OZET/ABSTRACT

?Zonguldak ili Mobilya Sektériinde Satis Sonrasi Hizmet Uzerine Bir Arastirma? baslikli bu calisma Bartin Universitesi
Fen Bilimleri Enstitiisi Orman Endiistri Miihendisligi Anabilim Dali, Orman Endistri Makineleri ve isletme Programinda
Ylksek Lisans Tezi olarak hazirlanmistir.

Son yillarda dinyada ve Tirkiye'de mobilya sektériinde artan rekabet ortami sirketleri satis sonrasi hizmetlere 6nem
vermeye yéneltmistir. Ozellikle " toplam kalite' kavrami sirketlerin giindemine girdikten sonra satis sonrasi hizmete
verilen 6nem daha da artmistir.

Mobilya sektortinde bu olumlu gelismeler yaninda, asil 6nemli olan konu; satis sonrasi hizmet zihniyetinin cagdas
hizmet anlayisina ve zamana gore dedistiriimesidir. Gelisen sektorde, dedisen musteri beklentilerini karsilayabilmek igin
satis sonrasi hizmet galisanlari

kendilerini gelistirmek zorundadir. Bu nedenle hizla dedisen sektorel kosullarin gereklerine ayak uyduramayan firmalar,
Uretim ve rekabet kosullarina ayak uyduramayacaktir.

Bu calismanin kapsaminda Zonguldak ilinde mobilya tercihi ve satis sonrasi hizmet ile ilgili faktorler ortaya konulmaya
calisiimistir. Calisma materyali olarak Zonguldak ili merkez ilge dahil olmak Uzere alti ilge segilmistir. Metot olarak
karsilikli gértiisme ile uygulanan anket yéntemi secilmistir. Anket uygulanan tiketici sayisi 383'dur.

Tuketicinin mobilya tercihi ve satis sonrasi hizmet ile ilgili bulgular yaninda gelir seviyesi, egitim durumu, meslek
dadilimlari, yas gruplari, medeni halleri gibi demografik faktorlerde elde edilen bulgular arasindadir.

This investigation headed ?A study upon After-Sales Service in Furniture sector in Zonguldak? has been prepared as a
Graduation Thesis at Bartin University, Science of Art Institute, Forest Industry Engineering Discipline, Forest Industry
Machines and Enterprise Programme.

Within the recent years, growing competitive atmosphere in Turkey and in the world shepherds the companies toward
overrating to the after-sales services. This importance has been well understood and increased by the companies just
after ?Total Quality Management? concept came up in the companies agendas

Beside these positive improvements in the furniture sector, the most important point is to keep the after-sales service
mantality up with the changing time and modern life.

Also the company staff that is working for the after-sales service dept. has to develop themselves in order to meet
changing customer expectations. Therefore the companies which can?t keep pace with the fastly growing sectorel
conditions those can?t keep pace with the producing and competitive conditions either.

In the scope of this investigation, furniture preferances and tendency factors around Zonguldak city have been tried to
be defined. As the working material, Zonguldak city center as well as six central towns have been choosen. As the
method, public survey by mutually negotiating technique has been choosen. Number of the consumers involved in this
survey is 383.

Apart from furniture preferences and after-sale services, also income levels, educational positions, profession
distributions, age groups, marital status as well as demographic factors have been defined in this study.



