH\OHULQ�

oDOÕúPD� GXUXPODUÕ�� |÷UHQFL�� LúVL]�� PHPXU�� LúoL�� VHUEHVW�� HPHNOL� YH� GL÷HU�
VHoHQHNOHU�úHNOLQGH�JUXSODQGÕUÕOPÕúWÕU��$\UÕFD��DUDúWÕUPD\D�NDWÕODQODUÕQ�|÷UHQLP�
G�]H\OHUL� LOH� VH\DKDW� DFHQWDODUÕQD� \|QHOLN� WXWXPODUÕQÕQ� NHQGL� LoHULVLQGH� D\QÕ�
YH\D� EHQ]HU� RODELOHFH÷L� YDUVD\ÕPÕQGDQ� KDUHNHWOH�P�úWHULOHU�� LONRNXO�� RUWDRNXO��
OLVH��\�NVHN|÷UHQLP�YH�OLVDQV�VW��RODUDN�DOW�NDWHJRULOHUH�D\UÕOPÕúWÕU� 

 
%|\OHFH�� YHULOHQ� FHYDSODUÕQ� NDUúÕOÕNOÕ� RODUDN� ELUELUOHUL\OH� |UW�úPH�

GXUXPODUÕQD� EDNÕODUDN�� SD]DUÕQ� DQODPOÕ� úHNLOGH� E|O�POHQGLULOLS� E|O�POHQGLULO-
PHGL÷LQH�\|QHOLN�ELU�NDUúÕODúWÕUPD�\DSÕODELOHFH÷L�G�ú�Q�OPHNWHGLU� 

 
'�]HQOHQHQ� VRUX� ND÷ÕGÕQÕQ� DQODúÕOPD� úHNOL� YH� GHUHFHVL�� NDSVDPÕ� YH�

X\JXODPD� V�UHVL� DoÕVÕQGDQ� WHVW� HGLOPHN� �]HUH�� $QNDUD¶GDNL� herhangi bir A 
JUXEX� VH\DKDW� DFHQWDVÕQÕQ� KL]PHWLQGHQ� \DUDUODQDQ� YH� UDVWJHOH� VHoLOHQ� ��� DGHW�
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P�úWHUL\H� DQNHW� VRUXODUÕ� \|QHOWLOPLúWLU�� 6RUX� ND÷ÕGÕQÕQ� \�]� \�]H� J|U�úPH�
VXUHWL\OH� ��� GDNLNDOÕN� ELU� V�UH� LoLQGH� FHYDSODQGÕ÷Õ� WHVSLW� HGLOPLú� YH� JHUHNOL�
düzeltmeler yDSÕODUDN�X\JXODPD\D�JHoLOPLúWLU� 

 
 
4��g51(./(0�9(�6258�.$ö,',1,1�8<*8/$10$6, 
 
$UDúWÕUPDQÕQ� |UQHNOHPL� $QNDUD¶GD� IDDOL\HWWH� EXOXQDQ� $�*UXEX� VH\DKDW�

DFHQWDODUÕQÕQ� P�úWHULOHULQGHQ� VHoLOPLúWLU�� %XQXQ� QHGHQL�� $QNDUD� LOLQLQ� WXUL]P�
IDDOL\HWOHUL� DoÕVÕQGDQ� \�NVHN� SRWDQVL\HOH� VDKLS� ROPDVÕ�� DQFDN�� úLPGL\H� NDGDU�
\HWHULQFH� LQFHOHQPHPLú� ROPDVÕGÕU� �7h56$%, Haziran 2003). Halbuki, 
7�UNL\H¶GH� ����� 0DUW� G|QHPL� LWLEDUL\OH�� $� *UXEX� 6H\DKDW� $FHQWDVÕ� VD\ÕVÕ�
WRSODPÕ� ����¶GÕU�� %XQODUÕQ� LO� ED]ÕQGD� HQ� \�NVHN� RODQÕ� ����� DGHW� LOH� øVWDQbul 
LNHQ�� $QNDUD�� $QWDO\D� YH� 0X÷OD¶GDQ� VRQUD� ���� DGHW� LOH� ���� DGHW� $� *UXEX�
6H\DKDW�$FHQWDVÕQD�VDKLS�ø]PLU¶LQ�|Q�QGH�G|UG�QF��VÕUDGD�\HU�DOPDNWDGÕU�� 

