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Ozet

Kiresellesme ve bazi gelismelerden kaynaklanan etkiler pazarlama da Grin
modelinden miusteri merkezli yaklasim modeline dogru dedisim gostermistir. Bu
amagla isletmeler musterileri ile uzun vadeli iliski gelistirebilmek amaciyla veri
tabani olusturmak ve bireysel pazarlama faaliyetlerine odaklanmak durumundadir.
Musteri ile iliski kurulmasi, gelistirilmesi, birbiri ile ayni tGrlnler treten sadece Urin
sunumunda farkhlik yaratarak hizmet sunan otel isletmeleri icin daha da
dnemlidir. Misteri iliskileri Yonetimi; miisteri memnuniyeti saglanmasi ve bdylece
tekrar musteri donisimuinin olusturulmasi acisindan otel isletmelerinin zerinde
durmasi gereken bir pazarlama anlayisidir. Bu calismada Istanbul’daki faaliyet
gbsteren otel isletmelerindeki yéneticilerin Misteri Iliskiler Algilamalari ve yapmis
olduklar faaliyetler ele alinmistir. Bu amagla O©ncelikle literatlir arastirmasi
yapilmis daha sonra otel ydneticilerine yénelik anket calismasi yapilmistir. Yapilan
anketler SPSS 16.0 paket programi ile dederlendirilmistir. Sonug olarak, musteri
ile uzun sdreli iliskilerin kurulmasi hususunda otel ydneticileri oldukca duyarl
davranmaktadir.

Anahtar Kelimeler: Musteri Iliskileri Yénetimi, Yéneticinin Algisi, Otel ve Miisteri
Iliskileri Yonetimi

HOTEL MANAGERS’ CRM (CUSTOMER RELATIONSHIP MANAGEMENT)
IMPRESSIONS: A RESEARCH ABOUT 5 STARRED HOTELS IN ISTANBUL

Abstract

Because of the globalism and other effects, marketing changed from product
orientated approach to customer orientated approach. So the companies must set
up a customer database and must focus on the individual marketing activities. It
is very important to establish a good relation ship with customer for hotels which
have some product but different product presentation. Customer satisfaction is an
important marketing factor for feedback fort he CRM. In this paper, hotel
managers’ activities and Customer Relationship Management impressions were
researched. At first literature research was made and then a questionnaire was
made and questionnaire evaluated SPPS 16.0 package program. Finally hotel
managers are very sensitive about establish long -term relationship with
customer.
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