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Özet:  
 
%X� oDOÕúPD�� VDWÕú� HOHPDQÕ� SHUIRUPDQV� GH÷HUOendirme literatüründen 

KDUHNHWOH�� SHUIRUPDQV� GH÷HUOHQGLUPH� oDOÕúPDODUÕQGD� NXOODQÕODQ� NULWHUOHUL�
EHOLUOL� ELU� VLVWHPDWLN� LoHULVLQGH� WRSODPD\D� oDOÕúDQ� NDYUDPVDO� ELU�
LQFHOHPHGHQ� ROXúPDNWDGÕU�� .RQX\D� LOLúNLQ� OLWHUDW�U�Q� LQFHOHQPHVL�
VRQXFXQGD�� SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHULQH� \|QHOLN� oDOÕúPDODU��
oDOÕúPD�DPDFÕ�� NXOODQÕOÕú� \HUL�YH� úHNOLQH�J|UH�HOH�DOÕQPÕú�YH�SHUIRUPDQV�
NULWHUOHUL�EHOLUOHQPLúWLU�� 

 
Abstract:  
 

A L iterature Review About the Performance Appraisal Cr iteria of 
Sales People 

The objective of this study is to set a conceptual framework for the 
performance appraisal criteria of sales people through the review of 
performance appraisal lit erature. Performance appraisal criteria of sales 
people are determined after an assessment of the objectives, place and 
form of usage of performance appraisal studies.  
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Anahtar Sözcükler:� 6DWÕú� HOHPDQÕ� SHUIRUPDQVÕ�� sDWÕú� HOHPDQÕ� SHUIRUPDQV�
GH÷HUOHQGLUPH� 
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*ø5øù 
 
6DWÕú�HOHPDQODUÕQÕQ�SHUIRUPDQVODUÕQÕ�GH÷HUOHQGLUPHN�ILUPDODU�LoLQ�|QHPOL�

ELU� NRQX\X� ROXúWXUPDNWDGÕU�� g]HOOLNOH�� VDWÕú� HOHPDQÕQÕQ� �FUHWOHQGLULOPHVL��
\�NVHOWLOPHVL�YH�PRWLYDV\RQ�SODQODUÕQÕQ�ROXúWXUXOPDVÕQGD�EX�GH÷HUOHQGLUPHOHU-
den büyük ölçüde yararlaQÕOPDNWDGÕU� �/DPEHUW,� ������� $\UÕFD�� VDWÕú� HOHPDQÕ�
SHUIRUPDQV� GH÷HUOHQGLUPHVL�� VDWÕú� SURJUDPÕQÕQ� IRUP�OH� HGLOPHVL� YH� NRQWURO��
(Johnston ve Marshall , 2003: ����� LOH� VDWÕú� HOHPDQÕ� �6(�� JHOHFHN� VDWÕúODUÕQÕ�
DUWÕUPDN� LoLQ� VDWÕú� SODQODUÕ� JHOLúWLUPHN� YH� PRWLYH� HWPHN� LoLQ� ELOJL� �LúH� DOPD��
6(¶QLQ� LúLQH�VRQ�YHUPH�� WHUIL�HWWLUPH���FUHW�YH�|G�OOHULQ�EHOLUOHQPHVL�� WUDQVIHU��
X\XúPD]OÕNODUÕ� JLGHUPHGH�� VD÷ODPDNWDGÕU� �)XWUHOO,� ������� %XQXQ� \DQÕVÕUD��
\|QHWLPLQ�VDWÕú�RUJDQL]DV\RQXQXQ�HWNLOLOL÷LQL�DUWÕUPDN�YH�6(¶QLQ�SHUIRUPDQVÕQÕ�
JHOLúWLUPHN� LoLQ� NDUDU� YHUPHVLQH� \DUGÕPFÕ� RODELOHFHN� ED]Õ� WHPHO� ELOJLOHU�
VD÷ODPDNWDGÕU��&UDYHQV,�������<|QHWLPLQ�LKWL\Do�GX\GX÷X�KHU�LNL�W�U�ELOJL�úHNOL�
GH� SHUIRUPDQV� EHOLUOH\LFLOHULQLQ� QH� ROGX÷XQX� DQODPDODUÕQÕ� JHUHNWLUPHNWHGLU�
(Piercy vd.,� �������$\UÕFD�� EX� NULWHUOHU� GH÷HUOHQGLUPHQLQ� 6(� WDUDIÕQGDQ� NDEXO�
görme derecesini de etkilemektedir (Pettijohn vd., 2001). DROD\ÕVÕ\OD��VDWÕú�J�F��
SHUIRUPDQV� GH÷HUOHQGLUPHVL� \|QHWLP� LoLQ� |QHPOLGLU�� %X� |QHP�� VDWÕú�
SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPH� oDEDODUÕQGD� HWNLOL� NULWHUOerinin belirlenmesi 
JHUH÷LQL�GH�|Q�SODQD�oÕNDUPDNWDGÕU�� 

 
6(� SHUIRUPDQVÕQD� \|QHOLN� OLWHUDW�U� LQFHOHQGL÷LQGH�� IDUNOÕ� \DNODúÕPODUOD�

NDUúÕODúÕOPDNWDGÕU��gUQH÷LQ��3HUIRUPDQV�GH÷HUOHQGLUPHQLQ�VD÷OD\DFD÷Õ�ID\GDODU��
SHUIRUPDQVÕ�HWNLOH\HQ�IDNW|UOHU��SHUIRUPDQV�GH÷HUOHQGLUPH�V�UHFLQGH�NXOODQÕODQ�
YH� NXOODQÕOPDVÕ� JHUHNHQ� NULWHUOHU�� GH÷HUOHQGLUPH� V�UHFL� YH� ]DPDQODPDVÕ��
GH÷HUOHQGLUPHQLQ�NLP�WDUDIÕQGDQ�\DSÕOGÕ÷Õ��\|QHWLP��VDWÕú�HOHPDQÕ��P�úWHUL��YE��
'ROD\ÕVÕ\OD�� 6(� SHUIRUPDQVÕQÕ� |OoHFHN� YH� \|QHWLPLQ� DPDFÕQD� KL]PHW� HGHFHN 
SHUIRUPDQV� NULWHUOHUL� YH� |Oo�WOHULQGHQ� KDQJLVLQLQ� GR÷UX� YH� X\JXQ� ROGX÷X�
WDUWÕúPD�NRQXVXGXU�� 

 
%X� oDOÕúPD� VDWÕú� HOHPDQÕ� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPH� NRQXVXQGD�

\DSÕODFDN� oDOÕúPDODUD� NDWNÕ� VD÷ODPDN� DPDFÕ\OD�� VDWÕú� HOHPDQÕ� SHUIRUPDQV�
GH÷HUOHQGLUPH� OLWHUDW�U�QGHQ� KDUHNHWOH�� SHUIRUPDQV� GH÷HUOHQGLUPH�
oDOÕúPDODUÕQGD� NXOODQÕODQ� NULWHUOHUL� EHOLUOL� ELU� VLVWHPDWLN� LoHULVLQGH� WRSODPD\D�
oDOÕúDQ�NDYUDPVDO�ELU�LQFHOHPHGHQ�ROXúPDNWDGÕU� 

 
 

1. d$/,ù0$1,1�0(72'2/2-ø6ø 
 

%XUDGD�� 6(� SHUIRUPDQV� GH÷HUOHQGLUPHVL� LOH� LOJLOL� oDOÕúPDODU�� oDOÕúPD�
DPDFÕ�� SHUIRUPDQV� GH÷HUOHQGLUPHQLQ� NXOODQÕOÕú� \HUL� LOH� úHNOLQH� J|UH�
VÕQÕIODQGÕUÕOPÕú�YH�6(�SHUIRUPDQV�GH÷HUOHQGLUPH�NULWHUOHUL�\HGL�\DNODúÕP�DOWÕQGD�
JUXSODQGÕUÕOPÕúWÕU�� $VOÕQGD�� EX� W�UGHQ� ELU� OLWHUDW�U� DUDúWÕUPDVÕQGD�� V|]� NRQXVX�
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\DNODúÕPODUÕQ� WDULKVHO� JHOLúLPOHUL� YH� ELUELUOHULQGHQ� IDUNOÕODúPDODUÕQÕQ� GLNNDWH�
DOÕQDUDN�� GH÷HUOHQGLULOPHVL� GDKD� GR÷UX� ELU� \|QWHP� RODELOLUGL�� $QFDN�� KHU� ELU�
\DNODúÕP� JUXEX� LoLQGH� \HU� DODQ� oDOÕúPDODUÕQ� WDULK� VÕUDVÕ� J|]HWLOHUHN� YHULOPHVL��
6(� SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHULQLQ� JUXSODQGÕUÕOPDVÕQÕ� ]RUODúWÕUDEL-
OHFHNWL�� %X� QHGHQOH�� \DNODúÕPODUÕQ� WDULKVHO� VÕUDODPDVÕ� (N¶WH� VXQXODUDN��
\DNODúÕPODU�LoLQGH�\HU�DODQ�oDOÕúPDODUÕQ�NXOODQÕODQ�|OoHN�YH�NULWHUOHU�J|]|Q�QH�
DOÕQDUDN��DoÕNODQPDVÕ�WHUFLK�HGLOPLúWLU�� 
 
 

2. 6(� 3(5)250$16� '(ö(5/(1'ø50(� .5ø7(5/(5ø1(�
*(1(/�%ø5�%$.,ù 

 
6(� SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHUL� OLWHUDW�UGH� IDUNOÕ� úHNLOOHUGH� HOH�

DOÕQPÕúWÕU��gUQH÷LQ��QLWHOLNVHO�QLFHOLNVHO� �-REEHU�YH�/DQFDVWHU, 2003: 447-451), 
GDYUDQÕú�oÕNWÕ� �'DOU\PSOH� YG�, 2001: 512), subjektif/objektif (Johnston ve 
Marshall , 2003: ����� YH� JLUGL�oÕNWÕ� �3HWWLMRKQ� YG�,� ������� GDYUDQÕú�sonuç 
(Dalrymple ve Cron, 1992: 718-������ dÕNWÕ� WHPHOOL� |Oo�WOHU� VDWÕú� KDFPL�� NRWD�
\�]GHVL� YE�� JLEL� VDGHFH� SHUIRUPDQVÕQ� ELU� ER\XWX� LOH� LOJLOHQPHNWHGLU��
'ROD\ÕVÕ\OD��ELUH\VHO�Lú�SHUIRUPDQVÕQGDQ�HOGH�HGLOHQ�VRQXoODUGÕU��3HWWLMRKQ�YG�, 
������� 'L÷HU� WDUDIWDQ�� VDWÕú� OLWHUDW�U�QGH� VXEMHNWLI�� QLWHOLNVHO�� JLUGL� \D� GD��
GDYUDQÕúÕ� WHPHO� DODQ� |Oo�WOHU� VDWÕú� J�F�� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPHGH�
NXOODQÕOPDNWDGÕU�� *LUGL� |Oo�WOHUL� LOHWLúLP� \HWHQH÷L�� Jörünüm, rekabet ve ürün 
ELOJLVL�� ]DPDQ� \|QHWLPL�� P�úWHUL� VD\ÕVÕ� YE�� NLúLVHO� NRQWUROH� GD\DOÕ� |Oo�WOHUGLU�
(Pettijohn vd.,��������$QFDN��oRN�IDUNOÕ�úHNLOOHUGH�HOH�DOÕQPÕú�ROVDODU�GD�EXQODUÕQ�
objektif ve subjektif kriterler/ölçütler (Johnston ve Marshall , 2003: 481-488) 
RODUDN�WHPHOGH�LNL�NDWHJRULGH�WRSODQGÕNODUÕQÕ�V|\OHPHN�P�PN�QG�U� 

 
2.1. Objektif Ölçütler :� 6DWÕú� \|QHWLFLVLQLQ� ILUPD� YHULOHULQGHQ� HOGH�

HGHELOHFH÷L�� VDWÕú� V�UHFLQH� \|QHOLN� LVWDWLVWLNOHUL� \DQVÕWPDNWDGÕU�� %X� |Oo�W�
QLFHOLNOH� �VD\ÕVDO�� LOJLOLGLU� YH� VDWÕú� HOHPDQÕQÕQ� QH� \DSWÕ÷ÕQD� RGDNODQPDNWDGÕU��
)LUPDQÕQ� NXOODQGÕ÷Õ� VDWÕú� YH� PDOL\HW� DQDOL]OHUL\OH� ELUOHúWLULOHELOHQ� REMHNWLI�
|Oo�WOHU���o�DOW�NDWHJRUL�LoHULVLQGH�HOH�DOÕQPDNWDGÕU� 

i) dÕNWÕ�|Oo�WOHUL���6LSDULúOHU��6LSDULú�VD\ÕVÕ��PLNWDUÕ�YH�LSWDO�HGLOHQ�VLSDULú�
VD\ÕVÕ� JLEL��� KHVDSODU� �\HQL�� ND\EHGLOHQ�� DNWLI�� YDGHVL� JHoPLú� YH� SRWDQVL\HO�
KHVDSODUÕQ-P�úWHULOHULQ-�VD\ÕVÕ� 

ii) Girdi ÖOo�WOHUL��$UDPDODU� �SODQODQDQ�YH�SODQODQPDPÕú�P�úWHUL�DUDPD�
VD\ÕVÕ�� JHUoHNOHúWLULOHQ� DUDPD� VD\ÕVÕ��� GROD\OÕ� DUDPD� �PHNWXS�� WHOHIRQ� vb.) 
]DPDQ� NXOODQÕPÕ� �oDOÕúÕODQ� J�QOHU�� J�Q� EDúÕQD� G�úHQ� DUDPD� RUDQÕ�� VDWÕú� YH�
VDWDPDPD� LoLQ� NXOODQÕODQ� V�UH��� KDUFDPDODU� �WRSODP�� VDWÕúODUÕQ� YH� NRWDODUÕQ�
\�]GHVL�RODUDN�KDUFDPDODU���VDWÕú�GÕúÕ�IDDOL\HWOHU��SRWDQVL\HO�P�úWHULOHUOH�\DSÕODQ�
WHOHIRQ�J|U�úPHOHUL�YH�\D]ÕODQ�PHNWXSODU�� WHNOLI�ROXúWXUPD� �VD\ÕVÕ��P�úWHULOHUOH�
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LOLúNL�NXUPD�YH�JHOLúWLUPH��GD÷ÕWÕP�NDQDOÕ��\HOHUL\OH�WRSODQWÕ��H÷LWLP�IDDOL\HWOHUL�
YH�EX��\HOHUL�DUDPD�VD\ÕVÕ��YE��� 

iii)dÕNWÕ� YH� JLUGL� |OoHNOHULQLQ� RUDQODUÕ�� *LGHU� RUDQODUÕ� �VDWÕú� PDVUDIODUÕ�
RUDQÕ��DUDPD�PDOL\HWL�RUDQÕ���KHVDS�JHOLúWLUPH�YH�KL]PHW�RUDQODUÕ��KHVDS�LúOHPH�
RUDQÕ�� \HQL� YH� ND\EHGLOHQ� KHVDS� RUDQÕ�� RUWDODPD� VLSDULú� E�\�NO�÷�� YH� VLSDULú�
LSWDOL� RUDQODUÕ�� YE��� DUDPD� IDDOL\HWL� YH� �UHWNHQOLN� RUDQODUÕ� �J�QH�� KHVDED� J|UH�
DUDPD�RUDQODUÕ��SODQODQDQ�DUDPD�RUDQÕ��YE�� 

2.2. Subjektif Ölçütler : 6DWÕú� \|QHWLFLVLQLQ�� VDWÕú� HOHPDQÕQÕQ� LúLQL� QDVÕO�
\DSWÕ÷ÕQD� \|QHOLN� GH÷HUOHQGLUPHOHULQH� ED÷OÕ� |Oo�WOHUGLU�� 1LWHOLNVHOGLUOHU� YH�
SHUIRUPDQVÕQ� GDYUDQÕúVDO� ER\XWX\OD� LOJLOHQPHNWHGLUOHU�� %|\OHFH�� VDWÕú� V�UHFL�
SHUVIHNWLILQGHQ� VDWÕú� HOHPDQODUÕQÕQ� QH� YH� QDVÕO� LúOHULQL� \DSWÕNODUÕQÕ�
\DQVÕWPDNWDGÕUODU�� %X� \DNODúÕPGD� YHUL�� \|QHWLFLQLQ� J|]OHPOHUL\OH�� VDWÕú�
HOHPDQÕQÕQ� LOLúNLGH� EXOXQGX÷X� GL÷HU� ND\QDNODUGDQ� YH� VDWÕú� YHULOHULQGHQ� HOGH�
edilmektedir. Niteliksel performans de÷HUOHQGLUPHOHUL� \|QHWLPLQ� |Q\DUJÕVÕQÕ�
LoHUPHNWHGLU�� %X� |Q\DUJÕ\Õ� NÕVPHQ� D]DOWDELOPHN� LoLQ� DúD÷ÕGDNL� NDWHJRULOHU�
NXOODQÕOPDNWDGÕU� 

i) 6DWÕú� VRQXoODUÕ� �VDWÕú� SHUIRUPDQVÕ�� \HQL� P�úWHULOHUH� VDWÕú�� �U�Q�
 KDWWÕQGDQ�VDWÕú�� 

ii) %LOJL��ILUPD�SROLWLNDODUÕ��IL\DW�YH ürün bilgisi), 
iii) 6DWÕú� DODQÕ� \|QHWLPL� �IDDOL\HW� YH� DUDPDODUÕQ� SODQODQPDVÕ��PDVUDIODUÕQ�

 NRQWURO�HGLOPHVL��ND\ÕW�YH�UDSRUODUÕQ�GH÷HUOHQGLULOPHVL�� 
iv) 0�úWHUL� YH� ILUPD� LOLúNLOHUL� �P�úWHULOHU�� RUWDNODU� YH� ILUPDODUOD� 6(¶QLQ��

 L\L�LOLúNL�NXUDELOPHVL�� 
v) S(¶QLQ� NLúLVHO� |]HOOLNOHUL� �JLULúLPFLOLN� \|Q��� GÕú� J|U�Q�P��� NLúLOLN��

 beceriklili k vb.). 
 
 %X�NDWHJRULOHULQ�|QHP�GHUHFHVL�ILUPD\D�YH�ILUPDQÕQ�GD�EXQODUÕ�QH�LoLQ�

NXOODQÕFD÷ÕQD� ED÷OÕ� RODUDN� GH÷LúHELOPHNWHGLU�� 7HUIL� YH� WUDQVIHU� NDUDUODUÕ� LoLQ�
�U�Q�LOH�P�úWHUL�LOLúNLOHUL�YH�ELOJLVL�|QHPOL�ROXUNHQ��LúWHQ�oÕNDUPD��WD]PLQDW�YE��
JLEL�NRQXODUGD�VDWÕú�SHUIRUPDQVÕQD�\|QHOLN�|Oo�WOHU�|QHPOL�ROPDNWDGÕU� 

  
 
3. /ø7(5$7h5'(.ø� 6(� 3(5)250$16� '(ö(5/(1'ø50(�

 .5ø7(5/(5ø1ø1� 6ø67(0$7ø.�ø1&(/(10(6ø 
 
�6(� SHUIRUPDQV� GH÷HUOHQGLUPHGH� NXOODQÕODQ� NULWHUOHUL� LOJLOL� OLWHUDW�U�

oHUoHYHVLQGH�� oDOÕúPD� DPDFÕ�� NXOODQÕOÕú� \HUL� YH� úHNOLQH� J|UH� úX� DQD� EDúOÕNODU�
DOWÕQGD�HOH�DOPDN�YH� WDUWÕúPDN�P�PN�QG�U��³6(¶QÕQ�GR÷UXGDQ�SHUIRUPDQVÕ� LOH�
LOJLOL´��³8\DUOD\ÕFÕ�VDWÕú�GDYUDQÕúÕ�YH�6(�SHUIRUPDQV�LOLúNLVL�LOH�LOJLOL´��³0�úWHUL�
EDNÕú�DoÕVÕ�LOH�LOJLOL´��³øOLúNL�SD]DUODPDVÕ��LOHWLúLP�JHOLúWLUPH�YH�6(�SHUIRUPDQVÕ�
LOH�LOJLOL´��³6DWÕú�HWNLOLOL÷L�YH�6(�SHUIRUPDQVÕ�LOJLOL´��³.RQWURO�VLVWHPL�DOWÕQGD�6(�
SHUIRUPDQVÕ� LOH� LOJLOL´� YH� ³6(� SHUIRUPDQVÕQÕ� HWNLOH\HQ� HWPHQOHU� ile ilgili” 
kriterler.  
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$\UÕFD�� 6(� SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHUL� LOH� LOJLOL� oDOÕúPDODUÕQ�
����� \ÕOÕQD� NDGDU� JHQHOOLNOH� REMHNWLI� |Oo�WOHUOH� NULWHU� JHOLúWLUPH\H� \|QHOLN�
ROGX÷X�VDSWDQPÕúWÕU�������YH�VRQUDVÕQGD�LVH��oDOÕúPDODUGD�REMHNWLI�YH�VXEMHNWLI�
ölçüWOHULQ� NXOODQÕPÕ� YH� JHOLúWLULOPHVL� \R÷XQOXN� ND]DQPÕúWÕU�� 'ROD\ÕVÕ\OD��
oDOÕúPDGD�EDúODQJÕo�RODUDN�EX�G|QHP�HOH�DOÕQPÕúWÕU� 

 
3.1. �6(¶QÕQ�'R÷UXGDQ�3HUIRUPDQVÕ�LOH�øOJLOL�.ULWHUOHU� 
 

����¶OL�\ÕOODUD�NDGDU� OLWHUDW�UGH�JHQHOOLNOH� VDWÕú�KDFPL�� VDWÕú�JHOLUOHUL�YE. 
JLEL� REMHNWLI� �oÕNWÕ�� SHUIRUPDQV� |Oo�WOHUL� HOH� DOÕQGÕ÷Õ� EHOLUWLOPHNWHGLU� �:HLW], 
1978, Avila vd. 1988). Ancak, Lamont ve Lundstrom (1977) ve Busch ve Bush 
������� oDOÕúPDODUÕQGD� GDYUDQÕú� YH� oÕNWÕ� WHPHOOL� SHUIRUPDQV� NULWHUOHULQLQ� KHU�
LNLVLQL� GH� GH÷HUOHQGLUPLúOHUGLU��/DPRQW� YH�/XQGVWURP� ������� VDWÕú� HOHPDQÕQÕQ�
SHUIRUPDQV� NULWHUOHUL� �GDYUDQÕú� WHPHOOL�� WHNQLN� \HWHUOLOLN�� VDWÕú� DODQÕ� \|QHWLPL��
\HWHQHN�� NLúLVHO� JHOLúLP�� LOLúNL� JHOLúWLUPH�� oÕNWÕ�� VDWÕúODU�� NRWD�J|U�úPH� VD\ÕVÕ��
VDWÕúODU� YE��� LOH� NLúLOLN� GH÷LúNHQOHUL� YH� \Dú�� H÷LWLP� JLEL� NLúLVHO� |]HOOLNOHUL�
DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúOHUGLU�� 'L÷HU� WDUDIWDQ� &RFDQRXJKHU� YH� ,YDQFHYLFK�
������� VDWÕú� J�F�Q�� GH÷HUOHQGLUPHN� LoLQ� GDYUDQÕú� WHPHOOL� %$56� VLVWHPLQL�
JHOLúWLUPLúOHGLU� 

 
Walker vd. (1977), Churchill vd. (1985), Cravens vd. (1993) (Ek Tablo 

6.), Piercy (1998) (Ek Tablo 6.), Behrman ve Perreault (1982) vd.,�VDWÕú�RUJDQL-
]DV\RQXQXQ�YH�6(�SHUIRUPDQVÕQÕ�EHOLUOH\LFLOHULQL�VDSWDPD\D�oDOÕúPÕúODUGÕU� 

