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

KDUHNHWOH��P�úWHUL�EDNÕú�DoÕVÕQGDQ�HQG�VWUL\HO�VDWÕú�HOHPDQÕ�SHUIRUPDQVÕQÕ�
GH÷HUOHQGLUPH� NULWHUOHULQL� EHOLUOHPHN� YH� ELU� |OoHN� JHOLúWLUPHN� DPDFÕ\OD�
\DSÕOPÕúWÕU�� 0�úWHUL� GH÷HUOHQGLUPH� NULWHUOHUL� WHRULN� RODUDN� 6(¶QÕQ� ELOJL�
G�]H\L�� LOHWLúLP�� J|U�Q�P�� J|U�úPHQLQ� HWNLOLOL÷L� EDúOÕNODUÕ� DOWÕQGD� GRNX]�
NULWHU� RODUDN� VDSWDQPÕúWÕU�� $QFDN�� P�úWHULOHULQ� VDWÕú� HOHPDQODUÕQÕQ�
SHUIRUPDQVODUÕQÕ� GH÷HUOHQGLUPHGH� EHOLUOHQHQ� � WHPHO� EDúOÕNODU� \HULQH��
NULWHUOHUL�ELU�E�W�Q�RODUDN�DOJÕODGÕNODUÕ�YH�JHQHO�RODUDN�GH÷HUOHQGLUGLNOHUL�
WHVELW�HGLOPLúWLU� 

 
Abstract:  

 
Sales People Performance Appraisal by Customer’s Point of View 

and Cr iteria Development 
 
The objective of this study is to determine performance appraisal 

criteria of sales person and to develop a scale for it through the review of 
performance appraisal lit erature. Theoretically, nine customer appraisal 
criteria are determined under the following titles: knowledge level of 
sales person, communication, physical appearance and effectiveness of 
interview. However, it is found that customers perceived as an integrated 
set of criteria and evaluate sales person in general rather than titles 
determined to evaluate sales person’s performance. 

                                                 
 $QNHW� IRUPXQXQ� ROXúWXUXOPDVÕ� YH� X\JXODQPDVÕQGDNL� NDWNÕODUÕQGDQ� GROD\Õ� uygulama 
\DSÕODQ�ILUPDQÕQ�7LFDUHW�0�G�U��6D\ÕQ�'HYULP�(úUHIR÷XOODUÕ¶QD�WHúHNN�U�HGHULP� 
Anahtar sözcükler:� 6DWÕú� HOHPDQÕ� SHUIRUPDQVÕ�� P�úWHUL� GH÷HUOHQGLUPHVL�� SHUIRUPDQV�
kriterleri 
Keywords: Salesperson performance, customer evaluations, performance appraisal 
criteria. 
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0�úWHULOHUOH�NXUXODQ�G�]HQOL�YH�X]XQ�G|QHPOL�LOLúNLOHU��UHNDEHW�RUWDPÕQGD�

UHNDEHW� J�F�Q�� YH� SD]DU� SD\ÕQÕ� DUWÕUPDGD� LúOHWPHOHUH� X]XQ� G|QHPOL� J�o�
VD÷ODPDNWDGÕU�� %XQXQOD� ELUOLNWH�� P�úWHULOHUOH� X]XQ� G|QHPOL� LOLúNLOHU�
JHOLúWLUHELOHQ�LúOHWPHOHU��P�úWHULOHULQLQ�DNÕOODUÕQGD�NDOPDN�LOH�EDúOD\ÕS��P�úWHUL�
WDWPLQL� YH� VDGDNDWLQH� NDGDU� X]DQDQ� JHQLú� \HOSD]HGH� VDGDNDW� \|Q�QGH�
\R÷XQODúPD\Õ� VD÷OD\DELOHFHNOHUGLU�� øúOHWPHOHULQ� P�úWHULOHUOH� EX� LOLúNLOHUL�
ROXúWXUXS��JHOLúWLUPHVLQGH�VDWÕú�SHUVRQHOLQLQ�GH�|QHPOL�URO��ROGX÷X bilinmelidir. 

 
øúOHWPHOHULQ�P�úWHULOHUOH�ED÷ODQWÕVÕQÕ�VD÷OD\DQ�VDWÕú�HOHPDQODUÕ��LúOHWPHQLQ�

P�úWHULOHUOH� GHYDPOÕ� LOLúNL� LoHULVLQGH� ROPDODUÕQÕ� VD÷OD\DUDN�� VDGÕN� P�úWHULOHU�
\DUDWÕOPDVÕQD� RODQDN� ROXúWXUDELOHFHNOHU�� NH]D�� ILUPDQÕQ� \HQL� �U�QOHUL� YH� SD]DU�
KDNNÕQGD� ELOJLOHU� YHUHUHN� RQODUÕQ� ELOJLOHQPHOHULQL� YH� GL÷HU� ILUPDODUD�
\|QHOPHOHULQL�HQJHOOH\HELOHFHNOHUGLU��%|\OHFH��ILUPD�GHYDPOÕ�NHQGLVLQGHQ�VDWÕQ�
DODQ� \D� GD� DOPD\D� KD]ÕU�P�úWHUL� JXUXEXQD� VDKLS� RODUDN�� SHUIRUPDQVÕQÕ� �JHOLU��
NDU�� HWNLOLOLN�� SD]DU� SD\Õ�� ILUPDQÕQ� LoVHO� SHUIRUPDQVÕ� YE��� DUWÕUDELOHFHNWLU�� gWH�
\DQGDQ� LúOHWPHOHULQ�� GHYDPOÕ� \D� GD� VDGÕN� P�úWHULOHUGHQ� JHOHQ� |QHULOHUH� J|UH��
\HQL��U�Q��UHWHELOPHVL�� �U�Q�JHOLúWLUHELOPHVL� YH�G�]HOWHELOPHVL�GH�P�úWHULOHUOH�
EX� ED÷ODQWÕODUÕ� NXUPDGD� URO� R\QD\DQ� VDWÕú� HOHPDQODUÕQÕQ� ROXPOX� GL÷HU� \|QOHUL�
RODUDN�RUWD\D�oÕNPDNWDGÕU� 

 
'L÷HU� WDUDIWDQ�� ED]Õ� DUDúWÕUPDODUD� J|UH�� P�úWHULQLQ� WHNUDU� VDWÕQ� DOPDPD�

VHEHSOHULQLQ� �oWH� LNLVL�� VDWÕúFÕ�SHUVRQHOLQ� LOJLVL]OL÷LQGHQ� ND\QDNODQPDNWDGÕU�
(Karabulut, 1998:� ����� 6DWÕú� HOHPDQÕQÕQ� LOJLVL]OL÷LQL de kapsayan performans 
\HWHUVL]OL÷LQLQ� GH÷LúLN� QHGHQOHUL� DUDVÕQGD�� SD]DUODPD� SURJUDPÕQÕQ� \HWHUVL]OL÷L��
PDOL\HWOHULQ� \�NVHNOL÷L�� VXQXú� NDOLWHVL��PHVDM� \HWHUVL]OL÷L� YE�� JLEL� QHGHQOHU� LON�
SODQGD�RUWD\D� oÕNDQODUGÕU� �.DUDEXOXW, 1998: 53-�����'ROD\ÕVÕ\OD�� \HWHUsizlikleri 
JLGHUHUHN�� HWNLQOLNOHUL� DUWÕUPDN� LoLQ� VDWÕú� HOHPDQODUÕQÕQ� �6(�� SHUIRUPDQVODUÕQÕ�
|OoPHN� YH� GH÷HUOHQGLUPHN� ILUPDODU� LoLQ� |QHPOL� RODELOPHNWHGLU�� %X� |QHP�� 6(�
SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPH� NULWHUOHULQLQ� GH� EHOLUOHQPHVLQL� EHUDEHULQGH�
getirmektedir. SE pHUIRUPDQV�GH÷HUOHQGLUPHVL�LOH�LOJLOL�OLWHUDW�U�LQFHOHQGL÷LQGH��
SHUIRUPDQV� GH÷HUOHQGLUPHGH� REMHNWLI� �oÕNWÕ� ve/veya subjektif ölçütlerin 
NXOODQÕOGÕ÷Õ��DQFDN�EX�|Oo�WOHUGH�NXOODQÕODQ�NULWHUOHULQ�JHQHOOLNOH�IDUNOÕ�úHNLOOHUGH�
HOH� DOÕQGÕ÷Õ� VDSWDQPÕúWÕU� �g]HU�� �003). Bu ölçütlerin Meta Analizi ile 
NDUúÕODúWÕUÕOPDVÕ��5LFK�YG���������YH�oÕNWÕ�|Oo�WOHUL��0DUVKDOO�YH�0RZHQ��������
ile subjektif ölçütlerin (Lambert vd., 1997) karar verme sürecinde ortaya 
oÕNDUWDELOHFH÷L� DNVDNOÕNODUD� �ELDV�� LOLúNLQ� oDOÕúPDODU� PHYFXWWXU� Churchill vd. 
�������6(�SHUIRUPDQV�EHOLUOH\LFLOHULQL��VXEMHNWLI�GH÷HUOHQGLUPH\L��0HWD�DQDOL]L�
LOH�|OoPH\H�oDOÕúPÕúODUGÕU��5LFK�YG�� �������6(�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHGH�
NXOODQÕODQ�REMHNWLI�YH�VXEMHNWLI�|Oo�WOHU�DUDVÕQGDNL�LOLúNL\L�DUDúWÕUPÕúODUGÕU� 
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Öte�\DQGDQ��6(�LOH�LOJLOL�SHUIRUPDQV�|Oo�P�YH�GH÷HUOHQGLUPHOHULQLQ�NLPLQ�
WDUDIÕQGDQ� \DSÕODFD÷Õ� GD� |QHPOLGLU�� øOJLOL� OLWHUDW�U� LQFHOHQGL÷LQGH��
GH÷HUOHQGLUPHQLQ� VDWÕú� \|QHWLPL�� 6(� YH� P�úWHUL� ROPDN� �]HUH� �o� D\UÕ� NHVLP�
WDUDIÕQGDQ� GD� \DSÕODELOHFH÷L� J|U�úOHUL� D÷ÕUOÕN� ND]DQPDNWDGÕU�� $QFDN�� \|QHWLP��
6(� YH� P�úWHULQLQ� 6(� SHUIRUPDQVÕQGDQ� EHNOHQWLOHUL�� GH÷HUOHQGLUPHOHUL� YH�
oÕNWÕODUÕ� IDUNOÕODúDELOPHNWHGLU��'ROD\ÕVÕ\OD��SHUIRUPDQV�GH÷HUOHQGLUPH�NULWHUOHUL�
GH�IDUNOÕ�HOH�DOÕQDELOPHNWHGLU� 

 
øOJLOL� OLWHUDW�UGHNL� SHUIRUPDQV� GH÷HUOHQGLUPH� oDOÕúPDODUÕQGD�

GH÷HUOHQGLUPHQLQ�6(�YH�VDWÕú�\|QHWLPL�WDUDIÕQGDQ�\DSÕOGÕ÷Õ�J|]OHPOHQPHNWHGLU��
0�úWHUL� DoÕVÕQGDQ� 6(� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPHN� YH� |OoPHN� LVH�� GDKD� D]�
J|]OHPOHQPLú� YH� EX� \DNODúÕP� �]HULQGH� \HWHULQFH� oDOÕúÕOPDPÕúWÕU�� 'ROD\ÕVÕ\OD��
bu oDOÕúPDGD� LOJLOL� OLWHUDW�UGHNL� 6(� SHUIRUPDQV� GH÷HUOHQGLUPHVLQGH� NXOODQÕODQ�
DQFDN���]HULQGH�\HWHULQFH�oDOÕúÕOPDPÕú�³P�úWHUL�EDNÕú�DoÕVÕQGDQ�GH÷HUOHQGLUPH�
NULWHUOHULQL´� VDSWDPDN�� WDUWÕúPDN� YH� JHOLúWLUPHN� DPDoODQPÕúWÕU�� %X� VHEHSOH��
\|QHWLP�YH�6(¶QÕQ�EDNÕú�DoÕVÕQGDQ�SHUIRUPDQV�GH÷HUOHQGLUPH�NULWHUOHUL��]HULQGH�
GXUXOPD\DFDNWÕU� 

 
dDOÕúPDGD, öncelikle, bu konu ile ilgil i l iteratür incelenecektir. 

