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YENI NESIL CALISANLARIN LIDERLIK ALGISI

Necla CAKICI ASAN?, Baki AKSU?

Oz
Giliniimiizde isletmeler agisindan zamana ayak uydurmanin ve basarili olmanin yolu 6zellikle
geng kusak calisanlarmin algi ve beklentilerini anlamak ve onlarmn ihtiyaglarina cevap
verebilmekten gecmektedir. Bu calismanin amaci yeni nesil calisanlarin liderlik algisini
belirlemeye yoneliktir. Gelecekte yonetimde séz sahibi olacak Y kusagi ¢alisanlarin liderlik
algist  yoneticilerin - mevcut yaklasimlart  ve c¢alisanlarin  beklentileri  {izerinden
degerlendirilmistir. Aragtirma kapsaminda satig pazarlama, hizli tiiketim ve iiretim sektdriinde
gbrev yapan 1985 sonrasi dogumlu beyaz yaka calisanlar ile ger¢eklesen nitel bir ¢aligma
yuritilmiistiir. Gortismeler miilakat/goriisme teknigi ile karsilikli ve etkilesimli bir iletisim
stirecinde 365 katilimciya 5 soru sorularak gerceklestirilmigtir. 290 katilimer ile 3-5-10 kisilik
gruplar halinde, 75 katilimc1 ile bireysel goriismeler seklinde yapilmis, yanitlar sozciik sikligt
hesaplama ve rakamsal ortalamalart alma yontemi ile analiz edilerek bulgular yorumlanmuistir.

Calisma sonucunda, yoneticilerin tutumlarinin ve davranislarinin ¢alisanlarin  algilarini
etkiledigi, yonetim tarzlarmmin ¢alisanin duygusal ihtiyaglarina cevap vermedigi, genellikle
gorev odakli bir yaklagim sergilendigi ancak yeni neslin ise degisim ve calisan odakli bir
yaklagim bekledigi tespit edilmistir.

Anahtar Kelimeler: Algilanan Mevcut Durum/Beklentiler, Y Kusagi Calisanlar, Yeni Nesil
Liderlik

JEL Smiflamasi: M12, M54, P47, J53

LEADERSHIP INSIGHT OF NEW GENERATION EMPLOYEES

Abstract

Today, businesses need to understand the insights and expectations of their young generation
employees and respond to their needs in order to keep up with the times and be successful. The
aim of this study is to determine the leadership insights of the new generation of employees.
The leadership insight of the Y generation employees, who will have a say in the management
in the future, was evaluated based on the current approaches of the managers and the
expectations of the employees. Within the scope of the research, a qualitative study was
conducted with white-collar employees born after 1985 working in the sales, marketing, fast
moving consumer goods (FMCG), and production sectors. Interviews were performed by asking
5 questions to 365 participants in a mutual and interactive communication process with the
interview/meeting technique. It was held with 290 participants in groups of 3-5-10 people, as
individual interviews with 75 participants. The answers were analyzed by calculating the word
frequency and calculating the numerical averages, and the findings were interpreted.

1 isletme Yiiksek Lisans Ogrencisi, Beykoz Universitesi, Lisansiisti Programlar Enstitiisii,
neclaasan@hotmail.com, ORCID: 0000-0003-1521-9024

2 prof. Dr., Beykoz Universitesi, Isletme ve Yonetim Bilimleri Fakiiltesi, Isletme Bolimii,
bakiaksu@beykoz.edu.tr, ORCID: 0000-0002-5535-5269

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmusgtur.
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As a result of this study, it has been determined that the attitudes and behaviors of the managers
affect the insights of the employees, the management styles do not respond to the emotional
needs of the employees, a task-oriented approach is generally displayed, however the new
generation expects a innovation and employee-oriented approach.

Keywords: Perceived Current Situation/Expectations, Generation Y Employees, Next
Generation Leadership.

JEL Classification: M12, M54, P47, J53

1. Giris

Giiniimiiz is diinyasinin yogun rekabet ortami nedeniyle orgiitlerin amaclarma ulagmasinda
liderlerin ¢ok dnemli roller iistlendigi ve bu rollerin astlari, is sonuclarimi ve is diinyasi
yaklagimlarin1 etkiledigi ifade edilmektedir. Bu baglamda liderlik 6zelliklerine sahip olan
yoneticilerin, orgiit calisanlarinin performans baglilik ve motivasyonlarinin artmasinda énemli
bir etkisi oldugu belirtilebilir. Yoneticiler ile galisanlarin pozitif motivasyonlarinin olmasi,
isyerinde kendilerini degerli hissetmeleri, yaptiklari islerle ilgili gelisime yonelik geri bildirim
almalar1 ve takdir edilmeleri, verimliligi ve mal\hizmet kalitesini etkilemektedir. Bu nedenle
isletme sahipleri, yoneticiler ve calisanlar arasindaki iletisiminin saglikli olmasi gerekmektedir.
Yoneticinin  benimsedigi ve sergiledigi liderlik tarzinin c¢alisanlarin  performanslari,
motivasyonlari, orgiite bagliliklari, 6rgiit kiiltiirii ve orgiit algist (olumlu-olumsuz) {izerinde
ciddi etkileri vardir. Bir isletmenin karliligi, isletmenin etkin bir lideri olmasina ve isletme
calisanlarinin etkin performansma baghdir (Kiliclar ve Diizgiin, 2014). Zira yoneticilerin
¢alisanlar1 yonlendirmede ve amaglarin gergeklestirilmesindeki mevcut etkileri, yoneticilerin
liderlik 6zelliklerinin ayrilmaz ve énemli bir parcasidir. Bu baglamda yonetim alaninda ¢aligan
aragtirmacilarin pek ¢ogu liderligin yonetimin énemli bir unsuru oldugunu, bu kavramlarin i¢

ice gectigini vurgulamaktadirlar (Aktay, 2010)

Literatiirde liderlik tarzlari, orgiit yapisi, isleyisi ve liderin o6rgiit igindeki iligkilerine gore
modern ve geleneksel liderlik tarzlari olmak iizere ikiye ayrilmaktadir. Bunun yani sira liderlik
davranigi algilamasina iliskin siniflandirmalar da yapilmaktadir. Literatiirdeki siniflandirmalar
arasinda Ekvall ve Arvonen tarafindan, 1991°de gelistirilen, liderlik davranisi algisina iligkin
gorev odakli, degisim odakli ve ¢alisan odakli ii¢ boyut olusturulmustur. Calisan odakli liderlik
algisinda, liderlerin ¢alisanlarin kisisel sorunlartyla ilgilenmesi, ¢alisanlar1 desteklemesi, onlara
adalet ve esitlik hissettirmesi gerekir. Calisanlara kotii davranma, galisanlar arasinda adalet
olmamasi, ¢aliganlar kiigiimseme gibi davranislar ¢aliganlar iizerinde olumsuz etki yaratacaktir
ve ¢alisanlar liderin degismesini talep edecektir. Bu durumda lider degisimi igin asttan istte
mobbing, kasitli hatali bilgi, bilin¢li hata, is aksatilmasi gibi drgiite zarar verici davranislar s6z
konusu olabilmektedir (Ergiin ve Celik, 2015).
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Calisan odakli liderlikte galisanlarin inisiyatif aldiklarini, yonetimin kendilerini 6nemsedigini,
yoneticilerin kendilerini korudugunu ve rehberlik ettigini, iletisimlerinin gii¢li oldugunu
algiladiklar1 ifade edilmektedir (Dereli, 2012: 241). Saygili davranmak, adil olmak, is
iliskisinden ¢ok arkadag olabilmek, kisisel ilgi gostermek, calisan odakli liderlik yaklagiminin
temeli olmaktadir. Degisim odakli liderlik yaklagimi yenilige agik, degisimci ve insan odaklidir.
Bu yaklasimda orgiit lideri vizyon yaratmakta, ¢alisanlarla siirekli iletisimde ve onlara giiven
vermektedir. Ayrica galisanlar lidere sayg1 gdstermektedir (Soydemir vd., 2014: 65). Liderlik
tarzina yonelik olarak algilanan liderlik davranisi da 6nemli bir husus olarak kabul edilmektedir.
Liderin sergiledigi liderlik davranisi hangisi olursa olsun, ¢alisanlarin algist énemlidir. Ayn1
orgiit iklimi igerisinde sevilen ¢alisanlara karsi iyi niyetli davranislarla calisan odakli liderlik
algisi, istenmeyen calisanlara karsi agresif baskilar nedeniyle gorev odakli liderlik algisi,
bireysel yiikselme hedefli belli gruplara yeni uygulamalar, fikirler gelistirilmesi nedeniyle
degisim odakl1 liderlik algisinin yaratilabilmesi s6z konusudur. Bu baglamda liderin her ¢alisana
kars1 ayni liderlik davranigini algilatabilmesi acisindan ¢alisanlarin arasinda algisal farkliliklara

yol agabilecek tutum ve davraniglardan kaginmasi gerekmektedir (Ergiin ve Celik, 2015).

