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ÖZET 

�����\ÕOÕQGD�EDúOD\DQ�YH�G�Q\D�JHQHOLQGH� HWNLOL� RODQ� ILQDQVDO� NUL]LQ�GH� WHWLNOHPHVL\OH�EDQNDFÕOÕN�
VHNW|U�QGH�KHP�UHNDEHW�KHP�GH�PDOL\HWOHU�KLo�ROPDGÕ÷Õ�NDGDU�|QHPOL�KDOH�JHOPLúWLU��6HNW|U�Q�HQ�
NkUOÕ�VHJPHQWOHULQGHQ�RODQ�NUHGL�NDUWODUÕ�SD]DUÕQGDNL�SD\ODUÕQÕ DUWÕUPDN�LVWH\HQ�EDQNDODU��J�oO��NUHGL�
NDUWÕ�PDUNDVÕ�YH�JHQLú�326�D÷Õ�RODQ�EDQNDODUOD�LúELUOL÷LQH�JLWPHNWH�YH�EX�VWUDWHML�RUWDNODúD�UHNDEHW�
RODUDN�DGODQGÕUÕOPDNWDGÕU�� 

2UWDNODúD� UHNDEHW� VWUDWHMLVL� KHU� úH\GHQ� |QFH� SD]DU� SD\ÕQÕ� DUWÕUPDN� LoLQ� X\JXODQVD� GD�� Vtratejinin 
|QHPOL� ID\GDODUÕQGDQ� ELUL� GH� |UJ�WVHO� |÷UHQPHGLU�� %X� oDOÕúDPDGD� NUHGL� NDUWODUÕ� NRQXVXQGD� �����
\ÕOÕQGDQ�EX�\DQD�RUWDNODúD�UHNDEHW�VWUDWHMLVLQL�X\JXOD\DQ�ELU�EDQNDGD��VWUDWHMLQLQ�|UJ�WVHO�|÷UHQPH\L�
QDVÕO�P�PN�Q�NÕOGÕ÷Õ�DUDúWÕUÕOPÕú�ROXS��ELOJL�WHNnolojileri ve operasyonlar bölümlerinde görevli orta 
G�]H\�\|QHWLFLOHU�LOH�\DSÕODQ�\DUÕ�\DSÕODQGÕUÕOPÕú�J|U�úPHOHUOH��VWUDWHMLQLQ�|UJ�WVHO�|÷UHQPH\L�QDVÕO�
GHVWHNOHGL÷Lne�� GRN�PDQWDV\RQ� YH� LOHWLúLPLQ� |UJ�WVHO� |÷UHQPH� DoÕVÕQGDQ� |QHPLne ve RUWDNODúD�
rekabetin LOJLOL� SHUVRQHOLQ�� E|O�POHULQ� YH� EDQNDQÕQ� NUHGL� NDUWODUÕ� NRQXVXQGDNL� \HWNLQOL÷LQL� QDVÕO�
DUWÕUGÕ÷ÕQD�LOLúNLQ�GH÷HUOHQGLUPHOHUH�\HU�YHULOPLúWLU�� 

6RQXo� RODUDN� RUWDNODúD� UHNDEHWLQ, EDQNDQÕQ� NUHGL� NDUWODUÕ� VHJPHQWLQGHNL� |÷UHQPH� NDELOL\HWLQL� YH�
\HWNLQOL÷LQL�|QHPOL�GHUHFHGH�DUWÕUDQ�ELU�X\JXODPD�ROGX÷X�VRQXFXQD�XODúÕOPÕúWÕU��dDOÕúPDGD�D\UÕFD�
EXQXQ�QDVÕO�WHVLV�HGLOGL÷L�GH�DoÕNODQPD\D�oDOÕúÕOPÕúWÕU� 

Organizational Learning on Coopetition Strategy: An Exploratory Research 
on a Turkish Private Bank’s Credit Card Application 
ABSTRACT 

In the Turkish banking sector, competition and the banks’ costs have become more important than 
ever due to the global financial crisis which began at 2008 and affected the world economic and 
financial system. The banks, aim to increase their share in the credit card market which is one of the 
most profitable market in the sector, are cooperated with the other banks which have well-known 
credit card brand and wide POS network. This strategy is called as “coopetition”. 
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1. *LULú

7�UN� EDQNDFÕOÕN� VHNW|U�� �ONHPL]GH� UHNDEHWLQ� HQ� \R÷XQ�
\DúDQGÕ÷Õ� DODQODUÕQ� EDúÕQGD� JHOPHNWHGLU�� %DQNDFÕOÕN�
sektörü ilk olarak 2001 krizinden, sonra ����� \ÕOÕQGD�
úLGGHWOHQPH\H� EDúOD\DQ� YH� KDOHQ� HWNLOHUL� GHYDP� HGHQ�
N�UHVHO� ILQDQVDO� NUL]GHQ� |QHPOL� |Oo�GH� HWNLOHQPLú� YH�
DGHWD� ELU� G|Q�ú�P� �|]HOOLNOH� ����� NUL]LQGHQ� VRQUD��
JHUoHNOHúPLúWLU�� +HU� JHoHQ� J�Q� VHNW|UGH� UHNDEHW�
DUWPDNWD�� NkU� PDUMODUÕ� G�úPHNWH� YH� GROD\ÕVÕ\OD� GD�
maliyetler önemli hale gelmektedir.  

����� NUL]LQGHQ� |QFH�� EDQNDODU� WRSODGÕNODUÕ�PHYGXDWODUÕ�
genellikle yüksek faizli kamu borçlanma senetlerine 
�WDKYLO�YH�ERQRODUD��\DWÕUPDNWD�YH�DUDGDNL�\�NVHN�PDUM�
NDGDU� NkU� HOGH� HWPHNWH\GLOHU�� $VOÕQGD� EX� ULVNViz bir 
ND]DQoWÕ� YH� EDQNDODUÕQ� DVOL� J|UHYL� RODQ� PHYGXDWODUÕQ�
NUHGL\H� G|Q�úW�U�OPHVL� IRQNVL\RQXQX� |QHPOL� GHUHFHGH�
LNLQFL� SODQD� LWHQ� ELU� \DSÕ\Õ� EHUDEHULQGH� JHWLUPHNWH\GL��
5LVNVL]� ROPDVÕ� VDGHFH� WHPHUU�W� LKWLPDOLQLQ� ROPDPDVÕ��
\DQL� GHYOHWLQ� EDWPD\DFD÷Õ� G�ú�QFHVLnden ileri 
JHOPHNWHGLU�� %LU� EDúND� GH\LúOH� WRSODQDQ� PHYGXDWÕQ�
herhangi bir kimse ya da firmaya kredi olarak verilmesi 
QHGHQL\OH� �VWOHQLOHQ� WHPHUU�W� ULVNL�� WRSODQDQ�PHYGXDWÕQ�
GHYOHWH� WDKYLO� YH� ERQR� NDUúÕOÕ÷Õ� NUHGL� RODUDN� YHULOPHVL�
GXUXPXQGD� JHoHUOL� GH÷LOGLU� Çünkü teorik olarak 
P�PN�Q�ROVD�GD�SUDWLNWH�P�PN�Q�ROPDGÕ÷Õ�G�ú�QFHVL\OH�
GHYOHWLQ� LIODV� HWPH\HFH÷L� YH� GROD\ÕVÕ\OD� GHYOHWWHQ�
PHYGXDWD�|GHQHQ� IDL]�RUDQÕQGDQ�GDKD�\�NVHN�ELU�JHWLUL�
HOGH� HGLOHFH÷L� EHNOHQPHNWHGLU�� )DNDW� NDPX� ERUo�
VHQHWOHULQH� \DWÕUÕP� \DSPDN� WDPamen risksiz bir durum 
GH÷LOGLU��%X�VWUDWHMLQLQ�HQ�|QHPOL�ULVNL�³OLNLGLWH�ULVNL´GLU��
ù|\OH� NL�� PHYGXDWODUÕQ� NÕVD� YDGHOL� ROPDVÕQD� NDUúÕQ�
EDQNDODUÕQ�\DWÕUÕP�\DSWÕNODUÕ�NDPX�ERUo�VHQHWOHULQLQ�X]XQ�
YDGHOL� ROXúX� YH� KHU� QH� úHNLOGH� ROXUVD� ROVXQ� PHYGXDW�
sahiplerinLQ�PHYGXDWODUÕQÕ� oHNPHN� LVWHPHOHUL� QHGHQL\OH�
EDNDQÕQ�|GHPH�J�oO�÷�QH�G�úPHVL�� OLNLGLWH� ULVNL�RODUDN�

DGODQGÕUÕOPDNWDGÕU� YH� HVDVHQ� ELU� EDQNDQÕQ�
NDUúÕODúDELOHFH÷L� HQ� |QHPOL� VRUXQGXU�� /LNLGLWH� ULVNL� ELU�
EDQND\Õ� �JHQHO� RODUDN� ELU� ILQDQVDO� NXUXOXúX�� LIODVD�
götürHELOHQ�HQ�|QHPOL�ULVN�W�U�G�U�YH�7�UNL\H¶GH�\DúDQDQ�
����� ILQDQVDO� NUL]LQGH� EXQXQ� |UQHNOHUL� J|U�OP�úW�U��
�����NUL]LQGH�EDQNDODUÕQ�LIODVÕ��ELU�GL÷HU�GH\LúOH�7DVDUUXI�
0HYGXDWÕ� 6LJRUWD� )RQX¶QD� �706)�� GHYUHGLOPHVLQGH�
HWNLOL� RODQ�� EDQND� KHVDSODUÕQÕQ� VXLLVWLPDO� Hdilmesi gibi 
oRN� oHúLWOL� EDúND� IDNW|UOHU� GH� PHYFXWWXU�� øúWH� W�P� EX�
QHGHQOHUOH� ����� \ÕOÕQGD� ELUoRN� EDQND� 706)¶\H�
GHYUHGLOPLú�YH�7�UN�HNRQRPLVL�\DNODúÕN�RODUDN����PLO\DU�
86'¶OLN� ELU� EHGHO� |GHPHN� ]RUXQGD� NDOPÕúWÕU�� .UL]�
VRQUDVÕQGD�|]HOOLNOH�IDL]OHULQ�G�ú�U�OPHVL��EDúWD�EDQNDODU�
ROPDN��]HUH�ILQDQVDO�NXUXOXúODUÕQ�úHIIDIOÕ÷ÕQÕQ�DUWÕUÕOPDVÕ�
YH� VHUPD\H� \DSÕODUÕQÕQ� NXYYHWOHQGLULOPHVL� �|UQH÷LQ�
6HUPD\H� <HWHUOLOL÷L� 6WDQGDUW� 2UDQÕ¶QÕQ� �� �� LOH�
VÕQÕUODQPDVÕ��KDWWD�LOJLOL�RUDQÕQ�úXEH�DoPDN�LoLQ�%''.�
WDUDIÕQGDQ� ���� RODUDN� Eelirlenmesi) gibi önlemler 
]DPDQD�\D\ÕODUDN�DOÕQPÕú�YH�VHNW|U�Q�Lú�\DSÕú�úHNOLQL�GH�
HWNLOH\HFHN� ELUoRN� \DSÕVDO� G�]HQOHPH� JHWLULOPLúWLU��
%|\OHOLNOH��D\DNWD�NDODELOHQ�EDQNDODU�DUDVÕQGDNL�UHNDEHW�
DUWÕN� \�NVHN� IDL]OL� NDPX� ERUo� VHQHWOHULQH� \DWÕUÕP�
\DSÕODPDPDVÕ�YH�IDL]OHULQ�G�úPHVL\OH�JLGHUHN�DUWPÕúWÕU��
'ROD\ÕVÕ\OD� EDQNDODU� DVOL� J|UHYOHUL� RODQ� PHYGXDWODUÕQ�
NUHGL\H� G|Q�úW�U�OPHVL� LúLQH� RGDNODQDUDN� G�ú�N� NkU�
PDUMÕ\OD�oDOÕúPDN�GXUXPXQGD�NDOPÕúODUGÕU�� 

7�UN� EDQNDFÕOÕN� VHNW|U�QGHNL� UHNDEHWL� JLGHUHN� DUWÕUDQ�
ikinci önePOL� HWPHQ� GH� ����� \ÕOÕQGD�$PHULND�%LUOHúLN�
'HYOHWOHUL� �$%'�� NRQXW� VHNW|U�QGH� EDúOD\DQ� YH� KÕ]OD�
dünya genelinde etkili olan finansal krizdir. Son çeyrek 
\�]\ÕOGD� ILQDQVDO� �U�QOHUGH�YH� WHNQRORMLQLQ�GH�HWNLVL\OH�
ILQDQVDO� KHVDSODPDODUGD� \DúDQDQ� KÕ]OÕ� JHOLúPH�
nHWLFHVLQGH� ILQDQVDO� SL\DVDODU� KHP� oRN� GDKD� NDUPDúÕN�
KHP� GH� HQWHJUH� KDOH� JHOPLúWLU�� (QWHJUH� KDOH� JHOHQ�
SL\DVDODUGDNL�KHUKDQJL�ELU�ROXPVX]OXN�GD�DQÕQGD�VLVWHPLQ�
JHQHOLQH�\D\ÕOPDNWDGÕU��øúWH�E|\OH�ELU�RUWDPGD��$%'¶GH�

The primary goal of the coopetition is to increase the market share in the sector. However, 
organizational learning in the credit card market is the other important advantage of coopetition. In 
this research, we explored the relationship between coopetition and organizational learning. For this 
purpose, semi structured interviews were made with the managers of operation and information 
technology departments in the bank which has applied coopetition to increase its credit card market 
share in the Turkish banking sector since 2007. With these interviews, the effect of coopetition on 
organizational learning has been explored. On the other hand the importance of documentation and 
communication on organizational learning, the effect of coopetition on people, information system 
and organizational process of the bank were also explored in this study.  

As a result, organizational learning on credit card market in the Turkish banking sector is affected 
positively by the coopetition and knowledge transfer between competitor banks allow for the 
development of the banks’ ability. 

For this purpose, semi structured interviews were made with the managers of operation and 
information technology departments in the bank which has applied coopetition to increase its credit 
card market share in the Turkish banking sector since 2007. With these interviews, the effect of 
coopetition on organizational learning has been explored. On the other hand the importance of 
documentation and communication on organizational learning, the effect of coopetition on people, 
information system and organizational process of the bank were also explored in this study.  
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konut kredilerindeki temerrütler subprime mortgage 
NUHGLOHULQH� �G�ú�N� |GHPH� J�F�� RODQ� NLúLOHUH� YHULOHQ�
NRQXW�NUHGLOHULQH�ED÷OÕ�W�UHY��U�QOHU��\DQVÕPÕú��LON�RODUDN�
$%'�� VRQUDVÕQGD� GD� $YUXSD� YH� G�Q\DQÕQ� |QGH� JHOHQ�
GL÷HU� HNRQRPLOHUL� ROXPVX]� HWNLOHQPLúOHUGLU�� .RQXW�
NUHGLOHULQGH�\DúDQDQ�WHPHUU�W�VRUXQODUÕQÕQ��ONH�YH�KDWWD�
G�Q\D� JHQHOLQGH� ROXPVX]� HWNLOHUL� ROPDVÕQÕQ� oHúLWOL�
VHEHSOHUL� YDUGÕU�� %XQXQ� HQ� EDúWD� JHOHQ� QHGHQL�� NRQXW�
SL\DVDVÕQÕQ�YH�EX�SL\DVDGDNL�G�ú�N�JHOLUOL�NLúLOHUH�YHULOHQ�
NUHGLOHUH� ED÷OÕ� W�UHY� ILQDQVDO� DUDoODUÕQ� KDFPLQLQ�
trilyonlarca dolar olXúXGXU�� 'ROD\ÕVÕ\OD� E|\OHVL� ELU�
portföyde meydana gelen temerrütler dünya genelindeki 
EDQNDODUGD� PLO\DUODUFD� 86'� ]DUDUD� QHGHQ� ROPXúWXU��
.UL]LQ�N�UHVHO�ER\XWWD�HWNLOL�ROPDVÕQGDNL�ELU�GL÷HU�QHGHQ�
GH� NRQXW� NUHGLOHULQLQ� oHúLWOL� W�UHY� �U�QOHUOH� G�Q\D�
genelinde LúOHP� J|UPHOHUL� YH� KHPHQ� KHU� ILQDQVDO�
NXUXOXúXQ� GR÷UXGDQ� ROPDVD� GD� GROD\OÕ� RODUDN� EX�
HQVWU�PDQODUD� \DWÕUÕP� \DSPÕú� ROPDODUÕGÕU��gWH� \DQGDQ��
NUHGL� NUL]L� VRQUDVÕQGD� EDúOD\DQ� OLNLGLWH� VRUXQODUÕ� GD�
XOXVODUDUDVÕ�ILQDQVDO�VLVWHPL�ROXPVX]�HWNLOH\HQ�ELU�EDúND�
etmenGLU�� %|\OHOLNOH� $%'� NRQXW� VHNW|U�QGH� \DúDQDQ�
temerrütler dünya genelinde bir kredi ve likidite krizinin 
EDúODPDVÕQD�QHGHQ�ROPXúWXU��.UL]OH�ELUOLNWH�K�N�PHWOHU��
KHP� EDQNDODUÕ� NXUWDUPDN� KHP� GH� HNRQRPLOHULQ�
GXUJXQOX÷D�JLUPHVLQL�|QOHPHN�LoLQ�oHúLWOL�JHQLúOHWLFi para 
SROLWLNDODUÕ� X\JXODPÕúODUGÕU�� %|\OHOLNOH� DPDo� KHP�
OLNLGLWH� VRUXQXQX� o|]PHN� KHP� GH� EDWPDVÕ� KDOLQGH�
HNRQRPLOHULQ� FLGGL� VÕNÕQWÕODU� \DúDPDVÕQD� QHGHQ�
RODELOHFHN� E�\�NO�NWHNL� EDQNDODUÕ� NXUWDUPDN� ROPXúWXU�
(BDDK, 2008). 

