Uluslararasi Isletme Bilimi
ve Uygulamalari Dergisi

International Journal of Business Science
and Applications

Yil: 2025 Cilt: 5 Sayi: 1

Year: 2025 Volume: 5 Number: 1




Uluslararasi isletme Bilimi ve Uygulamalar1 Dergisi
International Journal of Business Science and Applications

Bas Editor / Editor-in-Chief
Prof. Dr. Enver Bozdemir — Diizce Universitesi

Editor Yardimcilar: / Associate Editors

Prof. Dr. Uzeyir Aydin — Dokuz Eyliil Universitesi
Prof. Dr. Oguz Kara — Diizce Universitesi

Dr. Ogr. Uyesi Oguz Demirel — Diizce Universitesi

Dil Editorii / Language Editor
Aras. Gor. Ismail Nurullah Mutlu

Yayin Kurulu / Editorial Board

Prof. Dr. Enver Bozdemir Diizce Universitesi

Prof. Dr. Mehmet Nurullah Kurutkan Diizce Universitesi

Prof. Dr. Aydin Kayabas1 Dumlupinar Universitesi
Dog. Dr. Seval Aksoy Kiirii Marmara Universitesi

Dog. Dr. Nevin Ozer Diizce Universitesi

Dog. Dr. Ramazan Ekinci [zmir Bakirgay Universitesi
Dr. Ogr. Uyesi Efe Saribay Dokuz Eyliil Universitesi
Dergi Hakkinda

Uluslararasi Isletme Bilimi ve Uygulamalar1 Dergisi (ULISBUD) cevrimici ve yilda ii¢c kez (Nisan, Agustos,
Aralik aylarinda) yayimlanan, disiplinlerarasi, cok disiplinli, uluslararasi ve ¢ift-kor hakemli bir dergidir. Dergi
yOnetim, liretim, pazarlama, muhasebe, finans ve insan kaynaklar1 gibi igletme biliminin alt disiplinlerinde ve
isletme bilimi ile yakin iliski igerisinde olan iktisat, yonetim bilisim sistemleri, uluslararasi ticaret ve
finansman, maliye ve sigortacilik ve sosyal giivenlik disiplinlerinde yiiriitiilmiis gorgiil (ampirik)/kuramsal
(teorik) caligmalari, kargilagtirmali ¢aligmalari ve vaka galismalarini yayimlamaktadir. Dergimize gonderilen
yayinlar icin yazarlardan Telif Hakki Devir Formunu imzalamalar1 istenmektedir. ULISBUD'a gonderilen
yazilar benzerlik programindan gegcirilerek yollanmali ve benzerlik orami %?20'den fazla olmamalidir.
ULISBUD bilimsel aragtirma ve yayin etik ilkeleri ¢ercevesinde ¢aligsmakta olup bu konudaki tiim sorumluluk
yazarlara aittir.

About the Journal

International Journal of Business Science and Applications (IJBSA) is an online, interdisciplinary,
multidisciplinary, international and double-blind peer-reviewed journal published three times a year (April,
August, December). The journal publishes empirical studies, theoretical studies, comparative studies and case
studies in the sub-disciplines of business administration such as management, production, marketing,
accounting, finance and human resources, and in the closely related disciplines of economics, management
information systems, international trade and finance, finance and insurance, and social security. Authors are
requested to sign the Copyright Transfer Form for publications submitted to our journal. Manuscripts submitted
to ULISBUD should be sent through the similarity program and the similarity rate should not be more than
20%. ULISBUD works within the framework of scientific research and publication ethical principles and all
responsibility in this regard belongs to the authors.

Tarandig1 Dizinler / Indexed In:
Asos Indeks, Advanced Science Index (ASI), CiteFactor, ERIH PLUS, Directory of Research Journal Indexing
(DRJD), Scientific Journal Impact Factor (SJIF), Academic Resource Index (ResearchBib)



ULUSLARARASI iSLETME BILiMi VE UYGULAMALARI DERGISI
INTERNATIONAL JOURNAL OF BUSINESS SCIENCE AND APPLICATIONS

YIL (YEAR): 2025 CILT (VOLUME): 5 SAYI (NUMBER): 1
ICINDEKILER (CONTENTS)
Sigortacihik Sektoriinde Toplam Kalite Yonetimi Uygulamalarina Ait Literatiiriin icerik 1
Analizi Yontemi ile incelenmesi
Onder ULU
The Effects of Consumer Preferences on Competition Among Payment Systems 17

Gunduz JAMALZADE, Ahmet OGUZ

Biiyiime ve Saghk iliskisinin.PVAR Yontemi ile Analizi 37
Hasan USTA, Erdogan KOTIL

Tibbi Malzemelerin Depo Tahsisi icin Abc-Fsn Matris Analizi: Hastanelerde Depo 59
Yonetiminin Iyilestirilmesi
Alkan DURMUS



Gelis Tarihi: 09/03/2025 ‘ Kabul Tarihi: 03/04/2025

Arastirma Makalesi Uluslararasi isletme Bilimi ve Uygulamalar1 Dergisi
Original Article International Journal of Business Science and Applications

Sigortacilik Sektoriinde Toplam Kalite Yonetimi Uygulamalarina Ait
Literatiiriin Icerik Analizi Yontemi Ile incelenmesi

Onder ULU!

OZET

Bu aragtirmanin amaci, toplam kalite yonetimi uygulamalari tizerine yapilan arastirmalar: igerik analizi yontemiyle
incelemektir. Arastirma kapsamina Web Of Science ve Scopus veri tabanlar1 taranarak elde edilen makale ve bildiriler
dahil edilmistir. Caligmada igerik analizi yontemi kullanilmistir. Aragtirmanin bulgularina gore 19 bilimsel makale ve
1 kongre bildirisi ele alinmistir. Igerik analizine dahil edilen ¢alismalarda agirlikli olarak nicel arastirma yontemleri
kullanilmus, farkl tekniklerle veriler toplanmis ve veriler analiz edilmistir. Aragtirmalarin biiyiikk cogunlugunun nicel
yontemlere dayandigi, anketin en yaygin veri toplama teknigi oldugu tespit edilmistir. Nitel ¢aligmalarin sayisinin
gorece az olmasi, sektdrde derinlemesine analizlerin sinirli kaldigimi gostermektedir. Ancak, nitel ve karma
yontemlerin kullanildig1 ¢aligmalar, sigorta sektoriindeki orgiitsel kiiltiir, miisteri beklentileri ve stratejik yonetim
stireglerine dair degerli bilgiler sunmaktadir. Sonug olarak, sigorta sektoriindeki aragtirmalarda metodolojik gesitliligin
artirilmasi ve farkli pazar dinamiklerinin daha kapsamli analiz edilmesi gerektigi 6nerilmektedir.

Anahtar Kelimeler: Toplam Kalite Y6netimi, Kalite Yénetimi, i¢erik Analizi

Examining the Literature on Total Quality Management Practices Using the
Content Analysis Method

ABSTRACT

The aim of this study is to analyze research on total quality management practices using the content analysis method.
Articles and conference proceedings obtained through a search of the Web of Science and Scopus databases were
included in the study. The content analysis method was employed in this research. According to the findings, 19
scientific articles and 1 conference proceeding were examined, with a predominant use of quantitative research
methods. Data was collected and analyzed using various techniques. It was determined that most studies relied on
quantitative methods, with surveys being the most used data collection technique. The relatively low number of
qualitative studies indicates a limitation in conducting in-depth analyses within the sector. However, studies employing
qualitative and mixed methods provide valuable insights into organizational culture, customer expectations, and
strategic management processes in the insurance sector. In conclusion, it is recommended that future research in the
insurance sector increase methodological diversity and conduct more comprehensive analyses by considering different
market dynamics.

Keywords: Total Quality Management, Quality Management, Content Analysis
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1. GIRIS

Kiiresellesen diinyada kalite kavrami, is diinyas1 ve gilinliik hayatin en sik bagvurulan terimlerinden biri
haline gelmis ve gelismeleri ifade eden kritik bir unsur olarak 6ne ¢ikmigtir (Yesilbayir, 2007). Glinlimiiz
ekonomik kosullarinda rekabetin artmasiyla birlikte, miigteri tatmini isletmeler igin temel bir 6ncelik haline
gelmistir. Bu tatmini saglamanin en 6nemli kosulu ise miisterilerin beklentilerine uygun {irtinleri yeterli
kalitede, dogru miktarda ve istenilen siirede sunarak bunu siirdiiriilebilir bir standart haline getirmektir (Kiiciik,
2013).

Kalite, i¢ ve disg miisterilerin tiim gizli ve acik beklentilerini karsilayan temel bir is stratejisi olarak kabul
edilmekte, ulusal ve uluslararasi pazarlarda rekabet avantaji elde edebilmek i¢in {iriin ve siire¢ kalitesine
odaklanan yonetim sistemlerinin yeniden sekillendirilmesini zorunlu kilmaktadir. Bu dogrultuda, kalite
kavrami is diinyasinda 6nemli bir bilgi birikimi olugturmus ve o6zellikle Japonya'da uygulanan basarili
orneklerle birlikte “Toplam Kalite Yonetimi” felsefesinin ortaya ¢ikmasina zemin hazirlamistir (Yesilbayr,
2007).

Toplam Kalite Yonetimi, temel olarak miisteri gereksinimlerini en iyi sekilde karsilamayi amaglayan bir
yonetim sistemi olarak tanimlanabilir. Bu yaklagim, miisteri beklentilerini merkeze alarak, igletmenin tiim
birimlerinde ve her seviyede performansin siirekli olarak iyilestirilmesini hedefler. S6z konusu iyilestirme
stireci, tiim ¢alisanlarin biitiinlesmis katkilariyla gergeklesir ve kurulusun genel verimliligini artirmay1 amaglar
(Mergen, 1993).

Toplam kalite yonetimi ile ilgili caligmalar ve uygulamalar ilk olarak iiretim sektdriinde gelismis ve
yayginlagmistir. Zamanla bu calismalar hizmet sektoriinde de Onem kazanarak daha yogun bir sekilde
uygulanmaya baslanmustir. Ozellikle bankacilik, turizm ve saglik gibi hizmet sektérlerinde yayginlasan toplam
kalite yonetimi uygulamalari, sigorta sektoriinde de kalite odakli yaklagimlarin benimsenmesini saglamis ve
miisteri memnuniyetini artirmaya yonelik 6nemli adimlar atilmasina katkida bulunmustur. Sigortacilik;
hukuki, sosyal, finansal ve matematiksel yonleri bulunan, iilke ekonomisinin gelisimine katki saglayan ve
sosyal hayatin giivence altina alinmasinda énemli bir rol {istlenen, uluslararasi dlgekte faaliyet gosteren bir
hizmet sektoriidiir. Yaygin kaninin aksine, sigortacilik basit ve tekdiize bir alan degil; teknik bilgi gerektiren,
uluslararast boyutu olan ve ¢esitli nitelikler ile islevler barindiran karmasik bir yapiya sahiptir. Bir iilkedeki
sigortacilik sektoriinlin geligsimi ve sigorta bilincinin yayginligi, o toplumun sosyal, ekonomik ve kiiltiirel
seviyesini yansitan onemli gdstergelerden biri olarak kabul edilir (Utkueri, 1997). Sigorta sektorii, miisteri
odakl1 yapisi, yiiksek rekabet dinamikleri ve hizmet kalitesine dayali basaris1 nedeniyle toplam kalite yonetimi
uygulamalarinin kritik bir 6neme sahip oldugu sektorlerden biridir. Giinlimiizde sigorta sirketleri, miisteri
memnuniyetini artirmak, hizmet siireclerini optimize etmek ve rekabet avantaj1 saglamak i¢in toplam kalite
yOnetimi prensiplerini benimsemekte ve uygulamaktadir. Toplam kalite yonetimi, miisteri odaklilik, stirekli
iyilestirme, siire¢ yonetimi, ¢alisan katilimi ve liderlik destegi gibi temel ilkeler tizerine insa edilen bir yonetim
anlayisidir. Ancak, bu ilkelerin sigorta sektoriinde etkin bir sekilde uygulanmasi, sektdrel dinamikler,
organizasyonel kiiltiir ve bilgi yonetimi siiregleri gibi cesitli faktorlerden etkilenmektedir. Literatiirde yapilan
calismalar, farkli iilkelerdeki sigorta firmalarmin toplam kalite ydnetimi uygulamalarini benimseme
diizeylerinde farkliliklar oldugunu ve bu siirecin etkinligini belirleyen ¢esitli basar1 faktorleri ve zorluklarin
bulundugunu géstermektedir. Ornegin, bilgi yonetimi siireglerinin toplam kalite yonetimi iizerinde énemli bir
etkiye sahip oldugu, ancak organizasyonel kiiltiirin bu entegrasyonu yeterince desteklemedigi ortaya
konulmustur (Aboyassin vd., 2011). Benzer sekilde, hizmet kalitesindeki agiklar, toplam kalite yonetiminin
etkinligini sinirlandiran temel engellerden biri olarak belirlenmistir (Siami ve Gorji, 2011). Hindistan’daki
sigorta firmalar ise bilgi sistemleri ile toplam kalite yonetimi uygulamalarini entegre ederek miisteri
memnuniyetini ve operasyonel verimliligi artirmaya odaklanmis, ancak {ist yonetimin taahhiidii ve ¢aliganlarin
siirece adaptasyonu konusunda zorluklarla kargilagmistir (Rahman ve Siddiqui, 2006). Giiney Kore’deki
calismalar, toplam kalite yonetiminin 0grenen organizasyon disipliniyle desteklenmesi halinde daha etkili
oldugunu ortaya koyarken, siire¢ yonetimi gibi bazi toplam kalite yOnetimi prensiplerinin organizasyon
genelinde tutarli bir sekilde uygulanmadigim1 da vurgulamaktadir (Oh, 2015). Tiim bu c¢alismalar, sigorta
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sektoriinde toplam kalite yonetimi uygulamalarinin etkinliginin; bilgi yOnetimi, organizasyonel &grenme,
miisteri odaklilik ve liderlik destegi gibi kritik faktorlere bagli oldugunu gostermektedir. Bununla birlikte,
sektorde toplam kalite yonetiminin siirdiiriilebilir bir basariya doniisebilmesi i¢in kisa vadeli maliyet
kaygilarinin yerine uzun vadeli kalite stratejilerinin benimsenmesi, miisteri beklentilerinin dogru analiz
edilmesi ve sigorta sirketlerinin organizasyonel kiiltiirlerini kalite odakli bir yapiya doniistiirmeleri
gerekmektedir.

Toplam kalite yonetimi, miisteri ihtiyacglarmi en iyi sekilde karsilamay1 ve stirekli gelisimi hedefleyen bir
yonetim felsefesi olarak ele alindiginda, gegmiste yapilmis calismalar1 kapsamli bir bigimde incelemek biiyiik
onem tagimaktadir. Bu tiir bir inceleme, sadece mevcut bilgi birikimini anlamakla kalmayip, ayn1 zamanda bu
alanda yiiriitiilen arastirmalarin genel yonelimlerini ortaya koyarak gelecekteki ¢aligmalara da 151k tutmaktadir.
Dolayisiyla, Toplam kalite yonetimi tizerine gergeklestirilen arastirmalar analiz etmek, ampirik ¢aligmalar
kadar degerli olup, bu alanda ilerlemek isteyen arastirmacilar i¢in yol gosterici niteliktedir.

Bu caligmanin amaci da toplam kalite yonetimi hakkinda Web Of Science ve Scopus veri tabanlarinda
sigortacilik sektdriinde toplam kalite yonetimi literatiiriiniin derinlemesine analizini yapmaktir. Aragtirma
toplam bes boliimden olusmaktadir. Caligma hakkinda genel bilgilerin sunuldugu giris boliimiinii takiben ikinci
béliimde arastirmanin kavramsal cercevesi cizilmistir. Uglincii boliimde ¢aligmanim yéntemi hakkinda bilgi
verilmis, dordiincii boliimde arastirmanin bulgulart sunulmustur. Son bdliim olan besinci boliim ise sonug ve
tartismay1 kapsamaktadir.