Orgiitlerin farkl kusaklardaki ¢alisanlarmin sahip olduklari calisma degerlerini anlayabilmesi
ve bu degerler dogrultusunda c¢aligma ortamini olusturmasi ¢alisma yasaminda 6nem arz eden
konular arasinda yer almaktadir. Ayn1 donem dogmus olan bireylerin ayn1 kusak olarak
tanimlanmasina ragmen, bireyleri etkileyen olaylarin yeterince analiz edilememesi nedeniyle
farkli kusak tanimlamalar1 bulunmaktadir (Cakmak ve Celik, 2017: 66). Alan yazin taramasinda
kusaklara iliskin farkli siniflandirmalar oldugu goriilmektedir. Bu arastirmada 1965-1985 arasi
donem X kusagi, 1985-1999 aras1 donem Y kusagi seklinde siniflandirilmis ve caligmaya ara
pozisyonlarda beyaz yakali (365) galisanlar katilmistir. Zempke ve ark (2013) gore, Y kusagi,
kendilerine giivenen ve inanan yoneticilere sahip oldugu zaman hem yogun ¢alismaya hazir hem

de diger kusaklara nazaran daha farkli ¢aligma tarzina sahip olabilmektedir.

Kusaklari birbirinden ayirt eden farkli 6zellikler elbette vardir. Bu 6zelliklere bagli ihtiyaglar ve
beklentiler arttik¢a kusak ¢alismalart da son zamanlarda ilgi ¢ekici konular arasinda yer almaya
baslamistir. Y kusaginin niifustaki pay1 goz oniine alindiginda, tilkelerin ekonomik gelismisligi
bakimindan Onemi artmakta, bu kusaklardan oOzellikle istthdamda yararlanilmasi geregi
dogmaktadir (Cakmak ve Celik, 2017: 84). Kusaklararasi yasanan iletisim sorunlari, ¢caligma
hayat1 ve toplumsal hayatlarint dogrudan etkileyici olmaktadir. Her kusagin algilari, tutumlari,
benlik 6zellikleri direkt kusak ¢atismalarina neden olabilmektedir (Cakmak ve Celik, 2017: 84).
Y Kusagi anlam ve amag arayisi igerisinde olup daha fazla iletisim ve yonlendirmeye ihtiyag
duymaktadir. Bu baglamda arastimanin Y kusagi c¢alisanlar ile smirlandirilmasi uygun
goriilmistir. Caligma yasaminda bu kusaklarin agirlikta olmasi nedeniyle bu kusak iyesi
calisanlarin mevcut yoneticileri nasil degerlendirdigi, yoneticilerinden ne bekledikleri

degerlendirilecek ve yeni nesil liderlik algisi tizerinde durulacaktir.

Bu ¢alismanin amaci “yeni nesil ¢alisanlarin liderlik algisin1” belirlemeye yoneliktir.

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmustur.
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Orgiitlere, mevcut yoneticilere, gelecekte yonetimde sdz sahibi olacak Y kusagi ¢alisanlarina,
yoneticilerin mevcut yonetim tarzlarinin calisanlarin algilarii nasil etkiledigini bu etkilerin
yaratabilecegi sonuglar1 ve yeni nesil liderlik beklentilerini anlayabilme agisindan faydali
olabilecektir.

2. Kavramsal Cerceve

Bu boliimde arastirmanin gercevesi, evreni, 6rneklemi, varsayimlar ve sinirliliklari konusunda

bilgiler yer almaktadir.

2.1. Evren ve Orneklem

Arastirmanin evrenini satig pazarlama, hizli tiiketim ve iiretim sektoriinde 1985 sonrast dogumlu
Y kusagi ¢aliganlari olusturmaktadir. Aragtirmanin érneklemini ise belirlenmis satig pazarlama,
hizli tiiketim ve iiretim sektorlerinde faaliyet gosteren farkli firmalarda calisan beyaz yaka 365

kisi olusturmaktadir.

2.2. Varsayimlar ve Simirhhiklar

Arastirmaya katilan 3-5-10 kisilik gruplardaki katilimcilarin birbirlerinden etkilenmeden
goriigme formundaki sorulara objektif yanitlar verdikleri varsayilmistir. Aragtirma satig
pazarlama, hizli tiiketim ve {iretim sektoriinde faaliyet gosteren firmalarda gérev yapan Y

Kusag1 365 calisan ile sinirlidir.

3. Arastirma Yontemi

Arastirma yontemi sahaya inilerek ¢alisanlarin dogal ortamlarinda ve de online olarak miilakat
teknigi ile gergeklestirilen nitel bir ¢aligmadir. Aragtirma kapsaminda satis pazarlama, hizl
tiketim ve tiretim sektorlerindeki farkli firmalarda gorev yapan beyaz yakali 1985 sonrasi
dogumlu 365 calisanin katilimi ile gergeklesen nitel bir arastirma yiiritiilmiistiir. Arastirmada
verilerin toplanmasi amaciyla, katilimcilarla yapilacak goriismelerde kullanilan &nceden
belirlenmis liderlik algilarint belirlemeye yonelik 5 soru sorularak miilakat/goriisme teknigi ile
karsilikli ve etkilesimli bir iletisim siireci igerisinde 365 katilimer ile gergeklestirilmigtir. 290
katilimc1 ile 3-5-10 kisilik gruplar halinde, 75 katilimer ile bireysel goriismeler seklinde
yapilmis verilen yanitlar, sozciik sikligi hesaplama ve ylizdelere indirme yontemi ile analiz
edilip bulgular yorumlanarak liderlerin mevcut yonetim tarzlarinin ¢alisanlarin algilarini nasil
etkiledigi bu etkilerin sonuglari, yaratabilecegi durumlar degerlendirilmis ve yeni nesil liderlik
beklentileri dikkate alinarak yeni neslin liderlik algilari belirlenmeye caligilmigtir. Nitel
aragtirmalarda miilakat, goriisme, gozlem gibi veri toplama araglar1 kullanilmakta ve olaylar
calisanlarin kendi dogal ortaminda gergekgi olarak ele alinabilmektedir. Nitel arastirma

modelinde ne, neden, ne sekilde, nasil, ni¢in sorularina yanit aranmaktadir.
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5 soruluk formlar hazirlanirken, Y kusagi beyaz yaka calisanlar i¢in “Yeni nesli yonetebilecek
basarili bir lideri” onlarin anlatimi ile tanimlamalarina, bu kriterler ¢ercevesinde mevcut
yoneticilerin yonetsel becerilerini degerlendirmelerine yoneticilerin yaklasimlariin deger ve
mutluluk agisindan onlar i¢in 6nemine ve son boliimde kendilerini yonetebilecek “yeni nesil

liderlik beklentisi” {izerinden istedikleri liderlik davranislarini belirlemek {izere tasarlanmistir.

3.1. Verilerin Toplanmasi ve Veri Toplama Araci

Calismanin verileri Agustos 2020 - Ocak 2021 tarihleri arasinda satis pazarlama, hizli tiikketim
ve lretim sektorlerinde yer alan farkli firmalarda benzer pozisyonlarda ¢alisan beyaz yaka 365
kisinin katilimu ile yiiz yiize miilakat/goriisme teknigi kullanilarak gerceklestirilen oturumlarda
sorulan toplam 5 adet soruya ve 5 adet soruya verilen yanitlara bagli olarak netlestirmek i¢in
sorulan ek sorulara verilen yanitlarin tek tek formlara yazilarak kaydedilmesi, gézlemlenmesi

ve izlenimler dogrultusunda toplanmustir.

Veri toplama amaciyla aragtirmaci tarafindan hazirlanan (davranis alaninda uzman) 2 Profesér,
2 Yénetim Kogu ve 2 Insan Kaynaklar1 Yéneticisi tarafindan onaylanan yari yapilandirilmis
goriigme formu kullanilmigtir. Gérev yapan ¢alisanlarin yeni nesil liderlik algisini lgmeye ve
belirlemeye yarayacak niteliktedir.

3.2. Verilerin Analizi

Yar1 yapilandirilmis formlarla birbirine bagli 5 adet gériigme sorusu 290 katilimei ile 3-5-10
kisilik gruplar halinde, 75 katilimer ile bireysel goriigmelerle sorulmus katilimcilardan gelen
yanitlar ve verilen rakamlar hi¢ atlanmadan tek tek kaydedilmis, kaydedilen yanitlar tek tek
degerlendirilerek sozciik siklig1 hesaplama ve ortalamalarini alma yontemi ile analiz edilerek

bulgular yorumlanmustir.