7�UN� EDQNDFÕOÕN� VHNW|U�� GH� N�UHVHO� NUizden hem kendi 
ILQDQVPDQÕ� �|]HOOLNOH� VHQGLNDV\RQ� NUHGLOHULQGHNL� G�ú�ú�
QHGHQL\OH�� YH� KHP� GH� UHHO� VHNW|U�Q� \DúDGÕ÷Õ� VRUXQODU�
QHGHQL\OH� ROXPVX]� HWNLOHQPLúWLU��%DQNDODU� KHP�ND\QDN�
VÕNÕQWÕVÕ� oHNPLúOHU� YH� KHP� GH� YHUGLNOHUL� NUHGLOHULQ�
WHPHUU�W� RUDQODUÕQGDNL� DUWÕúODU� QHGHQL\OH� FLGGL� ]DUDUODU�
\D]PÕúODUGÕU�� øúWH� E|\OHVL� ELU� RUWDPGD� EDQNDODU� LoLQ�
UHNDEHW� oRN� GDKD� ]RU�� PDOL\HWOHU� YH� NkU� PDUMÕ� \�NVHN�
SD]DUODU� oRN� GDKD� |QHPOL� KDOH� JHOPLúWLU��.UHGL� NDUWODUÕ�
SD]DUÕ� GD� EX� DQODPGD� \�NVHN� NkU� PDUMÕ� QHGHQL\OH�
UHNDEHWLQ�\R÷XQ�YH�PDOL\HWOHULQ�|QHPOL�ROGX÷X�SD]DUODUÕQ�
EDúÕQGD�JHOPHNWHGLU�� 

.UHGL�NDUWODUÕ�SD]DUÕQGD�SD]DU�SD\Õ�KHU�úH\GHQ�|QFH�NUHGL�
NDUWÕ�PDUNDVÕQÕQ� ELOLQLUOL÷LQH� YH� LúOHP� \DSÕODELOHQ� 326�
�SRLQW� RI� VDOH�� D÷ÕQÕQ� JHQLúOL÷LQH� ED÷OÕGÕU�� 326� D÷ÕQÕQ�
\D\JÕQOÕ÷Õ�NUHGL�NDUWÕQÕQ�WDNVLW��SXDQ��WDNVLW�|WHOHPH�JLEL�
IRQNVL\RQODUÕ� \HULQH� JHWLUHELOPHVL� LoLQ� ]RUXQOX�
ROGX÷XQGDQ�� EDQNDODUÕQ� NUHGL� NDUWODUÕ� SD]DUÕQGDNL� HQ�
|QHPOL� PDOL\HW� NDOHPOHULQGHQ� ELULVL� 326� D÷ÕQÕQ�
\D\JÕQODúWÕUÕOPDVÕ� YH� EX� D÷Õ� LúOHU� WXWDELOHFHN� WHNQLN�
DOW\DSÕQÕQ�WHVLVLdir. Bankalar son zamanlarda hem marka 
KHP�GH�326�D÷Õ�PDOL\HWOHULQGHQ�NXUWXOPDN�YH�SD]DUGDNL�
SD\ODUÕQÕ� DUWÕUPDN� LoLQ� SD]DUGD� ELOLQLUOL÷L� \�NVHN� YH�
\D\JÕQ�326�D÷Õ�RODQ�NUHGL�NDUWÕ�VDKLEL�EDQNDODUOD�RUWDN�
oDOÕúPDODU� \�U�WPHNWHGLUOHU�� /LWHUDW�UGH� (Gee, 2000, 
Luo, 2007, LeTourneau, Branndenburger & Nalebuff, 

1998, Demirel vd., 2011) RUWDNODúD� UHNDEHW� RODUDN�
DGODQGÕUÕODQ� EX� X\JXODPD� LOH� NUHGL� NDUWODUÕ� SD]DUÕQGD�
ELUELUOHULQH� UDNLS� RODQ� EDQNDODU�� D\QÕ� NUHGL� NDUWÕ�
PDUNDVÕQÕ� NXOODQPDNWD�� NDPSDQ\D� YH� UHNODP�
maliyetleULQL� ELUOLNWH� NDUúÕODPDNWD� YH� RUWDN� 326� D÷Õ�
�]HULQGHQ�LúOHP�\DSPDNWDGÕUODU�� 

5DNLS�LúOHWPHOHULQ�D\QÕ�DQGD�KHP�UHNDEHW�KHP�GH�LúELUOL÷L�
\DSPDODUÕ� úHNOLQGH� JHUoHNOHúWLULOHQ� RUWDNODúD� UHNDEHW�
stratejisinin, PDOL\HWOHUL� D]DOWPDN�� ULVNL� GD÷ÕWPDN� YH�
|UJ�WVHO�|÷UHQPH\L� JHOLúWLUPHN�JLEL oRN�FLGGL� ID\GDODUÕ�
mevcuttur (Demirel, vd., 2011, Ganguli, 2007, Chien & 
Peng, 2005, Glvagno & Garraffo, 2010)��%X�oDOÕúPDGD��
NUHGL� NDUWODUÕ� SD]DUÕQGD� RUWDNODúD� UHNDEHW� VWUDWHMLVLQLQ�
|UJ�WVHO�|÷UHQPH\H�NDWNÕVÕ�LQFHOHQPLú�ROXS��EX�Vtratejiyi 
X\JXOD\DQ� ELU� |]HO� EDQNDGD� \DUÕ� \DSÕODQGÕUÕOPÕú�
P�ODNDWODU� YDVÕWDVÕ\OD� YHUL� WRSODQPÕú� YH� |UJ�WVHO�
|÷UHQPH� LOH� RUWDNODúD� UHNDEHW� DUDVÕQGDNL� HWNLOHúLP�
LUGHOHQPLúWLU�� 

2. Kavramsal Çerçeve 

%X� E|O�PGH�� |QFHOLNOH� RUWDNODúD� UHNDEHW� VWUDWHMLVL��
DUGÕQGDQ� GD |UJ�WVHO� |÷UHQPH� NDYUDPODUÕQÕQ� WHRULN�
oHUoHYHVL� VXQXODFDN� YH� RUWDNODúD� UHNDEHW� VWUDWHMLVLQLQ�
|UJ�WVHO� |÷UHQPH� LOH� RODQ� LOJLVLQLQ� OLWHUDW�UGHNL� \HULQH�
GH÷LQLOHFHNWLU��%|\OHOLNOH� RUWDNODúD� UHNDEHW� VWUDWHMLVLQLQ�
QDVÕO�|UJ�WVHO�|÷UHQPH\L�GH�EHUDEHULQGH�JHWLUGL÷LQL�|]HO�
EDQND� |UQH÷L� HVDV� DOÕQDUDN� EHOLUOHPHN� DGÕQD� JHUHNHQ�
WHRULN�oHUoHYH�VXQXOPXú�RODFDNWÕU� 

2.1. 2UWDNODúD�5HNDEHW 

.�UHVHOOHúPHQLQ�GH�HWNLVL\OH��EDúWD�VHUPD\H�ROPDN��]HUH�
�UHWLP�IDNW|UOHUL�JHoPLúH�NÕ\DVOD�oRN�GDKD�KÕ]OÕ�KDUHNHW�
HGHELOPHNWH� YH� J�Q�P�]GH� Lúletmeler bir anlamda 
N�UHVHO�UDNLSOHUOH�UHNDEHW�HWPHNWHGLUOHU��øúOHWPHOHU�DUDVÕ�
UHNDEHWLQ� \R÷XQ� ROXúX�� LúOHWPHOHULQ� YDUOÕNODUÕQÕ�
V�UG�UPHN� LoLQ� \HQL� VWUDWHMLOHU� JHOLúWLUPHOHULQH� YH�
UHNDEHWH� IDUNOÕ� ELU� EDNÕú� DoÕVÕ\OD� \DNODúPDODUÕQD� QHGHQ�
ROPXúWXU��Demirel vd., 2011)��øúOHWPHOHULQ�PDOL\HWOHULQL�
D]DOWPDN�� ULVNOHULQL� SD\ODúPDN�� GDKD� ID]OD� SD]DU� SD\Õ�
HOGH�HWPHN��UDNLSOHULQLQ�VWUDWHMLOHULQL�|÷UHQPHN�JLEL�oRN�
oHúLWOL�QHGHQOHUOH�JHOLúWLUGLNOHUL�UHNDEHW�VWUDWHMLOHUGHQ�ELUL�
GH�³RUWDNODúD�UHNDEHW´�VWUDWHMLVLGLU� 

RekabHW� VWUDWHMLOHULQL� JHQHO� RODUDN� LNL\H� D\ÕUPDN�
P�PN�QG�U�� .ÕUPÕ]Õ� RN\DQXV� VWUDWHMLVL� RODUDN�
DGODQGÕUÕODQ� W�U� UHNDEHW� VWUDWHMLOHULQGH�� ELU� WDUDI�
ND]DQÕUNHQ��GL÷HU�WDUDI�D\QÕ�PLNWDUGD�ND\EHWPHNWHGLU�YH�
VRQXo�RODUDN� WRSODP�ND]DQo� VÕIÕU� HWPHNWHGLU��%LU� EDúND�
deyLúOH�ELU�UHNDEHW�HGHQ�WDUDIODUGDQ�ELULQLQ�ND]DQFÕ��GL÷HU�
LOJLOL�WDUDIÕQ�\D�GD�WDUDIODUÕQ�ND\EÕ�DQODPÕQD�JHOPHNWHGLU��
gWH� \DQGDQ� ELU� |UQH÷L� RUWDNODúD� UHNDEHW� VWUDWHMLVL� RODQ�
PDYL� RN\DQXV� VWUDWHMLOHULQGH�� ELU� WDUDIÕQ� ND]DQPDVÕ�
PXWODN� VXUHWOH� GL÷HU� WDUDIÕQ� D\QÕ� PLNWDUGD� ND\EHWPHVL�
DQODPÕQD� JHOPHPHNWHGLU� YH� VWUDWHMLQLQ� WRSODPÕ� VÕIÕUGDQ�
E�\�NW�U��'ROD\ÕVÕ\OD�PDYL�RN\DQXV�VWUDWHMLOHULQGH�GL÷HU�
tarafa (rakiplere) zarar veren saf rekabetin ötesinde bir 
X\JXODPD�JHOLúWLULOPHNWHGLU��%X�LVH�GH÷HU�\DUDWÕOPDVÕ�YH�

23 
 



 
 
 Demirel Y., %Dú T., Arzova B. / IUJSB 44, 1, (2015) 21-35 ¤ 2015  

bu sayHGH�KHU�LNL�WDUDIÕQ�IDUNOÕ�RUDQODUGD�GD�ROVD�D\QÕ�DQGD�
ND]DQDELOPHVL� DQODPÕQD� JHOPHNWHGLU� (Chan, Chin & 
Lam, 2007, Demirel vd., 2011). 

2UWDNODúD� UHNDEHW� EX� oHUoHYHGH�� LNL� \D� GD� GDKD� ID]OD�
UDNLELQ� D\QÕ� DQGD� KHP� LúELUOL÷L� \DSWÕ÷Õ� KHP�GH� UHNDEHW�
HWWL÷L� VWUDWHML� RODUDN� WDQÕPODQDELOLU� (Bengtsson, Kock, 
2000, Luo, Slotegraaf & Pan, 2006, Brandenburger & 
Nalebuff, 1998, Luo, 2006, Mariani, 2007, M’chirgui, 
2005, Okura, 2007)��'L÷HU�ELU�GH\LúOH�LNL�\D�GD�GDKD�ID]OD�
UDNLS� DUDVÕQGD� D\QÕ� DQGD� LúELUOL÷L� YH� UHNDEHWLQ�
J|]OHQHELOGL÷L� X\JXODPDODU� RUWDNODúD� UHNDEHW� RODUDN�
DGODQGÕUÕOPDNWDGÕU�(Demirel vd., 2011).  

(VDVHQ�UDNLSOHU�DUDVÕQGDNL�LúELUOLNoL�LOLúNLOHUH�\R÷XQODúDQ�
oRN�oHúLWOL�DUDúWÕUPDODU�PHYFXW�ROPDNOD�ELUOLNWH��RUWDNODúD�
rekabet stratejisinin tam olarak teorik çerçevesi 
oL]LOHELOPLú� GH÷LOGLU� (Galvagno & Garraffo, 2010). 
2UWDNODúD� UHNDEHW� LOH� LOJLOL� VWUDWHMLN� \|QHWLPGHNL� LON�
oDOÕúPDODU� ����¶OÕ� \ÕOODrda oyun teorisi çerçevesinde 
\DSÕOPÕúWÕU� (Bonel & Rocco, 2007)�� 2UWDNODúD� UHNDEHW�
NDYUDPÕQÕ�LVH�D÷�\D]ÕOÕP�úLUNHWL�1RYHOO¶LQ�NXUXFXVX�5D\�
1RRUGD�RUWD\D�DWPÕúWÕU�YH�øQJLOL]FH�FRRSHWLWLRQ�NHOLPHVL��
LúELUOL÷L� �FRRSHUDWLRQ�� YH� UHNDEHW� �FRPSHWLWLRQ��
kelimeleriQLQ� ELUOHúWLULOPHVL� VXUHWL\OH� W�UHWLOPLúWLU�
(Ganguli, 2007, Song, 2003)�� $NDGHPLN� \D]ÕQGD�
RUWDNODúD� UHNDEHW� LOH� LOJLOL� NDYUDPVDO� LON� FLGGL� oDOÕúPD�
Brandenburger ve Nalebuff�� ����� WDUDIÕQGDQ \DSÕOPÕú�
ROXS��DNDGHPLV\HQOHU�VWUDWHML\L�R\XQ� WHRULVL�ED÷ODPÕQGD�
iQFHOHPLúOHU� YH� ³2\XQ� 7HRULVL� YH� 2UWDNODúD� 5HNDEHW´�
LVLPOL� NLWDSWD� EX� NDYUDPÕ� GHWD\OÕ� ELU� úHNLOGH�
DoÕNODPÕúODUGÕU�� %UDQGHQEXUJHU� YH� 1DOHEXII¶ÕQ� NLWDEÕ�
����� \ÕOÕQGD� /HYHQW� &LQHPUH� WDUDIÕQGDQ� 7�UNoH¶\H�
oHYULOPLú� YH� NLWDSWD� FRRSHWLWLRQ� NDYUDPÕQÕQ� NDUúÕOÕ÷Õ�
olaUDN�³RUWDNODúD�UHNDEHW´�LIDGHVL�NXOODQÕOPÕúWÕU� 

0DYL� RN\DQXV� VWUDWHMLVLQLQ� GR÷DVÕQD� X\JXQ� RODUDN�� ELU�
X\JXODPDQÕQ�RUWDNODúD�UHNDEHW�RODUDN�DGODQGÕUÕODELOPHVL�
LoLQ�GH÷HU�\DUDWÕOPDVÕ�JHUHNPHNWHGLU�(Demirel vd., 2011, 
Chan, Chin & Lam, 2007)�� øúOHWPHOHUL� UDNLpleri ile 
LúELUOL÷LQH� LWHQ�QHGHQOHU� LVH� oRN� oHúLWOL� ROPDNOD�ELUOLNWH�
JHQHO�RODUDN�PDOL\HWOHUL�D]DOWPDN��ULVNL�GD÷ÕWPDN��SD]DU�
SD\ÕQÕ� DUWÕUPDN� YH\D� 3D]DU� SD\ÕQÕ� NRUXPDN� RODUDN�
DGODQGÕUÕODELOLU�� 6RQXo� RODUDN� LúELUOL÷LQGHQ� \DUDWÕODQ�
GH÷HU�WDUDIODU�DUDVÕQGD�SD\ODúÕOPDNWD�YH�HVDVHQ�UDNLS�RODQ�
IDUNOÕ� LúOHWPHOHU� EX� VWUDWHMLGHQ� ELULNWH� ND]DQoOÕ�
oÕNPDNWDGÕUODU�� 'ROD\ÕVÕ\OD� ELU� WDUDIÕQ� ND]DQGÕ÷Õ� NDGDU�
GL÷HULQLQ� ND\EHWWL÷L� VDI� UHNDEHWLQ� J|]OHQGL÷L� NÕUPÕ]Õ�
RN\DQXV� VWUDWHMLOHULQGHQ� IDUNOÕ�ELU�X\JXODPD�YH� VRQXoOD�
NDUúÕODúÕOPDNWDGÕU�� 

Brandenburger ve Nalebuff (1998) RUWDNODúD� UHNDEHWL�
SDVWD�|UQH÷L��]HULQGHQ�DoÕNODPDNWDGÕUODU��%XQD�J|UH��V|]�
konusu piyasa bir pasta olarak tasvir edilmekte ve 
RUWDNODúD� UHNDEHW� VWUDWHMLVL\OH� SDVWDQÕQ� E�\�W�OHELOGL÷L�
\DQL� GH÷HU� \DUDWÕOGÕ÷Õ� |QH� V�U�OPHNWHGLU�� 'R÷DO� RODUDN�
GDKD�E�\�N�SDVWDGDQ�D\QÕ�RUDQGD�ELOH�ROVD�SD\�DODQ�LOJLOL�
W�P�WDUDIODU�ND]DQoOÕ�oÕNPDNWDGÕUODU�� 

2UWDNODúD�UHNDEHW�LOH�LOJLOL�\DSÕODQ�|QHPOL�oDOÕúPDODUGDQ�
birisi, Luo (2007) WDUDIÕQGDQ�\DSÕOPÕúWÕU��%X�oDOÕúPD�oRN�
XOXVOX�úLUNHWOHULQ�N�UHVHO�VWUDWHMLOHUL�ED÷ODPÕQGD�RUWDNODúD�
UHNDEHWL� HOH� DOPÕú� ROXS�� RUWDNODúD� UHNDEHWLQ� YDUOÕ÷Õ� LoLQ�
DúD÷ÕGD� VD\ÕODQ� �o� NRúXOXQ� YDUOÕ÷ÕQD� JHUHNVLQLP�
GX\XOGX÷X� LIDGH� HGLOPHNWHGLU�� 'L÷HU� ELU� GH\LúOH� ELU�
VWUDWHMLQLQ� RUWDNODúD� UHNDEHW� RODUDN� DGODQGÕUÕODELlmesi 
LoLQ�DúD÷ÕGDNL�|]HOOLNOHUL�WDúÕPDVÕ�JHUHNPHNWHGLU� 

1. 7DUDIODU�� LúOHWPHOHU� DUDVÕQGD� LúELUOL÷L� YH�
UHNDEHWLQ�D\QÕ�DQGD�J|]OHQPHVL�JHUHNPHNWHGLU�
(Luo, 2007). 6|]� NRQXVX� LúELUOL÷L� LúOHWPHOHU�
DUDVÕQGDNL� NODVLN� LúELUOL÷LQGHQ�� |UQH÷LQ� IDUNOÕ�
VHNW|UOHUGH� IDDOL\HW� J|VWHUHQ� DQFDN� oHúLWOL�
DPDoODUOD� �PDOL\HWOHUL� G�ú�UPHN� JLEL�� EHOOL�
NRQXODUGD� LúELUOL÷LQH� JLGHQ� LúOHWPHOHU�
DUDVÕQGDNL� LúELUOLNOHULQGHQ� IDUNOÕGÕU��
øúOHWPHOHULQ� oDWÕúDQ� UHNDEHWoL� DPDoODUÕQD� ek 
RODUDN�LúELUOL÷L�\DSDELOPHOHUL�JHUHNPHNWHGLU�� 

2. 7DUDIODU� DUDVÕQGDNL� LúELUOL÷L� YH� UHNDEHWLQ� QHW�
RODUDN� EHOLUOHQPLú� DODQODUGD� \DSÕOPDVÕ� YH�
LúELUOL÷L� YH� UHNDEHWLQ� ELULQFL� PDGGHGH� LIDGH�
HGLOGL÷L��]HUH�Hú�]DPDQOÕ�ROPDVÕ�JHUHNPHNWHGLU�
(Luo, 2007). <DQL� LúOHWPHOHULQ� GL÷HU�
LúOHWPHOHUOH� KDQJL� DODQODUGD� UHNDEHW�� KDQJL�
DODQODUGD� LVH� LúELUOL÷L� \DSWÕNODUÕQÕ� QHW� RODUDN�
EHOLUOHPHOHUL�YH�EXQXQ�oRN�GH÷LúNHQ�ROPDPDVÕ�
JHUHNPHNWHGLU�� gUQH÷LQ� LNL� LúOHWPH�
RSHUDV\RQODUÕQÕQ� |QHPOL� ELU� E|O�P�Q��
ROXúWXUDQ� WHOHNRP�QLNDV\RQ� DOW\DSÕVÕQÕQ�
VD÷ODQPDVÕ� NRQXVXQGD� LúELUOL÷L� \DSDUNHQ��
ürünlerini pazarlama konusunda son derece 
rekabetçi olabilirler.  

3. 2UWDNODúD�UHNDEHW��úLUNHW�YH\D�GHSDUWPDQ�JLEL�
EHOOL� RUJDQL]DV\RQ� ER\XWODUÕQGD�
X\JXODQPDOÕGÕU�� <XNDUÕGD� WDQÕPODGÕ÷ÕPÕ]�
W�]HO� NLúLOLN� DQODPÕQGD� IDUONOÕ� LúOHWPHOHU�
DUDVÕQGDNL� D\QÕ� DQGD� X\JXODQDQ� LúELUOL÷L� YH�
UHNDEHW� DVOÕQGD� LúOHWPH� ER\XWXQGD� RUWDNODúD�
UHNDEHW� RODUDN� WDQÕPODQDELOLU�� %XQD� NDUúÕQ�
RUWDNODúD� UHNDEHW�� ELU� LúOHWPHQLQ� IDUNOÕ�
GHSDUWPDQODUÕ� DUDVÕQGD� GD� X\JXODQDELOLU��
øúOHWPHQLQ� RUWDN� DPDoODUÕ� LoLQ� GR÷DO� RODUDN�
LúELUOL÷L� \DSDQ�GHSDUWPDQODU�NHQGL�GHSDUWPDQ�
DPDoODUÕ� �� oÕNDUODUÕ� LoLQ� GL÷HU� GHSDUWmanlarla 
rekabet halindedirler (Luo, 2007).   

