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Bu calismada elektronik miisteri iliskileri uygulamalarmin kimi demografik degiskenler
kapsaminda incelenmesi amaglanmistir. Arastirma verileri Nisan-2017 ve Subat-2018
tarihleri arasinda Gazi Universitesi’nde lisansiistii egitim goren 479 ogrenciden elde
edilmistir. Calisma kapsaminda Lam, Cheung ve Lau (2013) tarafindan gelistirilen algilanan
odiiller, ayricalikli islem, kisilerarasi iletisim ve elektronik dogrudan posta olmak iizere 4
alt boyuttan olusan 11 maddelik “Elektronik Miisteri Iligkileri Y&netimi” &lgegi
uyarlanmistir. Aragtirmada cinsiyet, medeni durum, yas ve tercih edilen havayolu sirketi
kontrol degiskenleri kullanilmistir. Elde edilen veriler, gegerlilik ve giivenilirlik analizleri
sonrasinda varyans analizleri ile degerlendirilmistir. Farkliligin kaynagini test etmek icin
Post Hoc testlerinden Scheffe kullanilmigtir. Analiz sonuglari tercih edilen havayolu sirketi
ile hem algilanan 6diil, hem de ayricalikli islem arasinda anlamli bir fark oldugunu ayrica
yas degiskeni ile kisileraras: iletisim arasinda anlamli bir farkliik bulundugunu
gostermektedir. Bununla birlikte elektronik dogrudan posta ile demografik degiskenler
arasinda da anlaml bir farklilik bulunmamaktadir.
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In this study, it is aimed to investigate electronic customer relationship practices in the
extent of demographic variables. Research data were obtained from 479 postgraduate
students of Gazi University between April-2017 and February-2018. 11-item “Electronic
Customer Relationship Management” scale which was developed by Lam, Cheung ve Lau
(2013) that has 4 subscales such as perceived rewards, preferential treatment, interpersonal
communication and electronic direct mail is adapted. In that study, demographic variables
such as sex, marital status, age and airline organization preferred are used. Obtained data
are firstly evaluated according to validity, reliability and variance analyses applied after.
Scheffe of Post Hoc tests is used to test the reason of difference. The results reveal that,
there is a meaningful difference among both perceived rewards and preferential treatment
with airline organization preferred and also between interpersonal communication with age
variable. On the other hand, there is not significant difference among electronic direct mail
with demographic variables.
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