Veri analizlerinde katilimci sayilari “Frekans” olarak, tim katilimcilarin verdigi notlarin
toplanarak ortalamalarinin alindig1 rakamsal sonuglar ise “Ortalama” olarak belirtilmis ve

arastirma i¢inde bu sekilde kullanilmistir.

Nitel aragtirmalarda miilakat, focus grup ve birebir miilakat, yaygmn kullanilan veri toplama
aracglar1 arasindadir. Miilakat (goriisme) onceden hazirlanmis sorularmn karsidaki kisinin
yanitlamasi amaciyla soruldugu bir soylesidir (Kus, 2003: 50). Cash ve Stewart tarafindan
belirtildigi iizere, arastirmalarin en 6nemli verileri miilakatlar ile elde edilmis olup, siire¢ daha
onceden belirlenmis olan dnemli bir amag i¢in yapilan soru sorma ve cevaplama seklinde
yapilan ve karsilikli olarak gergeklestirilen bir iletisim siirecidir (Yildirim ve Simsek, 2016:
119). Arastirma sirasinda katilimcilarla kiigiik gruplar halinde ve bireysel goriisme tercih

edilmistir.

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmustur.
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4. Bulgular ve Tartiyma

Arastirmada elde edilen verilerin kaynagi; yar1 yapilandirilmis formlarla birbirine bagli 5 adet
goriisme sorusu olup 290 katilimei ile 3-5-10 kisilik gruplar halinde, 75 katilimer ile bireysel
gorligmelerle tek tek sorularak, katilimcilardan gelen yanitlar firma ayrimi gézetmeden ilgili
sorular altina kaydedilmis, mevcut, hissedilen ve beklenen liderlik davraniglarmna verilen
climlesel yanitlar tek tek degerlendirilerek sozciik sikligi hesaplama yontemi ile, rakamsal

yanitlar ise genel ortalamalar1 hesaplanip alinarak analiz edilip bulgular yorumlanmistir.
Yapilandirilmis sorular ve yanitlar (kismen) agagida verilmistir:

Soru 1 - Size gore basarili ve yeni nesli yonetebilecek bir yonetici nasil olmalidir? Basarili
bir yoneticinin en dnemli 4-5 yonetsel 6zelligini séyler misiniz?

Yanitlar:

“Insan odakl liderlik 6zellikleri gstersin. Insan iliskileri iyi olsun, sorun ¢dzebilsin, ikna
edebilsin, iletisimi ve iligkileri iyi olsun, yetenekleri yonetebilsin. Bizi rakip olarak, ast olarak
degil arkadas olarak gorsiin. Bos egosu olmasin ama 6zgiivenli olsun, bize tepeden bakmasin,
onerilerimize kiymet versin,dikkate alsin. Adil ve giivenilir olsun, adam kayirmasin, arkamizda

durabilsin.”
“Yonetim tarzi igerisine 6diil, takdir 6vgii ve tesekkiir etmeyi yerlestirsin.”

“Hata yaptigimizda hos gorebilsin. Hatalarimizi anlamamiza ve diizeltebilmemize izin

versin yardimei olsun.” “Ihtiya¢ ve beklentilerimizi anlasin degisim siireglerini yénetebilsin.”

“Kogluk ve mentdrliik yapsin, katilimci ve paylasimc olsun. Ekip motivasyonunu dikkate
alsm., Hosgoriilii ve anlayisli olsun, samimi olsun. Basarilarimizi tarafsizca lanse etsin, diiriist
olsun. Yonetim becerilerine sahip olsun. Egitimli olsun, insan olsun, insan odakli olsun klasik

yontemlerden vazgegsin, kendini gelistirsin.”

Soru 2 - Bu kriterler ¢ercevesinde yoneticilerinizin mevcut yonetsel becerilerine

(yoneticilik performansina) (1) ile (5) arasinda bir puan verseniz kag puan verirsiniz? Neden?
Yanitlar:
Frekans: 365
Ortalama: 2.4
Ek soru: Ortalama puan 2.4 ¢ikt1, neden bu puanlari verdiginizi 6grenebilir miyiz?

“Bizden ziyade daha ¢ok is sonuglari ile ilgileniyorlar. Bize yeterince takdir vermiyorlar,

basarilarimizi gérmezden gelip en ufacik basarisizligimizda tepki veriyorlar.”

“Konusgurken bizi tam dinleyip anladiklarini ve onlar i¢in varligimizin degerli oldugunu
hissedemiyoruz. Isi siirekli iyi ve kaliteli yapana veya ses cikartmayana veriyorlar. Is
yapamayan veya kaytaran i¢in 6zel bir ¢aba sarf etmiyorlar, bu anlamda etkin delegasyon

olduguna inanmiyoruz.”
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“Degisime ve gelisime agik degiller, klasik ve hiyerarsik yontemleri tercih ediyorlar. Kapali
kap1 politikalar1 uyguluyorlar. Adam kayiriyorlar, bazilari igin liyakatin 6nemi yok, biat etsin,
kars1 ¢ikmasin, dedigini yapsin, itiraz etmesin, boyun egsin yeter. Pozisyonlarini saglama almak

istiyorlar, yerlerini kaybetmekten korkuyorlar.”

“Isler yolunda giderken, hedefler tutarken kimse takdir etmeye kutlamaya gelmiyor.
Bagarilarimiz pek odiillendirilmiyor yapmak zorunda ve bitirmek zorundaymisiz gibi bir
yaklagim sergileniyor. Ancak hedefler tutmasin, satig olmasin, {iretim aksasin, kalitesiz is ¢iksin
hemen kriz ¢ikartip yanimiza geliyorlar. Hatali ig {ireten ve isi aksatan, basarisiz olan ¢aligsanlar
icin gerekenler pek yapilmiyor, calisan ¢alismayan ayrimini hissedemiyoruz.” “Saglikli bir
performans yonetim sistemi oldugunu ve mevcut potansiyelin iyi degerlendirildigini

diistinmilyoruz.”

Soru 3 - Yoneticinizin size yaklagimlarini diistindiigiiniizde size kendinizi mutlu degerli
hissettiren davraniglar hangileri? En 6nemli oldugunu disiindiigiiniiz 3-4 davranist sdyler
misiniz?

Yamitlar:

“Deger gordiigiimiizde, fikirlerimiz 6nemsenip dinlenince ve dikkate alininca, pozitif ve
seffaf geri bildirim alinca, yoneticimizin yanimizda oldugunu, bize destek verdigini hissedince,
takim veya bireysel olarak azar isitmeyince, koti ve kirict sozler duymayinca, {ist
yoneticilerimiz yanimiza geldiginde 6nce is ve is sonuglart degil de bizi, nasil oldugumuzu
sorup bize kendimizi dnemli hissettirdiginde, problem veya verilecek is olmasa bile gelip, arayip

selam verip halimizi hatirimizi sorunca, mentorliik, abilik, ablalik ustalik, arkadaslik yapilinca.”

“Kaliteli ve hatasiz is Urettigimizde. Hedeflerimiz tuttugunda. Satis ve pazarlama planlari
gerceklesince, projeleri tamamlayip onaya sundugumuzda. Ariza olmayinca hata ¢ikmayinca,
iiretim bantlar1 durmayinca. Isimizde serbestlik olunca ve ¢ok karigilmayinca. Ust yonetim ve

zaman baskisi olmayinca.”

“Pozitif geri bildirim alinca. Ovgii ve takdir alinca (neredeyse takdir hi¢ yok ve pek takdir

gormilyoruz diyebiliriz.). Bireysel Kariyerimi gelistirecek destek ve egitimler alinca.”

“Is kazas1 yapmamak. Kimsenin zarar gérmemesi. Bildirimlerimin karsilik gérmesi, ekiple

giizel bir an1 paylasmak, dogru anlasilmak, sosyallesmek, kutlamalar yapmak.”

Soru 4 - Soru 3’ te saydiginiz size kendinizi degerli ve mutlu hissettiren (takdir-samimi
geribildirim-degerli hissettirme, saygili davranma, giiven, adaletli yaklasim, dogru
yetkilendirme seffaf iletisim gibi) yaklasimlari sergileme performanslarini 1 ile 5 arasinda

puanlasaniz kag¢ puan verirsiniz?
Yanitlar:
Frekans: 365

Ortalama: 2.1

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmustur.
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Soru 5 - Gelecekte segme sansiniz olsa nasil bir yonetici ile ¢aligmak isterdiniz? Gelecekte

calismak istediginiz yoneticinin en 6nemli 3-4 6zelligini soyler misiniz?
Yanitlar:

“Soruna degil ¢oziime odaklansin. Seffaf, agik samimi ve net geri bildirim versin.
Mentdrliik yapsin, yolumuzu agsin, yol gostersin. Yanimizda dursun, katilimer olsun. Sadece
basartyr degil basarisizligt da sahiplensin. Onlari neden, ni¢in, niye yapiyoruz anlatip
anlamlandirsin ve yeterli agiklamay1 yapsin. Bizi gelecege gotiirebilsin, kariyer planlamasi
yapabilsin, vizyonu olsun, bize vizyon kazandirsin, degisime acik olsun, degisimleri

yonetebilsin.”