 
*|U�ú�OHFHN� P�úWHUL� VD\ÕVÕ� LVH�� EX� oDOÕúPDGD� ���� J�YHQ� GHUHFHVLQGH�

LVWDWLVWLNL� VRQXo� DOÕQDELOHFHN� YHULQLQ� HOGH� HGLOHELOHFH÷L� VD\ÕGÕU�� %X� VD\Õ�            
n2 = t2.s2/d2 IRUP�O�Q���dÕQJÕ, 1997: �����VRUX�ND÷ÕGÕQGDNL�KHU�ELU�VRUX�WLSL�LoLQ�
X\JXODPDN�VXUHWL\OH��W� ����V� ����G� �����GH÷HUOHUL�YHULOHUHN�KHU�IDUNOÕ�VRUX�WLSL�
LoLQ� ��� DGHW� VRUX� ND÷ÕGÕ� RODUDN� DOW� VÕQÕU� EXOXQPXúWXU�� %X� VRQXo� VRUX� WLSL�
VD\ÕVÕ\OD� ���� oDUSÕODUDN� X\JXODQPDVÕ� JHUHNHQ� WRSODP� VRUX� ND÷ÕGÕ� VD\ÕVÕ�
EHOLUOHQPLúWLU�� 

 
$UDúWÕUPD\D� GDKLO� HGLOHQ� P�úWHULOHU� ³.ROD\GD� gUQHNOHP´� \|QWHPL\OH�

WHVSLW� HGLOPLúWLU�� ù|\OH� NL�� \XNDUÕGD� EHOLUWLOHQ�$� JUXEX� VH\DKDW� DFHQWDODUÕQGDQ�
P�úWHULOHULQ� HY� YH\D� Lú� DGUHVOHUL� DOÕQPÕú� YH� EHOLUWLOHQ� DGUHVWH� EXOXQDQ�
P�úWHULOHUOH�J|U�úPH�WDOHS�HGLOPLúWLU��*|U�úPH�WDOHELPL]L�X\JXQ�EXODQ�VH\DKDW�
DFHQWDVÕ� P�úWHULOHUL� LOH� \�]�� \�]H� J|U�ú�OHUHN� VRUX� ND÷ÕGÕQÕ� \DQÕWODPDODUÕ�
LVWHQPLúWLU�� 6RQXo� RODUDN�� VH\DKDW� DFHQWDVÕ� P�úWHULVL� RODQ� ���� NLúL� LOH�
J|U�ú�OHELOPLúWLU��6|]�NRQXVX�����VRUX�ND÷ÕGÕQGDQ����WDQHVL�HNVLN�\D�GD�\DQOÕú�
FHYDSODQGÕ÷ÕQGDQ� GH÷HUOHQGLUPH\H� DOÕQPDPÕúWÕU�� $UDúWÕUPD\D� NDWÕODQODUÕQ�
���¶L�NDGÕQ�����¶L�HUNHN�ROPDN��]HUH�GL÷HU�GHPRJUDILk bilgileri de Tablo 1.’de 
VXQXOPDNWDGÕU� 
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Tablo 1.�$UDúWÕUPD\D�.DWÕODQODUÕQ�'HPRJUDILN�g]HOOLNOHULQH�*|UH�'D÷ÕOÕPÕ 
 

Özell ik Frekans 
(F) 

Yüzde 
(%) 

Özell ik Frekans 
(F) 

Yüzde 
(%) 

<Dú 
23 ve daha az 
24-35 
36-49 
50-64 
65 + 
Cinsiyet 
.DGÕQ 
Erkek 
(÷LWLP�'üzeyi 
Lise 
<�NVHN|÷UHQLP 
Lisansüstü 
 

 
4 
72 
60 
24 
20 
 

81 
99 
 

14 
114 
52 

 
2.2 
40.0 
33.3 
13.3 
11.1 

 
45 
55 
 

7.8 
63.3 
28.9 

 

Geli r Düzeyi 
'�ú�N� 
Orta 
Üst 
En üst 
dDOÕúPD�'XUXPX 
g÷UHQFL 
Memur 
øúoL 
Serbest 
Emekli  
øúVL] 
'L÷HU 
Medeni Durumu 
Evli  
Bekar 