6RQXo� RODUDN�� ELU� VWUDWHMLQLQ� RUWDNODúD� UHNDEHW� RODUDN�
DGODQGÕUÕODELOPHVL�LoLQ��LNL�\D�GD�GDKD�ID]OD�LúOHWPe veya 
ELU� LúOHWPHQLQ� LNL�\D�GD�GDKD� ID]OD�GHSDUWPDQÕ�DUDVÕQGD�
D\QÕ� DQGD� EHOOLUOL� DODQODUGD� UHNDEHW� YH� LúELUOL÷LQLQ�
gözlenmesi gerekmektedir.  
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øúOHWPHOHUL� RUWDNODúD� UHNDEHW� VWUDWHMLVLQH� \|QHOWHQ� oRN�
oHúLWOL� QHGHQOHU� PHYFXW� ROPDNOD� ELUOLNWH� EXQODUÕQ� HQ�
önePOL�YH�ELOLQHQOHULQL�PDOL\HWOHULQ�SD\ODúÕOPDVÕ�� ULVNLQ�
minimize edilmesi, yeni bir pazara girmek veya pazar 
SD\ÕQÕ� DUWÕUPDN� RODUDN� VÕUDODPDN� P�PN�QG�U��
øúOHWPHOHULQ� VWUDWHMLGHQ� EHNOHQWLOHULQLQ� IDUNOÕ� ROXúX��
LúOHWPHOHU�DUDVÕQGDNL�LúELUOL÷L�YH�UHNDEHWLQ�\R÷XQOX÷XQXQ�
GD� IDUNOÕODúPDVÕQD� QHGHQ� ROPDNWDGÕU� (Demirel, vd., 
2011)��%X�ED÷ODPGD�/XR (2007) özellikle küresel rakipler 
DUDVÕQGDNL� RUWDNODúD� UHNDEHW� VWUDWHMLOHULQL�� LúELUOL÷L� YH�
UHNDEHWLQ�\R÷XQOX÷XQD�J|UH�DúD÷ÕGDNL�úHNLOGHNL�JLEL�G|UW�
DQD�EDúOÕNWD�LQFHOHPHNWHdir; 

ùHNLO ���2UWDNODúD�5HNDEHW�7�UOHUL�(Y. Luo, 2007) 

“Soyutlama durumu” RODUDN� DGODQGÕUÕODQ� LON� VWUDWHML�
JUXEXQGD� KHP� ]D\ÕI� LúELUOL÷L� KHP� GH� ]D\ÕI� UHNDEHW� V|]�
NRQXVXGXU�� %X� W�U� RUWDNODúD� UHNDEHW� X\JXODPDODUÕ�
genellikle birbirleri ile çok fazla benzer özeOOL÷L�ROPD\DQ�
LúOHWPHOHU�DUDVÕQGD�J|]OHQPHNWHGLU��%X�W�U�X\JXODPDODUD�
LúOHWLP� VLVWHPOHUL� YH� RILV� \D]ÕOÕPODUÕ� NRQXVXQGD�
X]PDQODúPÕú� 0LFURVRIW� LOH� YHUL� WDEDQODUÕ� NRQXVXQGD�
X]PDQODúPÕú�UDNLSOHUL�DUDVÕQGDNL�G�ú�N�VHYL\HOL�LúELUOL÷L�
YH�G�ú�N�VHYL\HOL�UHNDEHWL�|rnek gösterilmektedir (Luo, 
2007)�� %X� W�U� ELU� VWUDWHML\H� LúOHWPHOHU� JHQHOOLNOH� NHQGL�
HWNL� DODQODUÕQGD� X]PDQODúPDN�� UDNLSOHUL\OH� \DSWÕNODUÕ�
LúELUOL÷L� VD\HVLQGH� |OoHNOHULQL� JHQLúOHWPHN� YH\D� GLNH\�
entegrasyonlar suretiyle maliyetlerini azalWPDN�DPDFÕ\OD�
EDúYXUDELOLUOHU��Demirel, vd., 2011, Y. Luo, 2007).  

øúELUOL÷LQLQ�J�oO��IDNDW�UHNDEHWLQ�]D\ÕI�ROGX÷X�RUWDNODúD�
rekabet stratejisi “ortak olma durumu” olarak 
DGODQGÕUÕOPDNWDGÕU�YH�EX�W�U�VWUDWHMLOHU�JHQHOOLNOH�VHUPD\H�
LOLúNLVL� �LúWLUDN� YH\D� ED÷OÕ� RUWDNOÕN� JLEL�� LoLQGHNL� IDUNOÕ�
LúOHWPHOHU� DUDVÕQGD� X\JXODQPDNWDGÕU�� � Y. Luo, 2007,  
iúOHWPHOHUL� EX� W�U� VWUDWHMLOHUH� \|QHOWHQ� QHGHQOHU� VLQHUML�
HWNLVLQGHQ� ID\GDODQPDN�� RUWDN� GH÷HUOHUL� SD\ODúPDN� YH�
PHYFXW�ED÷OÕOÕNODUÕQ�JHOLúWLULOPHVL�RODUDN�VÕUDODPDNWDGÕU� 

Uygulamada eQ�oRN�J|]OHQHQ�RUWDNODúD�UHNDEHW�VWUDWHMLVL�
³UHNDEHW� GXUXPX´� ROXS�� RUWDNODúD� UHNDEHWLQ� EX� W�U�QGH�
WDUDIODU� DUDVÕQGD� \�NVHN� VHYL\HGH� UHNDEHW�� EXQD� NDUúÕQ�
G�ú�N�VHYL\HGH�LúELUOL÷L�V|]�NRQXVXGXU�(Y. Luo, 2007). 
5HNDEHW� GXUXPXQGD� HVDV� RODQ� LúOHWPHOHU� DUDVÕQGDNi 
yüksek seviyedeki rekabet olmakla birlikte, pazardaki 
UDNLSOHULQ�VWUDWHMLOHULQL�|÷UHQPH��QLú�SD]DUODUD�JLUHELOPH��
SD]DU�SD\ÕQÕ�DUWÕUPD�YH\D�NRUXPD�JLEL�QHGHQOHUOH�LúELUOL÷L�

\DSÕOPDVÕ� V|]� NRQXVXGXU�� %DQNDFÕOÕN� VHNW|U�QGH�
X\JXODQDQ�RUWDNODúD�UHNDEHW�VWUDWHjisi rekabet durumunun 
HQ� L\L� |UQHNOHUL� DUDVÕQGDGÕU�� d�QN�� EDQNDODU� |UQH÷LQ�
VDGHFH� NUHGL� NDUWODUÕ� NRQXVXQGD� LúELUOL÷L� \DSDUODUNHQ��
GL÷HU� W�P� DODQODUGD� \R÷XQ� úHNLOGH� ELUELUOHUL\OH� UHNDEHW�
etmektedirler (Y. Demirel, vd., 2011). 

Son olarak “uyum durumu” olaraN� DGODQGÕUÕODQ� W�UGH�
\�NVHN�VHYL\HGH�LúELUOL÷L�YH�\�NVHN�VHYL\HGH�UHNDEHW�V|]�
NRQXVXGXU�� <�NVHN� VHYL\HGH� LúELUOL÷L� JHQHOOLNOH�
LúOHWPHOHULQ� |QHPOL� �U�Q� YH� V�UHoOHULQLQ� GL÷HU�
LúOHWPHOHULQ� NDWNÕVÕQD� ED÷OÕ� ROGX÷X� GXUXPODUGD� JHoHUOL�
ROPDNWDGÕU�� 'L÷HU� ELU� LIDGH\le taraflar birbirleriyle 
UHNDEHW�HWPH\H�ROGX÷X�NDGDU�LúELUOL÷LQH�GH�PHFEXUGXUODU�� 

6RQXo� RODUDN� LúOHWPHOHU� PDOL\HWOHULQL� D]DOWPDN�� SD]DU�
SD\ODUÕQÕ� DUWÕUPDN�� UDNLS� LúOHWPHOHULQ� ELOJL� YH�
deneyimlerinden faydalanmak, rakip stratejileri 
|÷UHQPHN�� LQRYDV\RQ� \DSPDN� LoLQ� JHUHNOL� DOW\DSÕ� YH�
ELOJL\L�WHGDULN�HWPHN�JLEL�oRN�oHúLWOL�QHGHQOHUOH�RUWDNODúD�
rekabet stratejiVLQH� EDúYXUPDNWDGÕUODU�� 'HPLUHO�� YG���
(2011) oDOÕúPDVÕQGD� LQFHOHQGL÷L� �]HUH�� �ONHPL]�
EDQNDFÕOÕN� VHNW|U�QGH� N�UHVHO� NUL]LQ� GH� HWNLVL\OH� NkU�
PDUMÕQÕQ� JLGHUHN� G�ú�ú��� EDQNDODUÕQ� PDOL\HWOHUH� GDKD�
GX\DUOÕ�KDOH�JHOPHOHULQH�QHGHQ�ROPXúWXU�YH�VRQXo�RODUDN�
EDQNDODU� NUHGL� NDUWODUÕ� SD]DUÕ� JLEL� \�NVHN� NkU� PDUMÕQD�
sahip bir sektörde bu stratejiyi uygulamaya 
EDúODPÕúODUGÕU�� d�QN�� L\L� ELU� SD]DU� SD\ÕQD� VDKLS�
olabilmek ioLQ�EDQNDODUÕQ�ELOLQLUOL÷L�\�NVHN�ELU�NUHGL�NDUWÕ�
PDUNDVÕQD�YH�JHQLú�ELU�326��SRLQW�RI�VDOH��VDKLS�ROPDODUÕ�
JHUHNPHNWHGLU�� $QFDN� JHUHN� NUHGL� NDUWÕ� PDUNDVÕQÕQ�
ELOLQLUOL÷LQL�DUWÕUPDN�YH�JHUHNVH�JHQLú�ELU�326�D÷Õ� WHVLV�
etmenin çok yüksek maliyet gerektiren uzun soluklu 
oDOÕúPDODU�ROXúX��EDQNDODUÕ��NUHGL�NDUWÕ�ELOLQLUOL÷L�\�NVHN�
YH� JHQLú� 326� D÷Õ� EXOXQDQ� GL÷HU� EDQNDODUOD� NUHGL� NDUWÕ�
PDUNDVÕQÕQ� YH� 326� D÷ÕQÕQ� NXOODQÕPÕ� NRQXVXQGD�
LúELUOL÷LQH�J|W�UP�úW�U��'ROD\ÕVÕ\OD�GL÷HU�W�P�DODQODUGD�
rekabete devam eden bankalar NUHGL�NDUWÕ�PDUNDVÕQÕQ�YH�
326� D÷ÕQÕQ� NXOODQÕPÕ� NRQXVXQGD� LúELUOL÷L�
\DSPDNWDGÕUODU�� %|\OHOLNOH� EDQNDODU� DUDVÕQGD� \XNDUÕGD�
WDQÕPODQDQ� UHNDEHW� GXUXPXQD� |UQHN� WHúNLO� HGHQ� ELU�
RUWDNODúD�UHNDEHW�VWUDWHMLVL�J|]OHQPHNWHGLU�(Demirel, vd., 
2011).  

2.2. gUJ�WVHO�g÷UHQPH 

G�Q�P�]GH� ELOJL� LúOHWPHOHU� LoLQ� KLo� ROPDGÕ÷Õ� NDGDU�
|QHPOL�KDOH�JHOPLúWLU��%LOJL�NDGDU�ELOJLQLQ�GR÷UX�úHNLOGH�
LúOHWPH� V�UHoOHULQH� GDKLO� HGLOPHVL� GH� |QHPOLGLU�� (÷HU�
HQIRUPDV\RQ� \DQOÕú� LúOHQLUVH� KHP� ]DPDQ� ND\EÕ�
ROXúPDNWD�YH�KHP�GH�\DQOÕú�VRQXoODU�HOGH�HGLOPHNWedir. 
(Drucker & Maciariello, 2011).  Drucker’a göre;  

“Bilgi, hem bireyler hem de ekonominin bütünü 
DoÕVÕQGDQ� ELULQFLO� ND\QDNWÕU�� 7RSUDN�� HPHN� YH�
sermaye – LNWLVDWoÕODUÕQ� JHOHQHNVHO� �UHWLP�
faktörleri – ortadan kalkmaz, ama ikincil hale 
JHOLUOHU�� (÷HU� X]PDQODúPÕú� ELOJL� YDUVD�� EXQODU�
NROD\OÕNOD� HOGH� HGLOHELOLUOHU�� 1H� YDU� NL��
X]PDQODúPÕú�ELOJL�NHQGL�EDúÕQD�ELU�úH\��UHWHPH]��
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$QFDN�ELU�J|UHYOH�E�W�QOHúPLúVH��UHWLFL�RODELOLU��
2� QHGHQOH�� ELOJL� WRSOXPX� D\QÕ� ]DPDQGD� ELU�
|UJ�WOHU� WRSOXPXGXU�� øVWHU� Lú� DOHPLQGH� LVWHU�
GÕúDUGD� ROVXQ�� ELU� |UJ�W�Q� DPDo� YH� LúOHYL�
X]PDQODúPÕú� ELOJLOHUL� ELU� DPDo� KDOLQGH�
E�W�QOHúWLUPHNWLU�´� 

*�Q�P�]GH�KHU�W�U� LúOHWPH�KHP�ELOJL\L�GR÷UX�]DPDQGD�
HOGH�HWPHN�KHP�GH� Lú�V�UHoOHULQH�GR÷UX�úHNLOGH�HQWHJUH�
HWPHN�]RUXQGDGÕUODU��%X�GD�ELOJLQLQ�HOGH�HGLOPHsine ek 
RODUDN� DQDOL]� HGLOLS�� LúOHWPH� JHQHOLQGH� J�QFHOOL÷LQLQ�
VD÷ODQPDVÕQÕ� YH� NROD\� XODúÕODELOLU� ROPDVÕQÕ� ]RUXQOX�
NÕOPDNWDGÕU�� øúOHWPHOHULQ� EX� |QHPOL� ]RUXQOXOX÷X� \HULQH�
JHWLUHELOPHVL� LoLQ� |÷UHQPHOHUL� JHUHNPHNWHGLU��
øúOHWPHOHUGH�|÷UHQPH��o�WHPHO�G�]H\GH�HOH DOÕQPDNWDGÕU��
%XQODU�� NLúLVHO� G�]H\GH�� JUXS� G�]H\LQGH� YH� |UJ�W�
G�]H\LQGH� |÷UHQPHGLU�� .LúLVHO� G�]H\GH� |÷UHQPH�� ³ELU�
LQVDQÕQ� oHYUHVLQH� DLW� ELULNPLú� YH\D� \HQL� ELOJLOHUH��
VH]JLOHUL� YH\D� ELOLúVHO� V�UHoOHUL� NXOODQDUDN� XODúPDVÕQÕ��
EXQODUÕ� DOJÕOD\ÕS� DQODPDVÕQÕ�� EXQODUÕ� \RUXPODPDVÕQÕ��
EXQODUOD�GHQH\LPOHU�ROXúWXUPDVÕQÕ�YH�XODúWÕ÷Õ�VRQXoODUD�
J|UH� GDYUDQÕúODUÕQÕ� D\DUODPDVÕQÕ´� LIDGH� HWPHNWHGLU�
�'R÷DQ������). 

øNLQFL� VHYL\H� JUXS� \D� GD� WDNÕP� G�]H\LQGH� |÷UHQPHGLU��
7DNÕP� VHYL\HVLQGH� |÷UHQPHGH� WDNÕP� �\HOHUL� NHQGL�
deneyimleriQL� GL÷HU� �\HOHUOH� SD\ODúPDNWD� YH� E|\OHOLNOH�
\HQL� ELOJLOHULQ� ROXúPDVÕ� YH� G|Q�úW�U�OPHVL� P�PN�Q�
ROPDNWDGÕU��'R÷DQ�������. 

ho�QF�� VHYL\H� LVH� |UJ�W� G�]H\LQGH� |÷UHQPH� ROXS��
ELUH\OHULQ� YH� WDNÕPODUÕQ� ELOJLOHULQL� YH� G�ú�QVHO�
PRGHOOHULQL�SD\ODúPDODUÕ�YH�E|\OHOLNOH�de örgütün bilgiyi 
HOGH�HWPH��NXOODQPD�YH�SD\ODúPD�V�UHFLQL�JHOLúWLUPHVL\OH�
ilgilidir �'R÷DQ�������. 

gUJ�WVHO� |÷UHQPH� WHULPLQL� LON� NH]� � Cyert ve March 
(1963) NXOODQPÕúODUGÕU��&\HUW�YH�0DUFK (1963) örgütsel 
|÷UHQPH�V�UHoOHUL�VD\HVLQGH�LúOHWPHOHULQ�oHYUH�LOH uyum 
VD÷ODGÕNODUÕQÕ�LIDGH�HWPLúOHUGLU��&\HUW�YH�0DUFK¶D�J|UH�� 

³gUJ�WOHU�� |÷UHQLUOHU�� gUJ�WOHULQ� LQVDQODUÕQ�
|÷UHQPH� V�UHoOHULQLQ� D\QÕVÕQÕ� L]OH\HUHN�
|÷UHQGL÷LQL� YDUVD\PDN�� JHUHNVL]� ELU� VDIOÕNWÕU��
gUJ�WOHU� �GL÷HU� VRV\DO� NXUXPODU� JLEL�� X\DUODPD�
GDYUDQÕúÕ� VHUgilerler. Bireysel düzeydeki 
X\DUODPDODU�� LQVDQ�SVLNRORMLVLQLQ�ROJXODUÕQD�QDVÕO�
ED÷ÕPOÕ\VD��|UJ�WVHO�X\DUODPD�GD�|UJ�W�Q�ELUH\VHO�
�\HOHULQL�DUDoODU�RODUDN�NXOODQPDNWDGÕU�´� 

gUJ�WVHO�|÷UHQPH��|UJ�WVHO�KDUHNHWOHULQ�GDKD�L\L�ELOJL�YH�
DQOD\Õú� YDVÕWDVÕ\OD� JHOLúWLULOPHVL� V�UHFLGLU� �<ÕOPD]��
2011)�� gUJ�WVHO� |÷UHQPH� ELU� DQODPGD� ELUH\OHULQ� YH�
E|\OHOLNOH�GH�|UJ�W�Q�|÷UHQHELOGL÷L�LúOHWPHOHUGHNL�V�UHFL�
LIDGH� HWPHNWHGLU�� 'ROD\ÕVÕ\OD� |UJ�WOHULQ� |÷UHQHELOPHVL�
DVOÕQGD� oDOÕúDQODUÕQ� |÷UHQHELOPHVLQH� YH� HOGH� HGLOHQ� YH�
G|Q�úW�U�OHQ� ELOJLQLQ� |UJ�W� YDUOÕ÷Õ� KDOLQH� JHWLULOPHVLQH�
ED÷OÕGÕU��$\GR÷DQ��YG��������� 

g]HWOH�|UJ�WVHO�|÷UHQPH��|UJ�WVHO�ELOJLQLQ�HOGH�HGLOPHVL��
EXQODUD�HNOHPH�\DSÕOPDVÕ��G|Q�úW�U�Omesi veya gereksiz 

RODQODUÕQ� HOHQPHVL� V�UHFL� RODUDN� WDQÕPODQGÕ÷ÕQGD��
|UJ�WVHO� |÷UHQPH� NXUDPODUÕ�� |UJ�WVHO� ELOJLQLQ�
ROXúWXUXOPD� YH� G|Q�úW�U�OPH� V�UHoOHUL� LOH� EXQODUÕ�
P�PN�Q� NÕODQ� \D� GD� HQJHOOH\HQ� PHNDQL]PDODUÕ� YH�
ELOJLQLQ� GDYUDQÕúODU� YH� |UJ�WVHO� oÕNWÕODU� �]erindeki 
etkiVLQL� DQODPD\D� oDOÕúPDNWDGÕUODU� �Glaser & Strauss, 
1967). 

