University : Istanbul Kiiltiir University

Institute : Institute of Graduate Studies
Department : Business Administration
Program : Business Administration
Supervisor : Assoc. Prof. Dr. Murat Taha Bilisik
Degree Awarded and Date : MA - June 2025

ABSTRACT

THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION
AND LOYALTY IN CARGO COMPANIES IN ISTANBUL

Nour Zaineldeen

This study aims to examine how service quality impacts customer satisfaction and
customer loyalty in cargo service industry in Istanbul, Turkey, and the mediating role
of customer satisfaction in the relationship between service quality and customer
loyalty. Although previous research has examined service quality and satisfaction in
the cargo sector, few have evaluated customer loyalty as a dependent variable, and
none have thoroughly explored the mediating effect of customer satisfaction from the
perspective of individual cargo customers in Istanbul—a major logistics hub with
distinct market dynamics. Using a quantitative research design, data were collected
from 303 individual cargo service users during April and May 2025 through a
structured online questionnaire. The questionnaire was based on established
measurement scales: SERVQUAL, Customer Satisfaction, and Customer Loyalty. The
findings were analyzed using SPSS, employing descriptive, reliability and validity
tests, correlation, regression, and mediation analyses. Results suggest that service
quality has a significant effect on not only customer satisfaction but also customer
loyalty, and that customer satisfaction acts as a partial mediator. This study makes a
contribution to the service marketing literature as it fills an important gap and provides
useful insights for cargo firms that seek to improve customer satisfaction and develop
customer loyalty in a competitive urban market.
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KISA OZET

ISTANBUL’DAKI KARGO SIRKETLERINDE HiZMET KALITESININ
MUSTERI MEMNUNIYETI VE SADAKATI UZERINDEKI ETKIiSI

Nour Zaineldeen

Bu arastirma, Istanbul, Tiirkiye’deki kargo hizmetleri sektoriinde hizmet kalitesinin
miisteri memnuniyeti ve musteri sadakati tizerindeki etkisini ve hizmet kalitesi ile
miisteri sadakati arasindaki iliskide miisteri memnuniyetinin aracilik roliinii
incelemeyi amaglamaktadir. Onceki arastirmalar kargo sektdriinde hizmet kalitesi ve
miisteri memnuniyetini ele almis olsa da, ¢ok az1 miisteri sadakatini bagimli degisken
olarak degerlendirmistir ve hicbiri Istanbul gibi kendine 6zgii piyasa dinamiklerine
sahip bliyiik bir lojistik merkezinde bireysel kargo miisterilerinin bakis agisindan
miisteri memnuniyetinin aracilik etkisini kapsamli bir sekilde incelememistir. Nicel
arastirma deseni kullanilarak, Nisan ve Mayis 2025 tarihleri arasinda 303 bireysel
kargo hizmeti kullanicisindan veri toplanmustir. Veriler, SERVQUAL, Miisteri
Memnuniyeti ve Miisteri Sadakati 6lgeklerine dayali yapilandirilmis ¢evrim i¢i anket
yoluyla elde edilmistir. Bulgular SPSS programi kullanilarak; betimleyici istatistikler,
guvenilirlik ve gegerlilik testleri, korelasyon, regresyon ve aracilik analizleri ile
degerlendirilmistir. Sonuglar, hizmet kalitesinin yalnizca miisteri memnuniyeti
tizerinde degil, ayn1 zamanda miisteri sadakati tizerinde de anlamli bir etkisi oldugunu
ve miisteri memnuniyetinin bu iliskide kismi bir araci rolii iistlendigini ortaya
koymaktadir. Bu calisma, hizmet pazarlamasi literatiiriindeki 6nemli bir boslugu
doldurarak katki saglamakta ve rekabetci bir kentsel pazarda miisteri memnuniyetini
artirmak ve miisteri sadakati gelistirmek isteyen kargo firmalar1 i¢in degerli i¢goriiler
sunmaktadir.

Anahtar Sozciikler: Elestirel Okuma, Elestirel Diisiince, Elestirel Pedagoji,
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