 
:DONHU�YG���������6(�SHUIRUPDQVÕQÕQ�EHOLUOH\LFLOHULQL�VDSWDPD\D�\|QHOLN�

biU� PRGHO� ROXúWXUPXúODUGÕU�� 6|]� NRQXVX� PRGHOGH�� \HWHQHN�� URO� DOJÕODUÕ��
PRWLYDV\RQ�� EHFHUL� G�]H\LQLQ� GR÷UXGDQ�� RUJDQL]DV\RQHO� YH� oHYUHVHO�
GH÷LúNHQOHULQ� LVH�� GROD\OÕ� RODUDN� 6(¶QLQ� SHUIRUPDQVÕQÕ� HWNLOHGL÷LQL� RUWD\D�
NR\PXúODUGÕU�� &KXUFKLOO� YG�� �������:DONHU� YG�� (1977)’nin bu modelini temel 
DODUDN� 6(¶QÕQ� SHUIRUPDQV� EHOLUOH\LFLOHULQL� VDSWDPD\D� \|QHOLN� ROXúWXUGXNODUÕ�
“Meta-$QDOL]L�0RGHOLQGH´��SHUIRUPDQV�EHOLUOH\LFLOHULQL�URO�GH÷LúNHQOHUL��EHFHUL��
PRWLYDV\RQ�� NLúLVHO� IDNW|UOHU�� \HWHQHN�� RUJDQL]DV\RQHO� YH� oHYUHVHO� IDNtörler 
RODUDN�EHOLUOHPLúOHUGLU� 

 
%HKUPDQ� YH� 3HUUHDXOW� ������� VDWÕú� SHUIRUPDQVÕQÕ� EHú� WHPHO� ER\XWWD�

�WHNQLN� ELOJL� NXOODQÕPÕ�� ELOJL� DUDúWÕUPD� YH� VD÷ODPD�� JLGHU� NRQWUROX�� VXQXP�
\DSPD�� VDWÕú� DPDoODUÕQD� XODúPD�� |OoPH\H� YH� NDYUDPODúWÕUPD\D� oDOÕúPÕúODUGÕU��
Bush vG�� ������� 6(¶QÕQ� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPHGH� oÕNWÕ� \HULQH� GDYUDQÕú�
SHUIRUPDQVÕQÕQ� HOH� DOÕQPDVÕQÕ� VDYXQDUDN�� GDYUDQÕú� \D� GD� IDDOL\HW� WHPHOOL� ELU�
|OoHN� �ELOJL�\HWHQHN�� P�úWHUL\H� VHUYLV� \HWHQH÷L�� VDWÕú� V�UHFL�� �U�Q� YH� VDWÕú� YH�
PD÷D]D�ELOJLVL��LúELUOL÷L��JHOLúWLUPLúOHUGLU��+XOWLQN�YG���������\HQL��U�Q�VDWÕúÕQGD�
VDWÕú� SHUIRUPDQVÕQÕQ� EHOLUOH\LFLOHULQL� �\HQL� �U�Q�Q� SD]DU� SD\ÕQÕ� DUWWÕUPDGDNL�
NDWNÕ�� VDWÕú� KDFPL�� VDWÕú�� P�úWHULOHUL� EXOPD� YH� VDWPD�� DPDoODUÕ� EDúDUPDGD�
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\|QHWLPH� NDWNÕ�� VDSWDPD\D� oDOÕúPÕúODUGÕU�� &KRURQNo vd. (2000) ise, SE 
SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHULQLQ� YH� EX� GH÷HUOHQGLUPH� ]DPDQÕQÕQ� VDWÕú�
SHUIRUPDQVÕQD� HWNLVLQL� LQFHOHPLúOHUGLU�� 'H÷HUOHQGLUPH�� \|QHWLPLQ� 6(¶QÕ� �VDWÕú�
KDFPL�� VDWÕúODU�� NRWD�� VDWÕú� J|U�úPH� VD\ÕVÕ� YH� PDDú� DUWÕú� \�]GHVL�� YH� � D\QÕ�
zamandD�6(¶QÕQ�J|UHFHOL�RODUDN�NHQGLQL� �VDWÕú�KDFPL��NRWD\D�XODúPD�\HWHQH÷L��
P�úWHUL�LOLúNLOHUL�YE��GH÷HUOHQGLUPHVL�\DNODúÕPÕ�GR÷UXOWXVXQGD�oÕNWÕ�YH�GDYUDQÕú�
NULWHUOHUL� LOH� \DSÕOPÕúWÕU��%X� oDOÕúPD\D� EHQ]HU� \DNODúÕPOD�3HWWLMRKQ� YG�� �������
SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHULQH� IDUNOÕ� VDWÕú� GXUXPODUÕQGD� NULWHU�
NXOODQÕPÕQGDNL� IDUNOÕOÕNODU�� NULWHUOHUH� \|QHOLN� 6(� DOJÕODUÕ� YH� GH÷HUOHQGLUPH�
VÕNOÕ÷Õ� GH÷HUOHQGLUPHOHULQL� GH� HNOH\HUHN�� oÕNWÕ� YH� GDYUDQÕú� NULWHUOHULQL�� �VDWÕú�
KDFPL�� P�úWHUL� WDWPLQL�� VDWÕú� KHGHIOHULQH� XODúPD�� WXWXP�� JLULúLPFLOLN�� �U�Q�
ELOJLVL��LOHWLúLP�\HWHQH÷L�YE���NXOODQPÕúODUGÕU� 

 
 'L÷HU� WDUDIWDQ�� 6(� SHUIRUPDQV� G�ú�NO�÷�QGH� \D� GD� EDúDUÕVÕ]OÕ÷ÕQGD�

HWNLOL�RODELOHFHN�NULWHUOHUL��'XELQVN\��������NDYUDPVDO�RODUDN�WDUWÕúÕUNHQ��'Z\HU�
YG�� ������� EDúDUÕ� \D� GD� EDúDUÕVÕ]OÕ÷D� QHGHQ� RODELOHFHN� NULWLN� WHNQLNOHUL�
EHOLUOHPH\H� oDOÕúPÕúODU� YH� oÕNWÕ� |Oo�W�� NXOODQPÕúODUGÕU�� 0DUVKDOO� YG�� �������
oDOÕúPDODUÕQGD� 6(� IDDOL\HWOHULQL� EHOLUOHPH\H� oDOÕúPÕúODUGÕU�� 'R÷UXGDQ� 6(�
SHUIRUPDQVÕ�LOH�LOJLOL�NULWHUOHUH�\|QHOLN�oDOÕúPDODU�YH�NULWHUOHU Ekteki Tablo 1’de 
YHULOPLúWLU� 

 
3���� 8\DUOD\ÕFÕ� 6DWÕú� 'DYUDQÕúÕ� YH� 6(�3HUIRUPDQV� øOLúNLVL� LOH� øOJLOL�

 Kr iter ler  
 
6(� SHUIRUPDQVÕQD� \|QHOLN� EX� EDúOÕN� DOWÕQGD� WRSODQDQ� oDOÕúPDODU�

SHUIRUPDQV� YH� X\DUOD\ÕFÕ� �DGDSWH� HGLFL�� VDWÕú� GDYUDQÕúÕ� DUDVÕQGDNL� LOLúNL\L� YH�
SHUIRUPDQV� NULWHUOHULQL� EHOLUOHPH\H� \|QHOLN� oDOÕúPDODU� úHNOLQGH� �(N� 7DEOR� �.) 
OLWHUDW�UGH� \HU� DOPDNWDGÕU�� %XQODUGDQ� :HLW]� YG�� ������� EHOLUWLOHQ� LOLúNL\L�
NDYUDPVDO�RODUDN�WDUWÕúPÕú�YH�6(�SHUIRUPDQVÕ�YH�X\DUOD\ÕFÕ�VDWÕúÕQ�EHOLUOH\LFLVL�
RODUDN� 6(¶QÕQ� ELOJL� \DSÕVÕQÕ� LQFHOHPLúOHUGLU�� 6SLUR� YH�:HLW]� ������� X\DUOD\ÕFÕ�
VDWÕú�� SHUIRUPDQV�� \|QHWLPVHO� IDDOL\HWOHU� YH� 6(¶QÕQ� VDWÕúOD� LOJLOL� NLúLVHO�
|]HOOLNOHULQL�HOH�DOGÕNODUÕ�$'$376�SHUIRUPDQV�|OoH÷LQL�JHOLúWLUPLúOHUGLU��.HLORU�
YG�� �������GH�oDOÕúPDODUÕQGD�$'$376�|OoH÷LQL�NXOODQPÕúODUGÕU� �(N�7DEOR��.). 
Marks vd. ������� $'$376� SHUIRUPDQV� |OoH÷LQL� HOH� DOPÕú� YH� JHOLúWLUPH\H�
oDOÕúPÕúODUGÕU�� $QJOLQ� YG�� ������� 6(¶QÕQ� ELOLúVHO� VHQDU\RODUÕQGD� \DQVÕWWÕ÷Õ�
X\DUOD\ÕFÕ� VDWÕú� GHQH\LPL� LOH� \|QHWLPLQ� 6(� SHUIRUPDQVÕQD� \|QHOLN� DOJÕVÕ�
DUDVÕQGDNL� LOLúNL\L� LQFHOHUNHQ� REMHNWLI� �VDWÕú� KDFPL�� SD]DU� SD\Õ�� YH� VXEMHNWLI�
�P�úWHUL� WDWPLQL��P�úWHUL\L�GLQOHPH��VDWÕú�VXQXPX���U�Q�ELOJLVL�YE��SHUIRUPDQV�
|Oo�WOHULQL�NXOODQPÕúODUGÕU��8\DUOD\ÕFÕ�VDWÕú�GDYUDQÕúÕ�YH�SHUIRUPDQV�LOH�%RRURP�
vd.� ������� 6(¶QÕQ� LOHWLúLP� EHFHULVLQL�� 6KHSKHUG� YG�� ������� LVH�� HWNLQ� GLQOHPH�
\HWHQH÷L�DUDVÕQGDNL� LOLúNL\L�DUDúWÕUPÕúODUGÕU��+HU� LNL�oDOÕúPDGD�GD�$'$376�LOH�
%HKUPDQ�YH�3HUUHDXW��������|Oo�WOHUL�WHPHO�DOÕQPÕúWÕU��$\UÕFD��+XQW�YH�%DVKDZ�
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������� X\DUOD\ÕFÕ� VDWÕúWD�� 6(¶QLQ� EDúDUÕVÕQGD� HWNLOL� RODELOHFHN� ELOJL� ROXúWXUPD�
V�UHFLQL�GH�DoÕNODPÕúODUGÕU�� 

 
3�����0�úWHUL�%DNÕú�$oÕVÕ�LOH�øOJLOL�.ULWHUOHU 
 
6DWÕú� J�F�� \|QHWLPL� WDUDIÕQGDQ� \DSÕODQ� SHUIRUPDQV� GH÷HUOHQGLUPHOHULQH�

IDUNOÕ�ELU�EDNÕú�DoÕVÕ�JHWLUPHN�VXUHWL\OH��D÷ÕUOÕNOÕ�RODUDN�P�úWHUL�J|U�ú�YH�HWNLVLQL�
HOH�DODQ�oDOÕúPDODU�(N�7DEOR��¶WH�YHULOPLúWLU��%XQODUGDQ��6D[H�YH�:HLW]��������
P�úWHUL� RGDNOÕ� VDWÕú� GDYUDQÕúÕ�� VDWÕú� DúDPDVÕQÕQ� |]HOOLNOHUL� YH� 6(¶QÕQ�
SHUIRUPDQVÕ�DUDVÕQGDNL� LOLúNL\H�\|QHOLN�62&2�|OoH÷L�JHOLúWLUPLúOHUGLU�� �%URZQ�
vd. (1991) bX�62&2�|OoH÷LQL�NXOODQDUDN��6(�SHUIRUPDQVÕQÕ�P�úWHULOHULQ�EDNÕú�
DoÕVÕQGDQ�GH÷HUOHQGLUPLúOHU�YH�|OoH÷LQ�SHUIRUPDQV�|Oo�P�QGH�X\JXQOX÷XQX�WHVW�
HWPLúOHUGLU�� gUJ�WVHO� G�]H\� �0HUNH]LOHúPH�� oDOÕúDQODUGDQ� GHVWHN� YH� W�NHWLFL\H�
RGDNODQPD� GHUHFHVL�� � LOH� 6(¶QÕQ� VDWÕú� RGDNOÕ� \D� GD� W�NHWLFL� RGDNOÕ� ROPDVÕ�
DUDVÕQGDNL� LOLúNL\L� LQFHOH\HQ� � %ROHV� YG�� ������� GH� 62&2� |OoH÷LQL� WHPHO�
DOPÕúODUGÕU��/DPEHUW�YG���������P�úWHULQLQ�6(¶QÕ�LOH�ILUPD\Õ�GH÷HUOHQGLUPHVL�YH�
P�úWHUL� �J�YHQHELOLUOLN�� WHNQLN� ELOJL�� �U�Q� ELOJLVL� YH� KD]ÕU� EXOXQPDVÕ�� LOH�
\|QHWLPLQ� 6(¶\H� \|QHOLN� GH÷HUOHQGLUPHVL� �6(¶QÕQ� SHUIRUPDQV� G�]H\OHUL��
DUDVÕQGDNL� LOLúNL\L� DUDúWÕUPÕúODUGÕU�� %HQ]HU� úHNLOGH�� 6(� SHUIRUPDQVÕQD� \|QHOLN�
P�úWHUL�YH�\|QHWLPLQ�DOJÕODUÕQÕ�'LRQ�YH�%DQWLQJ��������NDUúÕODúWÕUPÕúODU�YH�6(�
SHUIRUPDQVÕQGD� FLQVL\HW� IDUNOÕOÕ÷ÕQÕQ� HWNLVLQL� LQFHOHPLúOHUGLU�� 'L÷HU� WDUDIWDQ��
'LRQ� YG�� ������� oDOÕúPDODUÕQGD� P�úWHULOHULQ� YH� VDWÕú� HOHPDQODUÕQÕQ� 6(�
SHUIRUPDQV�YH�GL÷HU�IDDOL\HWOHUH�\|QHOLN�GH÷HUOHQGLUPHOHUL�DUDVÕQGDNL�IDUNODU�LOH�
P�úWHULOHULQ� SHUIRUPDQV� DOJÕVÕQGDNL� FLQVL\HW� XQVXUXQX� DUDúWÕUPÕúODUGÕU��+HU� LNL�
oDOÕúPDGD�GD�DOJÕODQDQ�SHUIRUPDQV�YH�GDYUDQÕú�|Oo�WOHUL�NXOODQÕOPÕúWÕU��/HLJK�YH�
6XPPHU� �������P�úWHULQLQ� 6(� KDNNÕQGDNL� L]OHQLPOHUL�� 6(¶QÕQ� V|]O�� ROPD\DQ�
LOHWLúLPLQH� \|QHOLN� YHULOHUL� �MHVW�� GXUXú�� JL\VL� YE��� DUDVÕQGDNL� HWNLOHúLPL�
LQFHOHPLúOHUGLU�� 6RV\DO� L]OHQLPOHU� RODUDN� J�YHQHELOLUOLN�� ED÷ÕPOÕOÕN�� NDELOL\HW��
DUNDGDúOÕN�� HPSDWL�YE�� JLEL� NULWHUOHU� DOÕQPÕúWÕU�� 'ROD\ÕVÕ\OD�� EX� oDOÕúPD�
P�úWHULOHULQ� 6(¶QÕ� GH÷HUOHQGLULUNHQ� J|]� |Q�QH� DOGÕNODUÕ� NULWHUOHULQ�
belirlenmesinde de önemOL�RODELOHFHNWLU��:HLW]�������YH�������P�úWHULQLQ�NDUDU�
YHUPH�V�UHFLQGH�6(¶QÕQ�P�úWHUL�WHUFLKOHULQL�HWNLOH\HQ�IDDOL\HWOHULQL�EHOLUOHPH\H�
oDOÕúPÕú�YH�6(¶QÕQ�\HWHQH÷L�YH�J|UHFHOL�SHUIRUPDQVÕ��oÕNWÕ�|Oo�WOHUL��VDWÕú��NRWD��
YE��� DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúWLU�� � 'DULDQ� YG�� ������� 6(¶QÕQ� P�úWHUL\H�
VXQGX÷X� KL]PHWWH� J|VWHUGL÷L� SHUIRUPDQV� YH� NULWHUOHUL� �P�úWHUL\H� VD\JÕ�� �U�Q�
ELOJLVL��KHYHVOLOLN�YE��LOH�EXQXQ�P�úWHUL�DoÕVÕQGDQ�|QHP�GHUHFHVLQL��EHOLUOHPH\H�
oDOÕúPÕúODUGÕU� 

 
3���� øOLúNL� 3D]DUODPDVÕ�� øOHWLúLP� *HOLúWLUPH� YH� 6(� 3HUIRUPDQVÕ� LOH�

 øOJLOL�.ULWHUOHU 
 
0�úWHULOHUOH�X]XQ�G|QHPOL� LOLúNLOHU� JHOLúWLUHELOHQ� LúOHWPHOHU��P�úWHULOHULQ�

DNÕOODUÕQGD� NDOPDGDQ� EDúOD\ÕS�� P�úWHUL� WDWPLQL� YH� VDGDNDWLQH� NDGDU� X]DQDQ�
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V�UHoWH� VDGDNDW� \|Q�QGH� \R÷XQODúPD\Õ� VD÷OD\DELOHFHNOHUGLU�� %X� LOLúNLOHUL�
ROXúWXUXS�� JHOLúWLUPHGH� VDWÕú� SHUVRQHOLQLQ� URO�� |QHPOLGLU�� øOLúNL� SD]DUODPDVÕ��
VDWÕú� LOLúNLVL�� LOHWLúLP� IDDOL\HWOHUL�� 6(¶QÕQ� LOHWLúLP� EHFHULVL� YH� SHUIRUPDQVÕQD�
\|QHOLN�oDOÕúPDODU�(N�7DEOR��.¶WH�YHULOPLúWLU�� 

 
Bu kapsamda, Boles vd. (2000) SE perfRUPDQVÕ�� LOLúNL� ED]OÕ� VDWÕú�

GDYUDQÕúODUÕ� YH� 6(� |]HOOLNOHUL� DUDVÕQGDNL� LOLúNL\L�� JHOLúWLUGLNOHUL� PRGHO�
NDSVDPÕQGD� LQFHOHPLúOHUGLU�� 6DWÕú� IDDOL\HWOHUL�� LOLúNL� SD]DUODPDVÕ� NDSVDPÕQGD�
P�úWHULOHUOH� HWNLOHúLP� \R÷XQOX÷X�� LúELUOL÷L� QL\HWOHUL� JLEL� GDYUDQÕú� NULWHUOHri ve 
6(¶QÕQ� oÕNWÕ� SHUIRUPDQVÕ� �VRQ� ��� D\GDNL� VDWÕúODU�� |Oo�OP�úW�U�� %XQD� LODYHWHQ��
%HDWW\� YG�� ������� 6(¶QÕQ� P�úWHULOHUOH� LOLúNLOHULQL� DUDúWÕUPÕúODUGÕU�� 6FKXOW]� YH�
(YDQV� �������EX� LOLúNLOHUL�DUWÕUDFD÷Õ�YDUVD\ÕODQ� oÕNWÕODUÕ�HWNLOH\HELOHFHN�6(¶QÕQ�
stratejik LOHWLúLP�PRGHOLQL�YH�oÕNWÕ\D�HWNLOHULQL�DUDúWÕUPÕúODUGÕU��%HYHUODQG��������
LOLúNL� ED]OÕ� VDWÕúÕQ� X\JXQ� ROGX÷X� GXUXPODUGD�� 6(¶QÕQ� P�úWHULOHUOH� LOLúNLVLQL�
JHOLúWLUPHVLQL� HWNLOH\HQ� IDNW|UOHUL� EHOLUOHPH\H� oDOÕúPÕúWÕU�� .HLORU� YG�� �������
øOLúNL� ED]OÕ� VDWÕú� |]HOOLNOHULQLQ� �X\DUOD\ÕFÕOÕN�� P�úWHUL� YH� KL]PHW� RGDNOÕOÕN�� 6(�
SHUIRUPDQVÕ� �]HULQGHNL� HWNLVLQL� LQFHOHUNHQ�� 62&2� YH� $'$37� |OoH÷LQL� WHPHO�
DOPÕúODU� YH� 6(59� |OoH÷LQL� JHOLúWLUPLúOHUGLU�� %UDVKHDU� YG�� ������� 6(¶QÕQ�
P�úWHULOHUOH�GHYDP�HGHQ�LOLúNLOHUL�LOH�LOJLOL�YH�VDWÕú sürecinde gerekli faaliyetlere 
KDUFDGÕ÷Õ� V�UH� YH� SHUIRUPDQVÕ� DUDVÕQGDNL� LOLúNL\L� DUDúWÕUGÕNODUÕ� oDOÕúPDODUÕQGD�
oÕNWÕ�SHUIRUPDQV��VRQ����D\GDNL�VDWÕúODU��NULWHULQL�HOH�DOPÕúODUGÕU��6HQJXSWD�YG��
������� VWUDWHMLN� P�úWHULOHUH� \|QHOLN� 6(¶QÕQ� HWNLOLOL÷L� �P�úWHUiyi gelecekte de 
oDOÕúPDN�LoLQ�|]HQGLUPHN��P�úWHUL�LOLúNLOHUL�YH�GH÷HUL�ROXúWXUPDN��YH�P�úWHUL�LOH�
LOHWLúLP�NDOLWHVL��P�úWHUL�J�YHQL��VWUDWHMLN�YH�JLULúLPFLOLN�\HWHQHNOHUL�DUDVÕQGDNL�
LOLúNL\L�� ROXúWXUGXNODUÕ� PRGHOGH� DUDúWÕUPÕúODUGÕU�� øOHWLúLP� NXUPD� YH� JHOLúWLUPH�
SHUIRUPDQVÕQD� \|QHOLN� RODUDN�� 3LWW� YG�� ������� 6(¶QÕQ� LOHWLúLP� NRUNXVX� YH�
SHUIRUPDQVÕ�DUDVÕQGDNL�LOLúNL\L�LOHWLúLP�DQOD\ÕúÕ�DoÕVÕQGDQ�HOH�DOÕQPÕúWÕU� 

  
3����6DWÕú�(WNLOLOL÷L�YH�6(�3HUIRUPDQVÕ�LOH�øOJLOL�.ULWHUOHU 
 
6DWÕú�|UJ�W�Q�Q�HWNLOLOL÷L��GL÷HU�ELU�DQODWÕPOD�DPDFD�XODúPD�GHUHFHVL�VDWÕú�

\|QHWLPL�LoLQ�|QHPOLGLU��%X�|QHP�HWNLOLOL÷L�D]DOWDQ�\D�GD�DUWÕUDQ�HWPHQOHULQ�HOH�
DOÕQÕS� LQFHOHQPHVLQL� GH� EHUDEHULQGH� JHWLUPHNWHGLU�� 6(¶QÕQ� SHUIRUPDQVÕ� ILUPD�
HWNLOLOL÷LQL�HWNLOH\HELOPHNWHGLU��'ROD\ÕVÕ\OD�� VDWÕúÕQ�GH÷LúLN�DúDPDODUÕQGD�J|UHY�
�VWOHQHQ� YH�P�úWHUL� NDUúÕVÕQGD� ILUPD\Õ� WHPVLO� HGHQ� 6(¶QÕQ� IDDOL\HWOHUL�� NLúLVHO�
|]HOOLNOHUL�� LOHWLúLP� \HWHQH÷L�� VDWÕú� KDFPL� YE�� JLEL� GDYUDQÕú� YH� oÕNWÕODUÕQÕQ�
VRQXFXQGD� RUWD\D� oÕNDQ� SHUIRUPDQV� YH� HWNLOLOLN� DUDúWÕUPDODUÕQD� GD\DOÕ�� 6(�
pHUIRUPDQVÕ� LOH� HWNLOLOLN� DUDVÕQGDNL� LOLúNL\H� YH� SHUIRUPDQV� NULWHUOHULQH� \|QHOLN�
oDOÕúPDODU� (N� 7DEOR� �.¶WH� HOH� DOÕQPÕúWÕU�� %X� oDOÕúPDODUGD�� SHUIRUPDQV� |Oo�P�
NULWHUOHUL� JHQHOGH� D\QÕ� WHPHOOHUH� �%HKUPDQ� YH� 3HUUHDXOW� ������� |OoH÷LQL� WHPHO�
DOPÕúODUGÕU�� GD\DQPDNWD� YH� EHQ]HU� SHUIRUPDQV� NULWHUOHUL� NXOODQÕOPDNWDGÕU��
%XQODUGDQ��:HLW]��������VDWÕú�HWNLOLOL÷L�LOH�VDWÕú�GDYUDQÕúÕ�DUDVÕQGD�LOLúNL�NXUPXú�
YH� VDWÕú� GDYUDQÕúODUÕ�� P�úWHULQLQ� VDWÕQ� DOPD� V�UHFLQLQ� |]HOOLNOHUL�� P�úWHUL� LOH�
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LOLúNLVL�� 6(¶QÕQ� ND\QDNODUÕQD� ��U�Q� YH� P�úWHUL� ELOJLVL�� \HWHQH÷L� YE��� LOLúNLQ�
NULWHUOHU� JHOLúWLUPLúWLU�� $YLOD� YG�� ������� oDOÕúPDODUÕQGD� :HLW]� ������� YH�
Behrman ve Perreault (1982)’un belirledikleri kriterleri temel alarak, etkil il ik, 
VDWÕú� GDYUDQÕúÕ� YH� SHUIRUPDQV� �VDWÕú� NDOLWHVL� YH� KDFPL� �UHWPH� ve tüm 
SHUIRUPDQV�� DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúOHUGLU�� %HQ]HU� úHNLOGH�� 3LHUF\� YG��
(1998) de (Ek Tablo 6.�� VDWÕú� J�F�� HWNLOLOL÷LQGH� GDYUDQÕú� SHUIRUPDQVÕQÕQ�
GH÷HUOHQGLULOPHVLQLQ� oÕNWÕ� SHUIRUPDQVÕQD� J|UH� GDKD� L\L� ELU� J|VWHUJH� RODFD÷ÕQÕ�
VDYXQPXú� YH� KHU� LNL� SHUIRUPDQV� |Oo�W�Q�� GH� �GDYUDQÕú�WHNQLN� ELOJL� YH� VDWÕú��
VXQXPODUÕ��X\DUOD\ÕFÕ�VDWÕú��WDNÕP�oDOÕúPDVÕ��VDWÕú�SODQODPD�YH�GHVWHNOHPH��oÕNWÕ��
Behrman ve Perreault (1982) ve Cravens vd. (1993)�|OoHNOHUL��HOH�DOPÕúODUGÕU��
%DOGDXI� YH� &UDZHQV� ������� LVH�� VDWÕú� RUJDQL]DV\RQXQXQ� HWNLOLOL÷L� LOH� 6(¶QÕQ�
GDYUDQÕú�YH�oÕNWÕ�SHUIRUPDQVÕ�DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúOHUGLU��$\UÕFD��6PLWK�
�������ELUOLNWH�oDOÕúDQ�6(¶ODUÕQÕQ�HWNLOLOLNOHULQL�DUWWÕUDQ�\D�GD�D]DOWDQ�IDUNOÕOÕNODUÕ�
EXOPD\D�oDOÕúPÕú�YH�VXEMHNWLI�SHUIRUPDQV�NULWHUOHULQL� �P�úWHUL� WDWPLQL��ELUOLNWH�
VDWÕú�\DSÕODQ�P�úWHUL�VD\ÕVÕ��LOLúNLQLQ�HWNLOLOL÷L��NDUúÕOÕNOÕ�WDWPLQ��NXOODQPÕúWÕU�� 