*|U�OG�÷�� �]HUH� |UJ�WVHO� |÷UHQPH� ELOJLQLQ� HOGH�
HGLOPHVL�� |UJ�W� DPDo� YH� oÕNDUODUÕ� oHUoHYHVLQGH� ELOJLQLQ�
analiz edilmesi, gerekli ekleme ve eksiltmelerin 
\DSÕODUDN�ELOJLQLQ�|UJ�W�JHQHOLQGH SD\ODúÕOPDVÕ�V�UHFLQL�
LIDGH�HWPHNWHGLU��%XQODUÕ�P�PN�Q�NÕODQ�PHNDQL]PD�YH�
GDYUDQÕúODUÕQÕQ� |UJ�W� N�OW�U�QH� ND]DQGÕUÕOPDVÕ�
JHUHNPHNWHGLU��øúOHWPHOHULQ�ELOJL�ND\QDNODUÕ�EDúWD�NHQGL�
SHUVRQHOOHUL� ROPDN��]HUH� Lo� YH�GÕú� ND\QDNODU� RODUDN� LNL�
DQD� VÕQÕID� D\UÕODELOLU�� 'Õú� ND\QDNODUÕQ� EHONL� GH� HQ�
|QHPOLOHUL� ú�SKHVL]� LúOHWPHOHULQ� D\QÕ� VHNW|UGH� IDDOL\HW�
gösteren rakipleridir. Çünkü rakiplerden elde edilecek 
ELOJL� KHP� LúOHWPH� V�UHoOHULQLQ� L\LOHúWLULOPHVL� KHP� GH�
GR÷UX� VWUDWHMLOHULQ� JHOLúWLULOPHVL� DoÕVÕQGDQ� VRQ� GHUHFH�
önemOLGLU�� %X� ED÷ODPGD� RUWDNODúD� UHNDEHW� VWUDWHMLVL\OH�
UDNLSOHUL� LOH� LúELUOL÷L� \DSDQ� EDQNDODU�� KHP� NHQGL� Lú�
süreçlerini daha efektif hale getirme hem de rakiplerinin 
VWUDWHMLOHULQL� |÷UHQPH� LPNDQÕQÕ� HOGH� HWPHNWHGLUOHU�� %LU�
EDúND� LIDGH� LOH� RUWDNODúD� UHNDEHW� VWUDtejisi sayesinde 
UDNLSOHUL� LOH� LúELUOL÷LQH� JLGHQ� EDQNDODUÕQ� |UJ�WVHO�
|÷UHQPH� \HWHQHNOHULQLQ� JHOLúWLULOPHVLQGH� UDNLS�
EDQNDODUÕQ�|QHPOL�ELU�SD\Õ�YDUGÕU� 

3. AUDúWÕUPD 

dDOÕúPDPÕ]ÕQ�EX�NÕVPÕQGD�DUDúWÕUPDQÕQ�DPDFÕ��VRUXQVDOÕ��
yöntem ve bulgular sunulacak ve ortaklaúD� UHNDEHW� LOH�
|UJ�WVHO�|÷UHQPH�DUDVÕQGDNL�HWNLOHúLPLQ�EHOLUOHQPHVL�LoLQ�
\DSÕODQ�X\JXODPDQÕQ�GHWD\ODUÕ�YHULOHFHNWLU� 

3.1. $UDúWÕUPDQÕQ�$PDFÕ 

%X� DUDúWÕUPDQÕQ� DPDFÕ�� EDQNDFÕOÕN� VHNW|U�QGH� NUHGL�
NDUWODUÕ� SD]DUÕQGD� X\JXODQDQ� RUWDNODúD� UHNDEHW�
stratejisinin örgütsel |÷UHQPH\H�NDWNÕVÕQÕ� EHOLUOHPHNWLU��
<DSÕODQ� oDOÕúPDODU� RUWDNODúD� UHNDEHW� LOH� |UJ�WVHO�
|÷UHQPHQLQ� DUWÕUÕODELOHFH÷LQL� J|VWHUPHNWHGLU��%LU� EDúND�
GH\LúOH�� EDQNDODU� DUDVÕQGD� G�ú�N� VHYL\HGH� LúELUOL÷L� YH�
\�NVHN� VHYL\HGH� UHNDEHW� úHNOLQGH� J|]OHQHQ� RUWDNODúD�
rekabet VWUDWHMLVL�|UJ�WVHO�|÷UHQPH�LoLQ�|QHPOL�ELU�ND\QDN�
QLWHOL÷L�WDúÕPDNWD�YH�EDQND�JHQHOLQGH�|UJ�WVHO�|÷UHQPH\L�
JHOLúWLUPHNWHGLU�� 'ROD\ÕVÕ\OD� EX� oDOÕúPDQÕQ� DPDFÕ�
RUWDNODúD� UHNDEHW� LOH� |UJ�WVHO� |÷UHQPH� DUDVÕQGDNL�
HWNLOHúLPL�LUGHOHPHNWLU� 

3.2. $UDúWÕUPDQÕQ�6RUXQVDOÕ 

2UWDNODúD� UHNDEHW� VWUDWHMLVLQLQ� LúOHWPHOHUGH� |UJ�WVHO�
|÷UHQPH\H� LPNDQ� YHUHFH÷LQH� LOLúNLQ� OLWHUDW�UGH� oHúLWOL�
LIDGHOHU�\HU�DOPDNOD�ELUOLNWH��EXQXQ�QDVÕO�VD÷ODQDFD÷Õ�YH�
EDQNDFÕOÕN� VHNW|U�QGH�QDVÕO� JHUoHNOHúWLULOHFH÷LQH� LOLúNLQ�
|]HOOLNOH� 7�UNoH� \D]ÕQGD� HWUDIOÕ� ELU� oDOÕúPD� \DSÕOPÕú�
GH÷LOGLU��%X�ED÷ODPGD�DUDúWÕUPDQÕQ�VRUXQVDOÕ��EDQNDFÕOÕN�
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VHNW|U�QGH�NUHGL�NDUWODUÕ�SD]DUÕQGD�X\JXODQDQ�RUWDNODúD�
UHNDEHW� VWUDWHMLVLQLQ� |UJ�WVHO� |÷UHQPH\L� QDVÕO�
JHOLúWLUHFH÷LQLQ�EHOLUOHQPHVLGLU��<DQL� EDQNDODU� DUDVÕQGD�
LúELUOL÷LQLQ� |UJ�WVHO� |÷UHQPH\L� QDVÕO� WHWLNOHGL÷L�� EX�
V�UHoWHNL�WHPHO�GLQDPLNOHU�YH�EDQNDODUÕQ�ELOJL�\|QHWLPL�
süreçlerinde rakiplerinden elde edilen bilgilerin yeri ve 
|QHPL� LOH� EDQNDODUÕQ� NHQGL� |]HO� ELOJLOHULQL� QDVÕO�
NRUXGXNODUÕQÕQ� EHOLUOHQPHVL� DUDúWÕUPD� oHUoHYHVLQGH�
orWD\D�NRQDFDN�WHPHO�KXVXVODUGÕU�� 

3.3. Yöntem 

$UDúWÕUPDGD� EHOLUOHQHQ� WHPHO� DPDoODUD� XODúPDN� LoLQ��
NUHGL� NDUWODUÕ� NRQXVXQGD� RUWDNODúD� UHNDEHW� VWUDWHMLVL�
X\JXOD\DQ� ELU� |]HO� EDQNDQÕQ� RSHUDV\RQ� YH� ELOJL�
teknolojileri bölümlerinde görevli orta düzey 
yöneticilerle yarÕ�\DSÕODQGÕUÕOPÕú�P�ODNDWODU�\DSÕOPÕúWÕU��
0�ODNDWODUÕQ� KHP� ELOJL� WHNQRORMLOHUL� YH� KHP� GH�
RSHUDV\RQODU� WDUDIÕQGD� J|UHY� DODQ� RUWD� G�]H\�
\|QHWLFLOHUOH� D\UÕ� D\UÕ� \DSÕOPDVÕQGDNL� DPDo�� RUWDNODúD�
UHNDEHWLQ� LúOHWPH\H� \DSWÕ÷Õ� WHNQLN� NDWNÕ\Õ� YH� Lú�
V�UHoOHULQL� QDVÕO� HWNLOHGL÷LQL� YH� |÷UHQPHQLQ� KHP� ELOJL�
WHNQRORMLOHUL� YH� KHP� GH� Lú� ELULPOHUL� WDUDIÕQGD� QDVÕO�
JHUoHNOHúWL÷LQL� WHVSLW� HGHELOPHNWLU�� 'L÷HU� ELU� GH\LúOH��
bilgi teknolojileri bölümlerinde görevli yöneticilerle 
\DSÕODQ� P�ODNDWODUGD� RUWDNODúD� UHNDEHWLQ� ELOJL�
teknolojLOHUL� �NUHGL� NDUWODUÕQÕQ� WHNQLN� DOW\DSÕVÕ��
DQODPÕQGD�EDQNDQÕQ�|÷UHQPHVLQH�\DSWÕ÷Õ�NDWNÕ�|Oo�OP�ú��
öte yandan operasyonlar grubundaki yöneticilerle 
\DSÕODQ�P�ODNDWODU�LVH�RUWDNODúD�UHNDEHWLQ�Lú�\DSÕú�úHNOLQH�
�NUHGL� NDUWODUÕ� V�UHoOHULQH�� NDWNÕVÕQÕ� RUWD\D� NR\PD\Õ�
VD÷ODPÕúWÕU�� 

%DQND� JHoPLú� �� \ÕO� ER\XQFD� ELU� EDúND� EDQND� LOH� NUHGL�
NDUWÕ� PDUND� YH� 326� D÷ÕQÕQ� RUWDN� NXOODQÕPÕ� NRQXVXQGD�
LúELUOL÷L� \DSPÕú�� ����� VRQXQGD� LVH� GDKD� \�NVHN� SD]DU�
SD\ÕQD� VDKLS� ELU� EDúND� EDQND� LOH� LúELUOL÷L� \DSÕOPDVÕ�
NDUDUODúWÕUÕOPÕúWÕU�� %X� oHUoHYHGH� \DSÕODQ� \DUÕ�
\DSÕODQGÕUÕOPÕú�P�ODNDWODUGD�KHU�LNL�VWUDWHMLGHQ�EDQNDQÕQ�
|÷UHQGLNOHUL��|÷UHQPH�N�OW�U�Q�Q�QDVÕO�HWNLOHQGL÷L��ELOJL�
\|QHWLPL� VWUDWHMLOHULQGHNL� GH÷LúLPOH� ELUOLNWH�� LNLQFL�
EDQNDQÕQ� VHoLPLQGH� LON� X\JXODPDGDQ� DOÕQDQ� GHUVOHULQ�
etkisi sorgulDQPÕúWÕU��%LOLQGL÷L��]HUH�\DUÕ�\DSÕODQGÕUÕOPÕú�
P�ODNDWODU� |QFHGHQ� EHOLUOHQPLú� VRUXODU� oHUoHYHVLQGH�
EDúOD\DQ� J|U�úPHQLQ�� J|U�úPHFLGHQ� DOÕQDQ� FHYDSODU�
oHUoHYHVLQGH� ROXúWXUXODQ� \HQL� VRUXODUOD� JHQLúOHWLOPHVL�
úHNOLQGH�ELU�V�UHFL�LIDGH�HWPHNWHGLU�� 

*|U�úPH�QRWODUÕQÕQ�DQDOL]L��*ODVHU�YH�6WUDXVV WDUDIÕQGDQ�
JHOLúWLULOHQ� DOW� WHRUL� \|QWHPL� NXOODQÕODUDN�
JHUoHNOHúWLULOPLúWLU�� $NDGHPLN� \D]ÕQGD� J|P�O�� WHRUL�
RODUDN� GD� DGODQGÕUÕODQ� DOW� WHRUL� \DNODúÕPÕ�� ROD\ODUÕQ�
VLVWHPDWLN�ELU�úHNLOGH�VRUJXODQPDVÕQÕ�YH�EX�VRUJXODPD\D�
GD\DOÕ RODUDN� oÕNDUÕPODU� \DSÕOPDVÕQÕ� |QJ|UHQ�
W�PHYDUÕPVDO�ELU�QLWHO�DUDúWÕUPD�\|QWHPLGLU (Keskin, %Dú�
& <ÕOGÕ]�������. 

$OW�WHRUL�\DNODúÕPÕQGD��JHUoHN�G�Q\DGD�YDU�RODQ�LOLúNLOHU�
WRSODQDQ�YHULOHU��]HULQGHQ�EHOLUOHQPH\H�oDOÕúÕOPDNWDGÕU��
%X� LOLúNLOHU� WRSODQDQ� YHULOHrin analiz edilmesi suretiyle 

RUWD\D�oÕNDUÕOPDNWDGÕU��7RSODQDQ�YHULOHU�DQDOL]�HGLOLUNHQ��
önce mülakatlarla toplanan metinler kodlanmakta, daha 
VRQUD� EX� NRGODUGDQ� NDYUDPODU� ROXúWXUXOPDNWD� YH�
NDYUDPODUGDQ� \DUDUODQÕODUDN� GD� NDWHJRULOHU�
belirlenmektedir (Allan, 2003)�� %LU� EDúND� GH\LúOH��
P�ODNDW�QRWODUÕ�VDWÕU�VDWÕU�LQFHOHQHUHN��J|U�úPHFLOHULQ�HQ�
oRN�YXUJXODGÕNODUÕ�RUWDN�KXVXVODU�EHOLUOHQPHNWH�YH�LOLúNLOL�
konular bir araya getirilerek alt kategoriler ve kategoriler 
ROXúWXUXOPDNWDGÕU� 

3.4. Bulgular 

dDOÕúPD� NDSVDPÕQGD� LOJLOL� \|QHWLFLOHUOH� \DSÕODQ� \DUÕ�
\DSÕODQGÕUÕOPÕú�J|U�úPH�QRWODUÕ�oHUoHYHVLQGH�HOGH�HGLOHQ�
EXOJXODU� EX� E|O�PGH� VXQXOPDNWDGÕU�� 0�ODNDW� VRUXODUÕ��
RUWDNODúD�UHNDEHW�YH�|UJ�WVHO�|÷UHQPH�LOH�LOJLOL�oDOÕúPDODU�
YH� EX� \|QGH� KD]ÕUODQDQ� |OoHNOHU� GHUOHQHUHN�
belirlenmiúWLU�� %X� ED÷ODPGD� |QFHOLNOH� LOJLOL� P�ODNDW�
QRWODUÕQÕQ� GH÷HUOHQGLULOPHVL� QHWLFHVLQGH� HOGH� HGLOHQ�
oÕNDUÕPODU�� VRQUD� GD� EX� oÕNDUÕPODUD� HVDV� WHúNLO� HGHQ�
P�ODNDW�QRWODUÕ�YHULOPLúWLU� 

$OW�WHRUL�\DNODúÕPÕ�NXOODQÕODUDN�HOGH�HGLOHQ�NDWHJRULOHU�YH�
DOW�NDWHJRULOHU�DúD÷ÕGDNL�WDEORGD�VXQXOPXúWXU� 
Tablo 1: Kategoriler ve Alt Kategoriler 

Kategori Alt Kategori 

Kapsam 6ÕQÕUOÕ� LúELUOL÷L�� NUHGL� NDUWÕ� PDUNDVÕQÕQ�
RUWDN� NXOODQÕPÕ�� 326� D÷ÕQÕQ� RUWDN�
NXOODQÕPÕ��\R÷XQ�UHNDEHW 

Amaç 3D]DU� SD\ÕQÕ� DUWÕUPDN�� UHNDEHW� �VW�QO�÷��
elde etmek 

Süreç 7RSODQWÕODU��X\JXODPD�WDOLPDWODUÕ��\D]ÕOÕP�
JHOLúWLUPH�� LODYH� GRQDQÕPODUÕQ�
entegrasyonu 

Ö÷UHQPH 6�UHoOHULQ�DGDSWDV\RQX��LOHWLúLP��EDQNDODU�
DUDVÕ� WRSODQWÕODU� G�]HQOHPH�� SUREOHPOHULQ�
GRN�PDQWDV\RQX�� JHOLúWLULOHQ� o|]�POHULQ�
dokümantasyonu, banka genelinde bilgi 
SD\ODúÕPÕ�� RUWDNODúD� UHNDEHWLQ�
|÷UHQLOPHVL�� NUHGL� NDUWÕ� V�UHoOHULQLQ�
JHOLúWLULOPHVL 

.D]DQÕPODU %DQNDQÕQ� NUHGL� NDUWODUÕ� NRQXVXQGD�
\HWNLQOL÷LQL� DUWÕUPDVÕ�� E|O�POHULQ� NUHGL�
NDUWODUÕ� NRQXVXQGD� \HWNLQOLNOHULQL�
DUWÕUPDVÕ�� oDOÕúDQODUÕQ� NUHGL� NDUWODUÕ�
NRQXVXQGD� \HWNLQOLNOHULQL� DUWÕUPDVÕ��
SUREOHP�o|]PH�\HWHQH÷LQLQ�JHOLúWLULOPHVL��
YHULPOLOLN��SHUIRUPDQV�DUWÕúÕ 

 

