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Ozet

Bu calismanin amaci; izmir'de faaliyet gdsteren (ig, dort ve bes yildizli otellerde
sunulan hizmet kalitesinin Turk mdusterilerin bakis agisindan dlgilmesidir. S6z
konusu otellerde konaklayan 169 misteriye tesadiifi 6rneklem gergevesinde anket
uygulanmistir. Hizmet kalitesinin fiziksel 6zellikler, musterilere yardimci olma,
guvenilirlik, nezaket ve bilgi birikimi ile zamaninda hizmet sunabilme olmak lzere
bes boyuttan olustugu gorilmustir. Arastirmaya katilan Turk musterilerin hizmet
kalitesi algilamalar beklentilerine gore oldukca disuktir. Algilama ve beklentiler
arasindaki en blyltk fark zamaninda hizmet sunabilme boyutunda yasanirken, en
kiiglik fark nezaket ve bilgi birikimi boyutunda gerceklesmistir. Uc yildizli
otellerdeki genel hizmet kalitesi dért ve bes yildizli otellere gbre distk cikmistir.
Ayrica, musterilerin genel hizmet kalitesi algilamalarini en fazla etkileyen boyut
glvenilirliktir.

Anahtar Kelimeler: Hizmet Kalitesi, Hizmet Kalitesi Modeli, SERVQUAL, izmir

MEASURING SERVICE QUALITY: AN APPLICATION IN THREE, FOUR AND
FIVE STAR HOTELS IN IZMIR

Abstract

The aim of the study is to measure Turkish customers’ perceptions of service
quality in three, four and five star hotels in Izmir. Customers who will participate
in the study were selected using random sampling technique and 169
questionnaires were collected. Service quality is represented by five dimensions
relating to tangibles, helping to the customer, reliability, politeness and
knowledge, and responsiveness. Expectations of Turkish customers about services
are fairly lower than their perceptions. The largest gap between expectations and
perceptions exists in the responsiveness, and the smallest in the politeness and
knowledge. Overall service quality of three star hotels is much lower than four and
five stars. Also, the most effective dimension on the overall service quality
perceptions is reliability.
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