 
3����.RQWURO�6LVWHPL�$OWÕQGD�6(�3HUIRUPDQVÕ�LOH�øOJLOL�.ULWHUOHU 
 
.RQWURO� VLVWHPL� YH� EX� VLVWHP� LOH� VDWÕú� RUJDQL]DV\RQXQXQ� HWNLOLOL÷L�

DUDVÕQGDNL� LOLúNL\L� WHPHO� DODQ�� GL÷HU� WDUDIWDQ� VDWÕú� HOHPDQÕ� SHUIRUPDQVÕQÕ�
LQFHOH\HQ� oDOÕúPDODU� (N� 7DEOR� �.¶GD� YHULOPLúWLU�� $QGHUVRQ� YH� 2OLYHU� ��������
Cravens vd. (1993), Oliver ve Anderson (1994), Piercy vd. (1998), Barker 
(1999), Grant ve Cravens (1999), Baldauf vd. (2001), Krafft (1999) 
oDOÕúPDODUÕQGD�� VDWÕú� J�F�� NRQWURO� VLVWHPLQL� oÕNWÕ� YH� GDYUDQÕú� ED]OÕ� NRQWURO�
VLVWHPL� RODUDN� LNL\H� D\ÕUPÕúODUGÕU��&KDOODJDOOD� YH�6KHUYDQL� ������ YH� ������ YH�
&KDOODJDOOD�� 6KHUYDQL� YH� +XEHU� ������� NRQWURO� VLVWHPLQL� oÕNWÕ�� IDDOL\HW� Ye 
kapasite kontrolü olmak üzere üç boyutta, Piercy, Cravens ve Lane (2001) 
GDYUDQÕú� ED]OÕ� NRQWURO� VLVWHPLQL��$JDUZDO� ������� � oÕNWÕ� YH� V�UHo� ED]OÕ� NRQWURO�
VLVWHPLQL� HOH� DOPÕúODUGÕU�� %X� NRQWURO� VLVWHPL� \DNODúÕPODUÕ� DOWÕQGD� SHUIRUPDQV�
NULWHUOHUL� úX� úHNLOGH� EHOLUOHQPLúWLU�� $QGHUVRQ� YH� 2OLYHU� ������� JHOLúWLUGLNOHUL�
PRGHOGH� 6(� SHUIRUPDQV� NULWHUOHUL� RODUDN� VDWÕú� RUJDQL]DV\RQXQXQ� DPDoODUÕQD�
XODúPD�� P�úWHULOHULQ� LKWL\DoODUÕQD� KL]PHW� HWPH�� NLúLVHO� VDWÕú� YH� GL÷HU� oÕNWÕ�
VRQXoODUÕQÕ� |QHUPLúOHUGLU�� &UDYHQV� YG�� �������� 2Oiver ve Anderson (1994), 
Piercy vd. (1998), Barker (1999), Piercy, Cravens ve Lane (2001), Baldauf vd. 
(2001) performans kriterleri belirlemede Behrman ve Perreault (1982)’nin 
SHUIRUPDQV�|OoH÷LQL� WHPHO�DOPÕúODUGÕU��&UDYHQV�YG�� �������SHUIRUPDQVÕ�6(¶QLQ�
satÕú� GÕúÕ� GDYUDQÕúVDO� SHUIRUPDQVÕ� �ELOJL� WRSODPD�� PDVUDI� NRQWURO���� VDWÕú�
GDYUDQÕúÕ�SHUIRUPDQVÕ��WHNQLN�ELOJL�NXOODQÕPÕ�YH�VXQXP�\DSPD�SHUIRUPDQVÕ��YH�
oÕNWÕ� SHUIRUPDQVÕ� �VDWÕú� DPDoODUÕQD� XODúPD�� ROPDN� �]HUH� �oH� D\ÕUPÕúODUGÕU��
Oliver ve Anderson (1994) perforPDQVÕ� oÕNWÕ� �J|UHFHOL� RODUDN�ILUPDQÕQ� VDWÕú�
DPDoODUÕQD� XODúPD�� oDED� YH� WRSODP� SHUIRUPDQV�� YH� JLUGL� SHUIRUPDQVÕ� �ELOJL�
WRSODPD�� PDVUDI� NRQWURO��� VDWÕú� VXQXP� \HWHQH÷L� YH� VDWÕú� DPDoODUÕQD� XODúPD��
ROPDN� �]HUH� LNL� JUXSWD� |OoP�úOHUGLU�� 3LHUF\�� &UDYHQV� YH� 0RUJDQ� (1998) 
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oDOÕúPDODUÕQGD�%HKUPDQ� YH� 3HUUHDXOW� �������� &UDYHQV� YG�� ������ ve Spiro ve 
:HLW]��������|OoHNOHULQL�WHPHO�DODUDN��GDYUDQÕú�SHUIRUPDQVÕ��WHNQLN�ELOJL��VDWÕú�
VXQXPODUÕ��X\DUOD\ÕFÕ�VDWÕú��VDWÕú�SODQODPD��VDWÕú�GHVWHNOHPH��WDNÕP�oDOÕúPDVÕ��YH�
oÕNWÕ�SHUIRUPDQVÕQÕ��SD]DU�SD\Õ�ROXúWXUPD��\�NVHN�NDU�PDUMÕ�ROXúWXUDFDN�VDWÕúODU�
\DSPD��VDWÕú�JHOLUOHUL��\HQL��U�Q�VDWÕúÕ�� WHPHO�P�úWHULOHUL�EXOPD�YH�RQODUD�VDWÕú��
VDWÕú�KHGHI�YH�DPDoODUÕQD�XODúPD�YH�VDWPD��|OoP�úOHUGLU��%DUNHU��������LVH��6(�
SHUIRUPDQVÕQÕ��oH�D\ÕUPÕúWÕU��oÕNWÕ�SHUIRUPDQVÕ��VDWÕú�GÕúÕ�GDYUDQÕú�SHUIRUPDQVÕ�
�X\DUOD\ÕFÕ�VDWÕú�\DNODúÕPODUÕ��WDNÕP�oDOÕúPDVÕ��VDWÕú�SODQODPD��VDWÕú�GHVWHNOHPH���
VDWÕú� GDYUDQÕúÕ� SHUIRUPDQVÕ� �WHNQLN� ELOJL�� VDWÕú� NDSDVLWHVL��� .UDIIW� �������
GDYUDQÕú� YH� oÕNWÕ� SHUIRUPDQVÕQÕ�� *UDQW� YH� &UDYHQV� ������� oÕNWÕ� SHUIRUPDQVÕ�
�ILUPDQÕQ� SD]DU� SD\ÕQÕ� DUWÕUPDN�� VDWÕú� DPDo� YH� KHGHIOHULQL� DúPDN��� GDYUDQÕú�
SHUIRUPDQVÕ� �WHNQLN� ELOJL�� X\DUOD\ÕFÕ� VDWÕú�� HNLS� oDOÕúPDVÕ�� VDWÕú� VXQXPX�� VDWÕú�
SODQODPD�� VDWÕú� GHVWH÷L�� YH� %DOGDXI� YG�� ������� oÕNWÕ� �\ÕOOÕN� VDWÕú� KHGHIOHULQH�
XODúPDN�� 6(¶QÕQ� \ÕOOÕN� RUWDODPD� VDWÕú� PLNWDUÕ� YH� VDWÕú� ELULPLQLQ� WRSODP�
SHUIRUPDQVÕ�� YH� GDYUDQÕú� �&UDYHQV� YG�� ������� |OoH÷L�� SHUIRUPDQVÕQÕ� HOH�
DOPÕúODUGÕU��&KDOODJDOOD�YH�6KHUYDQL�������YH�������YH�&KDOODJDOOD��6KHUYDQL�YH�
Huber (2000) çalÕúPDODUÕQGD� 6XMDQ�� :HLW]� YH� .XPDU� ������� SHUIRUPDQV�
|OoH÷LQL�NXOODQPÕúODUGÕU� 

 
3����6(�3HUIRUPDQVÕQÕ�(WNLOH\HQ�(WPHQOHU�LOH�øOJLOL�.ULWHUOHU 
 
6DWÕú� HOHPDQÕQÕQ� SHUIRUPDQV� GH÷HUOHQGLUPHVLQH� \|QHOLN� � OLWHUDW�UGH� 6(�

SHUIRUPDQVÕQÕ�DUWÕUDQ�\D�GD�D]DOWDQ�IDNW|UOHU�RODUDN�Lú�WDWPLQL��PRWLYDV\RQ��oDED��
URO� DOJÕVÕ� YE�� JLEL� DúD÷ÕGD� DoÕNODQDFDN� RODQ� HWPHQOHU� DOÕQPDNWDGÕU�� (N� 7DEOR�
�¶GH�YHULOHQ�EX�oDOÕúPDODUGD�GD�SHUIRUPDQV�GH÷HUOHQGLUPHGH�JHQHOOLNOH�GDYUDQÕú�
YH�oÕNWÕ�|OoHNOHUL�ELUOLNWH�NXOODQÕOPÕúWÕU� 

 
 6(¶QÕQ� Lú� WDWPLQL�YH�SHUIRUPDQVÕ�DUDVÕQGDNL� LOLúNL\L� LQFHOH\HQ�%DJR]]L�

��������SHUIRUPDQV�NULWHUL�RODUDN�VDWÕú�KDFPLQL�DOPÕúWÕU��)XWUHOO�YH�3DUDVXUDPDQ�
�������6(�SHUIRUPDQVÕ��Lú�WDWPLQL�DUDVÕQGDNL�LOLúNL\L�VDSWDPD\Õ�DPDoODPÕúODU�YH�
üçüncü faktör olarak personel devir oraQÕQÕ�DOPÕúODUGÕU��$QFDN��%DJR]]L��������
oDOÕúPDVÕQÕQ�DNVLQH��EX�oDOÕúPDGD�oDOÕúPD�LVWH÷L�� WXWXP��\HWHQHN��ELOJL�YE��JLEL�
QLWHOLNVHO�GDYUDQÕú� |Oo�WOHULQH� \|QHOLN� NULWHUOHU� NXOODQÕOPÕúWÕU�� %HQ]HU� úHNLOGH��
<ÕOPD]� ������� 6(� SHUIRUPDQVÕ�� Lú� WDWPLQL� YH� |UJ�WVHO� ED÷OÕOÕ÷D� \|QHOLN�
JHOLúWLUGL÷L� PRGHOGH�� SHUIRUPDQVÕ� úX� NULWHUOHUOH� |OoP�úW�U�� 6DWÕú� X]PDQOÕ÷Õ��
ND]DQÕODQ�SDUD��oRN�EDúDUÕOÕ�VDWÕú�HOHPDQÕQÕQ�NDUL\HULQL�GL÷HU�VDWÕú�HOHPDQODUÕQÕQ�
J|]|Q�QH� DOPDVÕ�� %X� oDOÕúPDODUGDNL� SHUIRUPDQVÕ� HWNLOH\HQ� oR÷X� IDNW|U�� ELU�
aradD�HOH�DODQ�0F.HQ]LH�YG���������6(¶QÕQ�URO�YH�HNVWUD�URO�SHUIRUPDQVÕ�LOH�Lú�
WDWPLQL�� |UJ�WVHO� ED÷OÕOÕN�� URO� DOJÕVÕ�� SHUVRQHO� GHYLU� RUDQÕ� DUDVÕQGDNL� LOLúNL\H�
\|QHOLN�PRGHO�JHOLúWLUPLúOHUGLU��%XVFK�YH�%XVK� �������SHUIRUPDQV�� Lú� WDWPLQL��
LúWHQ�D\UÕOPD�LVWH÷L��LúLQ�DOJÕODQDQ�|QHPL�YH�URO�EHOLUOLOL÷LQGHQ�ROXúDQ�IDNW|UOHUGH�
FLQVL\HWH� J|UH� IDUNOÕODúPD\Õ� DUDúWÕUPÕúODUGÕU�� 3HUIRUPDQVÕ� VDWÕú� HOHPDQODUÕQÕQ�



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

 

179 

NHQGLOHULQL� J|UHFHOL� RODUDN� QLWHOLN� YH� QLFHOLN� DoÕVÕQGDQ� GH÷HUOHQGLUPHVL� LOH�
|OoP�úOHUGLU�� 

 
Sohi (1996) ise, SE’nÕQ� SHUIRUPDQVÕ�� Lú� WDWPLQL�� URO� oDWÕúPDVÕ� YH� URO�

EHOLUVL]OL÷LQGHNL� oHYUHVHO� IDUNOÕOÕN� YH� GLQDPL]PLQ� HWNLOHULQL� LQFHOHUNHQ��
SHUIRUPDQV�NULWHUL� RODUDN�GDYUDQÕú�YH� oÕNWÕ� |Oo�WOHULQL� NXOODQPÕúODUGÕU� �VDWÕúODU��
NDUOÕOÕN�� \HQL� P�úWHUL� EXOPD�� YDURODQ� P�úWHULOHUH� hizmet sunumu). Lassk vd. 
������� 6(¶QÕQ� SHUIRUPDQVÕ�� Lú� WDWPLQL�� |UJ�WH� ED÷OÕOÕN�� LúWHQ� D\UÕOPD� LVWH÷L� YH�
GX\JXVDO� ELWNLQOLN� DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúOHU� YH�SHUIRUPDQVÕ�%HKUPDQ� YH�
3HUUHDXOW� ������¶XQ� SHUIRUPDQV� |Oo�W�� LOH� |OoP�úOHUGLU�� 9HUEHUHNH� ������  
6(¶QÕQ� EDúNDODUÕQÕQ� GX\JXODUÕQD� GX\DUOÕ� ROPDVÕ� \D� GD� NHQGL� GX\JXODUÕQÕ�
EDúNDODUÕQD� LOHWHELOPHVLQLQ� 6(� oÕNWÕODUÕQD� HWNLVLQL� LQFHOHPLú� YH� EHQ]HU� úHNLOGH�
%HKUPDQ�YH�3HUUHDXOW�������¶XQ�SHUIRUPDQV�|Oo�W�Q��WHPHO�DODUDN�VDWÕú�KDFPL��
NDUúÕOÕNOÕ� HWNLOHúLP��P�úWHUL\OH� LOLúNL� JHOLúWLUPH� NULWHUOHULQL� NXOODQPÕúWÕU�� 6LQJK�
YG���������NXUGXNODUÕ�PRGHOGH�6(¶QÕQ�URO�VWUHVOHUL�LOH�GDYUDQÕúVDO�YH�SVLNRORMLN�
oÕNWÕODUÕ� �Lú� WDWPLQL�� |UJ�WH� ED÷OÕOÕN�� LúWHQ� D\UÕOPD� QL\HWL�� DUDVÕQGD� DUDFÕ� HWPHQ�
RODUDN� 6(¶QÕQ� W�NHQPLúOL÷LQL� �EXUQRXW�� EHOLUWPLúOHUGLU�� 3XOOLQV� YH� )LQH� �������
GHQH\LPOL� YH� GHQH\LPVL]� \D� GD� GDKD� D]� GHQH\LPOL� 6(� LOLúNLOHULQL� ³XVWD-oÕUDN´�
LOLúNLVL� oHUoHYHVLQGH� HOH� DOPÕúODUGÕU�� %X� ED÷ODPGD� GHQH\LPOL� 6(¶ODUÕQÕQ�
�VWOHQGLNOHUL� JHOLúWLUPH� YH� \RO� J|VWHUPH� VRUXPOXOXNODUÕ� YH� GDYUDQÕúODUÕ� LOH� Lú�
WDWPLQL� YH� SHUIRUPDQVODUÕ� DUDVÕQGDNL� LOLúNL\L� LQFHOHPLúOHUGLU�� 3HUIRUPDQV�
GH÷HUOHQGLUPH� NULWHUOHUL� RODUDN� P�úWHUL� LOLúNLOHUL�� VDWÕú� VXQXPODUÕ�� LúOHWPH� LoL�
LOHWLúLP��SODQODPD�]DPDQ�\|QHWLPLQL�WHPHO�DOPÕúODUGÕU� 

 
 �'L÷HU� WDUDIWDQ�� %URZQ� YH� 3HWHUVRQ� ������� JHOLúWLUGLNOHUL� PRGHOGH�

oDEDQÕQ� URO� DOJÕODUÕ�� PRWLYDV\RQ� LOH� SHUIRUPDQV� YH� WDWPLQ� DUDVÕQGD� ELU� DUDFÕ�
HWPHQ� RODUDN� HWNLVLQL� LQFHOHPLúOHUGLU�� 6(� SHUIRUPDQVÕQÕ� �o� NULWHU� JUXEX� �ELU�
\DQGDQ� GL÷HU� VDWÕú� HOHPDQODUÕQD�� GL÷HU� \DQGDQ� WRSODP� SHUIRUPDQVÕQÕQ� ILUPD�
içindeki düzeyine ve üçüncü olarak ürün sunumu, giyim, nakit kazanma 
HWNLOLOL÷LQH�J|UH��oHUoHYHVLQGH�|OoPH\H�oDOÕúPÕúODUGÕU��%X�PRGHOL� WHPHO�DODUDN�
WHVW�HGHQ�0HQJ�o� �������EHQ]HU�SHUIRUPDQV�GH÷HUOHQGLUPH�NULWHUOHULQL�NXOODQ-
PÕúWÕU��'L÷HU� WDUDIWDQ��6(¶QLQ�SHUIRUPDQV�EHOLUOH\LFLOHUL�RODUDN�HOH�DOÕQDQ�oDED��
6(¶QÕQ�VDWÕúWDNL�\HWHQHN� �YH�EHFHULOHUL�� UHNDEHW�HWPH�LOH�SHUIRUPDQV�DUDVÕQGDNL�
LOLúNL\H� \|QHOLN� JHOLúWLUGLNOHUL� PRGHOGH� .ULVKQDQ� YG�� ������� GDYUDQÕú� YH� oÕNWÕ�
|Oo�WOHULQL� ELUOLNWH� NXOODQPÕúODUGÕU�� )DUNOÕ� RODUDN�� 6(¶QÕQ� $� WLSL� GDYUDQÕúÕ��
SHUIRUPDQV�YH�GHQH\LPL� DUDVÕQGDNL� LOLúNL\L� LQFHOH\HQ�%DUWNXV�YG�� ������� DUDFÕ�
GH÷LúNHQ�RODUDN�URO�EHOLUJLQOL÷L�YH�oDED\Õ�HOH�DOPÕúODUGÕU��.XOODQGÕNODUÕ�SHUIRU-
PDQV�NULWHUOHUL�LVH��VRQ���D\OÕN�VDWÕúODU�YH�ND\ÕWODU�ROPDN��]HUH�oÕNWÕ�|Oo�W�G�U� 

 
6(¶QÕQ� |÷UHQPH\H� \D� GD� SHUIRUPDQVD� \|QHOLN� DPDo� EHOLUOHPHVL� LOH�

SHUIRUPDQVODUÕ�DUDVÕQGD�DUDFÕ�HWPHQ�RODUDN�GDYUDQÕúÕ�HOH�DODQ�6XMDQ�YG����������
LVH��SHUIRUPDQV�|Oo�P�QGH�úX�NULWHUOHUL�NXOODQPÕúODUGÕU��)LUPDQÕQ�SD]DU�SD\ÕQGD�
SE’QLQ�NDWNÕVÕ��NDU�PDUMÕ�\�NVHN��U�Q�VDWÕúÕ��SDUD�ND]DQGÕUPD�G�]H\L��\HQL��U�Q�
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VDWÕúÕ�� VDWÕú� DODQÕQGDNL� P�úWHULOHUL� EHOLUOHPH� YH� RQODUD� VDWPD�� VDWÕú� KHGHIOHULQL�
DúPD�� VDWÕú� \|QHWLFLVLQLQ� DPDoODUÕQD� XODúPDVÕQGD� VD÷ODQDQ� NDWNÕ�� +ROPHV� YH�
Srivastava (2002) da S(�SHUIRUPDQVÕ�� Lú�GDYUDQÕúODUÕ��6XMDQ�YG�� �������|OoH÷L��
YH�Lú�DOJÕODUÕ�DUDVÕQGDNL�LOLúNL\L�DUDúWÕUÕUNHQ�YH�%HKUPDQ�YH�3HUUHDXOW�������¶XQ�
SHUIRUPDQV�|Oo�W�Q��NXOODQPÕúODUGÕU� 

