Guniimiz is hayatinda ciddi bir rekabet ortami gézlemlenmektedir. is hayatindaki s6z konusu
rekabete ek olarak diinyada sosyal ve ekonomik hayatta dnemli degisimler yasanmaktadir. Ozellikle
de teknolojik degisiklikler ve iletisim teknolojilerinde goriilen yenilikler is hayatinda ve sosyal hayatta
hizli bir degisimin yasanmasina neden olmaktadir. Firmalar s6z konusu degisimlere ayak
uyduramadiklari durumlarda rekabet avantajini kaybetmektedirler. Rekabet avantajinin
kaybedilmesinde 6zellikle de mevcut misterilerin elde tutulamamasi ve yeni misteri kazanamama
durumu belirleyici olmaktadir. Firmalar, misteri memnuniyetinin saglanmasi yoluyla hem musterileri
elde tutma, hem de yeni musteriler kazanma agisindan olumlu bir siireg ylritmelidirler. Bu asamada
dikkat edilmesi gereken 6nemli noktalardan biri de musterilerin beklentilerine cevap verirken zamani
iyi planlamak ve yénetebilmektir. Zamanin iyi planlanmasi ve yonetilmesi 6zellikle kargo sektori gibi
zamanin ¢ok 6nemli oldugu sektorlerde daha biylik 6Gnem kazanmaktadir. Bu ¢alismanin amaci, kargo
sektoériinde yoneticilerin zaman yonetimi yeterliliklerinin miisteri kazanimina ve musteri
memnuniyetine olan etkilerinin incelenmesidir. Bu amaca ulasmak icin Tirkiye genel Aras Kargo
kurumunda calisan 391 katilimciya zaman yénetimi ve musteri memnuniyeti 6l¢eklerinden olusan
anket formu uygulanmis ve elde edilen verilerin SPSS 23.0 programi ile analiz edilmistir. Calisma
sonucunda misteri memnuniyetinin %73, zamani planlama ve yénetmenin %81 ve zamani
planlamama ve yonetmemenin %57 dizeyinde oldugu belirlenmistir. Bununla birlikte misteri
memnuniyeti ile zaman yonetimi arasinda iliski oldugu ve planlama ve zamani iyi ydnetme arttik¢a
musteri memnuniyeti artarken zamani planlamama ve kotl yonetme arttikca misteri
memnuniyetinin azaldigi belirlenmistir. Calisma sonucunda misteriyi elde tutuma noktasinda zaman
planlama ve yonetiminin etkisinin oldugu ve yas, cinsiyet ve egitim durumu faktorleri géz 6niine
alindiginda calisanlarin yoneticilerin zaman yonetimi yeterlilikleri hakkinda farkl fikirlere sahip
olduklari goriilmistiir. Anahtar Kelimeler : Zaman, Zaman Planlamasi, Zaman Y6énetimi, Misteri
Memnuniyeti, Misteri Kazanimi

There is an intense competition in today's business life. Adding to intense competition in business
life, there are significant changes/developments in social and economic life. Especially technological
developments and advancements in communication technologies result in changes in economic and
social life. Firms have to keep in step with above mentioned changes/developments in order to gain
competition advantage. Especially loosing current customers and being unable to gain new
customers are major factors causing loss of competition advantage. Firms have to have positive
process about customer satisfaction in order to gaining new consumers and withholding current
customers. One of the most important points to be considered at that point is that time must be
planned and managed in a good manner in order to meet customer needs. Planning and managing
time is especially important for some sectors such as cargo sector as it is vital to use time in an
efficient way. Aim of this study is evaluating effects of time management abilities of managers on
gaining new consumers in terms of cargo sector. In order to reach that aim, time management and
customer satisfaction questionnaires were applied to 391 participants working at Aras Cargo in
Turkey Data gathered were analyzed via SPSS (Statistical Package for Social Sciences) 23. At the end
of the study, it is seen that customer satisfaction has a level of 73 percent, time planning and time
management has a level of 81 percent and unable to planning time and unable to managing time has
a level of 57 percent. Moreover, it is also seen that there is a relationship between customer
satisfaction and time management. It is also seen that the better planning and managing the time,
the higher customer satisfaction is and the worse planning and managing the time, the lower
customer satisfaction is. At the end of the study, it is seen that time planning and time management
have significant roles on gaining new consumers. Moreover, it is also understood at the end of the
study that workers have different ideas about time planning and time management abilities of



managers taking some factors such as age, gender and education into account. Key Words
Time, Time Planning, Time Management, Customer Satisfaction, Gaining New Customer



