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Bankacilik Sektorinde SERVQUAL
Analizi Uygulamasi

Ozet

Yogunlasan rekabet ve ekonominin liberalizasyonu sonucu bankalar, musterileri
icin farkli hizmetler sunma ve de@er yaratma arayisi igine girmiglerdir. Bu neden-
le bankalarin farkli olma Ustiinligu yaratmanin yani sira misteri tatmini ve sada-
kati yaratmak icin rakiplerinden farkli stratejiler gelistirmeleri ve onlarin sundugu
degerlerden daha Ustin de@erler sunmalari kaginilmazdir. Bu ¢alisma Denizli'de
bulunan bir kamu ve bir 6zel bankanin musterilerinin, bankalarin kendilerine sun-
dugu hizmetlere iliskin beklenen hizmet ile algilanan performans arasindaki far-
ki belirleyebilmek amaciyla yapilmistir. Hizmet kalitesi boyutlarini tespit etmek,
bunlarin 6nem derecesini saptamak ve iki bankay! birbiri ile karsilastirabilmek
amaciyla SERVQUAL hizmet kalitesi 6lgim metodu kullaniimistir. Calisma sonu-
cunda ilk gbze carpan, 6zel banka musterilerinin algilanan hizmet kalitesi skorla-
rinin daha yiiksek olmasidir. Iki bankanin karsilikl olarak kalite boyutlari bazinda
algilanan hizmet kalitesi skorlarinin 6zel banka i¢in de kamu bankasi icin de “He-
veslilik” boyutunda en yiksek duzeye ¢iktigi gérilmektedir.
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A SERVQUAL Analysis Application in Banking
Sector

Abstract

As a result of intensive competition and liberalization of economy; the banks
have begun to search to offer more different services and to create value for the-
ir customers. For this reason besides creating distinguishing superiority to cre-
ate customer satisfaction and loyalty it is inevitable for the banks to develop dif-
ferent strategies and to offer more superior values than the other competitors.
This study was conducted to reveal the difference between expected service and
perceived performance of customers about the services by the private and pub-
lic banks in Denizli. The SERVQUAL service quality measurement method was
used in purpose of determining the dimensions of service quality, assigning the
significance level of these dimensions and comparing these two banks (a private
bank and a public bank) with each other. One of the findings of the study is that
perceived service quality scores of private bank customers are higher than public
bank customers’ scores. When compared with each other, the perceived service
quality scores on quality dimensions are higher in “Responsiveness” for private
bank and they are higher in “Responsiveness” for public bank.
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