/LWHUDW�UGHQ� KDUHNHWOH�� P�úWHUL� EDNÕú� DoÕVÕQGDQ� 6(¶QÕQ� SHUIRUPDQVÕQÕ�
GH÷HUOHQGLUPHGH� NXOODQÕODFDN� NULWHUOHULQ� JHOLúWLULlmesine yönelik alan 
DUDúWÕUPDVÕ�YH�DUDúWÕUPDQÕQ�EXOJXODUÕ�HOH�DOÕQDUDN��WDUWÕúÕODFDNWÕU� 

 
 
I . Lø7(5$7h5 
 
/LWHUDW�UGHNL� oDOÕúPDODUGD�� oDOÕúPD� DPDFÕ�� SHUIRUPDQVÕ� HOH� DOÕú� úHNOL��

SHUIRUPDQVÕ� HWNLOH\HQ� HWPHQOHU�� GH÷HUOHQGLUPH� |Oo�WOHULQLQ� VXEMHNWLI� \D� GD�
objeNWLI� ROPDVÕ�� YE�� JLEL� QHGHQOHUGHQ� GROD\Õ�� 6(¶QÕQ� SHUIRUPDQV�
GH÷HUOHQGLUPHVLQLQ�VDWÕú�\|QHWLPL��6(�YH�P�úWHUL�\|Q�QGHQ�D\UÕ�D\UÕ�\D�GD�LNLOL�
�VDWÕú� \|QHWLPL-VDWÕú� HOHPDQÕ�� VDWÕú� \|QHWLPL-P�úWHUL�� VDWÕú� HOHPDQÕ-� P�úWHUL��
YH\D� �oO�� �VDWÕú� \|QHWLPL-VDWÕú� HOHPDQÕ-P�úWHUL�� ROPDN� �]HUH� \DSÕOGÕ÷Õ�
VDSWDQPÕúWÕU�� gUQH÷LQ�� 6(¶QÕQ� SHUIRUPDQV� GH÷HUOHQGLUPHVLQLQ� VDWÕú� \|QHWLPL�
(Bush vd., 1990; Weitz, 1981; Baldauf ve Crawens, 2002, Grant ve Crawens 
1999, Pelham, 2002), SE (Behrman ve Perreault, 1982; Churchill vd., 1985; 
Shepherd vd., 1997; Saxe ve Weitz, 1982; Challagalla ve Shervani, 1996: 97; 
Cron vd., 1988; Brown ve Peterson, 1994; Sujan vd., 1994; Mengüç, 1996; 
<ÕOPD], 2002, Lassk vd., ������ YH� P�úWHUL� WDUDIÕQGDQ� \DSÕOGÕ÷Õ� �%URZQ� YG�, 
1991; Darian vd., 2001; Leigh ve Summer,�������oDOÕúPDODU�PHYFXWWXU��$\UÕFD��
oDOÕúPDODUGD�EX�GH÷HUOHQGLUPHQLQ��\|QHWLP�YH�6(¶QÕQ��/DPRQW�YH�/XQGVWURP, 
1977; Spiro ve Weitz, 1990; Pitt vd., 2000; Futrell ve Parasuraman, 1984); 
\|QHWLP�YH�P�úWHULQLQ��/DPEHUW�YG�, 1997);�P�úWHUL�YH�6(¶QÕQ��'ion vd., 1997) 
\DSWÕ÷Õ� GH÷HUOHQGLUPHOHUOH� LNL� \|QO�;� P�úWHUL�� 6(� YH� \|QHWLPLQ� �:HLW], 1978; 
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Dion ve Banting, 2000; Beatty vd., ������ELUOLNWH�HOH�DOÕQGÕ÷Õ��oO��oDOÕúPDODU�GD�
EXOXQPDNWDGÕU� 

 
<|QHWLP� WDUDIÕQGDQ� \DSÕODQ� 6(¶QÕQ� SHUIRUPDQV� GH÷HUOHQGLUPHOHULQGH�

REMHNWLI�YH�YH\D�VXEMHNWLI�|Oo�WOHU�NXOODQÕOPDNWDGÕU��øOJLOL�OLWHUDW�U�oHUoHYHVLQGH�
EX�|Oo�WOHU�YH�NXOODQÕODQ�NULWHUOHU�oDOÕúPD�DPDFÕ��NXOODQÕOÕú�\HUL�YH�úHNOLQH�J|UH�
\HGL� \DNODúÕP� DOWÕQGD� HOH� DOÕQGÕ÷ÕQÕ� EHOLUWPHN�RODVÕGÕU� �a\UÕQWÕOÕ� ELOJL� LoLQ� EN]��
Özer, 2003). 

 
6(¶QÕQ�EDNÕú�DoÕVÕQGDQ�P�úWHUL�RGDNOÕ�VDWÕú�YH�VDWÕú�DúDPDVÕQÕQ�|]HOOLNOHUL�

LOH�6(¶QÕQ�SHUIRUPDQVÕ�DUDVÕQGDNL�LOLúNL�62&2�|OoH÷L�JHOLúWLULOHUHN�WHVW�HGLOPH\H�
oDOÕúÕOPÕúWÕU� �6D[H�YH�:HLW]��������� øOJLOL� OLWHUDW�UGH��6(¶ODUÕQ�VWUDWHMLN� LOHWLúLP�
modelL� YH� VDWÕúWD� P�úWHUL� LOLúNLOHULQL� DUWÕUDFD÷Õ� YDUVD\ÕODQ� oÕNWÕODU� �]HULQGHNL�
HWNLOHUL� �6FKXOW]� YH� (YDQV�� ������� 6(¶QÕQ� P�úWHUL� LOH� LOLúNLVLQLQ� DUWÕUÕOPDVÕQD�
\|QHOLN� IDNW|UOHU� �%HYHUODQG�� ������� P�úWHULQLQ� VDWÕQ� DOPDVÕ� YH� LKWL\DoODUÕQÕQ�
RUWD\D�oÕNDUWÕOPDVÕQGD�6(¶QÕQ�VRUX�VRUPD�EHFHULVL��6KRHPDNHU�YH�-RKONH���������
6(¶QÕQ� |÷UHQPH� oDEDVÕ�� |]� VD\JÕVÕ� YH� SHUIRUPDQVÕ� DUDVÕQGDNL� LOLúNL� �:DQJ� YH�
1HWHPH\HU�� ������� 6(¶QÕQ� \HWHQHNOHUL�� HWNLOLOL÷L�� LOHWLúLP� NDOLWHVL� YH�P�úWHUL\H�
VD÷ODGÕ÷Õ� J�YHQL� �6HQJXSWD� YG��� ������� 6(¶QÕQ� WDNÕP� VDWÕúÕ� \DNODúÕPODUÕ�
DUDúWÕUÕOPÕúWÕU� �-DFNVRQ� YG��� ������� %XQODUD� HN� RODUDN�� 6(¶QÕQ� X\DUOD\ÕFÕ� VDWÕú�
GDYUDQÕúÕ� �5RELQVRQ�YG�������; Spiro ve Weitz, 1990; Weitz vd., 1986; Marks 
vd.,�������LOH�SHUIRUPDQV��6KHSKHUG�YG���������YH�LOHWLúLP��%RRURP�YG., 1998) 
DUDVÕQGDNL�LOLúNL\L�LQFHOH\HQ�oDOÕúPDODU�PHYFXWWXU� 

 
6(¶QÕQ� P�úWHUL� EDNÕú� DoÕVÕQGDQ� GH÷HUOHQGLULOPHVLQH� \|QHOLN� OLWHUDW�U�

LQFHOHQGL÷LQGH�� IDUNOÕ� \DNODúÕPODUOD� NDUúÕODúÕOPDNWDGÕU�� øOLúNL� SD]DUODPDVÕ�
NDSVDPÕQGD� 6(� YH� P�úWHUL� LOLúNLVL� �6ZDQ� YG�, 2001; Beatty vd., 1996), 
P�úWHULQLQ� 6(� LOH� LOLúNLVLQGHQ� DOJÕODGÕ÷Õ� ID\GD� �5H\QROGV� YH� %HDWW\�� ����D���
P�úWHUL� LOH� 6(¶QÕQ� LOLúNLVLQL� HWNLOH\HQ� HWPHQOHU� �%ROHV� YG��� ����E��� LOLúNLQLQ�
NDOLWH� EHOLUOH\LFLOHUL� �3DUVRQV�� ������ YH� P�úWHULQLQ� ILUPDGDQ� D\UÕOPD� QL\HWL�
üzHULQH�HWNLVL��-RKQVRQ�YG���������LQFHOHQPLúWLU��'L÷HU�WDUDIWDQ��P�úWHULQLQ�NDUDU�
YHUPH�V�UHFLQGH�6(¶QÕQ��P�úWHUL�WHUFLKOHULQL�HWNLOHPH�IDDOL\HWOHUL��:HLW]���������
6(¶QÕQ� P�úWHUL� WHUFLKOHULQH� HWNLVL� �:HLW]�� ������� 6(¶QÕQ� HPSDWL� \HWHQH÷L��
profesyonelce davraQÕúODUÕ� �3LOOLQJ� YH� (UR÷OX,� ������ YH� GLQOHPH� GDYUDQÕúODUÕ�
�5DPVH\� YH� 6RKL�� ������ HOH� DOÕQPÕúWÕU�� 6(¶QÕQ�P�úWHUL� LOH� LOLúNLVLQGH��P�úWHUL�
|]HOOLNOHUL� �5H\QROGV� YH� %HDWW\�� ����E��� P�úWHULQLQ� PD÷D]D� GH÷HULQL�
DOJÕODPDVÕQGD�� 6(� LOH� LOLúNLVL� �1D\ORU� YH� )UDQN�� ������ YH� 6(¶QÕQ� GLQOHPH�
LVWHNOLOL÷L�LOH��U�Q�ELOJLVLQLQ�HWNLVL��&ORSWRQ�YG���������LQFHOHQPLúWLU��0�úWHUL�YH�
6(� DUDVÕQGDNL� IL]LNVHO� YH� LoVHO� |]HOOLNOHULQ� EHQ]HUOL÷LQLQ� VDWÕú� �]HULQH� HWNLVL�
�/LQFKWHQWKDO� YH�7HOHIVHQ���������|UJ�WVHO�G�]H\� LOH�6(¶QÕQ� VDWÕú�RGDNOÕ� \D�GD�
W�NHWLFL� RGDNOÕ� ROPDVÕ� DUDVÕQGDNL� LOLúNL� �%ROHV� YG��� ������ 6(¶QÕQ� P�úWHUL\H�
VXQGX÷X� KL]PHW� SHUIRUPDQVÕ� �'DULDQ� YG��� ������� KL]PHWLQ� EDúDUÕVÕ]OÕN� QHGHQL�
�:LGPLHU� YH� -DFNVRQ�� ������� P�úWHULQLQ� 6(� KDNNÕQGDNL� VRV\DO� L]OHQLPOHUL�
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(Leigh ve Summers, 200����P�úWHULQLQ�6(¶QD�RODQ�J�YHQL��.HQQHG\�YG����������
PD÷D]D�DWPRVIHULQLQ�6(¶QÕQ�LNQD�G�]H\LQH�HWNLVLQH��6KDUPD�YH�6WDIIRUG���������
P�úWHULQLQ�� 6(� YH� ILUPD\Õ� GH÷HUOHQGLUPHVL� YH� 6(¶QÕQ� P�úWHUL� YH� \|QHWLP�
WDUDIÕQGDQ� \DSÕODQ� SHUIRUPDQV� GH÷HUOHQGLUPHOHUL� DUDVÕQGDNL� LOLúNL\H� �/DPEHUW�
YG����������\|QHOLN�oDOÕúPDODU�PHYFXWWXU� 

 
'ROD\ÕVÕ\OD�� GH÷HUOHQGLUPHOHU� IDUNOÕ� \|QOHUGHQ� �\|QHWLP�� P�úWHUL�� 6(��

IDUNOÕ� DPDoODU� LoLQ� \DSÕOPDNWDGÕU�� $\UÕFD�� GH÷HUOHQGLUPHOHULQ� IDUNOÕ� \|QOHUGHQ�
\DSÕOPDVÕ� IDUNOÕ� NULWHUOHU� NXOODQÕOPDVÕQD� QHGHQ� ROPXúWXU�� 'L÷HU� WDUDIWDQ��
\|QHWLP�� 6(� YH� P�úWHULQLQ� 6(� SHUIRUPDQVÕQGDQ� YH� SHUIRUPDQV� oÕNWÕODUÕQGDQ�
EHNOHQWLOHUL�IDUNOÕ�RODELOPHVL�GH�GH÷HUOHQGLUPH�NULWHUOHULQGH�IDUNOÕODúPD\D�QHGHQ�
RODELOPHNWHGLU�� /LWHUDW�UGH� EX� NULWHUOHU�� 6(¶QÕQ� EDNÕú� DoÕVÕQGDQ� SHrformans 
GH÷HUOHQGLUPHGH�P�úWHUL� WDWPLQL��J�YHQL�� LOHWLúLP�NDOLWHVL��P�úWHUL� LKWL\DoODUÕQÕ�
EHOLUOHPH��ELOJL� DOÕú� YHULúL�� X\DUOD\ÕFÕ� VDWÕú�� �U�Q�X]PDQOÕ÷Õ��6(¶QÕQ�|]HOOLNOHUL��
LúELUOL÷L� QL\HWL�� VXQXP�YH� VDWÕú� IDDOL\HWOHUL�� \HWHQHNOHUL� �GLQOHPH�� LOHWLúLP�� VDWÕú�
YE����J|U�Q�P�YE��úHNOLQGH�HOH�DOÕQPÕúWÕU�� 

 
6DWÕú� \|QHWLPL� YH� 6(¶ODUÕ� SHUIRUPDQV� GH÷HUOHQGLUPHVL� \DSDUODUNHQ�

REMHNWLI� YH� VXEMHNWLI� |Oo�WOHU� NXOODQPDNWDGÕUODU�� 2\VD� P�úWHULOHULQ� 6(¶QÕ�
GH÷HUOHQGLUPHOHUL��o�QHGHQGHQ�GROD\Õ�VXEMHNWLIWLU��/DPEHUW�YG�������); 