 
<XNDUÕGD� DoÕNODQDQODUD� HN� RODUDN� 6(� SHUIRUPDQV� GH÷HUOHQGLUPH�

kriterlerini saptaPD\D� \|QHOLN� \DUGÕPFÕ� RODELOHFHN� oDOÕúPDODU� LVH� úXQODUGÕU��
'XELQVN\�YG��������RUJDQL]DV\RQHO�VRV\DOL]DV\RQ�PRGHOL�NDSVDPÕQGD�6(¶QÕ�LúH�
DOPD�� H÷LWLP�� NLúLVHO� oÕNWÕODU� YH� Lú� oÕNWÕODUÕ� DUDVÕQGDNL� LOLúNL\L� WDUWÕúWÕNODUÕ�
oDOÕúPDODUÕQGD�� Lú� oÕNWÕVÕ� RODUDN� Lú� WDWPLQL�� ED÷OÕOÕN� YH� SHUIRUPDQVÕQÕ� HOH�
DOPÕúODUGÕU��'L÷HU�WDUDIWDQ��'XELQVN\�YG��������oDOÕúPDODUÕQGD�LVH��SHUIRUPDQV��
ED÷OÕOÕN�YH�|G�O�GH÷HULQLQ�N�OW�UOHU�DUDVÕ�GH÷HUH�HWNLOHúLPLQL�LQFHOHPLú�YH�oÕNWÕ�
|Oo�W�� NDSVDPÕQGD� VDWÕú� NDUOÕOÕ÷Õ�� VDWÕú� JHOLúWLUPH� oDEDVÕ vb. performans 
NULWHUOHULQL� NXOODQPÕúODUGÕU�� &URQ� YG�� ������� 6(¶QLQ� PRWLYDV\RQ� YH� NDUL\HU�
EDVDPDNODUÕ�DUDVÕQGDNL� LOLúNL\H�\|QHOLN� oDOÕúPDODUÕQGD�� oÕNWÕ� �WRSODP�VDWÕúODUGD�
NRWD\Õ�DúPDN�YH�|]HO��U�QH�\|QHOLN�VDWÕú�KHGHIOHULQL�YH�KHGHIOHQHQ�\HQL�P�úWHUL�
VD\ÕVÕQÕ� DúPDN�� YH� GDYUDQÕú� �P�úWHUL� LOLúNLOHUL�� P�úWHUL\H� KL]PHW� YHUPHN� YH�
P�úWHUL� SUREOHPOHULQL� o|]PHN�� VDWÕú� J|U�úPHOHULQL� SODQODPDN� YH� \DSPDN��
SRWDQVL\HO� P�úWHULOHUH� VXQXPODU� \DSPDN�� NULWHUOHULQL� GLNNDWH� DOPÕúODUGÕU��
'HO9HFFKLR��������DOJÕODQDQ�6(�SHUIRUPDQVÕ��J�YHQ�G�]H\L�YH�SUREOHP�o|]PH�
úHNOLQH� \|QHOLN� \|QHWLFL� LOH� 6(� DOJÕODUÕQÕ� NDUúÕODúWÕUPÕúWÕU�� 3HOKDP� �������
GDQÕúPD�RGDNOÕ��VDWÕú�J�F��SURJUDPODUÕ�LOH�HQG�VWUL\HO�|UJ�WOHULQ�X]XQ�G|QHPOL�
E�\�PHVL�DUDVÕQGDNL�LOLúNL\L�HOH�DOPÕúWÕU��%X�NDSVDPGD���U�Q�GH÷HUL\OH�P�úWHUL�
WDWPLQLQL� DUWÕUPDN�� P�úWHUL� SUREOHPOHULQLQ� WHúKLVL� YH� o|]�P�QGH� HWNLQOLN� LoLQ�
WHúYLN� SURJUDPÕ� ROXúWXUPDN� LOH� VDWÕú� E�\�NO�÷�� DUDVÕQGDNL� LOLúNL� LQFHOHQPLúWLU��
'H÷HUOHQGLUPH� NULWHUOHUL� RODUDN�� P�úWHUL� SUREOHPOHULQLQ� WHúKLVL�� EX� WHúKLV� LoLQ�
tekniN� SHUVRQHOOH� oDOÕúPD�� P�úWHULQLQ� LúOHPOHULQL� DQODPD�� 6(¶QÕQ� P�úWHULQLQ�
SUREOHPOHULQLQ�o|]�P�QH�\|QHOLN�YHUGL÷L�ELOJLOHU��P�úWHUL�JLGHUOHULQL�D]DOWPD\Õ�
HOH� DOPÕúODUGÕU�� &URVV� YG�� ������� LVH�� �U�Q� SD]DUODPDVÕQGD� SD]DUODPD� VWUDWHML-
OHULQLQ� X\JXODQPDVÕ� YH� EHOLUOHQPHVLQGH� VDWÕú� J�F�Q�Q� URO�Q�� DUDúWÕUPÕúODU� YH�
VDWÕú�J�F��IDDOL\HWOHUL�RODUDN��P�úWHUL�LKWL\DoODUÕ�KDNNÕQGD�ELOJL�WRSODPDN��VDWÕú�
HOHPDQODUÕQÕ�H÷LWPHN�YH�\HQLOHULQL�LúH�DOPDN�úHNOLQGH��EHOLUOHPLúOHUGLU� 

 
 

 SONUÇ  
 

6DWÕú�HOHPDQÕ�SHUIRUPDQV�GH÷HUOHQGLUPHVL��\|QHWLPLQ�\|QHWLP�SROLWLNDODUÕ�
ROXúWXUPDVÕ��VDWÕú�J�F��RUJDQL]DV\RQX��VDWÕú�SODQODPD��J|]OHPOHPH��6(�VHoPH��
H÷LWPH��J�G�OHPH��NRQWURO�YE�� JLEL� IDDOL\HWOHULQGH�� HWNLOLOL÷L� YH�6(�SHUIRUPDQ-
VÕQÕ� DUWÕUPDVÕQGD� \DUGÕPFÕ� RODELOHFHN� ELOJLOHU� VD÷ODPDNWDGÕU�� 'ROD\ÕVÕ\OD��
SHUIRUPDQV� GH÷HUOHQGLUPH� VDWÕú� \|QHWLPL� LoLQ� |QHPOLGLU�� %|\OHFH��
GH÷HUOHQGLUPHGH� NXOODQDFDN� SHUIRUPDQV� NULWHUOHUL� \|QHWLPLQ� DPDFÕQD� X\JXQ�
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RODUDN� EHOLUOHQPHOLGLU�� 'L÷HU� WDUDIWDQ�� NXOODQÕODQ� NULWHUOHULQ� 6(� WDUDIÕQGDQ�
DOJÕODQPDVÕ�� J�YHQLOPHVL� YH� NDEXO� J|UPHVL� DoÕVÕQGDQ� X\JXQ� YH� NDEXOHGLOHELOLU�
NULWHUOHULQ��EHOLUOHQPHVL�GH�JHUHNOL�ROPDNWDGÕU� 

 

$QFDN�� 6(� SHUIRUPDQVÕQÕ� |OoHFHN� YH� \|QHWLPLQ� DPDFÕQD� KL]PHW� HGHFHN�
SHUIRUPDQV� |Oo�POHUL� YH� EX� |Oo�POHUGH� \DUDUODQÕODFDN� NULWHUOHU�� OLWHUDW�UGH�
IDUNOÕ� úHNLOOHUGH� HOH� DOÕQPDNWDGÕU�� 'ROD\ÕVÕ\OD�� DPDFD� X\JXQ� SHUIRUPDQV�
|Oo�POHUL� YH� NULWHUOHULQLQ� QHOHU� RODFD÷Õ�� KDOHQ� WDUWÕúPDOÕGÕU�� =LUD�� EHQ]HU�
GXUXPODUGD� NXOODQÕODELOHFHN� VWDQGDUW� SHUIRUPDQV� GH÷HUOHQGLUPH� |Oo�WOHUL�
NRQXVXQGD�RUWDN�ELU�J|U�ú�JHOLúWLULOHPHGL÷L�JLEL��ELU�|Oo�W�Q�GDYUDQÕú�\D�GD�oÕNWÕ�
WHPHOOL�ROXS�ROPD\DFD÷Õ�ELOH�KDOHQ�WDUWÕúPD�NRQXVXGXU�� 
 

                1975        1980              1985           1990         1995 �����YH�VRQUDVÕ 
  

 
 
 

     

   
 
 
 

    

   
 
 

    

   
 
 
 

    

    
 
 
 

   

  
 
 

  
 

   

                1975        1980              1985           1990         1995 �����YH�VRQUDVÕ 
Not: �7�P�\DNODúÕPODU� 
        1-Daha öncekilerden etkilendikleri ve 
        2-6�UHNOL�\HQLOHQPH�YH�JHOLúPH�KDOLQGH�ROGXNODUÕ�LoLQ�JUDILNWH�DoÕN�XoOX�RNODU�LOH�EHOLUWLOPLúWLU� 

 
ùHNLO��.�3HUIRUPDQV�gOo�P�.ULWHUOHULQH�<|QHOLN�<DNODúÕPODUÕQ�7DULKVHO�*HOLúLPL 

 

6(¶QÕQ�GR÷UXGDQ�SHUIRUPDQVÕ�LOH�LOJLOL�NULWHUOHU 

8\DUOD\ÕFÕ� VDWÕú� GDYUDQÕúÕ� YH� 6(�
SHUIRUPDQVÕ�LOH�LOJLOL�NUL� 

0�úWHUL�EDNÕú�DoÕVÕ�LOH�LOJLOL�NULWHUOHU 

øOLúNL�SD]���
LOHWLúLP�JHO��
ve SE perf. 

SDWÕú�HWNLOLOL÷L�YH�6(�SHUIRUPDQVÕ�LOH�LOJLOL�NULWHUOHU 

.RQWURO�VLVWHPL�DOWÕQGD�6(�
performans kriterleri 

6(�SHUIRUPDQVÕQÕ�HWNLOH\HQ�HWPHQOHU�LOH�LOJLOL�NULWHUOHU 
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'ROD\ÕVÕ\OD�� EX� oDOÕúPDGD� OLWHUDW�UGHQ� GHUOHQHQ� \DNODúÕPODU�� DPDo��
NXOODQÕOÕú� \HU� YH� úHNLOOHULQH� J|UH� \HGL� WHPHO� \DNODúÕP� oHUoHYHVLQGH�
VÕQÕIODQGÕUÕOÕUNHQ�� V|]�NRQXVX�HGLOHQ� WDUWÕúPDOÕ�YH�NDUPDúÕN�GXUXPX�GD�NÕVPHQ�
VHUJLOHPLú�ROPDNWDGÕU��%X�ED÷ODPGD��6(�SHUIRUPDQV�|Oo�P�NULWHUOHULQH�\|QHOLN�
\DNODúÕPODUÕQ� WDULKVHO� JHOLúLPLQLQ� VXQXOGX÷X� ùHNLO� �� OLWHUDW�UGHNL� ELOLPVHO�
oDOÕúPD� YH� DUDúWÕUPDODUOD� LOJLOL� RODUDN� ELU� GXUXP� VDSWDPDVÕ� \DSPD\D� LPNDQ�
YHUPHNWHGLU�� ù|\OHNL�� ����¶OL� \ÕOODUD� NDGDU� OLWHUDW�UGH� JHQHOOLNOH� VDWÕú� KDFPL��
VDWÕú� JHOLUOHUL� YE�� JLEL� oÕNWÕ� SHUIRUPDQV� |Oo�WOHUL� HOH� DOÕQPÕúWÕU��$QFDN�� 6(¶QÕQ�
GR÷UXGDQ�SHUIRUPDQVÕ�LOH�LOJLOL�NULWHU�EHOLUOHPH\H�\|QHOLN�oDOÕúPDODUGD�70’ lerin 
VRQ�\ÕOODUÕ�LOH�����¶OHUGH�oÕNWÕ�|Oo�WOHUL�\DQÕVÕUD�GDYUDQÕú�|Oo�WOHUL�NXOODQÕOPD\D�
EDúODQPÕú� YH� \HQL� NULWHUOHU� JHOLúWLULOPH\H� oDOÕúÕOPÕúWÕU�� 6|]� JHOLPL�� � X\DUOD\ÕFÕ�
VDWÕú� GDYUDQÕúÕ� YH� SHUIRUPDQV� LOLúNLVL� NDSVDPÕQGDNL� oDOÕúPDODUGD� GDYUDQÕú�
D÷ÕUOÕNOÕ�NULWHUOHU�NXOODQÕOPÕúWÕU��6(¶QÕQ�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHGH�P�úWHUL�
EDNÕú�DoÕVÕ�LOH�LOJLOL�NULWHUOHUH�\|QHOLN�oDOÕúPDODUGD������¶OÕ�\ÕOODUÕQ�EDúÕQD�NDGDU�
RODQ� G|QHPGH� oÕNWÕ� |Oo�WOHUL�� VRQUDNL� \ÕOODUGD� GDYUDQÕú� |Oo�WOHULQH� \|QHOLN�
NULWHUOHU�JHOLúWLULOPLúWLU��øOLúNL�SD]DUODPDVÕ�YH�6(�SHUIRUPDQVÕ�LOLúNLVLQH�\|QHOLN�
oDOÕúPDODUGD� oÕNWÕ� SHUIRUPDQVÕ� HOH� DOÕQPÕúWÕU�� øOHWLúLP� JHOLúWLUPH� LOH� 6(�
SHUIRUPDQVÕ� LOLúNLVL� YH� NXOODQÕODQ� NULWHUOHUH� \|QHOLN� oDOÕúPDODUGD� LVH�� GDYUDQÕú�
SHUIRUPDQVÕ�NULWHUOHUL�NXOODQÕOPÕúWÕU��'L÷HUOHULQGH�LVH��GDYUDQÕú�YH�oÕNWÕ�|OoHNOHUL�
YH� NULWHUOHUL� HOH� DOÕQPÕúWÕU�� 'ROD\ÕVÕ\OD�� 6(� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPHGH�
NXOODQÕODQ�|Oo�WOHULQ�GDYUDQÕú�\D�GD�oÕNWÕ�WHPHOOL�ROPDVÕ��EX�|Oo�WOHUGH�NXOODQÕODQ�
NULWHUOHULQ� QHOHU� RODFD÷Õ�� \|QHWLPLQ� DPDoODUÕQD� X\JXQOX÷X� YH� NDEXO� J|UPHVL�
KDOHQ�WDUWÕúPD�NRQXVXGXU� 

 
<XNDUÕGD�HOH�DOÕQDQ�OLWHUDW�U�WDULK�VÕUDVÕQD�J|UH�LQFHOHQGL÷LQGH��GH÷LúLPOHU�

YH�GH÷LúLP�QHGHQOHUL�RUWD\D�oÕNPDNWDGÕU��.ODVLN�SD]DUODPD�IHOVHIHVLQH�J|UH�VDWÕú�
|UJ�W�Q�Q�VDWÕú�KDFPLQGHQ�GR÷DQ�NDUÕ�KHGHIOHPHVL��|UJ�W�Q�VDWÕú�HOHPDQÕQGDQ�
EHNOHQWLOHULQL� GH� HWNLOHPHNWHGLU�� 'ROD\ÕVÕ\OD�� � 6(� oÕNWÕ� RGDNOÕ� oDOÕúPDNWD��
SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHUL� GH� EX� GR÷UXOWXGD� ROXúWXUXOPDNWDGÕU��
%|\OHFH�� ����¶OL� \ÕOODUD� NDGDU� \DSÕODQ� oDOÕúPDODUGD� JHQHOOLNOH� oÕNWÕ� |Oo�WOHri 
NXOODQÕOPÕú�YH�EX�\|QGH�NULWHUOHU�JHOLúWLULOPLúWLU�� 

 
����¶OL�\ÕOODUGDQ�VRQUD�LúOHWPH�oHYUHVLQGH�J|]OHPOHQHQ�GLQDPL]P�YH�KÕ]OÕ�

GH÷LúLP� LOH� ELUOLNWH� SD]DUODPD� DQOD\Õú� YH� X\JXODPDODUÕQGD� P�úWHUL� LVWHN� YH�
LKWL\DoODUÕQÕQ� |QFHOLNOH� WDWPLQ� HGLOPHVL� YH� P�úWHUL� WDWPLQLQGHQ� GR÷DQ� NDUÕQ�
KHGHIOHQPHVL�� VDWÕú� |UJ�W�� \DSÕVÕ� YH� IRQNVL\RQODUÕQGD� GD� GH÷LúLNOLNOHUH� QHGHQ�
ROPXúWXU��øo�P�úWHUL�RODUDN�6(¶QÕQ�Lú�WDWPLQL��LúH�ED÷OÕOÕN�YH�VDGDNDWL�ILUPD�LoLQ�
|QHP� DU]� HWPH\H� EDúODPÕú�� E|\OHFH� 6(¶QÕQ� ILUPD� DoÕVÕQGDQ� NRQXPX� GD�
GH÷LúPLúWLU�� 'L÷HU� WDUDIWDQ�� P�úWHUL� LVWHN� YH� LKWL\DoODUÕQD� YHULOHQ� |QHP�� VDWÕú�
|UJ�W�Q�Q� P�úWHUL� LOH� LOHWLúLP� JHOLúWLUPHVLQH�� P�úWHUL� WDWPLQL� YH� VDGDNDWL��
ROXúWXUPD\D� \|QHOLN� IDDOL\HWOHULQ� |Q� SODQD� JHoPHVLQH� QHGHQ� ROPXúWXU�� %X�
JHOLúPHOHU� LOLúNL� SD]DUODPDVÕ� NDSVDPÕQGD� P�úWHULOHUOH� X]XQ� G|QHPOL� LOLúNLOHU�
NXUXOPDVÕQÕ�GD�EHUDEHULQGH�JHWLULUNHQ�� ILUPD� LOH�P�úWHUL�DUDVÕQGD�N|SU��J|UHYL�
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\DSDQ�YH�ILUPD\Õ�WHPVLO�HGHQ�VDWÕú�HOHPDQODUÕQÕQ�UROOHUL��IDDOL\HWOHUL�YH�RQODUGDQ�
EHNOHQWLOHUL�GH�GH÷LúWLUPHNWHGLU��'ROD\ÕVÕ\OD�������VRQUDVÕ�oDOÕúPDODUGD�6(¶QÕQ�
SHUIRUPDQVÕQD� HWNL� HGHELOHFHN� WDWPLQ�� ED÷OÕOÕN� JLEL� 6(¶QÕQ� SVLNRORMLN� oÕNWÕODUÕ��
NRQWURO� VLVWHPL� YH� LúOHWPH� HWNLOLOL÷L� DoÕVÕQGDQ� HOH� DOÕQPÕúWÕU�� %|\OHFH�� 6(¶QÕQ�
oÕNWÕ�SHUIRUPDQVÕQÕQ�\DQÕVÕUD�GDYUDQÕúODUÕQD�\|QHOLN�SHUIRUPDQV�GH÷HUOHQGLUPH�
NULWHUOHUL� GH� JHOLúWLULOPLúWLU�� 6(¶QÕQ�P�úWHULOHUOH� LOHWLúLP�JHOLúWLUPHVLQH� \|QHOLN�
oDOÕúPDODUGD�� GDYUDQÕú� SHUIRUPDQV� NULWHUOHUL� GDKD� \R÷XQOXNWD� NXOODQÕOPD\D�
EDúODQPÕú� YH� E|\OHFH� GH÷LúHQ� Lú� RUWDPÕQGD� YH� LOLúNLOHULQGH� 6(¶QÕQ� DUWDQ�
faaliyetlerL�GH�EHOLUOHQPH\H�oDOÕúÕOPÕúWÕU�� 

 
<XNDUÕGDNL�NXUDPVDO�LQFHOHPHOHUGHQ�KDUHNHWOH�úX�VDSWDPDODUÕ�GD�\DSPDN�

mümkündür;  
 
0�úWHUL� EDNÕú� DoÕVÕ� LOH� LOJLOL� oDOÕúPDODUGD� ����¶OÕ� \ÕOODUD� NDGDU� oÕNWÕ��

VRQUDNL� \ÕOODUGD� GDYUDQÕú� |Oo�WOHUL�� GL÷HU� WDUDIWDQ�� 6(¶QÕQ�P�úWHULOHUOH� LOHWLúLP�
JHOLúWLUPHVL� LOH� LOJLOL� oDOÕúPDODUGD� GDYUDQÕú� YH� LOLúNL� SD]DUODPDVÕ� YH� 6(�
SHUIRUPDQVÕQD� \|QHOLN� oDOÕúPDODUGD� LVH�� oÕNWÕ� |Oo�WOHUL� NXOODQÕOPÕúWÕU��
'ROD\ÕVÕ\OD�� PRGHUQ� SD]DUODPD� IHOVHIHVLQGH� 6(¶QÕQ� LOLúNL� SD]DUODPDVÕ�
NDSVDPÕQGD�YH�P�úWHUL�LOH��LOLúNL�JHOLúWLUPHVLQGH�GDYUDQÕúODUÕQÕQ�|QHPL�DUWDUNHQ��
oDOÕúPDODUGD�JHQHOOLNOH�oÕNWÕ�|Oo�W�Q�Q�NXOODQÕOPDVÕ�oHOLúNL�\DUDWPDNWDGÕU� 

 
'L÷HU� WDUDIWDQ�� ELU� oRN� VDWÕú� RUJDQL]DV\RQX� GH÷LúLPGHQ� ND\QDNODQDQ�

ihtiyaçlara daha iyi cevaplar verebilmek için dinamik ELU�\DSÕGD�ROPDOÕGÕU��%X�
GH÷LúLP�V�UHFLQGH�ELU�oRN�NULWLN�QRNWD�EXOXQPDNWDGÕU��%XQODU������0�úWHULOHUOH�
X]XQ� G|QHPOL� LOLúNLOHU� NXUPDN�� P�úWHUL� GH÷HUL� ROXúWXUPDN� YH� P�úWHULOHUL�
|]HOOHúWLUPHN;� ���� 'H÷LúLN� P�úWHUL� JUXSODUÕQÕQ� LKWL\DoODUÕQD� X\DUODQDELOHQ� YH�
daKD�GLQDPLN�|UJ�WVHO� VDWÕú� \DSÕVÕ� \DUDWPDN; (3) Örgüt içerisindeki bariyerleri  
NDOGÕUDUDN� VDWÕú� HOHPDQODUÕQÕQ� LúOHULQL� VDKLSOHQPHVL� YH� WDWPLQ� ROPDODUÕQÕ�
VD÷ODPDN�YH� WDNÕP�oDOÕúPDVÕQÕ�GHVWHNOHPHN;� ����6DWÕú�\|QHWLPLQLQ�HPLU�YHUPH�
\DNODúÕPÕQÕ��OLGHUOLN�YH�GHVWHNOHPH�\|Q�QGH�GH÷LúWLUPHN;�����6DWÕú�EDúDUÕVÕ�LoLQ�
PHYFXW�WHNQRORML\L�DUWWÕUPDN;�����6DWÕú�HOHPDQÕ�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHGH�
GDYUDQÕú�YH�oÕNWÕ�NULWHUOHULQL�ELUOHúWLUPHN��-RKQVWRQ�YH�0DUVKDOO�������YH�GDKD�
oRN�GDYUDQÕú�NRQWURO�QH�\|QHOPHN�� 

 
Tüm yukaUÕGD�\DSÕODQ�NDYUDPVDO�QLWHOLNOL� LQFHOHPH�YH� DoÕNODPDODUGD�GD�

YXUJXODQGÕ÷Õ�JLEL��VDWÕú�oHYUHVL�YH�oHYUHGHNL�IDNW|UOHU�V�UHNOL�GH÷LúPHNWHGLU��%X�
GH÷LúLPOHUH� ED÷OÕ� RODUDN� VDWÕú� SR]LV\RQODUÕ�� VDWÕú� |UJ�W��� 6(� IRQNVL\RQODUÕ��
EHNOHQWL� YH� LKWL\DoODUÕ�� D\UÕFD�� P�úWHUL� LVWHN� YH� EHNOHQWLOHULQLQ� GH� GH÷LúPHVL�
V|]NRQXVXGXU��2�KDOGH�� W�P�EX�GLQDPLN�GH÷LúLPOHUH�X\XPOX�VWDQGDUW�YH�VWDWLN�
ELU� 6(� SHUIRUPDQV� GH÷HUOHQGLUPH� |Oo�W�� JHOLúWLUPHN� YH� NULWHUOHU� EHOLUOHPHN�
yeterli olamayabilecektir. Aksine, dinamik ve amaca uygun performans 
GH÷HUOHQGLUPH� NULWHUOHULQLQ� EHOLUOHQPHVL� YH�YH\D� GH÷LúLPOHUH� ED÷OÕ� RODUDN�
EXQODUÕQ� \HQLOHQPHVL� GDKD� JHUoHNoL� ELU� \DNODúÕP� RODFDNWÕU�� 'ROD\ÕVÕ\OD�� VDWÕú�
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\|QHWLPL�GH�����\�]\ÕOGDNL�V|]�NRQXVX�HGLOHQ�W�P�GH÷LúLNOLNOHUH�X\JXQ�úHNLOGH�
VDWÕú� oDEDODUÕQÕ� GHVWHNOH\HELOPHN� LoLQ� WHNQRORML� PHUNH]OL� YH� P�úWHUL� RGDNOÕ�
o|]�POHUH�\|QHOPHOL��VDWÕú�HOHPDQODUÕQÕQ�SHUIRUPDQV�GH÷HUOHQGLUPH�NULWHUOHULQL��
GH�EX�NDSVDPGD�EHOLUOHPH\H�oDOÕúPDOÕGÕU�  
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Perreault 
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HOHPDQÕQÕQ� SHUIRUPDQVÕQÕ� �� WHPHO�
ER\XWWD�HOH�DOPÕúODUGÕU� 
 