“Gerektiginde takdir, dvgii verebilsin ve tesekkiir edebilsin. Bunlar1 yaparken zorlanmasin.
Genel, kolektif geri bildirim vermesin, bireysel ve olaya yonelik spesifik geribildirim versin.
Miihendis, uzmanlar, saticilar, pazarlamacilar olarak bizimde yonetici olacagimizi,

oldugumuzu, pozisyonumuzun énemini unutmasin karsisinda ¢ocuk var gibi yaklagmasin.”

“Is yiikiinii adil dagitabilsin. Istedigimiz zaman arayabilecegimiz gibi yakin olsun. Bizi
onemsesin bir dost, arkadag gibi sevgi ile yaklasan olsun. Giivenilir, adil olan adam kayirmayan
bir lider olsun. En azindan bir eline saglik diyen, takdir eden, tesekkiir eden olsun. Herkesin
icinde azarlamayan olsun. Egosu az, algak goniillii, kibirsiz olsun. Beni gelistiren, kendi de

gelisime, degigime agik olan, dedigim dedik diye tutturmayan bir lider olsun.”

“Vizyoner ve gelecek odakli olsun, olabilecekleri 6n goriip 6nlem alsin. Proaktif olsun.
Sirketi iyi yerlere tasisin, bize iyi maaslar kazandirsin. Krizleri yonetebilsin, pandemi
siirecinden saglikli ¢ikabilelim. Ust ydnetim ve ast yonetim dengesi kurabilsin. Bize kariyer

plan1 yapabilsin ve destek olsun. Bizim arkamizda, yanimizda durabilsin.”

5. Sonuc ve Oneriler

365 katilimer ile gergeklestirilen bu caligma sonucunda elde edilen veriler, yoneticilerin mevcut
yonetim tarzlarimin c¢alisanlarin algilarimi nasil etkiledigini ve bu etkilerin yaratabilecegi
sonuglart ve yeni nesil liderlik beklentilerini anlayabilme acgisindan faydali olmustur.
Arastirmamizin sonuglarina goére yonetici davranislarinin, yonetim tarzlarinmn, ¢alisanlarin
liderlik algisin1 pozitif veya negatif anlamda etkiledigi ve mevcut yonetim tarzlarinin yeni neslin

beklentilerini yeterince karsilamadigt goriilmiistiir.

Calismadan elde edilen bulgulara gore yeni nesil liderin ¢alisanlara ilgi gdstermesi, sorunlari ile
ilgilenmesi, onlara saygi duydugunu belli etmesi, 6vgii ve takdir ile motive etmesi, geri bildirim
ve yetki vermesi, giiven ve adaleti saglamasi, fikir ve onerilerini dikkate almasi, seffaf iletisim

kurmasi gerekliligi tespit edilmistir.
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Yeni nesil liderlik stili ve algisi tizerinden kogluk temelli yaklasimla Y kusagi gozetilerek
gorligiilen 365 beyaz yakali c¢alisan; birlikte calistiklart yoneticilerin yaklagimlarinin
bekledikleri liderlik yaklasimina uzak oldugunu dile getirmisler ve de ayni zamanda
sordugumuz sorulara verdikleri samimi ve objektif yanitlarla mevcut yaklasimdan memnun
olmadiklarini, mevcut yaklasgimlarin bekledikleri yoneticilik ve liderlik yaklasimim

kargilamadigini ¢ok icten bir sekilde ve sitemle dile getirmislerdir.

Sordugumuz sorulardan biri olan “Size gore basarili ve yeni nesli yonetebilecek bir yonetici
nasil olmalidir? Basarili bir yoneticinin en énemli 4-5 yonetsel ozelligini soyler misiniz?”
sorusuna verilen yanitlart sozciik siklig1r hesaplama yontemi ile yaptigimiz degerlendirmeler
sonrast en ¢ok tekrarlanan ve ilk siralarda yer alan terimler ise; insan odakli (galisan odakl
otantik, adaptif, durumsal, katilime1), liderlik yetkinliklerine sahip, degerlere dnem veren,
seffaf, adil, gilivenilir, dinleyen, anlayisla yaklasan, potansiyelleri ortaya ¢ikartabilen,
performansi yonetebilen, takdir ve yapici geri bildirim veren gibi ¢alisan odakli liderlik
ozellikleri icermekte ve yonetsel yetkinlikler anlaminda beklenen yonetici yetkinliklerini ¢ok

net tamimlamaktadir.

“Bu kriterler c¢ercgevesinde yoneticilerinizin mevcut yonetsel becerilerine (yoneticilik

performansina) (1) ile (5) arasinda bir puan verseniz kag¢ puan verirsiniz? Neden?”’

Sorusuna verilen yanitlardan ¢ikan sonug, 6rgiit iklimi agisindan liderin istenmeyen davraniglar
arasinda yer alan davranislarinin ¢aliganlarin  algisint  etkiledigini, bu davranislari
degerlendirdiklerinde yoneticilerinin asagidaki gorev odakli yaklasimlari nedeni ile
performanslarina diigitk puan verdikleridir. Nitekim 2. sorunun ortalamasi 1-5 arasindaki
puanlama skalasinda 2.4 olarak gergeklesmistir. Bu ortalamayr agiklamak igin 2. sorunun
devamu olan “Ortalama puan 2,4 ¢ikti neden bu puanlart verdiginizi dgrenebilir miyiz?”
sorusuna verilen yanitlar incelendiginde, mevcut yonetici yaklasimlarinin, 6zellikle {iretim

sektoriinde, caligan odakli olmaktan uzak ve beklenenin altinda seyrettigini gostermistir.

Literatiirler ve arastirmalar, yonetici davraniglarinin, c¢alisanlarin igyeri mutlulugunu ve
kendilerini degerli hissedip hissetmediklerini etkiledigini gostermektedir. Bunu dogru analiz
edebilmek, yeni nesil liderlik beklentilerini, mevcut gorev odakli yonetici yaklagimlarinin, yeni
nesil ¢alisanlarin duygusal durumu iizerindeki etkisini 6lgebilmek i¢in 3. ve 4. sorular

sorulmustur.

(3) “Yonmeticinizin size yaklasgimlarim diisiindiigiiniizde size kendinizi mutlu degerli
hissettiren davramiglar hangileri? En onemli oldugunu diigiindiigiiniiz 3-4 davranmist soyler
misiniz?”, (4) “Soru 3’te saydiginiz size kendinizi degerli ve mutlu hissettiren (takdir-seffaf
geribildirim-degerli hissettirme, saygili davranma, giiven, adaletli yaklagim, dogru
yetkilendirme seffaf iletisim gibi) yaklasimlar: sergileme performanslarimi 1 ile 5 arasinda

puanlasaniz kag puan verirsiniz?”

Sorularinin cevaplar incelendiginde ve 4. sorunun ortalama sonucuna (2.1 olarak ¢ikmaisti)
bakildiginda Y kusagi olan ve ara ydnetici pozisyonlarinda ¢aligan katilimcilarimizin ifadeleri

neredeyse hi¢ takdir gérmedikleri kendilerini yalniz ve degersiz hissettikleri yoniindedir.

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmustur.
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Calisanlar kendilerini yeterince degerli hissetmemektedir. Bunun sebebi gosterilen degerin daha
cok goreve ve sonuglara yonelik olmasi, insana ve kisilige yonelik olmamasidir. Agirlikli olarak
benimsenen ydnetici yaklagimi gorev odakli liderlik yaklagimidir. Hal boyle olunca,
davranislarin etkisi maalesef duygularin olumlulugu iizerinde olamamaktadir. Bu da uzun
vadede c¢aliganlarin ig tatmininin diismesine, isten ayrilma niyetinin artmasina, Orgiitsel

baglhligin azalmasina neden olabilmektedir (Ozdevecioglu ve Kamgiir, 2009).

“Gelecekte se¢me sansiniz olsa nasil bir yonetici ile calismak isterdiniz? Calismak istediginiz
yoneticinin en énemli 3-4 ozelligini soyler misiniz?” c¢alismanin son sorusudur. Bu soruya
verilen yanitlar yeni neslin gelecekte nasil bir yonetici ile ¢aligmak istedigini net olarak
tanimlamakta ve Y kusaginin gelecek yonetici beklentisini ortaya koymaktadir.. Arastirma
verileri yeni neslin ¢alisan odakli ve degisim odakli liderlik beklentisi oldugunu tespit ederek

algiy1 somutlastirmistir.