 
4 
70 
81 
25 
 
4 
99 
11 
23 
8 
26 
9 
 

90 
90 

 
2.2 
38.9 
45.0 
13.9 

 
2.2 
55.0 
6.1 
12.8 
4.4 
14.5 
5.0 

 
50.0 
50.0 

 
 
5. VERøLERøN ANALøZø VE BULGULAR 
 
6RUX� ND÷ÕWODUÕQGDQ� HOGH� HGLOHQ� \DQÕWODU� DUDúWÕUPDGD� NXOODQÕOPDVÕ�

G�ú�Q�OHQ� YH� VRUX� ND÷ÕGÕQÕQ� WHVW� HGLOPHVL� VDIKDVÕQGD� X\JXQOX÷X� WHVSLt edilen, 
ELOJLVD\DU� RUWDPÕQGD� LVWDWLVWLNVHO� DQDOL]� \DSDELOPHN� DPDFÕ\OD� 6366� �����
�6WDWLVWLFDO�3DFNDJH�IRU�WKH�6RFLDO�6FLHQFH��ELOJLVD\DU�SURJUDPÕQD�DNWDUÕOPÕúWÕU�� 

 
6HoLP� NULWHUOHULQLQ� E|O�POHQGLUPH� GH÷LúNHQOHUL� LOH� DoÕNODQDELOLUOL÷LQLQ�

tesbit edilmesinde, herhangi bir kategorideki seçim kriterinin özellikle hangi 
E|O�POHQGLUPH� GH÷LúNHQLQH� DLW� ROGX÷X� VRUXVXQD� FHYDS� DUDQDFDNWÕU�� 'L÷HU� ELU�
LIDGH\OH�� ³KHUKDQJL� ELU� VHoLP�NULWHUL� |UQH÷LQ�� ���–� ��� YH\D� GL÷HU� \Dú� JUXEXQD�
özgü bir seçim kriteri midir?” sorusu cevaSODQDFDNWÕU�� 6|]� NRQXVX� KXVXV� LVH��
$\ÕUPD� DQDOL]L\OH� LQFHOHQHFHNWLU�� 1LWHNLP�� D\ÕUPD� DQDOL]L�� ELU� GHQH÷LQ� KDQJL�
GH÷LúNHQ� NDWHJRULVLQH� JLUHFH÷LQH� NDUDU� YHUPHN� �]HUH� NXOODQÕODQ� ELU� WHNQLNWLU�
(Akgül, 2003: ������ %LU� GL÷HU� LIDGH\OH�� ED]Õ� WDKPLQ� HGLFL� GH÷LúNHQOere 
GD\DQDUDN�� \Dú� YH� JHOLU� JLEL� JUXSODUÕ� ELUELULQGHQ� D\ÕUPDN� LoLQ� D\ÕUPD� DQDOL]L�
NXOODQÕOÕU�� $\ÕUPD� DQDOL]LQGH�� UHJUHV\RQ� DQDOL]LQLQ� \DSDPDGÕ÷Õ� �o� YH\D� GDKD�
ID]OD�NDWHJRULOL�ED÷ÕPOÕ�GH÷LúNHQ�NXOODQÕODELOLU��$NJ�O, 2003: 425).  

 
Tablo 2.¶GH� P�úWHULOHULQ� oÕNWÕNODUÕ� WDWLO� VD\ÕVÕ�� WHUFLK� HWWLNOHUL� HQ� VRQ�

VH\DKDW�DFHQWDVÕ\OD�oÕNWÕNODUÕ�WDWLO�VD\ÕVÕ�YH�D\QÕ�]DPDQGD�GHPRJUDILN�|]HOOLNOHUL�
LOH�VHoLP�NULWHUOHUL�DUDVÕQGDNL�DQODPOÕ�LOLúNLOHU�J|U�OPHNWHGLU��$\UÕFD��D\ÕUPDQÕQ�
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DQODPOÕ� ROXS� ROPDGÕ÷ÕQD� NDUDU� YHUHELOPHN� LoLQ� :LON¶V� /DPEGD� GH÷HUOHULQH�
EDNÕOPÕú�YH�X\JXQ�ROGXNODUÕ�WHVELW�HGLOGL÷L�LoLQ�DQDOL]H�GHYDP�HGLOPLúWLU� 

