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Hizmet Pazarlamasi - Giris

< Alvin Toffler — Uglincli dalga

<+ 1980li yillar
s Arz talep dengesindeki bozulma
** Yikici rekabet

<+ 1990l yillar — yeniden yapilandirma
s Teknolojik gelismeler
s Dunya pazarlarinin kuresellesmesi
> Bilgi toplumuna gecis asamalari
< Urlinlerin 6murlerindeki kisalma
s Pazara yeni urunler sunma suresindeki azalma
¢ Surekli degisen musteri beklentileri

<« Gunumuzde hizmet faaliyetleri rekabet unsuru
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" Sektorlere Gére istihdam

Ulke Tarim (%) Sanayi (%) Hizmet (%)
Almanya 3 35 62
Fransa 4 25 /1
Italya 7 32 61
Portekiz 14 36 50
Ispanya 8 30 62
Turkiye 43 23 34
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Tiirkiye'deki Sektorel Istihdam
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=~ Hizmet Sektoriindeki Bliilyiimenin
Nedenler!

<« Zenginligin artisi

« Daha fazla bos zaman

%+ Isguiciindeki kadin oraninin artisi

<« Yasam beklentilerinin artmasi

< Urtnlerin daha karmasik olusu

<« Yasamin karmasikliginin artisi

<+ Ekolojiye ve kaynaklarin kitligina verilen
onem

< Yeni urunlerin sayisinin artmasi
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Amerikan Dolan
= Anasayfa
= igerige géz at 2 Liksemburg 76.224
= Seckin icerik
s Rastgele sayfa 3 Norveg 65.785
R - 4 izlanda 56.364
= Ceneme tahtasi
5 Fatar £3.539
katilim
= Vikipedi hakkinda 6 lIranda 49 533
5 Tnlpllullhu.kpn!'talf B Isvicre 49 485
= |3 birligi projesi
= Koy cegmesi [ Danimarka 48 530
s Son dedigiklikler
= Badiglar 8 Amerika Birlesik Devletlen 44 168
ara g Isveg 39 562
10 Kanada 38.659
Git | | Ara 11 Hollanda 38 232
araclar 12 Awsturya 37.378

s Savfava badlantilar
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Hizmet nedir?

« Gayri maddi olan ve gereksinimleri
gideren tum faaliyetler (saryer 1996)

« Bir faaliyetin temel amaci veya unsuru
olarak tuketici isteklerini giderici

nitelikte, belirlenebilen soyut cabalar
(Uner 1994)

< Uretildigi anda aliciya deger aktaran
soyut bir urun (konya 1998)
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Hizmetlerin Ozellikleri

« Soyutluk (dokunulmazlik, fiziksel varliga
sahip olmama)

+ Heterojenlik (turdes olmama)

% Uretim ve tiketimin es zamanlihg
(ayrilmazlik)

« Dayaniksiz olmalari (stoklanamama)
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'Fiziksel Uriinler ve Hizmetler
Arasmdakl Farklar

Fiziksel urunler
Dokunulabilir

Turdes

Uretim ve dagitim tiketimden
ayri

Bir nesne soz konusu

Temel deger fabrikada Uretilir

Musteriler genellikle Uretim
surecine katilmaz

Stoklanabilir
Sahiplik transfer edilebilir

Hizmetler

Dokunulamaz

Turdes degil

Uretim ve tiiketim es zamanli
sureclerdir

Bir faaliyet ya da sureg

Temel deger, alici ve satici
etkilesimlerinde uretilir

Musteriler Uretime katilirlar
Stoklanamaz
Sahiplik transfer edilemez
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Dokunulabilirlik Ozelligine
Gore Siralama - Ornek

Tuz

CP Mesrubat
Q Deterjan

Otomobil
Kozmetlk
Fast-food
restoran Dokunulmaz unsurlar
baskin

Dokunulur unsurlar
baskin

Fast- food

restoran Rekiam O
ajansiarn
Havayollar O
Yatinm
Yonetimi O
Danismanhk
Egitim
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" Hizmet Pazarlama Karmasi

< Hizmet

<+ Dagitim

< Fiyat

< Tanitim

% Insan

< Fiziksel olanaklar
» Islem yonetimi
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Hizmet

< Miktar

< Kalite

<+ Seviye

<« Marka

<+ Hizmet cizgisi

<« Garanti

<« Satis sonrasi hizmetler
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Hizmet Boyutlari

+ Cekirdek (core) hizmet

*»* Tuketicinin gercekten aradigi sey ne?