5. soruya verilen yanitlardaki beklenti farkindalik diizeyi, satis pazarlama, hizli tiikketim ve
iiretim sektdrlerindeki arastirma yaptigimiz sirketler ve Y kusagi icerisinde birbiri ile oldukga
paralellik gostermektedir. Bu siralamanin en istiinde, liderin insan odakli, ¢alisan odakli
(otantik, adaptif, durumsal, katilimci), liderlik yetkinliklerine sahip olmasi, degerlere 6nem
vermesi, seffaf, adil, giivenilir, dinleyen, anlayisla yaklasan, potansiyelleri performansi
yonetebilen, takdir eden, yetkilendiren ve yapici geri bildirim veren bir birey olmasi
bulunmaktadir. Liderler ¢alisanlarin mevcut ihtiyaglarina cevap verebilen ve onlari ortak hedefe
yonlendirebilen kisilerdir. (Eren, 2005) Bir astin becerilerini arttirmak ve ise uyumunu
kolaylagtirmak, kariyerini ilerletmek i¢in kullanilabilecek yonetsel uygulamalar gelistirme
kapsamindaki faaliyetlerdir. Mentorliik, kogluk ve gelisimsel imkanlar saglamak temel davranis
bilesenleridir (Yukl, 2018).

Asagida belirtilen yonetsel alanlarda yapilacak iyilestirmelerin ve ¢aligan odakli yonetim
anlayis1 ve yaklasiminin sektorlere, toplumsal ve kurumsal kiiltiire pozitif anlamda katkilari

olacaktir:

e Yoneticiler Yeni nesli (Y Kusagini) yonetmekte zorlanmaktadir, baglilik aidiyet gibi

duygular1 az olan bu kusaga deger agisindan inilememektedir.

e Daha yasli olan, bilgi ve tecriibe agisindan daha birikimli olan (mentér olabilecek) eski
calisanlarin, takim liderlerinin/ mithendislerin bilgilerine bas vurulmamakta ve onlarin

fikirleri alinmamakta, alinsa dahi yeterince 6nemsenmemektedir.

e Dis motivasyona, takdir ve dvgliye ihtiya¢ duyan bu kusak yoneticileri tarafindan
yeterince takdir/ovgli goérmemekte, yoneticilerinin bu yaklagimi Y kusaginda

degersizlik hissine yol agmaktadir.

e lyilestirme ve gelisim anlaminda yapildig1 diisiiniilen geri bildirimler maalesef

beklenen amaca hizmet etmemekte ve iyilesme ile sonuglanmamaktadir.

e s ve gorev verilirken anlam/-amag birlikteligi dikkate alinmamaktadir.
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Yukaridaki tespitlerden yola ¢ikarak sergilenecek agsagidaki davranislarin,
e Insan/calisan odakli destekleyici tutumlarin,
o Acik, seffaf, samimi ve duygusal zeka ¢ikish isletisimin,
e Pozisyonlar arasi karmasik alanlarin netlesmesinin ve net gérev tanimlar1 yapilmasinin
e Kriz doneminde yapilacak agik, net ve dogru bilgilendirmelerin

e Ayna tutulan/yansitmali, tersine mentorliik ile kogluk temelli ve destekleyici liderlik

yaklasimlarinin;

farkindalik yaratacagi, yeni nesli daha dogru yonetecegi ve gelecege daha saglikli tasryacagi bu

aragtirmanin en 6nemli ¢iktilarindandir.

Tim sonuglar bir araya getirildiginde, aragtirmaya katilan ¢alisanlarin, sirketleri satis, pazar
payi, iretim ve kalite anlaminda biiylidiigiinde gurur duyup mutlu olduklar1 goriilmiistiir.
Degisime uyum saglayabilme yetenekleri vardir ve duygusal tepkilere c¢abuk cevap
vermektedirler, X kusagina gore daha duygusal sayilmaktadirlar. Bununla birlikte arastirmada
goriigiilen 365 calisanin kendi pozisyonlarmi 6nemsedikleri, kendilerini ifade ederken hata
yapmaktan korktuklari ve bir hata yaptiklarinda mutsuz olduklari goriilmiistiir. Bireysel olarak
istekli olmakla birlikte, caligtiklar1 sirketlerin ismine giivendikleri fakat yoneticilerine
glivenmedikleri not edilmistir. Bu arastirma i¢in bir diger vurucu sonug da sirket kiiltiiriinde

zay1f nokta olarak goriilebilecek bu ¢iktidir.

Yoneticilerin sergilemeleri gereken davranislari bilmelerine ragmen degisime kapali olmalari,
kendilerinin iist yonetimden bekledikleri davranislari asagiya karsi sergilememeleri; {ist
yoneticilerin ve yoneticilerin yeterince rol model olacak davraniglar gostermemeleri, kusaklar
arasi farkliliklar1 yonetmekte zorlanmalar1 ve bu zorlugu asacak veya Y kusaginin ihtiyaglarina
onem verecek bir yaklagim sergilememeleri, sirketlerdeki geri bildirim yetersizligi ve/ veya geri
bildirimlerin zamaninda, seffaf, samimi, gelistirici ve yapict sekilde verilmiyor ve beklenen
amaca hizmet etmiyor olmasi, yoneticilerin astlarina yeterince kogluk ve 6nderlik yap(a)mamasi
ve zaman ayir(a)mamasl, sirketlerin yillar icerisinde “Calisan (insan) Odaklihik” konusunda

gerilemesi, sirketlerin negatif yonleridir ve gelismesi gereken yonetim davraniglari arasindadir.

Yoneticilerin, kendilerini ve sirketi yeni neslin arzuladig: ve ifade ettikleri sekliyle, yetkinlik,
fonksiyonel bazli, niteliksel ve niceliksel liderlik becerileri tasiyabilmeleri, kendilerini,
ekiplerini, zamanlarim1 etkin yonetebilmeleri, c¢alisanlarin ve kendilerinin duygularin
(Duygusal Zeka) anlamalar1 pek ¢ok agidan liderin etkinligi i¢in 6nemlidir (Goleman 1998).
Isini, siireci yonetebilen, inisiyatif alan, kararli duran, dinleyen, anlayan, empati yapan, mentdr,
kog, destekleyici, ¢alisan odakli, degisime yeniliklere agik, gelistiren yoneticiler olmalari,
calisanlarin ve yeni neslin onlar1 yeni nesli yonetebilen basarili liderler olarak gérmelerini ve

liderin izinden gitmelerini miimkiin kilacaktir.

Bu ¢aligma Beykoz Universitesi Bilimsel Arastirma ve Yayn Etigi Kurulu’nun 2022/08 numaral karariyla
uygun bulunmustur.
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CLUSTERS: ARE THEY PROPITIOUS ECOSYSTEMS WHEREIN
SUSTAINABLE ENTREPRENEURS CAN THRIVE?

Nigar Cagla MUTLUCAN!

Abstract

We live in an era marked by climate change issues, gaping social inequalities, and natural
resource depletion. Traditionally, entrepreneurship is focused on profits but obtaining financial
gain to the detriment of the environment and society is not sustainable. Future generations
should also be able to meet their own needs. Therefore, sustainable entrepreneurs have an
essential role in sustainable development efforts by creating financially viable and innovative
business models that create environmental and social value. Clusters might contribute to this
process by their dynamic structure that creates synergy among multiple actors. The literature
review revealed that the impact of clusters on sustainable entrepreneurship is under-researched
and that there is a gap. This article explores how sustainable entrepreneurship can emerge and
thrive in clusters by reviewing the relevant literature on these concepts and analyzing several
clusters fostering sustainable entrepreneurship. Finally, the article concludes with suggestions
for the Turkish business context.

Keywords: Cluster, Ecosystem, Sustainable Development, Sustainable Entrepreneurship.
JEL Classification: R10, Q57, Q01, L26.

KUMELENMELER: SURDURULEBILIR GiRiSIMCILERIN

SERPILMELERINE ELVERISLI EKOSISTEMLER MIDIR?
Oz
Iklim degisikligi sorunlarinin, derin sosyal esitsizliklerin ve dogal kaynaklarm tilkenmesinin
damgasini vurdugu bir ¢cagda yagamaktayiz. Geleneksel olarak girisimcilik kar odaklidir, ancak
gevre ve toplum aleyhine finansal kazang elde etmek siirdiiriilebilir degildir. Gelecek nesiller de
kendi ihtiyaglarini karsilayabilmelidir. Bu nedenle siirdiiriilebilir girisimciler, gevresel ve sosyal
deger yaratan, finansal agidan siirdiiriilebilir ve yenilik¢i is modelleri olusturarak siirdiiriilebilir
kalkinma g¢abalarinda 6nemli bir role sahiptir. Kiimelenmeler, birden fazla aktor arasinda sinerji
yaratan dinamik yapilar1 ile bu siirece katkida bulunabilirler. Literatiir incelemesi,
kiimelenmelerin siirdiiriilebilir girisimcilik tizerindeki etkisinin yeterince arastirilmadigini ve bu
alanda bir bosluk oldugunu ortaya koymustur. Bu makale, bu kavramlarla ilgili literatiirii gozden
gecirerek ve siirdiiriilebilir girisimciligi tesvik eden birka¢ kiimelenmeyi analiz ederek,
stirdiiriilebilir girisimciligin kiimelenmelerde nasil ortaya ¢ikabilecegini ve gelisebilecegini
aragtirmaktadir. Son olarak makale, Tiirkiye'deki is ortamina yonelik 6nerilerle sona ermektedir.