2. KAVRAMSAL CERCEVE

Giliniimiizde kiiresellesmenin etkisi, teknolojideki hizli degisimler, miisteri beklenti ve ihtiyaglarinin
artmasi, isletmelerin rakiplerine karsi ustiinlik saglama g¢abasi, yani rekabet avantaji elde etme arzusu,
isletmeleri daha zorlu ve engellerle dolu bir miicadeleye siiriiklemistir. Isletmelerin artan miisteri beklenti ve
ihtiyaglarina hizli cevap verebilmesi, rakiplerine kars1 bir giic ve rekabet avantaji elde edebilmesi i¢in ya
maliyetleri diigiirmesi ya da deger iliretmesi gerekmektedir (Baer ve Frese, 2003). Bu kosullar altinda kalite,
isletmelerin uzun vadede yasamlarin1 devam ettirmede, rekabet iistiinliigii saglamada ve yiiksek performans
gostermesinde dnemli bir belirleyici olarak kabul edilmektedir (Coban, 2004). Kalitenin boylesine énemli bir
belirleyici olmasi hem isletme sahiplerini hem de isletme bilimi ile ilgilenen aragtirmacilari bu kavrami
derinlemesine incelemeye yonlendirmistir. Bu dogrultuda, kalite kavrami is diinyasinda 6nemli bir bilgi
birikimi olusturmus ve toplam kalite yonetimi felsefesinin ortaya ¢ikmasima zemin hazirlamistir.

Toplam kalite yonetimini tanimlamadan Oncelikle kaliteyi tanimlamakta fayda olacaktir. Sozliik anlam
“miikemmellik derecesi” olarak belirtilen kalite kavrami bir {iriin ya da hizmetin amacina ve isteklere uygun
olmasi, yani miisteriyi tatmin etmesi ve beklentilerini karsilamasi olarak tanimlanabilir (Efil, 2010).

Toplam kalite yonetimi ile ilgili ¢esitli tanimlar yapilmakla birlikte, bu tamimlarin ortak noktasi, toplam
kalite yonetiminin "modern bir yonetim anlayis1" olarak kabul edilmesidir. Toplam kalite yonetimi genellikle
"giiclii liderlik", "katilimc1 yonetim" ve "ekip ¢aligmasi"nin bir kombinasyonu olarak tanimlanmakla birlikte,
bazen de "hatasiz {irlin liretimi" veya "miisteri memnuniyeti" odakli bir yaklasim olarak ele alimmaktadir.
Giliniimiizde toplam kalite yonetimi, sadece bir felsefe ve ilke sistemi degil, ayn1 zamanda uygulama araglariyla
desteklenen bir yonetim bi¢imidir (Yildirim, 2009).

Toplam Kalite Yonetimi, bir kurulusun tiim siireclerinde kaliteyi yiikseltmek amaciyla, calisanlarin
tamaminin katilimini tesvik eden, planl ve sistematik bir yaklagimi benimseyen, siirekli gelisim ve iyilestirme
yoluyla miisteri memnuniyetini saglamay1 hedefleyen bir yonetim modelidir. Her degisim ve yenilik, bu
felsefeye yeni perspektifler kazandirmakta olup, gelecekte de kazandirmaya devam edecektir. Toplam kalite
yonetiminin siirekli iyilestirme ve gelisimi zorunlu kilmasi, bu yonetim anlayisinin zamanla gegerliligini
yitirmesinden ziyade, yeni yonetim yaklagimlarinin ortaya ¢ikmasia onciilik edecegini gostermektedir
(Ozgakar, 2010).

Hizmet, fiziksel bir mala bagli olarak sunulan soyut bir degeri igermektedir. Hizmetleri mallardan ayiran
temel 6zellikler; soyutluk, eszamanl sunum, degiskenlik ve dayaniksizlik olarak siralanabilir. Hizmetin soyut
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bir yapiya sahip olmasi nedeniyle, satin alma siirecinde miilkiyet devri ger¢eklesmez; bunun yerine, kullanim
hakki, deneyim ya da tiiketim s6z konusu olur (Karatepe, 1997).

Hizmetin soyut yapis1 ve miilkiyet devri yerine deneyim ve kullanim hakki sunmasi, hizmet sektoriinii diger
sektorlerden farkli ve dinamik kilmaktadir. Bu farklilik, hizmet sektoriintin ekonomik yapilar i¢indeki 6nemini
giderek artirmakta ve lilkelerin gelismiglik seviyelerinin bir gostergesi haline gelmesine neden olmaktadir.
Dolayisiyla, hizmet sektoriinde faaliyet gosteren isletmelerin rekabet avantaji elde edebilmesi i¢in yalnizca
hizmet sunmalari yeterli olmayip, ayn1 zamanda kalite anlayisim1 benimsemeleri ve miisteri memnuniyetine
odaklanmalar biiyiik bir gereklilik haline gelmistir. (Zengin ve Erdal, 2000).

Hizmet sektoriinde faaliyet goOsteren isletmelerin, artan rekabet ortaminda siirdiiriilebilirliklerini
saglamalarinin en onemli unsurlarindan biri kaliteli hizmet sunmaktir. Gilinlimiizde miisteriler, satin alma
kararlarinda daha bilingli ve etkili hale gelmis, bu da isletmelerin kalite algisina daha fazla 6nem vermelerini
zorunlu kilmistir. Sunulan hizmetin kalitesi ne kadar yiiksek olursa, miisterilerin satin alma siirecini igletmenin
iiriiniinii tercih ederek tamamlamasi o kadar olasidir. Bu durum, 6zellikle hizmet sektoriinde faaliyet gosteren
isletmeler acgisindan kalitenin kritik bir faktér oldugunu gostermektedir. Miisterilerin bekledikleri hizmet
kalitesi ile deneyimledikleri hizmet kalitesi arasindaki fark, isletmelerin sunduklar1 hizmetin yeterliligini
degerlendirmelerine olanak tanir. Bu farkin analizi, isletmelere miisterilerinin kalite algisim daha iyi anlama
ve hizmetlerini iyilestirme firsati sunar (Sener, 2016).

Sigortacilik sektorii hizmet sektoriiniin bir parcasi olarak, yogun miisteri iliskileri ve yiiksek rekabetin
yasandigi 6nemli alanlardan biri olarak one ¢ikmaktadir. Kiiresel finansal sistemin temel unsurlarindan biri
olan sigorta sektorii, sosyoekonomik istikrarin saglanmasinda kritik bir gorev iistlenmektedir. Ozellikle
gelismekte olan iilkelerin 6nciiliigiinde biiylime ivmesini siirdirmekte ve finansal sistemin siirdiiriilebilirligine
katkida bulunmaktadir. (S6zen ve Meral, 2024).

Insanlik var oldugundan beri giiven ve giivende olma ihtiyaci en temel duygularmdan biri olmustur. Tarih
boyunca insanlar, kimi zaman barinmak, kimi zaman dogadan korunmak, kimi zaman da sahip olduklarin
giivence altina almak igin gesitli onlemler almistir. Sigortacilik da bu temel ihtiyaglardan dogmus ve zamanla
geligmistir. Baslangicta yalnizca hayatlarim giivence altina alan insanlar, zamanla esyalarin1 ve birikimlerini
de koruma yoluna gitmistir.

Giliniimiizde sigortacilik, bircok alanda faaliyet gostererek hem degerlerin korunmasim saglayan hem de
ekonomide Snemli bir yer tutan bir sektor haline gelmistir. Sigortaciliin yaygimlagmasinda ve gelisiminde
dagitim kanallarmin biiyilik bir etkisi oldugu bilinmektedir. Kiiresellesen ticaret ve teknolojik ilerlemeler,
hizmet sektoriinii de degisim ve gelisime ayak uydurmaya zorlamis, bdylece sektoriin siirekli yenilenmesi ve
teknolojiyle uyumlu hale gelmesi gerekliligini ortaya ¢ikarmistir (Biitliner ve Sert, 2022).

Toplam Kalite Yonetimi, yalnizca tiretim sektorlerinde degil, hizmet sektorlerinde de biiylik 6nem tagir.
Sigorta sektorii, hizmet odakli bir sektor olarak, miisteri memnuniyeti ve hizmet kalitesinin en Onemli
unsurlarindan biridir. Toplam kalite yonetimi, sigorta sirketlerinin miisteri odaklilik anlayisini gelistirmelerine
ve rekabet avantaji elde etmelerine yardimer olabilecek bir yonetim felsefesidir. Sigorta hizmetlerinde,
Ozellikle insan faktoriiniin kritik bir rolii vardir. Calisanlarin egitim seviyesi, davraniglari, hizmet verme
sekilleri gibi etkenler, hizmet kalitesinin dogrudan belirleyicisi olabilir. Bu baglamda, toplam kalite yonetimi
anlayis1, sigorta sektoriinde calisanlarin performansimi iyilestirmeyi, hizmetin her asamasinda kaliteyi
artirmay1 ve miisteri beklentilerini daha iyi karsilamay1 amaglar. Ayrica, toplam kalite yonetiminin sigorta
sektorii icin tagidigi bir diger énemli yon, sektordeki hatalarin ve uygunsuzluklarin ¢ogunlukla bireysel
hatalardan kaynaklanmasidir. Sigorta sirketleri, bu hatalar1 minimize etmek igin toplam kalite yonetimini
uygulayarak hem ig siireclerini iyilestirebilir hem de miisteri memnuniyetini artirabilir (Siami ve Gorji, 2011).

Sonug olarak, sigorta sirketlerinin gelismesi, sektordeki imajin giiclenmesi ve sigorta bilincinin
yaygimlagmasi gibi hedeflere ulagilmasi i¢in toplam kalite yonetiminin Onemi biyiiktiir. Bu yonetim
anlayiginin, 6zellikle rekabetin arttig1 giiniimiizde sigorta sektoriinde daha da kritik hale geldigi goriilmektedir.
Sigorta sektorii, ekonomik ve kiiltiirel kosullarla i¢ ice gegmis bir yapiya sahip oldugundan, sektdrdeki kalite
calismalari degerlendirirken, iilkenin genelindeki gelismelerin de g6z 6nilinde bulundurulmasi gerektigi
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asikardir. Bu nedenle, toplam kalite yonetimi anlayisinin sigorta sektoriinde ne kadar 6nemli bir yer tuttugu ve
sektordeki rekabeti sekillendiren bir unsur oldugu agik¢a goriilmektedir.

3. YONTEM

Aragtirmada, sigorta sektdriinde toplam kalite yonetimi uygulamalar1 iizerine yapilmis olan literatiir detayl
bir sekilde incelenmistir. Incelenen calismalar, genis bir akademik veri kaynagi olan Web Of Science ve Scopus
veri tabanlar1 araciligtyla elde edilmistir. Bu arasgtirmalarin taranmasinda, ("Insurance" OR "Insurance Sector"
OR "Insurance Industry") AND ("Total Quality" OR "TQM") arama stratejisi ile sektore dair ilgili tiim
caligmalar toplanmistir. Web of Science veri tabaninda gergeklestirilen literatiir taramasi sonucunda toplam 53
caligma tespit edilmistir. Belirlenen c¢aligmalar, belirli dahil etme ve dislama kriterleri dogrultusunda
degerlendirilmistir. Bu kapsamda, 2025 yilina ait olanlar, Ingilizce dilinde yazilmamis olanlar ve sigorta
sektoriiyle dogrudan iligkili olmayan ¢aligmalar analiz disinda birakilmistir. Ayrica, yalnizca makale ve bildiri
tiirtindeki akademik caligmalar dikkate aliarak diger yayn tiirleri kapsam digia alinmistir. Yapilan bu eleme
stirecinin ardindan, detayli inceleme ve analiz i¢in 13 makale calismaya dahil edilmistir. Yine ayn1 arama
stratejisi ile Scopus veri tabaninda gerceklestirilen literatiir taramasi sonucunda toplam 146 calisma tespit
edilmistir. Belirlenen ¢aligmalar, belirli dahil etme ve diglama kriterleri dogrultusunda degerlendirilmistir. Bu
kapsamda, 2025 yilina ait olanlar, Ingilizce dilinde yazilmamis olanlar ve sigorta sektdriiyle dogrudan iliskili
olmayan c¢aligmalar analiz disinda birakilmigtir. Ayrica, yalnizca makale ve bildiri tiirlindeki akademik
calismalar dikkate alinarak diger yayin tiirleri kapsam digina alimmustir. Ayrica iki veri tabaninda da ayni olan
makalelerden sadece biri analize dahil edilmis ve ampirik olmayan ¢aligmalar, 6rnegin 6l¢ek uyarlama gibi
caligmalar, analiz kapsamina dahil edilmemistir, ¢iinkii bu tiir ¢aligmalarin arastirma amacina katkisi sinirlh
kalmaktadir. Yapilan bu eleme siirecinin ardindan, detayli inceleme ve analiz i¢in 7 makale ¢alismaya dahil
edilmistir. Arastirmaya dahil edilen 20 c¢aligma, yazar1 veya yazarlari, kullanilan yontemi, 6rneklemi, veri
toplama teknigi, degiskenleri ve veri analiz yontemleri sistematik bir bicimde belirlenerek asagida sunulan
Tablo 1'de yapilandirilmistir ve arastirmanin amacina uygun olarak titizlikle incelenmis ve analiz edilmistir.
Bu kapsamli degerlendirme, toplam kalite yoOnetiminin sigorta sektdriindeki uygulamalarina iliskin
derinlemesine bir analiz yapabilmek amaciyla gerekli tiim verilerin toplanmasimi ve sistematik bir sekilde
smiflandirilmasini saglamistir.

4. BULGULAR

Asagidaki Tablo 1°de, arastirma kapsaminda incelenen gesitli bilimsel caligmalara dair elde edilen bulgular
ayrintil bir sekilde sunulmaktadir. Tablo, her bir ¢alismanin yazar1 veya yazarlarinin isimleri, ilgili yayim yili,
kullanilan arastirma ydnteminin tiirii, caligmada yer alan 6rneklem grubu ve bu gruptan elde edilen verilerin
toplanmasinda kullanilan veri toplama teknikleri gibi dnemli bilgileri icermektedir. Ayrica, her bir caligmanin
konu aldig1 degiskenler, bu degiskenlerin arastirmadaki rolii ve analiz silirecinde uygulanan veri analiz
teknikleri de tablonun ilgili siitunlarinda yer almaktadir. Bu tablo, sdz konusu bilimsel ¢aligsmalara dair genel
bir bakis saglamakta olup, yapilan arastirmalarin metodolojik ¢esitliligi ve her bir caligmanin ele aldig1 konular
arasindaki iligkiler hakkinda 6nemli bir ¢erceve sunmaktadir.