 
Tablo 2.�0�úWHULOHULQ�%LUH\VHO�g]HOOLNOHUL�LOH�6HoLP�.ULWHUOHUL�$UDVÕQGDNL 

øOLúNLOHULQH<|QHOLN�$\ÕUPD��'LVNULPLQDQW��$QDOL]LQGHQ�(OGH�(GLOHQ�
'R÷UX BölüPOHQGLUPH�)RQNVL\RQX�6RQXoODUÕ 

 
7$7ø/�6$<,6, Seçim  

Kr iterleri Bir øNL Üç Dört %Hú�YH��]HUL 
 
=DPDQÕQGD 

 
5,242 

 
4,427 

 
5,558 

 
5,681 

 
5,670 

 Wilk’s Lambda : % 84, F=8.164, Sig.= .001 
<$ù  

���YH�DOWÕ 24 - 35 36 - 49 50 - 64 65 ve üzeri 
 
Teknoloj i 

 
3,441 

 
3,558 

 
4,252 

 
4,279 

 
4,235 

 Wilk’s Lambda : % 89, F=5.141, Sig. = .001 
&ø16ø<(7  

.DGÕQ Erkek 
Personelin 
nezaketi 

6.341 5.942 

 Wilk’s Lambda : % 97, F=4.849, Sig.= .029 
 

dDOÕúPDQÕQ� KLSRWH]L� JHUH÷L� \XNDUÕGDNL� 7DEOR� �.’ye göre öncelikle 
belirtilmesL�JHUHNHQ�KXVXV�úXGXU�� �6H\DKDW�DFHQWDVÕ�VHoLP�NULWHUOHUL� LoHULVLQGHQ�
\DOQÕ]FD� µKL]PHWOHULQ� ]DPDQÕQGD� YHULOPHVL¶� NULWHUL� GDYUDQÕúVDO� GH÷LúNHQOHUGHQ�
RODQ� µWDWLOH� oÕNPD� VD\ÕVÕ¶� LOH� DoÕNODQPÕúWÕU� %XQD� J|UH�� VH\DKDW� DFHQWDVÕQÕ�
NXOODQDUDN� WDWLOH� oÕNDQODU� DUDVÕQGD� WDWLOH� oÕNPD� VD\ÕODUÕ� DUWWÕNoD� VH\DKDW�
DFHQWDVÕQÕQ� WDDKK�W� HWWL÷L� KL]PHWOHULQ� ]DPDQÕQGD� YHULOPHVLQH� LOLúNLQ� KXVXVD�
|QHP�YHUGLNOHUL�V|\OHQHELOLU��'ROD\ÕVÕ\OD��WDDKK�W�HGLOHQ�KL]PHWOHULQ�]DPDQÕQGD�
YHULOPHVL� VH\DKDW� DFHQWDVÕQÕ� VÕN� NXOODQDQODUD� |]J�� ELU� VHoLP� NULWHUL� ROGX÷X�
belirtilebilir.  

 
%XQXQ� \DQÕ� VÕUD�� 7DEOR� �.¶\H� J|UH�� WHNQRORMLN� RODQDNODUÕQ� \HWHUOLOL÷L��

P�úWHULOHULQ� \DúODUÕ� LOHUOHGLNoH� VH\DKDW� DFHQWDVÕ� VHoLPLQGH� NXOODQGÕNODUÕ� ELU�
NULWHU� RODUDN� WHVELW� HGLOHELOLU�� %X� GXUXPX�� |]HOOLNOH� VRQ� \ÕOODUGD� E�\ük bir 
JHOLúLP� J|VWHUHQ� WHNQRORMLN� KL]PHWOHULQ� JHQo� QHVLO� WDUDIÕQGDQ� NROD\OÕNOD�
|]�PVHQGL÷L� DQFDN�� \Dú� LOHUOHGLNoH� EX� WHNQRORMLN� KL]PHWOHUGHNL� GH÷LúLPL�
\DNDODPDQÕQ�J�oOHúWL÷L�YH�GR÷DO�RODUDN�EX�KL]PHWOHUL�NHQGLOHULQH�HQ�L\L�úHNLOGH�
sunabilecek seyahat acenWDODUÕQD�\|QHOHFHNOHUL�úHNOLQGH�DoÕNODPDN�P�PN�QG�U� 