.DWHJRULN� dÕNDUÕP�� +HU� LNL� EDQND� DUDVÕQGD� \DSÕODQ�
LúELUOL÷L�VWUDWHMLVLQLQ�JHQHO�oHUoHYHVL��VDGHFH�NUHGL�NDUWODUÕ�
SD]DUÕQGD�RUWDN�PDUND�YH�326�D÷ÕQÕQ�NXOODQÕOPDVÕ�ROXS��
GL÷HU� W�P�DODQODUGD� UHNDEHWH� GHYDP�HWPHN� úHNOLQGHGLU��
'ROD\ÕVÕ\OD� EDQNDODU� DUDVÕQGD� \�NVHN� VHYL\HGH� UHNDEHW�
YH� G�ú�N� VHYL\HGH� LúELUOL÷L� V|]� NRQXVXGXU�� %LOJL�
WHNQRORMLOHULQGH� J|UHYOL� \|QHWLFL� EX� GXUXPX� DúD÷ÕGDNL�
gibi ifade etmiúWLU� 
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%LUH\VHO� 'H÷HUOHQGLUPH�� ³%L]LP� DVOÕQGD� LON�
LúELUOL÷LQGHQ�|QFH�� NHQGL� NUHGL� NDUWÕ�PDUNDPÕ]�
YDUGÕ�� $QFDN� UHNDEHWLQ� EXJ�QN�� NDGDU� \R÷XQ�
ROPDGÕ÷Õ� EX� G|QHPGH� NHQGL� P�úWHULOHULPL]�
WDUDIÕQGDQ� NXOODQÕODQ�� SD]DUGD� HVDVOÕ� ELU� SD\�
VDKLEL�ROPD\Õ�KHGHIOHPHGL÷LPL] ELU�NUHGL�NDUWÕ�
PDUNDVÕ\GÕ�� )DNDW� JHUHN� NUHGL� NDUWÕ� SD]DUÕQÕQ�
\�NVHN� NkU� PDUMÕ� YH� JHUHNVH� P�úWHULOHU� LoLQ�
oDSUD]� SD]DUODPD� LPNDQODUÕ� \DUDWPDVÕ�
QHGHQL\OH�� EX� VHJPHQWWH� GH� SD]DU� SD\ÕQÕQ�
DUWÕUÕOPDVÕ� NDUDUÕ� DOÕQPÕúWÕU��$QFDN�EX�QRNWDGD�
önemli olan iki unsur kUHGL� NDUWÕ� PDUNDVÕQÕQ�
ELOLQLUOL÷L�LOH�326�D÷ÕQÕQ�\D\JÕQOÕ÷ÕGÕU��0HYFXW�
NUHGL� NDUWÕ� PDUNDPÕ]Õ� YH� 326� D÷ÕPÕ]Õ� EX�
VHYL\H\H� \�NVHOWPHN� LoLQ� \DSÕOPDVÕ� JHUHNHQ�
\DWÕUÕPODU�J|]|Q�QH�DOÕQGÕ÷ÕQGD��J�oO��ELU�NUHGL�
NDUWÕ�PDUNDVÕ�YH�JHQLú�ELU�326�D÷Õ�RODQ�EDQND�LOH�
LúELUOL÷LQH� JLWPHQLQ� GDKD� X\JXQ� RODFD÷Õ�
GH÷HUOHQGLULOGL��6RQXo�RODUDN��J�oO��NUHGL�NDUWÕ�
PDUNDVÕ� RODQ� EDQNDODUOD� RQODUÕQ� NUHGL� NDUWÕ�
PDUNDODUÕQÕ� YH� 326� D÷ODUÕQÕ� NXOODQPD�
NRQXVXQGD� LúELUOL÷LQH� JLWPH\L� WHUFLK� HWWLN� YH�
NUHGL�NDUWODUÕ�SD]DUÕQGDNL� VWUDWHMLPL]L�EX� temel 
�]HULQH� RWXUWWXN�� 7DEL� EX� LúELUOL÷LQH� JLWPHGH�
326�D÷Õ� \D\JÕQOÕ÷Õ� |]HOOLNOH� J�Q�P�]GH� NUHGL�
NDUWÕ� KDUFDPDODUÕQÕQ� |QHPOL� NÕVPÕQÕQ� WDNVLWOH�
\DSÕOÕ\RU� ROPDVÕQGDQ� GROD\Õ� |QHPOLGLU�� d�QN��
ELOGL÷LQL]��]HUH�LON�NUHGL�NDUWÕ�X\JXODPDODUÕQGD�
WDNVLW� ROPDPDVÕ�� NUHGL� NDUWÕQÕ]ÕQ� KHUKDQJL� ELU�
EDQNDQÕQ� 326¶XQGDQ� JHoPHVL� GXUXPXQGD�
|QHPOL� ELU�PDOL\HW� IDUNOÕOÕ÷Õ� \DUDWPDPDNWD\GÕ��
$QFDN� WDNVLW� X\JXODPDODUÕQÕQ� \D\JÕQODúPDVÕ��
PXWODN�VXUHWOH�EX�W�U�X\JXODPDODUÕQ�LOJLOL�NUHGL�
NDUWÕ� VDKLELQLQ� 326� FLKD]ODUÕ� �]HULQGH�
\DSÕOPDVÕQÕ�]RUXQOX�NÕOPÕú��EX�GD�326�D÷Õ�JHQLú�
RODQ� EDQNDODUD� |QHPOL� ELU� UHNDEHW� DYDQWDMÕ�
VD÷ODPÕúWÕU�� øúWH� EL]� GH� EX� UHNDEHW� DYDQWDMÕQÕ�
LúELUOL÷L� \DSWÕ÷ÕPÕ]� EDQNDQÕQ� JHQLú� 326� D÷ÕQÕ�
kullanmak suretiyle elde etmeyi 
SODQODPDNWD\Õ]�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³%DQNDPÕ]� LOH� LOJLOL�
EDQND� DUDVÕQGDNL� NUHGL� NDUWÕ� LúELUOL÷L�� VDGHFH�
NUHGL� NDUWÕ� PDUNDVÕQÕQ� YH� 326� D÷ÕQÕQ� RUWDN�
NXOODQÕPÕ�� ELUOLNWH� NDPSDQ\D� G�]HQOHPH� JLEL�
NRQXODUD� LúELUOL÷L� \DSÕOPDVÕQÕ�� EXQXQ� GÕúÕQGD�
GL÷HU� W�P� DODQODUGD� UHNDEHWH� QRUPDO� úHNLOGH�
GHYDP� HGLOPHVLQL� LoHUPHNWHGLU�� %LU� EDúND�
GH\LúOH� KHU� LNL� WDUDI� GD� oHúLWOL� DPDoODUOD� NUHGL�
NDUWÕ� PDUNDVÕ� YH� 326� D÷ÕQÕQ� NXOODQÕPÕ�
NRQXVXQGD�LúELUOL÷L�\DSPDNWD��EXQD�NDUúÕQ�GL÷HU�
tüm segmenWOHUGH� YH� KDWWD� NUHGL� NDUWÕ�
SD]DUODPDVÕ� NRQXVXQGD� GD� UHNDEHWH� GHYDP�
HWPHNWHGLU�� %DQNDPÕ]� EX� X\JXODPD� LOH� LOJLOL�
PDUNDQÕQ�LVLP�YH�ORJRVXQX�NHQGL�NUHGL�NDUWODUÕ�

�]HULQGH� NXOODQPD� KDNNÕ� HOGH� HWPLú� YH� NUHGL�
NDUWODUÕPÕ]� LOJLOL� EDQNDQÕQ� 326� D÷Õ� �]HULQGHQ�
nakit puan, taksit öteleme, taksitlendirme gibi 
X\JXODPDODUÕ� \DSDELOLU� KDOH� JHOPLúWLU�� $\UÕFD�
NDUúÕ� EDQNDQÕQ�NHQGL�P�úWHULOHULQH�|]HO� RODUDN�
WDVDUODGÕ÷Õ� NDPSDQ\DODU� GÕúÕQGD� JHQHO� RODUDN�
RUWDN� W�P� NDPSDQ\DODUD� NDWÕOPDPÕ]� V|]�
NRQXVXGXU��d�QN�� JHUHN� EDQNDPÕ]� YH� JHUHkse 
GL÷HU� EDQND� NHQGLQH� |]J��� GDKD� GR÷UXVX�
P�úWHULOHULPL]H� |]J�� NDPSDQ\D� G�]HQOHPH�
KDNNÕQD� VDKLSWLU� YH� EX� ]DPDQ� ]DPDQ�
NXOODQÕOPDNWDGÕU�´ 

.DWHJRULN� dÕNDUÕP: Bankalar literatürde de ifade 
HGLOGL÷L� �]HUH� EX� VWUDWHML\H� PDOL\HW� DYDQWDMÕ� VD÷ODPDN��
rekabet üstünl�÷��HOGH�HWPHN�YH�E|\OHOLNOH�GH�NkUOÕ�NUHGL�
NDUWODUÕ� SD]DUÕQGDNL� SD\ODUÕQÕ� DUWÕUPDN� LoLQ�
yönelmektedirler. Bilgi teknolojilerinde görevli yönetici 
EX�GXUXPX�DúD÷ÕGDNL�JLEL�LIDGH�HWPLúWLU� 

%LUH\VHO�'H÷HUOHQGLUPH: “Bizim bu stratejiden 
beklentimiz kesinlikle UHNDEHW� DYDQWDMÕ� HOGH�
HGHELOPHNWLU�� .UHGL� NDUWODUÕ� SD]DUÕ� NkUOÕ� ELU� Lú�
DODQÕ�ROGX÷X�LoLQ��LON�RODUDN�EX�SD]DUGD�ELU�\HU�
HGLQHELOPHN��VRQUD�GD�SD\ÕPÕ]Õ�YH�EX�SD]DUGDQ�
HOGH� HWWL÷LPL]� JHOLUOHULPL]L� DUWÕUDELOPHN�
DPDFÕ\OD� EX� LúELUOL÷LQH� \|QHOPLú�
EXOXQPDNWD\Õ]� <DQL� NkU� YH� SD]DU� RGDNOÕ� ELU�
VWUDWHML� X\JXODQPDNWDGÕU� GL\HELOLULP�� 9H� ]DWHQ�
VHNW|U� JHQHOLQGH� GH� WHPHO� H÷LOLP� EX� \|QGHGLU��
<DQL� oRN� J�oO�� NUHGL� NDUWÕ� PDUNDVÕ� RODQ�
SD]DUGDNL� LON� ELUNDo� EDQNDQÕQ� NUHGL� NDUWÕ�
PDUNDODUÕ��EX�NDGDU�J�oO��PDUNDVÕ�YH�326�D÷Õ�
olmayaQ�EDQNDODUFD�NXOODQÕOPDNWDGÕU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO�'H÷HUOHQGLUPH��³ù�SKHVL]�E|\OHVL�ELU�
X\JXODPDGD�WHPHO�DPDo��NUHGL�NDUWÕ�SD]DUÕQGDNL�
SD]DU� SD\ÕPÕ]Õ� DUWÕUPDN� YH�EXQXQ� LoLQ� Uekabet 
�VW�QO�÷�� HOGH� HGHELOPHNWLU�� d�QN�� oRN�
UHNDEHWoL�ELU�SD]DUGD�oDOÕúWÕ÷ÕPÕ]�LoLQ�JHQLú�ELU�
326� D÷Õ� YH� ELOLQLUOL÷L� \�NVHN� ELU� NUHGL� NDUWÕ�
PDUNDVÕ� EX� SD]DUGD� NDOPDQÕQ� ROPD]VD� ROPD]�
úDUWODUÕ� DUDVÕQGDGÕU�� 'ROD\ÕVÕ\OD� EL]� GH� E|\OHVL�
ELU�NDUWD�VDKLS�JHQLú�326�D÷Õ�RODQ�ELU�EDQND�LOH�
LúELUOL÷L� \DSPD\Õ� \HULQGH� EXOXS�� EX� \|QGH� ELU�
stratejiyi hayata geçirdik.” 

.DWHJRULN� dÕNDUÕP�� %DQNDODU� DUDVÕQGD� NUHGL� NDUWODUÕ�
SD]DUÕQGDNL�RUWDNODúD�UHNDEHW�VWUDWHMLVLQGHQ�VRPXW�RODUDN�
HQ�oRN�HWNLOHQHQ�E|O�POHULQ�EDúÕQGD�%LOJL�7HNnolojileri 
Bölümü ve/veya Bilgi Teknolojileri Bölümü’nün kredi 
NDUWODUÕ� LOH� LOJLOL� ELULPOHUL� JHOPHNWHGLU�� d�QN�� \HQL�
VWUDWHML�YH�\HQL�NUHGL�NDUWÕ�X\JXODPDVÕ�EX�E|O�P�YH�YH\D�
ELULPOHULQ� QHUHGH\VH� W�P� Lú� DNÕúODUÕQÕ�� NXOODQGÕNODUÕ�
GRQDQÕP� YH� \D]ÕOÕPODUÕ� HWNLOemekte, çok ciddi sistem 
JHOLúWLUPHOHUL� \DúDQPDNWDGÕU�� 'ROD\ÕVÕ\OD� V�UHoWH� KHP�
LOHWLúLP�KHP�GH�GRN�PDQWDV\RQ�VRQ�GHUHFH�|QHPOL�KDOH�
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gelmektedir. Bilgi teknolojilerinde görevli yönetici bu 
GXUXPX�DúD÷ÕGDNL�JLEL�LIDGH�HWPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH: “Bölümümüz 
EDQNDPÕ]� DOWHUQDWLI� GD÷ÕWÕP� NDQDOODUÕQÕQ� ELOJL�
WHNQRORMLOHUL� D\D÷ÕQGDNL� V�UHoOHUL� LúOHWWL÷L� LoLQ��
\DSÕODQ�LúELUOL÷LQGHQ�|QHPOL�GHUHFHGH�HWNLOHQGLN�
GL\HELOLULP�� d�QN�� D]� |QFH� GH� LIDGH� HWWL÷LP�
�]HUH��LON�NUHGL�NDUWÕ�X\JXODPDODUÕ�oRN�EDVLW�ELU�
\DSÕ� �]HULQGH� LúOHPHNWH\GL��%DQND��%.0���\H�
Lú\HUL� YH� P�úWHUL� DUDVÕQGDNL� EX� EDVLW� \DSÕ��
özellikle taksit, nakit puan, taksit öteleme gibi 
oHúLWOL� KL]PHWOHULQ� JHOLúWLULOPHVL\OH� ELUOLNWH�
JLGHUHN� oRN� GDKD� NDUPDúÕN� ELU� KDOH�
E�U�QP�úW�U��'ROD\ÕVÕ\OD� |]HOOLNOH� LON� LúELUOL÷L�
oDOÕúPDPÕ]GD� |QHPOL� GHUHFHGH� IDUNOÕ�
X\JXODPDODUÕ��V�UHoOHUL�YH�VLVWHPOHUL�EDQNDPÕ]D�
DGDSWH�HWPH\H�oDOÕúWÕN��)DNDW�LNLQFL�\DQL�PHYFXW�
LúELUOL÷L�oDOÕúPDPÕ]Õ�KD\DWD�JHoLULUNHQ��|]HOOLNOH�
EHOLUWPHOL\LP�NL�LON�GHQH\LPOHULPL]�oRN�ID\GDOÕ�
oldu. Hatta sistemlerLQ�|QHPOL�ELU�NÕVPÕ�KD]ÕUGÕ�
ELOH�� 6DGHFH� LON� YH� LNLQFL� RUWDNOÕN� \DSWÕ÷ÕPÕ]�
EDQNDODUÕQ� NHQGLOHULQH� KDV� VLVWHPOHULQL� YH� DOW�
\DSÕODUÕQÕ�E�Q\HPL]H�DGDSWH�HWPH�oDOÕúPDODUÕQD�
RGDNODQGÕN�� %X� GD� \HQL� VLVWHPOHULQ��
GRQDQÕPODUÕQ�� \D]ÕOÕPODUÕQ�� Lú� V�UHoOHULQLQ�
JHOLúWLULOPHVL�DQODPÕQD�JHOPHNWHGLU��7DEL�ELU�GH�
\DSÕODQ� W�P� LúOHPOHULQ� YH� VLVWHPOHULQ� WHVW�
HGLOPHVL�� KHU� DOWHUQDWLILQ� VÕQDQPDVÕ� YH�
EHNOHQGL÷L� úHNLOGH� QHWLFH� DOÕQÕS� DOÕQPDGÕ÷ÕQÕQ�
teyit edilmesi söz konusudur. Bölümümüz 
GR÷UXGDQ� EX� LúLQ� LoLQGH� YH� ELOJL� WHNQRORMLOHri 
WDUDIÕQGDQ� ROGX÷X� LoLQ�� EL]� W�P� WRSODQWÕODUD�
EL]]DW� NDWÕOGÕN� YH� W�P� WRSODQWÕ� VRQXoODUÕQÕ�
E|O�P�P�]OH�YH�LOJLOLOHUOH�SD\ODúWÕN��d�QN��EX�
LúWH� ELOJL� YH� NRQX\D� YDNÕI� ROPD� oRN� NULWLN�
KXVXVODUGÕU��gUQH÷LQ�EHQ�JHoPLú�GHQH\LPOHULP�
neticesinde banka raporlamalaUÕ�WDUDIÕQÕ�ROGXNoD�
UDKDW�YH�HIHNWLI�JHoLUGL÷LPL�V|\OH\HELOLULP��7DEL�
ELU� GH� EX� GH÷LúLNOLNOHULQ� WDPDPÕ� LOJLOL� Lú�
V�UHoOHULQH�YH�EXQODUÕQ�\D]ÕOÕ�ROGX÷X�X\JXODPD�
WDOLPDWODUÕQD� \DQVÕWÕOPÕúWÕU�� %|\OHOLNOH� GH� KHP�
süreçlerimizin hem de bilgilerimizin 
J�QFHOOL÷LQL�VD÷ODPÕú�ROPDNWD\Õ]�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH: “Bu strateji 
neticesinde özellikle bizim mevcut kredi 
NDUWÕPÕ]� LOH� LúELUOL÷LQH� JLWWL÷LPL]� EDQND� YH�
�U�Q�Q� IDUNOÕ� |]HOOLNOHUH� VDKLS� �U�QOHU� ROPDVÕ�
nedeniyle hem bilgi teknolojileri ve hem de 
SD]DUODPD� WDUDIÕQGD� GH÷LúLNOLNOHU� ROPXúWXU��
d�QN�� DUWÕN� NHQGL� NDUWÕPÕ]� ROGX÷X�
G|QHPGHNLQGHQ� GDKD� IDUNOÕ� ELU� Lú� PRGHOL� LOH�
oDOÕúPDNWD\Õ]��hU�Q�|]HOOLNOHULQLQ�GH÷LúPHVL�KLo�
ú�SKHVL]�V�UHoOHULQ��Lú�DNÕúODUÕQÕQ��DOW�\DSÕQÕQ�YH�
EXQODUD� ED÷OÕ� RODUDN� X\JXODPD� SURVHG�UOHULQLQ�

GH÷LúPHVLQL�GH�EHUDEHULQGH�JHWLUPLúWLU��gUQH÷LQ�
yenL� NUHGL� NDUWÕ� LOH� LOJLOL� WDVDUODQDQ�
X\JXODPDODUÕQ� �DQD� EDQNDFÕOÕN� VLVWHPLQGHNL�
HNUDQODUÕQ��|÷UHQLOPHVL�YH�HIHNWLI�NXOODQÕPÕ�oRN�
kritik bir husustur. Öte yandan kampanyalara 
GDKD� \R÷XQ� úHNLOGH� NDWÕOGÕ÷ÕPÕ]� LoLQ��
NDPSDQ\DODU� LOH� LOJLOL� \D]ÕúPDODUÕQ� YH� GL÷HU�
ELOJLOHULQ� SD\ODúÕOPDVÕ� YH� PXKDID]D� HGLOPHVL�
LoLQ� oHúLWOL� o|]�POHU� JHOLúWLULOPLúWLU�� gUQH÷LQ�
tüm kampanya verileri elektronik ortamda 
PXKDID]D�HGLOPHNWH�YH�YHULWDEDQÕ�V�UHNOL�J�QFHO�
WXWXOPDNWDGÕU�� g]HOOLNOH� JHoLú� V�UHFLQGH� Lú�
\R÷XQOX÷X� EHNOHGL÷LPL]� �]HUH� DUWPÕú� ROPDNOD�
birlikte, bu strateji için özel olarak personel 
LVWLKGDP� HGLOPHPLúWLU�� 0HYFXW� NDGURPX]OD�
V�UHo�EDúDUÕ\OD� \|QHWLOPLúWLU� YH� oDOÕúPDODUÕPÕ]�
DUWDQ�Lú�\�N�P�]OH�ELUOLNWH�PHYFXW�NDGURPX]OD�
devam etmektedir.” 