TABLO 1: incelenen Caligmalar

.. 2 Veri Toplama .. Veri Analizi
Yazar(lar) Yontem Orneklem Teknigi Degiskenler Teknigi
Toplam Kalite Yo6netimi T - Testi
Lee H.H. ve Lee . Tayvan .. ..
C Y 2 014 Nicel Sigorta Anket Orgiitsel Ogrenme Varyans Analizi
Sekiri Is Performansi Coklu Regresyon
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Ki-Kare T-Testi

naulh Hindistan Toplam Kalite
Chau an.G. Ve Nicel Sigorta Anket Yonetimi Korelasyon
Nema G.; 2017 Sektorii o
Verimlilik Yiizde Analizi
Performans Analizi
Top-lam Kalite Yonetimi Kargilastirmali
Is Siireci Yeniden Analiz
Tayvan _ Yapilandirma Is Siiregleri Analizi
Weng. S.C., 2012 Karma Sigorta Vaka Caligmasi Is Akiskanlarinin
o . Basari
Sektorii Yeniden Tasarimi - .
Degerlendirme ve
Verimlilik Kiyaslama
Miisteri Memnuniyeti Kalite Yonetim
Analizi
Karsilagtirmali . e
Mitki, Y. ve Shani, Nitel Sigorta i ) Toplam Kalite Y 6netimi Kargilagtirmali
A.B.; 1995 Sirketi Derinlemesine Kiiltiir Analiz
Calisma
; Toplam Kalite Yo6netimi
Oh, S.; 2015 Nicel KorekS {g(frta Anket . Coklu Regresyon
Sektorti Ogrenen Organizasyon
Rahman. Z: ve Hindistan Toplam Kalite Y6netimi
A Nicel Sigorta Anket o ) Regresyon
Siddiqui, J.; 2006 Sektorii Bilgi Sistemleri
Ag Veri Zarflama
Performans Bilegenleri Analizi
. . . e Performans Analizi
Nourani, M. Vd; Nicel I\é[?glzft};a Ikincil Veri Risk Y 6netimi Vénetimsel K
2017 s Kaynaklari iri 5rleri onetimsel Karar
Sektorii Y Giris Cikig Faktorleri Alma Matrisi
Olgtim ve Siniflandirma Sinir Projeksiyon
Analizi
Malezya _ Ag Veri Zarflama
Kou: K.C.: 2017 Nicel Sigorta Ikincil Veri Opera.syoneul VC.I'III.lllllk .Anahzl
e Kaynaklar1 Risk Ydnetimi Kesik Regresyon
Sektorii >
Analizi
Kalite Girigimleri
Hindistan (Kiyaslama, Liderlik, T Testi
Krishnan, A.; 2014 Nicel Sigorta Anket Hizmet odaklilik, Kor 125 N
Sektorii Siirekli lyilestirme, orelasyo
Bilgi Yonetimi)
Betimleme Analizi
Yang, C.C.; 2006 Karma Sigorta Anket Miilakat Kalite Yonetim Sistemi L
Sektorii Istatistiksel
Ortalama Analizi
Orneklem Analizi
. Toplam Kalite Yo6netimi . .
McCabe, D.; 2002 Nitel Slgoft a Vaka Caligmasi Strateji S(zylem Anallz¥
Sektorii cer et Baglamsal Analiz
Yenilikgilik
Prajogo, 1.D. ve . Kalite Yetkinlikleri -
McDermott, P.; Karma Ssél%?gtr?i Anket Hizmet Sunum Oneml&rfl’;rit;rmans
2011 Yetkinlikleri
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Prajogo, I.D. ve

Sigorta

Operasyon Stratejileri

Ki-Kare Testi

McDermott, P.; Nitel g Anket . . Korelasyon
2008 Sektorii Operasyon Faaliyetleri Regresyon Analizi
Vaka Calismast Miisteri - S.’:.lglgyICI
] . ] Odak Grup Bekl.entlllerl
Tlndye;)glzaé T.vd;; Nitel SS 11g(0ft a Gorlismesi Misteri - Slgqﬂa Tematik Analiz
ektoru Anahtar Bilgi Beklentileri
Gériigmesi Saglayici - Sigorta
Beklentileri
Paydas Memnuniyeti
Sicorta Serbest Kalite Yonetim Dengeli Karne
Tsvetkova, L. 2020 Nitel gotta Erisilebilir Sistemlerinin Etkisi Stratejik Planlama
Sektorii ) .
Veriler Organizasyonel Entegrasyonu
Diizeyde Hedefler
Miisteri Baglilig
Miisteri Memnuniyeti
. Giiven L
Petzer, J.D. ve . Sigorta o Yapisal Esitlik
Tonder, VE. 2018 €l Sektorii Anket Musteri Degeri Modellemesi
Miisteri Sadakati
Niyetleri
Miisteri Etkilesimi
i Endonezya Sosyal Sorumluluk .
Ronaldo, R. Vd; Nicel Sigorta Anket Tedarik Zincir Yo6netimi Yapisal Eslth.k
2018 e Modellemesi
Sektorii Sorunlari
Aboyassin, A. N. . Urdun Toplnam Ka.l tte Varyans Analizi
Vd. 2011 Nicel Sigorta Anket . Ylonetlmll . Korelasyon
” Sektori Bilgi Yonetimi
Hizmet Kalitesi
Siami, S. Ve Gorji, . Iran Sigorta Bilesenleri Spearman ve
M. 2011 Nicel Sektorii Anket Hizmet Kalitesi Pearson Korelasyon
Bosluklari
Spearman ve
Toplam Kalite Yonetimi  Pearson Korelasyon
. . fran Sigorta [lkeleri Wilcoxon Testi
Gorji, M. 2011 Nicel Sektorii Anket Hizmet Kalitesi Mann-Whitney
Bosluklari Yontemi
Anova

Arastirma kapsaminda 13 tanesi Web of Science ve 7 tanesi Scopus veri tabanindan elde edilen toplam 20
calismaya ulasilmustir. Incelenen arastirmalarin 12 tanesinde nicel arastirma yontemi, 5 tanesinde nitel
aragtirma yontemi ve 3 tanesinde karma yontem kullanilmistir. Caligmalarin biiyiik bir kisminin nicel
yontemler kullandig1 goriilmektedir. Nicel aragtirmalar genellikle anket veya ikincil veri kaynaklar araciligiyla
gergeklestirilmektedir. Ozellikle sigorta sektoriinde toplam kalite yonetimi, verimlilik, miisteri memnuniyeti
ve organizasyonel 0grenme gibi degiskenleri inceleyen arastirmalarin gogunlukla nicel yontemler ile analiz
edildigi gozlemlenmistir. Nicel arastirmalarin yaygin olarak kullanilmasi, bu alanda istatistiksel analiz
tekniklerine dayali giiclii kanitlar elde edilme isteginden kaynaklanabilir. Nitel aragtirma yonteminin tercih
edildigi arastirmada ise karsilagtirmali derinlemesine ¢alisma, anket, vaka caligmasi, odak grup goriismesi,
anahtar bilgi gorlismesi, serbest erisilebilir veriler teknikleri ile veri toplanmistir. Bununla birlikte, karma
yontemlerin de kullanildig1 ¢alismalar mevcuttur. Ornegin, Weng (2012) ve Yang (2006) gibi arastirmalarda
hem anket hem de miilakat veya vaka caligmas1 yontemlerinin birlikte kullanildig1 goriilmektedir. Karma
yontem kullanan arastirmalar, genellikle kalite yonetim sistemleri, is slirecleri analizi ve organizasyonel
degisim gibi konular1 ele almaktadir. Nitel arastirmalar ise genellikle sdylem analizi, baglamsal analiz ve
tematik analiz gibi tekniklerle derinlemesine veriler elde etmeye yoneliktir.
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Veri toplama teknikleri arasinda en yaygin kullanilan yontemlerden birinin anket oldugu tespit edilmistir.
Anket yontemi, sigorta sektoriindeki arastirmalarda en sik bagvurulan araglardan biri olup, 6zellikle miisteri
memnuniyeti, toplam kalite yonetimi ve hizmet kalitesi gibi Olgiilebilir ve nicel degiskenlerin analiz
edilmesinde etkin bir sekilde kullanilmaktadir. Bu yontem, genis 6rneklem gruplarindan veri toplamak ve bu
verileri sistematik bir sekilde analiz etmek i¢in olduk¢a uygun bir aragtir. Bununla birlikte, daha derinlemesine
analiz gerektiren durumlar i¢in vaka caligmalari ve derinlemesine miilakatlar da yaygin olarak tercih
edilmektedir. Vaka calismalari, 6zellikle organizasyonel siireclerin, kalite yonetim sistemlerinin ve miisteri-
sigortact beklentilerinin daha ayrintili bir sekilde anlagilmasini saglayan giiglii bir yontemdir. Derinlemesine
miilakatlar ise, katilimcilarm diisiince siire¢lerini, deneyimlerini ve duygusal tepkilerini anlamak i¢in oldukca
faydalidir. Ayrica, baz1 arastirmalarda serbest erigilebilir veri kaynaklarindan yararlanildigi da gézlemlenmistir.
Bu tiir veriler, 6zellikle biiyilik veri setlerine erisim saglamak ve belirli bir konuda daha genis c¢apli analizler
yapmak i¢in dnemli bir kaynak olusturmaktadir. Serbest erisilebilir veri kullanimi, arastirma siirecini daha
verimli hale getirirken, ayn1 zamanda maliyetlerin diisiiriilmesine de katki saglamaktadir. Bu ¢esitlilik, sigorta
sektoriindeki arastirmalarin ¢ok boyutlu bir sekilde ele alindigini ve farkli veri toplama tekniklerinin sektdrdeki
cesitli dinamikleri anlamada nasil etkili bir sekilde kullanildigini géstermektedir.

Aragtirmalarda en sik incelenen degiskenlerden biri toplam kalite yonetimi olmustur. Toplam kalite
yOnetimi, 6zellikle organizasyonel verimlilik, hizmet kalitesi, miisteri memnuniyeti ve isletme performansi ile
iligkilendirilerek ele almmistir. Bunun yam sira, verimlilik, miisteri memnuniyeti, bilgi yonetimi, grenen
organizasyon, risk yOnetimi ve operasyonel stratejiler gibi konularin da caligmalarda sikc¢a ele alindigi
goriilmektedir. Baz1 ¢alismalar miisteri odakli konulara yonelmistir. Ozellikle miisteri memnuniyeti, miisteri
sadakati, miisteri etkilesimi ve miisteri degeri gibi degiskenler miisteri davraniglarinin sigorta sektoriindeki
etkisini anlamaya ydnelik olarak incelenmistir. Ote yandan, sigorta sirketlerinin kurumsal sosyal sorumluluk,
tedarik zinciri yonetimi ve stratejik yonetim siiregleri gibi konular1 ele alan arastirmalarin da oldugu
goriilmektedir. Sigorta sektoriine 6zgii toplam kalite yonetimi uygulamalar incelendiginde, 6zellikle miisteri
memnuniyetinin artirilmasi, operasyonel siireclerin iyilestirilmesi ve hizmet kalitesinin siirdiiriilebilir sekilde
gelistirilmesi gibi konularin 6n plana ¢iktigi goriilmektedir. Sigorta sirketleri, toplam kalite yonetimi
uygulamalarint benimseyerek miisteri odakli hizmet anlayisin1 giliclendirmekte ve rekabet avantaji elde
etmektedir. Toplam kalite yonetimi, sigorta sektoriinde hem ig siireclerin optimize edilmesi hem de miisteri
iliskilerinin daha etkili bir sekilde yonetilmesi agisindan kritik bir rol oynamaktadir. Ornegin, polige diizenleme
stireglerinin hizlandirilmasi, hata oranlarinin azaltilmasi, tazminat siireclerinin seffaf ve adil sekilde
yiiriitiilmesi gibi unsurlar, sigorta hizmetlerinin kalitesini dogrudan etkileyen faktorlerdir. Bunun yam sira,
caligsanlarin egitimi ve siirekli iyilestirme kiiltlirliniin benimsenmesi, sigorta sektoriindeki hizmet sunum
kalitesinin ylikseltilmesine dnemli katkilar saglamaktadir. Toplam kalite yonetimi uygulamalar1 sayesinde,
sigorta sirketleri miisteri geri bildirimlerini daha etkin bir sekilde analiz edebilmekte ve hizmet siire¢lerini bu
geri bildirimlere gore sekillendirebilmektedir. Ayrica, toplam kalite yoOnetimi kapsaminda kullanilan
dijitallesme ve otomasyon sistemleri, sigorta hizmetlerinin daha verimli ve hatasiz bir sekilde sunulmasina
yardimc1 olmaktadir. Toplam kalite yoOnetiminin sigorta sektdriindeki bu rolii, sektordeki miisteri
memnuniyetini ve operasyonel verimliligi artirarak sirketlerin uzun vadeli basarisina dogrudan katkida
bulunmaktadir.

Aragtirmalarda en yaygin kullanilan veri analizi tekniklerinden biri, degiskenler arasindaki iligkileri ortaya
koymak amaciyla bagvurulan regresyon analizidir. Regresyon analizleri, 6zellikle kalite yonetimi, verimlilik,
bilgi yonetimi gibi énemli konularda, farkli faktorler arasindaki etkileri anlamak ve bu iligkileri somut bir
sekilde modellemek i¢in siklikla tercih edilmistir. Bunun diginda, sigorta sektoriiyle ilgili aragtirmalarda ¢esitli
istatistiksel analiz yontemlerinin de yaygin olarak kullamildig gézlemlenmektedir. Ornegin, T-Testi, Ki-Kare
Testi, Korelasyon Analizi, Varyans Analizi (ANOVA) gibi temel istatistiksel yontemler, sektordeki cesitli
degiskenler arasindaki farkliliklar1 ve iligkileri incelemek icin etkili bir sekilde uygulanmaktadir. Yapisal
Esitlik Modellemesi ise, 6zellikle miisteri iligkileri, miisteri baglilig1 ve giiven gibi konularda daha karmagsik
iligkilerin analiz edilmesi amaciyla yogun olarak tercih edilmistir. Bu yontem, birden fazla degiskenin bir arada
degerlendirilmesi gerektigi durumlarda oldukga yararh olmaktadir. Bunun yani sira, bazi arastirmalarin daha
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derinlemesine ve nitel analiz tekniklerine yoneldigi goriilmektedir. Tematik analiz, sdylem analizi,
karsilagtirmali analiz ve dengeli karne yontemi gibi nitel analiz teknikleri, 6zellikle organizasyonel yapu, kiiltiir,
miisteri beklentileri ve stratejik yonetim gibi daha soyut ve dinamik konularin incelenmesinde kullanilmistir.
Bu tiir nitel analizler, sigorta sektoriindeki daha insana ve kurumsal yapiya dayali dinamiklerin anlagilmasina
olanak tanirken, istatistiksel teknikler daha nicel verilerle desteklenen somut sonuglar elde edilmesini
saglamaktadir. Sonug olarak, sigorta sektoriine dair yapilan arastirmalar hem nicel hem de nitel analiz
tekniklerinin birlesimiyle zenginlestirilmis ve sektdre dair kapsamli bir bakis agis1 sunmay1 basarmistir.

Sigorta sektoriine yonelik yapilan aragtirmalarin biiyiik bir kisminin kalite yonetimi, miisteri memnuniyeti,
verimlilik ve organizasyonel performans gibi temel konulara odaklandigi goézlemlenmektedir. Bu konular,
sektordeki hizmet kalitesinin artirilmasi ve isletmelerin rekabet giiciiniin yiikseltilmesi agisindan kritik 6neme
sahiptir. Nicel arastirmalarin daha baskin oldugu goriilmektedir, ¢linkii sigorta sektoriinde incelenen
degiskenlerin ¢ogu Olgiilebilir niteliktedir ve istatistiksel analizlerle kolayca degerlendirilebilmektedir. Bu
sayede, sektordeki ¢esitli faktorlerin etkileri daha somut bir sekilde ortaya konulmakta ve iyilestirme alanlari
belirlenebilmektedir. Ancak, bazi arastirmalarin nitel ve karma ydntemleri kullanarak daha derinlemesine
analizler yaptig1 da dikkate degerdir. Bu tiir aragtirmalar, 6zellikle organizasyonel yapi, kiiltiir, miisteri
beklentileri ve stratejik yonetim gibi daha soyut ve karmasik konulara dair detayl bir i¢gérii sunmaktadir. Nitel
ve karma yontemlerin, bu konularda daha zengin veri ve anlamli sonuglar elde edilmesine olanak tanidigi
goriilmektedir. Bu da sigorta sektoriiniin sadece sayisal verilerle degil, aynm1 zamanda insan davramislari,
organizasyonel dinamikler ve stratejik yonelimler gibi daha kaliteli ve kapsamli bir perspektifle incelendigini
ortaya koymaktadir.

Aragtirmalarin cografi dagilimi incelendiginde, 6zellikle Asya iilkeleri basta olmak tizere gelismekte olan
iilkelerde sigorta sektoriine yonelik artan bir ilgi oldugu dikkat cekmektedir. Bu tilkelerde, sigorta sektoriiniin
gelismesi ve daha verimli hale gelmesi amaciyla yapilan c¢aligmalarm sayisimin  giderek arttig
gozlemlenmektedir. Gelismekte olan ekonomilerde sigorta sektoriiniin biiyiimesi hem yerel hem de kiiresel
diizeyde daha fazla 6neme sahip olmustur. Bu baglamda, sigorta sektdriindeki verimliligin artirilmasi, kalite
yOnetim sistemlerinin etkin bir sekilde uygulanmasi ve miisteri memnuniyetinin saglanmasi gibi kritik konular,
akademik arasgtirmalarin temel odak noktalarini olusturmakta ve sektorel gelisim agisindan biiyiik bir
potansiyel tasimaktadir. Arastirmalar, sigorta hizmetlerinin kalitesini ylikseltmek ve sektordeki rekabet
avantajin giiclendirmek i¢in bu unsurlarin nasil daha etkili hale getirilebilecegini sorgulamakta, ayn1 zamanda
sigorta sirketlerinin siirdiiriilebilirlik ve miisteri odaklilik gibi faktorleri de g6z Oniinde bulundurarak daha
stratejik adimlar atmalarina olanak saglamaktadir. Bu trend, sigorta sektoriiniin gelisen pazarlarindaki gelecegi
sekillendirecek ve sektore dair yapilan akademik aragtirmalarin yoniinii belirleyecek 6nemli bir unsur olarak
karsimiza ¢gikmaktadir.