 
1- 0�úWHULOHU� 6(¶QÕ� GH÷HUOHQGLUPHOHULQGH� REMHNWLI� SHUIRUPDQV�

NULWHUOHUL\OH� LOLúNLOL� RODQ� \D� GD� RODPD\DQ� NHQGL� ELOLúVHO� úHPDODUÕQÕ�
NXOODQPDNWDGÕUODU� 

2- 0�úWHULOHU� 6(� SHUIRUPDQVÕQÕQ� NHQGLOHULQL� WDWPLQ� HWPHVL\OH�
LOJLOHQPHNWHGLUOHU�� 'ROD\ÕVÕ\OD�� ILUPDQÕQ� 6(¶QÕQ� SHUIRUPDQVÕQÕ� QDVÕO�
GH÷HUOHQGLUGL÷L�LOH�LOJLOHQPHPHNWHGLUOHU� 

3- 0�úWHUL�GH÷HUOHQGLUPHOHUL�6(¶QÕQ�NRQWURO�DODQÕ�GÕúÕQGDNL�IDNW|UOHUL�GH�
LoHUHELOHFHN�P�úWHUL�EHNOHQWLOHULQL�GH�\DQVÕWDELOPHNWHGLU� 

 
'ROD\ÕVÕ\OD�� OLWHUDW�UGH� P�úWHULOHULQ� 6(� SHUIRUPDQVÕQÕ�

GH÷HUOHQGLUPHOHULQH� \|QHOLN� \DSÕODQ� oDOÕúPDODU� LQFHOHQGL÷LQGH�� P�úWHULOHULQ�
VXEMHNWLI� GH÷HUOHQGLUPHOHULQH� GD\DOÕ� YH� \DQVÕWDQ� GH÷HUOHQGLUPH� NULWHUOHULQLQ�
NXOODQÕOGÕ÷Õ� J|U�OPHNWHGLU��%X� oDOÕúPDODU� oDOÕúPD� DPDoODUÕQD� YH� NDSVDPODUÕQD�
J|UH��7DEOR��¶GH�YHULOPLúWLU��%X�oDOÕúPDODUGD�DPDoODUÕQD�J|UH�GH÷LúHQ�NULWHUOHU��
LOHWLúLP�� GLQOHPH�� J�YHQ�� WDWPLQ�� 6(¶QÕQ� �U�Q� ELOJLVL�� X]PDQOÕ÷Õ�� X\JXQOX÷X��
GDYUDQÕúODUÕ�� DUNDGDúoD�� J�YHQLOLU�� VD\JÕOÕ�� KHYHVOL� ROPDVÕ�� VDWÕú� WDNWL÷L�� V|]O��
ROPD\DQ�LS�XoODUÕ��SURIHV\RQHOOL÷L��KLPD\H�YH�DQOD\ÕúÕ��J|U�Q�P��YE��JLELGLU� 
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Tablo 1.�6(¶QÕQ�0�úWHUL��7DUDIÕQGDQ�'H÷HUOHQGLULOPHVLQH�<|QHOLN�
dDOÕúPDODU�YH�.XOODQÕODQ�.ULWHUOHU 

 
Yazar lar  dDOÕúPDQÕQ�$PDFÕ��YH�.DSVDPÕ dDOÕúPDGD�(OH�$OÕQDQ�3HUIRUPDQV�.ULWHUOHUL 
 
Weitz 
(1978) 

 
0�úWHULQLQ�NDUDU�YHUPH�V�UHFLQGH�6(¶QÕQ�
P�úWHUL� WHUFLKOHULQL� HWNLOH\HQ�
IDDOL\HWOHULQLQ� WDQÕPODQGÕ÷Õ� ELU� PRGHO�
JHOLúWLULOPLúWLU�� (WNLOHPH� YH� VWUDWHML�
IRUP�OH� HWPH� JLEL� LNL� 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�
\|QHOLN�oÕNWÕ�|Oo�WOHUL� 

Weitz  
(1986) 

(QG�VWUL\HO� 6(¶QÕQ� P�úWHUL� WHUFLhlerine 
etkisini inceleyen süreç modeli 
WDUWÕúÕOPÕúWÕU�� 6(¶QÕQ� HWNL� ROXúWXUPD� YH�
VWUDWHML� EHOLUOHPH� DúDPDVÕQGDNL� \HWHQH÷L�
YH� J|UHFHOL� VDWÕú� SHUIRUPDQVÕ� DUDVÕQGDNL�
LOLúNL�LQFHOHQPLúWLU� 
 

1-(WNL� ROXúWXUPD� \HWHQH÷L� �-6WUDWHML� 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) 

6D[H� YH� :HLW]� ������� WDUDIÕQGDQ�
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� 

Pill ing ve 
Eroglu 
(1994) 

6(¶QÕQ�HPSDWL�YH�SURIHV\RQHOOL÷LQLQ��
P�úWHULQLQ�6(¶QÕ�GLQOHPH�YH�RQGDQ�VDWÕQ�
DOPDVÕQD�H÷LOLPOL�ROPDVÕQGDNL�HWNLOHULQL�
DUDúWÕUPÕúODUGÕU� 
 

-6(¶QÕQ�HPSDWL�YH�SURIHV\RQHOFH�GDYUDQÕúODUÕ 
-Satabilmesi 
-0�úWHULQLQ�6(¶QÕ�GLQOHPH�YH�VLSDULú�YHUPHVL 
-Deneyim, 

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�úWHUiyi motive etmek-�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\RQHOOLN��� SHUVRQHO� YH�
P�úWHUL�VDGDNDWL 
 

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� EHQ]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�DOPDNWDGÕUODU��$\UÕFD��6(¶QLQ�
\|QHWLPVHO� YH�P�úWHUL� GH÷HUOHQGLUPHOHUL�
DUDVÕQGDNL�LOLúNL\L�GH�LQFHOHPHNWHGLUOHU� 
 

 
1-<|QHWLPVHO� GH÷HUOHQGLUPH�� 6DWÕú� \|QHWLFLOHUL�
6(¶QÕQ� SHUIRUPDQV� G�]H\L� EHOLUOHPLúOHUGLU�� �- 
0�úWHULQLQ�6(¶ODUÕQÕ�GH÷HUOHQGLUPHVL��J�YHQLOHEL-
OLUOLN�� WHNQLN� ELOJL�� �U�Q� ELOJLVL�� KD]ÕU� EXOXQPDVÕ�
3-0�úWHULQLQ� VDWÕú� \|QHWLPLQL� GH÷HUOHQGLUPHVL��
)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�
günlerindeki ertelemeleri haber vermek 
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Yazar lar  
7DEOR��¶LQ�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ��YH�.DSVDPÕ 

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

Ramsey 
ve Sohi 
(1997) 

6(¶QLQ� GLQOHPH� GDYUDQÕúÕQÕ� |OoPHN�
DPDFÕ\OD�ELU�|OoHN�JHOLúWLUPHN�YH�W�NHWLFL�
WDUDIÕQGDQ� DOJÕODQDQ� 6(¶QÕQ� GLQOHPH�
GDYUDQÕúÕQÕQ� J�YHQ�� WDWmin ve gelecek 
HWNLOHúLPOHULQ� WDWPLQLQH� HWNLVL�
LQFHOHQPLúWLU� 

-6(¶QÕQ�GLQOHPH�GDYUDQÕúÕ��KLVVHWPH��
GH÷HUOHQGLUPH��\DQÕW�YHUPH� 
-0�úWHULQLQ�6(¶QD�J�YHQL��DUNDGDúoD�YH�
\DNODúÕODELOLU��VDPLPL��G�U�VW��\DQÕQGD�ULVN�
hissetmemek) 
-0�úWHUL�WDWPLQL 
-0�úWHULQLQ�6(�LOH�JHOHFHNWHNL�HWNLOHúLPOHUL 

Reynolds 
ve Beatty 
(1999a) 

*HOLúWLUGLNOHUL� PRGHO� NDSVDPÕQGD� JL\LP�
VDWDQ�6(�LOH�P�úWHUL�LOLúNLVLQGHQ�P�úWHUL-
QLQ�DOGÕ÷Õ�ID\GDODUÕ�LQFHOHPLúOHUGLU��øOLúNL�
ID\GDVÕ� LOH� WDWPLQ�� VDGDNDW�� NXODNWDQ�
NXOD÷D� LOHWLúLP� YH� VDWÕQDOPD� DUDVÕndaki 
LOLúNL\L�LQFHOHPLúOHUGLU� 

 
Fonksiyonel ve sosyal fayda, SE ve firmadan 
WDWPLQ��6(�YH�ILUPD\D�VDGDNDW��VDWÕQ�DOPD��
NXODNWDQ��NXOD÷D�LOHWLúLP� 

 
Reynolds 
ve Beatty 
(1999b)  

 
3DKDOÕ� JL\LP� VDWDQ� SHUDNHQGHFL� 6(� YH�
P�úWHUL� LOLúNLVLQLQ� NXUXOXS�� JHOLúWLULOPH-
VLQGH� EHOLUOL� P�úWHUL� |]HOOLNOHULQL� YH�
oÕNWÕODUÕQÕ�LQFHOHPLúOHUGLU� 

-=DPDQ�NÕWOÕ÷Õ��DOÕúYHULúWHQ�KRúODQPD��J�YHQ��
sosyall ik,  
-6(¶GHQ�YH�PD÷D]DGDQ�WDWPLQ�YH�VDGDNDW 
-6(�YH�PD÷D]D�LoLQ�ROXPOX�NXODNWDQ�NXOD÷D�
LOHWLúLP 
-6DWÕQ�DOPD�YH�LOLúNL�ID\GDODUÕ 
 

Boles, 
Johnson, 
Barksdale   
(2000b) 

(QG�VWUL\HO� P�úWHUL� LOH� 6(� DUDVÕQGDNL�
LOLúNL� NDOLWHVLQL� HWNLOH\HQ� HWPHQOHU� YH�
oÕNWÕODUÕ�LQFHOHQPLúWLU� 

-%HQ]HUOLN��DOÕFÕ�YH�6(�DUDVÕQGDNL�J|U�Q�ú��\DúDP�
úHNOL�YH�VWDW��EHQ]HUOL÷L� 
-øOLúNL�NDOLWHVL��VDWÕú�HWNLOLOL÷L��JHOHFHN�HWNLOHúLPLQ�
tahmini, tavsiye etme,�X]PDQOÕN��LOLúNL�ED]OÕ�VDWÕú�
GDYUDQÕúODUÕ��GH÷HU� 
 

Dion ve 
Banting 
(2000) 

.DUúÕOÕNOÕ� WLFDUL� LOLúNL� LoHULVLQGH� VDWÕú�
\|QHWLFLOHUL�� 6(¶ODUÕ� YH� P�úWHULOHULQ�
6(¶QLQ� SHUIRUPDQVÕQD� \|QHOLN� DOJÕODUÕ�
NDUúÕODúWÕUÕOPÕúWÕU�� $\UÕFD�� 6(¶QÕQ 
perforPDQVÕQGD� 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�YH�\|QHWLFLGHQ�
JHOHQ� ELOJLOHU�� URO� EHOLUVL]OL÷L�� URO� oDWÕúPDVÕ��
P�]DNHUH�\HWHQH÷L 
 

Naylor ve 
Frank 
(2000) 

0�úWHULQLQ� PD÷D]D� GH÷HULQL�
DOJÕODPDVÕQGD� 6(� LOLúNLVLQLQ� HWNLVL�
LQFHOHQPLúWLU� 

-0D÷D]D�GH÷LúNHQOHUL� �PD÷D]D�SHUVRQHOL� �6(¶QLQ�
LNQD��ELOJLVL� LOH� �U�Q� WHVWL� \D� GD�GHPR� VXQPDVÕ���
ticari (uygun fiyat, iyi seçim, garanti vb.) ve 
PD÷D]D�GH÷LúNHQOHUL 
-6(� GH÷LúNHQOHUL� �6(¶QLQ� LOLúNL� G�]H\L� YH� EX�
LOLúNL\L� NLPLQ� EDúODWWÕ÷Õ�� P�úWHUL� DOJÕVÕ� �IDyda, 
J|UHOL�GH÷HU�YH�VDWÕQ�DOPDPD�QHGHQL� 
 

Sharma ve 
Stafford 
(2000) 

0D÷D]D� DWPRVIHULQLQ�� 6(¶QÕQ� LNQD�
G�]H\LQH�HWNLVL�LQFHOHQPLúWLU� 

1-hU�Q� GH÷HUOHQGLUPHVL� �-'DYUDQÕúVDO� QL\HW� �-
0D÷D]D� DWPRVIHUL� �-6(¶QÕQ� X\JXQOX÷X� �6(¶QÕQ�
\HWHUOL�VD\ÕGD��DUNDGDúFD�YH�\DUGÕPVHYHU�ROPDVÕ� 
 

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� 
 

Saxe ve Weitz (������|OoH÷LQL�WHPHO�DOPÕúODUGÕU��
1-)LUPDQÕQ� P�úWHUL� RGDNOÕ� ROPDVÕ� �-
0HUNH]LOHúPH� �-Destekleyici iç çevre 4-SE per-
IRUPDQVÕ� <HQL��U�Q�WXWXQGXUPD��VDWÕú�KHGHIOHULQL�
DúPDN�� \|QHWLFLQLQ� KHGHIOHULQH� XODúPDVÕQD�
\DUGÕPFÕ� ROPDN�� \�NVHN� VDWÕú�KDFPL�ROXúWXUPDN��
tüP� �U�Q� KDWWÕ� LoLQ� WXWXQGXUPD� �-0�úWHUL�
RGDNOÕOÕN��-6DWÕú�RGDNOÕOÕN 
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Yazar lar  
7DEOR��¶LQ�GHYDPÕ: 
dDOÕúPDQÕQ�$PDFÕ��YH�.DSVDPÕ 

