
    / 1, 2007 

© . , . , . , 2007. 

54 

 336.71:659.1](560) 

     
     

:     

. , . , .  

    �   , -
 ,   ,  

,  ,  ,  
   .       
  .    -

         �  
        -

   .      
      

     .   -
 ,     , 

     . -
   ,       

        -
 .  

 :  ,  ,  ,  
 . 

 
           

  . ,        
 ,     (   , 1995).   

 ,      � �  
 (   , 1998).       -

          -
   (   , 1990). ,    

 ,  ,      -
 ,         -
.        ,    

 . 

        , -
    ,    ,  

         .   
       �     

    .        
.  ,    ,     

 ( , 1996). , � , 
   , ,      
            

 ,    ,     
( , 1997;   , 1996). 



    / 1, 2007 

 

55

  ,         ,      
 , ,       ( , 

1993),  ,   �    ,  
       ,  -

.           
,     .       

     (   , 2000;   , 2002).  
          

        
( ,  )  .  

     .  �    �  
           

  ,       -
 ,     ,  ,    

,     .      
,        .   

     ,      
       . 

        �   , 
 �       .    

    ,      , 
     ,     

 ,    � - �  � - �.   
,   �    ,    

,        ,     -
. 

   .       
  ,  �   ,   ,  , -

  ,  ,  ,  , -
     ,    -

.       ;    
.  

  
     

      .    -
   .       

 ,    ,     (  
Ziraat Bank),        '     

   (http://www.tbb.org.tr/english/asp/banks.asp). 

    ,       .  
 -          

      ,    
  ,    ,      

   .      
           

           -
   .      ,   

,      ,  ,  



    / 1, 2007 

 

56 

   ,      
 (http://www.hazine.gov.tr/iro_files /Reports-Presentations /pros pectus.pdf).  

     ,      
 ,   60  47.      

 ,        ,   19  13. 
   2006  34   47    ,  

 13 �     .      , 
      ; 13   ,  

   ,     ;  13,   ,   
   .    2006    -

     6.473   .   138.000  
    ( . 1).  ,     -

         .  

 
:       2006  (http://www.tbb.org.tr/english/) 

. 1.      

      75%   .  
  ,       (http://www.pwc.com/tr/eng 

/ins-sol/publ/Chapter07.pdf). 
   , 
  , 
o  , 
o  , 
o   

   , 
     , 

     , 
o  , 
o  , 
o  , 

  SDIF (    ). 

  

        ,    
      ,     . -

   ,   �      , 



    / 1, 2007 

 

57

  .      ,  
      ,   ,  -

        .    -
  ,        ( , 1995).  

     ,   , 
   .  (1988) ,     

        ,   
      .    ,   
     ,   -

       ,    
     (   ., 1996). 

  1980-  ,        -
    ,  , , �   

, .          .  
     � � ( , 1997).   

  , �      (   , 
1997; , 1996),       ( , 1997)  

           
(   ., 1998).  1980-    ,   ,  -

    . ,     ,   -
,    .    -

       ( , 1989).    
         (  , 

1989)      ,      -
  (   , 1994).   ,    -

    ,       
  ,     (   , 1997;   

, 1994).        ,  
 .    , ,    

  ( , 1990).       
 ,    .    

     (   , 1996).  

          
   ( , 1996).   �  �  

�      ,      
   (   , 1985).   -

      ( , 1990). ,   
,          

( , 1990).    (1995) ,     
       ,    .  

,        .    
        -

,      .   ,      
          �   

 . 

   ,   ,   
     : 
     (   ), 
      �  , 
  �  ,   �   , 
  �   ,      ( -

,  ), 



    / 1, 2007 

 

58 

  �  ,         
 (http://www.gfk.si/eng/2_7_ad_effic.phpe) 

 

 �   �       
  1970  ( , 1970)         

 �   �.       -
 �  �: ��     , , 

,   ,     �. 

   ,        
          -

     ( , 1997).    -
         ( , 1981; -
  ., 1985).         

 (    , 1974;   ., 1976;   , 1968).  
  � �,     .    

(1989), ,        
  .   , ,  '     
   ( , ) ,   -

 .   ,        -
  ,    ,  . 

  

        , 
    ,      

.  �   ,  ,      , 
, ,     ,    
  . ,     ,   

  ,         
,    ,    ( -

  , 1988),       (   , 1993). 
   (1993) ,        

  ,      (1988) ,   
       .     -

  ,  ,     .  
,  ,          

.  

 (1984)   ,         
   ,  ,  ,   
.   . (1985)  �  �    -

         .  
   ,        �  .  

       ( , 1983;   ., 
1988;   , 1989).     ,    

      .    -
    ,         

    (   , 1983; , 1984;  
 ., 1988). 

          -
  .   ,      

    (   , 1993;   , 



    / 1, 2007 

 

59

1996).   ,       -
 (   ., 1988;   , 1991;   , 1993). 

   �  �     , -
         ,     

.  �         -
 � �   ,      

     ( , 2000).  ,   
 ,   ,   ,   ,  

,     .   ,   ,  
   ,   . 

  

 � / �     ,  -
         (   

., 1987).    ,      -
 ,    ,    -

 .   ,     -
,     ,    ,  

  ,    ,    
   ,       ,    -

.   ,    ,   -
  ,    . ,   

   ,   �    
    (   ., 1998; , 1990).    