Sonug olarak, bu alandaki arastirmalarin metodolojik ¢esitliligi, sigorta sektoriinde yapilan akademik
caligmalarin kapsamli bir sekilde ele alindigim ve farkli bakis agilariyla incelendigini agik¢a ortaya
koymaktadir. Cesitli veri toplama ve analiz tekniklerinin bir arada kullanilmasi, aragtirmalarin sadece belirli
bir boyutla sinirl kalmayip, sigorta sektoriiniin farkli alanlarin1 daha derinlemesine anlamaya yonelik bir gaba
icinde oldugunu gostermektedir. Bu cesitlilik, sektordeki farkli dinamiklerin ve etkilesimlerin daha iyi
kavranmasini saglayarak, sigorta sektoriiniin gelismesi ve daha etkin bir sekilde isleyebilmesi i¢in 6nemli bir
temel olusturmaktadir. Ayrica, sektore dair ¢ok yonlii bir anlayis gelistirilmesi, uygulamali ¢oziimler
iiretilmesine ve politika gelistirme siireglerinde daha etkili kararlar alinmasina olanak tanimaktadir. Bu
baglamda, yapilan akademik caligmalarin genis bir perspektifle sigorta sektoriine katki sagladig ve sektdrdeki
cesitli sorunlara yenilik¢i yaklasimlar gelistirilmesine imkan tanidig1 sdylenebilir.

5. TARTISMA VE SONUC

Bu arastirmanin amaci, sigorta sektoriinde toplam kalite yonetimi uygulamalarina dair mevcut literatiiriin
detayli bir sekilde incelenmesidir. Bu inceleme, icerik analizi yontemi kullanilarak gergeklestirilmis olup,
sigorta sektoriindeki toplam kalite yonetimi uygulamalarinin etkinligi, zorluklar ve basar1 faktorleri lizerine
yapilan akademik ¢alismalarin sistematik bir sekilde degerlendirilmesi hedeflenmistir. Calisma, diinya ¢apinda
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saygin akademik veri tabanlar1 olan Web of Science ve Scopus taranarak, toplam kalite yonetimi ile ilgili
yayimlanmis makaleler ve bildiriler {izerinden derinlemesine bir analiz yapilmistir. Bu yaymlar, sigorta
sektoriinde toplam kalite yonetimi uygulamalarmin nasil sekillendigi, gelisim siirecleri ve uygulamada
karsilagilan giigliikler gibi konular1 anlamak i¢in secilmis ve incelenmistir. Literatiirdeki anahtar temalar,
arastirma trendleri ve mevcut bilgi birikimi de analiz edilerek, sigorta sektoriinde toplam kalite yonetimi
uygulamalariyla ilgili genel bir degerlendirme yapilmistir. Sonug olarak, bu ¢alisma, sigorta sektdriindeki
toplam kalite yonetimi uygulamalarinin akademik alandaki yerini anlamak i¢in kapsamli bir perspektif
sunmay1 amaglamakta ve sektore dair gelecekteki arastirmalara 151k tutmay1 hedeflemektedir. Bu ¢aligmanin
¢esitli sinirhiliklar bulunmaktadir. Oncelikle, arastirma belirli bir sektdr ve sektorden kaynakli bélge ile sinirl
oldugundan, elde edilen bulgularin farkli sektorler veya cografi bolgeler i¢in genellenebilirligi kisitlidir. Bunun
yani sira, arastirmada tercih edilen analiz yontemi, alternatif yontemlerin kullanilmas1 halinde farkli bulgular
ortaya c¢ikmasina neden olabilecek bir smirlilik teskil etmektedir. Calismanin belirli teorik modeller
cergevesinde ele alinmasi, farkli teorik yaklagimlarin incelenmemesi sonucunu dogurmus ve bu durum,
arastirmanin kapsamim daraltmistir. Ayrica, arastirmada kullanilan veri kaynaklarinin giivenilirligi, calismanin
temel siirhliklarindan biri olarak degerlendirilmektedir. Anket veya ikincil veri kullanimma dayal
arastirmalarda olas1 yanlilik riski bulunmaktadir. Verilerin dogrulugu ve tutarliligi, kullanmilan kaynaklarm
giivenilirligi ile dogrudan iliskili olup, bu faktorler sonuglarin gegerliligini etkileyebilmektedir. Tiim bu
sinirliliklar g6z oniinde bulundurularak, gelecekteki calismalarda daha genis veri setleri, farkli metodolojik
yaklagimlar ve ¢ok yonlii teorik gerceveler kullanilmasi 6nerilmektedir.

Aragtirmanin bulgularina gore, toplam kalite yonetimine yonelik ¢caligmalarin ¢ogunlugunda nicel arastirma
yontemi kullanilmig ve veriler anket yolu ile toplanmistir. Toplam kalite yonetimi caligmalarinda nicel
arastirma yontemlerinin ve anketlerin yaygin olarak tercih edilmesinin temel nedenleri arasinda 6lgiilebilirlik,
genellenebilirlik ve istatistiksel analiz imkani yer almaktadir. Toplam kalite yonetimi, kalite performans,
miisteri memnuniyeti, c¢alisan katilim1 ve verimlilik gibi sayisal olarak degerlendirilebilen unsurlara
dayandigindan, nicel arastirma yontemleri bu unsurlarin sistematik ve objektif bir bigimde analiz edilmesine
olanak tanimaktadir.

Nicel yontemlerle elde edilen veriler, genis 6rneklemler iizerinde uygulanarak genellenebilir sonuglar
sunmakta ve toplam kalite yonetiminin orgiitler iizerindeki etkilerini kapsamli bir sekilde degerlendirmeye
imkan vermektedir. Ayrica, korelasyon, regresyon analizi ve hipotez testleri gibi istatistiksel yontemler
araciligryla toplam kalite yonetiminin bilesenleri arasindaki iliskiler 6l¢iilebilmekte ve bu dogrultuda yonetim
kararlarini destekleyici bilimsel kanitlar saglanmaktadir.

Bunun yam sira, toplam kalite yonetimi ¢aligmalarinda farkli departmanlar, ¢alisan gruplar1 ve miisteriler
gibi genis katilimci kitlesinden veri toplanmast biiyiik 6nem tagimaktadir. Bu baglamda, anketler genis 6l¢ekli
veri toplama siireglerinde etkin bir ara¢ olarak dne ¢ikmaktadir. Farkli perspektiflerden toplanan veriler, daha
genis bir anlayis gelistirilmesini ve yonetim stratejilerinin ¢esitlendirilmesini miimkiin kilmaktadir.

Sonug olarak, nicel arastirma yontemleri ve anket kullanimi, kalite yOnetimi siireclerinin objektif,
sistematik ve kapsaml bir sekilde analiz edilmesini saglayarak, toplam kalite yonetimi uygulamalarinin
etkinligini artiran 6nemli bir yaklasim sunmaktadir. Bu yontemler, sigorta sektoriindeki toplam kalite yonetimi
uygulamalarinin bagariya ulasmasinda kritik bir rol oynamaktadir ve yonetim kararlarinin daha saglam
temellere dayanmasini saglamaktadir. Bu durum, sigorta sektoriinde 6lgiilebilir degiskenlerin belirlenmesi ve
analiz edilmesinde istatistiksel yontemlerin 6n planda oldugunu gostermektedir.

Sigorta sektoriinde toplam kalite yonetimi uygulamalarinin etkinligi, zorluklar1 ve basar1 faktorleri,
sektoriin miisteri odakli yapisi ve rekabet¢i dinamikleri nedeniyle 6nemli bir inceleme alanidir. Naser A.
Aboyassin ve digerlerinin "Achieving Total Quality Management Using Knowledge Management Practices"
baslikli makalesinde, Urdiin sigorta sektdriinde bilgi ydnetimi siireglerinin toplam kalite y&netimi tizerindeki
etkisi incelenmistir. Aragtirma, bilgi teshisi, edinimi, iiretimi, paylasimi, depolanmasi ve uygulanmasi gibi bilgi
yOnetimi siireclerinin toplam kalite yonetimi ilkeleriyle gii¢lii bir iliski i¢inde oldugunu ortaya koymustur. Bu
bulgular, sigorta sirketlerinin kalite hedeflerine ulagmada bilgiyi stratejik bir arag olarak kullanmasinin
etkinligini gostermektedir. Ozellikle, miisteri odaklilik ve siirekli iyilestirme gibi toplam kalite yonetimi
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prensiplerinin, bilgi paylasimi ve uygulamasi ile desteklendiginde daha basarili oldugu goézlemlenmistir.
Ancak, Urdiin’deki sigorta sirketlerinin bilgi ydnetimini bir kiiltiir olarak benimsemedigi ve toplam kalite
yonetimini genellikle ytizeysel bir sekilde uyguladigi belirtilmis, bu da etkinligin tam anlamiyla saglanmasinda
bir eksiklik olarak dne ¢ikmistir. Z. Rahman ve J. Siddiqui'nin “Exploring Total Quality Management for
Information Systems in Indian Firms” basglikli makalesinde, Hindistan’daki firmalarin bilgi sistemleri
departmanlarinda toplam kalite yonetimi uygulamalarinin etkinligi ele alimmistir. Arastirma, toplam kalite
yOnetiminin bes temel prensibi (iist yonetim taahhiidii, miisteri odakli gelismeler, kiyaslama, siirekli iyilestirme
ve calisan tabanini gli¢lendirme) {izerinden sigorta gibi ¢esitli sektorlerdeki uygulamalar incelemis ve toplam
kalite yonetimi ile bilgi sistemleri sinerjisinin iiriin ve hizmet kalitesini artirdigim ortaya koymustur. Ozellikle
miisteri memnuniyetinin artmasi ve hizmet kalitesinin iyilesmesi gibi faydalar 6ne ¢ikarken, maliyet ve zaman
tasarrufu gibi ikincil kazanimlar da dikkat cekmistir. Ancak, bu etkinligin saglanmasinda iist yonetimin destegi
ve misteri odakli yaklagimlar en kritik faktorler olarak belirlenmistir. Sigorta sektdriinde de benzer sekilde,
miisteri beklentilerine hizl1 yanit verebilmek ve hizmet siire¢lerini standartlagtirmak toplam kalite yonetiminin
etkinligini artiran unsurlar arasinda yer almaktadir. Seokyoung Oh’un “How Learning Atmosphere is
Connected to Quality Practices: A Case Study of A Korean Service Firm” baslikli makalesi ise Giiney
Kore’deki bir sigorta sirketinde toplam kalite yonetimi ve &grenen organizasyon kavramlarmin iliskisini
incelemistir. Aragtirma, toplam kalite yonetiminin temel prensipleri (takim ¢alismasi, siirekli iyilestirme, siire¢
yOnetimi ve miisteri odaklilik) ile 6grenen organizasyonun bes disiplini (paylasilan vizyon, zihinsel modeller,
takim 6grenmesi, kisisel ustalik ve sistem diisiincesi) arasindaki baglantiy1 analiz etmistir. Bulgular, takim
Ogrenmesi ve sistem diisiincesinin siirekli iyilestirme ve miisteri odaklilik gibi toplam kalite yonetimi
prensipleriyle giiclii bir iliski i¢inde oldugunu gostermistir. Ozellikle, sigorta sirketinde calisanlarin takim
calismasi ve siirekli iyilestirme uygulamalarina adaptasyonu, toplam kalite yonetiminin etkinligini artiran bir
unsur olarak 6ne ¢ikmustir. Ancak, siire¢ yonetiminin 6grenen organizasyon disiplinleriyle iliskisiz kalmasi,
sigorta sektorliinde toplam kalite yonetiminin tiim prensiplerinin esit derecede etkili olmadigin1 ve bazi
alanlarda eksiklikler bulundugunu ortaya koymustur. Bu durum, toplam kalite yOnetiminin sigorta
sektoriindeki etkinliginin, organizasyonel Ogrenme kapasitesine ve kiiltiirel uyuma bagl oldugunu
gostermektedir. Sahar Siami ve Mohammadbagher Gorji’nin "Service Quality Management in the Insurance
Industry on the Basis of Service Gap Model" baslikli makalesi ise Iran sigorta sektdriinde hizmet kalitesi
yonetimini SERVQUAL modeline dayanarak analiz etmistir. Bu ¢aligma, hizmet kalitesindeki bes temel agig1
(miisteri beklentileri ile yonetim algisi, yonetim algisi ile hizmet standartlari, standartlar ile sunulan hizmet,
sunulan hizmet ile dis iletisim ve misteri algisi ile beklentiler arasindaki farklar) ele alarak, sigorta sektoriinde
hizmet kalitesinin misterilerin beklentilerini karsilamada yetersiz kaldigim1 ortaya koymustur. Arastirma,
miigterilerin hizmet kalitesini %52,2 oraninda yeterli buldugunu, ancak tiim agiklarin negatif degerler
gosterdigini ve bu durumun hizmet kalitesinde genel bir bagarisizlik oldugunu isaret ettigini belirtmistir. Bu,
sigorta sektoriinde toplam kalite yonetimi uygulamalarinin etkinligini artirmak i¢in miisteri beklentilerinin
daha iyl anlagilmasi ve hizmet sunum siireglerinin bu beklentilere gore diizenlenmesi gerektigini
gostermektedir. Giivenilirlik boyutunun miisteriler igin en 6nemli faktor olarak 6ne ¢ikmasi, toplam kalite
yOnetiminin basarisinda tutarlilik ve giivenin kritik oldugunu vurgulamaktadar.

Sigorta sektdriinde toplam kalite yonetimi uygulamalarmin etkinligini sinirlayan zorluklar, Urdiin
orneginde, organizasyonel kiiltiiriin bilgi yonetimi ve toplam kalite yonetimini tam anlamiyla desteklememesi,
bilgi paylasimini tesvik eden bir yapinin eksikligi ve ¢alisanlarin ortiik bilgisinin belgelenmemesi gibi unsurlar
temel engeller olarak tamimlanmigtir. Ayrica, sigorta sirketlerinin kisa vadeli kédr odakli yaklagimlari, uzun
vadeli kalite stratejilerinin uygulanmasini zorlastirmaktadir. iran 6rneginde ise, yonetim ile miisteri beklentileri
arasindaki algi farki, hizmet standartlarinin belirlenmesindeki hatalar ve sunulan hizmet ile iletisim arasindaki
tutarsizliklar, toplam kalite yonetiminin etkinligini sinirlayan baslica zorluklar olarak ortaya ¢ikmistir. Her iki
durumda da sektorel dinamiklerin ve diisiik sigorta bilincinin, kalite yonetimini daha karmagik hale getirdigi
goriilmektedir. Bu zorluklar, toplam kalite yonetiminin sigorta sektoriinde uygulanabilirligini sorgulatirken,
ayn1 zamanda ¢0ziim odakl1 yaklagimlarin gerekliligini de ortaya koymaktadir. Hindistan 6rneginde, Rahman
ve Siddiqui, bilgi sistemleri profesyonellerinin toplam kalite yonetimi yazilim miihendisliginde benimseme
konusundaki tereddiitlerini ve toplam kalite yonetimi prensiplerine dair genel bir anlayis eksikligini zorluk
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olarak tanimlamistir. Sigorta sektorii gibi hizmet odakli bir alanda, iist yonetimin taahhiidiiniin eksikligi veya
calisanlarin yeni sistemlere adaptasyon siirecindeki direnci, toplam kalite yonetiminin uygulanabilirligini
sinirlamaktadir. Ayrica, Hindistan’daki firmalarm liberallesen piyasa kosullarinda kaliteye odaklanma
zorunlulugu, kisa vadeli maliyet odakli yaklagimlardan uzun vadeli kalite stratejilerine geciste bir engel
olusturmustur. Kore 6mneginde ise Oh, siire¢ yOnetimi gibi bazi toplam kalite yonetimi prensiplerinin
organizasyon genelinde tutarli bir sekilde uygulanmadigini ve departmanlar aras1 farkliliklarin toplam kalite
yOnetiminin etkinligini azalttigini belirtmistir. Sigorta sektoriinde miisteri beklentilerinin siirekli degismesi ve
calisanlarin bu degisime ayak uyduracak egitimden yoksun kalmasi da dnemli bir zorluk olarak ortaya
cikmistir.