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

 
Clopton, 
Stoddard, 
Clay 
(2001) 

 
6(¶QÕQ� P�úWHUL\L� GLQOHPH� LVWHNOLOL÷L� YH�
ürün bilgiVLQLQ�� P�úWHULQLQ� 6(� � YH�
PD÷D]D� DOJÕVÕ�� úLND\HW� QL\HWL� �]HULQGHNL�
HWNLVL�LQFHOHQPLúWLU� 

 
1-'LQOHPH� LVWHNOLOL÷L� �� QH]DNHW� �DWWHQWLYHQHVV���
VDEÕU�� DUNDGDúOÕN�� DQOD\Õú� �-Ürün bilgisi (ürün, 
�U�Q� � NXOODQÕPÕ� YH� RODVÕ� SUREOHPOHUL� KDNNÕQGD�
ELOJL� VDKLEL�ROPDVÕ���-0�úWHUL� DOJÕVÕ� YH�QL\HWL� �-
0�úWHULQLQ� 6(� DOJÕVÕ� �J�YHQLOHELOLU�� DUNDGDúoD��
X]PDQ�� G�U�VW�� \DUGÕPVHYHU� YH� LOJLOL�� �-
0�úWHULQLQ� PD÷D]D� DOJÕVÕ� �oHNLFL�� PRGHUQ��
güvenli, personel servisi, ünlü,uygun saatler, 
nezaket) 
 

Darian, 
Tucci ve 
Wiman 
(2001) 

Perakendeci� 6(¶QÕQ� P�úWHUL\H� VXQGX÷X�
hizmete yönelik performans niteliklerinin 
EHOLUOHQPHVL� YH� P�úWHUL� DoÕVÕQGDQ� |QHP�
GHUHFHVLQLQ�EHOLUOHQPHVLQH�oDOÕúÕOPÕúWÕU� 
 

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

Johnson, 
Barksdale 
ve Boles 
(2001) 

(QG�VWUL\HO�P�úWHUL�YH�6(�DUDVÕQGDNL�
LOLúNLQLQ��P�úWHULQLQ�ILUPDGDQ�D\UÕOPD�
QL\HWL��]HULQGHNL�HWNLVLQL�LQFHOHPLúOHUGLU� 

$OJÕODQDQ�6(�GH÷HUL� �HTXLW\���P�úWHULQLQ�6(¶GHQ�
WDWPLQL�� DOÕFÕQÕQ� 6(¶\H� ED÷OÕOÕ÷Õ�� GL÷HU� DOWHUQDWLf 
X\JXQ� ILUPDODUÕQ� DOJÕODQPDVÕ�� ILUPDGDQ�
D\UÕOPDQÕQ�ID\GDODUÕ��D\UÕOPD�QL\HWL 
 

Kennedy, 
Ferrell, 
LeClair 
(2001) 

0�úWHULQLQ�6(�YH��UHWLFL\H�J�YHQLQH�
\|QHOLN�JHOLúWLULOHQ�PRGHO�WHVW�HGLOHUHN��
LOLúNL\L�JHOLúWLUHQ�YH�DOÕFÕ-VDWÕFÕ�J�YHQLQL�
DUWWÕUÕFÕ�|QHULOHU�VXQXOPXúWXU� 

-0�úWHUL�|]HOOLNOHUL��FLQVL\HW�\Dú��H÷LWLP��JHOLU��
etnik orijin), 
-6(�\HWHUOLOL÷L 
-6DWÕú�WDNWL÷L���U�Q�YH�KL]PHW�NDOLWHVL���UHWLFL�
HWL÷L��J�YHQ�NRQXVXQGD�JHQHO�H÷LOLP��WDQÕQPÕúOÕN��
tatmin, SE ve üreticiye güven, SE ve üreticiden 
WHNUDU�VDWÕQ�DOma niyeti 
 

Swan, 
Goodwin, 
Mayo, 
Richardson 
(2001) 

6DWÕú� HOHPDQODUÕ� LOH� P�úWHULOHULQLQ�
LOLúNLVLQL� DQODPDN� LoLQ� GHULQOHPHVLQH�
J|U�úPHOHU� \DSÕOPÕú� YH� EX� LOLúNL�
VÕQÕIODQGÕUÕOPD\D��WLFDUL�LOLúNL��PHVOHNWDú��
WDQÕGÕN��oDOÕúÕOPÕúWÕU� 

-'RVWOXN��SODQVÕ]�VRKEHW��ERú zaman faaliyetlerini 
SD\ODúPD��P�úWHULQLQ�ILUPDVÕ�LoLQ�NRQXúPDVÕ 
-)D\GD� GH÷LúLPL�� ID\GD� GH÷LúLPL� LoLQ� ]DPDQ��
ILUPD� ELOJLVL�� VRUXPOXOXN�� NDUúÕOÕNOÕ� JL]OLOL÷LQ�
ER]XOPDVÕ�� HNRQRPLN� YH� DUNDGDúOÕN� QRUPODUÕ��
DUDVÕQGD� GHQJH�� NLúLVHO� JL]OLOLNWH� VÕQÕU� NR\PD�
ihtiyaFÕ�KLVVHWPH 
 

 
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�
Sosyal izlenimler: GüYHQLOHELOLUOLN�� ED÷ÕPOÕOÕN��
NDELOL\HW�� SURIHV\RQHOOLN�� HPSDWL�� DUNDGDúOÕN��
DJUHVLYOLN�� DQOD\ÕúOÕOÕN�� VHYLPOLOLN� YH� 6(¶QLQ�
W�PGHQ�GH÷HUOHQGLULOPHVL 
 

Parsons 
(2002) 

$OÕFÕQÕQ� EDNÕú� DoÕVÕQGDQ� DOÕFÕ-� VDWÕFÕ�
LOLúNLVL� YH� EX� LOLúNLQLQ� NDOLWH�
belirleyicileri saptaQPD\D�oDOÕúÕOPÕúWÕU� 

-.LúLVHO� GH÷LúNHQOHU� �ULVN� DOPD�� � LOLúNLVHO� VDWÕú�
GDYUDQÕúÕ��NDUúÕOÕNOÕ�JL]OLOL÷LQ�ER]XOPDVÕ��LOHWLúLP��
P�úWHUL� RGDNOÕOÕN�� DODQ� X]PDQOÕ÷Õ�� EHQ]HUOLN� 
SD\ODúÕODQ�GH÷HUOHU� 
-øOLúNL� GH÷LúNHQOHUL�%D÷OÕOÕN�� NDUúÕOÕNOÕ� DPDoODU��
LOLúNL�ID\GDVÕ 
 

Widmier 
ve 
Jackson 
(2002) 

0�úWHULQLQ�6(�YH�ILUPDVÕQGDQ�WDWPLQLQH��
KL]PHWLQ�EDúDUÕVÕ]OÕ÷Õ��EDúDUÕVÕ]OÕN�QHGHQL�
YH� EDúDUÕVÕ]OÕ÷Õ� JLGHUPH� \|QWHPOHULQLQ�
HWNLVL�DUDúWÕUÕOPÕúWÕU� 

-Profesyonell ik (ürün bilgisi, profesyonell ik, 
SE’na güven) 
-+LPD\H� �DUNDGDúOÕN�� \DUGÕPVHYHUOLN�� KLPD\H��
6(¶QÕQ�DQOD\ÕúOÕOÕ÷Õ� 
-Tatmin 
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Tablo 1.¶GH�OLWHUDW�UGHQ�|]HWOHQHUHN�VXQXODQ�oDOÕúPDODU�YH�DoÕNODPDODUGDQ�
KDUHNHWOH��P�úWHULOHULQ��6(¶QÕQ�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHVLQGH�NXOODQÕODELOHQ�
VWDWLN� RUWDN� ELU� |OoHN� YH� JHQHO� NDEXO� J|UP�ú� NULWHUOHULQ� EXOXQPDGÕ÷Õ�
EHOLUWLOHELOLU��%X�GXUXP�JHUoHNOHúWLULOHQ�oDOÕúPDODUÕQ�IDUNOÕ�DPDo�YH�NDSVDPODUÕ�
GR÷UXOWXVXQGD� NULWHU� NXOODQÕPÕQÕQ� GH÷LúPHVLQGHQ� ND\QDNODQDELOPHNWHGLU��
%XQXQ� \DQÕ� VÕUD�� VDWÕú� \|QHWLPL� YH� oHYUHVL� GLQDPLN� ELU� \DSÕ\D� VDKLSWLU��
'ROD\ÕVÕ\OD��V�UHNOL�GH÷LúHQ��JHOLúHQ��LKWL\DoODUÕ�IDUNOÕODúDQ�ELU�RUWDPGD�VWDWLN�ELU�
|OoHN� YH� NULWHUOHU� EHOLUOHPHN� ]RUODúPDNWD� \D� GD� ILUPD� DPDoODUÕQD� KL]PHW�
edememektedir. 

 
 
II . 0hù7(5ø�'(ö(5/(1'ø50(�.5ø7(5/(5ø 

 
0�úWHUL� LoLQ� 6(¶QÕQ� SHUIRUPDQVÕQD� \|QHOLN� |]HOOLNOHULQGen hangisinin 

|QHPOL�ROGX÷XQX�ELOPHN�YH�EXQD�\|QHOLN�SHUIRUPDQV�NULWHUOHUL�JHOLúWLUPHN�LoLQ�
LOJLOL� OLWHUDW�U� LQFHOHQPLúWLU��7DEOR��¶GHQ�GH�J|U�OHELOHFH÷L��]HUH�EX�ED÷ODPGD�
oRN� IDUNOÕ� NULWHUOHU� VDSWDQPÕúWÕU��%X� NULWHUOHU� ELUELUL\OH� |UW�úHQ� ELoLPGH� RUWD\D�
oÕNPDNWDGÕU�� DQFDN�� EX� oDOÕúPDGD� 6(� YH� P�úWHULOHUL� DUDVÕQGDNL� LOLúNL�
oHUoHYHVLQGH�úX��o�JUXED�D\UÕOPÕúWÕU��6(¶QÕQ��U�Q�ELOJLVL��LOHWLúLP�YH�J|U�Q�P��
J|U�úPHQLQ�HWNLOLOL÷L� 

 
II . 1. 6(¶QÕQ�hU�Q�%LOJLVL 
 
6(¶QÕQ� �U�Q� ELOJLVL� PDO� \D� GD� KL]PHWH� \|QHOLN� ELOJL� VDKLEL� ROPDVÕ��

P�úWHULQLQ� LKWL\Do� YH� EHNOHQWLOHUL� LOH� P�úWHUL� úLND\HWOHULQLQ� JHUoHN� QHGHQLQL�
DQODPDVÕ��&ORSWRQ�YG���������úHNOLQGH�WDQÕPODQPÕúWÕU��6(�ILUPD�YH�UDNLS��U�QOHU�
KDNNÕQGD� ELOJL� VDKLEL� ROPDOÕGÕU�� hU�Q� QDVÕO� \DSÕOPÕúWÕU�� �U�QOH� ELUOLNWH� QHOHU�
hizmete sXQXOPDNWDGÕU�� GL÷HU� �U�QOHUOH� LOJLVL� QHGLU�� QHUHOHUGH� YH� QDVÕO�
NXOODQÕODELOLU��P�úWHUL\L�QDVÕO�WDWPLQ�HGHU�YE��JLEL�ELOJLOHULQ�\DQÕ�VÕUD��6(�UDNLS�
�U�QOHU�KDNNÕQGD�GD�ELOJL�VDKLEL�ROPDOÕGÕU��:HLW]�YG�����������-162). Ürünlere 
ED÷OÕ�RODUDN�6(¶QÕQ�WHNQLN�ELOJLVLQLQ�ROPDVÕ�GD�EHNOHQHELOLU��$\UÕFD��P�úWHULOHU�
ILUPD� �U�Q�Q�� UDNLS� �U�QOHUOH� IL\DW�� \DSÕ�� SHUIRUPDQV� YH� X\JXQOXN�
�FRPSDWLELOLW\�� DoÕVÕQGDQ� NDUúÕODúWÕUPDN� LVWH\HELOPHNWHGLUOHU� �-RKQVWRQ� YH�
0DUVKDOO�� ������ ������ 6(¶QLQ� ELOJL� G�]H\L� OLWHUDW�UGH� oHúLWOL� úHkillerde ele 
DOÕQPÕúWÕU�� &KRURQNR� YG�� ������� ILUPD� ELOJLVL� �� P�úWHUL� ELOJLVL�� UDNLS� ELOJLVL��
&ORSWRQ� YG�� ������� �U�Q� ELOJLVLQL�� 6(¶QÕQ� �U�Q� YH� �U�Q� NXOODQÕPÕ� LOH� RODVÕ�
SUREOHPOHUL� KDNNÕQGD�ELOJL� VDKLEL�ROPDVÕ� NULWHUOHUL� NDSVDPÕQGD�HOH� DOPÕúODUGÕU��
Widmier YH� -DFNVRQ� ������� SURIHV\RQHOOLN� EDúOÕ÷Õ� DOWÕQGD� �U�Q� ELOJLVL��
SURIHV\RQHOOLN� YH� 6(¶QD� J�YHQ� NULWHUOHULQL� EHOLUOHPLúOHUGLU�� 'LRQ� YH� %DQWLQJ�
�������YH�/DPEHUW�YG����������U�Q�X]PDQOÕ÷Õ�YH�VXQXP�\HWHQH÷LQL��'DULDQ�YG��
(2001), Futrell ve Parasuraman (1984) ürün bilgisini, Baldauf ve Cravens 
(2002) ve Lambert vd. (1997) teknik ve ürün bilgisini, Andersen ve Oliver 
(1987) ürün ve firma bilgisini, Grant ve  Cravens (1999) Cravens vd. (1993), 
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3LHUF\�YG�� ��������%HKUPDQ�YH�3HUUHDXOW� ������� WHNQLN�ELOJL� YH� VDWÕú� VXQumu, 
:HLW]�������6(¶QÕQ�ND\QDNODUÕ�RODUDN�6(¶QÕQ��U�Q�YH�P�úWHUL�ELOJLVL��\HWHQH÷L��
DOWHUQDWLIOHUL�GH÷HUOHQGLUPH�NULWHUOHULQL�HOH�DOPÕúODUGÕU� 