1-7HNQLN� ELOJL� NXOODQÕPÕ� �-%LOJL� DUDúWÕUPDN� YH�
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yapmak 5-6DWÕú�DPDoODUÕQD�XODúPDN 
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ELU�|OoHN�JHOLúWLUPLúOHUGLU 
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ve Ivancevich 
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\DNODúÕPÕQÕ��JHOLúWLUPLúOHUGLU� 
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úLND\HWOHULQLQ� HOH� DOÕQPDVÕ� YH� JLGHULOPHVL�� WHVOLP�
tarihine özen gösterilmesi, özel tutundurma 
SODQODPD�YH�JHOLúWLUPH�� �GLNNDWOLOLN��ELOJL�YH�\DUJÕ��
\HWHQHN�YH�LQVDQ�LOLúNLVL��DQODúÕOPD�\HWHQH÷L��SD]DU�
bilgisi elde etmede dikkat, pazDUÕ� WDNLS� HWPH�
\HWHUOLOL÷L�� LúELUOL÷L� LOLúNLVL�� \DUDWÕFÕOÕN�� oDED�
J|VWHUPH�� RUJDQL]DV\RQHO� \DSDELOLUOL÷L�� %$56�
VLVWHPLQGH� NXOODQÕODQ� SHUIRUPDQV� NULWHUOHULQL�
NDYUDPVDO�DoÕGDQ�GH÷HUOHQGLUPH\H�oDOÕúPÕúODUGÕU� 
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ve Walker 
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DODUDN� VDWÕú� HOHPDQÕQÕQ�
SHUIRUPDQVÕQD�\|QHOLN�0HWD�$QDOL]L�
0RGHOL�ROXúWXUPXúODUGÕU��%X�PRGHO-
GH� VDWÕú� HOHPDQÕ� SHUIRUPDQVÕQÕQ�
belirleyicileri 6 temel kategoride ele 
DOÕQPÕúWÕU� 
 

5RO� GH÷LúNHQOHUL�� EHFHUL�� PRWLYDV\RQ�� NLúLVHO�
faktörleU� �\Dú�� NLOR�� FLQVL\HW�� ER\�� ÕUN�� J|U�Q�P��
PHGHQL� KDO�� �\H� ROGX÷X� GHUQHN� YH� NO�SOHU���
yetenek, organizasyonel ve çevresel faktörler 
dDOÕúPDGD�NLúLVHO�IDNW|UOHULQ�SHUIRUPDQV��EHFHUL�YH�
URO�GH÷LúNHQOHUL\OH� LOLúNLOL��\HWHQHN��PRWLYDV\RQ�YH�
organizasyonel/ çevresel faktörler performansla çok 
G�ú�N�G�]H\GH�LOLúNLOL�EXOXQPXúWXU� 
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3HUIRUPDQV� NULWHUOHULQLQ� EHOLUOHQPHVLQGH� 6(¶QÕQ�
IDDOL\HWOHULQL�VDSWD\DELOPHN�LoLQ�\DUGÕPFÕ�DUDúWÕUPD�
RODUDN�EX�OLVWH\H�HNOHQPLúWLU� 

Choronko, 
Loe, 
Roberts ve 
Tanner 
(2000) 

6(¶QÕQ� �SHUIRUPDQV�|Oo�P�]DPDQÕ�YH�
EX� |Oo�PGH� NXOODQÕODQ� GH÷LúNHQOHULQ�
VDWÕú� SHUIRUPDQVÕ� oDOÕúPDODUÕQD�
HWNLVLQL�LQFHOHPLúOHUGLU� 
 

1-<|QHWLPLQ�SHUIRUPDQV�GH÷HUOHQGLUPHVL� �YH�PDDú�
DUWÕú� \�]GHVL� �VDWÕú� KDFPL�� VDWÕúODU�� NRWD� YH� VDWÕú�
J|U�úPH� VD\ÕVÕ�� �-6(¶QÕQ� J|UHFHOL olarak kendini 
GH÷HUOHQGLUPHVL� �VDWÕú� KDFPL�� NRWD\D� XODúPD�
\HWHQH÷L��P�úWHUL� LOLúNLOHUL�� KDUFDPD�PLNWDUÕ�� ILUPD�
ELOJLVL� �� P�úWHUL� ELOJLVL�� UDNLS� ELOJLVL�� ]DPDQ�
yönetimi, planlama) 3-'H÷HUOHQGLUPH�V�UHOHUL 

Dwyer, Hill 
ve Martin 
(2000) 

Homojen ürün satan S(¶QÕQ� VDWÕú�
EDúDUÕ� \D� GD� EDúDUÕVÕ]OÕNODUÕQD� QHGHQ�
olacak kritik teknikleri belirlemek 
DPDFÕ\OD� ��� VDWÕú� WHNQL÷LQL�
GH÷HUOHQGLUPHN� LoLQ� NULWLN� EDúDUÕ�
IDNW|U��\DNODúÕPÕ�NXOODQÕOPÕúWÕU� 
 

 
dÕNWÕ� WHPHOOL� SHUIRUPDQV� |Oo�W�� NXOODQÕOPÕúWÕU��
ND]DQÕODQ� VDWÕú� NRPLV\RQODUÕ�� VDWÕú� DPDo� YH�
KHGHIOHULQL� DúPDN�� \HQL�P�úWHULOHUH� VDWÕú� ��PHYFXW�
P�úWHULOHUH�VDWÕú��W�P�VDWÕú�SHUIRUPDQVÕ 
 

Hultink, 
Gima ve 
Lebbink 
(2000) 

<HQL� �U�Q� VDWÕúÕQGD� VDWÕú� SHUIRUPDQ-
VÕQÕQ� EHOLUOH\LFLOHUL� VDSWDQPD\D�
oDOÕúÕOPÕúWÕU�� <HQL� �U�Q� VDWÕú�
performansÕ� LOH��U�Q�SD]DU�|]HOOLNOHUL��
ND\QDN� \HWHUOLOL÷L� YH� JHULELOGLULP��
VDWÕú� J�F�� GHQH\LPL�� �FUHW��
|G�OOHQGLUPH� VLVWHPL� DUDVÕQGDNL� LOLúNL�
LQFHOHQPLúWLU� 
 

3HUIRUPDQV� �<HQL� �U�Q� LoLQ��� 3D]DU� SD\ÕQÕ�
DUWÕUPDGDNL� NDWNÕ�� VDWÕú� KDFPL�� VDWÕú�� P�úWHULOHUL�
bulma ve satma�� DPDoODUÕ� EDúDUPDGD� \|QHWLPH�
NDWNÕ�� 0�úWHUL\H� GHVWHN�� 6DWÕú� |QFHVL� YH� VRQUDVÕ�
GH÷HU�ROXúWXUDFDN�IDDOL\HWOHU��P�úWHUL���U�Q�H÷LWLPL��
WHNQLN� ELOJL�� GHVWHN�� WHVOLPDW��PRQWDM�� YE��� SD]DUÕQ�
GDOJDODQPDVÕ�� �U�Q�Q� NDUPDúÕNOÕ÷Õ�� ILUPDQÕQ� �U�Q�
deneyimi, kaynak yeteUVL]OL÷L�� oÕNWÕ� |G�OOHUL��
GDYUDQÕú�|G�OOHUL 

Pettijohn, 
Parker, 
Pettijohn ve 
Kent 
(2001) 

6(� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPH�
V�UHFLQGH� NXOODQÕODQ� NULWHUOHU�� EX�
NULWHUOHUH� \|QHOLN� 6(� DOJÕODUÕ��
GH÷HUOHQGLUPH� VÕNOÕ÷Õ� YH� IDUNOÕ� VDWÕú�
SR]LV\RQODUÕQGDNL� NULWHU� NXOODQÕPÕQ-
GDNL�IDUNOÕOÕNODUÕ�GH÷HUOHQGLUPLúOHUGLU� 

 
6DWÕú� KDFPL�� P�úWHUL� WDWPLQL�� VDWÕú� KHGHIOHULQH�
XODúPD�� WXWXP�� JLULúLPFLOLN�� �U�Q� ELOJLVL�� LOHWLúLP�
\HWHQH÷L�� VDWÕú� NDUOÕOÕ÷Õ�� \HQL� P�úWHULOHUH� VDWÕú��
J|U�Q�P��VXQXP��GH÷HUOHQGLUPH\H�NDWÕOÕP 
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Tablo 2. U\DUOD\ÕFÕ�6DWÕú�'DYUDQÕúÕ�YH�3HUIRUPDQV�øOLúNLVL�LOH�øOJLOL�.ULWHUOHU 
 

Yazar lar  dDOÕúPDQÕQ�$PDFÕ� dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 
Weitz, 
Sujan and 
Sujan 
(1986) 

3HUIRUPDQV�� X\DUOD\ÕFÕ� VDWÕú�� 6(¶QLQ�
NDSDVLWHVL� �ELOJL� YH� LOHWLúLP� \HWHQH÷L��
ve motiYDV\RQ� DUDVÕQGDNL� LOLúNL\H�
\|QHOLN� NDYUDPVDO� PRGHO� JHOLúWLUPLú-
OHUGLU��6DWÕú�SHUIRUPDQVÕ�YH�X\DUOD\ÕFÕ�
VDWÕúÕQ� EHOLUOH\LFLOHUL� RODUDN� 6(¶QLQ�
ELOJL�\DSÕVÕ�HOH�DOÕQÕS��LQFHOHQPLúWLU� 

gQHUGLNOHUL� DUDúWÕUPD� NULWHUOHUL�8\DUOD\ÕFÕ�
VDWÕú�ELOJL�\DSÕVÕ 

 
Anglin, 
Stolman ve 
Gentry 
(1990) 

 
dDOÕúPDODUÕQGD� VDWÕú� SHUIRUPDQVÕQÕQ�
\|QHWLPVHO� DOJÕVÕ� LOH� 6(� ELOLúVHO�
VHQDU\RODUÕQGD� \DQVÕWÕODQ� X\DUOD\ÕFÕ�
VDWÕú� GHQH\LPL� DUDVÕQGDNL� LOLúNL\L�
LQFHOHPLúOHUGLU� 
 

1-2EMHNWLI� |Oo�WOHU�� 6DWÕú� DODQÕQD� \DSÕODQ� VDWÕú�
hacmi ve  bu alandaki pD]DU� SD\Õ� �-Subjektif 
|Oo�WOHU�� �0�úWHUL� WDWPLQL�� P�úWHUL\L� GLQOHPH��
VDWÕú� VXQXPODUÕ� \DSPD�� P�úWHUL� KHGHIOHULQL� HOH�
DOPD�� VDWÕú� DODQÕQGD� JHOHFHN� YDDGHWPH�� �U�Q�
ELOJLVL��DQDKWDU�P�úWHULOHUH�VDWPD��|QHPOL�VDWÕúODU�
�UHWPH� YH� \DSPD�� VDWÕú� DODQÕQGD� SD]DU� SD\Õ�
oOXúWXUPD��-8\DUOD\ÕFÕ�VDWÕúD�\|QHOLN�VHQDU\RODU 
 

Spiro ve 
Weitz 
(1990) 

8\DUOD\ÕFÕ� VDWÕú� GDYUDQÕúÕQÕ�
SHUIRUPDQVOD� GR÷UXGDQ� LOLúNLOHQGLU-
PLúOHU� YH� JHOLúWLUGLNOHUL� |OoHNWH�
�$'$376�� X\DUOD\ÕFÕ� VDWÕúOD� LOJLOL�
NLúLVHO� |]HOOLNOHUL� YH� \|QHWLPVHO�
faaliyetleri ele DOPÕúODUGÕU� 
 

1-.LúLOLN�|]HOOLNOHUL��.HQGL�NHQGLQL�NRQWURO�HWPH��
VXQXPX�X\DUODPD�\HWHQH÷L�� EDúNDODUÕQÕQ� DQODPOÕ�
GDYUDQÕúODUÕQD�NDUúÕ�KDVVDVOÕN��FLQVL\HWLQL�HOH�DOÕú�
YH�NXOODQÕú�GXUXPX��DQGURJ\Q\���HPSDWL��P�úWHUL�
LKWL\DoODUÕQD� \|QHOLN� ELOJL\L� � WRSODPDGD� DNtiflik 
�DoÕN� LQVDQ��� GHQHWLP� RGD÷Õ� �� PRWLYDV\RQ��
GHQH\LP��\|QHWLP�úHNOL��-Performans: Yönetime 
YH� VDWÕú� HOHPDQODUÕQD� VRUXODUDN� SHUIRUPDQV�
G�]H\L�VDSWDQPÕúWÕU� 
 

Marks, 
Vorhies ve 
Badovick 
(1996) 

Spiro ve Weitz (1990)’ in 
JHOLúWLUGLNOHUL� 6(� SHUIRUPDQVÕQD�
yönHOLN�$'$376�|OoH÷LQL�JHOLúWLUPH-
\H�oDOÕúPÕúODUGÕU�� 
 

$'$376� |OoH÷L� WHPHO� DOÕQPÕú� YH� IDNW|U� DQDOL]L�
VRQXFXQGD�\HQL�PRGHO�JHOLúWLULOPLúWLU��8\DUOD\ÕFÕ�
VDWÕú� LQDQoODUÕ�� X\DUOD\ÕFÕ� VDWÕú� GDYUDQÕúODUÕ��
performans 
 

 
Shepherd, 
Castlebery 
ve Ridnour 
(1997) 

Etkin GLQOHPH�� X\DUOD\ÕFÕ� VDWÕú�
GDYUDQÕúÕ� YH� SHUIRUPDQV� DUDVÕQGDNL�
LOLúNLQLQ� EHOLUOHQPHVL� DPDoODQPÕúWÕU��
$\UÕFD�� HWNLOL� GLQOHPH� YH� Lú� WDWPLQL�
DUDVÕQGDNL�LOLúNL�|Oo�OP�úW�U� 
 

8\DUOD\ÕFÕ� VDWÕú� LoLQ� 6SLUR� YH� :HLW]� ������¶LQ�
$'$376� |OoH÷L� NXOODQÕOPÕúWÕU�� 3HUIRUPDQV� için 
Behrman ve Perreault (1982)’un performans 
|OoH÷LQL� NXOODQPÕúODUGÕU�� øú� WDWPLQL�� (WNLQ�
dinleme 

Boorom, 
Goolsby ve 
Ramsey 
(1998) 
 

%X� oDOÕúPD�� HWNLQ� LOHWLúLP� LOH� VDWÕú�
HWNLOHúLPLQH� ÕúÕN� WXWPDNWD� YH� 6(¶QÕQ�
LOHWLúLP� EHFHULVLQL� JHOLúWLUPHVL� LoLQ�
önerilerde� EXOXQPDNWDGÕU�� 6(¶QÕQ�
LOHWLúLP�� NDUúÕOÕNOÕ� HWNLOHúLP� YH�
X\DUOD\ÕFÕ� VDWÕú� \HWHQHNOHULQLQ�
SHUIRUPDQVÕQD�HWNLVLQL�LQFHOHPLúOHUGLU� 
 

øOHWLúLP� \HWHQH÷L�� NDUúÕOÕNOÕ� HWNLOHúLPH� GDKLO�
ROPDN�� X\DUOD\ÕFÕ� VDWÕú� GDYUDQÕúÕ� �$'$376��
�6SLUR� YH� :HLW]� ������� |OoH÷L� YH� VHQaryolar., 
6DWÕú�SHUIRUPDQV�oÕNWÕODUÕ� �%HKUPDQ�YH�3HUUHDXOW�
������� |OoH÷L�� VDWÕú� JHOLUOHUL�� NRWD\D� XODúPD�
yüzdesi 
 

Hunt ve 
Bashaw 
(1999) 

8\DUOD\ÕFÕ� � VDWÕú� J|U�úPHVL� HVQDVÕQGD�
ELOJL� ROXúWXUPD� V�UHFLQL� WHRULN� RODUDN�
HOH�DOPÕúODUGÕU� 

6(¶QLQ� EDúDUÕVÕQGD� HWNLOL olabilecek bilgi 
ROXúWXUPD�V�UHFL�DúD÷ÕGDNL�JLEL�HOH�DOÕQPÕúWÕU���-
3DUoDOÕ� ELOJL� ROXúWXUPDN� �-.DWHJRUL� ED]OÕ� ELOJL�
ROXúWXUPDN��-ùHPD�ROXúWXUPDN�YH�DOÕFÕ�úHPDVÕ 
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Tablo 3.�0�úWHUL�%DNÕú�$oÕVÕ�LOH�øOJLOL�.ULWHUOHU 
 

Yazar lar  dDOÕúPDQÕQ�$PDFÕ dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�
Kr iter leri 

Weitz 
(1978) 

0�úWHULQLQ� NDUDU� YHUPH� V�UHFLQGH� 6(¶QÕQ�
P�úWHUL� WHUFLKOHULQL� HWNLOH\HQ� IDDOL\HWOHULQLQ�
WDQÕPODQGÕ÷Õ� ELU� PRGHO� JHOLúWLULOPLúWLU��
Etkileme ve strateji formüle etme gibi iki 
WHPHO� DúDPD� VÕUDVÕQGD� 6(¶QÕQ� \HWHQH÷L� LOH 
J|UHFHOL� VDWÕú� SHUIRUPDQVÕ� DUDVÕQGDNL� LOLúNL�
LQFHOHQPLúWLU� 
 

0�úWHULGH� HWNL� ROXúWXUPD� \HWHQH÷L�� VWUDWHML�
ROXúWXUPD� \HWHQH÷L�� 6(¶QÕQ� RUWDODPD� \D� GD�
GL÷HU� 6(� |]HOOLNOHULQGHQ� IDUNOÕOÕ÷Õ��
3HUIRUPDQV� �6DWÕú�� NRWD� YH� VDWÕú�
\|QHWLFLOHULQLQ� GH÷HUOHQGLUPHOHULQH� \|nelik 
oÕNWÕ�|Oo�WOHUL� 

Saxe ve 
Weitz 
(1982) 

0�úWHUL� RGDNOÕ� VDWÕú� GDYUDQÕúÕQÕ� HOH� DODUDN��
6(�EDNÕú�DoÕVÕQGDQ�P�úWHUL�RGDNOÕ�VDWÕú��VDWÕú�
DúDPDVÕQÕQ� |]HOOLNOHUL� YH� VDWÕú� HOHPDQÕQÕQ�
SHUIRUPDQVÕ�DUDVÕQGDNL�LOLúNL\L��JHOLúWLUGLNOHUL�
62&2�|OoH÷L�LOH�WHVW�HWPLúOerdir. 
 

gOoHNWH� NXOODQGÕNODUÕ� NULWHUOHUL� JHOHQHNVHO�
ROPD\DQ�VDWÕúD�\|QHOLN�HOH�DOPÕúODU��PRGHUQ�
SD]DUODPD� IHOVHIHVL� YH� LOLúNL� ED]OÕ� VDWÕú�
NDSVDPÕQGD� KD]ÕUODPÕúODUGÕU�� � %HOLUOHGLNOHUL�
NULWHUOHULQ� SHUIRUPDQVOD� LOLúNLVLQL�
LQFHOHPLúOHUGLU� 
 

Weitz  
(1986) 

EndüVWUL\HO� 6(¶QÕQ� P�úWHUL� WHUFLKOHULQH�
HWNLVLQL�LQFHOH\HQ�V�UHo�PRGHOL�WDUWÕúÕOPÕúWÕU��
6(¶QÕQ� HWNL� ROXúWXUPD� YH� VWUDWHML� EHOLUOHPH�
DúDPDVÕQGDNL� \HWHQH÷L� YH� J|UHFHOL� VDWÕú�
SHUIRUPDQVÕ�DUDVÕQGDNL�LOLúNL�LQFHOHQPLúWLU� 
 

1-(WNL� ROXúWXUPD� \HWHQH÷L� �-Strateji 
ROXúWXUPD�\HWHQH÷L��-0�úWHUL\H�GDYUDQÕúÕ��-
6DWÕú� SHUIRUPDQVÕ� �7RSODP� VDWÕú� KDFPL��
WRSODP� NRWD� \�]GHVL� RODUDN� VDWÕúODU�� �U�Q�Q�
WRSODP� VDWÕúÕ�� �U�Q�Q� NRWD� \�]GHVL�� VDWÕú�
\|QHWLFLQLQ�6(�GH÷HUOHQGLUPHVL� 

Brown, 
Widing II 
ve 
Coulter 
(1991) 

Saxe ve Weitz (1982) taraIÕQGDQ�JHOLúWLULOHQ�
62&2� |OoH÷L� NXOODQÕODUDN��P�úWHULQLQ� EDNÕú�
DoÕVÕQGDQ� 6(� SHUIRUPDQVÕ� EHOLUOHQPH\H�
oDOÕúÕOPÕúWÕU�� 3HUIRUPDQV� |Oo�P�QGH� 62&2�
|OoH÷LQLQ�X\JXQOX÷X�WHVW�HGLOPLúWLU� 
 

 
6D[H�YH�:HLW]��������62&2�|OoH÷LQL� WHPHO�
DOPÕúODUGÕU� 

Dion, 
Easterling 
ve 
Javalgi 
(1997) 

$OÕFÕODUÕQ� 6(¶QÕQ� � SHUIRUPDQV� DOJÕVÕQGD�
FLQVL\HW�IDUNOÕOÕ÷Õ��SHUIRUPDQV�YH�IDDOL\HWOHUH�
\|QHOLN� DOÕFÕ� YH� 6(� GH÷HUOHQGLUPHOHUL�
DUDVÕQGDNL�IDUNODU�LQFHOHQPLúWLU� 
 

hU�Q� X]PDQOÕ÷Õ�� J�YHQ�� X\DUOD\ÕFÕ� VDWÕú�
\HWHQH÷L��URO�EHOLUVL]OL÷L��DOÕFÕ-SE ben]HUOL÷L��
6(�VXQXP�\HWHQH÷L���U�Q�NDUPDúÕNOÕ÷Õ 

Lambert, 
Sharma 
ve Levy 
(1997) 

0�úWHULQLQ� VDWÕú� \DSDQ� ILUPD� LOH� 6(¶QD�
\|QHOLN�GH÷HUOHQGLUPHOHUL� DUDVÕQGDNL� LOLúNL\L�
HOH�DOPDNWDGÕU��$\UÕFD��6(¶QLQ�\|QHWLPVHO�YH�
P�úWHUL�GH÷HUOHQGLUPHOHUL� DUDVÕQGDNL� LOLúNL\L�
de incelemektedir. 
 