Toplam kalite ydnetiminin sigorta sektdriindeki bagar1 faktorleri Urdiin galismasinda, bilgi edinimi ve
uygulamasinin toplam kalite yonetimi {izerinde en giiclii etkiye sahip oldugu bulunmus bu, sirketlerin ¢alisan
egitimine ve teknolojik altyapiya yatirim yapmasinin énemini vurgulamaktadir. Ayrica, iist yonetimin kalite
taahhiidii, calisan katilimi ve siirekli iyilestirme cabalari, basarmin temel taslar1 olarak one ¢ikmustir. iran
calismasinda ise, giivenilirlik ve glivence gibi hizmet kalitesi boyutlarinin miisteri memnuniyetinde kritik rol
oynadig1 belirtilmis, bu da toplam kalite yonetiminin basarisi i¢in hizmet sunumunda tutarlilik ve seffafligin
sart oldugunu gostermistir. Miisteri odakli bir yaklagimin ve hizmet siireglerinin siirekli izlenmesi ve
gelistirilmesinin, sigorta sektoriinde toplam kalite yOnetiminin etkinligini artiran ana faktorler oldugu
savunulmaktadir. Ozellikle, Urdiin’de onerilen ortak pazarlama bilgisi kurumu gibi yenilik¢i yapilar, bilgi
paylasimini ve sektorel ig birligini tesvik ederek basariy1 destekleyebilir. Hindistan ¢alismasinda, iist yonetimin
taahhiidii ve miisteri odakli gelismeler, toplam kalite yonetiminin bilgi sistemleri uygulanmasinda en etkili
faktorler olarak one c¢ikmistir. Sigorta sirketleri i¢in bu, miisteri ihtiyaglarimi dogru analiz eden ve bu
dogrultuda hizmet siireglerini tasarlayan bir yaklasimin gerekliligini gostermektedir. Calisan tabanini
giiclendirme prensibi de egitim ve yetki devri yoluyla personel verimliligini artirarak basariy1 desteklemistir.
Kore 6meginde ise, takim 6grenmesi ve sistem diislincesi gibi 6grenen organizasyon disiplinlerinin, toplam
kalite yonetiminin takim g¢aligmas1 ve siirekli iyilestirme prensipleriyle uyumu, sigorta sirketinin kalite
hedeflerine ulagmasinda kilit rol oynamustir. Ozellikle, miisteri odakliligin sistem diisiincesiyle desteklenmesi,
sirketin rekabet¢i bir ortamda yenilik¢i hizmetler sunabilmesini saglamigtir. Sigorta sektoriinde toplam kalite
yonetiminin basarisinin, liderlik destegi, calisan katilimi ve miisteri odakli bir vizyonla miimkiin oldugunu
ortaya koymaktadir. Ayrica, Hindistan’daki sigorta firmalarinin toplam kalite yonetimini bilgi sistemleri ile
entegre ederek elde ettigi verimlilik artigi, teknolojinin dogru kullaniminin da bir basar1 faktorii oldugunu
gostermektedir.

Sonug olarak, sigorta sektdriinde toplam kalite yonetimi uygulamalarinin etkinligi, bilgi yonetimi ve hizmet
kalitesi agiklarimin kapatilmas1 gibi stratejik yaklagimlarla artirilabilir, ancak bu siirecte 6énemli zorluklarla
karsilagilmaktadir. Sektorel ve kiiltlirel farkliliklarin toplam kalite yonetimi uygulamalarini sekillendirdigini
gostermektedir. Basarn igin, sirketlerin miisteri beklentilerini dogru analiz etmesi, bilgiyi etkili bir sekilde
yonetmesi ve organizasyonel yapiy1 kalite odakli bir kiiltiire doniistiirmesi gerekmektedir. Sigorta sektdriinde
toplam kalite yonetiminin potansiyelini ortaya koyarken, bu potansiyelin realize edilmesi i¢in uzun vadeli bir
vizyon, egitim ve ig birligi gerektigini vurgulamaktadir. Bu baglamda, sigorta sirketlerinin hem i¢ siireglerini
hem de dis iletisimlerini yeniden yapilandirmasi, toplam kalite yonetiminin siirdiiriilebilir bir basariya
doniismesi icin kritik bir adimdir. Ayrica sigorta sektoriinde toplam kalite yonetimi uygulamalarinin etkinligi,
iist yonetimin liderligi, miisteri odaklilik ve organizasyonel 6grenme kapasitesi gibi faktorlere baglidir. Toplam
kalite yonetiminin sigorta sektdriinde {irlin ve hizmet kalitesini artirma potansiyeline sahip oldugunu, ancak
bu potansiyelin tam anlamiyla realize edilmesi i¢in bazi zorluklarin asilmasi1 gerektigini gdstermektedir.
Kiiltiirel adaptasyon ve liderlik destegi eksikligi ve siire¢ yoOnetimindeki tutarsizliklar, toplam kalite
yonetiminin uygulanmasinda karsilagilan temel engellerdir. Basar igin, sigorta sirketlerinin ¢aligan egitimine
yatirim yapmasi, miigteri beklentilerini siirekli izlemesi ve teknolojiyi stratejik bir arag¢ olarak kullanmasi
gerekmektedir. Toplam kalite yonetiminin sigorta sektoriinde siirdiiriilebilir bir rekabet avantaji saglamasi i¢in
uzun vadeli bir vizyon ve organizasyonel bir doniisiim gerektirmektedir. Bu baglamda, sigorta sektoriinde
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toplam kalite yonetimi hem i¢ siireclerin iyilestirilmesi hem de dig miisteri memnuniyetinin artirilmasi igin
giiclii bir yonetim felsefesi olarak 6ne ¢ikmaktadir.

Ancak, bazi ¢aligmalarin nitel ve karma yontemler ile gergeklestirilmis olmasi, derinlemesine analiz
edilerek daha genis bir perspektiften ele alindigim gostermektedir. Toplam kalite ydnetimi, incelenen
makalelerde en ¢ok ele alinan konular arasinda yer almaktadir. Bunun yaninda, miisteri memnuniyeti ve hizmet
kalitesi gibi degiskenler de sikca arastirilmistir. Ozellikle miisteri odakli yaklasimlar, sigorta sektdriinde
rekabet avantaji saglama noktasinda 6nemli bir faktor olarak 6ne ¢ikmaktadir. Miisteri sadakati, miisteri
baghiligt ve giiven gibi kavramlar da sigorta sirketlerinin performans degerlendirmelerinde kritik rol
oynamaktadir.

Risk yonetimi, operasyonel verimlilik ve yonetimsel karar alma siirecleri iizerine yapilan aragtirmalarin
biiyiikk bir kism ikincil veri kaynaklarina dayanmaktadir. Bu durum, sigorta sektoriindeki operasyonel
stireglerin ve performans bilesenlerinin daha genis veri setleri lizerinden analiz edilmesine olanak tanimaktadir.
Ozellikle ag veri zarflama analizi ve regresyon gibi gelismis veri analiz tekniklerinin kullanimi, sektordeki
performans ol¢lim ¢aligmalarina katki saglamaktadir.

Nitel ¢alismalarin sayisinin gorece daha az olmasi, sigorta sektoriinde derinlemesine gorlisme, vaka
caligmalart ve sdylem analizlerinin smirli kaldigimi gostermektedir. Bununla birlikte, nitel ¢aligmalarin
sundugu baglamsal ve tematik analizler, sigorta sektoriinde orgiitsel kiiltiir, miisteri beklentileri ve stratejik
yonetim siireglerini anlamada 6nemli bir kaynak teskil etmektedir.

Sonug olarak, sigorta sektoriinde yapilan akademik arastirmalarin biiytlik bir kismi, toplam kalite yonetimi,
miisteri memnuniyeti ve risk yonetimi gibi temel ve kritik konulara yogunlagmaktadir. Bu konular, sigorta
sektoriiniin etkinligini artirmak ve rekabet avantaj1 saglamak i¢in merkezi bir rol oynamaktadir. Calismalarda
genellikle nicel arastirma yontemleri tercih edilmekte olup, sektordeki degiskenlerin 6lgiilebilirligine dayal
analizler yapilmaktadir. Nicel yontemler, sektoriin yapisint daha objektif ve genellenebilir bir sekilde
degerlendirme olanagi saglamakla birlikte, sadece sayisal verilerle sinirli kalmakta ve sektdrdeki daha
karmagik dinamikleri géz ardi edebilmektedir. Gelecekteki arastirmalarin daha kapsamli ve derinlemesine
analizler sunabilmesi i¢in cesitli yonlerden gelistirilmesi Onerilmektedir. Oncelikle, arastirmanin veri
kaynaklar genisletilmeli ve uzun vadeli, farkli cografi bolgeleri kapsayan veri setleri kullanilarak sonuglarin
genellenebilirligi artirilmalidir. Ayrica, mevceut ¢alismada uygulanan yontemlerin 6tesine gegilerek, alternatif
istatistiksel analiz teknikleri, yapay zeka destekli tahmin modelleri ve simiilasyon yontemleri gibi farkli
metodolojik yaklagimlar benimsenmelidir. Bunun yani sira, sigorta sektoriindeki uygulamalarin diger finansal
hizmet alanlariyla karsilastirmali olarak incelenmesi, sektorler arasi farkliliklarin ve benzerliklerin ortaya
konulmasina katki saglayacaktir. Aragtirma bulgulariin politika yapicilar ve sektor temsilcileri i¢in somut
ciktilara doniistiiriilmesi admna, belirli politika degisikliklerinin ve stratejik uygulamalarin etkilerini
degerlendiren analizler gerceklestirilmelidir. Son olarak, dijitallesme ve yapay zeka teknolojilerinin sigorta
sektorii lizerindeki etkileri daha ayrmtili bir sekilde ele alinarak, blok zinciri, biiyiik veri analitigi ve nesnelerin
interneti gibi yenilik¢i teknolojilerin sektdrdeki uzun vadeli doniigiim siirecine katkilar1 arastirilmalidir. Bu
oneriler dogrultusunda gergeklestirilecek caligsmalar, sigortacilik sektoriindeki yenilikei yaklagimlarin daha iyi
anlagilmasina ve uygulanabilir stratejilerin gelistirilmesine katki saglayacaktir. Bu baglamda, sektordeki daha
karmasik dinamikleri ve bireysel, kiiltiirel etmenleri daha derinlemesine incelemek igin nitel ve karma
yontemlerin kullaniminin artirilmasi gerektigi degerlendirilmektedir. Nitel yontemler, sigorta sektoriindeki
organizasyonel yapi, kiiltiir, miisteri beklentileri gibi daha soyut kavramlarin ve davranigsal unsurlarin
anlagilmas1 agisindan biiyiik bir katki saglayabilir. Ornegin, sigorta sirketlerinin yoneticileri, calisanlar1 ve
miigterileri ile yapilan birebir goriismeler, organizasyonun stratejik karar alma siireclerini ve miisteri
memnuniyetine etkisini anlamak i¢in kullanilabilir. Bir sigorta sirketinin miisteri temsilcileriyle yapilan
gorlismeler, miisteri beklentilerini nasil karsiladiklarini ve karsilastiklar1 zorluklar1 ortaya koyabilir. Farkh
miisteri segmentleri ile yapilan grup tartigmalari, sigorta Urlinlerinin nasil algilandigimi ve miisteri
beklentilerinin neler oldugunu belirlemeye yardimci olabilir. Geng miisteriler ile yapilan bir odak grup
calismasi, dijital sigorta hizmetlerine yonelik egilimleri ortaya koyabilir.
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Bu baglamda, gelecekte yapilacak arastirmalarin hem metodolojik cesitliligi artirarak daha kapsamli bir
analiz sunmasi beklenmektedir. Ayrica, farkli pazar kosullarini ve sektorel degisimleri goz Oniinde
bulundurmak, aragtirmalarin daha gercek¢i ve uygulanabilir sonuglar elde etmesini saglayacaktir. Bu
dogrultuda, sigorta sektoriine dair daha genis kapsamli, ¢ok boyutlu ve derinlemesine incelemeler yapilmasi,
sektordeki yenilikgi gelismelere ve stratejik yonelimlere 151k tutacaktir.
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The Effects of Consumer Preferences on Competition Among Payment Systems'

Gunduz Jamalzade?, Ahmet Oguz’

ABSTRACT

This study examines the influence of consumer preferences on the competitive dynamics of electronic payment (e-
payment) systems within the e-commerce ecosystem. Through a correlational research design, data were collected
from 415 online shoppers in Turkey via a structured survey and analyzed using SPSS 27.00. The research explores
how consumer perceptions—encompassing perceived benefit, security, and personalization—shape decision-making
processes regarding e-payment systems. Findings indicate that demographic factors, such as gender, age, and education
level, significantly influence preferences, with women, younger individuals, and highly educated respondents showing
greater inclination toward e-payment systems. Card payments emerged as a preferred method, reflecting trust in this
mechanism. Statistical analyses reveal a strong correlation between E-Customer Perception and Consumer Decision
Making Styles (r = 0.756, p < 0.001), with the former explaining 55.8% of the variance in the latter. These results
highlight the critical role of perceived benefits, security, and personalization in driving consumer behavior, offering
valuable insights for e-payment providers to enhance adoption and satisfaction through targeted strategies.

Keywords: E-Commerce, E-Payment Systems, Consumer Preferences, Digital Banking, Competitive Dynamics

Tiiketici Tercihlerinin Odeme Sistemleri Arasindaki Rekabet Uzerindeki
Etkileri

OZET

Bu calisma, e-ticaret ekosisteminde elektronik ddeme (e-6deme) sistemlerinin rekabet dinamiklerini ve tiiketici
tercihlerinin bu dinamikler iizerindeki etkisini incelemektedir. Korelasyonel bir arastirma tasarimiyla, Tiirkiye’de
¢evrimici aligveris yapan 415 yetiskinden yapilandirilmis bir anket yoluyla veri toplanmis ve SPSS 27.00 kullanilarak
analiz edilmistir. Aragtirma, algilanan fayda, giivenlik ve kisisellestirme gibi tiiketici algilarin e-6deme sistemlerine
yonelik karar verme siireglerini nasil sekillendirdigini degerlendirmistir. Bulgular, cinsiyet, yas ve egitim diizeyi gibi
demografik faktorlerin tercihleri 6nemli Olgiide etkiledigini gdstermektedir; kadimnlar, geng¢ bireyler ve yiiksek
egitimliler e-6deme sistemlerine daha fazla ilgi duymaktadir. Kart ddemeleri, bu mekanizmaya duyulan giiveni
yansitarak tercih edilen bir yontem olarak éne ¢iknustir. Istatistiksel analizler, E-Miisteri Algis1 ile Tiiketici Karar
Verme Stilleri arasinda giiclii bir iliski oldugunu (r = 0.756, p < 0.001) ve E-Miisteri Algisinin karar verme stillerindeki
varyansin %55.8’ini acikladigin1 ortaya koymustur. Bu sonuglar, algilanan fayda, giivenlik ve kisisellestirmenin
tiiketici davranigini yonlendirmedeki kritik roliinii vurgulamakta ve e-6deme saglayicilarina hedefe yonelik stratejilerle
benimsenmeyi ve memnuniyeti artirma konusunda énemli bilgiler sunmaktadir.
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1. INTRODUCTION

The research focuses an examining the role of payment systems within the e-commerce ecosystem and the
competition among electronic payment (e-payment) systems. Specifically, it aims to analyze the influence of
consumer preferences on this competitive landscape. The study seeks to evaluate consumers’ perceptions of e-
payment systems and how these perceptions shape their decision-making processes.