 
gWH� \DQGDQ�� VH\DKDW� DFHQWDVÕQÕ� NXOODQDQODU� DUDVÕQGD� VHoLP� NULWHUOHULQH�

\|QHOLN� RODUDN� KL]PHWOHULQ� VXQXOXú� úHNOLQGH� HOH� DOÕQDQ�� SHUVRQHOLQ� WXWXP� YH�
GDYUDQÕúODUÕQÕQ� |QJ|U�OPHVL� KXVXVXQGD� FLQVL\HW� DoÕVÕQGDQ� IDUNOÕOÕN� YDUGÕU�� %X�
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IDUNOÕOÕN�� NDGÕQ� P�úWHULOHULQ� HUNHNOHUH� J|UH� NHQGLOHULQH� QD]LN� GDYUDQÕOPDVÕQD�
GDKD� oRN� |QHP� YHUGLNOHUL� \|Q�QGHGLU�� %XQXQ� QHGHQL�� NDGÕQODUÕQ� HUNHNOHUH�
RUDQOD�ELU�PDO�\D�GD�KL]PHWL�VDWÕQ�DOÕUNHQ�IRQNVL\RQHO�NDOLWH\H�GDKD�oRN�|QHP�
vermeOHULQGHQ� LOHUL� JHOGL÷L� V|\OHQHELOLU�� 'ROD\ÕVÕ\OD�� VH\DKDW� DFHQWDODUÕQÕQ�
|]HOOLNOH� NDGÕQODUD� \|QHOLN� KL]PHW� VXQDUNHQ� QH]DNHW� YH� EHQ]HUL� IRQNVL\RQHO�
NDOLWH\L�|QH�oÕNDUDFDN�XQVXUODUD�GDKD�oRN�GLNNDW�HWPHOHUL�JHUHNPHNWHGLU� 

 
$UDúWÕUPDPÕ]GD�NXOODQÕODQ�GL÷HU�GHPRJUDILN�GH÷LúNHQOHUGHQ��P�úWHULOHULQ�

JHOLU�� oDOÕúPD� GXUXPX�� PHGHQL� GXUXP� YH� H÷LWLP� G�]H\OHUL� LOH� VHoLP� NULWHUOHUL�
DUDVÕQGD�DQODPOÕ�ELU�LOLúNL�EXOXQDPDPÕúWÕU� 

 
 
6218d�9(�'(ö(5/(1'ø50( 

 
%XUD\D� NDGDU� \DSÕODQ� WDUWÕúPDODU� QHWLFHVLQGH�� SD]DU� E|O�POHQGLUPH��

benzeU�LKWL\DoODUÕ�RODQ�YH�EHQ]HU�VDWÕQ�DOPD�GDYUDQÕúODUÕQGD�EXOXQDQ�W�NHWLFLOHUL�
D\QÕ� JUXS� LoHULVLQGH� HOH� DODUDN�� RQODUÕQ� PDO� YH� KL]PHWOHUH� \|QHOLN� WXWXP� YH�
VHoLP� NULWHUOHULQLQ� WHVELWL� YH� KHGHI� SD]DUGDNL� GXUXPXQ�� ELU� GL÷HU� GH\LúOH��
GDYUDQÕúD�G|Q�úPH�LKWLPDOL�\�NVHN�RODQ�WXWXPODUÕQ�V�UHNOL�RODUDN�L]OHQPHVL�YH�
GH÷HUOHQGLULOPHVL�úHNOLQGHNL�V�UHo�RODUDN�WDQÕPODQDELOLU� 