1-<|QHWLPVHO� GH÷HUOHQGLUPH�� 6DWÕú�
\|QHWLFLOHUL� 6(¶QÕQ� SHUIRUPDQV� G�]H\L�
EHOLUOHPLúOHUGLU�� �-� 0�úWHULQLQ� 6(¶ODUÕQÕ�
GH÷HUOHQGLUPHVL�� J�YHQLOHELOLUOLN�� WHNQLN�
ELOJL�� �U�Q� ELOJLVL�� KD]ÕU� EXOXQPDVÕ� �- 
0�úWHULQLQ�VDWÕú�\|QHWLPLQL�GH÷HUOHQGLUPHVi: 
)LUPDQÕQ� W�P� SHUIRUPDQVÕ�� \HQL� �U�Q�
JHOLúWLUPH� oDEDODUÕ�� �U�Q� ELOJLVLQLQ�
X\JXQOX÷X�� HQ� G�ú�N� IL\DW� X\JXQOX÷X�� IL\DW�
GH÷LúLNOL÷LQGH�KDEHU�YHUPH�DYDQWDMÕ��GD÷ÕWÕP�
LKWL\DoODUÕQÕ� NDUúÕODPD�� QDNOL\H� J�QOHULQGHNL�
ertelemeleri haber vermek 
 

Dion ve 
Banting 
(2000) 

.DUúÕOÕNOÕ� WLFDUL� LOLúNL� LoHULVLQGH� VDWÕú�
\|QHWLFLOHUL�� 6(¶ODUÕ� YH� P�úWHULOHULQ� 6(¶QLQ�
SHUIRUPDQVÕQD� \|QHOLN� DOJÕODUÕ�
NDUúÕODúWÕUÕOPÕúWÕU�� $\UÕFD�� 6(¶QÕQ�
SHUIRUPDQVÕQGD� FLQVL\HW� IDUNOÕOÕ÷Õ�
LQFHOHQPLúWLU�� 
 

8\DUOD\ÕFÕ� VDWÕú� VXQXPX�� 6(¶\H� J�YHQ��
6(¶QÕQ� VXQXP� \HWHQH÷L�� 6(¶QÕQ� �U�Q�
X]PDQOÕ÷Õ�� DOÕFÕ� LOH� 6(¶QÕQ� DOJÕODQDQ�
EHQ]HUOL÷L�� WLFDUL� LOLúNL� ROXúWXUPDGDNL�
EDúDUÕVÕ�� 6(� GHYLU� RUDQÕ�� 6(¶QÕQ��
SHUIRUPDQVÕ�� 6(� WDWPLQL�� \|QHWLFL� YH� 6(�
LOHWLúLPL�� 6(� SHUIRUPDQVÕQD� \|QHOLN�P�úWHUL�
ve yöneticiden gelen bilgiler, rRO�EHOLUVL]OL÷L��
URO�oDWÕúPDVÕ��P�]DNHUH�\HWHQH÷L 
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Yazar lar  

7DEOR��¶�Q�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ�� 

 
dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 

Boles, 
Babin, 
Brashear 
ve 
Brooks 
(2001) 

0HUNH]LOHúPH��oDOÕúDQODUGDQ�GHVWHN�YH�
tüketiciye odaklanma derecesinden 
ROXúDQ� �o� |UJ�WVHO� G�]H\� LOH� 6(¶QÕQ�
VDWÕú� RGDNOÕ-� W�NHWLFL� RGDNOÕ� ROPDVÕ�
DUDVÕQGDNL�LOLúNL\L�LQFHOHPLúOHUGLU� 
 

6D[H�YH�:HLW]��������|OoH÷LQL�WHPHO�DOPÕúODUGÕU���-
)LUPDQÕQ�P�úWHUL�RGDNOÕ�ROPDVÕ��-0HUNH]LOHúPH��-
Destekleyici iç çevre 4-6(�SHUIRUPDQVÕ� �<HQL ürün 
WXWXQGXUPD�� VDWÕú� KHGHIOHULQL� DúPDN�� \|QHWLFLQLQ�
KHGHIOHULQH� XODúPDVÕQD� \DUGÕPFÕ� ROPDN�� \�NVHN�
VDWÕú� KDFPL� ROXúWXUPDN�� W�P� �U�Q� KDWWÕ� LoLQ�
tutundurma 5-0�úWHUL�RGDNOÕOÕN��-6DWÕú�RGDNOÕOÕN 
 

Darian, 
Tucci ve 
Wiman 
(2001) 

3HUDNHQGHFL� 6(¶QÕQ� P�úWHUL\H�
sXQGX÷X� KL]PHWH� \|QHOLN� SHUIRUPDQV�
QLWHOLNOHULQLQ� EHOLUOHQPHVL� YH� P�úWHUL�
DoÕVÕQGDQ� |QHP� GHUHFHVLQLQ� EHOLUOHQ-
PHVLQH�oDOÕúÕOPÕúWÕU� 

6(¶QÕQ� P�úWHUL\H� VD\JÕVÕ�� �U�Q� ELOJLVL�� 6(¶QÕQ�
KHYHVOLOL÷L�� 6(¶QÕQ� DUNDGDúoD� \DNODúÕPODUÕ�� 6(¶QÕQ�
X\JXQOX÷X 

 
Leigh ve 
Summers 
(2002) 

 
6(¶ODUÕQÕQ� V|]O�� ROPD\DQ� LSXoODUÕQÕQ��
P�úWHULQLQ� 6(� KDNNÕQGDNL� VRV\DO�
L]OHQLPOHULQH�HWNLVL�DUDúWÕUÕOPÕúWÕU� 
 

6|]O��ROPD\DQ� LSXoODUÕ��*|]� WHPDVÕ�� NRQXúPDGDNL�
GXUDNODPDODU�� MHVWOHU�� JL\VL� YH� GXUXú� 6RV\DO�
L]OHQLPOHU�� *�YHQLOHELOLUOLN�� ED÷ÕPOÕOÕN�� NDbiliyet, 
SURIHV\RQHOOLN�� HPSDWL�� DUNDGDúOÕN�� DJUHVLYOLN��
DQOD\ÕúOÕOÕN�� VHYLPOLOLN� YH� 6(¶QLQ� W�PGHQ�
GH÷HUOHQGLULOPHVL 

 
Tablo 4.�øOLúNL�3D]DUODPDVÕ�YH�øOHWLúLP�*HOLúWLUPH�YH�6(�3HUIRUPDQVÕ�LOH�øOJLOL�

Kr iterler 
Yazar lar  dDOÕúPDQÕQ�$PDFÕ� dDOÕúPDGD�(OH�$OÕQDQ Performans Kr iter leri 
Beatty, 
Mayer, 
Coleman, 
Reynolds 
ve Lee 
(1996) 

øOLúNL� SD]DUODPDVÕ� YH� VDWÕú� LOLúNLVL�
NDYUDPODUÕQÕ� ELUELULQGHQ� D\ÕUDUDN�
P�úWHULOHUOH� 6(¶ODUÕ� DUDVÕQGDNL�
LOLúNL\L� QLWHOLNVHO� ELU� DUDúWÕUPD�
NDSVDPÕQGD�LQFHOHPLúOHUGLU� 
 

hVW� \|QHWLPLQ� P�úWHUL� RGDNOÕOÕ÷Õ�� SHUVRQHOLQ�
P�úWHUL� RGDNOÕOÕ÷Õ�� P�úWHUL\L� PRWLYH� HWPHN-� LOLúNL�
JHOLúWLUPHN� �VRV\DO� YH� IRQNVL\RQHO� LKWL\DoODU���
LOLúNLQLQ� ROXúXPX� �P�úWHUL\H� VXQXODQ� JHOLúWLULOPLú�
KL]PHW� YH� HNLS� oDOÕúPDVÕ��� LOLúNLQLQ� DUWÕUÕOPDVÕ�
�J�YHQ�� DUNDGDúOÕN�� IRQNVL\RQHOlik), personel ve 
P�úWHUL�VDGDNDWL 
 

 
Brashear, 
Bellenger, 
Ingram, 
Barksdale 
(1997) 

6DWÕú� HOHPDQÕQÕQ� GDYUDQÕúÕ� GHYDP�
HGHQ� LOLúNLOHUL� JHOLúWLUPHNOH� LOJLOL�
IDDOL\HWOHU� YH� VDWÕú� V�UHFLQGH� JHUHN�
GX\XODQ� VDWÕú� J�F�� IDDOL\HWOHUL� YH�
faaliyetler ise, planlama, 
proIHV\RQHOOL÷L�JHOLúWLUPH�RODUDN�HOH�
DOÕQPÕúWÕU�� 6DWÕú� V�UHFL� GDYUDQÕúODUÕ�
LOH� VDWÕú� V�UHFLQGH� KDUFDQDQ� V�UH\L��
LQFHOHPLúOHUGLU�� %|\OHFH�� SHUIRU-
PDQV� G�]H\LQL� GR÷UXGDQ� HWNLOH\HQ�
GH÷LúLN� IDDOL\HWOHUH� KDUFDQDQ�
]DPDQGDNL� IDUNOÕOÕNODU�� SHUIRUPDQV�
G�ú�NO�÷��YH�\�NVHNOL÷L�LoLQ�|QHPOL�
olabilecektir. 

1-� )L]LNVHO� YH�GDYUDQÕúVDO� IDNW|UOHU�'HPRJUDILN�YH�
IL]LNVHO�|]HOOLNOHU��\Dú��FLQVL\HW���H÷LWLP�YH�GHQH\LP�
�H÷LWLP� G�]H\L�� Lú� GHQH\LPOHUL�� VDWÕú� GHQH\LPOHUL���
PHGHQL� GXUXPX� YH� \DúDP� VWLOL� �- Psikolojik 
özellikler ve yetenHN�� .LúLOLN� �EDúDUÕ� LKWL\DFÕ� YH�
|G�OOHU� �J�YHQOLN��EDúDUÕ�� � WDQÕQPD��J�o�YH�RWRULWH��
SUHVWLM�� SDUD� YH� WHUIL� YE�� oHúLWOL� NULWHUOHU� LoVHO� YH�
GÕúVDO�|G�OOHU�RODUDN�HOH�DOÕQÕS�GH÷HUOHQGLULOPLúWLU����
beceri 3-� 3HUIRUPDQV� LVH�� oÕNWÕ� WHPHOOL� RODUDN� HOH�
DOÕQPÕúWÕU��VRQ����D\GDNL�VDWÕú�PLNWDUÕ� 

 
Boles, 
Brashear, 
Bellenger, 
Barksdale 
(2000) 

 
.XUGXNODUÕ� PRGHO� NDSVDPÕQGD� 6(�
SHUIRUPDQVÕ�� LOLúNL� ED]OÕ� VDWÕú�
GDYUDQÕúODUÕ� YH� 6(¶QLQ� |]HOOLNOHUL�
DUDVÕQGDNL�LOLúNL\L�LQFHOHPLúOHUGLU� 
 

1-SE’nin özell ikleri (Churchill  v.d. (1985) 
oDOÕúPDODUÕQÕ� WHPHO� DOPÕúODUGÕU�� <Dú�� FLQVL\HW��
H÷LWLP��YE����-� øOLúNL�ED]OÕ� VDWÕú�GXUXPX� �.DUúÕOÕNOÕ�
HWNLOHúLPLQ� \R÷XQOX÷X�� NDUúÕOÕNOÕ� JL]OLOL÷LQ�
ER]XOPDVÕ�� LúELUOL÷L� QL\HWOHUL�� �-� 6DWÕúOD� LOJLOL�
IDDOL\HWOHU��$UDúWÕUPD��GHOLO�WRSODPD��LKWL\Do�DQDOL]L� 
VDWÕú��VDWÕúÕ�ELWLUPH��KL]PHW�LúOHWPH�SROLWLNDVÕ��DPDo�
ROXúWXUPD�� SODQODPD�� NLúL�� SURIHV\RQHO� JHOLúLP� �- 
øoVHO�YH�GÕúVDO�|G�OOHU��-�dÕNWÕ�SHUIRUPDQVÕ��VRQ����
D\GDNL�VDWÕúODU� 
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Yazar lar  

Tablo 4.¶�Q�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ 

 
dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV Kr iter leri 

Keilor, 
Parker ve 
Pettijohn 
(2000) 

øOLúNL� ED]OÕ� VDWÕú� |]HOOLNOHULQLQ�
�X\DUOD\ÕFÕOÕN�� P�úWHUL� YH� KL]PHW�
RGDNOÕOÕN�� 6(� SHUIRUPDQVÕ�
�]HULQGHNL�HWNLVLQL�LQFHOHPLúOHUGLU� 

SOCO (Saxe ve Weitz 1982), ADAPT (Spiro ve 
:HLW]� ������ |OoHNOHULQL� WHPHO� DOPÕúODU� YH� D\UÕFD��
6(59� �� +L]PHW� RGDNOÕOÕ÷D� LOLúNLQ� 6(¶QÕQ� VDWÕú� YH�
VDWÕú� GÕúÕ� J|UHYOHUOH� LOJLOHQPH� LVWH÷LQL� EHOLUOHPH\H�
\|QHOLN� �� NULWHU�� � � |OoH÷LQL� JHOLúWLUPLúOHUGLU��
3HUIRUPDQVÕ�\ÕOOÕN�VDWÕú�KDVÕODWÕ�LOH�|OoP�úOHUGLU� 

Sengupta, 
Krapfel ve 
Pusateri 
(2000) 
 

)LUPDQÕQ�SRWDQVL\HO�YH�PHYFXW�W�P�
P�úWHULOHU� \HULQH� ILUPD\D� JHOLU� YH�
NDU� VD÷OD\DQ� GDKD� D]� P�úWHUL\L�
KHGHIOHGL÷L� GXUXPODUGD� 6(¶ODUÕQÕQ�
�.$6�� HWNLOLOL÷LQH� \|QHOLN� ELU�
PRGHO� ROXúWXUPXúODUGÕU�� 0RGHOGH��
VWUDWHMLN� P�úWHULOHUH� \|QHOLN��
6(¶ODUÕQÕQ� HWNLOLOL÷L� LOH� LOHWLúLP�
NDOLWHVL�YH�P�úWHUL�J�YHQL�GR÷UXGDQ��
VWUDWHMLN� YH� JLULúLPFLOLN� \HWHQHNOHUL�
LOH�GROD\OÕ�LOLúNL�NXUXOPXúWXU� 

 
6(¶QÕQ� VWUDWHMLN� \HWHQH÷L�� JLULúLPFLOLN� \HWHQH÷L��
øOHWLúLP� NDOLWHVL�� P�úWHUL� J�YHQL�� HWNLOLOLN�
�*HOHFHNWH� GH� ELUOLNWH� oDOÕúPDN� LoLQ� P�úWHULyi 
|]HQGLUPHN�� P�úWHUL� LOLúNLVLQGH� GH÷HU� ROXúWXUPDN��
P�úWHUL�LOLúNLVL�ROXúWXUPDN� 
 

Pitt, 
Berthon ve 
Robson 
(2000) 

 
6DWÕú� LúOHPL� LoLQGHNL� LOHWLúLP��
LOHWLúLP� DQOD\ÕúÕ� DoÕVÕQGDQ� HOH�
DOÕQPÕú�YH� LOHWLúLP�DQOD\ÕúÕQÕQ� URO���
6(� SHUIRUPDQVÕQÕQ� ELU� J|VWHUJHVL�
olaraN� DUDúWÕUÕOPÕúWÕU�� 6(¶QÕQ�
LOHWLúLP� NRUNXVX� YH� SHUIRUPDQVÕ�
DUDVÕQGDNL��LOLúNL�DUDúWÕUÕOPÕúWÕU� 

øOHWLúLP� NRUNXVX�� JUXS�� WRSODQWÕ�� NLúLOHU� DUDVÕ�
LOHWLúLP�YH�NLWOH\H�NRQXúPDVÕ�\|QHWLFLOHU�WDUDIÕQGDQ�
RUWDODPD�� RUWDODPDQÕQ� �VW�QGH� YH� DOWÕQGD� RODUDN�
EHOLUOHQPLú� SHUIRUPDQV� |OoH÷LQGH� GH÷HUOHQGLULO-
PLúWLU�� 6(¶QLQ� LOHWLúLP� NRUNXVX� LoLQ� KD]ÕUODQPÕú�
|OoHN�6(¶OHULQH�VXQXOPXúWXU� 

 
Beverland 
(2001) 

 
(QG�VWUL\HO� SD]DUODUGD� LOLúNL\H�
GD\DOÕ� VDWÕúÕQ� X\JXQ� ROGX÷X�
NRúXOODUGD�� 6(¶QÕQ� P�úWHULOHUOH�
LOLúNLVLQLQ� DUWWÕUÕOPDVÕQD� \|QHOik 
IDNW|UOHU�EHOLUOHQPH\H�oDOÕúÕOPÕúWÕU�� 
 

0�úWHULOHUOH� LOLúNLQLQ� GH÷LúLPL�� GH÷LúLPH� QHGHQ�
RODQ�HWPHQOHU�YH�P�úWHULQLQ�LOLúNL�LVWH÷L��P�úWHULQLQ�
LOLúNL� NDSVDPÕQGD� LVWHGLNOHUL� �V�UHNOL� � LOLúNL�� ELOJL�
VD÷ODPD�� LúOHWPH� LKWL\DoODUÕQÕQ� DQODúÕOPDVÕ�� J�YHQ��
arkadDúOÕN��� 6(¶QLQ� URO�� �ILUPD\Õ� WHPVLO�� H÷LWLP��
\HQL� �U�QOHUL� WDQÕWÕP�� SD\ODúÕP�� \HQL� IÕUVDWODUÕ�
EHOLUOHPH��� 6(¶QLQ� \HWHQH÷L� �V�UHNOL� LOLúNL�� �U�Q�
ELOJLVL�� P�úWHUL� LKWL\DoODUÕQÕ� EHOLUOHPH� YH� QDVÕO�
\DNODúDFD÷ÕQÕ� DQODPD�� VDWÕú� GHQH\LPL�� GLQOHPH�
\HWHQH÷L�� GÕúD� G|Q�N� ROPDVÕ��� |QHPOL� P�úWHULOHUL�
ND\EHWPHPHN� LoLQ� IDDOL\HWOHU� �V�UHNOL� LOHWLúLP��
SUREOHPL� NDEXO� HWPH�� P�úWHUL\H� GDKD� \DNÕQ� NLúL\L�
NXOODQPDN��� YDURODQ� LOLúNL\L� J�oOHQGLUPH�
IDDOL\HWOHUL� �V�UHNOL� LOHWLúLP�� WXWXQGXUPD\D� \|QHOLN�
GHVWHN��Lú�RUWD÷Õ�JLEL�GDYUDQPD��P�úWHUL�LOH�ILUPD\Õ�
E�W�QOHúWLUPH� 
 

Schultz ve 
Evans 
(2002) 

6(¶ODUÕQÕQ� �.H\� DFFRXQW�
UHSUHVHQWDWLYH�� VWUDWHMLN� LOHWLúLP�
PRGHOL�YH�VDWÕúWD�LOLúNLOHUL�DUWÕUDFD÷Õ�
YDUVD\ÕODQ�oÕNWÕODU���URO�SHUIRUPDQVÕ��
J�YHQ�YH�NDUúÕOÕNOÕ�SUREOHP�o|]PH��
üzerindeki etkileri aUDúWÕUÕOPÕúWÕU� 

1-� øOHWLúLP�� øQIRUPDO� LOHWLúLP� �SODQVÕ]� LOHWLúLP���
NDUúÕOÕNOÕ� ELOJL� DOÕú� YHULúL�� VÕNOÕN� �\�]\�]H�� WHOHIRQ��
\D]ÕOÕ� J|U�úPH��� VWUDWHMLN� LoHULN�� �-� 6DWÕú� LOLúNLVL�
oÕNWÕODUÕ��6(¶QÕQ�URO�DOJÕVÕ��SUREOHP�o|]PH��VWUDWHMLN�
SODQ� JHOLúWLUPHN�� oÕNWÕODUÕ� DUWÕUPDN��� J�YHQ� �LúL�
GR÷UX�\DSWÕ÷ÕQD�YH�|QHPOL�NDUDUODUÕ�DOPDGD�J�YHQ���
ELUELULQH�ED÷OÕ�o|]�P�JHOLúWLUPHN 
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Tablo 5.�6DWÕú�(WNLOLOL÷L�YH�6(�3HUIRUPDQVÕ��LOH�øOJLOL�.ULWHUOHU 
 

Yazar lar  dDOÕúPDQÕQ�$PDFÕ� dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 
Weitz 
(1981) 

dDOÕúPDGD� VDWÕú� HWNLOLOL÷L� LOH� VDWÕú�
GDYUDQÕúÕ�DUDVÕQGD�GR÷UXGDQ�LOLúNL�
NXUXOPXú� YH� NULWHUOHU�
EHOLUOHQPLúWLU� 
 

1-6DWÕú� GDYUDQÕúODUÕ� �P�úWHUL\OH� X\XP� VD÷ODPD��
P�úWHUL\L� HWNLOH\HFHN� WHPHO� ROXúWXUPD�� NXOODQÕODQ�
HWNLOHPH� WHNQLNOHUL� VDWÕúWD� NDUúÕOÕNOÕ� HWNLOHúLPLQ�
kontrolü) 2-0�úWHULQLQ� VDWÕQ� DOPD� V�UHFLQLQ� |]HOOLNOHUL�
�LKWL\Do�YH�LQDQoODU��DOWHUQDWLIOHULQ�ELOLQPHVL��VDWÕQ�DOPD�
sürecinin özellikleri) 3-6DWÕú� HOHPDQÕ� YH� P�úWHUL�
LOLúNLVLQLQ� |]HOOLNOHUL� �DQODúPD]OÕN� YH� SD]DUOÕN� G�]H\L��
J|UHFHOL� J�o�� LOLúNL� NDOLWHVL�� JHOHFHNWHNL� NDUúÕOÕNOÕ�
HWNLOHúLPOHUGHQ�EHNOHQWLOHU���-�6(¶QÕQ�ND\QDNODUÕ���U�Q��
P�úWHUL�ELOJLVL��\HWHQH÷L��DOWHUQDWLIOHUL�GH÷HUOHQGLUPH� 
 

Avila, 
Fern ve 
Mann 
(1988) 

6(¶QÕQ� VDWÕú� GDYUDQÕúÕ�� VDWÕú�
DPDoODUÕQD� XODúPD� G�]H\L� YH�
SHUIRUPDQV� DUDVÕQGDNL� LOLúNL\L�
LQFHOHPLúOHUGLU� 
 
 

1-6DWÕú� GDYUDQÕúODUÕ� � �%HKUPDQ� YH� 3HUUHDXOW� ������� YH�
:HLW]� ������¶LQ� oDOÕúPDODUÕ� WHPHO� DOÕQDUDN�
EHOLUOHQPLúWLU� �'L÷HU� oDOÕúDQODUOD� ELUOLNWH� oDOÕúPD� YH�
RUWDNOÕN��WHNQLN�ELOJL��PDVUDI�NRQWURO���P�úWHUL�LOLúNLOHUL��
tatmini ve fLUPD�LoLQ�JHOHFHN�ROXúWXUPD��ELOJL�ROXúWXUPD�
NDOLWHVL��P�úWHULOHUOH� LOLúNL� JHOLúWLUPH� YH� VXQXP�\DSPD�
\HWHQH÷L�� ]DPDQ� YH� VDWÕú� DODQÕ� \|QHWLPL�� �-6DWÕú�
\|QHWLFLVLQLQ�SHUIRUPDQV�GH÷HUOHQGLUPHVL��6DWÕú�NDOLWHVL�
ve hacmi üretme, tüm performans) 3-$PDo� EDúDUÕPÕ�
�6(� WDUDIÕQGDQ� HOGH� HGLOHQ� \ÕOOÕN� NRWD� \�]GHVL��P�úWHUL�
KHVDSODUÕQGDNL�QHW�NDU��\HQL�P�úWHULOHU-HVNL�P�úWHULOHU� 
 

Smith 
(1997) 
 

6DWÕú� J�F�� ROXúWXUPDGD� RUWDN�
�SDUWQHU�� oDOÕúDQ� 6(¶ODUÕ�
LOLúNLVLQGHNL� HWNLOLOL÷L� DUWÕUDQ� \D�
GD� D]DOWDQ� IDUNOÕOÕNODUÕ� EXOPD\D�
yöneliktir. 
 