**Hizmet hangi gereksinimi tatmin ediyor?
<« Somut (tangible) hizmet

“*Hizmetin ozellikleri, niteligi, tarzi, markasi
<« Tum (augmented) hizmet
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Dagitim

< Zemin
< Sunum kanallari
< Sunum sigortas!
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Flyat

<+ Seviye

< |Iskonto

<+ Komisyon

< Taksit donemleri
< Farklilik
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Tanitim

<+ Reklam

<+ Kigisel satis

< Satis promosyonu
<+ Genele aciklik

< Halkla iligkiler
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Tanitim Neleri
Gerceklestirmeye Calisir?
+ Hizmetin faydasini potansiyel musterilere
haber vermek
<+ Musteri ile hizmeti bir araya getirmek

+ Hizmeti onceden kullanan kisiye daha
sonra bunu hatirlatmak

<+ Uygun imaji saglayacak talebi elde etmek
+ Hizmet ve orgutu farklilastirmak



<« Egitim

< Karar yetkisi

<« Taahhut

<« Uyarim

<« Gorunus

< Tavirlar

« Katilma derecesi
< Musteri iletisimi

Insan
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" Personelin Niteligini Yukseltmek
Icin Yapilmasi Gerekenler

< Hizmet personelinin ozenle secilmesi
+ Pazarlama hakkinda hizmet ici egitim

« Calisanlarin tutarli davranislar icerisinde
bulunmalarini saglayacak uygulamalar

2+ s iliskilerine dayali bir yap!
« Personeli dikkatli bir sekilde kontrol etmek
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Fiziksel Olanaklar

+ Cevre

<+ Mobilya

<+ Renkler

<+ Mizanpa]

+ Kolaylastirici aletler
<+ Havalandirma
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" Hizmet isletmesinin Fiziksel
Ortam Boyutlari

1. Ortam kosullari

2. lligkili diizen ve fonksiyonel olma

3. Isaretler, semboller ve maddeler @itner
1992)
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Islem Yonetimi

< Politikalar

< Surecler

<« Makinalasma

<« Karar mekanizmasi

<« Musteri katilimi

<+ Musteri yonlendirmesi
< Aktivite akisi
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Kar Amaci Gutmeyen
Pazarlama

<« Pazarlamanin kapsamindaki genisleme
<+ 1960’larin ikinci yarisi

+ 2002 yili sonrasi kar amaci gutmeyen
kuruluslarda pazarlama kullanimi %94

« Kar amaci gutmeyen kurulus: Kisilerin
yasamlarini olumlu yonde degistirmeyi
amac edinen ve bu amaca yonelirken

maddi ¢ikar beklemeyen kurulus
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Kar Amaci Gutmeyen
Kuruluslar

< Dinle ilgili kuruluslar

<« Sosyal kuruluslar

< Kulturel kuruluslar

< Egitim kuruluslari

< Koruyucu kuruluslar

< Politik kuruluslar

< Hayir kurumliari

« Sosyal sorumluluk kuruluslar oter 1982)
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Kar Amaci Gutmeyen
Kuruluslarin Ozellikleri

< Kar amaci gutmeme uzerine odakl
<+ Temel amaclari topluma deger katmak

+ Genellikle hizmet uretimi agirlikh faaliyetlerde
oulunuyorlar

< Kuruluslarin basarilarini olgmede
Kullanilabilecek olgut gelistirmek kolay degil
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Kar Amaci Gutmeyen
Kurulusglar ve Pazarlama