       .       
 �   (   , 1988),   (   , 

1980),     ( , 1984) �    
,  ,  ,    (   ., 

2002).     . (2002),    �   
   �        

.     �   ,  -
 ,   (   )    �    

    .  

  

       . ,    
(1997) ,         : , 

  �  .    , � �   
   �   ,      

     ,    ,   
�.     �  �    ,    

  , �    � (   , 1996).  
,     ,   ( �  )   -

   � ,  �. �   �  �  
 ,     � (   ., 1997).  

        (1988). -
    ,  (1988)    

: (1)  , (2)   ,     , (3) ,   
  ,  ,  (4)     ,   .    

        : �   �  
    ,    ,  

   �.  



    / 1, 2007 

 

60 

,         -
    (   ., 2000).     -

        -
        (   , 2000; 

  , 2000;   , 2002).  

  ,      .   
  ,        ,  -

      , ,     .  

   

 �             
  (   , 1994;   , 1993;   , 

1994;   , 1992; , 1992; , 1980;   , 1989) -
   �       (   , 1994; , 

1965; , 1977;   , 1972).    �  � 
( , 1977),   ,        ,  

 /       (   , 1994). 

   (1982)       -
,             

.      ,      
   ( , 1981).   ,   

    ,    ( ), 
 ,    ( ),   ,    

    ,     .  

          
 (   , 1994; , 1985; , 1990).   

          -
.         

  � -   � (   
, 2000; , 2002; , 2002).  (1998) ,    

      ,   . ,  
  (2000)       , 

       ,    
    . 

  

 ,     ,    
  (   ., 1990).     ,   
    (     ),  ( -

     )   (    -
  ,  �    �) ( , 1970).    

,        , �    -
,  ,  , '   ,    

(  )   ( ). ,     
,             

,  � �  ( ., 1990).  -
,        ,      

 ,        (   -
, 1987).  ,          -
  . 



    / 1, 2007 

 

61

  

         ( , 1996; 
  ., 1999).         ,   

      .     
,      �         

   (   ., 1994;   , 1993; 
, 1992;    , 1994).  

       �   .   
 ,          

         .  -
        . 

     /   ,  -
      �        

( , 1994; , 1996).  

    ,     -
,    ,        

  (   , 1973).      (1978), 
     (  ),  ( )  

  (  ).  (1999) ,   
     �   �  �  -

 � �.             
.   �   .     ,   

    .   �  .  ,   -
        .    

           
   .  ,    

�    �.    � ,   
 .  

     ,    
 / ;  ,     

 �    (   , 1992;   , 1998; 
  , 1998;   , 1999). 

        , 
       .   

,       ,  -
      ,    

     (   , 2001;   ., 2000; 
  , 2002).   . (2004)   �   

 ,     ,   , 
      .   . (2004)  ,  -

   , �    ,   
. 

        ,  
        . -

  ,        -
   (   , 1993).  ,     -

    ,     -
    ( ,    ) ( , 1995), 

   .        , 
    (   ., 1987).  



    / 1, 2007 

 

62 

     ,    
: 

 1.       . 
 2.       . 
 3.       . 
 4.       . 
 5.       . 
 6.       . 
 7.       . 
 8.       . 
 9.       . 
 10.       . 
 11.       . 
 12.       . 
 13.       . 

 

 

. 2.   

  
  

 2006  1500  (6 ) -
 .       ,  

        .  

        ,     
   .       
 .      ,   3  

�   ;    1 = �  �  5 = 



    / 1, 2007 

 

63

�  �.        , -
    .    0.85.  

       ,   
  ( , 1996).       , 

  9  �   .      -
 0.79.          -

    (  � 0.86).      
    ,    ( ,  

 . (2006)).       0.89.    
    1.        0.70.   

    �   .  

  
  

       ,   
  (   � 1467) 55.4%   , 48% 

   43.1%     .  
 , 29.1%   20-29 , 23.2% � 30-39   19.1% � 40-49 . 

  ,    �    (54.0%); 17.39% -
,       (    ). 

  

      ,    
 (1988). 36 ,    8  ,   

    ,   AMOS 4 (  
 �          

),       .    
    (   , 1995).   

   1. 

 1 

  (  ) 

  
 

 
 

 
 CR AVE 

  
   

 
    
  
  

   
 

 
  

 
.72 
.94 
.76 
.84 
.82 
.91 
.78 
.83 
.75 

 
1.36 
1.02 
1.31 
1.19 
1.22 
1.05 
1.43 
1.23 
1.64 

.78 .76 .61 

   
 

     
    

 
.91 
.89 
.92 

 
1.11 
1.08 
1.04 

.92 .91 .82 

 

 



    / 1, 2007 

 

64 

 . 1 
  

 
 
 

 
 CR AVE 

   
   

    
 (   ) 

  
 

   
   

    

 
.88 
.85 
.79 
.91 
.93 
.83 
.76 
.83 

 
1.09 
1.13 
1.23 
1.29 
1.18 
1.07 
1.32 
1.02 

.86 .85 .77 

    
  

  
  

 
.93 
.94 
  .65 

 
1.03 
1.19 
  1.34 

.89 .89 .73 

  
  

  
  

 
.84 
.72 
.91 

 
1.76 
1.67 
1.66 

.87 .86 .69 

   
  

   , 
   

 
.88 
.95 

 
1.11 
1.21 

.91 .90 .75 

   
     

   
    

 
.92 
.90 
.85 

 
1.01 
1.05 
1.10 

.92 .92 .79 

  
�   
�   
�    

 
   

   '   
 

 
.88 
.91 
.77 
.92 
.86 

 
1.07 
1.15 
1.05 
1.26 
1.13 

.93 .93 .76 

CR:  , AVE:   . 
    (p<.05). 