 
'L÷HU� WDUDIWDQ�� 6(¶QÕQ� SUREOHP� o|]PH� WDU]Õ� LOH� LOJLOL� IDDOL\HWOHUL�

�'HO9HFKLR���������GLQOHPH�GDYUDQÕúÕ��KLVVHWPH��GH÷HUOHQGLUPH�YH�\DQÕW�YHUPH��
�5DPVH\� YH� 6RKL�� ������� � GLQOHPH� LVWHNOLOL÷L� YH� SUREOHPOHUL� KDNNÕQGD� ELOJL�
VDKLEL�ROPDVÕ��&URQ�YG���������YH�6(¶QÕQ�P�úWHULQLQ�SUREOHPOHULQLQ�o|]�P�QH�
\|QHOLN�YHUGL÷L�ELOJLOHU��3HOKDP��������LQFHOHQPLúWLU� 

 
 Bu konuda kapsaPOÕ�oDOÕúPD�/DPEHUW�YG���������WDUDIÕQGDQ�\DSÕOPÕúWÕU��

0�úWHULQLQ�� 6(¶QÕQ� SHUIRUPDQVÕQÕ� GH÷HUOHQGLUPHGH� NXOODQGÕ÷Õ� |Oo�W�
NDSVDPÕQGD��J�YHQLOHELOLUOLN��X]PDQOÕN�YH�J�YHQLUOLN���WHNQLN�ELOJL���U�Q�ELOJLVL�
YH�KD]ÕU�EXOXQPD� �VDWÕú�HVQDVÕQGD�YH� VRQUDVÕQGD�6(¶QÕQ�P�úWHUL� SUREOHPOHULQL�
o|]PHGH�KD]ÕU�EXOXQPDVÕ��ROPDN��]HUH���NULWHU�EHOLUOHPLúOHUGLU� 

 
7�P�EX� \DNODúÕPODUGDQ� KDUHNHWOH�� oDOÕúPDGD� �U�Q� ELOJLVL� EDúOÕ÷Õ� DOWÕQGD�

VXQXP� HVQDVÕQGD� 6(¶QÕQ� ILUPD� �U�Q�QH� \|QHOLN� ELOJL� G�]H\L�� DOWHUQDWLI� �U�Q�
sunabilme ve sorularD�WDWPLQ�HGLFL�\DQÕW�YHUHELOPH�\HWHQH÷L�HOH�DOÕQPÕúWÕU� 

 
II .2. øOHWLúLP�YH�*|U�Q�P 
 
øOHWLúLP�� LVWHQHQ� VRQXoODUÕ� EDúDUPDN� YH� GDYUDQÕúODUÕ� HWNLOHPHN� DPDFÕ\OD�

LQVDQODU�DUDVÕQGD�V|]O��\D�GD�V|]O��ROPD\DQ�GL÷HU�DUDoODUOD�DQOD\Õú�VD÷ODPDGÕU�
(Can vd., 2001, 288).� 6|]O�� ROPD\DQ� LOHWLúLP� DUDoODUÕ� PHVDIH�� MHVWOHU�� J|]�
LOHWLúLPL�� VHV� YH� |]HOOLNOHUL� �WRQX�� YXUJXVX�� WHUHGG�W� YE��� úHNOLQGH� HOH�
DOÕQPDNWDGÕU��7D\ORU�YG����������øúOHWPHOHULQ�P�úWHULOHUL\OH�X]XQ�G|QHPOL�LOLúNL�
NXUXS�� JHOLúWLUPHVLQGH� 6(¶QÕQ� V|]O�� YH� V|]O�� ROPD\DQ� LOHWLúLPL� EX� V�UHFL�
HWNLOH\HELOPHNWH�YH��6(¶QÕQ�|QHPLQL�DUWWÕUPDNWDGÕU��6(�YH�P�úWHULOHU�DUDVÕQGDNL�
LOHWLúLP� V�UHFL� LoHULVLQGH� P�úWHUL� LKWL\DoODUÕQÕQ� DQODúÕOPDVÕ�� P�úWHULQLQ�
ELOJLOHQGLULOPHVL� YH� ELOJLOHULQ� NXOODQÕODUDN� oHúLWOL� DPDoODUD� �P�úWHUL�
problePOHULQLQ�o|]�OPHVL��X]XQ�G|QHPOL� LOLúNL�JHOLúWLULOPHVL��P�úWHULQLQ�WDWPLQ�
HGLOPHVL� YH� VDGÕN� ROPDVÕQÕ� VD÷ODPDN� YE��� XODúÕOPDVÕQGD� HWNLOL� RODELOPHNWHGLU��
'L÷HU� WDUDIWDQ�� P�úWHULOHU� DPDoODUÕQD� XODúPDGD� 6(¶GDQ� \DUDUODQPDNWDGÕUODU���
øKWL\DoODUÕQÕQ� VDSWDQÕS�� VRUXQODUÕQÕQ� o|]�OG�÷��� NHQGLOHULQH� JHUHNHQ� ELOJL�
VD÷OD\DQ�YH�X]XQ�G|QHPOL�LOLúNLOHU�JHOLúWLUHELOHQ�6(�LOH�LOLúNL��P�úWHULOHU�LoLQ�GH�
ID\GDOÕ� ROPDNWDGÕU�%X� ED÷ODPGD�� 6(¶QÕQ� P�úWHULOHUOH� LOLúNLVL� YH� P�úWHUL\H�
J|VWHUGL÷L� LOJL� NDSVDPÕQGD�� P�úWHUL� RGDNOÕOÕN� �%HDWW\� YG��� ������� 6(¶QÕQ�
P�úWHUL\H� GDYUDQÕúÕ� �:HLW]�� ������� P�úWHULQLQ� LOLúNL� NDSVDPÕQGD� LVWHGLNOHUL�
�V�UHNOL� LOLúNL�� ELOJL� VD÷ODPD�� LúOHWPH� LKWL\DoODUÕQÕQ� DQODúÕOPDVÕ�� J�YHQ� YH�
DUNDGDúOÕN�� �%HYHUODQG�� ������� P�úWHUL� LOH� LOLúNL� JHOLúWLUPHN� �9HUEHNH�� �������
müúWHUL� LOLúNLOHUL� �3XOOLQV� YH� )LQH�� ������ &KRURQNR�� /RH�� 5REHUWV� YH� Taner, 
������� P�úWHUL� LOLúNLOHUL� JHOLúWLUPH� �$YLOD� YG��� ������� LOHWLúLP� �6PLWK�� �������



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

 

165 

P�úWHUL�LOLúNLVL�ROXúWXUPDN��6HQJXSWD�YG����������LOLúNL�NDOLWHVL��%ROHV�YG��������
D�E���LOLúNL�G�]H\L��1D\ORU�YH�)UDQN��������LQFHOHQPLúWLU� 

 
øOLúNL� V�UHFLQGH�� 6(¶QÕQ� P�úWHULGH� J�YHQ� ROXúWXUPDVÕQGD� �U�Q� ELOJLVL��

LúOHWPH\L�DQODPDVÕ��SR]LWLI�WXWXP��GLQOHPH�\HWHQH÷L��L\L�JL\LP�YE��JLEL�NULWHUOHU�
etkili olabilmektedir (Johnston and Marshall , 2003). Görünüm müúWHULGH�6(¶QD�
\|QHOLN�L]OHQLP�EÕUDNPDVÕQGD�HWNLOL�RODELOPHNWHGLU�YH�6(¶QÕQ�JL\LP�YH�X\XPX��
WHPL]OLN�� G�]HQ� YH� EDNÕP�� IL]LNL� J|U�Q�P�� VD÷OÕNOÕ� YH� HQHUMLN� ROPDN�� NHQGLQH�
J�YHQ��\DNODúÕP��VHV�WRQX��KLWDS�YH�NRQXúPD�WDU]Õ��oHNLQJHQOLN��VWUHV��DOÕúNDQOÕN��
tepkiler ve göstergeleri (Karabulut, 1998, 86) vb. gibi özelli klerden 
ROXúPDNWDGÕU��/LWHUDW�UGH�6(¶QÕQ�LOHWLúLP��NDUúÕOÕNOÕ�HWNLOHúLP�YH�X\DUOD\ÕFÕ�VDWÕú�
yeteneklerini (Boorom, Goolsby ve Ramsey ,1998), görünüm (Boles vd. ,2000 
E��� LOHWLúLP�\HWHQH÷L��J|U�Q�P��Vunum, (Pettijohn vd., 2001), nezaket (Clopton 
YG��� ������� 6(¶QÕQ� V|]O�� ROPD\DQ� LSXoODUÕ� �J|]� WHPDVÕ�� NRQXúPDGDNL�
GXUDNODPDODU��MHVWOHU��JL\VL�YH�GXUXú���/HLJK�YH�6XPPHUV���������JL\LP��%URZQ�
YH� 3HWHUVRQ�� ������ 0HQJ�o�� ������ NRQXVXQGD� 6(¶\L� LQFHOH\HQ� oDOÕúPalar 
mevcuttur.  

 
%|\OHFH�� EX� oDOÕúPDGD� P�úWHUL� LOH� LOHWLúLP� YH� J|U�Q�P� EDúOÕ÷Õ� DOWÕQGD�

6(¶QÕQ� JL\LPL�� NRQXúPD� YH� GDYUDQÕúODUÕQGDNL� LQFHOLN� YH� QH]DNHW�� P�úWHUL\H�
J|VWHULOHQ� LOJL� NULWHUOHUL� P�úWHUL� LOH� LOHWLúLP� YH� J|U�Q�P� EDúOÕ÷Õ� DOWÕQGD�
WRSODQPÕúWÕU�� 

 
II .3. *|U�úPHQLQ�(WNLOLOL÷L 
 
$PDFD� XODúPD� GHUHFHVL� RODUDN� WDQÕPODQDQ� HWNLOLOLN� VDWÕú� \|QHWLPL� LoLQ�

|QHPOLGLU�� 6DWÕúÕQ� 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�
HWNLOLOL÷L� ILUPD� SHUIRUPDQVÕQÕ� HWNLOH\HELOPHNWHGLU�� %X� oHUoHYHGH� VDWÕú�
RUJDQL]DV\RQXQXQ� HWNLOLOL÷L� LOH� VDWÕú� GDYUDQÕúODUÕ� DUDVÕQGDNL� LOLúNL\L� LQFHOH\HQ�
oDOÕúPDODr (Weitz, 1981; Avila vd., 1988; Piercy vd., 1998; Baldauf ve 
&UDZHQV�� ������ EXOXQPDNWDGÕU�� 6PLWK� ������� ELUOLNWH� oDOÕúDQ� 6(¶ODUÕQÕQ�
HWNLOLOLNOHULQL�DUWWÕUDQ�\D�GD�D]DOWDQ�IDUNOÕOÕNODUÕ�EXOPD\D�oDOÕúPÕúWÕU� 

 
gWH� \DQGDQ�� J|U�úPHQLQ� HWNLOLOL÷L�P�úWHUL\H� GH� \DQVÕPDNWDGÕU��Böylece, 

P�úWHUL��NHQGL�DPDoODUÕQD�XODúPDGD�6(¶QÕQ�HWNLVLQH�|QHP�YHUHELOHFHN�YH�6(�µQÕ�
GH÷HUOHQGLULUNHQ� NHQGL� HWNLOLOL÷L� �]HULQGH� GXUDELOHFHNWLU�� 0�úWHUL�� 6(¶QÕQGDQ�
KHP�J|U�úPH�V�UHFLQGH�KHP�GH�GHYDP�HGHQ�LOLúNLOHULQGH�NHQGL�DPDFÕQD�X\JXQ�
ELU� LOHWLúLP� JHOLúWLUPHVLQL� EHNOH\HELOHFHNWLU�� 'ROD\ÕVÕ\OD�� P�úWHUL� J|U�úPHQLQ�
HWNLOLOL÷LQL� 6(¶QÕ� GH÷HUOHQGLULUNHQ� ELU� NULWHU� RODUDN� J|]|Q�QGH�
bulundurabilecektir. 
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6RQXo�RODUDN��J|U�úPHOHULQ��P�úWHULOHULQ�DPDoODUÕQD�X\JXQOXN�GHUHFHVLQL�
saptamak DoÕVÕQGDQ�³J|U�úPHQLQ�HWNLOLOL÷L´�YH�³]L\DUHW�VÕNOÕ÷Õ´�HOH�DOÕQPÕúWÕU� 