The primary objective of the research is to elucidate the competitive dynamics among e-payment systems
and to assess the impact of consumer preferences on these systems. Within this framework, it endeavors to
clarify the role that consumer perceptions and decision-making styles play in the adoption of e-payment
systems. The significance of this study lies in its detailed examination of the effects of these systems on
consumer behavior during a period marked by rapid growth in the e-commerce sector and the increasing
prevalence of digital payment methods. This analysis provides valuable insights for postgraduate researchers,
market participants (including consumers and businesses), and policymakers.

The research was conducted using a structure model designed to explore consumers’ preferences for e-
payment systems and the underlying factors driving these preferences. Data were collected through an online
survey and analyzed using SPSS version 27.00. Demographic characteristics were assessed through frequency
distributions, followed by factor analysis, reliability analysis, and validity analysis applied to the E-Customer
Perception and Consumer Decision Making Styles scales. Regression analysis was employed as the primary
method of analysis.

The research population comprises consumers in Turkey who engage in online shopping and utilize various
electronic payment (e-payment) systems. The sample consists of 415 adults aged 18 and over, selected through
random sampling, who shop online and use at least one e-payment system. The primary research problem is to
ascertain the competitive dynamics of e-payment systems within the e-commerce ecosystem and to understand
how consumer preferences influence this competition.

The study posits the following hypotheses:

1. A positive correlation exists between consumer perceptions—such as perceived benefit, security, and
personalization—and their preferences for e-payment systems;

2. The frequency of e-payment system usage impacts consumers’ perceptions and decision-making styles
regarding these systems;

3. Demographic factors, including gender, age, and education level, significantly affect preferences for e-
payment systems.

The scope of the research is limited to online shoppers in Turkey. Data were collected via an online survey,
which restricted the sample to individuals with internet access. Participants were expected to complete the
survey accurately and comprehensively; however, some data loss may have occurred. Additionally, the
subjective nature of consumers’ perceptions and preferences toward e-payment systems constitutes a further
limitation.

The primary objective of the research is to comprehend the competitive dynamics among electronic
payment (e-payment) systems and the influence of consumer preferences on these systems. Within this
framework, the study seeks to elucidate the role that consumer perceptions and decision-making styles play in
the adoption of e-payment systems. The significance of this research lies in its detailed examination of the
effects of e-payment systems on consumer behavior during a period marked by rapid growth in the e-commerce
sector and the increasing prevalence of digital payment methods. This analysis provides valuable insights for
postgraduate researchers, market participants (including consumers and businesses), and policymakers.

1.1. The Market for E-Payment Systems

The e-payment systems market encompasses financial transactions conducted using digital technologies to
facilitate payments for goods and services accessed online within the e-commerce ecosystem (Kauftman and
Walden, 2020).
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From the perspective of market concentration and competition, the payment systems sector exhibits an
oligopolistic structure. Global giants such as Visa and Mastercard, alongside local players like Troy, compete
for market share. The market is characterized by high entry barriers, including regulatory requirements and
financial and technological obligations, which make it challenging for new entrants to penetrate the market.
Consumer preferences are primarily driven by perceptions of security, speed, and user experience. Post-
COVID-19, there has been a significant surge in the use of digital wallets and contactless payments, a trend
influenced by both consumer preferences and the exigencies of the period.

The e-payment systems market within the e-commerce ecosystem continues to grow, driven by innovative
technologies and an evolving market structure. Despite the dominance of established players, fintech firms and
blockchain-based solutions are intensifying competition. Balanced regulatory enforcement and support for
innovative services are critical for the future development of the e-payment systems market.

The concept of a multi-sided marketplace refers to digital platforms that bring together multiple user groups
(e.g., buyers, sellers, and service providers) to facilitate interactions among them (Evans and Schmalensee,
2016). Multi-sided marketplaces, particularly in the context of accelerated digitalization, are shaping the future
of commerce through the effective integration of e-commerce and e-payment systems (Rochet and Tirole,
2003).

E-commerce involves the buying and selling of goods and services through digital platforms (Laudon and
Traver, 2021). This form of commerce transcends the limitations of traditional physical stores, offering
consumers the opportunity to shop without geographical constraints. It also provides advantages such as a wide
product range, price comparison options, and 24/7 accessibility, thereby enhancing customer satisfaction
(Chaffey, 2022). For sellers, e-commerce reduces operational costs and enables access to a broader customer
base.

E-payment systems encompass secure, fast, and traceable payment methods used for transactions on digital
platforms (Dahlberg et al., 2015). These systems include various payment methods such as credit cards, digital
wallets, mobile payments, and bank transfers. Notably, e-payment systems minimize fraud risks through
advanced security protocols and multi-factor authentication methods, thereby enhancing user experience
(Teoh, Chong, and Lin, 2013). Additionally, they optimize trade processes by increasing transaction speed.

Multi-sided marketplaces integrate e-commerce, e-payment systems, logistics, and other service providers
to offer a comprehensive ecosystem that meets user needs.

Digital transformation in financial services is shaped by technology and global competition, with
innovations such as payment systems, fintech, Al, blockchain, and cryptocurrencies driving significant changes
in the sector. In payment systems, mobile payments, digital wallets, and QR code-based methods are tangible
outcomes of digitalization. Blockchain-based payment infrastructures eliminate intermediaries, enabling faster
and more reliable financial processes. The expansion of e-commerce, coupled with big data analytics and
fintech solutions, allows businesses to understand consumer behavior and optimize their strategies.

Substitute services in the e-payment systems market are alternative services that fulfill similar functions,
addressing user needs through different means. E-payment systems create a complementary ecosystem with
directly related regions and services. Complementary services and products in the e-payment systems market
support payment processes or enhance user experience. These include:

- Virtual POS systems, which enable businesses to accept online payments;
- E-commerce platforms such as Trendyol and Amazon;
- Security services like 3D Secure and encryption technologies;

- Bill payment platforms that integrate electricity, water, and natural gas payments with payment
systems;

- Logistics services that offer delivery solutions compatible with payment systems, among others.

The e-payment systems market is rooted in the financial services sector integrated with digital technologies.
It encompasses both technology firms providing payment systems and e-commerce platforms utilizing these
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systems. E-payment services are tied to regional banking infrastructures and national regulations, such as PSD2
and PSD3 in Europe and e-money licensing requirements in Turkey. The market can be defined in terms of
geographical scope (local, e.g., Turkey, and global, e.g., international payment systems), product or service
scope (card-based payments, digital wallets, cryptocurrencies, etc.), and user segments (consumers and
businesses). User preferences for speed, security, and ease of use are fundamental characteristics of the market.

Typically, the regulators of this market include the Central Bank of the Republic of Turkey (TCMB), the
Banking Regulation and Supervision Agency (BDDK), and the Competition Authority. Consumers, such as
individuals shopping online, and businesses, such as e-commerce sites and SMEs, constitute the market for
these products and services.

1.2. Payment Methods and Developments

The payment sector is experiencing heightened competition due to the emergence of new entrants, such as
fintech companies, alongside traditional banks. The regulations introduced by PSD2 have far-reaching
implications, impacting not only the payment industry but also the broader data economy. PSD2, PSD3, and
open banking regulations in Europe have spurred innovation within financial services.

Fintech poses a challenge to the intermediary role of banks by providing consumers with faster, more cost-
effective, and accessible services (OECD, 2020). The fintech sector, particularly within payment systems, is
significantly reshaping consumer behavior.

High-technology exports serve as a vital resource for economic growth strategies. A comparative analysis
of OECD countries and Turkey underscores Turkey’s shortcomings in this domain. The proportion of high-
technology products in Turkey’s total exports is notably lower than that of other OECD countries, a disparity
linked to inadequate prioritization of R&D investments (Konak, 2018).

Fintech companies offer small and medium-sized enterprises (SMEs) integrated technological services that
banks are less equipped to provide on the same scale. However, the entry of foreign players into the Turkish
market presents a risk by intensifying competition. Stringent regulations in Turkey, nonetheless, act as a
significant barrier to entry for these players. For fintech firms achieving a certain trade volume in Turkey,
neighboring regions such as the Middle East, the Balkans, and Central Asia offer substantial market potential.

Fintech firms that strategically position themselves in the market can enable customers to manage accounts
across all banks from a single platform.

The consolidation of payment services may heighten systemic risks. Over-reliance on a single payment
infrastructure could trigger cascading effects in the event of a service disruption. Protecting user data and
managing fraud risks remain critical challenges for regulators.

Non-bank institutions are increasingly involved in various stages of the payment process, including pre-
transaction, authorization, clearing, settlement, and post-transaction services (CPMI, 2014).

The pandemic has accelerated the shift toward a cashless economy, while technological innovations and
regulatory frameworks have redefined the payment systems sector. In 2023, new financial tools such as Buy
Now, Pay Later (BNPL) and open finance gained prominence, while 2024 witnessed transformations driven
by Al, cloud-based systems, instant payments, and open banking.

A 2020 international study found that debit card usage in Europe reached 43%, while cash usage dropped
to 36%. Additionally, 44% of European consumers now prefer smartphone-based payments more frequently.
In Turkey, open banking is a relatively new concept, with amendments to Law No. 6493 introducing definitions
for “payment initiation services” and “account information services. TCMB is developing the technical
infrastructure through secondary regulations.

BTC companies typically offer lower-risk, larger credit volumes, whereas fintech firms tend to target niche
markets.

As 0of 2019, Apple Pay was operational in over 40 countries worldwide, boasting nearly 500 million users.
Google Wallet was active in more than 30 countries during the same year, fiercely competing with Apple Pay
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in the mobile payment market. Alipay is expanding rapidly beyond China, while Amazon Pay operates in 100
countries globally, supporting payments not only on Amazon.com but also with third-party retailers.

Peer-to-peer (P2P) payments represent one of the fastest-growing segments of digital payments. Platforms
such as Facebook’s Libra project (now rebranded as Diem) and Tencent’s WeChat Pay facilitate seamless
payment transfers between users through P2P solutions.

A significant barrier to fintech growth stems from the anticompetitive behaviors of major players seeking
to obstruct new entrants. Large financial institutions, in particular, impede new ventures, and technological
shifts can adversely affect competition within the sector. Practices such as market foreclosure and cartel
formation are monitored to identify such obstacles. These behaviors hinder new entrants from accessing the
market and restrict consumers’ access to a wider range of services. Legal regulations, market research, and the
prevention of anticompetitive practices are essential to unlocking fintech’s full potential.

- Global payment methods are undergoing rapid transformation, driven by digitalization and evolving
consumer preferences.

- Digital wallets have surged in popularity among consumers due to their convenience, security, and
speed.

- BNPL methods are expanding by offering interest-free payment options to consumers.
- The use of cryptocurrencies as a payment method remains limited.

- Account-to-account (A2A) payments are gaining traction due to low transaction costs and real-time
payment (RTP) systems.

- Cash payments are declining globally as digital payment methods rise in prominence.
1.3. Factors Influencing Consumers’ Preferences for E-Payment Systems

Understanding the factors that shape consumer behavior is critical to achieving success in the e-commerce
sector. As companies continue to develop strategies in this domain, gaining comprehensive insights into the
psychological and cognitive factors underlying consumers’ online shopping preferences is becoming
increasingly vital. Such knowledge ensures the effective and accurate implementation of relevant strategies
(Turan, 2011).

In today’s marketplace, consumers face a multitude of brand options, which places them in a complex
decision-making process. Throughout this process, consumers exhibit diverse purchasing behaviors to meet
their needs. While striving to identify the most suitable brand that effectively addresses their requirements and
ultimately delivers satisfaction, their purchasing behaviors are influenced by numerous factors (Tiirkay, 2011).
Consequently, understanding consumer behavior and identifying the factors that influence it are of paramount
importance in addressing their demands and needs.

According to a study by Izgi and Sahin (2013), the e-retail sector and online shopping have been
significantly impacted by rapid technological advancements and increased internet usage. All stages of the
transaction process, from placing orders to making payments, are now conducted online. The researchers
conducted a survey with 384 Turkish users to examine the characteristics of e-commerce consumers and the
e-retail sector. The findings revealed that both technology-related factors and consumer preferences play
significant roles in online shopping. The continuous evolution of technology and the growing prevalence of
online shopping have encouraged consumers to engage in e-commerce, leading to variations in product
preferences. Despite the implementation of advanced security measures, consumers continue to face trust-
related concerns.

Security remains a significant challenge for both individuals and businesses engaged in e-commerce.
Consumers’ purchasing decisions are shaped by a variety of factors, including personal needs, motivations,
learning processes, perceptions, attitudes, and beliefs. These decisions are also influenced by social and
cultural factors such as culture, social class, reference groups, and family dynamics. Additionally, businesses
play a crucial role in shaping consumer behavior through branding efforts. The factors influencing consumer
purchasing behavior can generally be classified into cultural, social, personal, and psychological categories
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(Varinli and Cakir, 1999). Consumer behavior is affected by various factors, which can be divided into two
main groups: individual and social factors. Furthermore, the internet, often hailed as the miracle of the 20th
century, is widely recognized as a significant factor in shaping consumer behavior.

Among Turkish consumers, purchasing habits and security concerns are the primary barriers to online
shopping. Despite closely following digital advancements, consumers remain hesitant to participate in e-
commerce due to perceived risks and a lack of trust. Over time, the introduction and widespread adoption of
secure systems such as BKM Express, PayU, and lyzico, along with prepaid cards, have the potential to
alleviate security concerns related to credit card payments, a common worry among Turkish consumers
(Biiyiikyildirim, 2015).

The emergence of the internet and e-commerce has prompted researchers to investigate the intricacies of
consumers’ online shopping habits. Two prominent theories, the Technology Acceptance Model (TAM) and
the Theory of Planned Behavior (TPB), have been instrumental in shedding light on this phenomenon.
Additionally, when it comes to new communication technologies, six main categories of conceptual theories
explain consumer behavior and preferences (Turan, 2011; Uygun, Ozgiftci, and Uslu Divanoglu, 2011):

- Technology Acceptance Model (TAM);
- Theory of Planned Behavior (TPB);

- Theory of Reasoned Action (TRA);

- Perceived Behavioral Control (PBC);

- Diffusion of Innovations Theory;

- Uses and Gratifications Theory.

According to the International E-Commerce Survey conducted by WITSA (2000), the report outlines
various barriers to e-commerce and their proportional distribution:

- Lack of trust in e-commerce: 26%;

- Lack of knowledge and understanding of e-commerce: 21%;

- Costs associated with transitioning to and implementing e-commerce: 10%;
- Incompatibility of existing business procedures with e-commerce: 10%;

- Inadequate employee skills and knowledge for e-commerce: 10%;

- Regulatory issues, such as taxation: 8§%;

- Institutional budgets: 7%;

- Technological limitations: 1%;

- Other barriers: 6%;

- No perceived barriers: 1%.

The same study also identifies security issues that hinder institutions from adopting and implementing e-
commerce, ranked as follows:

- Distrust in new technologies for payments: 25%;

- Belief that technological infrastructure is inadequate to prevent attacks: 17%;
- Uncertainty regarding information confidentiality and data integrity: 15%;

- Uncertainty about the identity of transacting parties: 14%;

- Lack of trust in adhering to established commercial behavior patterns: 9%;

- Uncertainty regarding risks: 8%;

- Absence of international standards: 6%;

- Other: 1%.
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In their studies, Tagiyev (2005) and Ak (2009) categorize factors influencing consumer behavior into three
main groups, emphasizing that while these factors are beyond marketers’ control, they must still be considered
when analyzing purchasing decisions. The internet is also included in this classification:

- Social factors: These include culture and subculture, social class, reference groups, roles, and family
dynamics, all of which influence an individual’s behavior and identity.

- Psychological factors: Motivation, perception, learning, attitudes, beliefs, and personality are internal
factors that affect individual behavior.

- Personal factors: These encompass demographic factors (e.g., age, gender, marital status, income level,
education, and occupation) and situational factors, which refer to the conditions and circumstances influencing
a consumer’s purchasing decision.

For companies operating in both physical and online environments, maintaining a website is essential for a
successful marketing program. Effectively presenting products and services to consumers is critical, and
website development constitutes a key aspect of online marketing.