 

  

    ,      ( -
),    � .       

.  -  � 164.53 ( =0.00)  125  , GFI = 0.901, CFI = 
.943, NFI = 0.935  RMSEA = 0.06.   2    3    

  .  



    / 1, 2007 

 

65

 

. 3.      

 

 2 

      

                                                       (t- ) 

               
                
               

                          
                         

                       
                    
                    
                           
                        
                     
                     
                     

                  
                  

              

0.77 (13.432) 
0.09 (1.112)* 
0.52 (6.912) 
0.43 (5.154) 
0.87 (16.613) 
0.21 (3.855) 
0.34 (4.716) 
0.14 (2.417) 
0.33 (4.245) 
0.45 (5.893) 
0.32 (4.943) 
0.04 (0.931)* 
0.10 (2.199) 
0.65 (7.301) 
0.76 (11.904) 
0.56 (5.879) 

*p>0.05 

 

     ,     2,  
     t- ,   1.96.  ,  
         ( =0.77, 

p<0.05)    ( =0.52, p<0.05),        
 ( =0.09, p>0.05).  ,       



    / 1, 2007 

 

66 

    ( =0.43, p<0.05)    ( =0.87, p<0.05). -
,           ( =0.21, 

p<0.05),   ( =0.34, p<0.05)    ( =0.14, p<0.05). 
    2   3,      -

 ( =0.65, p<0.05)   ( =0.76, p<0.05).  ,   
        ( =0.56, p<0.05).    

 3 

,            
 

  
 

 
 

 
 

             
             
             
             
             
             
              

                        
                         
                        
                        
                        
                        

0.77 
- 

0.52 
- 
- 
- 
- 

0.43 
0.87 

- 
- 
- 
- 

- 
0.58 
0.69 
0.51 
0.52 
0.30 
0.67 
0.18 

- 
0.34 
0.53 
0.49 
0.57 

0.77 
0.58 
1.21 
0.51 
0.52 
0.30 
0.67 
0.61 
0.87 
0.34 
0.53 
0.49 
0.55 

 
  3  ,          

  .     3 (  � �  �), 
        ,  

   ;    �   , -
   ;    �   .  

 ,  ,         
    ;    �   

,     ;    �  -
 .  ,      . 

 1.        (r = 0.77, ). 
 2.        (r = 0.58, ). 
 3.        (r = 1.21, ). 
 4.        (r = 0.30, ). 
 5.        (r = 0.52, ). 
 6.        (r = 0.67, ). 
 7.        (r = 0.51, ). 
 8.        (r = 0.61, ). 
 9.        (r = 0.87, ). 
 10.        (r = 0.49, ). 
 11.        (r = 0.53, ). 
 12.        (r = 0.34, ). 
 13.        (r = 0.57, ). 



    / 1, 2007 

 

67

 
          

        .     
  ,    ,   

       .  �     
            
      .      

�     ,     .  , 
     ,    ,  -

     .  ,  
     ,      -

, ,          . 
   :     ?  

            
            

 . 

     ,   
     ,   ,  -

       .    
          . -

           , 
     .      , 

    ,     
 .        , 
     .  

     ,      
      .   ,   

  1467 ,      . - ,  
       ,    , -

            
  (  ,  ,  , -

 ,     ).    
            
.  �           

.     ,    .  

   
1. Allen, P. (1989), �Top 100 marketers: more �bank� names dominate the�, Saving Institu-

tions, 110 (9), pp. 41-45. 
2. Anderson, J.C., Gerbing, D.W. (1988), �Structural equation modeling in practice: A review 

and recommended two-step approach�, Psychological Bulletin, 103 (3), pp. 411-42. 
3. Anderson, E., Sullivan, M. (1993), �The antecedents and consequences of customer satisfac-

tion for firms�, Marketing Science, 12 (2), pp. 125-143. 
4. Anderson, E.W., Fornell, C., Lehman, D.R. (1994), �Customer satisfaction, market share 

and profitability: findings from Sweden�, Journal of Marketing, 58 (3), pp. 53-66. 
5. Anderson, E., Fornell, C. (1994), �A customer satisfaction research prospectus�, in Rust, 

R.T. and Oliver, R.L. (Eds), Service Quality: New Directions in Theory and Practice, Sage 
Publications, Thousand Oaks, CA. 

6. Andreassen, T.W., Lindestad, B. (1998), �The effect of corporate image in the formation of 
customer loyalty�, Journal of Service Research, 1 (1), pp. 82-92. 

7. Bagozzi, R.P., Yi, Y. (1988), �On the evaluation of structural equation models�, Journal of 
the Academy of Marketing Science, 16 (1), pp. 74-94. 