 
 
III . d$/,ù0$1,1�0(72'2/2-ø6ø 
 
III .1.�dDOÕúPDQÕQ�$PDFÕ 

 
<XNDUÕGD� \DSÕODQ� OLWHUDW�U� LQFHOHPHVLQGHQ� J|U�OHFH÷L� �]HUH� VDWÕú�

HOHPDQODUÕQÕQ� SHUIRUPDQV� GH÷HUOHQGLUPH� NULWHUOHUL� HQG�VWUL\HO� SD]DUOarda ve 
QLKDL� W�NHWLFL� SD]DUODUÕQGDNL� 6(� LoLQ� JHoHUOL� RODELOHFHN� JHQHO� SHUVSHNWLIWHQ� HOH�
DOÕQPÕúWÕU�� $QFDN�� HQG�VWUL\HO� SD]DUODU� VDWÕFÕ� LOH� DOÕFÕ� DUDVÕQGDNL� ELOJL�� YHUL�
DNWDUÕPÕ�� LúELUOL÷L� YH� EX� VD\HGH� ROXúDQ� G�ú�N� ULVN� YH� HWNLOL� LOHWLúLP� �3DUVRQV��
2002) gLEL� DoÕODUGDQ� IDUNOÕOÕNODU� DU]HWPHNWHGLU�'ROD\ÕVÕ\OD�� HQG�VWUL\HO�
SD]DUODUGD�oDOÕúDQ�6(�LOH�QLKDL�W�NHWLFL�SD]DUODUÕQGD�oDOÕúDQ�6(¶QÕQ�SHUIRUPDQV�
GH÷HUOHQGLUPH� NULWHUOHUL� IDUNOÕODúDELOHFHNWLU�� 'L÷HU� WDUDIWDQ�� GH÷HUOHQGLUPHQLQ�
NLPLQ�WDUDIÕQGDQ�\DSÕOGÕ÷Õ�GD�NULWHUOHUL�GH÷LúWLUHELOHFHNWLU� 

 
%X� QRNWDGDQ� KDUHNHWOH�� oDOÕúPDGD� HQG�VWUL\HO� SD]DUODUGDNL� 6(¶ODUÕQÕQ��

�]HULQGH� \HWHULQFH� oDOÕúÕOPDPÕú� ³P�úWHUL� EDNÕú� DoÕVÕQGDQ� SHUIRUPDQV�
GH÷HUOHQGLUPH� NULWHUOHULQLQ´� EHOLUOHQPHVL� DPDoODQPÕúWÕU�� %|\OHFH�� HOGH� HGLOHQ�
sonuçlaU�� |QFHNL� NÕVÕPGD� EHOLUOHQHQ� P�úWHUL� GH÷HUOHQGLUPH� NULWHUOHUL� LOH�
NDUúÕODúWÕUÕODELOHFHN�YH�HQG�VWUL\HO�SD]DUODU�LoLQ�\HQLGHQ�GH÷HUOHQGLULOHELOHFHNWLU� 

 
III .2. Evren, Örneklem ve Veri Toplama 
 
dDOÕúPDQÕQ� DPDFÕ� JHUH÷L�� 6(¶QÕQ� P�úWHUL� EDNÕú� DoÕVÕQGDQ�

GH÷HUOHQGLULOPHVLQH� \|QHOLN� RODUDN� HQG�VWUL\HO� KDPPDGGH� YH� \DUÕ� PDP�O��
�UHWHQ�YH�VDWDQ�ELU�ILUPDQÕQ�P�úWHULOHUL�VHoLOPLúWLU��'H÷HUOHQGLUPHQLQ�ILUPD�YH�
�U�Q�QGHQ� ROXPOX� \D� GD� ROXPVX]� HWNLOHQPHVLQL� HQJHOOH\HELOPHN� DPDFÕ\OD��
�U�QOHUL� UDNLS� �U�QOHUGHQ� NDOLWH� VWDQGDUWÕ� GDKD� \�NVHN� YH� oRN� oHúLWOL� RODQ� ELU�
ILUPD�VHoLPLQH�|]HQ�J|VWHULOPLúWLU��'ROD\ÕVÕ\OD��EX�ILUPDQÕQ��U�QOHULQLQ�IL\DWODUÕ�
rakip ürünlerden daha yüksektir. 

 
)LUPD�VHoLPL�EX�úHNLOGH�\DSÕOGÕNWDQ�VRQUD��ILUPDQÕQ�ND\ÕWODUÕQGD�EXOXQDQ�

W�P�P�úWHULOHULQ� OLVWHVL� oÕNDUWÕOPÕúWÕU��7�UNL\H¶QLQ�E�W�Q� LOOHULQH�GD÷ÕOPÕú� RODQ�
EX�P�úWHULOHU� ILUPD\D� IDUNOÕ� úHNLOOHUGH� VLSDULú� YHUPHNWH� YH�PDO� DOPDNWDGÕUODU��
%XQODU�� IDEULNDGDQ� WHOHIRQOD�� VDWÕú�PD÷D]DODUÕQGDQ� \D� GD� 6(¶QD� VLSDULú� YHUPH�
úHNOLQGHGLU��)LUPDQÕQ�\HQL�� GHYDPOÕ� YH� UDNLS� ILUPDODUD�\|QHOPLú�� WRSODP�������
P�úWHULVL� � EXOXQPDNWDGÕU�� gUQHNOHPL� VHoPHN� LoLQ� |]HOOLNOH� VDWÕú� PD÷D]DVÕ�
EXOXQDQ� YH� 6(¶ODUÕQÕQ� JLWWL÷L� úHKLUOHUGHNL� ���� P�úWHUL� WHVDG�IL� |UQHNOHP�
\|QWHPL\OH� � VHoLOPLúWLU�� %|\OHFH�� VDGHFH� IDEULNDGDQ� WHOHIRQOD� VLSDULú� YHUHQ�
P�úWHULOHULQ� \R÷XQOX÷X� ROXúWXUPDVÕ� HQJHOOHQPH\H� oDOÕúÕOPÕúWÕU�� 6RUX� ND÷ÕWODUÕ�
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���� WDQH� P�úWHULQLQ� DGUHVOHULQH� J|QGHULOPLú�� ��� VRUX� ND÷ÕGÕ� JHUL� G|QP�ú� YH�
EXQODUGDQ����WDQHVL�JHoHUOL�VD\ÕOPÕúWÕU��%|\OHFH��FHYDSODPD�RUDQÕ�����¶GLU�� 

 
III .3.�6RUX�.D÷ÕGÕQÕQ�+D]ÕUODQPDVÕ�YH�gOo�P 
 
'DKD� |QFH� GH� EHOLUWLOGL÷L� JLEL� P�úWHUL� GH÷HUOHQGLUPHOHUL� P�úWHULOHULQ��

6(¶QD� \|QHOLN� VXEMHNWLI� GH÷HUOHQGLUPHOHULQL� \DQVÕWPDNWDGÕU�� 6XEMHNWLI�
GH÷HUOHQGLUPH�NDSVDPÕQGD�P�úWHUL�LoLQ�6(¶QÕQ�KDQJL�SHUIRUPDQV�|]HOOLNOHULQLQ�
|QHPOL� ROGX÷XQX� EHOLUOHPHN� YH� E|\OHFH� 6(� SHUIRUPDQV� NULWHUOHUL� JHOLúWLUPHN�
DPDFÕ\OD� OLWHUDW�U� LQFHOHQPLúWLU�� /LWHUDW�UGH� 6(� SHUIRUPDQVÕQD� \|QHOLN� oRN�
IDUNOÕ�NULWHUOHU�JHOLúWLULOPLúWLU��g]HU���������%X�NDSVDPGD��HQG�VWUL\HO�SD]DUODUGD�
oDOÕúDQ� 6(¶ODUÕQÕQ� P�úWHUL� WDUDIÕQGDQ� SHUIRUPDQVODUÕQÕQ� GH÷HUOHQGLULOPHVLQH�
LOLúNLQ�EHOLUOHQHQ�NULWHUOHUH�\|QHOLN�VRUXODU�ROXúWXUXOPXúWXU� 

 
%HOLUOHQHQ�EX�VRUXODUÕQ�NHVLQOLN�ND]DQPDVÕ�LoLQ�ELU�|Q�oDOÕúPD�\DSÕOPÕúWÕU��

%X�QHGHQOH�� ILUPDQÕQ�VDWÕú�\|QHWLFLVL��VDWÕú�HOHPDQODUÕ�YH����GHYDPOÕ�P�úWHULVL�
ile� J|U�ú�OP�ú� YH� RQODUÕQ� |QHULOHUL� GR÷UXOWXVXQGD� VRUX� ND÷ÕGÕQÕQ� VRQ� KDOL�
ROXúWXUXOPXúWXU�� 

 
dDOÕúPDQÕQ�DPDFÕQGDQ�KDUHNHWOH��HQG�VWUL\HO�6(�YH�P�úWHULOHUL�DUDVÕQGDNL�

LOLúNL�NDSVDPÕQGD�6(¶QÕQ�ELOJL�G�]H\L�� LOHWLúLP��J|U�Q�P��J|U�úPHQLQ�HWNLOLOL÷L�
EDúOÕNODUÕ� DOWÕQGD� GRNX]� NULWHU� EHOLUOHQPLúWLU�� hU�Q� ELOJLVL�� DOWHUQDWLI� �U�Q�
VXQDELOPH� \HWHQH÷L�� VRUXODUD� WDWPLQ� HGLFL� FHYDS� YHUHELOPHVL�� SUREOHPOHUH�
o|]�P� EXODELOPHVL�� JL\LP�� NRQXúPD� YH� GDYUDQÕúODUÕQGD� QD]LN� YH� LQFH� ROPDVÕ��
P�úWHUL\H� J|VWHUGL÷L� LOJL� G�]H\L�� ]L\DUHW� VÕNOÕ÷Õ�� ]L\DUHWLQ� HWNLOLOL÷LQGHQ� ROXúDQ�
GRNX]� NULWHU� ³dRN� L\L´¶GHQ�³dRN�N|W�´¶\H�NDGDU�X]DQDQ��¶OL�/LNHUW�gOoH÷L� LOH�
GH÷HUOHQGLULOPLúWLU�� $\UÕFD�� HQG�VWUL\HO� P�úWHULOHULQ� 6(¶QGDQ� EHNOHQWL� YH�
LKWL\DoODUÕ�GH÷LúHELOHFH÷L�YDUVD\ÕPÕ�LOH�NULWHU�EHOLUOHPHN�DPDFÕ\OD�DoÕN�XoOX���HN�
VRUX�LODYH�HGLOPLúWLU��%X�VRUXODU� 

 
-6(¶GDQ�P�úWHULQLQ�J|UG�÷��\DUDUODU 
-6(¶QÕQ�]L\DUHWLQLQ�ID\GDOÕ�ROPDVÕ�LoLQ�\DSPDVÕ�JHUHNHQOHU 
-6(¶QÕQ�JHQHOGH�GH÷HUOHQGLULOPHVL�YH�|QHULOHU�� 
 
%XQODUD�HN�RODUDN��DQNHWL�\DQÕWOD\DQ�NLúLOHULQ�ILUPDGDNL�Jörevleri, firmada 

NDo�NLúL�oDOÕúWÕ÷Õ��ILUPDQÕQ�\DSWÕ÷Õ�Lú��VLSDULú�YHUPH�úHNOL�VRUXOPXúWXU� 
 
III .4.�$UDúWÕUPD�%XOJXODUÕ 
 
8\JXODQDQ� DQNHWLQ� J�YHQLOLUOL÷LQL� KHVDSODPDN� DPDFÕ\OD� $OSKD� 0RGHOL�

DUDFÕOÕ÷Õ� LOH� &URQEDFK� $OSKD� J�YHQLUOLN� NDWVD\ÕVÕ� NXOODQÕOPÕúWÕU�� 6DWÕú�
HOHPDQODUÕQÕQ�GH÷HUOHQGLULOPHVLQH�\|QHOLN�ROXúWXUXODQ���NULWHUH�YHULOHQ�\DQÕWODU�
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LoLQ� KHVDSODQDQ� &URQEDFK� $OSKD� GH÷HUL� �����¶WLU� YH� ����¶H� \DNÕQGÕU�� %X�
EXOJXODU�ÕúÕ÷ÕQGD�DQNHW�J�YHQLOLU�RODUDN�HOH�DOÕQDELOLU� 

 
III .4.1.�'HQHNOHUH�øOLúNLQ�%LOJLOHU 
 
Tablo� �¶GH� DQNHWH� NDWÕODQ� ILUPD� YH� GHQHNOHUH� LOLúNLQ� ELOJLOHU� YHULOPLúWLU��

$QNHWH�\DQÕW�YHUHQOHULQ������¶VL�ILUPD�VDKLEL�����¶�¶��\|QHWLFL������¶��VDWÕQ�
DOPD� P�G�U�G�U�� )LUPDODUÕQ� oDOÕúWÕUGÕNODUÕ� NLúL� VD\ÕVÕ� ED]� DOÕQDUDN�
E�\�NO�NOHULQLQ� JUXSODQGÕUÕOPDVÕ� VRQXFXQGD�� DQNHWH� NDWÕODQ� ILUPDODUÕQ�����¶��
EX�VRUX\D�\DQÕW�YHUPHPLú��\DQÕW�YHUHQOHULQ���������LVH��������¶L�N�o�N������¶��
RUWD�YH������¶VL�E�\�N�|OoHNOL�LúOHWPHOHUGLU��$QNHWH�NDWÕODQODUÕQ������¶���U�Q��
KDPPDGGH�RODUDN�NXOODQDQ�LPDODWoÕGÕU� 
 

