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E-TICARETTE TUKETICI SATIN ALMA KARAR SURECI:
INTERNET ALISVERISINDE KASKO VE TRAFIK SIGORTASI
KARSILASTIRMA SITELERININ INCELENMESI

Saadet KUTLU

Giiniimiiz kosullarinda teknolojik anlamda yasanan gelismeler sigortacilik sektoriinii
de etkisi altina almis, sektorde dijitallesme ile baslayan siire¢ sigorta iiriinlerinin
internet iizerinden pazarlanmasi ile devam etmistir. Arastirmada sigorta karsilastirma
sitelerinden sigorta iiriinii satin alan miisterilerin satin alma siireclerinin
degerlendirilmesi amaclanmistir. Bu ¢ercevede tiiketicilerin ilgili web sitelerine iliskin
algiladi@1 hizmet kalitesinin algilanan deger, memnuniyet ve giiven iizerindeki etkisi
incelenmistir. Bununla birlikte algilanan deger, memnuniyet ve giivenin e-sadakat ve
e-yapiskanlik iizerine etkisi de degerlendirilmistir. Arastirmaya online sigorta iiriinii

satin alan 393 tiiketici dahil edilmistir.

Arastirmadan elde edilen bulgulara gore tiiketicilerin sigorta iiriinlerine yonelik e-
ticaret hizmet kalitesi algilarimin algiladiklar: degeri, memnuniyeti ve giiveni artirdig:
belirlenmistir. Bununla birlikte tiiketicilerin algiladiklar1 deger, memnuniyet ve
giivenlerinin sadakate iliskin arama, kulaktan kulaga iletisim, daha fazla 6deme
istekliligi ve e-yapiskanlik davramslarim da ayr1 ayn artirdigi belirlenmistir. Elde
edilen bu sonug sigorta karsilastirma siteleri tarafindan sunulan hizmetin tiiketicilerin
satin alma davramslarim dogrudan etkiledigini gostermekte ve isletmelerin hizmet
kalitesi yiiksek sigorta karsilastirma siteleri kurmak iizere adimlar atmasi gerekliligini

ortaya koymaktadir.
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CONSUMER PURCHASING DECISION PROCESS IN E-COMMERCE:
INVESTIGATION OF MOTOR INSURENCE AND TRAFFIC INSURANCE
COMPARISON SITES IN INTERNET SHOPPING

Saadet KUTLU

The technological developments in today's conditions have affected the insurance
sector and the process that started with digitalization in the sector continued with the
marketing of insurance products on the internet. The purpose of this study is to
evaluate the purchasing process of customers who buy insurance products from
insurance comparison sites. In this context, the effect of perceived service quality on
the related websites on perceived value, satisfaction and trust is investigated. However,
the effect of perceived value, satisfaction and trust on e-loyalty and e-stickiness were
also evaluated. The study included 393 consumers who purchased online insurance

products.

According to the findings obtained from the research, it was determined that the
perception of e-commerce service quality for the insurance products increased the
perceived value, satisfaction and trust. In addition, it was determined that the value,
satisfaction and trust of consumers perceived by consumers increased their search for
loyalty, communication from ear to ear, willingness to pay more and e-sticky behavior
separately. This result shows that the service offered by the insurance comparison sites
directly affects the purchasing behavior of consumers and demonstrates the necessity

for companies to take steps to establish high quality service sites for service.
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