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SUMMARY 
 
 

Customer satisfaction becomes even more significant for companies in the service sector 

in terms of profitability and success as competition intensifies. Within the scope of this 

research, the service quality of an authorized automobile service was examined by basing on 

the ECSI model. In the ECSI model, IMJ, MB, AK, AD, MM, MS and MS factors are 

included. The model was developed by adding the GVN factor as a regulatory variable. After 

a comprehensive literature review, measurement questions were created to best represent the 

factors in the research model. The research model was analyzed using the KEKK-YEM 

method and the SmartPLS (v.4.0.9.2) package program. As a result of the analysis, only the 

H6 hypothesis was not supported among the 13 tested hypotheses. According to the results 

of the hypothesis test, it was determined that the highest correlation coefficient was between 

MM and MS, and between MD and AK. In addition, MB affects MM not directly but 

indirectly. In this case, MB forms MM with the effect of AD and AK. Furthermore, it was 

found that the GVN factor included in the model had an enhancing effect on the relationship 

between AK and MM. Finally, the index score for MM was calculated as 72,75. Although 

customers are generally satisfied with the authorized service, their expectations are not fully 

met. 

 

Keywords: Customer Satisfaction, Customer Satisfaction Index, Automotive Industry, 

Authorized Service, ECSI, KEKK-YEM, SmartPLS 
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Cinsiyet   

 52 16,50% 

Erkek 264 83,50% 

 

18-  27 8,50% 

25-  85 26,90% 

35-  106 33,50% 

45-  56 17,70% 

55-  32 10,10% 

65+  10 3,20% 

 

 5 1,60% 

 9 2,80% 

Lise 66 20,90% 

Lisans 165 52,20% 

 71 22,50% 

Meslek 
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 (devam) 

 9 2,80% 

 14 4,40% 

Kamu  94 29,70% 

 130 41,10% 

Serbest Meslek 38 12,00% 

Emekli 31 9,80% 

 

 56 17,70% 

10000-15000 74 23,40% 

15000-20000 44 13,90% 

20000-25000 36 11,40% 

25000-30000 34 10,80% 

 72 22,80% 

 

Audi 58 18,40% 

Volkswagen Binek 167 52,80% 

Volkswagen Ticari 24 7,60% 

Seat 60 19,00% 

 7 2,20% 

 

0-1 (Segment 1a) 57 18,00% 

2-3 (Segment 1b) 72 22,80% 

4-6 (Segment 2) 94 29,70% 

7+ (Segment 3) 93 29,50% 

Yetkili Servise ilk kez mi getirdiniz? 

Evet 53 16,80% 
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5-9 83 26,30% 

10-14 24 7,60% 

15-19 9 2,80% 

20+ 18 5,70% 
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4. BULGULAR  

 

 

li ve li  

 

 ve   

 

li

,  ve y g  (Hair, 

vd., 1998) gerekmektedir.  kendi 
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ifadeleri (IMJ_1, MB_1, 

AK_1, AK_5, MM_1, MM_4, MS_1) . Elde edilen model tekrar 
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    CR AVE 

IMJ 

IMJ2 0,774 

0,826 0,885 0,658 
IMJ3 0,842 

IMJ4 0,833 

IMJ5 0,791 

MB 

MB2 0,858 

0,854 0,911 0,774 MB3 0,909 

MB4 0,872 

AK 

AK2 0,809 

0,782 0,873 0,697 AK3 0,88 

AK4 0,814 

AD 

AD1 0,847 

0,762 0,862 0,676 AD2 0,791 

AD3 0,827 

MM 

MM2 0,898 

0,795 0,880 0,710 MM3 0,81 

MM5 0,817 

 

 0,895 

0,790 0,878 0,706  0,878 

 0,74 

MS 

MS2 0,858 

0,833 0,888 0,666 
MS3 0,834 

MS4 0,708 

MS5 0,857 

 

 

Fornell-Larcker Kriteri 

Fornell-Larcker Kriteri

Fornell ve Larcker, 1981 Fornell-Larcker Kriteri 
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 Fornell-Larcker Kriteri) 

  IMJ MB AK AD MM  MS 

IMJ 0,811 
      

MB 0,547 0,88 
     

AK 0,654 0,755 0,835 
    

AD 0,724 0,568 0,655 0,822 
   

MM 0,775 0,622 0,773 0,798 0,843 
  

 0,714 0,586 0,730 0,730 0,789 0,841 
 

MS 0,777 0,542 0,663 0,795 0,799 0,711 0,816 

 

   

  

 

4.2. Ya  

 

 

(R2 2 2) ve 

 

 
2 2, 

2 

R2 2 2<0,75ise orta ve 

0,7 sahip . Ancak bu 
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3  

 R2  

MB 0,299  

AK 0,570 Orta 

AD 0,442  

MM 0,779  

 0,622 Orta 

MS 0,706 Orta 

 

