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OzET

Farkl kultirlerden gelen miusterilerin olasi bir hata karsisinda hangi davranisi
sergileyecedinin  anlasilmasiyla, daha iyi bilgilendiriimis isgéren egitim
programlarinin gelistirilmesi mimkuln olacaktir. Hangi milliyetten misterilerin hata
karsisinda daha aktif ya da pasif davranis sergileyecedini bilmek, pasif davranis
gosterenlerin sikayetlerini isletme calisanlari veya yoOnetimiyle paylasmalarini
kolaylastiracaktir. Bu sayede isletmelerde sikayet iletme mekanizmalarinin
olusturulmasina ve dogacak yliksek maliyetli c6zimlerden kaginilmasina yardimci
olacaktir. Alandaki calismalarin sayisal azligi ve iceriksel yetersizliginden hareket
ederek bu makalede musterilerin memnuniyetsizlik durumunda sergileyebilecedi
aktif ve pasif sikdayet davranislari aciklanmakta, farkh (lkelerden turistlerin
gOsterebilecekleri sikayet davranislarina isaret edilmekte ve bu alanda gelecekte
yapilacak galismalar igin 6neriler sunulmaktadir.

Anahtar kelimeler: Aktif ve pasif sikayet davraniglar, kultirel fark ve
benzerlikler, bireysellik ve kolektiflik

HOTEL CUSTOMERS' COMPLAINING BEHAVIOURS: CROSS-CULTURAL
DIFFERENCES AND SIMILARITIES

ABSTRACT

The managerial implications of examining attitudinal/behavioural differences and
similarities across nations are obvious. First, managers can train their frontline
staff about how customers from specific cultures will behave following
unsatisfactory service episodes. Second, educating consumers about mechanisms
and options of complaining might enhance their propensity to complain. This may
reduce otherwise unbearable complaint handling costs. Despite its importance, to
date only a little research has been carried out to examine whether consumer
complaining attitudes and behaviours differ across nations. Based on previous
cross-national studies, this conceptual paper discusses complaint behaviours that
customers with different cultural backgrounds are likely to engage in.
Recommendations for future research are also provided.
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