Tablo 2. Denek ve Firma Bilgiler i 
 

Görevi 
 

.LúL�VD\ÕVÕ % 

Sahibi 42 66,7 
Yönetici 9 14,3 
6DWÕQ�DOPD�0�G�U� 4 6,3 
8VWDEDúÕ 1 1,6 
Muhasebeci 2 3,2 
Pazarlama müdürü 2 3,2 
Cevap vermeyen 3 4,8 
Toplam 
 

63 100,0 

dDOÕúDQ�NLúL�VD\ÕVÕ .LúL�VD\ÕVÕ % 
0 4 6,3 

1-49 53 84,1 
50-99 4 6,3 

100 ve üstü 2 3,17 
Toplam 

 
63 100,0 

hU�Q��NXOODQDQ�LPDODWoÕ 55 87,3 
hU�Q��VDWDQ�VDWÕFÕ 7 11,1 
øPDODWoÕ�YH�VDWÕFÕ 1 1,6 
Toplam 63 100,0 

 
III .4.2.�6(¶QÕQ�'H÷HUOHQGLULOPHVL 
 
)LUPDQÕQ� 6(¶ODUÕ� 7DEOR� �.’ te verilen 9 kriter kapsamÕQGD�

GH÷HUOHQGLULOPLúWLU��7DEOR��.�LQFHOHQGL÷LQGH�6(¶ODUÕQÕQ�JHQHOGH�³dRN�L\L´�RODUDN�
GH÷HUOHQGLULOGL÷L� J|U�OP�úW�U�� $QFDN�� EX� NRQXGD� GHULQOHPHVLQH� DUDúWÕUPD�
\DSÕOPDOÕGÕU� 
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Hipotez 1:� 7DEOR� �¶WH� YHULOHQ� NULWHUOHUH� J|UH� GHQHNOHU�� 6(¶ODUÕQÕ�
GH÷HUOHQGLULUNHQ� ³dRN� L\L¶GHQ� ³dRN� N|W�´\H� NDGDU� VÕUDODQDQ� GH÷HUOHQGLUPH�
NDWHJRULOHULQL�DQODPOÕ�|Oo�GH�ELUELUOHULQGHQ�D\ÕUW�HWPLúOHUGLU� 

 
HLSRWH]LQ� WHVWL� LoLQ� V�WXQODU� DUDVÕ� )ULHGPDQ� 7HVWL� X\JXODQPÕú� YH�

X2 �������KHVDSODQPÕúWÕU��'ROD\ÕVÕ\OD���GHQHNOHU� “Çok iyi’den “Çok 
köt�´\H� NDGDU� VÕUDODQDQ� GH÷HUOHQGLUPH� NDWHJRULOHULQL�� 6(� GH÷HUOHQGLUPH�
NULWHUOHULQGHQ�DQODPOÕ�|Oo�GH�D\ÕUW�HWPLúOHUGLU� 

 
Tablo 3.�6(¶ODUÕQÕQ�'H÷HUOHQGLUPH�.ULWHUOHUL�YH�'HUHFHOHQGLUPH\H�Göre 

'H÷HUOHQGLULOPHVL 
 

Kriterler Cevap 
vermeyen 

Çok 
iyi 

ø\L Normal Kötü Çok 
kötü 

Ürün bilgisi 5 34 17 7 0 0 
Alternatif ürün 
VXQDELOPH�\HWHQH÷L 

9 27 19 6 2  

Sorulara tatmin edici 
cevap verebilmesi 

8 28 22 5 0 0 

Problemlere çözüm 
bulabilmesi 

9 23 22 8 1 0 

Giyim 7 39 13 4 0 0 
.RQXúPD�YH�
GDYUDQÕúODUÕQGD�QD]LN�
YH�LQFH�ROPDVÕ 

8 40 13 2 0 0 

0�úWHUL\H�J|VWHUGL÷L�
ilgi düzeyi 

7 43 12 1 0 0 

=L\DUHW�VÕNOÕ÷Õ 10 17 14 12 10 0 
=L\DUHWLQ�HWNLOLOL÷L 11 22 14 8 8 0 

 
Hipotez 2:�6(�GH÷HUOHQGLUPH�NULWHUOHULQL�ELUELULQGHQ�DQODPOÕ�|Oo�GH�D\ÕUW�

HWPLúOHUGLU� 
 
6DWÕUODU� DUDVÕ� )ULHGPDQ� 7HVWL� X\JXODQPÕú� YH� KHVDSODPDODU� VRQXFXQGD�  

X2 ������ EXOXQPXúWXU�� 'ROD\ÕVÕ\OD�� GHQHNOHU� GH÷HUOHQGLUPH� NULWHUOHULQL�
ELUELUOHULQGHQ�D\ÕUW�HWPHPLú��6(¶ODUÕQÕ�JHQHO�RODUDN�GH÷HUOHQGLUPLúOHUGLU� 

 
7�P� \XNDUÕGD� \DSÕODQ� KHVDSODPDODU� YH� VRQXoODUGDQ� KDUHNHWOH�� 6(¶QÕ�

GH÷HUOHQGLUPHGH� DQODPOÕ� ELU� JUXSODQGÕUPD\D� JLGLOHPHPHNWHGLU�� 'HQHNOHU�
6(¶ODUÕQÕ�JHQHOGH�GH÷HUOHQGLUPHNWHGLUOHU�YH�EX�ROXPOX�\|QGHGLU� 

 
2\VD��P�úWHUL� GH÷HUOHQGLUPH� NULWHUOHU� WHRULN� RODUDN�6(¶QÕQ� ELOJL� G�]H\L��

LOHWLúLP�� J|U�Q�P�� J|U�úPHQLQ� HWNLOLOL÷L� EDúOÕNODUÕ� DOWÕQGD� HOH� DOÕQPÕúWÕU�� hU�Q�
ELOJLVL�� DOWHUQDWLI� �U�Q� VXQDELOPH� \HWHQH÷L�� VRUXODUD� WDWPLQ� HGLFL� FHYDS�
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YHUHELOPHVL��SUREOHPOHUH�o|]�P�EXODELOPHVL��JL\LP��NRQXúPD�YH�GDYUDQÕúODUÕQ-
GD� QD]LN� YH� LQFH� ROPDVÕ�� P�úWHUL\H� J|VWHUGL÷L� LOJL� G�]H\L�� ]L\DUHW� VÕNOÕ÷Õ��
ziyarHWLQ� HWNLOLOL÷LQGHQ� ROXúDQ� GRNX]� NULWHU� )ULHGPDQ� 7HVWL� VRQXFXQD� J|UH� EX�
EHOLUWLOHQ� EDúOÕNODU� DOWÕQGD� GH÷HUOHQGLULOPHPHNWHGLU��%X� VRQXFX� WHVW� HGHELOPHN�
LoLQ�YHULOHUH�IDNW|U�DQDOL]L�X\JXODQPÕúWÕU��)DNW|U�DQDOL]LQGH�³9DULPD[´�PHWRGX�
ile ve Eigenvalues Over 1 DOÕQPÕúWÕU�� %|\OHFH�� EHOLUOHQHQ� �� NULWHULQ�� LOJLOL�
ROGXNODUÕ� IDNW|UOHU� DOWÕQGD� JUXSODQÕS� JUXSODQPDGÕNODUÕ� IDNW|U� DQDOL]L� LOH� WHVW�
HGLOPLúWLU� 

 
$QDOL]� VRQXFXQGD� KHU� ELU� IDNW|U�Q� HQ� \�NVHN� GH÷HULQLQ� KDQJL� JUXSWD�

ROGX÷XQX� EXODUDN� � \RUXP� \DSÕOPÕúWÕU�� .ULWHUOHUi hepsi de %50 yükleme 
GH÷HULQGHQ� E�\�N� GH÷HUH� VDKLSWLU� YH� úX� VRQXoODU� EXOXQPXúWXU�� hU�Q� ELOJLVL�
0,747�� DOWHUQDWLI� �U�Q� VXQDELOPH� \HWHQH÷L� 0,818, sorulara tatmin edici cevap 
verebilmesi 0,849, problemlere çözüm bulabilmesi 0,769, giyim 0,869, 
NRQXúPD� YH� GDYUDQÕúODUÕQGD� QD]LN� YH� LQFH� ROPDVÕ�0,863�� P�úWHUL\H� J|VWHUGL÷L�
ilgi düzeyi 0,770�� ]L\DUHW� VÕNOÕ÷Õ�0,783�� ]L\DUHWLQ� HWNLOLOL÷L�0,725’ tir. Bu sonuç 
)ULHGPDQ� 7HVWL� VRQXFXQX� GHVWHNOHPHNWHGLU�� %|\OHFH�� P�úWHULOHULQ� 6(¶ODUÕQÕ�
GH÷HUOHQGLULUNHQ� EHOLUOL� NULWHUOHUL� JUXSODQGÕUDUDN� GH÷LO�� JHQHOGH� GH÷HUOHQGLU-
GLNOHUL�VDSWDQPÕúWÕU� 

 
'L÷HU� WDUDIWDQ�� HQG�VWUL\HO� P�úWHULOHULQLQ� 6(¶QÕQGDQ� EHNOHQWL� YH�

LKWL\DoODUÕQÕQ� GH÷LúHELOHFH÷L� YH� E|\OHFH� 6(� GH÷HUOHQGLUPH� NULWHUOHULQLQ� GH�
GH÷LúHELOHFH÷L�YDUVD\ÕPÕ� LOH�EXQGDQ� VRQUDNL� oDOÕúPDODUD� ÕúÕN� WXWPDVÕ� DPDFÕ� LOH�
HN� NULWHU� EHOLUOHPH\H� \|QHOLN� DoÕN� XoOX� VRUXODU� VRUXOPXúWXU�� %XQODUÕQ�
GH÷HUOHQGLULOPHVL�VRQXFXQGD�úX�NULWHUOHU�EHOLUOHQPLúWLU� 

 
-6(¶QGDQ� P�úWHULQLQ� J|UG�÷�� \DUDUODU�� %X� \DUDUODU� 7DEOR� �¶WH� YHULOGL÷L�

JLEL� EHOLUWLOPLúWLU�� 7DEORGD� IUHNDQVÕ� HQ� \�NVHN� RODQ� \DUDUGDQ� EDúOD\DUDN�
GH÷HUOHQGLULOGL÷LQGH� ELOJL�� J�OHU\�]�� VRUXQODUD� o|]�P� EXOPD�� G�U�VWO�N� YH�
samimiyettir. 

 

Tablo 4.�6DWÕú�(OHPDQÕQGDQ�0�úWHULQLQ�*|UG�÷��<DUDUODU 
 

Yararlar .LúL�6D\ÕVÕ 
Bilgi 20 
Güleryüz 7 
Sorunlara çözüm bulma 5 
Dürüstlük 2 
Samimiyet 3 
øWLEDU 1 
6LSDULú�YHUPH�LPNDQÕ 1 
$QOD\Õú 1 
øQGLULP�LPNDQÕ�VD÷ODPD 1 
$UNDGDúFD�GDYUDQPD 1 
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%X� VRUX\D� ROXPVX]� J|U�ú� ELOGLUHQOHU� GH� EXOXQPDNWDGÕU�� %XQODU�� +LoELU�
ID\GDODUÕ�\RN��VDPLPL�GH÷LOOHU��NLEDU��QD]LN�YH�WLWL]�ROPDOÕODU��\etersizler. 