The examination of factors influencing consumers’ online behavior can be divided into five main areas:
consumer characteristics, product characteristics, brand, service and other commercial considerations,
environmental factors, and intermediary factors such as user-friendliness and service quality (Oskaybas,
Dursun, and Yener, 2014).

As defined by Yoon and Kim (2009), these factors can be classified into system quality, service quality, and
information quality.

2. LITERATURE REVIEW AND ACADEMIC FINDINGS

Nadler, Chen, and Lin (2019) investigated the adoption of e-payment systems among young urban users in
China and the factors influencing this adoption. The study builds on Davis's Technology Acceptance Model
(TAM), incorporating extended hypotheses and considering perceived benefit, ease of use, quality, security,
self-efficacy, and trust as independent variables. Regression and correlation analyses identified trust as the
most significant determinant of e-payment adoption (R* = 0.062). A positive correlation was observed between
security, ease of use, and perceived quality. Additionally, usage frequency exhibited a statistically significant
relationship with monthly expenditure and spending percentage (p < 0.05). The findings further revealed that
young male users adopt technology more rapidly, leading to higher e-payment system usage (t = 2.544, p <
0.01). Trust perception was identified as a critical factor influencing usage decisions (t = 3.292, p < 0.01).
However, the lack of significance for perceived benefits and security variables suggests the influence of
government-supported policies in China on user perceptions.

Mukesh and Ragothaman (2020) analyzed how the technological revolution has transformed consumer
behavior and payment systems, exploring the reasons behind the preference for e-payment systems.
Technological innovations have made e-payment systems more accessible and user-friendly, while the
widespread adoption of smartphones and increased internet accessibility have accelerated their uptake.

The digital payment chain comprises primary actors, including merchants, acquiring banks, card networks,
issuing banks, and consumers, who collaborate in transaction verification and authorization processes.
Secondary actors, such as POS providers, payment gateways, processors, digital wallets, and software
developers, support the seamless operation of the payment infrastructure.

According to the SWOT analysis of the e-payment sector (TODEB, 2023), its strengths include fast and
flexible solutions, user-friendliness, and innovation focus. Weaknesses encompass intense competition, a
shortage of skilled human resources, and the partial prevalence of traditional banking. Opportunities include
the acceleration of digitalization post-COVID-19, market consolidation, diverse payment methods, openness
to artificial intelligence and machine learning, support for vertical and digital integration, ease of access, and
the capacity to deliver customer-centric solutions. Threats include competitive disparities, cyberattacks, and
risks to data security and privacy.
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In 2019, 253 mergers and acquisitions were recorded in the e-payment sector, with a total transaction value
of USD 140.9 billion (Dealogic, 2019).

Habib Attia’s (2020) study examines innovative solutions provided by cross-border payment systems to
enhance financial inclusion for individuals, SMEs, and governments. Limited access to these benefits restricts
financial inclusion. The study suggests that integrating non-payment services with payment systems is a key
strategy for improving financial inclusion.

The competition within India’s digital payment market, particularly between Unified Payments Interface
(UPI) and Card-based Digital Payments (CDP), has been mathematically analyzed using the Lotka-Volterra
model. This model was adapted to understand the market share dynamics between competing payment
platforms. Time-series analysis employing the ARIMA model predicted an exponential increase in digital
payment transaction volumes, with UPI leading this growth. Conversely, the Lotka-Volterra model indicated
that CDP could maintain a sustainable role by retaining its user base in specific market segments.

Luther highlights Bitcoin’s significance not only as a payment instrument but also as a technology capable
of transforming financial systems. Other cryptocurrencies (altcoins), such as Litecoin and Ripple, leverage
second-mover advantages to offer more flexible solutions, addressing Bitcoin’s limitations through innovative
features.

The analysis of competition among payment systems within the e-commerce ecosystem underscores the
importance of aligning these systems with innovative approaches and evaluating the impacts of technological
transformation. The digitization of e-commerce payment systems and banking services has led to profound
changes in consumer behavior (Aggarwal and Patel, 2023). According to Statista, the growth of the digital
payment market is driven by technologies that enhance user experience and provide cost-effective solutions.

E-payment systems are structured around three primary actors: users (wholesalers, retailers, and
consumers), issuers (banks and financial institutions), and regulators (institutions ensuring the integrity of
payment mechanisms). The facilitation of B2B, B2C, and C2G transactions through e-payment systems
enables broader adoption and application.

In 2023, the cross-border payment market was valued at USD 25 trillion, with projections estimating a rise
to USD 50 trillion by 2030.

Cai, Milojevic, Syromyatnikov, Kurilova, and Slusarczyk (2021) emphasize that payment systems are
critical financial infrastructure supporting economic growth and reducing systemic risks. Their study examines
the impact of fintech innovations on competition in the global payment market using a mathematical
framework. The analysis employed ordinal logistic regression and correlation analyses, confirming the
influence of economic factors such as cost (z = 1.74) and maintenance costs (z = 3.30) on customer satisfaction
(z = 3.15) and the competitive advantage of fintech innovations (m = 4.32). The study further explores the
effects of costs, service quality, privacy, security, customer satisfaction, and technological innovations on the
competitiveness of payment systems.

Garrouch (2021) examined the key factors influencing consumer perceptions of e-payment systems in Saudi
Arabia, analyzing the effects of perceived e-shopping value, e-payment benefits, and compliance with Islamic
Sharia on attitudes toward e-payment systems. The study demonstrated that the speed, security, and ease of
transactions offered by e-payment systems significantly influence consumer preferences (Chou, 2004; Liao
and Yang, 2020). Measurement tools included Teoh et al.’s (2013) e-payment benefits scale, Venkatesh et al.’s
(2012) e-shopping value scale, and scales assessing perceived compliance with Islamic Sharia. Data analysis
using structural equation modeling (SEM) and multi-group analysis confirmed a positive and significant
impact of e-payment benefits on e-payment perceptions.

Thakur and Sharma (2021) comprehensively explored how digital payment systems, driven by
technological advancements and shifting user habits, have transformed the e-commerce ecosystem. The study
identifies five key trends shaping digital payment systems: the proliferation of mobile devices, adoption of
contactless payment technologies, the rise of cryptocurrencies and blockchain, the use of biometric
authentication, and Al-driven personalization solutions. Opportunities provided by digital payment systems
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are categorized into five areas: e-commerce growth, the rise of mobile payments, cross-border payment
solutions, blockchain-driven innovations, and enhanced financial inclusion.

According to Baryshevska et al. (2022), platforms such as PayPal, Apple Pay, Samsung Pay, AliPay, and
WeChat Pay are leading players in the digital payment ecosystem.

Mahesh and Bhat (2022) note that the 2016 demonetization process in India, which involved the withdrawal
of high-value banknotes, accelerated the adoption of digital payments. The Indian government’s initiative to
transfer social welfare benefits directly to bank accounts further bolstered consumer confidence.

Statista’s (2023) consumer trend analysis indicates that, as of 2024, factors such as the pursuit of quality,
ethical spending, stress management, and data personalization will directly influence e-payment systems.
Digital payment platforms enhance customer satisfaction by offering speed, convenience, and transparency,
enabling banks to reach a broader customer base. The study underscores that increasing financial literacy and
implementing large-scale awareness campaigns are critical steps in promoting digitalization.

3. METHODOLOGY AND FINDINGS

In this study, a correlational research design—one of the quantitative research methods—was employed to
evaluate the potential effects of consumer preferences on the competitive dynamics among electronic payment
(e-payment) systems utilized in e-commerce. The correlational research design is a methodological approach
used to investigate relationships between variables. The research model was specifically developed to
understand consumers’ preferences for e-payment systems and the factors influencing these preferences. In
particular, it aims to analyze the relationships between relevant factors by focusing on E-Customer Perception
and Consumer Decision Making Styles.

Data collection tools were structured using two primary scales:

- E-Customer Perception Scale: This scale was utilized to assess consumers’ perceptions and attitudes
toward online shopping sites (Ates, 2017).

- Consumer Decision Making Styles Scale: This scale was applied to examine the decision-making styles
that influencing consumers’ purchasing decisions (Dursun et al., 2013).

The data collection process was conducted through an online survey form, which included demographic
information and items from the aforementioned scales.

3.1. Data Analysis

The analysis of the collected data was conducted using various statistical methods within the SPSS 27.00
software package. Initially, demographic characteristics were examined through frequency distributions,
enabling the establishment of the participant profile. Subsequently, factor analysis, reliability analysis, and
validity analyses were performed on the scales of E-Customer Perception and Consumer Decision Making
Styles.

Regression analysis was employed as the primary analytical method. This analysis seeks to test the
proposed model by investigating the impact of E-Customer Perception on Consumer Decision Making Styles.
The results of the regression analysis will reveal the manner in which E-Customer Perception influences
Consumer Decision Making Styles and whether this effect is statistically significant.

The findings derived from these methods will significantly contribute to understanding the competitive
landscape of electronic payment (e-payment) systems utilized in e-commerce, as well as to analyzing the
motivations behind consumers’ preferences for these systems. Furthermore, the research outcomes will offer
valuable insights for the development of marketing strategies, the enhancement of user experiences on e-
commerce platforms, and for postgraduate students engaged in studies related to this topic.
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3.2. Descriptive Analysis Findings

Based on the survey results from 415 adults in Turkey, aged 18 and above, who engage in online shopping
and utilize at least one electronic payment (e-payment) system, the following descriptive analysis findings are
particularly noteworthy:

- Women exhibit a greater interest in digital banking and e-payment topics or demonstrate a higher
willingness to participate in survey research;

- Participants generally possess a high level of education, suggesting that educational attainment may
influence the utilization of digital banking services;

- The predominant representation of younger age groups indicates a higher preference for digital
banking and e-payment systems among younger users;

- The higher proportion of single participants, particularly within younger age groups, suggests a
heightened interest in digital banking and a more intensive utilization of digital services;

- The substantial representation of students reveals that digital platforms are extensively utilized by the
younger and student demographic;

- Asignificant portion of participants belong to the low-income bracket, underscoring the necessity for
digital banking and e-payment systems to be cost-effective and accessible;

- The distribution reveals variability in the frequency of e-payment system usage, with a notable segment
of users who do not utilize these systems regularly;

- The high preference for card payments demonstrates that the platform caters to a wide user base and
is regarded as a trustworthy payment mechanism.

3.3. Exploratory Factor Analysis Findings

Factor analysis is a statistical technique that reduces a large number of interrelated variables to a smaller
set, rendering them meaningful and independent of one another. To determine whether the data are suitable for
factor analysis, three methods are employed:

Creation of the Correlation Matrix: The suitability of the data for factor analysis is first assessed by
examining the correlation coefficients of the variables. High correlation coefficients are necessary to form
common factors, while low correlations indicate that common factors cannot be established.

Bartlett’s Test of Sphericity: This test evaluates the probability that high correlations exist between at least
the variables. For the analysis to proceed, the null hypothesis—that the correlation matrix is an identity
matrix—must be rejected. Rejection of this hypothesis indicates the presence of correlations between variables,
confirming the data’s suitability for analysis.

Kaiser-Meyer-Olkin (KMO) Measure of Sampling Adequacy: This index compares the magnitudes of the
observed correlation coefficients with those of the partial correlation coefficients. A KMO value above 0.5 is
required for the data to be considered adequate for factor analysis.

According to Table 1, in the context under examination, a KMO value of 0.967 indicates that the dataset
for the E-Customer Perception scale is highly suitable for factor analysis and that the data items are capable of
forming common factor structures.

TABLE 1: Exploratory Factor Analysis Results for the E-Customer Perception Scale

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy 0,967
Approximate Chi-Square 10314,290
Bartlett's Test Degrees of Freedom 528
p-value 0,000
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A p-value less than 0.05 indicates that the correlation matrix among the variables is not an identity matrix,
signifying the presence of significant correlations between variables. Consequently, this result supports the
feasibility of conducting factor analysis and demonstrates that the data are suitable for factor structures.

In the analysis, four primary factors emerged: Perceived Benefit, Perceived Security, Perceived
Personalization, and Perceived Customer Relationships. Eigenvalues and the percentage of total variance
explained are specified for each factor. Perceived Benefit Factor: This factor exhibits the highest eigenvalue
of 17.222 and accounts for 52.187% of the total variance explained. It reflects customers’ perceptions of the
functionality of online shopping sites.

Perceived Security Factor: With an eigenvalue of 1.697 and a cumulative total variance explained of
57.330%, this factor constitutes the second-highest factor loading among the scale items. It represents a critical
element in customers’ sense of security on online shopping platforms.

Perceived Personalization Factor: This factor ranks third, with an eigenvalue of 1.333 and a cumulative
total variance explained of 61.370%. Personalization is a significant component in enhancing customer
satisfaction and loyalty.

Perceived Customer Relationships Factor: The final factor, with an eigenvalue of 1.074 and a cumulative
total variance explained of 64.624%, influences customers’ relationships with websites and their satisfaction
levels.

The exploratory factor analysis (EFA) has identified four core dimensions of the E-Customer Perception
scale: Perceived Benefit, Perceived Security, Perceived Personalization, and Perceived Customer
Relationships. Each factor represents distinct aspects of customer perception, providing a detailed evaluation
of the impact of online shopping sites on customer experience.

The Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy, presented in Table 2, was used to assess
the suitability of the analyzed data for factor analysis. In this study, a KMO value of 0.958 was obtained,
indicating that the data are exceptionally well-suited for factor analysis. Thus, the high KMO value
demonstrates that the data from the Consumer Decision Making Styles scale are highly appropriate for factor
analysis, ensuring the reliability of the resulting findings.

TABLE 2: Exploratory Factor Analysis Results for the Consumer Decision Making Styles Scale

Kaiser-Meyer-Olkin Measure of Sampling Adequacy 0,958
Approximate Chi-Square 11399,832
Bartlett's Test Degrees of Freedom 820
p-value 0,000

The results of Bartlett’s Test of Sphericity yielded an approximate Chi-Square value of 11,399.832, with
820 degrees of freedom and a p-value of 0.000. A p-value less than 0.05 in Bartlett’s test indicates a sufficient
level of correlation among the variables, confirming the applicability of factor analysis.

The findings suggest that consumers prioritize quality most prominently in their decision-making processes.
The dimension of Perfectionism-High Quality Consciousness emerges as the strongest factor, highlighting
consumers’ efforts to seek out the best and highest-quality products. Additionally, Brand Orientation
underscores a tendency to favor well-known and prestigious brands, with a well-established brand image
shown to influence consumer decisions.

The exploratory factor analysis (EFA) results for the Consumer Decision-Making Styles scale show that
consumer behavior is shaped by five core factors. These factors—Quality (Perfectionism), Brand, Novelty
(Fashion), Entertainment (Hedonism), and Price—facilitate an understanding of consumers’ decision-making
processes. The high eigenvalues and percentages of variance explained for each factor underscore their
significance and reliability in the context of consumer decision-making.
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3.4. Normality Analysis Findings

Table 3 presents the results of the normality analysis for the scales and their subscales used in this study.
Normality analysis is employed to assess whether the data conform to a normal distribution. The table provides
the minimum (Min), maximum (Max), mean (M), standard error (S.E.), skewness, kurtosis, and Kolmogorov-
Smirnov test results for each scale and subscale.

TABLE 3: Normality Analysis of the Scales and Subscales Used in the Study

Scales and Subscales Min Max M S.E. Skewness Kurtosis Kolmf)gorov-
Smirnov
E-Customer Perception | 5 359 074 -0,679 1,810 0,000
Scale
Perceived Benefit 1 5 3,63 0,79 -0,745 1,391 0,000
Perceived Security 1 5 3,56 0,81 -0,620 1,051 0,000
Perceived | 5 3,66 0,85 -0,887 1,216 0,000
Personalization
Perceived Customer 1 5 339 0,95 -0,443 20,093 0,000
Relationships
Consumer Decision
1 2 -0,4 1,865 0,000
Making Styles Scale > 3,5 0,73 0,439 ’ ’
Perfectionism 1 5 3,56 0,83 -0,619 0,733 0,000
Brand Orientation 1 5 3,34 0,89 -0,239 -0,053 0,000
Fashion Orientation 1 5 3,40 0,92 -0,458 0,034 0,000
Hedonism Orientation 1 5 3,78 0,85 -0,887 0,989 0,000
Price Orientation 1 5 3,58 0,88 -0,689 0,846 0,000

A significant Kolmogorov-Smirnov test result (p < 0.05) indicates that the data exhibit a tendency to deviate
from a normal distribution.