.DWHJRULN� dÕNDUÕP: Bilgi teknolojileri bölümleri 
V�UHFLQ� JHQHOOLNOH� JHOLúWLUPH�� SUREOHP� o|]PH� YH�
V�UHoOHULQ� GHYDP� HWWLULOPHVL� ER\XWXQGD� J|UHYOL� ROGX÷X�
LoLQ�LúELUOL÷LQLQ�WHVLV�V�UHFL�EDúWD�ROPDN��]HUH��VLVWHPLQ�
LúOHU�WXWXOPDVÕ�YH�VLVWHPGH�\DúDQDQ�GH÷LúLNOLNOHULQ�LOJLOL�
bölümlere bildirilmesi bu b|O�POHULQ�VRUXPOXOX÷XQGDGÕU��
'ROD\ÕVÕ\OD�EX�E|O�POHUGH�oDOÕúDQ�SHUVRQHOLQ�QHUHGH\VH�
WDPDPÕ� E�\�N� RUDQGD� EX� VWUDWHMLQLQ� JHWLUGL÷L�
\HQLOLNOHUGHQ� HWNLOHQPHNWH� YH� Lú� WDQÕPODUÕ� GD� KHU�
J�QFHOOHPH�VRQUDVÕQGD�GH÷LúPHNWHGLU��%DQND�LNLQFL�NH]�
EX� VWUDWHML\L� X\JXODGÕ÷Õ� LoLQ�� LON� X\JXODPDGDQ� oRN� úH\�
|÷UHQPLú� YH� V�UHo� EXUDGDQ� ND]DQÕODQ� GHQH\LPOH�
LNLQFLVLQGH� ROGXNoD� HIHNWLI� úHNLOGH� LúOHWLOPLúWLU�� %LOJL�
WHNQRORMLOHULQGH� J|UHYOL� \|QHWLFL� EX� GXUXPX� DúD÷ÕGDNL�
JLEL�LIDGH�HWPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³øNLQFL� LúELUOL÷L�
uyguODPDPÕ]GD� LONLQGHQ� HGLQGL÷LPL]�
GHQH\LPOHU� VRQ� GHUHFH� ID\GDOÕ� ROGX�� d�QN��
DVOÕQGD� LúELUOL÷L� \DSWÕ÷ÕPÕ]� EDQNDODU� IDUNOÕ�
ROPDNOD� ELUOLNWH� \DSÕ� HVDV� LWLEDUL\OH� |]GHúWLU��
$QFDN�EDQNDODUD� LOLúNLQ�ED]Õ� |]HO�X\JXODPDODU�
YH� WHNQLN� LúOH\LúOHU� IDUNOÕGÕU�NL��E|O�P�P�] de 
EX� IDUNOÕOÕNODUÕ� ROGXNoD� KÕ]OÕ� YH� NROD\� úHNLOGH�
EDQNDPÕ]D� X\DUOD\DELOPLúWLU�� g]HOOLNOH� JHoLú�
V�UHFL� \R÷XQ� WRSODQWÕODUOD� \�U�W�OPHNWHGLU�� %X�
QHGHQOH�W�P�WRSODQWÕODUD�NDWÕOGÕ÷ÕPÕ]�JLEL��ED]Õ�
WRSODQWÕODUD� LOJLOL� GL÷HU� E|O�POHULQ� GH�
NDWÕOPDODUÕQÕ�VD÷OD\DUDN�YH�RQODUOD�V�UHNOL�J|U�ú�
DOÕúYHULúLQGH� EXOXQDUDN� NRQX\X� |]�PVHPH\H�
oDOÕúWÕN�GL\HELOLULP��%X�ED÷ODPGD�RSHUDV\RQ�YH�
SD]DUODPD�E|O�POHULQLQ�WDOHSOHUL�\D�GD�\HQL�\DSÕ�
QHGHQL\OH� RQODUÕQ� PHYFXW� V�UHoOHULQGHNL�
GH÷LúLNOLNOHUL� VLVWHPH� X\DUODGÕNWDQ� VRQUD� EX�
bölümleri sürekli olarak bilgilendirdik ve zaten 
RQODUOD� NRRUGLQHOL� RODUDN� W�P� GH÷LúLNOLNOHUL�
KD\DWD�JHoLUGLN��<DQL�HVDVHQ�WRSODQWÕODUOD��NDUúÕ�
EDQNDGDQ� DOGÕ÷ÕPÕ]� LOJLOL� GRN�PDQODUÕQ�
SD\ODúÕOPDVÕ\OD�YH�GDKD�oRN�EDQND�LoL��E|O�P�LoL�
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H÷LWLPOHUOH� SHUVRQHOLPL]LQ� DGDptasyonunu 
VD÷ODPD\D� oDOÕúWÕN�� 7DEL� ELU� NH]� GDKD�
vurgulamak da fayda var ki, ilk deneyimimiz 
QHGHQL\OH� EX� V�UHo� oRN� GDKD� YHULPOL� YH� KÕ]OÕ�
WDPDPODQPÕúWÕU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

Bireysel 'H÷HUOHQGLUPH: “Uygulama boyunca, 
EDúWD��U�QOHU�ROPDN��]HUH��ELOJL�WHNQRORMLOHULQGH�
oRN� oHúLWOL� GH÷LúLNOLNOHU� ROGX÷X� LoLQ� %LOJL�
7HNQRORMLOHUL� %|O�P�¶P�]GHQ� oHúLWOL� GHVWHNOHU�
YH� H÷LWLPOHU� DOÕQPÕúWÕU�� %X� ED÷ODPGD�
H÷LWLPOHULPL]� JHQHOOLNOH� EDQND� LoL� H÷LWLPOHU�
QLWHOL÷LQGHGLU�� %XQXQ� \DQÕQGD� NDUúÕ� EDQNDGDQ�
\HQL��U�Q�YH�KL]PHWOHUOH�LOJLOL�RODUDN�DOGÕ÷ÕPÕ]�
W�P�GRN�PDQODUÕ�HOHNWURQLN�RUWDPGD�PXKDID]D�
HGLS� W�P� oDOÕúPD� DUNDGDúODUÕPÕ]OD�
SD\ODúÕ\RUX]�9H�EXQODUÕQ�J�QFHO� WXWXOPDVÕ� LoLQ�
azami özeni gösteriyoruz.” 

Kategorik dÕNDUÕP: Uygulanan strateji hem bilgi 
WHNQRORMLOHUL�YH�KHP�GH�RSHUDV\RQ� WDUDIÕQGD��\HQL� NUHGL�
NDUWÕ� PDUNDVÕQD� |]J�� |]HOOLNOHU� QHGHQL\OH� SHUVRQHOLQ�
NHQGLQL� JHOLúWLUPHVLQL� VD÷ODPDNWDGÕU��d�QN�� VWUDWHMLGHQ�
|QFH�VDGHFH�NUHGL�NDUWÕ�LúOHPOHUL�\DSDQ�SHUVRQHO��VWUateji 
ile birlikte, taksit, taksit öteleme, nakit puan gibi 
X\JXODPDODUD�GD�KDNLP�ROPDNWD�YH�EX�\|QGH�HVDVOÕ�ELU�
GHQH\LP�ND]DQÕOPDNWDGÕU��%LOJL� WHNQRORMLOHULQGH�J|UHYOL�
\|QHWLFL�EX�GXUXPX�DúD÷ÕGDNL�JLEL�LIDGH�HWPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH: “Bu tür stratejiler 
DVOÕQD� EDNDUVDQÕ]�� |]HOOLNOH� NUHGL� NDUWODUÕ�
SD]DUÕQGD�EL]LP��ONHPL]H�|]J��X\JXODPDODUGÕU��
+DWWD�ELOGL÷LQL]��]HUH�NUHGL�NDUWODUÕQÕQ�WDNVLW�YH�
WDNVLW� |WHOHPH� X\JXODPDODUÕ� ELOH� �ONHPL]H�
|]J�G�U�� %LU� DQ� LoLQ� EX� X\JXODPDODUÕ� \RN�
VD\DUVDN�� NUHGL� NDUWÕ� \DSÕVÕ�� VLVWHPOHUL� W�P�
G�Q\DGD�VWDQGDUWWÕU�DVOÕQGD��$QFDN�GHGL÷LP�JLEL�
EL]� EX� VWDQGDUW� \DSÕQÕQ� ROGXNoD� GÕúÕQGD�� oRN�
GLQDPLN� YH� �U�Q� YH� KL]PHW� ED]OÕ� ELU� \DSÕ\Õ�
�ONHPL]GH� LQúD� HWPH\L� EDúDUGÕN�� %X� QHGHQOH�
\DSWÕ÷ÕPÕ]� KHU� LNL� LúELUOL÷L� VWUDWHMLVL� GH� KHP�
NLúLVHO�KHP�GH�E|O�P�YH�EDQND�DQODPÕQGD�EL]H�
oRN� |QHPOL� GHQH\LPOHU� ND]DQGÕUGÕ�� gUQH÷LQ�
NUHGL�NDUWÕ�LOH�WDNVLW�\DSPD�X\JXODPDVÕ�P�úWHUL�
DoÕVÕQGDQ� oRN� EDVLW� JLEL� J|U�QPHNOH� ELUOLNWH��
EDQND�YH�|]HOOLNOH�ELOJL�WHNQRORMLOHUL�WDUDIÕQGD�R�
NDGDU� oRN� GH÷LúLNOL÷L� YH� LODYH� VLVtemi 
EHUDEHULQGH�JHWLUPHNWHGLU�NL�� EX�\DSÕ\D�X\XP��
LOJLOL�VLVWHPOHULQ�WHVLVL�ELOH�FLGGL�ELU�ELOJL�DNÕúÕQÕ�
YH�GHQH\LPL�KHP�LúL�\DSDQ�EL]�oDOÕúDQODUD�KHP�
GH� EDQND\D� ND]DQGÕUPDNWDGÕU�� 7DEL� ELU� GH�
SD]DUÕQ� GLQDPLN� \DSÕVÕ� oDOÕúDQODUÕQ� W�P�
yenilikleri takip etmelHULQL�YH�NHQGL�EDQNDPÕ]GD�
EXQODUÕ�X\JXODPDVDN�ELOH�EX�\HQLOLNOHULQ�WHNQLN�
YH� KXNXNL� ER\XWODUÕQÕ� ELOPHOHULQL�
JHUHNWLUPHNWHGLU�� 'ROD\ÕVÕ\OD� X\JXODGÕ÷ÕPÕ]�

LúELUOL÷L� V�UHFH� NDWÕODQ� KHUNHVLQ� oRN� GDKD�
GRQDQÕPOÕ�ROPDVÕQÕ�VD÷ODPÕúWÕU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³.UHGL� NDUWODUÕ�
NRQXVXQGD� GL÷HU� EDQND� LOH� \DSWÕ÷ÕPÕ]�
LúELUOL÷LQLQ�� E|O�P�P�]� oDOÕúDQODUÕQÕQ� NUHGL�
NDUWODUÕ� NRQXVXQD� YDNÕIOÕ÷ÕQÕ� NHVLQOLNOH�
DUWÕUGÕ÷ÕQÕ�� EX� V�UHoWHQ� oRN� úH\� |÷UHQHUHN� YH�
ürün ve hizmetlerimize ek olarak kendimizi de 
JHOLúWLUHUHN� oÕNWÕ÷ÕPÕ]Õ� V|\OHPHN� P�PN�QG�U��
d�QN��EX�VWUDWHML\OH�ELUOLNWH�KHP�oRN�GDKD�JHQLú�
ELU� �U�Q� \HOSD]HVLQH� KHP� GH� GDKD� \D\JÕQ� ELU�
326�D÷Õ� �]HULQGHQ� LúOHP�\DSPD� úDQVÕQD� VDKLS�
ROPXú� EXOXQPDNWD\Õ]�� %X� GD� P�úWHULOHULPL]LQ�
WDOHSOHULQLQ�oHúLWOHQPHVL�YH�DUWPDVÕQÕ�VD÷ODPÕú��
GROD\ÕVÕ\OD� EX� WDOHSOHUH� LVWHN� YHUHELOHFHN� ELU�
\DSÕQÕQ�WHVLVLQL��\DQL�E|O�P�P�]�oDOÕúDQODUÕQÕQ�
NRQXODUÕQD� KHU� ]DPDQNLQGHQ� GDKD� YDNÕI�
ROPDODUÕQÕ� ]RUXQOX� NÕOPÕúWÕU�� gWH� \DQGDQ� yeni 
NUHGL�NDUWÕ�PDUNDPÕ]OD�ELUOLNWH�P�úWHULOHULPL]LQ�
NDPSDQ\DODUÕ� WDNLSOHUL� GH� |QHPOL� |Oo�GH� DUWÕú�
J|VWHUPLúWLU��<DQL�P�úWHULOHULPL]�NUHGL�NDUWÕPÕ]�
ve hizmetlerimizle, kampanyalarla çok daha 
\DNÕQGDQ� LOJLOHQPHNWHGLUOHU�� gUQH÷LQ� WDNVLW�
|WHOHPH� X\JXODPDVÕ� Pevcut durumda eskiye 
NÕ\DVOD�oRN�GDKD�ID]OD�WDOHS�HGLOPHNWHGLU��g]HWOH�
EX� GXUXPGD� P�úWHULOHUH� NDOLWHOL� KL]PHW�
YHUHELOPHN� LoLQ� NUHGL� NDUWODUÕ� NRQXVXQD�
NHQGLPL]L�oRN�GDKD� L\L� \HWLúWLUPHN�]RUXQGD\Õ]�
YH�V�UHNOL�RODUDN�\HQLOLNOHUH�DGDSWH�ROPDNWD\Õ]�´ 

Kategorik dÕNDUÕP�� %DQNDODU� \HQL� X\JXODPDQÕQ�
JHWLUGL÷L�GH÷LúLNOLNOHUL�E�Q\HOHULQH�DGDSWH�HGHUNHQ��NUHGL�
NDUWODUÕ� LOH� LOJLOL� NDUúÕODúWÕNODUÕ� VRUXQODUÕ� o|]PHN�
konusunda da deneyim kazanmakta ve daha efektif 
úHNLOGH� V�UHoOHULQL� JHOLúWLUPH\L� |÷UHQPHNWHGLUOHU��
Özellike bX�ED÷ODPGD�LON�X\JXODPD�LNLQFL�X\JXODPDQÕQ�
VRUXQVX]� KD\DWD� JHoLULOPHVLQL� VD÷ODPDNWDGÕU�� %LOJL�
WHNQRORMLOHUL� WDUDIÕQGD� EX� GXUXP� DúD÷ÕGDNL� JLEL� LIDGH�
HGLOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³øON� LúELUOL÷L�
X\JXODPDPÕ]D� NÕ\DVOD� LNLQFL� X\JXODPDPÕ]��
LONLQGHQ� ND]DQGÕ÷ÕPÕ]� GHQH\LPOHU� VD\HVLQGH�
ROGXNoD� UDKDW� DWODGÕOGÕ�� %X� ED÷ODPGD� V�UHoWH�
NDUúÕODúWÕ÷ÕPÕ]� KD\DWL� ELU� VRUXQ� \D� GD� V�UHFL�
LQDQÕOPD]� X]DWDQ� KHU� KDQJL� ELU� SUREOHPOH�
NDUúÕODúPDGÕN� GL\HELOLULP�� 6DGHFH�� |UQH÷LQ�
NDUWÕQÕ� LON� NH]� NXOODQDFDN� NLúLOHULQ� úLIUHOHULQLQ�
aktif hale getirilmesi gibi, bankadan bankaya 
GH÷LúHQ� X\JXODPDODU� ED÷ODPÕQGD�� LNLQFL�
\DSWÕ÷ÕPÕ]� LúELUOL÷LQLQ� NHQGLQH� |]J�� ELU�
V�UHFLQLQ� ROPDVÕ�� EX� \HQL� VLVWHP� LoLQ� oHúLWOL�
o|]�POHU� JHOLúWLULOPHVLQH� QHGHQ� ROPXúWXU��
d�QN��� QRUPDOGH� VL]� ELU� NUHGL� NDUWÕ� DOGÕ÷ÕQÕ]�
]DPDQ� EX� NDUW� LoLQGH� úLIUH� ELOJLVL� \HU�
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DOPDPDNWDGÕU�� ùLIUHQL]L� LOJLOL� EDQNDQÕQ� oD÷UÕ�
PHUNH]LQL� DUD\DUDN� VHVOL� \DQÕW� VLVWHPOHUL�
�]HULQGHQ�YH\D�YDUVD�LQWHUQHW�úXEHVL��]HULQGHQ�
ROXúWXUXUVXQX]�� ùLIUH� ROXúWXUGXNWDQ� VRQUDNL�
NUHGL�NDUWÕQÕ]OD�\DSDFD÷ÕQÕ]�LON�WHPDVOÕ�LúOHPGH���
%DQNDQÕQ� VLVWHPLQGH� ROXúWXUGX÷XQX]� úLIUH���
NDUWD�WUDQVIHU�LoLQ�KD]ÕU�YD]L\HWWH�EHNOH\HQ�VFULSW�
\DUGÕPÕ� LOH� NDUWD� LOHWLOLU� YH� NDUWÕQ� úLIUHQL]L�
ELOPHVL� VD÷ODQÕU�� 'L÷HU� ELU� LIDGH\OH� VLVWHPH�
JLUGL÷LQL]� úLIUH� NDUWD� GD� LúOHQLU� YH� NDUW�
�]HULQGHNL� úLIUH� LOH� VLVWHPGHNL� úLIUHQLQ�
VHQNURQL]H� ROPDVÕ� VD÷ODQÕU�� )DNDW� EL]LP� \HQL�
X\JXODPDPÕ]GD� EX� V�UHFH� LOLúNLQ� |]HO� ELU�
\DSÕQÕQ� ROXúX�� DGDSWDV\RQ� LoLQ� oHúLWOL�
JHOLúWLUPHOHUH� YH� LODYH� oDOÕúPDODUD� QHGHQ�
ROPXúWXU�� $QFDN� EX� GD� \LQH� PHYFXW�
tecrübelerimizin de önemli kDWNÕVÕ\OD� oRN� NÕVD�
V�UHGH�KD\DWD�JHoLULOPLúWLU��6RQXo�RODUDN�V�UHoWH�
oRN� HVDVOÕ� ELU� SUREOHPOH� NDUúÕODúÕOPDPÕú��
NDUúÕODúÕODQ�KHU�]RUOXN�o|]�OHUHN�YH�GRN�PDQWH�
edilerek sonuçlar ilgili tüm bölümlerle 
SD\ODúÕOPÕúWÕU�� <LQH� WRSODQWÕODU� GD� EX� V�UHFLQ�
önemli bir SDUoDVÕGÕU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH: “Biz ikinci kez bu 
VWUDWHML\L� X\JXODGÕ÷ÕPÕ]� LoLQ�� LúELUOL÷LQH�
JLWWL÷LPL]� \HQL� EDQND� LOH� \DSWÕ÷ÕPÕ]� PHYFXW�
X\JXODPDPÕ]GD� |QJ|UHPHGL÷LPL]�� oRN� |QHPOL�
KHUKDQJL� ELU� VRUXQOD� NDUúÕODúPDGÕN�� *HoLú�
V�UHFLQGH� ROPDVÕ� JD\HW� QRUPDO� oHúLWOL�
DNVDNOÕNODU� YH\D� JHFLNPHOHU� ROPDNOD� ELUOLNWH�
KD\DWL� |QHPH� VDKLS� \D� GD� EDQNDPÕ]Õ� YH� NUHGL�
NDUWODUÕ�V�UHFLQL�oRN�]RU�GXUXPGD�EÕUDNDFDN�ELU�
VRUXQ� \DúDQPDPÕúWÕU�� ù�SKHVL]� EXQGD� LON�
GHQH\LPLPL]� QHGHQL\OH� DOW\DSÕ� YH�
RUJDQL]DV\RQXPX]XQ� \HQL� LúELUOL÷LQH� oRN�GDKD�
KD]ÕU�ROXúX�oRN�|QHPOL�ELU�IDNW|UG�U�� 

%HNOHGL÷LPL]�JLEL�oD÷UÕ�PHUNH]L�\R÷XQOX÷XPX]�
DUWPÕúWÕU�� $QFDN� V�UHNOL� GL÷HU� EDQND\OD� YH�
EDQNDPÕ]� LoLQGH� GH� LOJLOL� E|O�POHUOH� LOHWLúLP�
KDOLQGH�ROXúXPX]��H÷LWLPH�YH�|÷UHQPH\H�E�\�N�
|QHP� YHULúLPL]�� KHU� \HQL� GXUXPX�� SUREOHPL��
o|]�P�� W�P� oDOÕúPD� DUNDGDúODUÕPÕ]OD�
SD\ODúÕ\RU� ROPDPÕ]ÕQ� GD� HWNLVL\OH�
YHULPOLOL÷LPL]� |QHPOL� |Oo�GH� DUWPÕú� YH� Lú�
\�N�QGHNL� DUWÕúÕQ� �]HULQGHQ� JHOLQPLúWLU. Bu 
V�UHoWH�PHVDLOHU�YH�|÷UHQLOHQ�KHU�\HQL�NRQXQXQ��
�U�Q�Q��o|]�P�WHNQL÷LQLQ�SD\ODúÕPÕ�VRQ�GHUHFH�
HWNLOL�ROPXúWXU�� 

%X� V�UHoWH� NDUúÕODúWÕ÷ÕPÕ]� VRUXQODUGDQ� �YH\D�
GXUXPODUGDQ�� ELULVL� P�úWHULOHULPL]LQ� HVNLGHQ�
SODWLQ�NDUW� VHJPHQWLQGH�\HU�DOÕUNHQ�� \HQL� NUHGL�
kDUWÕQÕQ� �U�Q� oHúLWOLOL÷L� HVDV� DOÕQGÕ÷ÕQGD�
SUHPLXP� NDUW� VHJPHQWLQGH� \HU� DOPDODUÕ�

QHGHQL\OH� KRúQXWVX]� ROPDODUÕGÕU�� %X� GD�
tamamen yeni ürünümüzün kendi 
VWDQGDUWODUÕQGDQ�� WHUIL� PHNDQL]PDVÕQGDQ� LOHUL�
JHOGL÷L� LoLQ�� oD÷UÕ� PHUNH]L� oDOÕúDQODUÕPÕ]� EX�
GXUXPX� P�úWHULOHULPL]OH� SD\ODúPÕú� YH� RQODUÕ�
ELOJLOHQGLUPH\H� oDOÕúPÕúWÕU�� gWH� \DQGDQ�
LúELULOL÷LQH� JLWWL÷LPL]� EDQNDQÕQ� oRN� \D\JÕQ� ELU�
326� YH� VDQDO� 326� D÷ÕQÕQ� ROXúX�� JHoLú� V�UHFL�
VRQUDVÕQGD� LON� DQGD� ED]Õ� LQWHUQHW� VLWHOHULQGH�
EL]LP�NUHGL�NDUWODUÕPÕ]ÕQ�WDQÕQPDPDVÕQD�QHGHQ�
olmXúWXU��%X�WDPDPHQ�LOJLOL�EDQNDQÕQ�V�UHoOHUL�
LOH�LOJLOL\GL�YH�\LQH�\R÷XQ�LOHWLúLP�LOH��VWHVLQGHQ�
NROD\OÕNOD�JHOLQPLú�YH�KÕ]OÕFD�DWODWÕOPÕúWÕU�´ 