Anahtar Kelimeler: Kiimelenme, Ekosistem, Siirdiiriilebilir Kalkinma, Siirdiiriilebilir
Girigimcilik.

JEL Simflandirmasi: R10, Q57, Q01, L26.

1 Asst. Prof., Beykoz University, School of Civil Aviation, Department of Aviation Management,
nigarcaglamutlucan@beykoz.edu.tr, ORCID:0000-0002-4596-5960.
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1. Introduction

Entrepreneurship is a research field studied since the 18™ century by economists such as Adam
Smith and John Stuart Mill (Greco and Jong, 2017). Traditional definitions of entrepreneurship
prioritize the creation of financial value (Schumpeter, 1934). Entrepreneurs have been
acclaimed if they offered great returns to their shareholders and investors. However, this
constrained view of doing business proved itself to be unsustainable in the long run. Targeting
only financial gain and overlooking the environmental and societal effects of the enterprise is
not sustainable in our era, especially with the increasing awareness of consumers and other
stakeholders.

Nowadays, getting economic value at all costs is overthrown by generating sustainable
development. According to Brundtland Report (1987), the definition of sustainable development
is as follows: “the development that meets the needs of the present without compromising the
ability of future generations to meet their own needs.” Elkington (1994, 1997) contributed to
this definition by introducing the concept of the Triple Bottom Line (TBL), or 3P (People,
Planet, and Profit) that integrates the three dimensions of sustainability: the economic, the
human, and the environmental systems. Hart and Milstein (1999) paired entrepreneurship and
sustainable development concepts and presented sustainable development as an opportunity for
entrepreneurs and innovators. Today, entrepreneurs are expected to mitigate their businesses’
negative impacts on the environment and consider prosocial and environmental values when
planning their business activities (Anand et al., 2021). In other words, sustainable entrepreneurs
strive to balance the triple bottom line of social, environmental, and economic goals. In addition
to profit generation, sustainable entrepreneurs aim to create value for the planet (Hanohov and
Baldacchino, 2017), generate employment, and improve people’s lives (Sarango-Lalangui et al.,
2018). Though sustainable entrepreneurs are expected to act as key actors in sustainable
development efforts, they face many challenges in merging environmental, commercial, and
social logics with different values, practices, and objectives. Entrepreneurs can feel tensions
when combining social and environmental values in a commercial market where financial gain
is the ultimate goal (Gregory and Holzmann, 2020). Hence, they should create and align several
values within their business models, and to do that, they need innovativeness, adequate
information, and sufficient resources. How can sustainable entrepreneurs create innovative
business models that meet these requirements? Can they reach the necessary information on
their own? Are they able to find the required resources to enact their business models? Do they
need assistance when following environmental and social regulations? They might achieve these
multiple goals by themselves, but that will require much time, effort, and money. Therefore,
being located in industry clusters seems like a better alternative since they offer an ecosystem
of multiple actors that provide information, resources, and experienced labor pools.

Clusters have been a research topic for several schools of thought since Alfred Marshall’s first
definition of industrial districts. However, Michael Porter (1998) brought the concept to the
limelight; he conceives business clusters as places wherein several complementary actors work
in harmony with high productivity, innovation, and new business formation levels. Clusters
offer a suitable environment for innovation as they bring together several actors that exchange
information, workforce, and raw materials. Besides information flows between firms and
research facilities, local knowledge spillovers and technological spillovers contribute to creating
new ideas and products/services.
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Moreover, business clusters are generally milieus where state-of-the-art technologies emerge
because firms devote large amounts of money to research in collaboration with universities and
other institutions located there. These are vibrant environments that might function as hubs of
innovation and pools of skilled workers and experts. Furthermore, they can help ventures
produce new products/services that alleviate environmental worries and create new jobs with
higher wages. In sum, clusters can be the ecosystems wherein sustainable entrepreneurs can
emerge and grow since they provide abundant resources to these entrepreneurs.

The literature review concerning sustainable entrepreneurship and clusters revealed a research
gap; there are very few articles examining sustainable entrepreneurship in clusters to the
author’s knowledge. The most prominent one is Cohen’s (2006) article. He established the
framework of a sustainable entrepreneurship ecosystem. Though he did not name the ecosystem
as a cluster, his definition is very close to that of a cluster.

This paper seeks to uncover the suitability of clusters for sustainable entrepreneurship. It begins
with a literature review of sustainable entrepreneurship and clusters. Then, three examples of
clusters from Canada, the USA, and France hosting sustainable entrepreneurs are scrutinized.
Finally, the state of sustainable entrepreneurship in Turkey is examined, and several suggestions
to develop sustainable entrepreneurship in the Turkish business context are provided.

2. Literature Review

2.1. Sustainable Entrepreneurship

Sustainable entrepreneurship is a subfield of entrepreneurship that has become a topic of
interest, especially in the last two decades; it is deemed a means to achieve a more sustainable
future (Hall et al., 2010). Sustainable entrepreneurship serves as a link between sustainable
development and entrepreneurship literature. Sustainable development has become an important
concept since the 1990s. It is defined as “meeting the needs of the present without compromising
the ability of future generations to meet their own needs.” (Brundtland Report, 1987). At first,
the research perspective was constrained to entrepreneurial activity and its relationship with
environmental problems and solutions. Then, Elkington (1997) contributed to the expansion of
the concept by introducing the triple bottom line (TBL) perspective, known as 3Ps (People,
Planet, and Profit). Shepherd and Patzelt (2011: 137) enumerate the elements of the 3Ps and
include “the preservation of nature, life support, and community in the pursuit of perceived
opportunities to bring into existence future products, processes, and services for gain, where
gain is broadly construed to include economic and non-economic gains to individuals, the
economy, and society.”

During the following years, the TBL concept became popular and entered the everyday business
language. However, Elkington (2018) wrote an article in Harvard Business Review and stated
that profit was still the main focus of firms though they used the TBL concept in their reports:
“The original idea was (...) encouraging businesses to track and manage economic (not just
financial), social, and environmental value added—or destroyed.” Therefore, 3Ps comprise
social, environmental, and economic impact. Furthermore, Elkington means by people the
positive and negative impact an organization has on its most important stakeholders. The second
P, planet, comprises the positive and negative influence an organization has on its environment.
Firms can reduce their carbon footprint, use fewer natural resources, decrease toxic materials,
remove waste, and restore the harm they did to nature by reforesting, for instance.
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The third P, profit, refers to the positive and negative effect an organization has on the local,
national and international economy, such as creating employment and wealth, generating
innovation, and paying taxes (Kraaijenbrink, 2019). In sum, a sustainable entrepreneur balances
economic health (profit), social equity (people), and environmental resilience (planet) through
entrepreneurial behavior (Hockerts and Wiistenhagen, 2010).

Greco and Jong (2017) assert that the common ground between entrepreneurship and
sustainability is longevity, which means creating long-lasting products or services. However,
they state that longevity should be replaced with a positive impact in the case of sustainable
entrepreneurship because the needs of future generations cannot be accurately predicted since
they change rapidly. Therefore, being adaptive is of central importance, and the ultimate goal
of sustainable entrepreneurs should be creating prosperity (Iyigiin, 2015: 1230).

Sustainable entrepreneurship also requires innovation because it strives to positively impact
society without harming the natural balance of our planet in an uncertain environment.
Sustainable entrepreneurs should implement new business models, discover new resources, or
find new ways of combining existing resources. Hence, they should have risk-taking abilities
and exhibit an innovative attitude and alertness while complying with ethical standards. Of
course, opportunity creation is as important as it is in the traditional entrepreneurship literature.
Greco and Jong (2017: 14) define sustainable entrepreneurship as follows: “the discovery,
creation, and exploitation of entrepreneurial opportunities that contribute to sustainability by
generating social and environmental gains for others in society.”

