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Tersine Lojistikte Pazarlama Perspektifi: lade Siirecleri Yoluyla Miisteri Memnuniyeti
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Ozet

Glintimiiziin son derece rekabet¢i ve dijitallesmis is ortaminda, mdiisteri
memnuniyeti uzun vadeli basarinin saglanmasinda hayati bir rol oynamaktadar.
Tersine lojistik, siirdiirilebilirligi  tesvik ederek, pazarlama stratejilerini
gliclendirerek ve satin alma sonrasi deneyimleri iyilestirerek buna katkida
bulunmaktadir. Artan cevresel kaygilar ve daha siki diizenlemeler, sirketlerin iiriin
iadelerini, atiklar1 ve malzeme geri kazanimini daha etkili bir sekilde yonetmesini
gerekli hale getirmistir. Tersine lojistik; yeniden kullanim, onarim, yenileme, yeniden
imalat ve geri doniisiim gibi siiregleri icermekte olup, bu sayede isletmelerin iade
edilen tirtinlerden deger kazanmasimi saglarken aym zamanda gevresel etkiyi de
azaltmaktadir. Bu operasyonel siireclerin yami sira tersine lojistik, mdiigteri
deneyimlerini ve marka itibarni da sekillendirmektedir. Giiniimiiz miisterileri,
sirketlerden yalnizca kaliteli iirtin sunmalarii degil, ayni zamanda satin alma
sonrasinda da sorumluluk tistlenmelerini beklemektedir. Glivenilir iade stiregleri,
gliven insa eder ve uzun vadeli sadakati saglar. Ayrica, cevresel agidan sorumlu
uygulamalarin benimsenmesi, siirdiiriilebilirlige énem veren miigterilerle uyumlu
hale gelerek tersine lojistigi etkili bir pazarlama araci ve farklilasma noktas1 haline
getirmektedir. Calisma, tersine lojisti§in yalmizca maliyet yonetimiyle simrh
olmadigini, ayni1 zamanda uzun vadeli isletme degerine katk:i sagladiginmi ortaya
koymaktadir. Tersine lojistik; giderleri azaltmakta, kaynak kullanimini optimize
etmekte ve miisteri memnuniyetini artirirken marka imajin1 da giiglendirmekte ve
miisteri iliskilerini saglamlastirmaktadir. Deger zincirine tam olarak entegre
edildiginde ise tersine lojistik, iadeleri bir yiik olmaktan cikararak stratejik bir
avantaja doniistiirmekte, hem pazar biiylimesini hem de miisteri sadakatini
desteklemektedir.
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A Marketing Perspective on Reverse Logistics: Customer Satisfaction through Return Processes

Abstract

In today’s highly competitive and digitalized business environment, customer
satisfaction plays a pivotal role in achieving long-term success. Reverse logistics
contributes to this by promoting sustainability, boosting marketing strategies, and
improving post-purchase experiences. Growing environmental concerns and stricter




Keywords:

regulations have made it essential for companies to manage product returns, waste,
and material recovery more effectively. Reverse logistics involves processes such as
reuse, repair, refurbishment, remanufacturing, and recycling, which enable
organizations to recover value from returned products while also reducing
environmental impact. In addition to these operational processes, reverse logistics
also shapes customer experiences and brand reputation. Customers now expect
companies not only to deliver quality products but also to take responsibility after
the purchase. Reliable return processes build trust and long-term loyalty.
Furthermore, adopting environmentally responsible practices resonates with
sustainability-minded customers, positioning reverse logistics as an effective
marketing tool and a point of differentiation. The study highlights that reverse
logistics is not limited to cost management but contributes to long-term business
value. It reduces expenses, optimizes resource use, and reinforces brand image while
improving customer satisfaction and strengthening customer relationships. When
fully integrated into the value chain, reverse logistics transforms returns from a
burden into a strategic advantage, supporting both market growth and customer
loyalty.
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