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Istatistik

Hizmet Sektorunde Hizmet
Kalitesinin SERVQUAL Yontemi ile
Olclimesi ve Bankacilik Sektorinde
Bir Uygulama

Ozet

Hizmet sektoriindeki tim firmalar gibi bankalar da, artan rekabet karsisinda iyi ve
kaliteli hizmet sunmak zorundadirlar. Bir isletmenin basarisi, hizmet fonksiyonunun
ne kadar iyi olduguna degil, misterinin o fonksiyondan beklentilerinin ne 6lgiide
karsilandigina baghdir. Buda bir bakima verilen hizmetten ne kadar memnun olun-
dugunun olgisudur. Bu ¢calismada, Gorum il merkezinde bir kamu bir 6zel banka
musterilerinin bankalarin sunmus oldugu hizmetlerden memnuniyet dliizeyleri aras-
tinimistir. Misterilerin bankalarin hizmet kalitesini 6lgmek igin bir anket kullaniimig-
tir. iki banka da toplam 400 miisteri ile gérisiilmiistiir. Analiz sonucunda ilk géze
carpan 6zel banka musterilerinin algilanan hizmet kalitesi skorlarinin daha ylksek
olmasidir. Bunun yani sira kalite boyutlari agisindan banka musterilerinin en fazla
onemi “Glvenilirlik” boyutuna verdikleri anlasiimaktadir.
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The Measurement of Service Quality by
SERVQUAL Method in Service Sector and an
Application of Banking Sector

Abstract

Banks, like any other firm in service sector should provide better and qualified ser-
vices in the face of fierce competition. The success of a firm stems from the extent
in which it meets needs of customer rather than how good its service function is.
In this study, satisfaction level of the customers about the services by the private
and public banks in Corum was investigated. A questionnaire to measure the ser-
vice quality of private and public banks was used and a total of 400 customers at
two banks were interviewed. One of the findings of the study is that perceived ser-
vice quality scores of private bank customers are higher than public bank custo-
mers’ scores. In addition customers have given most of the importance to dimen-
sion of “Reliability”.
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