Cinnioglu ve Giindogdu / Journal of Gastronomy, Hospitality and Travel, 5(1) — 2022

OURNAL OF GASTRONOMY
Vr Yoo R — J

W HOSPITALITY AND TRAVEL

ISSN: 2619-9548 Journal homepage: www.joghat.org

Received: 19.12.2021 Accepted: 21.02.2022

Journal of Gastronomy, Hospitality and Travel, 2022, 5(1), 95-107

Arastirma Makalesi (Research Article)

ONLINE YEMEK SIPARISI VEREN TUKETICILERIN E-GUVEN, E-MEMNUNIYET VE E-
SADAKAT DUZEYLERI ARASINDAKI iLiSKiLERIN BELIRLENMESIi: HATAY ORNEGI
(DETERMINING THE RELATIONSHIP BETWEEN E-TRUST, E-SATISFACTION AND E-
LOYALTY LEVELS OF CONSUMERS ORDERING ONLINE FOOD: THE SAMPLE OF HATAY)

Hasan CINNIOGLU! (orcid.org/0000-0001-7826-619X)
Menekse GUNDOGDU?* (orcid.org/0000-0001-9777-4739)
!iskenderun Teknik Universitesi, Turizm Fakiiltesi, Turizm Isletmeciligi, Hatay, Tiirkiye

2iskenderun Teknik Universitesi, Lisansiistii Egitim Enstitiisii, Turizm ve Otel Isletmeciligi, Hatay, Tiirkiye

Ozet

Cevrimig¢i ortamda yemek hizmeti sunan isletmelerden yemek siparisi veren tiiketicilerin e-giiven, e-memnuniyet, e-sadakat
diizeyleri arasindaki iligkileri belirlemek bu ¢alismanin temel amacini olusturmaktadir. Bu amag dogrultusunda, 6ncelikle konuyla
ilgili daha 6nceki calismalardan yararlanilarak kuramsal yap1 olusturulmustur. Yargisal 6rnekleme yontemiyle secilen ve Hatay
ilinde ikamet eden 455 kisiden Mayis-Ekim 2021 tarihleri arasinda anket teknigi ile veriler toplanmigtir. Verilerin analizinde
acimlayici faktor, frekans, korelasyon ve regresyon analizlerinden yararlanilmigtir. Aragtirma sonucunda katilimcilarin e-giiven ile
e-memnuniyet arasinda orta diizeyde ve pozitif yonlii bir iligki; e-giiven ile e-sadakat arasinda yiiksek diizeyde ve pozitif yonlii bir
iliski; e-memnuniyet ile e-sadakat arasinda ise orta diizeyde ve pozitif yonlii bir iliski tespit edilmistir. Elde edilen bulgular
neticesinde, ¢evrim i¢i ortamda hizmet veren ve vermek isteyen isletmelerin, siirdiiriilebilir bagar1 ve kalici olabilmeleri i¢in gesitli
onerilerde bulunulmustur.
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Abstract

The main purpose of this study is to determine the relationships between e-trust, e-satisfaction and e-loyalty levels of consumers
who order food from businesses that provide online food service. In line with this purpose, first of all, a theoretical structure was
created by making use of previous studies on the subject. Data were collected from 455 people residing in Hatay, selected by
judgmental sampling method, between May-October 2021 by survey technique. In the analysis of the data, exploratory factor,
frequency, correlation and regression analyses were used. As a result of the research, it’s been identified that there is a moderate
and positive relationship between e-trust and e-satisfaction of the participants, a high and positive relationship between e-trust and
e-loyalty, and a moderate and positive relationship between e-satisfaction and e-loyalty. As a result of the findings, various
suggestions have been made for the sustainable success and permanence of the enterprises that provide and want to provide services
in an online environment.
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