<+ Rekabetin artmasi

« Hizmet kalitesinde dusus

< Teknolojinin hizli bir sekilde gelismesi

< Maliyetlerin artmasi

< Talepteki dusus

< Tuketicinin bilinclenmesi

<« Kamu kuruluslarinda butce yetersizligi

< Toplum icinde olumlu bir imaj edinme isteqi

+ Zaman icinde tuketiciye verilen onemin
artmasi
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Kar Amaci Gutmeyen
Pazarlama Turleri

< Kigl

< Yer

<« Dusunce
< Kurum
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|26/03 - Match Statistics
|26403 - Mews

20403 - Match Statistics
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14/03% - Off the Pitch gallery
12/03 - Mews

10403 - Real Madrid Gallery |
09703 - Match Statistics ‘

067032 - Updated Quiz
06/03 - Mews
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Welcorne to the David Beckharn pages.

David Beckharn is one of England's true ambassadors for the garme of foothall.
Renowned for his spectacular goals and his celebrity lifestyle, he is an idal and
hera to many.

These pages are dedicated to bringing you only the best quality news, immages
and information on one of England's finest, talented, fashionable and skillfull
foothallers.

| ISeIectOption "I |

Download our
latest wallpaper
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RECENT MEWS STORIES N

Beckham casts doubt over future
David Beckham has questioned his future with Real Madrid after
his children were targeted by paparazzi.

Beckham invests in Greenwich Academy
David Beckharn has prepared for his retirernent by launching a
| football academy to which he has pledged millions of pounds.

Beckham set to open football school
David Beckham will open the first of his international soccer
schools near the Millennium Dome,

Bp STORE i

THE OFFICLAL
REAL MADRID
VIDEO GAME

26 March 2005
Internationa! World Cup 2008 Qualifier
England 4 - @ Northern Ireland =

J

NEXT MATCH LA LIGA - PRIMERA DIYISION
rﬂq 30 March 2005 Team Pld Pts
8 tecnations WG @ 1 FCBarcelona 29 68

England v Azerbaijan ;

UPCOMING FIXTURES 2 Real Madrid Bl i
-2 03 April 2005 " 3 Betis Sevilla 29 43
v Semera DIVsior { 4 Willarresl 28 47
albacete v Real Madrid 5 valenci o0 4

= 10 april 2005 AENCl
%. Brirera DNwision W 6  Espanyol Barcelona 25 45
Real Madrid v Barcelona T FC Sevila 29 46
[l 17 April 2005 e 8 Afletico Madrid 20 43
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Welcome to the tDBp Store

The tDBp Store brings you the best quality David Beckham related goodies for
vou to buy. Here you can buy everything from books, DYDs, Computer games
and posters to football shirts and clothing so you can dress like the man himself,

Supplied by our partners AS0=.com, Kitbag.com, Amazon and Allposters you
can be sure to receive secure and excellent service when yvou buy.

|Depar‘tments ;l

SHIRTS & BOOKS &
amazoncouk CLOTHING PUBLICATIONS
St
@A"POSte,'c'ﬁﬂ {#4  DV¥D & VIDED POSTERS

DAYID BECKHAM 2005 CALENDAR
Fublished by Danito

Get the new 2005 David Beckham Calendar
featuring the lastest pictures of Beclkham

-

-

o

=
i:j Price : £7.99
1))
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Files are in JPEG format.

Latest

Wallpaper is available in
Wallpapers

800x600 and
1024%768 resolutions.

The correct resolution
wallpaper will be
selected for you
automatically. If you
have a smaller or
greater screen resolution
the nearest size will be
selected.
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eckham builds on brand value - Microsoft Internet Explorer
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On Monday, Beckhamn kicks off & promotional tour in Japan, where his popularity transcends his soccer skills and advertisers clamour to
cash in on his fame,

One of the biggest sports names in marketing, Beckham's brand was recently estimated to be worth 200 million pounds ($334.5 million) by
the Observer newspaper.

"He's an interesting phenomenon,” said sports public relations expert Karen Osborne at London-based agency Cohn and Waolfe,

"There are not many people in sports who can be paralleled, people that literally step out of the sports fame into general fame and will go
down in history."