Sustainable entrepreneurship is closely related to the fields of social and environmental
entrepreneurship. These three forms of entrepreneurship have some commonalities but also
some differences. They all create value for others by identifying and seizing upon opportunities
engendered by problems in society that have been insufficiently tackled by public or private
organizations (Schaltegger and Wagner 2011; York, O’Neil, and Sarasvathy, 2016). As for the
distinction between sustainable, environmental, and social entrepreneurship, it is mainly the
objectives pursued by them. The main objective of the social entrepreneurs is to “create social
benefits by addressing societal problems such as increasing access to healthcare, sanitation, and
water in slum areas and revitalizing deprived communities” (Hoogendoorn et al., 2019: 1135).
Generally, the creation of social benefits prevails over economic benefits; therefore, social
entrepreneurship thrives in a not-for-profit context. Environmental entrepreneurs, though, seek
profits, but they also aim to create eco-friendly businesses (Thompson et al., 2011). In the final
analysis, sustainable entrepreneurship combines social and environmental entrepreneurship and
integrates them into one practice.

As mentioned previously, innovation is of central importance in sustainable entrepreneurship
activities. The resources of our old planet are continually deteriorating; pollution, deforestation,
and global warming issues are just some of the problems that will threaten the sustainability of
life for future generations. The old techniques used to get mass production are obsolete, and
they need to be replaced by eco-friendly ways of producing. In addition, organizations should
strike a balance between the interests of their business and those of the multiple stakeholders.
As a result, enterprises should put forth new products/services, new processes, new forms of
organization, or new sources of supply; they need to be innovative. Traditionally, organizations
used to create innovations within their walls and on their own, but the social and environmental
requirements of our age necessitate a more collaborative approach to this matter.
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Therefore, clusters seem to offer an ecosystem of multiple actors who can contribute to the
innovative processes. Clusters are not just geographical agglomerations of businesses belonging
to the same industry; they comprise companies, suppliers, universities, research facilities,
financial institutions, trade associations, and regulatory institutions.

2.2. Clusters

The origins of clusters go back to Alfred Marshall’s 1890 classic, the Principles of Economics.
Marshall studied specific industries in particular districts and underlined the external economies
of localized specialization (Marshall, 1927). He pointed at three types of external economies
(Asheim et al., 2006): a group of skillful workers, growing complementary businesses, and a
local inter-firm division of labor. The incumbents of clusters work in harmony since they share
explicit and tacit knowledge of business practices in a supportive social and institutional
environment. There have been several terms to define local agglomerations of specialized
activity, such as industrial districts, new industrial spaces, local production systems, local high-
tech milieu, local and regional innovation systems, or learning regions (Asheim et al., 2006).
However, Michael Porter’s concept of industrial or business clusters brought them to the public
attention. Porter defines clusters as “geographical concentrations of interconnected companies,
specialized suppliers, service providers, firms in related industries, associated institutions (for
example universities, standards agencies, and trade associations) in particular fields that
compete but also co-operate” (1998: 197).

The boundaries of a cluster may vary according to the strength of the spillovers in the cluster
and their importance to productivity and innovation. For example, a cluster may consist of a
single city, a state, a country, or even a network of neighboring countries. Porter (2008)
identifies the constituent parts of a cluster as follows: first, large firms or concentration of like
firms is taken into account, and then upstream and downstream firms and institutions are
examined. Next, industries that use common channels or produce complementary products and
services are identified in the horizontal dimension. Then, other horizontal chains of industries
that use similar specialized inputs or technologies or with different linkages to suppliers are
taken into account. Afterward, institutions that offer specialized skills, technology, information,
capital, or infrastructure are included. Finally, government or other regulatory bodies that have
an important impact on the incumbents are added. In sum, all firms, industries, and institutions
with strong linkages, whether vertical, horizontal, or institutional, are counted as members of
the clusters, but those with weak or non-existent linkages can be disregarded.

Firms within a cluster have the opportunity to rapidly grasp new buyer trends because they are
in contact with many firms that have strong relationships with buyers, several firms in related
industries, some specialized information-generating institutions, and sophisticated buyers.
Moreover, their existing relationships with cluster members, site visits, and frequent face-to-
face contacts help cluster participants learn new technological, operating, or delivery
possibilities. Cluster firms always have the opportunity to observe other firms directly. A firm
within a cluster can rapidly acquire the new components, services, machinery, and other
elements necessary for innovations. Also, local suppliers can actively take place in the
innovation process; thus, their supply will exactly meet the firm’s requirements. In case of new
approaches, firms can easily recruit new, specialized personnel within the cluster. Thus, nearby
participants contribute to innovation with their complementary resources. Another advantage of
being within a cluster is that firms can experiment without incurring high costs.

17



Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 17.10.2021 Kabul tarihi: 15.03.2022

DOI: 10.14514/BYK.m.26515393.2022.sp/13-30

Once they know that a new product, process, or service will be successful, they can make

significant commitments.

In addition to these advantages, firms need to innovate in geographically concentrated clusters
because competitive pressure, peer pressure, and constant comparison are abundantly present.
As the basic circumstances, such as labor and utility costs, are similar for firms within the
cluster, they have to be creative in order to outwit their multiple rivals. As a result, though
individual firms in the cluster cannot protect their position for a long time, they grow and
perform better than firms located in non-cluster locations.

3. Examples of Sustainable Entrepreneurship in Clusters

3.1. Victoria, British Columbia, Canada

In an effort to apply the concept of entrepreneurial ecosystem literature to the development of a
sustainable valley, Cohen (2006) described the framework to create a sustainable
entrepreneurial ecosystem. He defined sustainable entrepreneurial ecosystems as an
“interconnected group of actors in a local geographic community committed to sustainable
development through the support and facilitation of new sustainable ventures.” This definition
can also be applied to business clusters where sustainable entrepreneurship can readily burgeon.
He studied one community, Victoria, British Columbia, in Canada to explore the components
of such a system. Following Neck et al. (2004), he scrutinized the formal and informal network,
physical infrastructure, and culture of Victoria. Figure 1 presents the sustainable
entrepreneurship ecosystem in Victoria.

The formal network comprises “a research university, regional government agencies,
professional and support services (e.g., lawyers, accountants, consultants, suppliers), capital
sources (e.g., venture capitalists, business angels, and banks), talent pool and large
corporations.” The University of Victoria (UVIC) has several departments that offer programs
about sustainability, such as green legal theory taught by the law school, an interdisciplinary
program developed by the school of environmental studies, a school and center of Earth and
Ocean Science, a Center for Forest Biology, a Center for Social and Sustainable Innovation
(CSSI) and a sustainable entrepreneurship program in the curriculum of the business school.

Governments can encourage businesses to create innovations that will contribute to
sustainability. They can organize green business plan competitions, reward firms that achieve
resource conservation by innovative methods, and help them create sustainable high-technology
development centers. The federal government in Victoria ratified the Kyoto protocol in
December 2002, which raised public awareness about global warming and greenhouse gases. In
addition, it introduced an innovative program to increase the ethanol content in gasoline and
offered rebates to customers who made green renovations in their homes. The federal
government also founded Sustainable Development Technology Canada (SDTC) that aims to
help firms in developing sustainable technologies. The private sector collaborated with the
government; they provided more funds to the STDC than the government did. The regional
government in Victoria created the “GoGreen” campaign by promoting alternative
transportation, helping organizations in diminishing their environmental impact, and informing
people on environmental challenges.
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Moreover, the provincial government funded the conversion of a former health care facility into
a state-of-the-art technology park in Victoria (Vancouver Island Technology Park — VITP).
Finally, the City of Victoria partnered with a local landfill and a private company to produce
electricity from methane gas.

Cohen (2006) states that professional and support services are open to development in Victoria;
the fast-growing technology sector attracts advisers, but they are mainly from Seattle or
Vancouver. However, nowadays, the City of Victoria has developed and implemented Victoria
3.0, a long-term plan for a sustainable city that will create high-value jobs. In addition, the City
collaborates with the private sector to create an Ocean and Marine Innovation Hub. Therefore,
professional and support services are better than 2006 (City of Victoria, 2019).

NATURAL ENVIRONMENT & CULTURE
Island climate  Beaches Environmental  Social

Beaches Parks-hiking activism Purchasing
Mountains-biking Media-Enviro Portal
skiing Report

-« Partnerships >
Government Research University Large Firms Tech Park (VITP)
Local (U. of Victoria) VanCity Showcase (e.g. LEED)
Go Green Green Law Ballard Green tenant guidelines
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National Entrepreneurship & Values-Based Network Capital Sources
Kyoto ratification Sustain. VIATEC Vancouver, Seattle
SDTC Venture Capital
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substances for the altemative health care industry.

Figure 1. Sustainable Entrepreneurial Ecosystem of Victoria, B.C., Canada.
Source: Cohen (2006: 5).

As for the capital sources, Cohen (2006) reports that there are a few venture capital firms and
business angels along with a very short supply of green capital, such as Renewal Partners and
VanCity Credit Union. Nevertheless, the situation improves as Kozakowski (2018) analyzes the
technology cluster and points at the existence of angel investors, which are former tech
executives, that help incubate start-ups and assist growing firms with finding funding.