 

6XEMHNWLI�SHUIRUPDQV�NULWHUOHUL��P�úWHUL�WDWPLQL��ELUOLNWH�
VDWÕú� \DSÕODQ� P�úWHUL� VD\ÕVÕ�� SHUIRUPDQV� DoÕVÕQGDQ�
LOLúNLQLQ�HWNLOLOL÷L��LOLúNLGHQ�LNL�WDUDIÕQ�GD�WDWPLQ�ROPDVÕ���
LúELUOL÷L�� LOLúNL� V�UHVL�� LOHWLúLP�� ED÷ÕPVÕ]OÕN�� DPDo� YH�
LúOHWPH�VLVWHPL�X\JXQOX÷X��VDWÕú�J|UHYLQLQ�NDUPDúÕNOÕ÷Õ� 
 

Baldauf 
ve 
Crawens 
(2002) 

6(¶QÕQ� GDYUDQÕú� SHUIRUPDQVÕ� � LOH��
oÕNWÕ� SHUIRUPDQVÕ� YH� VDWÕú�
RUJDQL]DV\RQXQXQ� HWNLOLOL÷L� DUD-
VÕQGDNL� LOLúNL\L� LQFHOHQPLúWLU�� %X�
LOLúNL\L� DUDFÕ� HWPHQ� RODUDN�
HWNLOH\HQ� VDWÕú� HOHPDQÕQÕQ�
yetHQH÷L�� �U�Q� WLSL� YH� HQG�VWUL�
E�\�NO�÷�Q�� HOH� DOPÕúODUGÕU�� %X�
NDSVDPGD� 6(¶QLQ� GDYUDQÕúVDO�
SHUIRUPDQVÕ� LOH� oÕNWÕ� SHUIRUPDQVÕ�
YH� VDWÕú� RUJDQL]DV\RQXQXQ�
HWNLOLOL÷L� NDYUDPODUÕ� ELUELULQGHQ�
D\UÕ� NDYUDPODU� RODUDN� HOH�
DOÕQPÕúWÕU� 
 

1-6(¶QÕQ� GDYUDQÕú� SHUIRUPDQVÕ�7HNQik bilgi (Behrman 
YH� 3HUUDXOW� ����� |OoH÷L��� X\DUOD\ÕFÕ� VDWÕú� �6SLUR� YH�
:HLW]� ����� |OoH÷L��� 6DWÕú� SODQODPD� �6DWÕú�
J|U�úPHOHULQL�� VDWÕú� VWUDWHMLOHULQL� YH� VDWÕú� DODQÕQÕ�
planlama) 2-6(¶QLQ� oÕNWÕ� SHUIRUPDQVÕ�� %HKUPDQ� YH�
3HUUHDXOW�������¶XQ�VDWÕú�DPDoODUÕQD�XODúma performans 
NULWHUOHULQL�WHPHO�DOPÕúODUGÕU���-6(¶QLQ�NDELOL\HW�ELOLúOHUL�
DoÕVÕQGDQ� VDWÕú� EHFHULVL� YH� �U�Q� ELOJLVL� �-� 6DWÕú�
RUJDQL]DV\RQXQXQ�HWNLOLOL÷L 
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Tablo 6.�.RQWURO�6LVWHPL�$OWÕQGD�6(�3HUIRUPDQVÕ�LOH�øOJLOL�.ULWHUOHU 
Yazar lar  dDOÕúPDQÕQ�$PDFÕ dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�

Kr iter leri 
Anderson 
ve Oliver 
(1987)  

6DWÕú�J�F��\|QHWLPLQLQ�WHPHO�DODELOHFH÷L�
SHUIRUPDQV� NRQWURO� VLVWHPLQL� oÕNWÕ� YH�
GDYUDQÕú� ED]OÕ� ROPDN� �]HUH� LNL\H�
D\ÕUPÕúODUGÕU�� 'DYUDQÕú� ED]OÕ� VLVWHP�
SE’nin faaliyetlerini gözleme ve 
yöQHWLPLQL� LoHUPHNWHGLU� YH� oÕNWÕGDQ�
]L\DGH� VDWÕú� V�UHFLQL� J|]|Q�QH�
DOPDNWDGÕU��2\VD�� oÕNWÕ�ED]OÕ� VLVWHP� LVH��
VDWÕú� HOHPDQÕQÕQ� EX� VRQXoODUD� QDVÕO�
XODúWÕ÷ÕQGDQ� ]L\DGH�� VRQXoODUÕQ� VD\ÕVDO�
\|Q�Q�� HOH� DOPDNWDGÕU�� .RQWURO� VLVWHPL�
oHUoHYHVLQGH� VSHVLILN� VDWÕú� HOHPDQÕ�
GDYUDQÕúODUÕQÕQ� YH� VDWÕú� HOHPDQÕQÕQ�
özellikleri olarak kriterleri 
EHOLUOHPLúOHUGLU� 
 

.DSDVLWH� ��U�Q� YH� ILUPD� ELOJLVL�� VDWÕú�
X]PDQOÕ÷Õ�� SURIHV\RQHO� \HWHUOLOLN�� �� GX\JX� YH�
WXWXPODU�� PRWLYDV\RQ�� VDWÕú� VWUDWHMLOHUL��
SHUIRUPDQV� �VDWÕú� RUJDQL]DV\RQXQXQ�
amaçlarÕQD� XODúPD�� P�úWHULOHULQ� LKWL\DoODUÕQD�
KL]PHW� HWPH�� NLúLVHO� VDWÕú� YH� GL÷HU� oÕNWÕ�
VRQXoODUÕ� 

Cravens, 
Ingram, La 
Forge, 
Young 
(1993) 

dDOÕúPDODUÕQGD� $QGHUVRQ� YH� 2OLYHU�
������¶LQ� JHOLúWLUGL÷L� VDWÕú� J�F�� NRQWURO�
VLVWHPLQL� WHPHO� DOPÕúODUGÕU�� %X�
ED÷ODPGD�� � VDWÕú� J�F�� NRQWURO� VLVWHPL��
6(� |]HOOLNOHUL�� 6(� SHUIRUPDQVÕ� YH� VDWÕú�
RUJDQL]DV\RQXQXQ� HWNLOLOL÷LQL�
ELUELULQGHQ� D\ÕUPÕú� YH� NRQWURO� VLVWHPL�
DOWÕQGD�SHUIRUPDQVÕ� �DoÕNODPÕúODUGÕU��%X��
IDNW|UOHULQ� VDWÕú� RUJDQL]DV\RQXQXQ�
HWNLOLOL÷LQH�HWNLVLQL�LQFHOHPLúOHUGLU� 
 

6DWÕú� J�F�� NRQWURO� VLVWHPOHUL�� VDWÕú� |UJ�W�Q�Q�
HWNLOLOL÷L�� 6(� |]HOOLNOHUL�� 6(¶QÕQ� VDWÕú� GÕúÕ�
GDYUDQÕúVDO�SHUIRUPDQVÕ��%LOJL�WRSODPD��PDVUDI�
kontrolü) (Behrman ve Perreault (1982)), 
6(¶QÕQ� � VDWÕú� GDYUDQÕúÕ� SHUIRUPDQVÕ� �7HNQLN�
ELOJL� NXOODQÕP� SHUIRUPDQVÕ�� VDWÕú� VXQumu 
\DSPD� SHUIRUPDQVÕ�� �%HKUPDQ� YH� 3HUUHDXOW�
��������� 6(¶QÕQ� oÕNWÕ� SHUIRUPDQVÕ�� 6DWÕú�
DPDoODUÕQD� XODúPD� � �%HKUPDQ� YH� 3HUUHDXOW�
�������|OoH÷L� 

Oliver ve 
Anderson 
(1994) 

�'DYUDQÕúWDQ� oÕNWÕ� NRQWURO�QH� NDGDU�
X]DQDQ� NRQWURO� VLVWHPLQL� YH� VDWÕú�
HOHPDQÕQÕQ� LúOH� LOJLOL� ELOLú�� WXWXP� YH�
GDYUDQÕúODUÕQÕ� HWNLOH\HQ� YH� 6(¶QÕQ�
DOJÕODGÕ÷Õ� EX� NRQWURO� VLVWHPLQLQ� HWNLVLQL�
LQFHOHPLúOHUGLU� 
 

.RQWURO�VLVWHPL��ELOLú�NDSDVLWH��GX\JX�WXWXPODU��
PRWLYDV\RQ�� GDYUDQÕúVDO� VWUDWHML�� GL÷HU� �øú�
WDWPLQL�� |UJ�W� N�OW�U�� YG���� 3HUIRUPDQV�� dÕNWÕ 
SHUIRUPDQVÕ�� J|UHFHOL� RODUDN� ILUPDQÕQ� VDWÕú�
DPDoODUÕQD� XODúPD�� oDED� YH� WRSODP�
SHUIRUPDQV�� \ÕOOÕN� VDWÕú� RUDQÕ�� *LUGL�
SHUIRUPDQVÕ�� %LOJL� WRSODPD�� PDVUDI� NRQWURO���
VDWÕú� VXQXP� \HWHQH÷L� YH� VDWÕú� DPDoODUÕQD�
XODúPD��%HKUPDQ�YH�3HUUHDXOW�������� 
 

Challagalla 
ve Shervani 
(1996) 

6DWÕú� \|QHWLPLQLQ� NRQWURO� VLVWHPL� oÕNWÕ��
faaliyet ve kapasite kontrolü olmak 
�]HUH� �o� W�UGH� HOH� DOÕQPÕúWÕU�� 0RGHOGH�
kontrol sistemi i le tatmin ve performans 
DUDVÕQGD� KHP� GR÷UXGDQ� LOLúNL� KHP� GH�
DUDFÕ� GH÷LúNHQ� RODUDN� \|QHWLPLQ� URO�
oDWÕúPDVÕ� YH� P�úWHUL� URO� oDWÕúPDVÕ� HOH�
DOÕQDUDN�GROD\OÕ�LOLúNL�LQFHOHQPLúWLU� 
 

.RQWURO�� dÕNWÕ� �� IDDOL\HW� YH� NDSDVLWH� NRQWURO���
\|QHWLFLGHQ� WDWPLQ�� URO� oDWÕúPDVÕ�� SHUIRUPDQV�
(Sujan, Weitz ve Kumar (1994) performans 
|OoH÷L�NXOODQÕOPÕúWÕU�� 

Challagalla 
ve Shervani 
(1997) 

.RQWURO�oÕNWÕ��IDDOL\HW�YH�NDSDVLWH�ROPDN�
�]HUH���ER\XWWD�HOH�DOÕQPÕúWÕU��.RQWURO�Q�
ROXúXPX�ELOJL��|G�O�YH�FH]D�ER\XWODUÕQGD�
LQFHOHQPLúWLU�� $\UÕFD�� NXOODQÕODQ� |OoHN�
WHVW�HGLOPLúWLU� 
 
 
 
 

.RQWURO��dÕNWÕ��IDDOL\HW�YH�NDSDVLWH��ELOJL��|G�O��
ceza), yönetimiQ�URO�EHOLUVL]OL÷L��UROXQ�\DUDWWÕ÷Õ�
gerginlik Performans: Sujan, Weitz ve Kumar 
������� SHUIRUPDQV� |OoH÷L� NXOODQÕOPÕúWÕU���
7HPHO�P�úWHULOHUL� EHOLUOHPHN� YH� VDWÕú�� \�NVHN�
VDWÕú�ND]DQFÕ� VD÷ODPDN��\�NVHN�NDU�PDUMÕ� RODQ�
�U�Q�� VDWPDN�� VDWÕú� KHGHIOHULQL� DúPDN�� \HQi 
�U�QH� VDWÕú� ROXúWXUPDN�� VDWÕú� \|QHWLPLQLQ�
DPDoODUÕQÕ�NDUúÕODPDN� 
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Tablo 6.¶QÕQ�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ 

 
dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 

Piercy, 
Cravens 
ve 
Morgan 
(1998) 

6DWÕú� HOHPDQÕQÕQ� oÕNWÕODUÕ� \HULQH� GDKD�
NDSVDPOÕ� RODQ� GDYUDQÕúODUÕQÕ�
GH÷HUOHQGLUPHQLQ�� E|\OHFH� VDWÕú�
J|U�úPHOHUL�SODQODPD��VDWÕú�VXQXPODUÕ�
\DSPD� YH� WDNÕP� VDWÕúÕQD� GDKLO� ROPD�
JLEL� IDDOL\HWOHUOH� VDWÕú� HOHPDQÕQÕQ�
GDYUDQÕúÕQÕQ� EHOLUOHQPHVLQLQ�� VDWÕú�
J�F�� HWNLOLOL÷L� DoÕVÕQGDQ� GDKD� L\L� ELU�
J|VWHUJH�RODELOHFH÷LQL�VDYXQPXúODUGÕU��
6DWÕú� HOHPDQÕ� SHUIRUPDQVÕQÕ�� VDWÕú�
HOHPDQÕ� GDYUDQÕúÕQÕQ�
GH÷HUOHQGLULOPHVL� RODUDN� WDQÕPOD\DQ��
(Churchill  vd. 1985-Piercy vd. 
����¶GHQ� DOÕQWÕ�� \DNODúÕPODUÕQ� DNVLQH��
oDOÕúPDODUÕQGD� KHP�GDYUDQÕúÕ� KHP� GH�
oÕNWÕ� WHPHOOL� SHUIRUPDQVÕ� HOH�
DOPÕúODUGÕU� 

'DYUDQÕú� SHUIRUPDQVÕ�� 7HNQLN� ELOJL� YH� VDWÕú�
VXQXPODUÕ� �%HKUPDQ� YH� 3HUUHDXOW� �������� &UDYHQV�
YG�� ��������� X\DUOD\ÕFÕ� VDWÕú� �6XMDQ�� :HLW]� YH�
.XPDU� ��������� WDNÕP� oDOÕúPDVÕ�� VDWÕú� SODQODPD��
VDWÕú�GHVWHNOHPH 
dÕNWÕ� SHUIRUPDQVÕ�� �%HKUPDQ� YH� 3HUUHDXOW� ��������
Cravens vd.����������3D]DU�SD\Õ�ROXúWXUPD��\�NVHN�
NDU�PDUMÕ�VD÷OD\DFDN�VDWÕúODU�\DSPD��VDWÕú�JHOLUOHUL��
\HQL� �U�Q� VDWÕúÕ�� DQD� P�úWHULOHUL� EXOPD� YH� VDWÕú��
VDWÕú� KHGHI� YH� DPDoODUÕQD�XODúPD� YH� VDWÕú��$\UÕFD��
oDOÕúPDODUÕQGD� GDYUDQÕú� WHPHOOL� NRQWURO� VLVWHPLQL��
VDWÕú�HOHPDQÕQÕQ�SHUIRUPDQVÕQGD�HWNLOL�RODELOHFH÷LQL�
G�ú�QG�NOHUL� |UJ�WVHO� ED÷OÕOÕN� YH� VDWÕú� DODQÕ�
GL]D\QÕQÕ�HOH�DOÕS��GH÷HUOHQGLUPLúOHUGLU� 
 
 

 
Agarwal 
(1999) 

 
dÕNWÕ� ED]OÕ� YH� V�UHo� ED]OÕ� NRQWURO�
VLVWHPLQLQ� 6(¶QÕQ� WXWXP�
ROXúPDVÕQGDNL�HWNLVL�LQFHOHQPLúWLU�� 
 
 
 
 

dÕNWÕ� ED]OÕ� NRQWURO� VLVWHPL�� 6�UHo� ED]OÕ� NRQWURO�
VLVWHPL�� 5RO� EHOLUVL]OL÷L�� 5RO� oDWÕúPDVÕ�� gUJ�WVHO�
ED÷OÕOÕN 
Not: Performans kriterlerinin belirlenmesinde 
6(¶QÕQ� WXWXPODUÕ� YH� NRQWURO� VLVWHPLQLQ� HWNLVL�
DoÕVÕQGDQ� \DUGÕPFÕ� DUDúWÕUPD� RODUDN� EX� OLVWH\H�
HNOHQPLúWLU� 
 

Barker 
(1999) 

*HOLúWLUGL÷L� PRGHO� LOH� 6(¶QÕQ�
|]HOOLNOHUL�� VDWÕú� GÕúÕ� SHUIRUPDQVÕ��
GDYUDQÕú� SHUIRUPDQVÕ�� oÕNWÕ�
SHUIRUPDQVÕ�� NRQWURO� VLVWHPL�� |UJ�WVHO�
IDNW|UOHU� YH� VDWÕú� ELULPL� HWNLOLOL÷L�
DUDVÕQGDNL� LOLúNL\L� EHOLUOHPH\H�
oDOÕúPÕúWÕU� 
 

1-dÕNWÕ� SHUIRUPDQVÕ� �%HKrman ve Perreault (1982) 
|OoH÷L� 
2-6(¶QÕQ� VDWÕú� GÕúÕ� GDYUDQÕú� SHUIRUPDQVÕ��
8\DUOD\ÕFÕ�VDWÕú�\DNODúÕPODUÕ��WDNÕP�oDOÕúPDVÕ��VDWÕú�
SODQODPD��VDWÕú�GHVWHNOHPH��-6(¶QÕQ�VDWÕú�GDYUDQÕúÕ�
SHUIRUPDQVÕ� �7HNQLN� ELOJL�� VDWÕú� NDSDVLWHVL��
(Behrman ve Perreault (1982) öOoH÷L� 
 

Grant ve 
Cravens 
(1999) 

6DWÕú� RUJDQL]DV\RQX� HWNLOLOL÷LQH� VDWÕú�
\|QHWLFLOHUL� YH� 6(¶ODUÕQÕQ� oÕNWÕODUÕQÕQ�
HWNLVL�LQFHOHQPLúWLU� 
 

6DWÕú� RUJDQL]DV\RQX� HWNLOLOL÷L� �6DWÕú� KDFPL�� SD]DU�
SD\Õ�� NDUOÕOÕN�� P�úWHUL� WDWPLQL�� \|QHWLFLQLQ� VDWÕú�
organizasyonundan tDWPLQL���VDWÕú�\|QHWLFLVL�NRQWURO�
VLVWHPL��*|]OHP��\|QHWLP��GH÷HUOHQGLUPH���FUHW�YH�
VDWÕú� DODQÕ� GL]D\QÕ��� VDWÕú� J�F�� P�úWHUL� LOLúNLOHUL�
VWUDWHMLVL� �PRWLYDV\RQ�� SODQODPD�� VDWÕú� GHVWHNOHPH��
YE���� |UJ�WVHO� ED÷OÕOÕN�� SHUIRUPDQV� �dÕNWÕ�
SHUIRUPDQVÕ� �)LUPDQÕQ�SD]DU�SD\ÕQÕ� DUWÕUPDN�� VDWÕú�
DPDo� YH� KHGHIOHULQL� DúPDN��� GDYUDQÕú� SHUIRUPDQVÕ�
�7HNQLN�ELOJL��X\DUOD\ÕFÕ�VDWÕú��HNLS�oDOÕúPDVÕ��VDWÕú�
VXQXPX��VDWÕú�SODQODPD��VDWÕú�GHVWH÷L�� 
 

Kraff t 
(1999)  

6DWÕú� J�F�� NRQWURO� VLVWHPLQGH� oHYUH��
ILUPD� YH� 6(¶ODUÕQÕQ� |]HOOLNOHULQin 
etkisi acente teorisi, Quchi’nin teorik 
\DNODúÕPÕ� YH� LúOHP� PDOL\HWL�
NDSVDPÕQGD�HOH�DOÕQPÕúWÕU� 
 
 
 
 

dHYUHVHO� GH÷LúNHQOHU�� oHYUHVHO� EHOLUVL]OLN�� VDWÕú�
GDOJDODQPDVÕ��VDWÕú�HOHPDQÕQD�G�úHQ�P�úWHUL�VD\ÕVÕ��
)LUPD� GH÷LúNHQOHUL�� VDWÕú� J�F�� E�\�NO�÷��� VDWÕú�
yöneWLPLQLQ� ULVN� DUDúWÕUPDVÕ, oÕNWÕODUÕQ�
|Oo�OHELOLUOL÷L�� GDYUDQÕúÕQ� |Oo�OHELOLUOL÷L�� G|Q�ú�P�
V�UHFLQH� \|QHOLN� ELOJL�� 6DWÕú� HOHPDQÕ� GH÷LúNHQOHUL��
ULVNL� VHYPHPH�� VDWÕú� oDEDODUÕQÕQ� HWNLOLOL÷L��
PLQLPXP� \DUDUOÕ� ROPD� LKWL\DFÕ�� %LUELULQL� HWNLOHPH�
etkisi, Performans:�dÕNWÕ�YH�GDYUDQÕú 
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7DEOR��¶QÕQ�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ 

 
dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 

Challagalla, 
Shervani ve 
Huber 
(2000) 

dÕNWÕ��IDDOL\HW�YH�NDSDVLWH�NRQWURO�
\DNODúÕPODUÕQÕQ� 6(� WDWPLQL�
�]HULQH� HWNLOHULQL� YH� 6(¶QÕQ�
X]DNWD� ROPDVÕ� \D� GD� \DNÕQGD�
ROPDVÕQD�ED÷OÕ�RODUDN�SHUIRUPDQV�
GH÷LúLPLQL�LQFHOHPHNWHGLU� 
 
 

1-dÕNWÕ�� IDDOL\HW� YH� NDSDVLWH� NRQWURO�QH� \|QHOLN�
yönetim 2-� 5RO� EHOLUJLQOL÷L� �-øúLQ� NDUPDúÕNOÕ÷Õ� �- 
Yöneticiden tatmin 5-3HUIRUPDQV�� 7HPHO�P�úWHULOHUL�
bulmak ve onlara satmak, yükVHN� VDWÕú� KDFPL�
ROXúWXUPDN�� \�NVHN� NDU�PDUMOÕ� �U�QOHUL� VDWPDN�� VDWÕú�
KHGHIOHULQL�DúPDN��\HQL��U�QOHU�LoLQ�VDWÕú�ROXúWXUPDN��
\|QHWLFLQLQ�KHGHIOHULQH�XODúPDVÕQGD�\DUGÕPFÕ�ROPDN��
6-'HQH\LP�YH�6(¶QÕQ�\HUL 

Piercy, 
Cravens ve 
Lane 
(2001) 

6DWÕú� \|QHWLPLQLQ� GDYUDQÕú� ED]OÕ�
NRQWURO� \DNODúÕPÕQD� LOLúNLQ�
6(¶QLQ� WXWXP�YH� Lú� VWUHVL�� D\UÕFD��
6(¶QLQ� Lú� oÕNWÕODUÕ� FLQVL\HW�
IDUNOÕOÕNODUÕQD� J|UH� LQFHOHQPLú� YH�
EXQODUÕQ� VDWÕú� ELULPLQLQ� HWNLOLOL÷L�
LOH�LOLúNLVL�HOH�DOÕQPÕúWÕU� 
 

6DWÕú�\|QHWLFLVLQLQ�GDYUDQÕú�ED]OÕ�NRQWURO�VWUDWHMLVL, SE 
WXWXPODUÕ�� LoVHO� PRWLYDV\RQ�� Lú� WDWPLQL�� LúH� GX\JXVDO�
ED÷ODQPD��LQYROYHPHQW��øú�VWUHVL��5RO�EHOLUVL]OL÷L��URO�
oDWÕúPDVÕ�� Lú� DQNVL\HWHVL�� W�NHQPLúOLN�� øú� oÕNWÕODUÕ��
3HUIRUPDQV� �&UDYHQV� YH� GL÷�� ������� YH�%HKUPDQ� YH�
3HUUHDXOW� ������� |OoHNOHUL� WHPHO� DOÕQPÕúWÕU���� |UJ�WH�
ED÷OÕOÕN�YH�LúL�EÕUDNPD�H÷LOLPL� 
 

Baldauf, 
Cravens ve 
Piercy 
(2001) 

6DWÕú� RUJDQL]DV\RQXQXQ� HWNLOLOL÷L�
LOH� LOLúNLOL� RODUDN� 6(¶QÕQ�
GDYUDQÕúVDO� SHUIRUPDQVÕ�� oÕNWÕ�
SHUIRUPDQVÕ�� ILUPDQÕQ� VWUDWHMLN�
RU\DQWDV\RQX�� VDWÕú� DODQÕ� GL]D\QÕ�
YH� VDWÕú� \|QHWLFLVLQLQ� GDYUDQÕúVDO�
NRQWURO� VWUDWHMLVL� DUDVÕQGDNL�
LOLúNL\L�LQFHOHPLúOHUGLU� 
 

1-� 6DWÕú� DODQÕ� GL]D\QÕ�� 'DYUDQÕúVDO� ED]OÕ� VDWÕú�
yönetimi kontrol stratejisi Anderson ve Oliver (1987) 
WHPHO� DOPÕúODUGÕU�� �-� 'DYUDQÕúVDO� SHUIRUPDQV��
&UDYHQV�YH�GL÷���������|Oo�W��NXOODQÕOPÕúWÕU���-�dÕNWÕ�
SHUIRUPDQVÕ�%HKUPDQ�YH�3HUUHDXOW��������oDOÕúPDODUÕ�
WHPHO� DOÕQDUDN�� \ÕOOÕN� VDWÕú� KHGHIOHULQH� XODúPDN��
6(¶QÕQ� \ÕOOÕN� RUWDODPD� VDWÕú� PLNWDUÕ�� VDWÕú� ELULPLQLQ�
WRSODP� SHUIRUPDQVÕ� |Oo�OP�úW�U�� �-� 6DWÕú� ELULPLQLQ�
HWNLOLOL÷L��6DWÕúODU�YH�SD]DU�SD\Õ��-�0�úWHUL�WDWPLQL��- 
.DUOÕOÕN 

 
Tablo 7.�6(�3HUIRUPDQVÕQÕ�(WNLOH\HQ�(WPHQOHU�LOH�øOJLOL�.ULWHUOHU 

 
Yazar lar  dDOÕúPDQÕQ�$PDFÕ� dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 
Busch ve 
Bush (1978) 

dDOÕúPDODUÕQGD� HQG�VWUL\HO� VDWÕú�
J�F�Q�Q� Lú� WDWPLQL�� LúLQ� DOJÕODQDQ�
|QHPL��URO�EHOLUOLOL÷L��SHUIRUPDQV�YH�
|UJ�WWHQ� D\UÕOPD� LVWH÷LQGHQ� ROXúDQ�
faktörlerde  cinsiyete göre 
IDUNOÕODúPD\Õ�DUDúWÕUPÕúODUGÕU� 

3HUIRUPDQV�� QLWHOLN� YH� QLFHOLN� DoÕVÕQGDQ� VDWÕú�
HOHPDQÕQÕQ� GL÷HU� VDWÕú� HOHPDQODUÕQD� J|UH�
NHQGLVLQL�GH÷HUOHQGLUPHVL�LOH�EHOLUOHQPLúWLU� 

 
Bagozzi 
(1980) 

 
6(� WDWPLQL� YH� SHUIRUPDQVÕ�
DUDVÕQGDNL�LOLúNL\L�LQFHOHPLúWLU� 
 

1-3HUIRUPDQV� �<ÕO� LoLQGH� KHU� 6(¶QÕQ� EDúDUGÕ÷Õ�
VDWÕú� KDFPL�� �-øú� WDWPLQL� �-Göreve özgü 4-
g]VD\JÕ��-%DúDUÕ�J�G�V���-.RQXúPD�]HNDVÕ 
 

Futrell ve 
Parasuraman 
(1984) 