Beckham, 28, has been at the centre of transfer speculation for weeks and has been linked with a move away from Manchester United to Barcelona, AC Milan or Real Madrid.
As Beckham's soccer star has risen the player has popped up on billboards and television screens around the waorld.

Adidas pay him to wear their boots, he has worn clothes for Marks and Spencer, his talked-about hair was the platform for Brylcreem and he has donned designer sunglasses for
Falice.

ADWERTISERS' DREAM
But just how has the quiet footballer who joined Manchester United as a schoolboy become such a hot property off the pitch?
"He is incredibly photogenic and he has a lot of fans " said Osborne, whose clients include Coca-Cola and England's Premier League.

"People have a compassion for him because he has not always been a hero through and through. When he cried, when he had problems, when he was sent off, people certainly felt
campassion for him," she added.

Beckham's name could fulfil every advertiser's dream -- guaranteed media coverage. That has been enhanced by his glamaorous life with pop star wife Victoria, a former Spice Girl.
Beckham's universal iconic appeal was certainly what pushed “odafone to hook up with the footballer, the British mobile phone giant said.

"Wea use David as a lifestyle icon. He does not appear in our advertising dressed in football kit, he is always appearing in his own casual clothing,” “odafone's corporate
communications director Mike Caldwell told Reuters.

"The great appeal about David is it is universal across the age range. He's liked by children and grandmas and he is liked by football fans and non-football fans," said Caldwell, whose
firmm are halfway through a two-year contract with Beckham.

“odafone also use Beckharm to advertise in Japan, where the midfielder's fame soared during the 2002 Waorld Cup.

It seerms that Beckharm cannot lose. He could move anywhere in the world and the advertisers would flock behind him.

"We would clearly look at whether we could use David in our adwertising in whichever country he ended up in," said Caldwell.

Some might see photo shoots and advertising tours as a distraction but the English Premier League said it would generally not take issue with players cashing in on their teams’
high profiles.

"If anything it is part and parcel of being in & successful team in a successful league,” said a spokesman.

[
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L ets meet where the
continents meet
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El:ity of Sydney - Microsoft Internet Explorer

m m 29 March 2005

- On Public Exhibition
Aborigingl & Torres Strait Islander
Protocols - until 15 April
Code of Meeting Practice - urtil 13 April
Parking Meters - until 135 April
outh Stategy - urdil 1 April

Mass Transit for Sydney's CBD and
inner suburbs
City of Sydney commissioned repart on
Mass Transit for Sydney's CBD and inner
suburbs.
The City of Sydney Signage and
Advertising Structures Development
- Control Plan {DCP} 2005
Commenced Mondsy 28 March 2005,
Carlton and United Breweries
The Lord Mayor's statemert on the
withdrasval of Australand from the Kent
Brewery site..
Significant Tree Register
Dowwrload the nominastion form here.
Applications close Friday & April 20035,
- 20052006 Local Community Grants
Program
The City of Sydney invites lozal, non-
profit cultural and community. service
organisations to apply for funds under
the Local Community Grarmts Program.
Applications close 1 April 2005,
Oxford Street Upgrade
March updsate now available to
clowynload.
Operation Cat
In conjunction with the Cat Protection
Society, runs until 29 &pril 2005,
Prince Alfred Park Draft Plan of
Management & Master Plan
Yiewy the presentations from workshops
1 and 2.
Subscribe to City News

Hews Releases

Krossarts
It's Playtime in Kings Cross. Sydney's
artistic heartland is celebrating March 12
- 26

- More Events
Subscribe to What's On

Busine

Resitels

& Internet
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Marketing?

e rogram is based on a collaborative financial partnership between the City of Sydney and major City retailers, restaurant
venues and media partners. The program coordinates and delivers cooperative marketing strategies and campaigns to promote the City as the leading
retail and lifestyle destination in Australia. The strategies aim to increase vigitation and retail spend whilst enhancing the strong City brand identity.