    / 1, 2007 

 

68 

8. Bahia, K., Nantel, J. (2000), �A reliable and valid measurement scale for the perceived ser-
vice quality of banks�, International Journal of Bank Marketing, 18 (2), pp. 84-91. 

9. Balmer, J.M.T., Stotvig, S. (1997), �Corporate identity and private banking: a review and 
case study�, International Journal of Bank Marketing, 15 (5), pp. 169-84. 

10. Barchard, D. (1990), ``Where only interesting customers need apply'', Financial Times, 9 
October. 

11. Barsky, J. (1994), World-Class Customer Satisfaction, Irwin Professional Publishing, Burr 
Ridge, IL. 

12. Beerli, A., Martin, J.D., Quintana, A. (2004), �A model of customer loyalty in the retail 
banking market�, European Journal of Marketing, 38 (1/2), pp. 253-75. 

13. Bennett, D., Higgins, M. (1988), �Quality means more than smiles�, ABA Banking Journal, 
June, p. 46. 

14. Bitner, M.J. (1990), �Evaluating service encounters: the effects of physical surroundings and 
employee responses�, Journal of Marketing, 54 (2), pp. 69-82. 

15. Bitner, M.J., Amy, R.H. (1994), �Encounter satisfaction versus overall satisfaction versus 
quality.� Pp. 72-84 in Service Quality: New Directions in Theory and Practice. Roland T. 
Rust and Richard L. Oliver (Eds.). New York: Sage Publications, Inc. 

16. Blanchard, R.F., Galloway, R.L. (1994), �Quality in retail banking�, International Journal 
of Services Industry Management, 5 (4), pp. 5-23. 

17. Bloemer, J., de Ruyter, K. and Peeters, P. (1998), �Investigating drivers of bank loyalty: the 
complex relationship between image, service quality and satisfaction�, International Journal 
of Bank Marketing, 16 (7), pp. 276-86. 

18. Bolton, R., Drew, J. (1994), �Linking customer satisfaction to service operations and behav-
ioral intentions.� Pp. 173-200 in Service Quality: New Directions in Theory and Practice. 
Roland T. Rust and Richard L. Oliver (Eds.). New York: Sage Publications, Inc. 

19. Bojanic, D.C. (1996), �Consumer perceptions of price, value and satisfaction in the hotel 
industry: an exploratory study�, Journal of Hospitality and Leisure Marketing, 4 (1), pp. 5-
22. 

20. Bolton, R., Drew, J. (1991), �A Multistage model of customers� assessments of service qual-
ity and value�, Journal of Consumer Research, 17, (March), pp. 375-384. 

21. Bolton, R.N. (1998), �A dynamic model of the duration of the customer�s relationship with 
a continuous service provider: the role of satisfaction�, Marketing Science, 17(1), pp. 45-65. 

22. Bowen, J.W., Hedges, R.B. (1993), �Increasing service quality in retail banking�, Journal of 
Retail Banking, 15, pp. 21-8. 

23. Bowen, J.T., Shoemaker, S. (1998), �Loyalty: A strategic commitment�, Cornell Hotel and 
Restaurant Administration Quarterly, 39 (1), pp. 12-25. 

24. Brady, M.K., Robertson, C.J. (1999), �An Exploratory study of service value in the USA 
and Ecuador�, International Journal of Service Industry Management, 10 (5), pp. 469-486. 

25. Brown, S., Swartz, T. (1989), �A Gap analysis of professional service quality�, Journal of 
Marketing, 53, (April), pp. 92-98. 

26. Cadotte, E.R., Woodruff, R.E., Jenkins, R.L., (1987), �Expectations and norms in models of 
consumer satisfaction�, Journal of Marketing Research, 24, pp. 305-314. 

27. Cardozo, R. (1965), �An Experimental study of customer effort, expectation and satisfac-
tion,� Journal of Marketing Research, 2, pp. 244-249. 

28. Caruana, A. (2002), �Service loyalty: the effects of service quality and the mediating role of 
customer satisfaction�, European Journal of Marketing, 36 (7/8), pp. 811-828. 

29. Chou, C.P., Bentler, P.M. (1995), �Estimates and tests in structural equation modeling. In 
R.H. Hoyle (Ed.), Structural equation modeling. Concepts, issues and applications (pp. 37-
55), Thousand Oaks, California: Sage Publications Inc. 

30. Churchill, G., Surprenant, C. (1982), �An Investigation into the determinants of customer 
satisfaction�, Journal of Marketing Research, XIX, (November), pp. 491-504. 

31. Colgate, M., Lang, B. (2001), �Switching barriers in consumer markets: an investigation of 
the financial services industry�, Journal Of Consumer Marketing, 18 (4), pp. 332-47. 

32. Copeland, M.T., (1924), Principles of Merchandising. A.W. Shaw Co., Chicago. 



    / 1, 2007 

 

69

33. Cronin J.J., Taylor, S.A. (1992), �Measuring service quality: A re-examination and exten-
sion�, Journal of Marketing, 56 (July), pp. 55-68. 

34. Cronin, J.J, Brady, M., Brand. R., Hightower, R., Shemwell, D. (1997), �A Cross-sectional 
test of the effect and conceptualization of service value�, Journal of Services Marketing, 11 
(6), pp. 375-391. 

