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OTEL ISLETMELERINDE YABANCI TURISTLERIN

HiZMET KALITESI ALGISININ SERVQUAL YONTEMLE OLCULMESI:
ANTALYA’DA BES YILDIZLI OTELLERDE BiR ARASTIRMA

Otel isletmeleri, hizmet tiretiminin ve tiiketiminin es zamanl oldugu, misterilerle birebir iliski
halinde olmay1 zorunlu kilan ve zaman satilan isletmelerdir. Otel isletmelerinin siirdirilebilirlik
saglamasi ve rekabet edebilmesi, miisteri beklentilerinin karsilanmas: ve tatminin saglanmasi ile
miimkiin olacaktir.

Bu calismada, Antalya’daki bes yildizli otellerde konaklayan yabanci turistlerin hizmet kalitesi
beklentileri ve memnuniyetleri degerlendirilmistir. Bu amagla Antalya Havalimani’nda, gerekli
izinler alinarak 22 ifade, bes boyut ve demografik sorulardan olusan anket formu rastgele sekilde
katilimcilara dagitilmistir. Dort farkli milliyetten 200 Kisinin katildig:r anketin sonuglari, SPSS
programi yardimiyla analiz edilmis ve tartisilmistir.

Elde edilen bulgular i1s1ginda, kullanilan bes boyut arasinda anlaml bir farkhlik bulunmustur.
Beklenen ve algilanan hizmet kalitesi ifadeleri karsilastirildiginda; Alman ve Hollandali turistlerin
beklentilerinin karsilandigi, Rus ve ingiliz turistlerin ise memnun kalmadiklari gériilmektedir.
Katilimcilarin en ¢ok 6nem verdigi boyut olan givenilirlik boyutunun kalitesinin ylkseltilmesi
halinde, diger boyutlar ve genel hizmet kalitesi icin pozitif etki yaratacagi gérilmustar.

ABSTRACT

EVALUATION OF THE FOREIGN CUSTOMERS SERVICE EXPECTATIONS AND
SATISFACTION LEVELS IN HOTEL ESTABLISHMENTS: A STUDY IN ANTALYA’S
FIVE STARS HOTELS

Hotel establishments are businesses where service production and consumption are
synchronous and where time is obliged to be in direct contact with customers and time is sold.
Sustainability and competitiveness of hotel enterprises will be possible by meeting customer
expectations and satisfaction.

In this study, service quality expectations and satisfaction of foreign tourists staying at five star
hotels in Antalya were evaluated. For this purpose, in Antalya Airport, the required permission
was taken and a questionnaire consisting of 22 expressions, five dimensions and demographic
guestions was distributed randomly to the participants. The results of the questionnaire of 200
people from four different nationalities were analyzed and discussed with the help of the SPSS
program.

Significant differences were found in the obtained findings between the five dimensions used.
When the expected and perceived quality of service qualities are compared; It is seen that Russian
and British tourists are not satisfied with the expectations of German and Dutch tourists. If the
quality of the reliability dimension, which is the most important dimension of the participants, is
raised, it has been seen to have a positive effect on other dimensions and overall service quality.