Who is involved?

e« Angus & Robertson

s Chifley Plaza

e City of Sydney

o [David Jones

e The Galeries Victora
s Glasshouse

e GFO @ One Martin Place
e Grace Bros

e |mperial Arcade

s John Fairfax

e King Street Wharf

o McDonalds

« Mid City Centre

s MLC Centre

s Plews Lid

o Piccadilly

e« Clueen Victoria Building
&« Skygarden

e Sydney Central Plaza
e The Strand Arcade

e Yiza International

& YWestfield Centrepaint

What does Sydney City Marketing do?

A rarketing plan is developed each financial year after consultation with all existing partners. The 200352004 plan
focuses on weekly metropolitan advertising, seasonal campaigns built around special event periods with editorial and
promotional opportunities and tourism advertising.

Past marketing has seen a significant number of benefits for partner businesses including increased traffic flow, higher
sales and greater awareness of the City as a premier shopping, dining and entertainment destination.

Honuwr tn contact ue

SIS =

Keyword Search

—

City Ats Z

| 2003/04 Annual Repart

=

Other Areas

-

w

(50)

ICiiy of Sydney Council j Q‘J

Shopping YWalk
On other sites

Sydney Shopping

SUIT paje;ay

Lopyrgnt

City of Sydney

Inkernet
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| Registration | Memaorial | Celebrities | Survivors | Stories | Contact | About

the 5 million people who die every y t nption
passive smoking. It i1s also intented to the O end
Memaorial Facts

permanently register

Tobacco Kills

( t

TobaccoPedia

This website is under the auspices of GLOBALInk, The International Tobacco Contral |
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Home. YourVisit Exhibitions Collections Research&Conservation Activities&Events Schools&Students V&A andYou Shop Online

V&A South Kensington
V&A Theatre Museum
V&A Museum of Childhood

= More about the V&A Museums
FEATURED EXHIBITION:
International
Arts and Crafts
= International Arts and Crafts website = Events = Tickets

= Opening Times = Style and Splendour - Families = Membership
- Group Visits = Joinedupdesignforschools - Courses, = Giving to the V&A
« Gallery Closures = Spectres: YWhen Fashion Caonferences - V&A Magazine
= More on Your Visit Turns Back &Lectures = hore on Y&A and You

« International Arts and Crafts = More on Activities & Events

Details of events on this date :

« Introduction
|29 _._] IMar 2005 _.__I go Explore the riches ofthe Y&A - Schools Events: « The Garden
collections - Style Lounge - Completed

Z 7 -~ Access to Images = More on Schools & Students Projects
Things To Do Online « Architecture - Maraen
« Tudor Joust - Asia ) Community Programmes FuturePlan
« British Galleries

* Birthday Book

* Families Online & = Ceramics - South Asian Programme
* Dressing the Part .~ Contemporary - Chinese Programme:
= More Things To - Fashion, Jewellery & - Black Hetitage Programme Vi e-newsitter
Do Online Accessories = More on Community
= Furniture & Furnishings Programmes Enter your email address here:
) o I—
= Shop Online S % 5 subscribe
- Bookings & Tickets . fge,fatlwofk& i i
* Buying Images * Faintings rawings - Archives : S
* Shop Online - Photography * National Art Library London’s Olanpic Bid
= Prints & Books . Opmlons Service

~ Y&A supports London's 2012

_ = Sculpture = hore on RBSOUYGE‘S Olyrmpic Bid

Site?
« News

Aboutthe V&A | Contactthe V&A | Resources | FuturePlan | National Art Library | Links

& Bitti
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Kar Amaci Gutmeyen
Kuruluslarda Fiyatlandirma

% Uc asama
“*Fiyatlandirma amacinin belirlenmesi
“*Fiyatlandirma stratejisinin olusturulmasi
“*Fiyat degisikliginin yapilip yapilmayacag!
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Fiyatlandirma Amaclari

« Dort farkl fiyatlandirma
**Gelir artirma (surplus maximization)
‘*Maliyeti karsilama (cost recovery)

‘*Pazar payini artirma (market size
maximization)

‘*Pazari yildirma (market disincentivization)
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Fiyatlandirma Stratejileri

<+ Maliyet agirlikli
+ Talep agirlkli
<+ Rekabet agirlikli