35. Cronin, J.J., Brady, M.K., Hult, G.T. (2000), �Assessing the effects of quality, value, cus-
tomer satisfaction on consumer behavioral intentions in service environments�, Journal of 
Retailing, 76 (2), pp. 193-218. 

36. Crosby, L.A., Stephens, N. (1987, November) �The effects of relationship marketing on 
satisfaction, retention, and prices in the life insurance industry�, Journal of Marketing Re-
search, 24, pp. 404-411. 

37. Dabholkar, P.A. (1995), �A contingency framework for predicting causality between cus-
tomer satisfaction and service quality�, Advances in Consumer Research, 22, pp. 101-8. 

38. Darden, W.R., Schwinghammer, J.K.L. (1985), �The influence of social characteristics on 
perceived quality in patronage choice behavior�, in Jacoby, J. and Olson, J. (Eds), Perceived 
Quality: How Consumers View Stores and Merchandise, Lexington Books, Lexington, MA, 
pp. 161-72. 

39. Davies, M. (1996), �Image problems with financial services: some consideration for im-
provement�, Management Decisions, 34 (2), pp. 64-71. 

40. De Moubray, G. (1989), �Quality of service the key to competitive advantage�, Journal of 
Chartered Building Societies Institute, 43 (194), pp. 19-22. 

41. Dodds, W.B. (1991), �In search of value: How price and store name information influence 
buyers� product perceptions�, The Journal of Service Marketing, 5 (Summer), pp. 27-36. 

42. Doyle, P., Fenwick, I. (1974), �Shopping habits in grocery chains�, Journal of Retailing, 50, 
pp. 39-52. 

43. Dunn, D. (1995), Advertising and Promotion, Direct Farm Marketing and Tourism Hand-
book. 

44. Easingwood, C.J., Storey, C.D. (1993), �Marketplace success factors for new financial ser-
vices�, Journal of Services Marketing, 7 (1), pp. 41-54. 

45. Eggert, A., Ulaga, W. (2002), �Customer perceived value: a substitute for satisfaction in 
business markets�, Journal of Business and Industrial Marketing, 17 (2/3), pp. 107-118. 

46. Ehigie, B.O. (2006), �Correlates of customer loyalty to their bank: a case study in Nigeria�, 
International Journal of Bank Marketing, 24 (7), pp. 497-507. 

47. Flint, D.J., Woodruff, R.B., Gardial, S.F. (1997), �Customer Value Change in Industrial 
Marketing Relationships: A Call for New Strategies and Research�, Industrial Marketing 
Management, 26, pp. 163-175. 

48. Fornell, C., Larcker, D.F. (1981, February), �Evaluating structural equation models with unob-
servable variables and measurement error�, Journal of Marketing Research, 28, pp. 39-50. 

49. Fornell, C., Wernerfelt, B. (1987), �Defensive marketing strategy by customer complaint 
management: a theoretical analysis�, Journal of Marketing Research, 24 (4), pp. 337-46. 

50. Fornell, C. (1992), �A national customer satisfaction barometer: the Swedish experience�, 
Journal of Marketing, 55 (1), pp. 1-21. 

51. Fornell, C., Johnson, M.D., Anderson, E.W., Cha, J., Bryant, B.E., (1996), �The American cus-
tomer satisfaction index: Nature, purpose, and findings�, Journal of Marketing, 60, pp. 7-18. 

52. Ganesh, J., Arnold, M.J., Reynolds, K.E. (2000), �Understanding the customer base of ser-
vice provider: an examination of the differences between switchers and stayers�, Journal of 
Marketing, 64 (3), pp. 65-102. 

53. Gavin, D. (1983), �Quality on the Line�, Harvard Business Review, 61, September-October, 
pp. 65-75. 

54. Granbois, D. (1981), �An integrated view of the store choice/patronage process�, in Monroe, 
K.B. (Ed.), Advances in Consumer Research, Vol. 8, Association for Consumer Research, 
Ann Arbor, MI, pp. 693-5. 

55. Gray, E., Smeltzer, L. (1985), �Corporate image: an integral part of strategy�, Sloan Man-
agement Review, Summer, pp. 73-77. 



    / 1, 2007 

 

70 

56. Grewal, D., Monroe, K. B., Krishnan, R. (1998), �The effect of pricecomparison advertising 
on buyers� perception of acquisition value, transaction value, and behavioral intention�, 
Journal of Marketing, 62 (April), pp. 46-59. 

57. Grönoos, C. (1984), �An applied service marketing theory�, European Journal of Market-
ing, 16 (17), pp. 30-41. 

58. Grönroos, C. (1984), �A Service quality model and its marketing implications�, European 
Journal of Marketing, 12 (8), pp. 588-600. 

59. Grönroos, C. (2000), Service Management and Marketing � A Customer Relationship Man-
agement Approach, 2nd Edition, John Wiley and Sons Ltd. 

60. Hart, C.W.L., Heskett, J.L., Sasser, E.W. (1990), �The profitable art of service recovery�, 
Harvard Business Review, 68 (4), pp. 148-56. 

61. Hennig-Thurau, T., Gwinner, K.P., Gremier, D.D. (2002), �Understanding relationship mar-
keting outcomes: an integration of relational benefits and relationship quality�, Journal of 
Service Research, 4 (3), pp. 230-47. 

