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Ozet

Son vyillarda, kiiresellesme ve teknolojik gelismelerle birlikte gliniimiz pazarlama
modeli Grin merkezliden musteri merkezli yonli dedismektedir. Bu dedisimleri
basarih bir sekilde ydnetmek ve miusterilerin gereksinimlerini belirlemek igin
Misteri Iliskileri Yénetimi gibi pek cok yeni kavramin ortaya ciktigi gériilmektedir.

Bu calismanin amaci, Mugsteri Iligkileri Yonetimi'nin otel isletmelerinde
uygulanabilirligini arastirmak ve ilgili literatire katki saglamaktir. Belirlenen
amaca ulasmak igin o©ncelikle literatlir taramasi yapilmis ve bu bilgilerden
yararlanilarak, Musteri Iliskileri Yonetiminin tanimi, ézellikleri ve uygulama sireci
aciklanmistir. Daha sonra otel isletmeleri acisindan konunun ©6nemi ve
uygulanabilirligi tartisilmistir.
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CUSTOMER RELATIONSHIP MANAGEMENT AND AN EVALUATION
CONCERNING ITS APPLICATION IN HOTEL ESTABLISHMENTS

Abstract

With the advancement of globalization and technological innovations, today’s
marketing model has been shifting from being product-centered to customer-
centered. To manage these shifts successfully and to determine customer needs,
some new concepts such as customer relationship management (CRM) have
emerged.

The aim of this study is to investigate the applicability of customer relationship
management to hotel businesses and in doing so it hopes to make some
contributions to the relevant literature. To this end, first literature has been
reviewed thoroughly to clarify the definition, characteristics and processes of
customer relationship management. Then, the significance and the application of
the subject in relation with hotel businesses is discussed.
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