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OZET

MUSTERI ISTEK, IHTIYAC VE BEKLENTILERININ URUN VE HIZMET
OZELLIKLERINE DONUSUMU

Hasan Ali KENDIR

Firmalarin kurum imajin1 korumasi, piyasadaki yerini garanti altina almasi ve
miisterilerin firmaya kars1 gliveninin canli tutulmasi i¢in miisteri memnuniyeti ve

sadakati 6nemli bir paya sahiptir.

Bu calismada, miisteri isteklerinin ve beklentilerinin/ihtiyaclarinin iiriin/hizmet
spesifikasyonlarina doniisiimiiniin  akaryakit sektorii baglaminda arastirilmasi

amaglanmustir.

Bu calismada, miisteri memnuniyeti ve beklentilerinin firmalarin sundugu iiriin ve
hizmetlerin 6zellestirilmesinde etkisinin incelenmesi amaciyla akaryakit sektoriinde
bir arastirma gergeklestirilmistir. 1519 kisiyle gerceklestirilen aragtirmada KANO
modeli ve Net Tavsiye Skoru dlgiimleri yapilmistir. Gergeklestirilen anket caligmasi

SPSS ve Lisrel programlari aracilifiyla analiz edilmistir.

Arastirma sonucunda, Akaryakit Istasyonlarmnda arabadan inmeden 6deme
¢cozlimlerinin kullanilmasinin tuvaletlerde covid’e 6zel ek temizlik ve sterilizasyon
tedbirlerinin alinmasi ile kahve hizmeti sunulmasi {izerinde hem kalite fonksiyon
yayilimi (KFY) hem de Net Tavsiye Skoru (NPS — Net Promoter Score) i¢in pozitif
etkisinin oldugu belirlenmistir. Bu bulgu, Kano modelin, KFY nin ve NPS’in miisteri
beklenti ve ihtiyaglarmi {riin tasarimlarina ve sunumuna yansitarak miisteri

memnuniyeti ve sadakati olusturmak i¢in etkili araglar oldugu seklinde
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yorumlanmistir. Ayrica, Akaryakit Istasyonlarinda sunulan hizmetlerin miisteri
memnuniyeti ve sadakati yaratmasi agisindan birbirinden bagimsiz olmadig: seklinde

yorumlanmustir.

Anahtar Sozciikler: Akaryakit sektorii, KANO modeli, Miisteri beklentileri, Net
Tavsiye Skoru (NPS — Net Promoter Score),
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ABSTRACT

MUSTERI ISTEK, IHTIYAC VE BEKLENTILERININ URUN VE HIZMET
OZELLIKLERINE DONUSUMU

Hasan Ali KENDIR

Customer satisfaction and loyalty have an important role in protecting the corporate
image of the companies, guaranteeing their place in the market and keeping the trust

of the customers towards the company alive.

This research study aims to investigate the transformation of customer requests and

expectations/needs into product/service specifications in the context of the fuel sector.

In this study, a research was carried out in the fuel sector in order to examine the effect
of customer satisfaction and expectations on the privatization of products and services
offered by companies. In the research conducted with 1519 people, KANO model and
Net Promoter Score measurements were made. The survey study carried out was

analyzed through SPSS and Lisrel programs.

As a result of the research, it has been determined that the use of payment solutions
without getting out of the car at the Fuel Stations has a positive effect on both the
quality function spread and the Net Promoter Score, on the taking of additional
cleaning and sterilization measures specific to covid in the toilets and the provision of
coffee service. This finding was interpreted as the Kano model, QFD (Quality Function
Deployment) and NPS (Net Promoter Score) are effective tools for creating customer
satisfaction and loyalty by reflecting customer expectations and needs on product

designs and presentation. In addition, it has been interpreted that the services offered
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at the Fuel Stations are not independent of each other in terms of creating customer

satisfaction and loyalty.

Key Words: Fuel industry, KANO model, Customer requirements, Net Promoter
Score (NPS)
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