.DWHJRULN� dÕNDUÕP: Stratejinin hayata geçirilmesi ve 
GHYDPOÕOÕ÷ÕQÕQ� VD÷ODQPDVÕ� V�UHFLQGH� NDUúÕODúÕODQ�
sorunlar önFHOLNOH� RSHUDV\RQ� WDUDIÕQGD� HOH� DOÕQPDNWD��
EXUDGD� GD� o|]�POHQHPH]VH� ELOJL� WHNQRORMLOHUL� WDUDIÕQD�
DNWDUÕODUDN� VLVWHPVHO� o|]�POHU� JHOLúWLULOPHNWHGLU�� 'DKD�
VRQUD� W�P� o|]�POHUH� LOLúNLQ� GHWD\OÕ� ELOJL� LOJLOL� NLúL� YH�
E|O�POHUOH� SD\ODúÕOPDNWD� YH� JHUHNL\RUVD� V�UHo�
GH÷LúLNOL÷LQH�JLGLOHUHN�EX�GXUXP�X\JXODPD�WDOLPDWODUÕQD�
GD�\DQVÕWÕOPDNWDGÕU��%X�QHGHQOH�FLGGL�ELU�LOHWLúLP�D÷Õ�YH�
dokümantasyon süreci söz konusudur. Bilgi teknolojileri 
E|O�P�� \|QHWLFLVL� WDUDIÕQGDQ� GXUXP� DúD÷ÕGDNL�
GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUme: “Gerek bilgi 
WHNQRORMLOHUL� YH� JHUHNVH� NUHGL� NDUWODUÕQÕQ� oRN�
GLQDPLN� ELU� \DSÕ\D� VDKLS� YH� WHNQLN� ROXúX�
QHGHQL\OH�\DSWÕ÷ÕPÕ]� W�P�oDOÕúPDODU�� LOJLOLOHUOH�
\R÷XQ� LOHWLúLP� KDOLQGH� JHUoHNOHúWLULOPHNWHGLU��
=DWHQ� DNVL� KDOGH�GR÷UX� VRQXoODUÕ� HOGH� HWPHQL]�
mümkün olPD\DFDN� YH� HPHN� YH� ]DPDQ� LVUDIÕ�
ROXúDFDNWÕU��%X�QHGHQOH�KHU�LNL�SURMHPL]GH�KHP�
JHoLú� V�UHoOHULQGH� KHP� GH� VRQUDVÕQGD� UXWLQ�
\�U�W�OHQ� LúOHU�� LOJLOL� W�P� E|O�POHULQ� NDWÕOGÕ÷Õ�
WRSODQWÕODU�� DOÕQDQ� NDUDUODUÕQ� GRN�PDQWH�
HGLOPHVL�� X\JXODPDODUÕQ� JHOLúWLULOPHVL��
geliúWLULOHQ� X\JXODPDODUÕQ� WHVW� HGLOPHVL��
VRQXoODUÕQ� GH÷HUOHQGLULOPHVL� YH� JHUHNOL� LODYH�
DNVL\RQODUÕQ� DOÕQPDVÕ� úHNOLQGHNL� GLQDPLN� ELU�
\DSÕ� LOH� WDPDPODQPDNWDGÕU�� øúWH� EX� QRNWDGD�
LOHWLúLP� KHP� JHOLúWLUPHN� KHP� GH� VRQXoODUÕ�
GH÷HUOHQGLUPHN� DQODPÕQGD� oRN� NULWLN� ELU� URle 
VDKLSWLU��%X�ED÷ODPGD�LOHWLúLPL�WRSODQWÕODUOD��H-
SRVWD� \D]ÕúPDODUÕ� LOH� YH\D� LOJLOL� X\JXODPD�
WDOLPDWÕ�UHYL]\RQODUÕQÕ�GL÷HU�E|O�POHUOH�ELUOLNWH�
\DSDUDN� VD÷ODPDNWD\Õ]�� 7DEL� NL� X\JXODPD�
WDOLPDWODUÕ� YH� EXQODUÕQ� J�QFHOOL÷L� HGLQGL÷LPL]�
bilgiler çerçevesinde geOLúWLUGL÷LPL]�o|]�POHULQ�
HWNLQ� ELU� LúOH\LúH� NDYXúWXUXOPDVÕ� YH� D\QÕ�
]DPDQGD� GRN�PDQWH� HGLOPHVL� ED÷ODPÕQGD� VRQ�
GHUHFH�|QHPOL�ELU�LúOHYH�VDKLSWLU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 
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%LUH\VHO� 'H÷HUOHQGLrme�� ³+HU� úH\GHQ� |QFH�
%''.�YH�LOJLOL�GL÷HU�UHVPL�NXUXPODU�WDUDIÕQGDQ�
oÕNDUÕOPÕú� G�]HQOHPHOHU� oHUoHYHVLQGH� W�P�
EDQNDODUGD�ROGX÷X�JLEL�EDQNDPÕ]GD�GD�P�úWHUL�
úLND\HWOHUL� YH� PHPQXQL\HWL� HOHNWURQLN�
YHULWDEDQODUÕPÕ]GD� L]OHQPHNWH� YH� W�P�
DNVL\RQODU� RODELOGL÷LQFH� KÕ]OÕ� úHNLOGH�
DOÕQPDNWDGÕU�� 'ROD\ÕVÕ\OD� NDUúÕODúWÕ÷ÕPÕ]�
VRUXQODU� YH� DOGÕ÷ÕPÕ]� DNVL\RQODU� |QFHOLNOH� EX�
YHULWDEDQÕ��]HULQGHQ�L]OHQPHNWHGLU��gWH�\DQGDQ�
NDUúÕODúWÕ÷ÕPÕ]� VRUXQODUÕ� GD� JHOLúWLULOHQ�
o|]�POHUL�GH�KHPHQ�W�P�DUNDGDúODUÕPÕ]OD�\D]ÕOÕ�
RODUDN��|UQH÷LQ�H-pRVWD�LOH��SD\ODúÕ\RUX]��%X�GD�
NDUúÕODúWÕ÷ÕPÕ]�VRUXQODUGDQ�GHUVOHU�DOPDPÕ]Õ�YH�
NHQGLPL]L� JHOLúWLUPHPL]L� VD÷ODPDNWDGÕU��
+HUKDQJL�ELU�VRUXQ�E|O�P�P�]OH�LOJLOL�GH÷LO�LVH��
öncelikle ilgili bölüme gönderiyor, sonra da 
RQXQ� o|]�O�S� o|]�OPHGL÷LQL� WDNLS� HGL\RUX]��
SRQXoODUÕ�GD�KHU�]DPDQ�P�úWHUL�LOH�WHOHIRQ�YH\D�
e-posta ile ya da her iki kanalla birlikte 
SD\ODúÕ\RUX]�´ 

.DWHJRULN� dÕNDUÕP�� %LU� EDQNDQÕQ� NUHGL� NDUWÕQÕQ� ELU�
EDúND� EDQNDQÕQ� 326� FLKD]Õ� �]HULQGHQ� NXOODQÕOPDVÕ�
halinde (sadece) provizyon transfer verisi BankalarDUDVÕ�
.DUW� 0HUNH]L� �%.0�� DUDFÕOÕ÷Õ\OD� LNL� EDQND� DUDVÕQGD�
WUDQVIHU� HGLOPHNWHGLU�� $QFDN� RUWDNODúD� UHNDEHW�
VWUDWHMLVLQGH� PDOL\HWOHUL� D]DOWPDN� DGÕQD� LúELUOL÷L� \DSDQ�
EDQNDODU� DUDVÕQGD� NXUXODQ� KDWODU� LOH� EX� YHULQLQ� LOHWLPL�
mümkündür. Yani bir anlamda BKM üzerindHQ� LúOHP�
\DSÕOPDPDNWD��EDQNDODU�GR÷UXGDQ�NHQGL�DUDODUÕQGD�YHUL�
WDUDQVIHULQL� JHUoHNOHúWLUPHNWHGLUOHU�� $QFDN� EX� W�U�
X\JXODPDODUGD� ELOH� P�úWHUL� ELOJLOHULQLQ� JL]OLOL÷L� VRQ�
GHUHFH�|QHPOL�ROXS��JL]OLOL÷LQ� LKODO� HGLOPHVL� YH�P�úWHUL�
ELOJLOHULQLQ�GL÷HU�EDQND�WDUDIÕndan görülmesi söz konusu 
GH÷LOGLU��%LOJL�WHNQRORMLOHUL�WDUDIÕQGD�P�úWHUL�ELOJLOHULQLQ�
JL]OLOL÷LQLQ�NRUXQPDVÕ�DúD÷ÕGDNL�JLEL�DoÕNODQPÕúWÕU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³0�úWHUL� JL]OLOL÷L�
EDQNDODU� YH� GL÷HU� ILQDQVDO� NXUXPODU� LoLQ� VRQ�
derece önemli ve öncelikli bir konudur. Bizim 
KHUKDQJL� ELU� P�úWHULPL]LQ� ELOJLOHULQH� LúELUOL÷L�
\DSWÕ÷ÕPÕ]� EDQND� GDKLO� EDúND� ELU� NXUXPXQ�
XODúPDVÕ�P�PN�Q�GH÷LOGLU�YH�]DWHQ�EX�KXNXNHQ�
GH�\DSWÕUÕPÕ�RODQ�ELU�KXVXVWXU��1RUPDOGH��\DQL�
ELU�EDQNDQÕQ�NHQGL�NUHGL�NDUWÕ�PDUNDVÕ�YH�326�
D÷ÕQÕQ� ROGX÷X� GXUXPGD�� H÷HU� ELU�P�úWHULVL� ELU�
EDúND� EDQNDQÕQ� 326� D÷Õ� �]HULQGHQ� LúOHP�
\DSPDN� LVWHUVH�� LúOHP� ELOJLOHUL� EX� LNL� EDQND�
DUDVÕQGD� %.0� DUDFÕOÕ÷Õ\OD� SD\ODúÕOPDNWD� YH�
özellikle belirtmeliyim ki sadece provizyon 
talep bilgisi transfer edilmektedir. Öte yandan 
bi]LP�PHYFXW�LúELUOL÷L�X\JXODPDPÕ]GD��LúELUOL÷L�
\DSWÕ÷ÕPÕ]� EDQNDQÕQ� 326� D÷Õ� �]HULQGHQ� ELU�
LúOHP� \DSÕOÕUVD� EX� LúOHP� ELOJLVL� �\LQH�
YXUJXODPDOÕ\ÕP� NL� VDGHFH� SURYL]\RQ� WDOHS�
bilgisi – P�úWHUL� ELOJLVL� GH÷LO�� %.0� \HULQH� R�
EDQND� LOH� EDQNDPÕ]� DUDVÕQGDNL� ED÷ODQWÕ�

üzeULQGHQ� GR÷UXGDQ� LOHWLOPHNWHGLU�� $QFDN�
EXUDGD�GD�P�úWHUL�ELOJLVL�GH÷LO�VDGHFH�YH�VDGHFH�
provizyon talep bilgisi transfer edilmektedir ki 
zaten bu bilgi de gerekli güvenlik önlemleri 
DOÕQPÕú� ELU� úHNLOGH� WUDQVIH� HGLOPHNWHGLU��
'ROD\ÕVÕ\OD� P�úWHUL� ELOJLOHULQLQ� J�YHQOL÷L� KHU�
EDQNDGD�ROGX÷X�JLEL�EL]LP�EDQNDPÕ]GD�GD�VRQ�
GHUHFH� KDVVDVL\HWOH� VD÷ODQPDNWDGÕU�
diyebilirim.” 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³%LOGL÷LQL]� �]HUH�
P�úWHUL� ELOJLOHULQLQ� JL]OLOL÷L� oRN� |QHPOL� YH�
KXNXNL� ELU� NRQXGXU�� %DQNDPÕ]� GD� GL÷HU� W�P�
EDQNDODUGD� ROGX÷X� JLEL� EX� NRQX\D� oRN� E�\�N�
önem vermekte ve gerekli tüm önlemleri 
DOPDNWDGÕU�� %X� ED÷ODPGD� QH� EL]LP� LúELUOL÷L�
\DSWÕ÷ÕPÕ]� EDQNDQÕQ� P�úWHULOHULQLQ� ELOJLVLQH�
XODúPDPÕ]�� QH� GH� RQODUÕQ� EL]LP� P�úWHUL�
ELOJLOHULPL]H�XODúPDVÕ� V|]�NRQXVX�GH÷LOGLU��9H�
]DWHQ� EDQNDODU� DUDVÕQGDNL� ELOJL� WUDQVIHUOHUL� GH�
sadece ilgili bilgilerin transferinden ibaret olup, 
JHUHNOL� |QOHPOHU� �|UQH÷LQ� úLIUHOHPH�� DOÕQDUDN�
\DSÕOPDNWDGÕU�� 'ROD\ÕVÕ\OD� P�úWHUL� ELOgilerinin 
SD\ODúÕOPDVÕ�V|]�NRQXVX�ROPD\ÕS��YHUL�J�YHQOL÷L�
LoLQ� JHUHNOL� |QOHPOHU� DOÕQPDNWDGÕU�� 7DEL� EX�
V�UHoWH� J�YHQOL÷L� DUÕWUPDN� YH\D� \HQL� �U�QOHUOH�
LOJLOL� J�YHQOLNOHUL� WHVLV� HWPHN� LoLQ� \XNDUÕGD�
EDKVHWWL÷LP� �]HUH� \LQH� H÷LWLP� YH� JHOLúWLUPH�
oDOÕúPDODUÕ� V�UHNOL� \DSÕOPDNWD� YH� J�QFHOOHQHQ�
uygulamalarla ilgili olarak tüm personelimiz 
bilgilendirilmektedir.” 

.DWHJRULN�dÕNDUÕP��dDOÕúPD\D�NRQX�EDQND�� LON�RODUDN�
����� \ÕOÕQGD� SD]DUGD� RUWD� E�\�NO�NWH� ELU� SD\D� VDKLS�
EDQND�LOH�LúELUOL÷L�JHOLúWLUPLú�YH�EX�X\JXODPD���\ÕO�Gevam 
HWPLúWLU�� $QFDN� �� \ÕO� VRQUDVÕQGD� PHYFXW� V|]OHúPHQLQ�
ELWLPL\OH�ELUOLNWH��SD]DUÕQ�LON�LNL�R\XQFXVXQGDQ�ELUL�RODQ�
EDúND�ELU� E�\�N�EDQND� LOH� LúELUOL÷LQH�JLGLOPHVLQH� NDUDU�
YHULOPLúWLU��%X�GH÷LúLNOL÷LQ�HVDV�QHGHQL��SD]DU�SD\Õ�GDKD�
E�\�N�RODQ�EDQNDQÕQ�NUHGL�NDUWÕ�PDUNDVÕQÕQ�ELOLQLUOL÷LQLQ�
GDKD� \�NVHN� ROPDVÕ� QHGHQL\OH� UHNDEHW� �VW�QO�÷��
VD÷OD\DFD÷ÕGÕU��%LOJL� WHNQRORMLOHUL�E|O�P��WDUDIÕQGDQ�EX�
GXUXP�DúD÷ÕGDNL�JLEL�LIDGH�HGLOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³øúELUOL÷L� \DSWÕ÷ÕPÕ]�
EDQND\Õ� \DNÕQ� ]DPDQGD� GH÷LúWLUPHPL]deki en 
|QHPOL� IDNW|U�� ú�SKHVL]� LON� VWUDWHML\L�
X\JXODUNHQNL�LOH�D\QÕGÕU�YH�R�GD�GDKD�JHQLú�ELU�
326� D÷Õ� YH� UHNDEHW� �VW�QO�÷�� HOGH� HWPHN�
VXUHWL\OH� SD]DU� SD\ÕPÕ]Õ� YH� JHOLUOHULPL]L�
DUWÕUPDNWÕU�� <HQL� LúELUOL÷L� \DSWÕ÷ÕPÕ]� EDQNDQÕQ�
SD]DUÕQ� LNL� |QHPOL� R\XQFXVXQGDQ ELUL� ROXúX��
EL]LP� UHNDEHW� �VW�QO�÷�� HOGH� HWPHPL]GH� VRQ�
GHUHFH�HWNLOL�RODFDNWÕU�´ 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 
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%LUH\VHO� 'H÷HUOHQGLUPH: “Yeni bir banka ve 
NUHGL�NDUWÕ�LOH�X\JXODPD\D�GHYDP�etmemizdeki 
HQ� |QHPOL� QHGHQ�� ú�SKHVL]� EL]L� EX� W�U�
X\JXDODPDODUD�VHYN�HGHQ�VHEHSOH�D\QÕ�ROXS��R�GD�
UHNDEHW��VW�QO�÷��YH�NkU�HWPHNWLU��d�QN��\HQL�
NDUWOD� ELUOLNWH� �U�Q� oHúLWOLOL÷L� DUWWÕ÷Õ� YH� \HQL�
VLVWHPOHU� X\JXODPD\D� JHOGL÷L� LoLQ�� P�úWHUL�
memnuniyetimiz, dola\ÕVÕ\OD� P�úWHUL� VD\ÕPÕ]�
YH� NkUOÕOÕ÷ÕPÕ]� GD� DUWPDNWDGÕU�� hU�Q�
oHúLWOLOL÷LQLQ� DUWÕúÕ� P�úWHULOHULPL]LQ� GH� LOJLVLQL�
|QHPOL� |Oo�GH� DUWÕUPÕúWÕU�� %X� GD� KHP�
EDQNDPÕ]ÕQ� KHP� GH� NDUW� KDFPLPL]LQ� ROXPOX�
HWNLOHQPHVLQH�VHEHEL\HW�YHUPLúWLU�´ 