 
7XWXPODUÕQ� \|Q�� YH� G�]H\L�� PDO� YH\D� KL]PHWOHULQ� DOJÕODQPD� WDU]ÕQD�

ED÷OÕGÕU�� 2� KDOGH�� LVWHQHQ� KHGHI� NLWOH\H� XODúPDN� LoLQ� LVWHQHQ� \D� GD� EHNOHQHQ�
DOJÕODPD�WDU]ÕQÕQ�ROXúPDVÕ�JHUHNPHNWHGLU��%|\OHFH��DOJÕODPD�LOH�\DUDWÕODQ�WXWXP�
V�UHNOL� NÕOÕQDUDN� X\JXQ� YH� EHNOHQHQ� VHoLP� NULWHUOHULQLQ� PH\GDQD� JHOPHVL�
VD÷ODQÕU�YH�E|\OHFH�LVWHQHQ�\|QGH�YH�WHNUDUOD\DQ�GDYUDQÕúODU�\DUDWÕODELOLU�� 

 
%X�GH÷HUOHQGLUPHOHUGHQ�KDUHNHWOH��SD]DU�E|O�POHQGLUPH�\Dú��FLQVL\HW�JLEL�

GHPRJUDILN��JHOLU�G�]H\L�JLEL�VRV\R�HNRQRPLN��VDWÕQDOPD�VÕNOÕ÷Õ�JLEL�GDYUDQÕúVDO�
GH÷LúNHQOHUH�JRUH�\DSÕODELOPHNWHGLU��$QFDN��JHQHO�RODUDN�J|]OHQHQ�YH�EHOLUOHQHQ�
úXGXU�NL��D\QÕ�JHOLU�G�]H\LQGH�YH�D\QÕ�H÷LWLP�G�]H\LQGH�RODQ�IDUNOÕ�LNL�NLúL�PDO�
YH\D� KL]PHWOHUH� \|QHOLN� D\QÕ� WXWXPD� VDKLS� ROPDNOD� EHUDEHU�� IDUNOÕ� VDWÕQDOPD�
GDYUDQÕúÕ� J|VWHUPHNWHGLU�� g\OH\VH�� GDYUDQÕúVDO� GH÷LúNHQOHU� P�úWHULOHULQ� VHoLP�
NULWHUOHULQL�IDUNOÕODúWÕUDQ�|QHPOL�GH÷LúNHQOHU�RODUDN�|QJ|U�OHELOLU� 

 
Bu |QJ|U�Q�Q� GR÷UXODQDELOPHVL� DPDFÕ\OD� |QFHOLNOH� VH\DKDW� DFHQWDVÕ�

VHNW|U�QGHNL� P�úWHULOHULQ� VHoLP� NULWHUOHUL�� DFHQWDGD� J�QFHO� WHNQRORMLQLQ�
NXOODQÕOPDVÕ�� DFHQWDQÕQ� EHNOHQWLOHUL� NDUúÕODPDVÕ�� SHUVRQHOLQ� ELOJLOL� ROPDVÕ��
SHUVRQHOLQ� LoWHQOL÷L�� SHUVRQHOLQ�QH]DNHWL�� SHUVRQHOLQ�J�YHQLOLU� ROPDVÕ�� KL]PHWLQ�
]DPDQÕQGD�YHULOPHVL��KL]PHWLQ�HNRQRPLN�ROPDVÕ��IL]LNL�RUWDPÕQ�X\JXQOX÷X��W�P�
KL]PHWOHULQ�ELUDUDGD�VXQXOPDVÕ�úHNOLQGH�EHOLUOHQPLúWLU� 
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%HOLUOHQHQ� EX� VHoLP� NULWHUOHULQGHQ� \DOQÕ]FD� µKL]PHWOHULQ� ]DPDQÕQGD�
verilmesi’ kriteri�GDYUDQÕúVDO�GH÷LúNHQ�WDUDIÕQGDQ�DoÕNODQPÕúWÕU� 

 
'L÷HU�\DQGDQ��WHNQRORMLN�RODQDNODUÕQ�\HWHUOLOL÷L�LOHUL�\DúODUGDNL�P�úWHUL\H�

|]J�� VHoLP� NULWHUL� LNHQ�� SHUVRQHOLQ� QH]DNHWL� NDGÕQODUD� |]J�� ELU� VHoLP� NULWHUL�
RODUDN�VDSWDQPÕúWÕU� 

 
6RQXo� RODUDN�� GDYUDQÕúVDO� GH÷Lúkenlerin pazar bölümlendirmede daha 

|QHPOL� ROPDGÕ÷Õ� EHOLUOHQPLúWLU�� $NVLQH�� GDYUDQÕúVDO� YH� GHPRJUDILN�
GH÷LúNHQOHULQ�D\UÕ�D\UÕ�NXOODQÕOPDVÕ�JHUHNWL÷L�RUWD\D�oÕNPÕúWÕU�� 