62. Hildebrandt, L. (1988), �Store image and the prediction of performance on retailing�, Jour-
nal of Business Research, 17, pp. 91-100. 

63. Hirschman, A.O. (1970), Exit, Voice and Loyalty, Harvard University Press, Cambridge, 
MA. 

64. Holstius, K., Kaynak, E. (1995), �Retail banking in Nordic countries: the case of Finland�, 
International Journal of Bank Marketing, 13 (8), pp. 10-20. 

65. Hunt, H.K. (1977), �CS/D�Overview and Future Directions,� Pp. 7-23 in Conceptualization 
and Measurement of Consumer Satisfaction and Dissatisfaction, H. Keith Hunt (Ed.). 
Cambridge, MA: Marketing Science Institute. 

66. Innis, D.E., La Londe, B.J. (1994), �Customer service: the key to customer satisfaction, cus-
tomer loyalty, and market share�, Journal of Business Logistics, 15 (1), pp. 1-27. 

67. Jackson, B.B. (1985), Winning and Keeping Industrial Customers: the Dynamics of Cus-
tomer Relationships, Lexington Books, Lexington, MA. 

68. Jacoby, J., Kyner, D.B. (1973), �Brand loyalty vs. repeat purchasing behavior�, Journal of 
Marketing Research, 10 (1), pp. 1-9. 

69. Jacoby, J., Chestnut, R.W. (1978), Brand Loyalty: Measurement and Management. Wiley, 
NewYork. 

70. Jamal, A., Naser, K. (2002), �Customer satisfaction and retail banking: an assessment of 
some of the key antecedents of customer satisfaction in retail banking�, International Jour-
nal of Bank Marketing, 20 (4), pp. 146-60. 

71. James, D.L., Durand, R.M., Dreves, R.A. (1976), �The use of a multi-attributes attitudes 
model in a store image study�, Journal of Retailing, 52, pp. 23-32. 

72. Johnston, R. (1997), �Identifying the critical determinants of service quality in retail bank-
ing: importance and effect�, International Journal of Bank Marketing, 15 (4), pp. 111-16. 

73. Johnson, M.D., Gustafsson, A., Andreassen, T.W., Lervik, L., Cha, J. (2001), �The evolu-
tion and future of national customer satisfaction index models�, Journal of economic Psy-
chology, 22 , pp. 217-245. 

74. Jones, T., Sasser, W. (1995), �Why satisfied customers defect�, Havard Business Review, 
November-December, pp. 88-99. 

75. Keaveney, S.M., Hunt, K.A. (1992), �Conceptualization and operationalization of retail 
store image: a case of rival middle-level theories�, Journal of the Academy of Marketing 
Science, 20 (2), pp. 165-75. 

76. Kim, K.J., Jeon, I.J., Park, J.C., Park, Y.J., Kim, C.G., Kim, T.H. (2006), �The impact of 
network service performance on customer satisfaction and loyalty: High-speed internet ser-
vice case in Korea�, Expert Systems with Applications, on prof. 

77. Korgaonkar, P.K., Lund, D. and Price, B. (1985), � Structural equations approach toward 
examination of store attitude and store patronage behavior�, Journal of Retailing, 61, Sum-
mer, pp. 39-60. 

78. Kunkel, J.H., Berry, L.L. (1968), �A behavioral conception of retail image�, Journal of 
Marketing, 32, pp. 21-7. 



    / 1, 2007 

 

71

79. Lee, M., Cunningham, L.F. (2001), �A cost/benefit approach to understanding service loy-
alty�, Journal of Services Marketing, 15 (2), pp. 113-30. 

80. Levesque, T., McDougall, G.H.C. (1996), �Determinants of customer satisfaction in retail 
banking�, International Journal of Bank Marketing, 14 (7), pp. 12-20. 

81. Lewis, R., Booms, B. (1983), �The Marketing Aspects of Service Quality�, In: Berry, L., 
Shostack, L. and Upah, G. (Ed.), Emerging Perspectives on Services Marketing, Proceeding 
Series, American Marketing Association, pp. 99-104. 

82. Lewis, B.R. (1993), �Service quality: recent developments in financial services�, Interna-
tional Journal of Bank Marketing, 11 (6), pp. 19-25. 

83. Lovelock, C. (1988), Managing Services Marketing, Operations and Human Resources, 
Prentice-Hall, Englewood Cliffs, NJ, p. 173. 

84. Mazursky, D., Jacoby, J. (1986), �Exploring the development of store images�, Journal of 
Retailing, 62, pp. 145-65. 

85. McDougall, G.H.G., Levesque, T. (2000), �Customer satisfaction with services: Putting 
perceived value into the equation�, Journal of Service Marketing, 14 (5), pp. 392-410. 

86. McIlroy, A., Barnett, S. (2000), �Building customer relationships: Do discount cards work?� 
Managing Service Quality, 10 (6), pp. 347-355. 

87. Meidan, A. (1996), Marketing Financial Services, MacMillan Press, Houndmills. 
88. Mittal, B., Lassar, W.M. (1998), �Why do customers switch? The dynamics of satisfaction 

versus loyalty�, Journal of Services Marketing, 12 (3), pp. 177-194. 
89. Oh, H., Parks, S.C. (1997), �Customer satisfaction and service quality: a critical review of 

the literature and research implications for the hospitality industry�, Hospitality Research 
Journal, 20 (3), pp. 35-64. 