 
-6(¶QÕQ� ]L\DUHWOHULQGH� ID\GDOÕ� RODELOPHVL� LoLQ� \DSPDVÕ� JHUHNHQOHUH�

\|QHOLN� P�úWHUL� J|U�úOHUL�� 7DEOR� �.¶WH� YHULOHQ� EX� J|U�úOHU�� 6(¶QÕQ� \HWNLOHUL 
DUWWÕUÕOVÕQ�� GDKD� VÕN� ]L\DUHW� HWVLQ�� ILUPDQÕQ� GL÷HU� �U�QOHUL� YH� UDNLS� �U�QOHU�
KDNNÕQGD� ELOJL� YHUVLQ�� PHYFXW� GXUXPGD� GHYDP� HWVLQOHU�� \HQL� �U�Q� WDQÕWÕPÕ�
\DSVÕQODU��úLND\HWOHULPL]L�GLQOHVLQOHU��QXPXQH�VXQVXQODU��NLEDU�ROVXQODU� 

 
-6(¶ODUÕQÕQ� JHQHOGH� GH÷HUOHQGLULOPHVL� YH� |QHULOHU�� 0�úWHULOHU� WDUDIÕQGDQ�

6(¶ODUÕ�G�U�VW�YH�FDQD�\DNÕQ����NLúL���dRN�L\L������VDPLmi (1), yeterliler(9), kibar 
GH÷LOOHU������LOJL�J|VWHUPL\RUODU�����úHNOLQGH�GH÷HUOHQGLULOPLúWLU� 

 
Tablo 5.�6(¶QÕQ�=L\DUHWOHULQGH�)D\GDOÕ�2ODELOPHVL�LoLQ�<DSPDVÕ�

*HUHNHQOHUH�<|QHOLN�0�úWHUL�*|U�úOHUL 
 

*|U�úOHU .LúL�VD\ÕVÕ 
<HWNLOHUL�DUWWÕUÕOVÕQ 8 
'DKD�VÕN�]L\DUHW�\DSVÕQODU 10 
)LUPDQÕQ�GL÷HU��U�QOHUL�YH�UDNLS��U�QOHU�KDNNÕQGD�
bilgi versin 

 
4 

Mevcut durumda devam etsinler 3 
<HQL��U�Q�WDQÕWÕPÕ�\DSVÕQODU 2 
ùLND\HWOHULPL]L�GLQOHVLQOHU 1 
Numune sunsunlar 2 
Kibar olsunlar 3 
øOJL�J|VWHUVLQOHU 1 
(÷LWLOVLQOHU 1 

 
 

SONUÇ 
 
0�úWHUL� LOH� LOLúNL�JHOLúWLUPH�YH�GHYDP�HWPHVLQL�VD÷ODPDGD�6(�|QHPOLGLU��

3D]DUODPD� IHOVHIHVLQGHNL� GH÷LúLPOHUOH�� P�úWHUL� LKWL\Do� YH� EHNOHQWLOHULQLQ�
DQODúÕODUDN� NDUúÕODQPDVÕ� VRQXFXQGD� P�úWHUL� WDWPLQLQLQ� VD÷ODQPDVÕ� YH� P�úWHUL�
WDWPLQLQGHQ� GR÷DQ� NDUÕQ� KHGHIOHQPHVL� YH� ILUPDODUÕQ� VDWÕúWDQ� LOLúNL�
SD]DUODPDVÕQD� \|QHOPHVL� 6(� |QHPLQL� GDKD� GD� DUWÕUPDNWDGÕU�� 'ROD\ÕVÕ\OD��
P�úWHUL�YH�P�úWHULQLQ�ILUPD\Õ�WHPVLO�HGHQ�VDWÕú�HOHPDQODUÕQÕQ�SHUIRUPDQVODUÕQD�
LOLúNLQ� GH÷HUOHQGLUPHOHUL� GH� |QHPOLGLU�� 'L÷HU� WDUDIWDQ�� QLKDi ve endüstriyel 
P�úWHULOHULQ� 6(¶ODUÕQGDQ� EHNOHQWL� YH� LKWL\DoODUÕ� GD� IDUNOÕODúDELOPHNWHGLU��
%|\OHFH�� QLKDL� YH� HQG�VWUL\HO�P�úWHULOHULQ� 6(¶QÕQÕ� GH÷HUOHQGLUPH� NULWHUOHUL� GH�
ELUELULQH� EHQ]HPH\HELOPHNWHGLU�� %X� IDUNOÕOÕNODUGDQ� KDUHNHWOH�� P�úWHUL� EDNÕú�
DoÕVÕQGDQ� HQG�VWUL\HO� SD]DUODUGD� oDOÕúDQ� 6(� SHUIRUPDQVÕQÕ� |OoPHGH�
NXOODQÕODELOHFHN�ELU�|Oo�W�JHOLúWLUPHN�DPDFÕ�LOH�NULWHUOHU�JHOLúWLULOPH\H�oDOÕúÕOPÕú��
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EX�NULWHUOHU�HQG�VWUL\HO�6(�YH�P�úWHULOHUL�DUDVÕQGDNL�LOLúNL�oHUoHYHVLQGH��o�JUXED�
D\UÕOPÕúWÕU��6(¶QÕQ�ELOJL�G�]H\L��LOHWLúLP�YH�J|U�Q�P��J|U�úPHQLQ�HWNLOLOL÷L� 

 
dDOÕúPDGD� �U�Q� ELOJLVL� EDúOÕ÷Õ� DOWÕQGD� VXQXP� HVQDVÕQGD� 6(¶QÕQ� ILUPD�

ürününe yönelik bilgi düzeyi, alternatif ürün sunabilme ve sorulara tatmin edici 
\DQÕW� YHUHELOPH� \HWHQH÷L� HOH� DOÕQPÕúWÕU�� øOHWLúLP� YH� J|U�Q�P� EDúOÕ÷Õ� DOWÕQGD��
6(¶QÕQ� JL\LPL�� NRQXúPD� YH� GDYUDQÕúODUÕQGDNL� LQFHOLN� YH� QH]DNHW�� P�úWHUL\H�
J|VWHULOHQ� LOJL� NULWHUOHUL� VDSWDQPÕúWÕU�� %XQODUD� LODYHWHQ� J|U�úPHOHULQ��
P�úWHULOHULQ� DPDoODUÕQD� X\JXQOXN� GHUHFHVLQL� VDSWDPDN� DoÕVÕQGDQ� ³J|U�úPHQLQ�
HWNLOLOL÷L´� YH� ]L\DUHW� VÕNOÕ÷Õ� HOH� DOÕQPÕúWÕU�� (QG�VWUL\HO� P�úWHULOHUH� X\JXODQDQ�
DQNHW�LOH�HQG�VWUL\HO�6(¶ODUÕQÕ�SHUIRUPDQVODUÕQÕ�VXEMHNWLI�RODUDN�GH÷HUOHQGLUPHN�
YH�GH÷HUOHQGLUPH�NULWHUOHUL�VDSWDQPD\D�oDOÕúÕOPÕúWÕU�� 

 
8\JXODPD�\DSÕODQ�ILUPDODUÕQ�E�\�N�ELU�oR÷XQOX÷X������1) küçük ölçekli 

YH�ILUPDQÕQ��U�Q�Q��KDPPDGGH�RODUDN�NXOODQDQ�LPDODWoÕ���������LúOHWPHOHUGLU��
<DQÕW�YHUHQOHULQ������¶VLQL�LúOHWPH�VDKLSOHUL�ROXúWXUPDNWDGÕU� 

 
<DSÕODQ� KHVDSODU� YH� DQDOL]OHU� VRQXFXQGD� GHQHNOHULQ�� 6(¶ODUÕQÕ�

GH÷HUOHQGLULUNHQ� ³oRN� L\L´¶GHQ� ³oRN� N|W�´¶\H� NDGDU� VÕUDODQDQ� GH÷HUOHQGLUPH�
NDWHJRULOHULQL� DQODPOÕ� |Oo�GH� ELUELULQGHQ� D\ÕUW� HWPLú� ROGXNODUÕ� EXOXQPXúWXU��
%HOLUWLOHQ� NULWHUOHU� oHUoHYHVLQGH� 6(¶ODUÕ� JHQHOGH� ³oRN� L\L´� RODUDN�
GH÷HUOHQGLULOPLúWLU�� 'L÷HU� WDUDIWDQ�� \DSÕODQ� WHVW� YH� IDNW|U� DQDOL]L� VRQXFunda, 
GHQHNOHULQ��6(�SHUIRUPDQVÕQÕ�GH÷HUOHQGLUPHGH�EHOLUOHQHQ�GRNX]�GH÷HUOHQGLUPH�
NULWHULQL� �U�Q� ELOJLVL�� LOHWLúLP� YH� J|U�Q�P�� J|U�úPHQLQ� HWNLOLOL÷LQGHQ� ROXúDQ�
WHPHO�EDúOÕNODU�DOWÕQGD�JUXSODQGÕUPDGÕNODUÕ��WHN�EDúOÕN�DOWÕQGD�WRSODPÕú�ROGXNODUÕ�
EXOXQPXúWXU��%|\OHFH��6(¶ODUÕQÕQ�P�úWHULOHUL� WDUDIÕQGDQ�IDUNOÕ�\|QOHUGHQ�GH÷LO��
ELUELUL\OH� |UW�úHQ� NULWHUOH� GH÷HUOHQGLUGLNOHUL�� GL÷HU� ELU� DQODWÕPOD�� 6(¶ODUÕQÕ�
JHQHOGH�GH÷HUOHQGLUGLNOHUL�RUWD\D�oÕNPDNWDGÕU� 

 
'L÷HU� WDUDIWDQ�� HQG�VWUL\HO� P�úWHULOHULQLQ� 6(¶QÕQGDQ� EHNOHQWL� ve 

LKWL\DoODUÕQÕQ�YH�6(�GH÷HUOHQGLUPH�NULWHUOHULQLQ�GH�GH÷LúHELOHFH÷L�YDUVD\ÕPÕ�LOH�
EXQGDQ�VRQUDNL�oDOÕúPDODUD�ÕúÕN�WXWPDVÕ�DPDFÕ�LOH�HN�NULWHU�EHOLUOHPH\H�\|QHOLN�
DoÕN�XoOX�VRUXODU�VRUXOPXúWXU�YH� OLWHUDW�UGHNL�oDOÕúPDODUD�EHQ]HU�VRQXoODU�HOGH�
HGLOPLúWLU�� %XQODUÕQ� GH÷HUOHQGLULOPHVL� VRQXFXQGD� úX� NULWHUOHU� YH�
GH÷HUOHQGLUPHOHU�EHOLUOHQPLúWLU� 

 
-0�úWHULOHULQ� 6(¶QD� \|QHOLN� EHOLUOHGL÷L� GL÷HU� NULWHUOHU� úXQODUGÕU�� ELOJL��

J�OHU� \�]�� VRUXQODUD� o|]�P�EXOPD�� G�U�VWO�N�� VDPLPL\HW�� LWLEDU�� VLSDULú� YHUPH�
LPNDQÕ��DQOD\Õú��LQGLULP�LPNDQÕ�YH�DUNDGDúça davranma. 

 
-6(¶QÕQ� ]L\DUHWOHULQGH� ID\GDOÕ� RODELOPHVL� LoLQ�� 6(¶QÕQ� \HWNLOHULQLQ�

DUWWÕUÕOPDVÕ��GDKD�VÕN�]L\DUHW��ILUPDQÕQ�GL÷HU��U�QOHUL�YH�UDNLS��U�QOHU�KDNNÕQGD�
ELOJL� YHUPHVL�� \HQL� �U�Q� WDQÕWÕPÕQÕQ� \DSÕOPDVÕ�� QXPXQH� VXQPDVÕ�� úLNayetlerin 
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GLQOHQPHVL��LOJL�J|VWHUPHOHUL��PHYFXW�GXUXPXQ�GHYDP�HWPHVL��NLEDU�ROPDODUÕ�YH�
H÷LWLOPHOHULGLU� 

 
-6(¶ODUÕQÕQ� JHQHOGH� GH÷HUOHQGLULOPHVL� YH� |QHULOHU�� 0�úWHULOHU� WDUDIÕQGDQ�

6(¶ODUÕ�� G�U�VW� YH� FDQD� \DNÕQ� ��� NLúL��� oRN� L\L� ����� VDPLPL� ����� \HWHUOLOHU� �9), 
NLEDU�GH÷LOOHU������LOJL�J|VWHUPL\RUODU�����úHNOLQGH�GH÷HUOHQGLULOPLúWLU� 

 
øúOHWPHOHUH� J|QGHULOHQ� DQNHWOHULQ� E�\�N� oR÷XQOX÷X� JHUL� G|QPHPLúWLU� YH�

FHYDSODPD�RUDQÕ�������%X�RUDQ�oDOÕúPD�VRQXoODUÕQÕQ�JHoHUOLOL÷L�YH�J�YHQLUOLOL÷L�
DoÕVÕQGDQ�KHGHIOHQHQ�E�\�NO�NWH�GH÷LOGLU��'ROD\ÕVÕ\OD��EX�oDOÕúPDGD�EX�NRQXGD�
JHQHO� ELU� \RUXP� \DSPDN� \HULQH�� VDGHFH� |UQHNOHP� JUXEXQD� \|QHOLN� H÷LOLPOHUL�
EHOLUOHPHN�YH�ELU�ILNLU�HGLQPHN�DoÕVÕQGDQ�VRQXoODU�GH÷HUOHQGLULOPLúWLU��%|\OHFH��
oDOÕúPD�� EXQGDQ� VRQUDNL� oDOÕúPDODUD� \RO� J|VWHULFL� RODELOHFHN�� |Q� oDOÕúPD�
QLWHOL÷LQGHGLU� 

 
dDOÕúPDQÕQ� EXQGDQ� VRQUDNL� oDOÕúPDODUD� ÕúÕN� WXWDELOPHVL� DoÕVÕQGDQ��

GHQHNOHULQ� EHOLUWWL÷L� \XNDUÕGD� DoÕNODQDQ� GL÷HU� NULWHUOHU� GH� GH÷HUOHQGLUPH�
NDSVDPÕQD�DOÕQPDOÕGÕU��$\UÕFD��P�úWHUL�GH÷HUOHQGLUPHOHUL��P�úWHULOHULQ�VXEMHktif 
GH÷HUOHQGLUPHOHULQL� \DQVÕWWÕ÷Õ� LoLQ� 6(¶ODUÕQÕQ� REMHNWLI� RODUDN� WD�
GH÷HUOHQGLULOPHVL� \|QHWLP� YH� 6(¶ODUÕ� WDUDIÕQGDQ� \DSÕOPDOÕGÕU�� %|\OHFH�� 6(�
\|QHWLP�� 6(� YH� P�úWHUL� EDNÕú� DoÕODUÕQD� J|UH� �o� \|QGHQ� GH÷HUOHQGLULOHUHN��
GH÷HUOHQGLUPHOHULQ� KHP� REMHNWLI� KHP� GH� VXEMHNWLI� ROPDVÕ� YH� KDOR� HWNL�
LoHUPHPHVL�VD÷ODQPDOÕGÕU���� 
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