 
 
g1(5ø/(5 
 
<XNDUÕGD� HOGH� HGLOHQ� VRQXoODU� oHUoHYHVLQGH� VH\DKDW� DFHQWDODUÕ� LoLQ�

DúD÷ÕGDNL öneriler sunulabil ir: 
 

• 6H\DKDW� DFHQWDODUÕQÕ� WHUFLK� HGHQ� NDGÕQODU� NHQGLOHULQH� QD]LN�
GDYUDQÕOPDVÕQD� HUNHNOHUH� RUDQOD� GDKD� oRN� |QHP� YHUPHNWHGLUOHU�� 6H\DKDW�
DFHQWDODUÕQÕQ� |]HOOLNOH� NDGÕQODUD� \|QHOLN� KL]PHW� VXQDUNHQ� GDKD� QD]LN�
ROPDODUÕ�� GL÷HU� ELU� LIDGH\OH� KL]Pet sunarken fonksiyonel kaliteyi öne 
oÕNDUDFDN�GDYUDQÕúODUD�GDKD�oRN�GLNNDW�HWPHOHUL�JHUHNPHNWHGLU� 

• 6H\DKDW� DFHQWDODUÕQÕQ� LúOHWPHOHUL� DoÕVÕQGDQ� J�QFHO� WHNQRORML\L�
WDNLS� HWPHOHUL� JHUHNPHNWHGLU��g]HOOLNOH�� ��� \Dú� YH� �]HULQGHNL�P�úWHULOHULQ�
VH\DKDW� DFHQWDVÕQÕ� WHUFLK� HGHUNHQ� NHQGLOHULQH� DNVDPDGDQ� YH� KÕ]OÕ� KL]PHW�
VD÷OD\DFDN� WHNQRORMLN� RODQDNODUÕ� X\JXQ� LúOHWPHOHUL� WHUFLK� HWWLNOHUL� WHVSLW�
HGLOPLúWLU�� <|QHWLFLOHULQ�� |]HOOLNOH� ��� \Dú� YH� �]HULQGHNL� NHVLPH� \|QHOLN�
hizmet sunarken bu hususa dikkat etmeleri gerekir. 

• SeyDKDW� LúOHWPHOHULQL� VÕNoD� NXOODQDQODUÕQ� GLNNDW� HWWLNOHUL� NULWHU���
KL]PHWOHULQ� V|]� YHULOGL÷L� ]DPDQGD� JHUoHNOHúPHVLGLU�� <|QHWLFLOHU�� VH\DKDW�
DFHQWDODUÕ� LOH� VÕNoD� oDOÕúDQ� P�úWHULOHUL� NHQGLOHULQH� oHNPHN� KHP� GH� GDKD�
X\JXQ� YH� SURIHV\RQHO� KL]PHW� VXQPDN� DPDFÕ\OD�� Kizmetlerin söz verilen 
]DPDQGD�JHUoHNOHúPHVLQH�GLNNDW�HWPHOHUL�JHUHNPHNWHGLU� 

• 6H\DKDW�DFHQWDVÕ�SHUVRQHOLQLQ��NRQXVXQGD�ELOJLOL�ROPDVÕ�KXVXVXQD�
\|QHWLFLOHU�GDKD�ID]OD�|QHP�YHUPHOLGLU��o�QN���P�úWHUL�EX�QRNWD\Õ�ELU�VHoLP�
NULWHUL�RODUDN�NXOODQPDNWDGÕU� 

• HizmetOHULQ�ELU�DUDGD�W�P�RODUDN�YHULOGL÷L�|Q�SODQD�oÕNDUWÕOPDOÕGÕU� 
• 6H\DKDW� DFHQWDFÕOÕ÷ÕQGDNL� UHNDEHW� RUWDPÕ� G�ú�Q�OHUHN�� KL]PHW�

kalitesinden ödün vermeden, hizmetler daha ekonomik sunulmaya 
oDOÕúPDOÕGÕU� 
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