.DWHJRULN� dÕNDUÕP�� %DQNDQÕQ� LNLQFL� NH]� RUWDNODúD�
UHNDEHW� VWUDWHMLVLQL� X\JXODPDVÕQGD� YH� LúELUOL÷L� \DSDFD÷Õ�
EDQND\Õ�VHoPHVLQGH�LON�EDQNDGDQ�ND]DQGÕNODUÕ�GHQH\LP��
LON� VWUDWHMLGHQ� EHNOHQWLOHULQLQ� NDUúÕODQPD� RUDQÕ� HWNLOL�
ROPXúWXU��gWH�\DQGDQ�LON�X\JXODPD�EDQND\D�oRN�|QHPOL�
bir deneyim kazanGÕUPÕú�YH� LNLQFLQLQ�oRN�GDKD�KÕ]OÕ�YH�
HIHNWLI� JHoPHVLQL� VD÷OD\DFDN� GHUVOHU� LONLQGHQ�
ND]DQÕOPÕúWÕU�� %X� GHQH\LPOHULQ� GRN�PDQWH� HGLOPLú�
ROPDVÕ� YH� V�UHFLQ� WDPDPÕQÕQ� LOJLOL� E|O�POHU� DUDVÕQGD�
\R÷XQ� LOHWLúLP�JHUHNWLUPHVL� YH�EX� LOHWLúLPLQ�GH� VD÷OÕNOÕ�
úHNLOGH� WHVLV HGLOPHVL�� EDQNDQÕQ� |÷UHQPHVLQL� YH� LNLQFL�
X\JXODPDQÕQ�HIHNWLI�úHNLOGH�LúOHWLOPHVLQL�VD÷ODPÕúWÕU��%X�
GXUXP� ELOJL� WHNQRORMLOHUL� E|O�P�� WDUDIÕQGDQ� DúD÷ÕGDNL�
JLEL�LIDGH�HGLOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³øON� \DSWÕ÷ÕPÕ]�
LúELUOL÷LQL� |÷UHQPH� ED÷ODPÕQGD� oRN� önemli 
EXOX\RUXP�� d�QN�� LON� oDOÕúPDPÕ]� LNLQFL�
oDOÕúPDPÕ]ÕQ� oRN� GDKD� KÕ]OÕ� YH� YHULPOL�
JHoPHVLQL� VD÷ODPÕúWÕU�� gWH� \DQGDQ� KHU� LNL�
uygulamadan da hem banka olarak hem de 
oDOÕúDQODU� RODUDN� oRN� úH\� |÷UHQGLN�� +HP� NDUW�
SD]DUÕQGDNL� \HQL� X\JXODPDODUÕ� KHP� GH�
süreçlerLQ�QDVÕO�WHVLV�HGLOHFH÷LQL�úLPGL�oRN�GDKD�
L\L� ELOL\RUX]� YH� EX� KHU� LNL� LúELUOL÷LQLQ� RUWDN�
sonucudur.” 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL�\|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³øON� \DSWÕ÷ÕPÕ]�
X\JXODPDPÕ]GDQ� NHVLQOLNOH� oRN� úH\� |÷UHQGLN��
%LU�NHUH�NUHGL�NDUWODUÕ�NRQXVXQGD�ELU�LúELUOL÷LQLQ�
QDVÕO� \DSÕOGÕ÷ÕQÕ�� QHOHUH� GLNNDW� HGLOPHVL�
JHUHNWL÷LQL�� V�UHFL� QHOHULQ� \DYDúODWDELOHFH÷LQL�
ELOGL÷LPL]� YH� DOW\DSÕPÕ]� |QHPOL� |Oo�GH� KD]ÕU�
ROGX÷X� LoLQ� LNLQFL� X\JXODPDGD� QHUHGH\VH� KLo�
zorlaQPDGÕN� GL\HELOLULP�� øNLQFL�
X\JXODPDPÕ]GD�� LON� X\JXODPDGD� \DSÕODQ�
DNVDNOÕNODU� YH� KDWDODU� GD� JLGHULOGL÷L� LoLQ� oRN�
GDKD� HIHNWLI� ELU� V�UHo� LúOHWLOPLú� ROGX��
'ROD\ÕVÕ\OD� LON� X\JXODPDGDQ� ND]DQGÕ÷ÕPÕ]�
WHFU�EHPL]��EX�GHQH\LPOHULQ�ND\ÕW�DOWÕQD�DOÕQPÕú�
ROPDVÕ�YH�VLVWHPOHUGH�\DSÕODQ�oDOÕúPDODU�LNLQFL�
V�UHFL�oRN�NÕVDOWWÕ�YH�HIHNWLI�KDOH�JHWLUGL�´ 

.DWHJRULN� dÕNDUÕP�� %DQNDQÕQ� X\JXODGÕ÷Õ� KHU� LNL�
LúELUOL÷L� VWUDWHMLVL� GH� EDQNDGD� LOJLOL� DODQGD� oDOÕúDQ�
personelin bireysel yetkinliklerinin önemli derecede 
DUWPDVÕQÕ�VD÷ODPÕúWÕU� Burada hem sürecin tesis edilmesi 
KHP� GH� LúOHU� WXWXOPDVÕ� VRQ� GHUHFH� |QHPOLGLU�� gUQH÷LQ�
WDNVLW� X\JXODPDVÕ� GÕúDUÕGDQ� EDNÕOGÕ÷ÕQGD� oRN� EDVLW�
J|U�QPHNOH�ELUOLNWH��ELOJL� WHNQRORMLOHUL� WDUDIÕQGD� VÕUI�EX�
X\JXODPD� LoLQ� oRN� FLGGL� oDOÕúPDODU� \DSÕOPÕúWÕU�� %X� GD�
ilgiOL� SHUVRQHOLQ� EX� NRQXGD� GHQH\LP� ND]DQPDVÕQÕ�
VD÷ODPÕúWÕU�� gWH� \DQGDQ� W�P� V�UHFLQ� WRSODQWÕ� QRWODUÕ��
X\JXODPD� WDOLPDWODUÕ� YH� GX\XUX� JLEL� \D]ÕOÕ� LOHWLúLP�
NDQDOODUÕ�LOH�GRN�PDQWH�HGLOPHVL�YH�SD\ODúÕPD�VXQXOPDVÕ�
HOGH� HGLOHQ� ELOJLQLQ� NDOÕFÕOÕ÷ÕQÕ� YH� J�QFHOOL÷LQL�
VD÷ODPÕúWÕU�� %LOJL� WHNQRORMLOHUL� E|O�P�� WDUDIÕQGDQ� EX�
GXUXP�DúD÷ÕGDNL�JLEL�LIDGH�HGLOPLúWLU� 

%LUH\VHO�'H÷HUOHQGLUPH: “Daha önce de ifade 
HWWL÷LP� �]HUH�� EX� X\JXODPDODU� NDUW� SD]DUÕQÕ��
X\JXODPDODUÕ�� VLVWHPOHUL�� EXQODUÕQ� QDVÕO�
NXUXOPDVÕ�JHUHNWL÷LQL�YH�VRUXQODUD�QDVÕO�o|]�P�
JHOLúWLULOHFH÷LQL� EHOLUOHPHN� ED÷ODPÕQGD� VRQ�
GHUHFH�ID\GDOÕ�ROGX��ùX�DQGD�SHUVRQHOLPL]� W�P�
kart süreçlerini, yani taksit, taksit öteleme, 
bonus gibi özellikli hizmetleri çok iyi bilmekte, 
NDUúÕODúÕODQ� VRUXQODUD� DQÕQGD� o|]�P�
üretilebilmektedir. <DQL� \HWNLQOL÷LPL]� EX� LNL�
X\JXODPD� LOH� |QHPOL� |Oo�GH� DUWPÕúWÕU�� gWH�
\DQGDQ�\DSÕODQ�KHUúH\LQ�GRN�PDQWH�HGLOPHVL�YH�
LOJLOLOHUOH� GH� SD\ODúÕOPDVÕ� |÷UHQLOHQ� ELOJLOHULQ�
EDQND� JHQHOLQGH� SD\ODúÕOPDVÕ� DQODPÕQGD� VRQ�
derece hayatidir.” 

2SHUDV\RQODU�WDUDIÕQGD�J|UHYOL \|QHWLFL�WDUDIÕQGDQ�NRQX�
DúD÷ÕGDNL�JLEL�GH÷HUOHQGLULOPLúWLU� 

%LUH\VHO� 'H÷HUOHQGLUPH�� ³'L÷HU� EDQNDODUOD�
JHUoHNOHúWLUGL÷LPL]�LNL�LúELUOL÷L�X\JXODPDPÕ]�GD�
EL]LP�� NUHGL� NDUWODUÕ� SD]DUÕQÕ� GDKD� L\L�
WDQÕPDPÕ]Õ�� �U�Q� YH� KL]PHWOHULPL]L�
oHúLWOHQGLUPHPL]L�� NDUúÕODúWÕ÷ÕPÕ]� SUREOHPOHUL�
oRN�GDKD�NROD\�YH�KÕ]OÕ�o|]PHPL]L� VD÷ODPÕúWÕU�
GL\HELOLULP��(VNLGHQ�ELU��U�Q��ELOL\RUNHQ�úLPGL�
yeni uygulama ile ikinci bir ürünü daha biliyor 
ROGXN��%XQD� LODYHWHQ�\HQL�NUHGL�NDUWÕQÕQ�HNVWUD�
|]HOOLNOHUL�GH�oHúLWOL�úHNLOOHUGH�EL]L�HWNLOHPLú�YH�
\LQH� NHQGLPL]L� J�QFHO� WXWPDPÕ]Õ� VD÷ODPÕúWÕU��
%X� V�UHoWH� KHUúH\GHQ� |QFH� |÷UHQGLNOHULPL]�
DUWDQ� Lú� \�N�QH� UD÷PHQ� SHUIRUPDQVÕPÕ]ÕQ� GD�
DUWPDVÕQÕ� EHUDEHULQGH� JHWLUPLúWLU�� <DQL�
QHUHGH\VH�D\QÕ�VD\ÕGD�SHUVRQHOOH�úLPGL�GDKD�oRN�
VD\ÕGD� P�úWHUL\H� oRN� GDKD� oHúLWOL ürünlerle 
KL]PHW�YHUHELOPHNWH\L]��%X�GD�KLo�NXúNX�\RN�NL�
KHU� LNL� GHQH\LPLPL]LQ� YH� EXQODUÕ� E|O�P� YH�
EDQND� JHQHOLQGH� SD\ODúPDPÕ]ÕQ� HQ� GR÷DO�
sonucudur.” 

4. 6RQXo�YH�'H÷HUOHQGLUPH 

.UHGL�NDUWODUÕ�SD]DUÕ�EDQNDFÕOÕN�VHNW|U�Q�Q�NkU�PDUMÕQÕQ�
en yüksek, bu nedenle de UHNDEHWLQ� HQ� \R÷XQ� ROGX÷X�
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VHJPHQWLGLU��%X�VHNW|UGH�YDU�RODELOPHN�KHUúH\GHQ�|QFH�
ELOLQLUOL÷L�\�NVHN�ELU�NUHGL�NDUWÕ�PDUNDVÕQD�YH�JHQLú�ELU�
326�D÷ÕQD�ED÷OÕGÕU��5HNDEHWLQ�E|\OHVLQH�\R÷XQ�ROGX÷X�
ELU� SD]DUGD� \HU� HGLQHELOPHN� YH� SD]DU� SD\ÕQÕ� DUWÕUPDN�
isteyen küçüN�|OoHNOL�EDQNDODU�YH\D�J�oO��ELU�NUHGL�NDUWÕ�
PDUNDVÕQÕ�YH�JHQLú�ELU�326�D÷ÕQÕ�NÕVD�V�UHGH�WHVLV�HGHFHN�
PDOL\HWOHUH�NDWODQDPD\DFDN�EDQNDODU��NUHGL�NDUWÕ�PDUNDVÕ�
J�oO�� YH� 326� D÷Õ� JHQLú� RODQ� EDQNDODU� LOH� LúELUOL÷LQH�
gitmeyi tercih etmektedirler ve bu durum oUWDNODúD�
UHNDEHW� VWUDWHMLOHULQLQ� ELU� |UQH÷LQL� WHúNLO� HWPHNWHGLU�
(Demirel, vd., 2011, Dagnino & Padula, 2007, Eriksson, 
2008, Garcia, Bardhi & Friedrich, 2007). 

%DQNDODU� NUHGL� NDUWODUÕ� NRQXVXQGDNL� RUWDNODúD� UHNDEHW�
VWUDWHMLVLQGHQ� UHNDEHW� �VW�QO�÷�� HOGH� HWPHyi ve kredi 
NDUWODUÕQGDNL� NkUODUÕQÕ� DUWÕUPD\Õ� SODQODPDNWDGÕUODU��
<DSÕODQ� oDOÕúPDODU�� EX� VWUDWHMLOHULQ� OLWHUDW�UGH� GH� LIDGH�
HGLOGL÷L� �]HUH� UHNDEHW� �VW�QO�÷�� \DUDWWÕ÷ÕQÕ� YH� SD]DU�
SD\ÕQÕQ� DUWÕUÕOPDVÕ� VRQXFXQX� GR÷XUGX÷XQX�
göstermektedir. Ancak bu stratejinin önemli 
JHWLULOHULQGHQ�ELUL�GH�|UJ�WVHO�|÷UHQPHGLU�(Demirel, vd., 
2011, Gynawalli, He & Madhavan, 2006, Gynawali & 
Madhavan, 2001)��g]HOOLNOH�NUHGL�NDUWODUÕ�JLEL�ELU�\|Q��
\R÷XQ�úHNLOGH�ELOJL�WHNQRORMLOHULQH�ED÷OÕ�RODQ�V�UHoOHUGH�
\DSÕODQ�LúELUOLNOHUL��WDUDIODU�DUDVÕQGD�FLGGL�ELOJL�WUDQVIHULQL�
GH� EHUDEHULQGH� JHWLUPHNWHGLU�� .UHGL� NDUWÕ� PDUNDVÕ�
NXOODQÕP� KDNNÕQÕ� HOGH� HGHQ� EDQND�� VLVWHPOHULQL� YH�
V�UHoOHULQL�\HQL��U�QH�YH�GL÷HU�EDQND\D�DGDSWH�HWPHNWH�
YH�EX�V�UHoWH�NDUúÕ�WDUDIWDQ�|QHPOL�ELU�GHVWHN�DOPDNWDGÕU��
Bu sayeGH�KHP�SHUVRQHOLQ�\HWNLQOL÷L�DUWPDNWD�YH�KHP�GH�
sürecin dokümante edilip ilgililerle uygun kanallarla 
SD\ODúÕOPDVÕ� VD\HVLQGH� EDQND� JHQHOLQGH� NUHGL� NDUWODUÕ�
X\JXODPDODUÕQÕQ� HIHNWLIOL÷L� YH� YHULPOLOL÷L�
yükselmektedir. 

%X�oDOÕúPDGD��NUHGL�NDUWODUÕ�NRQXVXQGD�RUWDNODúD�UHNDEHW�
VWUDWHMLVL�X\JXOD\DQ�ELU�|]HO�EDQNDQÕQ�ELOJL�WHNQRORMLOHUL�
ve operasyon bölümlerinde görevli orta düzey 
\|QHWLFLOHUL\OH� \DSÕODQ� \DUÕ� \DSÕODQGÕUÕOPÕú� P�ODNDWODU�
LOH��EDQNDQÕQ�VWUDWHML\H�EDNÕúÕ��VWUDWHMLGHQ�EHNOHQWLOHUL�YH�
|UJ�WVHO� |÷UHQPHQLQ QDVÕO� JHUoHNOHúWLULOGL÷L�
DUDúWÕUÕOPÕúWÕU�� <DUÕ� \DSÕODQGÕUÕOPÕú� P�ODNDWODUGD�
\|QHWLFLOHUH�� |÷UHQPHQLQ� QDVÕO� JHUoHNOHúWL÷L�� L]OHPH��
DQDOL]�� UDSRUODPD� V�UHoOHULQLQ� QDVÕO� \�U�W�OG�÷��� ELOJL�
SD\ODúÕPÕQÕQ�KDQJL�NDQDOODUOD�JHUoHNOHúWLULOGL÷L��H÷LWLPLQ�
ve tecrübe ND]DQPDQÕQ� VWUDWHMLQLQ� EDúDUÕVÕQGDNL� URO�QH�
LOLúNLQ� VRUXODU� \|QHOWLOPLú� YH� DOÕQDQ� FHYDSODU�
oHUoHYHVLQGH�GH÷HUOHQGLUPHOHU�\DSÕOPÕúWÕU��%DQND������– 
����� \ÕOODUÕ� DUDVÕQGD� NUHGL� NDUWODUÕ� SD]DUÕQGD� RUWD�
E�\�NO�NWH� SD\Õ� RODQ� ELU� EDúND� EDQND� LOH� RUWDNODúD�
rekabHW�VWUDWHMLVLQL�X\JXODPÕú��EXUDGDQ�DOGÕ÷Õ�GHUVOHULQ�GH�
HWNLVL\OH�V|]OHúPHQLQ�ELWLPL\OH�ELUOLNWH�SD]DUÕQ�HQ�E�\�N�
LNL� R\XQFXVXQGDQ� ELUL\OH� LúELUOL÷LQH� JLWPH\L� WHUFLK�
HWPLúWLU�� øúWH� EX� QRNWDGD� |UJ�WVHO� |÷UHQPH� LNL� |QHPOL�
IRQNVL\RQX� \HULQH� JHWLUPLúWLU�� %XQODUdan ilki, ikinci 
EDQNDQÕQ�VHoLPLQGH� LON�VWUDWHMLGHQ�DOÕQDQ�GHUVOHUGLU�� øON�
VWUDWHML�� SD]DUGD� RUWDNODúD� UHNDEHWLQ� LúH� \DUD\DELOPHVL�
LoLQ�� LúELUOL÷LQH� NRQX� NUHGL� NDUWÕ� PDUNDVÕQÕQ� HQ�

E�\�NOHUGHQ�ELUL�ROPDVÕ�JHUHNWL÷LQL�EDQND\D�ELU�DQODPGD�
|÷UHWPLúWLU��<DQL�EDúDUÕOÕ�ELU�RUWDNODúD�UHNDEHW� VWUDWHMLVL�
LoLQ�� LúELUOL÷LQH� JLWWL÷LQL]� EDQNDQÕQ� NUHGL� NDUWÕ� PDUNDVÕ�
ELOLQLUOL÷L�LOH�326�D÷Õ�JHQLúOL÷L�oRN�NULWLN�XQVXUODUGÕU�YH�
DQFDN�ELOLQLUOL÷L�\�NVHN�ELU�NUHGL�NDUWÕ�PDUNDVÕ�YH�JHQLú�
326�D÷Õ�RODQ�EDQND�LOH�\DSÕODQ�LúELUOL÷L EHNOHQHQ�ID\GD\Õ�
VD÷ODPDNWDGÕU�� %DQND� EX� GXUXPX� PHYFXW� LúELUOL÷L�
VRQXoODUÕQGDQ�� SHUIRUPDQV� UDSRUODUÕQGDQ� YH� SL\DVDGDNL�
EHQ]HU� GL÷HU� X\JXODPDODUÕQ� LOJLOL� EDQNDODUD� RODQ�
HWNLVLQGHQ�HOGH�HWPLúWLU��'ROD\ÕVÕ\OD�EDQND�VDGHFH�NUHGL�
NDUWODUÕ� SD]DUÕQGD� QDVÕO� YDUROXQDFD÷ÕQÕ� GH÷LO� D\QÕ�
]DPDQGD� RUWDNODúD� UHNDEHWLQ� GLQDPLNOHULQL� GH�
|÷UHQPLúWLU�� gUJ�WVHO� |÷UHQPHQLQ� LNLQFL� |QHPOL�
fonksiyonu da, strateji sayesinde, yani bankalar 
DUDVÕQGDNL� LúELUOL÷L� QHWLFHVLQGH�� NUHGL� NDUWÕ� V�UHoOHULQLQ�
QDVÕO�NXUXODFD÷ÕQÕQ��WDNVLWOHQGLUPH, taksit öteleme, bonus 
JLEL�\HQL�X\JXODPDODUÕQ�VLVWHPH�YH�SHUVRQHOH�QDVÕO�DGDSWH�
HGLOHFH÷LQLQ�� SUREOHPOHULQ� QDVÕO� WHVSLW� HGLOLS� QDVÕO�
o|]�OHFH÷LQLQ� YH� EXQODUÕQ� EDúDUÕOPDVÕQGD� LOHWLúLPLQ� YH�
dokümantasyonun rolünün net olarak idrak edilmesidir. 
dDOÕúPD�EXOJXODUÕQGD�GHWD\OÕ�úHNLOGH�L]DK�HGLOGL÷L��]HUH��
EDQNDQÕQ� LON� VWUDWHMLVL� LNLQFL� VWUDWHMLVLQLQ� EDúDUÕVÕQÕ�
GR÷UXGDQ�HWNLOHPLú�YH�LNLQFL�VWUDWHMLQLQ�HIHNWLI�ELU�úHNLOGH�
NXUXOPDVÕQGD� VRQ� GHUHFH� HWNLOL� ROPXúWXU�� %X� HWNLQLQ�
JHUoHNOHúPHVLQGH�LVH�EDQNDQÕQ�LON�VWUDWHML\H�LOLúNLQ�W�P�
süreci dokümante etmesi, ilgili herkesin tüm süreç 
konusunda en etkili kanallarla bilgilendirilmesi, 
VRUXQODUÕQ� WHVSLW� YH� o|]�P�QH� LOLúNLQ� \|QWHPOHULQ� YH�
VRQXoODUÕQ�GRN�PDQWH�HGLOPHVL�YH�LOJLOLOHUOH�SD\ODúÕOPDVÕ�
HWNLOL� ROPXúWXU�� <DQL� EDQND� NUHGL� NDUWODUÕ� SD]DUÕQGD�
RUWDNODúD�UHNDEHW�VWUDWHMLVLQL�QDVÕO�NXUDFD÷ÕQÕ�|÷UHQPLú�YH�
EX�GD�LNLQFL�X\JXODPDQÕQ�LONLQH�NÕ\DVOD�oRN�GDKD�YHULPOL�
\�U�W�OPHVLQL�VD÷ODPÕúWÕU� 
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