3HUIRUPDQV�� Lú� WDWPLQL� YH� SHUVRQHO�
G|Q�ú�P� �LúFL� GHYUL�� G�]H\OHUL�
DUDVÕQGDNL�LOLúNL\L�LQFHOHPLúOHUGLU� 
 

1-øú� WDWPLQL��-øúWHQ�D\UÕOPD� LVWH÷L��-Performans: 
dRN�oDOÕúPD�LVWH÷L (working hard), genel tutumu, 
VDWÕú� \HWHQH÷L�� SODQODPD� \HWHQH÷L�� UDSRUODma 
IDDOL\HWOHUL�� WRSODP� Lú� SHUIRUPDQVÕ�� VDWÕú� DODQÕ��
JHoPLú� \ÕOODUGDNL� � WRSODP� Lú� SHUIRUPDQVÕQGDNL�
JHOLúPHOHU��LQVDQ�LOLúNLVL�\HWHQH÷L���U�Q�ELOJLVL 

  Dubinsky, 
Howell , 
Ingram ve 
Belenger 
(1986) 

Organizasyonel sosyalizasyon 
PRGHOLQL� WHPHO� DODUDN�� VDWÕú� J�cü 
VRV\DOL]DV\RQXQX� HOH� DOPÕúODU� YH�
\HQL� ELU� PRGHO� JHOLúWLUPLúOHUGLU��
gQHUGLNOHUL� PRGHOGH�� 6(¶\L� LúH�
DOPD� YH� H÷LWPH� DPDoODUÕ�� NLúLVHO�
oÕNWÕODU� YH� Lú� oÕNWÕODUÕ� DUDVÕQGDNL�
LOLúNL\L�WDUWÕúPÕúODUGÕU� 

1-� øúH� DOPD� �-(÷LWLP� DPDoODUÕ�� 5RO� WDQÕPÕ�� LúH�
EDúODPD�-.LúLVHO� oÕNWÕODU�� *|UHY� \|QHOLPOL� |]�
VD\JÕ� YH� LúWH� NDUúÕODúÕODQ� SUREOHPOHUH� o|]�P�
bulma 4-øú� oÕNWÕODUÕ�� øú� WDWPLQL�� ED÷OÕOÕN��
performans 
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7DEOR��¶QLQ�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ 

 
dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 

 
Cron, 
Dubinsky 
ve 
Michaels 
(1988) 

 
SE’nin motivasyonu ile 
NDUL\HU� EDVDPD÷Õ� DUDVÕQGDNL�
LOLúNL\L�LQFHOHPLúOHUGLU� 
 

1-.DUL\HU� EDVDPD÷Õ� �-'H÷HU� �WHUIL�� �FUHW� DUWÕúÕ�� GH÷HUL�
KLVVHWPH�� IRUPDO� WDQÕQÕUOÕN�� NLúLVHO� EDúDUÕ�� VD\JÕQOÕN� �-
%HNOHQWL�� 3HUIRUPDQV� �7RSODP� VDWÕúODUGD� NRWD\Õ� DúPDN� YH�
ö]HO� �U�QH� \|QHOLN� VDWÕú� KHGHIOHULQL� DúPDN� YH� KHGHIOHQHQ�
\HQL� P�úWHUL� VD\ÕVÕQÕ� DúPDN��� VDWÕú� IDDOL\HWOHUL� �P�úWHUL�
LOLúNLOHUL��P�úWHUL\H�KL]PHW�YHUPHN�YH�P�úWHUL�SUREOHPOHULQL�
o|]PHN��VDWÕú�J|U�úPHOHUL�SODQODPDN�YH�\DSPDN��SRWDQVL\HO�
P�úWHULOHUH� VXQXPODU� \Dpmak) 4-$UDoVDOOÕN�� øú� J�YHQOL÷L��
�FUHW� DUWÕúÕ�� WHUIL�� IRUPDO� WDQÕQÕUOÕN�� NLúLVHO� VD\JÕQOÕN�� DVWODU�
WDUDIÕQGDQ�VD\JÕ�J|UPHN 

Bartkus, 
Peterson,
Bellenger 
(1989) 

6(¶QÕQ� $� WLSL� GDYUDQÕúÕ��
performans ve deneyimi 
DUDVÕQGDNL� LOLúNL\L� LQFHOHPLú-
HUGLU�� $UDFÕ� GH÷Lúken olarak 
URO� EHOLUJLQOL÷L� YH� oDED\Õ� HOH�
DOPÕúODUGÕU� 

 
1-$�WLSL�GDYUDQÕú��-'HQH\LP��\ÕO���-dDED��KDIWDOÕN�RUWDODPD�
oDOÕúÕODQ� VDDW���-5RO�EHOLUJLQOL÷L��-3HUIRUPDQV��6RQ��� D\OÕN�
VDWÕúODU�YH�ND\ÕWODU 

 
Brown ve 
Peterson 
(1994) 

 
*HOLúWLUGLNOHUL� PRGHOGH�
oDEDQÕQ� � URO� DOJÕODUÕ��
motivasyon ile performans ve 
WDWPLQ� DUDVÕQGD� ELU� DUDFÕ�
etmen olarak etkisini 
LQFHOHPLúOHUGLU�� 
 
 
 

1-dDED�� VDWÕú� J|UHYOHUL�� oDOÕúÕODQ� VDDW� YH� \DSÕODQ� NRQXúPD�
VD\ÕVÕ��-Motivasyon: -5HNDEHW�HGHELOLUOLN�� LúH�\|QHOLN�ROPD�
3-Tatmin 4-5RO� DOJÕODUÕ�5RO� oDWÕúPDVÕ� YH� EHOLUVL]OL÷L� �-
3HUIRUPDQV�� 6DWÕú� V�UHFLQLQ� EHOLUOL� DúDPDODUÕQGDNL� WRSODP�
SHUIRUPDQV� YH� HWNLOLOL÷H� \|QHOLN� RODUDN� \|QHWLFL�
GH÷HUOHQGLUPHOHULQH� J|UH� |Oo�OP�úW�U�� .ULWHUOHU�� D-ürün 
VXQXPX�� JL\LP�� \DSÕODQ� VDWÕúODUGD� QDNLW� SDUD� ND]DQPD�
etkiliOL÷L� E-VDWÕú� HOHPDQÕQÕQ� WRSODP� SHUIRUPDQVÕQÕQ� ILUPD�
içindeki düzeyi c-6DWÕú�HOHPDQÕQÕQ�GL÷HU�VDWÕú�HOHPDQODUÕ\OD�
NÕ\DVODQGÕ÷ÕQGDNL�SHUIRUPDQV�RUDQÕ 

Singh, 
Goolsby, 
Rhoads 
(1994) 

6DWÕú� HOHPDQÕQÕQ�
W�NHQPLúOL÷LQLQ� UROH� VWUHVOHUL��
LOH� GDYUDQÕúVDO� YH� SVLNRORMLk 
Lú� oÕNWÕODUÕ� DUDVÕQGD� DUDFÕ�
ROGX÷XQX�EHOLUWPLúOHUGLU� 

 
1-5RO� VWUHVOHUL�� URO� oDWÕúPDVÕ�� EHOLUVL]OL÷L� YH� ID]ODOÕ÷Õ� �-
3VLNRORMLN� Lú� oÕNWÕODUÕ�� Lú� WDWPLQL�� |UJ�WH� ED÷OÕOÕN�� LúWHQ�
D\UÕOPD�QL\HWL��-'DYUDQÕúVDO�oÕNWÕODU 
 

Sujan, 
Weitz, 
Kumar 
(1994) 

dDOÕúPDODUÕQGD� |÷UHQPH\H�
ya da performansa yönelik 
DPDo� EHOLUOH\HQ� VDWÕú�
HOHPDQODUÕ� LOH� SHUIRUPDQVODUÕ�
DUDVÕQGD� DUDFÕ� HWPHQ� RODUDN�
GDYUDQÕúÕ� HOH� DOPÕúODUGÕU��
%XUDGD� HOH� DOÕQDQ� GDYUDQÕú�
VDWÕú� HOHPDQODUÕQÕQ� LúOHULQGH�
KDUFDGÕNODUÕ� oDEDQÕQ� ]DPDQ�
cinsinden belirlenmesidir; 
oRN� oDOÕúPDN� YH� GXUXPVDO�
oDOÕúPDN� 
 

1-'XUXPVDO� oDOÕúPDN� �ZRUNLQJ� VPDUW��� 6DWÕú� LoLQ� SODQ�
\DSPDN�� VDWÕú� GXUXPXQGD� IRQNVL\RQHO� HVQHNOLN�� X\DUOD\ÕFÕ�
VDWÕú� SUDWL÷L� �-dRN� oDOÕúPDN� �ZRUNLQJ� KDUG��� 6DWÕú�
KHGHIOHULQH� XODúDQD� NDGDU� VDDWOHUFH� oDOÕúPDN�� KDIWDGD�
oDOÕúÕODQ� VDDW�� VDWÕúÕQ� ]RU� \DSÕOGÕ÷Õ� P�úWHULOHUOH�
NDUúÕODúÕOGÕ÷ÕQGD� NROD\FD� YD]JHoPHPHN�� YE��-g÷UHQPH\H�
\|QHOLN� ROPDVÕ� �-3HUIRUPDQVD� \|QHOLN� ROPDVÕ� �-Pozitif ve 
negatif geri bildirimler 6-3HUIRUPDQV�� )LUPDQÕQ� SD]DU�
SD\ÕQGD� 6(¶QLQ� NDWNÕVÕ�� NDU� PDUMÕ� \�NVHN� �U�Q� VDWÕúÕ�� SDUD�
ND]DQGÕUPD� G�]H\L�� \HQL� �U�Q� VDWÕúÕ�� VDWÕú� DODQÕQGDNL�
P�úWHULOHUL�EHOLUOHPH�YH�RQODUD�VDWPD��VDWÕú�KHGHIOHULQL�DúPD��
VDWÕú�\|QHWLFLVLQLQ�DPDoODUÕQD�XODúPDVÕQGD�VD÷ODQDQ�NDWNÕ 

Mengüç 
(1996) 

%URZQ�YH�3HWHUVRQ�������¶ÕQ�
kavramsal modeli temel 
DOÕQPÕú�YH�\DSÕODQ�oDOÕúPD�LOH�
EX�PRGHOL�GH�WHVW�HGLOPLúWLU� 
 

1-dDED�� VDWÕú� J|UHYOHUL�� oDOÕúÕODQ� VDDW� YH� \DSÕODQ� NRQXúPD�
VD\ÕVÕ� �-0RWLYDV\RQ�� 5HNDEHW� HGHELOLUOLN�� LúH� \|QHOLN� ROPD�
3-Tatmin 4-5RO� DOJÕODUÕ�5RO� oDWÕúPDVÕ� YH� EHOLUVL]OL÷L� �-
3HUIRUPDQV�� 6DWÕú� V�UHFLQLQ� EHOLUOL� DúDPDODUÕQGDNL� WRSODP�
SHUIRUPDQV� YH� HWNLOLOL÷H� \|QHOLN� RODUDN� \|QHWLFL�
GH÷HUOHQGLUPHOHULQH� J|UH� |Oo�OP�úW�U�� .ULWHUOHU�� D-ürün 
VXQXPX�� JL\LP�� \DSÕODQ� VDWÕúODUGD� QDNLW� SDUD� ND]DQPD�
HWNLOLOL÷L� E-VDWÕú� HOHPDQÕQÕQ� WRSODP� SHUIRUPDQVÕQÕQ� ILUPD�
içindeki düzeyi c-6DWÕú�HOHPDQÕQÕQ�GL÷HU�VDWÕú�HOHPDQODUÕ\OD�
NÕ\DVODQGÕ÷ÕQGDNL�SHUIRUPDQV�RUDQÕ 
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Sohi (1996) 6(¶QLQ�URO�EHOLUVL]OL÷L��URO�oDWÕúPDVÕ��Lú�
tatmini ve pHUIRUPDQVÕQGDNL� oHYUHVHO�
GLQDPL]P� YH� IDUNOÕOÕ÷ÕQ� HWNLOHUL� HOH�
DOÕQPÕúWÕU� 
 

1-øú� WDWPLQL��-5RO�EHOLUVL]OL÷L��-5RO�oDWÕúPDVÕ��-
Çevresel dinamizm 5-dHYUHVHO� IDUNOÕOÕN� �-
3HUIRUPDQV� �6DWÕúODU�� NDUOÕOÕN�� \HQL� P�úWHUL�
EXOPD��YDURODQ�P�úWHULOHUH�KL]PHW�VXQXPX� 
 

Dubinsky, 
Kotabe, 
Lim ve 
Wagner 
(1997) 

6DWÕú� J�F�� SHUIRUPDQVÕ�� |UJ�WVHO�
ED÷OÕOÕN� YH� |G�O� GH÷HULQGHNL�
�PRWLYDV\RQ� GDKLO�� N�OW�UOHU� DUDVÕ�
GH÷HULQ�HWNLVL�LQFHOHQPLúWLU� 
 

1-'H÷HU� �-gUJ�WVHO� ED÷OÕOÕN� �-gG�O� GH÷HUL� �-
3HUIRUPDQV��VDWÕú�NDUOÕOÕ÷Õ��VDWÕú�JHOLúWLUPH�oDEDVÕ�
YE��JLEL�oÕNWÕ�SHUIRUPDQVÕ� 
 

 
Verbeke 
(1997) 

%LUH\OHULQ� EDúNDODUÕQÕQ� GX\JXODUÕQD�
GX\DUOÕ�ROPDVÕ�\D�GD�NHQGL�GX\JXODUÕQÕ�
EDúNDODUÕQD� JHoLUPHVL� GL÷HU�
LQVDQODUGDQ� IDUNOÕODúPDODUÕQD� QHGHQ�
ROPDNWDGÕU�� 'X\JXVDO� EXODúÕFÕOÕ÷ÕQ�
X]XQ� G|QHPGH� 6(� oÕNWÕODUÕQD� Htkisi 
LQFHOHQPLúWLU� 
 

1-Performans:-6DWÕú�KDFPL�YH�NDUúÕOÕNOÕ�HWNLOHúLP�
�%HUKPDQ� YH� 3HUUHDXOW� �������� P�úWHUL\OH� LOLúNL�
JHOLúWLUPHN� �-6WUHV� \DSÕFÕODU�� 5RO� oDWÕúPDVÕ�� URO�
EHOLUVL]OL÷L� YH� URO� ID]ODVÕ� �-7�NHQPLúOLN� �-
'X\JXVDO�EXODúÕFÕOÕN 
 

MacKenzi, 
Podsakoff  
ve Ahearne 
(1998) 

6(¶QÕQ� � URO� YH� HNVWUD� URO� SHUIRUPDQVÕ�
LOH� Lú� WDWPLQL�� |UJ�WVHO� ED÷OÕOÕN�� URO�
DOJÕVÕ� YH� SHUVRQHO� GHYLU� RUDQÕ�
DUDVÕQGDNL�LOLúNL\L�EHOLUOHPH\H�\|QHOLN�
PRGHO�JHOLúWLUPLúOHUGLU� 
 

1-øú� WXWXPODUÕ� �WDWPLQ�� |UJ�WVHO� ED÷OÕOÕN�� �-Rol 
DOJÕVÕ� �Lú�EHOLUVL]OL÷L�YH�oDWÕúPD���-Rol ve ekstra 
URO�GDYUDQÕúÕ��-5RO�YH�HNVWUD�URO�SHUIRUPDQVÕ 
 

DelVecchio 
(1998) 

$OJÕODQDQ�J�YHQ�G�]H\L��DOJÕODQDQ�6(�
SHUIRUPDQVÕ�YH�SUREOHP�o|]PH�VWLOL�LOH�
ilgili olarak SE ve yöneticilerin 
DOJÕODUÕQÕ�NDUúÕODúWÕUPÕúWÕU� 
 

1-$OJÕ� IDUNOÕOÕ÷ÕQD� QHGHQ� RODELOHFHN� HWPHQOHU��
.RQWURO� DODQÕ�� GHQH\LP�� V�UH� �-Faaliyetler: 
SODQODPD�� P�úWHUL\H� \DNODúÕP� WHNQL÷L�� LNQD�
WDNWLNOHUL�� VXQXP� úHNOL�� LWLUD]ODUÕ� NDUúÕODPD� YH�
VDWÕú�NDSDWPD�WHNQLNOHUL 
 

Cross, 
Hartley, 
Ruderus ve 
Vassey 
(2001)  

Mal ve hizmet pD]DUODPDVÕ��SD]DUODPD�
VWUDWHMLOHULQLQ�X\JXODQPDVÕ�YH�IRUP�OH�
HGLOPHVLQGH� VDWÕú� J�F�Q�Q� URO��
DUDúWÕUÕOPÕúWÕU� 
 

6DWÕú� J�F�� IDDOL\HWOHUL�� P�úWHUL� LKWL\DoODUÕ�
KDNNÕQGD� ELOJL� WRSODPDN�� VDWÕú� HOHPDQODUÕQÕ�
H÷LWPHN�YH�\HQLOHULQL�LúH�DOPDN 
 

 
Lassk, 
Marshall , 
Cravens, 
Moncrief 
(2001) 

*HOLúWLUGLNOHUL� GX\JXVDO� ED÷OÕOÕN� �MRS�
LQYROYHPHQW�� |OoH÷L� LOH� Lú� WDWPLQL��
SHUIRUPDQVÕ�� ED÷OÕOÕN�� GX\JXVDO�
ELWNLQOLN� YH� LúWHQ� D\UÕOPD� QL\HWOHUL�
DUDVÕQGDNL�LOLúNL\L�LQFHOHPLúOHUGLU� 
 

Performans için Behrman ve Perrault (1982’un 
JHOLúWLUGL÷L� �� ER\XWOX� |OoHN� NULWHUOHULQL� WHPHO�
DOPÕúODUGÕU� 

 
Holmes ve 
Srivastava 
(2002) 

6(¶QÕQ� Lú� DOJÕODUÕ� �LúH� ED÷OÕOÕ÷Õ�� LúLQ�
]RUOX÷X��� Lú� GDYUDQÕúODUÕ� YH�
SHUIRUPDQV� DUDVÕQGDNL� LOLúNL�� NXUXODQ�
PRGHO�NDSVDPÕQGD�DUDúWÕUÕOPÕúWÕU� 

1-øú�GDYUDQÕúODUÕ���:RUNLQJ�KDUG�ve smart Sujan, 
:HLW]� YH� .XPDU� ������� µÕQ� JHOLúWLUGLNOHUL� |OoHN�
NXOODQÕOPÕúWÕU�� �-øú� DOJÕODUÕ�øú� ED÷ÕPOÕOÕ÷Õ�� LúLQ�
]RUOX÷X� �-øú� SHUIRUPDQVÕ��%HKUPDQ� YH�3HUUHDXOW�
������¶XQ�SHUIRUPDQV�NULWHUOHUL�NXOODQÕOPÕúWÕU� 
 

Krishnan, 
Netemeyer 
ve Boles 
(2002) 

6(¶QÕQ� SHUIRUPDQVÕQÕQ� EHOLUOH\LFLOHUL�
RODUDN�HOH�DOÕQDQ�oDED��NLúLVHO�HWNHQOLN�
YH� UHNDEHW� LOH� SHUIRUPDQV� DUDVÕQGDNL�
LOLúNL\L� EHOLUOHPH\H� YH� WHVW� HWPH\H�
\|QHOLN�ELU�PRGHO�JHOLúWLUPLúOHUGLU� 
 
 

1-.LúLVHO� HWNHQOLN� �6(¶QÕQ� VDWÕúWDNL� \HWHQHN� YH�
becerileri) 2-Rekabet (Di÷HU� 6(¶ODUÕ\OD� UHNDEHW�
HWPH� LVWH÷L� YH� HWPHVL�� �-Çaba (toplam çaba, 
J|U�úW�÷�� P�úWHUL� VD\ÕVÕ� YH� oDOÕúPD� VDWOHUL�� �-
3HUIRUPDQV� �hU�Q�� ILUPD�� UDNLS� �U�Q� YH�P�úWHUL�
LKWL\DoODUÕQD� GDLU� SHUIRUPDQV� NDOLWHVL�� P�úWHUL�
LOLúNLOHULQH�\|QHOLN�SHUIRUPDQV�NDOLWHVL��EDúDUGÕ÷Õ�
Lú�PLNWDUÕ��VDWÕúODU��YE�� 
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Pelham 
(2002) 
 

'DQÕúPD�RGDNOÕ��VDWÕú�J�F��H÷LWLPL�YH�
GH÷HUOHQGLULOPHVL�� � VDWÕú� J�F��
SURJUDPODUÕ� LOH� HQG�VWUL\HO� |UJ�WOHULQ�
uzun d|QHPOL� E�\�PHVL� DUDVÕQGDNL�
LOLúNL\L� HOH� DOPÕúODUGÕU��%X�NDSVDPGD��
�U�Q� GH÷HUL\OH� P�úWHUL� WDWPLQLQL�
DUWÕUPDN�� P�úWHUL� SUREOHPOHULQLQ�
WHúKLVL� YH� o|]�P�QGH� HWNLQ� ROPD\Õ�
WHúYLN�LoLQ�WHúYLN�SURJUDPÕ�ROXúWXUPDN�
LOH� VDWÕú� E�\�NO�÷�� DUDVÕQGDNL� LOLúNL�
LQFHOHQPLúWLU. 
 

 
1-(÷LWLP� �LúH� DOÕúWÕUPD�� LúWH� JHOLúWLUPH�� �-
'H÷HUOHQGLUPH� �0�úWHUL� SUREOHPOHULQLQ� WHúKLVL��
EX� WHúKLV� LoLQ� WHNQLN� SHUVRQHOOH� oDOÕúPD��
P�úWHULQLQ�LúOHPOHULQL�DQODPD��6(¶QÕQ�P�úWHULQLQ�
SUREOHPOHULQLQ� o|]�P�QH� \|QHOLN� YHUGL÷L�
ELOJLOHU�� P�úWHUL� JLGHUOHULQL� azaltma) 3-
Komisyonlar 4-Endüstri özellikleri 
 

Pull ins ve 
Fine (2002) 

$NÕO� KRFDOÕ÷Õ� �PHQWRULQJ�� GHQH\LPOL�
VDWÕú� SHUVRQHOLQLQ� GHQH\LPL� D]� RODQ�
VDWÕú� SHUVRQHOLQLQ� JHOLúLP� YH� \RO�
J|VWHUPH� VRUXPOXOX÷XQX� DOPDVÕ�
RODUDN� WDQÕPODQPÕúWÕU�� $NÕO� KRFDOÕ÷Õ�
GDYUDQÕúODUÕ� LOH� Lú� WDWPLQL� YH�
SHUIRUPDQV� DUDVÕQGDNL� LOLúNL\L�
LQFHOHPLúOHUGLU� 
 

1-7DWPLQ� �øúWHQ�� P�úWHUL�� ILUPD� YH� ELUOLNWH�
oDOÕúWÕ÷ÕQ� NLúLGHQ� WDWPLQ�� �-6DWÕú� EHFHULVL�
JHOLúWLUPH��-g÷UHWPH��-g÷�W�YHUPH��-Deneyimli 
6(¶QÕQ�SHUIRUPDQVÕQÕ�PRGHO�DOPD��-Performans: 
P�úWHUL� LOLúNLOHUL�� VDWÕú� VXQXPODUÕ�� LúOHWPH� LoL�
LOHWLúLP��SODQODPD�]DPDQ�\|QHWLPL 
 

<ÕOPD]�
(2002) 

6(�SHUIRUPDQVÕ�Lú� WDWPLQL� YH� |UJ�WVHO�
ED÷OÕOÕJD� \|QHOLN� PRGHO� JHOLúWLULOPLú�
YH�DUDODUÕQGDNL�LOLúNL�LQFHOHQPLúWLU� 
 

1-3HUIRUPDQV�6(¶QÕQ�DúD÷ÕGDNL���NULWHUOH�NHQGLQL�
dH÷HUOHQGLUPHVL� VRQXFXQGD� EHOLUOHQPLúWLU�� 6DWÕú�
X]PDQOÕ÷Õ�� ND]DQÕODQ� SDUD�� oRN� EDúDUÕOÕ� VDWÕú�
HOHPDQÕQÕQ�NDUL\HULQL��GL÷HU�6(¶ODUÕQÕQ�J|]|Q�QH�
DOPDVÕ� �-øú� WDWPLQL� �LoVHO� YH� GÕúVDO� �-Örgütsel 
ED÷OÕOÕN��'X\JXVDO�YH�GHYDPOÕ�ED÷OÕOÕN� 

   

 