 %30,  %57,  %44,  %78, 

 %62 ve   

 

F2 egzojen 

 f2 f2

f2<0,35 ise orta ve f2  (Cohen, 

1988). Ancak, f2  

(Sarstedt vd., 2017)   

 

4  

 f2  

IMJ MB 0,427  

IMJ MM 0,153 Orta 

IMJ MS 0,169 Orta 

MB AK 1,323  

MB AD 0,023  

MB MM 0,00 Etki Yok 

AK AD 0,214 Orta 

AK MM 0,187 Orta 

AD MM 0,248 Orta 

MM  1,644  

MM MS 0,176 Orta 

 MS 0,016 Etki Yok 

 

 ,  , 
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 Q2 

hesaplanan Q2   modelin 

ne sahip Chin, 1998). Q2 

; 0,0 Q2<0,15 ise , 0,15 Q2<0,35 ise orta ve Q2 ise 

tahmin edicilik ola  

 4.5  

 

5  

 Q2  

MB 0,226 Orta 

AK 0,392  

AD 0,286 Orta 

MM 0,542  

 0,432  

MS 0,454  

 

 4.5 , MB ve AD AK, MM,  ve MS 

 

 

 

Hair vd., 2011).  

 

 

6.  

 VIF 

IMJ MB 1,00 

IMJ MM 2,39 

IMJ MS 2,692 

MB AK 1,00 

MB AD 2,323 
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6.  (devam) 

MB MM 2,379 

AK AD 2,323 

AK MM 3,022 

AD MM 2,422 

MM  1,00 

MM MS 3,492 

 MS 2,842 

 

 

 

 

, 

 (SRMR), Ki-  (

 (  ( i . Uyum 

 ve 

gerekmektedir  

   

 

7  

   

SRMR 0,076 

d_ULS 1,593 

d_G 0,786 

Chi-square 1361,885 

NFI 0,744 

 

KEKK- nin 

(2004)  goodness of fit (GOF) indeksi  (Denklem 4.1). GOF 

indeksi  . Genel uyum kriterleri  

GOF<0,10 ise az, 0,10<GOF<0,25 ise orta, 0,25<GOF<0,36 ise iyi, GOF>0,36 ise  

uyum olarak 
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                                     (4.1) 

 

 

 

 

Bootstrapping, veri setinden 

ma

ta t istatistiklerini 

 (R2 

ve t istatistikleri) 4.3 te  

 

 

 KEKK-  
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Modele dahil edilen GVN   

) 

 temsil etmektedir endojen egzojen 

 (Holmbeck, 1997). 

da GVN AK ile MM 

t istatistikleri) 

 

 

 

 KEKK-YEM GVN  

 

  4.8 

6 Buna 

IMJ  (t=10,919; p<0,01),  (t=5,168; p<0,01) ve  (t=5,806; p<0,01) 

.    

0,547,  0,284 ve   MB  (t=21,737; p<0,01) ve 

 (t=1,916; p<0,10) .  meydana gelen bir 

 0,755 ve   AK  (t=6,353; p<0,01) 
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ve  etkilemektedir.  meydana gelen 

  0,526 ve   AD 

pozitif olarak etkilemektedir (t=6,109; p<0,01).  

 MM  (t=24,461; p<0,01) ve  (t=6,242; 

p<0,01)   

 0,789 ve     

etkilemektedir (t=2,102; p<0,05).  meydan  0,114 birim 

GVN, AK ile MM 

p<0,05).  MM  

 (  4.8). 

 

8  

Hipotez   t-  P-  Karar 

H1 IMJ MB 0,547 10,919 P<0,01*** Desteklendi 

H2 IMJ MM 0,284 5,168 P<0,01*** Desteklendi 

H3 IMJ MS 0,366 5,806 P<0,01*** Desteklendi 

H4 MB AK 0,755 21,737 P<0,01*** Desteklendi 

H5 MB AD 0,171 1,916 0,055* Desteklendi 

H6 MB MM -0,007 -0,165 0,869ad Desteklenmedi 

H7 AK AD 0,526 6,353 P<0,01*** Desteklendi 

H8 AK MM 0,354 6,656 P<0,01*** Desteklendi 

H9 GVN x AK MM 0,037 1,981 0,024** Desteklendi 

H10 AD MM 0,364 6,109 P<0,01*** Desteklendi 

H11 MM  0,789 24,461 P<0,01*** Desteklendi 

H12 MM MS 0,426 6,242 P<0,01*** Desteklendi 

H13  MS 0,114 2,102 0,036** Desteklendi 

***: p<0,01; **: p<0,05; *:  
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  MM 

 4.8). Ancak,  AK (t=6,405; p<0,01) ve AD (t=1,721; 

p<0,10)  . MB AK AD MM yolu 

t=5,232; p<0,01) (  4.9). 