90. Oliver, R.L. (1977), �Effect of expectation and disconfirmation on post-expense product 
evaluations: an alternative interpretation�, Journal of Applied Psychology, 62, pp. 480-486. 

91. Oliver, R.L.(1980), �A Cognitive model of the antecedents and consequences of satisfaction 
decisions�, Journal of Marketing Research, 17 (November), pp. 460-469. 

92. Oliver, R.L., Swan, J.E. (1989), �Consumer perceptions of nterpersonal equity and satisfac-
tion in transactions: a field survey approach�, Journal of Marketing, 53 (April), pp. 21-35. 

93. Oliver, R.L. (1999), �Whence consumer loyalty�, Journal of Marketing, 63, pp. 33-44. 
94. Olsen, S. (2002), �Comparative evaluation and the relationship between quality, satisfaction, 

and repurchase loyalty�, Journal of the Academy of Marketing Science, 30 (3), pp. 240-249. 
95. Olshavsky, R.W., Miller, J.A. (1972), �Consumer expectations, product performance and 

perceived product quality�, Journal of Marketing Research, 9 (February), pp. 19-21. 
96. Olson, J.C., Dover, P. (1979), �Disconfirmation of consumer expectations through product 

trial�, Journal of Applied Psychology, 64 (April), pp. 179-189. 
97. Parasuraman, A., Zeithaml, V., Berry, L. (1985). �A conceptual model of service quality 

and its implications for future research�, Journal of Marketing, 49, pp. 41-50. 
98. Parasuraman, A., Zeithaml, V., Berry, L. (1988), �SERVQUAL: A multiple- tem scale for 

measuring consumer perceptions of service quality�, Journal of Retailing, 64(1), pp. 12-40. 
99. Parasuraman, A., Grewal, D. (2000), �The impact of technology on the quality�value�loyalty 

chain: A research agenda�, Journal of the Academy of Marketing Science, 28 (1), pp. 168-174. 
100. Patterson, P., Johnson, L. (1993), �Disconfirmation of expectations and the gap model of 

service quality: an integrated paradigm�, Journal of Consumer Satisfaction, Dissatisfaction 
and Complaining Behavior, 6, pp. 90-99. 

101. Patterson, P., Spreng, R. (1997), �Modelling the relationship between perceived value, satis-
faction and repurchase intention in a business-to-business, service context: an empirical ex-
amination�, International Journal of Service Industry Management, 8 (5), pp. 414-434. 

102. Payne, A., Rickard, J. (1993), �Relationship marketing, customer retention and service firm 
profitability�, Working Paper, Cranfield University, Cranfield. 

103. Petrick, J.F., Backman, S.J. (2002), �An examination of the construct of perceived value for 
the prediction of golf travelers; Intentions to revisit�, Journal of Travel Research, 
41(August), pp. 38-45. 



    / 1, 2007 

 

72 

104. Ramaswamy, R. (1996), Design and management of service processes: Keeping customers 
for life (pp. 330-360), Massachusetts: Addison- Wesley. 

105. Ravald, A., Grönroos, C. (1996), �The value concept and relationship marketing�, European 
Journal of Marketing, 30 (2), pp. 19-30. 

106. Reichheld, F., Sasser, W. (1990), �Zero defections: quality comes into services�, Harvard 
Business Review, Sept-Oct, pp. 105-111. 

107. Reichheld, F. (1993), �Loyalty-based management�, Harvard Business Review, 71 (2), pp. 
64-73. 

108. Reicheld, F.F. (1996, March�April), �Learning from customer defections�. Harvard 
Business Review, pp. 56-69. 

109. Reichheld, F. (1996), The Loyalty Effect, Harvard Business Press, Boston, MA. 
110. Render, B., O�Connor, T.S. (1976), �The influence of price, store name and brand name on per-

ception of product quality�, Journal of the Academy of Marketing Science, 4, Fall, pp. 722-30. 
111. Rust, R., Oliver, R. (1994), Service Quality - New Directions in Theory and Practice, Sage 

Publications. 
112. Rust, R.T., Zahorik, A.J., Keiningham, T.L. (1996), Services Marketing, HarperCollins Col-

lege Publishers, New York, NY. 
113. Rust, R., Zeithaml, V., Lemon, K. (2000), Driving customer equity, Boston, MA: Free 

Press. 
114. Ruyter, K.D., Wetzels, M., Bloemer, J. (1997), �On the relationship between perceived ser-

vice quality, service loyalty and switching costs�, International Journal of Service Industry 
Management, 9(5), pp. 436-53. 

115. Ryan, M.J., Buzas, T., Ramaswamy, V., (1995), �Making CSM a power tool�, Marketing 
Research 7 (3), pp. 11-16. 

116. Schumacker, R.E., Lomax, R.G. (1996), A beginner's guide to structural equation modeling, 
Mahwah, N.J: L. Erlbaum Associates. 

117. Shoemaker, S., Lewis, R.C. (1999), �Customer loyalty: The future of hospitality marketing�, 
Hospitality Management, 18, pp. 345-370. 