Across the scale in question, the mean was calculated as 3.52, with a standard error of 0.73. The skewness
value is -0.439, and the kurtosis value is 1.865, with a Kolmogorov-Smirnov test result of 0.000. The skewness
and kurtosis values suggest a deviation from a normal distribution. The significant test result further confirms
that the data do not conform to a normal distribution.

The normality analysis results indicate that the scales and their subscales used in this study largely deviate
from a normal distribution. For all scales and subscales, the skewness and kurtosis values point to a tendency
to diverge from normality, and the Kolmogorov-Smirnov test results are statistically significant. This situation
suggests that the data are not suitable for parametric tests and that the use of non-parametric tests would be
more appropriate.

3.5. Reliability Analysis Findings

Table 4 presents the results of the reliability analysis for the scales and their subscales used in this study.
Reliability analysis is employed to assess the consistency and internal reliability of a scale or its subscales. The
table provides the sample size (N) and Cronbach’s Alpha coefficient (o) for each scale and subscale. The
Cronbach’s Alpha coefficient ranges between 0 and 1, with a value typically above 0.70 indicating that the
scale is reliable.

For the E-Customer Perception scale, the Cronbach’s Alpha coefficient was calculated as 0.97,
demonstrating excellent internal consistency. This 33-item scale reliably measures participants’ e-customer
perceptions.

The reliability analysis results in Table 4 indicate that all scales and subscales used in the study exhibit a
high level of reliability. In this context, the scales and their subscales consistently and reliably measure
participants’ attitudes and perceptions.
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TABLE 4: Reliability Analysis of the Scales and Subscales Used in the Study

Scales and Subscales N Cronbach’s Alpha (a)
E-Customer Perception Scale 33 0,97
Perceived Benefit 11 0,93
Perceived Security 10 0,93
Perceived Personalization 6 0,89
Perceived Customer Relationships 4 0,86
Consumer Decision Making Styles Scale 41 0,96
Perfectionism 7 0,89
Brand Orientation 8 0,89
Fashion Orientation 5 0,86
Hedonism Orientation 5 0,88
Price Orientation 3 0,76

3.6. Difference Analysis Findings
Based on survey results from 415 adults in Turkey, aged 18 and above, who engage in online shopping and
use at least one electronic payment (e-payment) system, the following difference analysis findings stand out:
- General E-Customer Perception appears similar across genders;

- Education level significantly affects E-Customer Perception and its subscales. As education level
increases, scores for Perceived Benefit, Perceived Security, Perceived Personalization, Perceived
Customer Relationships, and overall E-Customer Perception also rise;

- General E-Customer Perception and its subscales do not exhibit significant differences across age
groups;
- General E-Customer Perception and its subscales show no significant association with marital status;

- General E-Customer Perception does not vary significantly across occupational groups. However,
specific occupational groups demonstrate notable differences in Perceived Personalization, with public
and private sector employees exhibiting higher scores compared to housewives and the unemployed;

- General E-Customer Perception does not show significant variation based on income level;

- The frequency of transactions emerges as a key factor significantly shaping General E-Customer
Perception;

- In terms of E-Customer Perception, card payments score higher than other payment platforms;
- No significant gender differences are observed in General Consumer Decision Making Styles;

- Aseducation level increases, Consumer Decision Making Styles become more pronounced, indicating
that education significantly shapes individuals’ consumption behaviors and decision-making
processes;

- General Consumer Decision Making Styles show no statistically significant differences across age
groups;

- Marital status does not significantly influence General Consumer Decision Making Styles;

- Retirees and private sector employees exhibit more distinct Consumer Decision Making Styles
compared to other groups;

- No significant differences are found across income groups in the General Consumer Decision Making
Styles scale;

- Significant differences in General Consumer Decision Making Styles are observed based on e-payment
frequency;
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- Significant differences are identified in the Consumer Decision Making Styles dimension among users
of different e-payment platforms, with card payment users demonstrating a more cautious and
analytical approach in their decision-making processes.

3.7. Correlation Analysis Findings

Table 5 presents the Spearman correlation analysis of the scales and their subscales used in this study. The
analysis examines the strength and statistical significance of the relationships between the scales.

Overall, the Consumer Decision Making Styles dimension exhibits strong correlations with most other
scales, underscoring its central role in understanding consumer behavior. Notably, significant relationships are
observed between Consumer Decision Making Styles and E-Customer Perception (r = 0.756, p < 0.001) and
Perfectionism-High Quality Consciousness (r = 0.865, p < 0.001). These findings indicate that consumers’
digital experiences and perceptions of quality exert a substantial influence on their decision-making processes.
Specifically, the results suggest that consumers’ online interactions and their perceptions of product or service
quality are pivotal factors in shaping purchasing decisions. The strong correlation with E-Customer Perception
highlights the extent to which decision-making processes in digital shopping platforms reflect consumers’
online experiences. However, the relationship with Perfectionism-High Quality Consciousness emphasizes
that the importance consumers place on quality is a key determinant in shaping their decision-making styles.
This suggests a tendency among consumers to gravitate toward higher-quality and prestigious products in both
online and traditional shopping contexts. In summary, these findings highlight the importance of brands and
retailers considering these factors when shaping customer experiences.

TABLE 5: Correlation Analysis of the Scales and Subscales Used in the Study

Spearman Correlation 1 2 3 4 5 6 7 8 9 10 11
1 - Perceived r 1,000

Benefit p

2 - Perceived r 822" 1,000

Security p 0,000

3 - Perceived r 7057 6577 1,000

Personalization p 0,000 0,000

4 - Perceived r 610" 626" 426" 1,000

Customer

Relationships p 0,000 0,000 0,000

S_E-Customer T 9327 923" 784 722" 1,000

Perception p 0000 0,000 0000 0,000

6 - Perfectionism- 653" 593" 539" 602" 681 1,000

High Quality

Consciousness p 0,000 0,000 0,000 0000 0,000

7 - Brand ro 5307 5567 286 638 5757 633 1,000

Orientation p 0,000 0000 0000 0,000 0,000 0,000

8 - Fashion ro546 5737 355 568" 5917 656,697 1,000
Orientation p 0,000 0,000 0,000 0000 0000 0000 0,000

9 - Hedonism ro 561 4547 623 398" 5687 5557 317 395" 1,000
Orientation p 0,000 0000 0,000 0,000 0000 0,000 0,000 0,000

10 - Price ro 5857 530" 456" 497 5917 6627 614" 644 519" 1,000
Orientation p 0,000 0000 0000 0,000 0,000 0,000 0000 0,000 0,000

r 7177 6877 5307 6577 7567 8657 814 822" 613" 787" 1,000
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11 - Consumer
Decision Making p 0,000 0,000 0,000 0,000 0,000 0,000 0,000 0,000 0,000 0,000
Styles

Note: ** indicates significance at the 0.001 level

3.8. Regression Analysis Findings

Table 6 presents the regression analysis of the scales used in this study. The analysis examines the
relationship between the dependent variable, Consumer Decision Making Styles, and the independent variable,
E-Customer Perception.

According to the model summary, the variance explained by the model (R?) is 0.558. This indicates that
55.8% of the variability in Consumer Decision Making Styles is accounted for by E-Customer Perception in
the given context. The adjusted R? value of 0.557 further suggests that the explanatory power of E-Customer
Perception on Consumer Decision Making Styles remains consistent, even when unnecessary variables are not
included in the model.

The ANOVA table for the regression analysis reveals that the model is statistically significant (F(1, 413) =
522.403, p < 0.001). This demonstrates that E-Customer Perception has a significant effect on Consumer
Decision Making Styles and that the model is overall statistically meaningful.

Examining the model coefficients, the standardized coefficient (Beta) for E-Customer Perception is 0.747,
which is highly statistically significant (t = 22.856, p < 0.001). This indicates a strong positive effect of E-
Customer Perception on Consumer Decision Making Styles. In other words, an improving in Customer
Experience Perception can positively influence consumers’ decision-making styles.

TABLE 6: Regression Analysis of the Scales Used in the Study

Model Summary
Std. Error of the

Model R R? Adjusted R?

Estimate

1 ,747a 0,558 0,557 0,48632

Independent Variable: E-Customer Perception
ANOVA?
Model Sum of df Mean Square F p
Squares
1 Regression 123,552 1 123,552 522,403 ,000b
Residual 97,677 413 0,237
Total 221,229 414

@ Dependent Variable: Consumer Decision Making Styles
b Independent Variable: E-Customer Perception

Coefficients?
Unstandardized Standardized
Model Coefficients Coefficients t p
B Std. Error Beta
1 (Constant) 0,899 0,117 7,651 0,000
1.
Customer 0,732 0,032 0,747 22,856 0,000
Experience

@ Dependent Variable: Consumer Decision Making Styles
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4. DISCUSSION, CONCLUSION, AND RECOMMENDATIONS

4.1. Discussion

In summary, the findings suggest that e-payment system providers should develop strategies that consider
users’ demographic and socioeconomic characteristics. Enhancing education levels, strengthening perceived
security, and offering personalized services could increase the adoption of e-payment systems and improve
consumer satisfaction (Yesilkus, 2020). Furthermore, delivering high-quality and reliable services tailored to
the expectations of young, educated consumers is crucial for fostering loyalty within this consumer segment.
These findings offer valuable guidance for refining marketing strategies for e-payment systems and better
addressing consumer needs (Erdem, 2016; Ayhan Gokgek, 2019).

The research results provide significant insights into the complex relationships between e-payment systems
and consumer behavior. Correlation and regression analyses elucidate how consumer perceptions and decision-
making processes are shaped by e-payment systems.

According to the correlation analysis, a very strong relationship exists between Perceived Benefit and E-
Customer Perception (r = 0.932, p < 0.001). This indicates that users’ e-customer experiences significantly
influence the benefits they perceive. The benefits provided by e-payment systems positively shape the overall
customer experience, contributing to consumer satisfaction and loyalty. Additionally, the high correlation
between Perceived Security and Perceived Benefit (r = 0.822, p < 0.001) is noteworthy. Security concerns
directly impact the perceived benefits of e-payment systems, underscoring the need for e-payment providers
to prioritize security measures.

The strong correlation between Perceived Personalization and E-Customer Perception (r=0.784, p<0.001)
highlights the critical role of personalized services in shaping consumer experiences. Users tend to place
greater value on services tailored to their needs, which enhances their loyalty to e-payment systems.

Significant correlations between Perfectionism-High Quality Consciousness and both E-Customer
Perception (r=0.681, p < 0.001) and Consumer Decision Making Styles (r = 0.865, p < 0.001) emphasize the
influence of quality perceptions on consumer behavior. Consumers with a high quality consciousness place
greater importance on the reliability and service quality of e-payment systems, directly affects their decision-
making processes.

The robust correlations between Consumer Decision Making Styles and E-Customer Perception (r = 0.756,
p <0.001) and Perfectionism-High Quality Consciousness (r = 0.865, p < 0.001) demonstrate the sensitivity
of consumer decision-making processes to factors such as e-customer experience and quality perception. These
findings indicate that consumers consider both experience and quality when selecting e-payment platforms.

The regression analysis reveals that E-Customer Perception, as an independent variable, has a significant
effect on Consumer Decision Making Styles, the dependent variable. The model’s explained variance (R* =
0.558) indicates that 55.8% of the variability in Consumer Decision Making Styles is accounted for by E-
Customer Perception. This underscores the substantial influence of customer experience perception on
consumer decision-making styles.

Specifically, the determining effects of Perceived Benefit, Perceived Security, and Perceived
Personalization on both E-Customer Experience and Consumer Decision Making Styles suggest that e-
payment providers should align their strategies accordingly. Investing in security measures, offering
personalized services, and enhancing the overall customer experience can increase the adoption of e-payment
systems and boost consumer satisfaction.

The success of e-payment systems hinges on factors such as perceived benefit, security, and personalization.
Improving these elements can enhance consumer loyalty and engagement, thereby promoting broader adoption
of e-payment systems. These findings serve as a roadmap for developing marketing strategies for e-payment
systems and addressing consumer needs more effectively.
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4.2. Conclusion

The influence of electronic payment (e-payment) systems on economic growth manifests in multiple ways
and can be analyzed by considering factors such as increased consumer spending, expanded financial inclusion,
enhanced productivity, and the reduction of the informal economy.

Hasan, De Renzis, and Schmiedel (2012) argue that digital payments not only facilitate the growth of
consumer spending but also contribute significantly to overall economic progress.

According to Demirgiig-Kunt, Klapper, Singer, and Ansar (2018), the widespread adoption of financial
inclusion is a critical factor in ensuring the sustainability of economic growth.

Bounie, Frangois, and Waelbroeck (2016) assert that digital payment systems enhance business efficiency,
thereby generating positive effects on economic growth. A primary example is the optimization of financial
processes through automated payment systems, which ensure timely and accurate invoice payments.

Secure payment systems foster a safe shopping environment by protecting users’ personal and financial
information.

The positive effects of e-payments on economic growth are clearly evident through various outcomes,
including increased consumer spending, greater financial inclusion, improved productivity, and reduced
informal economic activities. Furthermore, the widespread adoption of e-payment systems stems from their
inherent advantages, such as enhanced security measures, accelerated transaction speeds, cost-effectiveness,
and superior user experiences.

This study evaluated the role of electronic payment (e-payment) systems within the e-commerce ecosystem
and the competitive dynamics among these systems, focusing on the context of consumer preferences and
perceptions. The research findings underscore the significant influence of e-payment systems on consumer
decision-making processes and reveal how these systems are perceived by users.

A key finding of the study is that demographic characteristics substantially affect the usage of e-payment
systems. Female participants demonstrate greater utilization of e-payment systems compared to their male
counterparts. Individuals with higher education levels tend to evaluate e-payment systems more favorably and
use them more frequently. Additionally, younger age groups exhibit more intensive use of e-payment systems
and display a more positive attitude toward them. These findings illustrate how demographic factors shape
interest in and adoption of e-payment systems.

A strong relationship exists between E-Customer Perception and Perceived Benefit. The perceived benefits
users derive from e-payment systems positively influence their overall customer experience. This suggests that
the practicality and convenience offered by e-payment systems in users’ daily lives have a significant impact
on overall satisfaction. Furthermore, a high correlation is observed between Perceived Security and Perceived
Benefit. Security concerns directly influence the perceived benefits of e-payment systems, highlighting the
critical role of security measures in the success of these systems.

The strong correlation between Perceived Personalization and E-Customer Perception indicates that
personalized services play a vital role in shaping consumer experiences. Users attribute greater value to
services tailored to their needs, which enhances their loyalty to e-payment systems. Additionally, notable
correlations between Perfectionism-High Quality Consciousness and both E-Customer Perception and
Consumer Decision Making Styles emphasize the impact of quality perceptions on consumer behavior.
Consumers with a high-quality consciousness place greater emphasis on the reliability and service quality of
e-payment systems, directly influencing their decision-making processes.

4.3. Recommendations

Based on the research findings, it is recommended that e-payment system providers develop strategies that
account for users’ demographic and socioeconomic characteristics. Given the notable interest of women and
younger individuals in e-payment systems, tailored marketing strategies should be designed to target these
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groups specifically. Enhancing education levels, reinforcing perceived security, and offering personalized
services could increase the adoption of e-payment systems and elevate consumer satisfaction.

E-payment providers must place significant emphasis on security measures. Users’ security concerns
directly influence the perceived benefits they derive from e-payment systems. Consequently, maintaining high
security standards and continually monitoring innovations in this domain are imperative. Furthermore,
recognizing the importance of personalized services, solutions should be offered that align with users’
individual needs and preferences.

Finally, achieving success in e-payment systems requires a focus on factors such as perceived benefit,
security, and personalization. Improving these elements can enhance consumer loyalty and engagement,
thereby facilitating broader adoption of e-payment systems across diverse populations. These findings provide
valuable guidance for the development of marketing strategies for e-payment systems and for addressing
consumer needs more effectively.
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