 

9  
 

 t-  P-  

IMJ MB AK 0,413 8,305 P<0,01*** 

IMJ MB AD 0,094 1,732 0,083* 

IMJ MB MM -0,004 -0,164 0,870ad 

IMJ MM  0,224 5,055 P<0,01*** 

IMJ MM MS 0,121 4,805 P<0,01*** 

MB AK AD 0,397 6,156 P<0,01*** 

MB AK MM 0,267 6,405 P<0,01*** 

MB AD MM 0,062 1,721 0,085* 

MB MM  -0,006 -0,165 0,869ad 

MB MM MS -0,003 -0,164 0,869ad 

AK AD MM 0,192 5,239 P<0,01*** 

AK MM  0,279 6,176 P<0,01*** 

AK MM MS 0,151 5,145 P<0,01*** 

AD MM  0,287 5,977 P<0,01*** 

AD MM MS 0,155 3,657 P<0,01*** 

MM MS 0,090 2,056 0,040** 

IMJ MB AK MM 0,146 5,164 P<0,01*** 

IMJ MB AK AD 0,217 5,534 P<0,01*** 

IMJ MB AD MM 0,034 1,593 0,111ad 

IMJ MB MM  -0,003 -0,163 0,870ad 

IMJ MB MM MS -0,002 -0,163 0,870ad 

IMJ MM  MS 0,026 1,741 0,082* 

MB AK AD MM 0,145 5,232 P<0,01*** 

MB AK MM  0,210 5,921 P<0,01*** 

MB AK MM MS 0,114 5,108 P<0,01*** 

MB AD MM  0,049 1,719 0,086* 

MB AD MM MS 0,027 1,529 0,126ad 

MB MM  MS -0,001 -0,145 0,885ad 

AK AD MM  0,151 4,972 P<0,01*** 
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9  (devam) 

AK AD MM MS 0,082 3,647 P<0,01*** 

AK MM  MS 0,032 1,864 0,062* 

AD MM  MS 0,033 2,079 0,038** 

IMJ MB AK MM  0,115 4,760 P<0,01*** 

IMJ MB AK MM MS 0,062 4,525 P<0,01*** 

IMJ MB AK AD MM 0,079 5,235 P<0,01*** 

IMJ MB AD MM  0,027 1,583 0,113ad 

IMJ MB AD MM MS 0,015 1,435 0,151ad 

IMJ MB MM  MS 0,000 0,143 0,886ad 

MB AK AD MM  0,114 4,935 P<0,01*** 

MB AK AD MM MS 0,062 3,669 P<0,01*** 

MB AK MM  MS 0,024 1,830 0,067* 

MB AD MM  MS 0,006 1,310 0,190ad 

AK AD MM  MS 0,017 1,963 0,050* 

IMJ MB AK AD MM  0,062 4,807 P<0,01*** 

IMJ MB AK AD MM MS 0,034 3,753 P<0,01*** 

IMJ MB AK MM  MS 0,013 1,740 0,082* 

IMJ MB AD MM  MS 0,003 1,216 0,224ad 

MB AK AD MM MS 0,013 1,937 0,053* 

IMJ MB AK AD MM  MS 0,007 1,896 0,058* 

***: p<0,01; **: p<0,05; *:     

 

 

 

ACSI ve ECSI modellerinde memnuniyet indeksi hesaplamak  genellikle Fornell, 

vd. (1996)  

, 

 

 

                                                                             (4.2) 
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de verilen , , 

. 

  

 

10  

MM   

MM2 0,434 7,706 

MM3 0,366 6,820 

MM5 0,384 8,060 

 

Yetkili servi , Denklem 4.2 ve  

  72,7

 

 

                                                                      (4.3) 

 

 

 

 

 

Askariazad ve Babakhani, 2015; 
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2015; Bui, 2022; Liang ve Li, 2023).  

 

sikayet s
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5.  ve  

 

 

H lerinde, yla birlikte ne verilen 

. F  

dir. Genellikle m

 

 

B da , ECSI 

modeli temelinde, KEKK-  ir otomobil yetkili servisinde 

. GVN 

. Modelde IMJ, MB, AK, GVN, AD, MM,  ve MS 

. 

 

Y

 MB nin AK  etkisi 

, . M , 

 Ancak, 

 

 MB  

Bu durumda MB, AD ve AK 

 yetkili servisten 

, 

, lmektedir. 

 ,  

, 

Yetkili servisten memnun olan 

, 
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GVN AK ile MM 

. Bu durumda GVN, AK ile MM yi 

pozitif olarak  , yetkili servis 

 

sayede, 

 

 

 

MB nin AD  

tespit e

 

%83,50 lerin 3,20

getirmedi

 Ancak, 

 

 

 ol  

 memnuniyetinin ve sadakatin

gerekmektedir. Memnuniyet  

yabilmek ve ka

arta  

 

 

B ,  veri 

, 

, servise 

nin kler 
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,  ve daha fazla 

ler Son olarak, modele eklenen GVN 
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