118. Sirgy, M.J., Samli, A.C. (1989), �A path analytic model of store loyalty involving self-
concept, store image, geographic loyalty, and socioeconomic status�, Journal of the Acad-
emy of Marketing Science, 13 (3), pp. 265-91. 

119. Slater, R.B. (1990), �Bankers binge on bank ad�, Bankers Monthly, 107 (6), pp. 63-5. 
120. Spreng, R.A., Mackenzie, S.B., Olshavsky, R.W. (1996), �A reexamination of the determi-

nants of consumer satisfaction�, Journal of Marketing, 60, pp. 15-32. 
121. Stafford, J.E., Enis, B.M. (1969), �The pricequality relationship: an extension�, Journal of 

Marketing Research, 6, November, pp. 456-8. 
122. Stafford, M.R. (1996), �Demographic discriminators of service quality in the banking indus-

try�, The Journal of Services Marketing, 10 (4), pp. 6-22. 
123. Stank, T.P., Goldsby, T.J., Vickery, S.K. (1999), �Effect of service supplier performance on 

satisfaction and loyalty of store managers in the fast food industry�, Journal of Operations 
Management, 17, pp. 429-447. 

124. Swan, J.E., Trawick, I.F. (1980), �Satisfaction related to predictive vsdesired expectations. 
In: Hunt, H.K., Day, R.L. (Eds.), Refining Concepts andMeasures of Consumer Satisfaction 
and Complaining Behavior. Indiana University, Bloomington, IN, pp. 7-12. 

125. Swneeney, J., Soutar, G., Johnson, L. (1997), �Retail service quality and perceived value: a 
comparison of two models�, Journal of Retailing and Consumer Services, 4 (1), pp. 39-48. 

126. Teas, K., Agarwal, S. (2000), �The effects of extrinsic product cues on consumers� percep-
tions of quality, sacrifice, and value�, Journal of the Academy of Marketing Science, 28 (2), 
pp. 280-29. 

127. Tse, D.K., Wilton, P.C. (1988), �Models of consumer satisfaction formation: an extension�, 
Journal of Marketing, 25, pp. 204-212. 

128. Voss, G.B., Parasuraman, A., Grewal, D. (1998), �The roles of price, performance, and expec-
tations in determining satisfaction in service exchanges�, Journal of Marketing, 62, pp. 46-61. 



    / 1, 2007 

 

73

129. Westbrook, R. (1981), �Sources of consumer satisfaction with retail outlets�, Journal of 
Retailing, 57, (Fall), pp. 8-85. 

130. Woodruff, R.B., Scott, C., Schumann, D., Gardinal, S., Burns, M. (1991), �The standards 
ssues in cs/d research: a historical perspective�, Journal of Consumer Satisfaction and Dis-
satisfaction and Complaining Behavior, 4, pp. 103-109. 

131. Woodruff, R.B., Gardial S.F. (1996), Know Your Customer: New Approaches to Under-
standing Customer Value and Satisfaction. Blackwell, Cambridge, MA. 

132. Woodruff, R.B. (1997), �Customer value: The next source for competitive edge�, Journal of 
the Academy of Marketing Science, 25 (2), pp. 139-153. 

133. Worcester, R. (1970), Corporate image research revisited, paper presented to the Market 
Research Society Conference, Brighton, March. 

134. Worcester, R.M. (1997), �Managing the image of your bank: the glue that binds�, Interna-
tional Journal of Bank Marketing, 15 (5), pp. 146-52. 

135. Yavas, U., Shemwell, D.J. (1996), �Bank image: exposition and illustration of correspon-
dence analysis�, International Journal of Bank Marketing, 14 (1), pp. 15-21. 

136. Yi, Y. (1990), A Critical Review of Consumer Satisfaction. Review in Marketing. American 
Marketing Association, Chicago. 

137. Zeithaml, V.A. (1988), �Consumer perceptions of price, quality, and value: A means-end 
model and synthesis of evidence�, Journal of Marketing, 52 (3), pp. 2-22. 

138. Zeithaml, V.A., Berry, L.L., Parasuraman, A. (1996), �The behavioural consequences of 
service quality�, Journal of Marketing, 60 (2), pp. 31-46. 

139. Zeithaml, V.A., Parasuraman, A., Malhotra, A. (2002), �Service quality delivery through 
web sites: a critical review of extant knowledge�, Journal of the Academy of Marketing Sci-
ence, 30 (4), pp. 362-375. 

140. (http://www.gfk.si/eng/2_7_ad_effic.phpe) 
141. http://www.pwc.com/tr/eng/ins-sol/publ/Chapter07.pdf 
142. http://www.hazine.gov.tr/iro_files/Reports-Presentations/prospectus.pdf 
143. http://www.tbb.org.tr/english/asp/banks.asp 
144. http://www.tbb.org.tr/english/ 
 

 22.12.2006 



    / 1, 2007 

 

74 

 1 
  

   ( , 1996)    (   ., 1995)  

     

   

        

   

   (   ., 2001) 

     

   

   

   

  ( ) (   ., 2001) 

 (   ., 2006)   

   ,    

     

      (   ., 2000) 

      

 ( � , 2006)    

       

     

,        

  �   

 �   

   �   

      

       �    

 

    
 

 

  
 

 
  

 

   
 

 

  