The talent pool and large corporations in Victoria had a promising potential in 2006 since there
was a growing technology base in the area and three institutions of higher learning, but there
were few large employers. According to the 2018 KPMG British Columbia Technology Report
Card, there are several high-tech clusters in British Columbia “including software design,
information and communications technology (ICT), animation, film, gaming, life sciences,
cleantech, AR/VR and more.” (Subeh, 2018). Also, employment has increased 24% since 2006.
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Victoria is home to a high number of tech talent; VIATEC’s Economic Impact of the
Technology Sector in Greater Victoria study points at the tech sector’s growth in Greater
Victoria over the past decade, “with industry revenues increasing more than fourfold from $1
billion in 2004 to $4 billion in 2017. The tech sector in Greater Victoria has a total economic
impact of $5 billion—a 30% increase from 2013—and employs 16,775 people.” (Subeh, 2018).

As for the informal networks, the VVancouver Island Advanced Technology Centre (VIATEC)
is a network of over 600 technology-based organizations on the island. Another network in
Victoria is the Values-Based Network (VBN), the mission of which is “to develop and promote
a sustainable business culture in their community.” (Cohen, 2006: 6).

The tenants of the technology park in Victoria, VITP, have a high awareness of environmental
issues. As a result, the VITP was the first building in Canada to receive the LEED gold award
for environmental building design. Also, the establishment of “green tenant guidelines” is
another effort of VITP to attract sustainable entrepreneurial ventures to the area.

There are some limitations to the physical infrastructure in Victoria. One of them is them is the
high real estate prices. Moreover, Victoria is located on an island; therefore, young and
vulnerable start-up firms might prefer to locate elsewhere to avoid high shipping costs.

Finally, the culture in Victoria is suitable for the development of a sustainable entrepreneurship
system. There are many environmental activists in British Columbia and Victoria. Furthermore,
the media is interested in environmentally questionable practices in Victoria. In addition, the
natural landscape and climate attract individuals who care about the environment and want to
work for or found sustainable ventures (Cohen, 2006).

3.2. Silicon Valley, California, USA

Silicon Valley is a region in the southern part of the San Francisco Bay Area in Northern
California. Silicon Valley is deemed a cluster of innovation composed of complementary and
interdependent economic actors. Clusters of innovation are “global economic hot spots where
new technologies germinate at an astounding rate and where pools of capital, expertise, and
talent foster the development of new industries and new ways of doing business” (Engel, 2015:
37). Several technology firms, such as Apple, Google, HP, and Facebook, are located between
San Francisco and San Jose.

There are several key components of the Silicon Valley cluster: research universities,
entrepreneurs, investment capital, workforce, social and professional networks, business
environment, and quality of life (Munroe, 2017).

Three entrepreneurial research universities in the San Francisco Bay Area are at the heart of the
cluster: Stanford University, the University of California at Berkeley, and UC San Francisco.
More than 150 companies in electronics, software, biotechnology, and other high-tech fields are
located in the Stanford Research Park, which was created in 1951. Apart from these
entrepreneurial research universities, many major corporations, such as HP, IBM, and Samsung,
created R&D centers in the Valley. Also, there are other independent R&D centers spun out of
university relationships, such as Stanford Research Institute (SRI) International (Engel, 2015).
The mission of SRI International is as follows: “Together, we create world-changing solutions
that make people safer, healthier and more productive.”. Their mission allows them to help and
support businesses with technologies and projects that offer environmental benefits.
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For instance, Baker Hughes acquired an exclusive license from SRI International for Mixed Salt
Process technology for carbon capture. This technology is an innovative and sustainable
solution to reduce CO2 emissions to meet global 2050 climate and net-zero emissions targets
(SRI International, 2021).

Silicon Valley entrepreneurs are not reticent to use equity capital to finance big projects. As a
result, the ownership and control of the business are shared with investors, which leads to the
sale of some or the entire venture to offer an appropriate return on capital to them. Generally,
Silicon Valley entrepreneurs found subsequent start-ups and contribute to “Silicon Valley’s
continuous self-reinvention with new industries and technologies” (Engel, 2015: 40).

Workers also adapt to the temporary nature of start-ups; they often move from one start-up to
another every three to five years. Several investors and entrepreneurs, and managers left one
company and used their expertise to start or invest in new companies. Moreover, most of the
workforce is international; there is a flow of workers between Silicon Valley and other countries,
such as India, Germany, or France. Knowledge and technology are also mobile, moving with
people from one venture to another.

As for the venture capital firms in the Valley, 50 grand firms, such as Sequoia Capital, provide
funds with many other investment companies. There are about 2,000 venture capitalists in
Silicon Valley, most of which are located near Stanford.

Social and professional networks play an important role in the free flow of information and
knowledge. Some networks are based on nationality. For instance, there are many Indian
entrepreneurs; they can connect and collaborate with other Indian workers or investors. Another
type of network includes former colleagues or associates who already trust each other. They can
exchange information, work together, and provide resources to each other. Finally, there are
networks linked to universities; networks of Stanford or Berkeley graduates and students
collaborate and form entrepreneurial groups. As these networks contribute to the vitality of
Silicon Valley, venture capital firms choose to be present in them and recruit people from there
to tap into the strategic information and resources necessary for their activities. Social networks
involve relations that are hard to disentangle from professional relationships; people are
neighbors, their children go to the same schools, or they are members of the same association
or non-profit organization. Moreover, the coexistence of dense innovation networks makes them
resilient to external shocks or technological breakthroughs. In sum, these networks support
innovation and entrepreneurship in Silicon Valley (Ferrary, 2017).

The business environment has recently become suitable for cleantech firms in the Valley. As a
matter of fact, in the early 2000s, cleantech companies received support from Venture Capital
firms (VCs), but VVC firms lost over half of the $25 billion invested in cleantech firms. Clean
investments proved to be poor performers compared to software and biomedical investments at
the time as they had high risk and low returns (Erdman, 2018). However, the recent flood of
easy ESG and impact capital made the VCs reconsider cleantech investments (van Lierop,
2021). ESG stands for Environmental, Social, and (Corporate) Governance; these are areas of
interest for socially responsible investors. The increasing number of millennial investors
contribute to the rise of these topics as important issues of sustainability. In addition, impact
investments aim to generate positive, measurable social and environmental impact alongside a
financial return.
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They provide capital to “sectors such as sustainable agriculture, renewable energy, conservation,
microfinance, and affordable and accessible basic services including housing, healthcare, and
education” (GIIN website). In 2020, VCs invested a record $17 billion into 1,009 cleantech
firms. These cleantech investments are essential for the future of our planet because today, we
do not yet have the technologies to achieve net-zero greenhouse emissions by 2050. Therefore,
these technologies will help restrain climate change and prevent the severe and unpredictable
consequences of a rise of more than 2° C above preindustrial levels (van Lierop, 2021).

The quality of life attracts people from all around the world to Silicon Valley; nice climate,
beautiful scenery, several amenities, and easy access to San Francisco are the advantages of the
Valley. However, traffic congestion, the high cost of housing, and fragmented public transit
may deter some of them (Munroe, 2017).

Finally, Sustainable Silicon Valley is a non-profit organization founded in 2000 that aims to
connect sustainable innovators, inspire positive change, and make a lasting impact. SSV’s vision
is as follows: “SSV champions a healthy, equitable, vibrant, clean energy Bay Area.” (SSV
website). According to their mission statement, they are a “think & do tank focused on water
use & reuse, air quality & mobility and leading a prosperous, equitable & sustainable life in a
decarbonized Bay Area.” SSV envisions a net positive Bay Area by 2050. In order to attain its
goal, SSV collaborates with the leading tech companies and local agencies in key focus areas
of waste, energy, and water (Richmond, 2019).

3.3. The Tenerrdis Energy Cluster, Grenoble, France

Tenerrdis is an energy transition cluster in France’s Auvergne-Rhone-Alpes region, including
Lyon, Chambéry, Valence, Grenoble and Bourgoin-Jallieu. With 41 % of French domestic
hydroelectricity production, the Rhone-Alpes region is experienced in renewable energy and
has the highest number of solar panels per inhabitant in France (Grenoble INP-UGA website).

Energy transition refers to the use of renewable energy sources, that is, the abandoning of fossil-
based systems of energy production and consumption, including oil, natural gas, and coal (S&P
Global website). The Tenerrdis energy cluster aims to have sustainable economic growth and
create long-lasting jobs in the new energy technology industries. Therefore, a network of
industry, government, academia, and scientific research institutes collaborate to address the
challenges of the energy transition. Tenerrdis strives to be a pioneer in distributed energy, the
digitalization of the energy industry, grid flexibility, and carbon-free energy. The following
industries are the main focus of the cluster: solar, hydroelectricity, biomass & biogas, wind,
hydrogen, energy grids & storage, and energy-efficient buildings. There are 244 members; some
of them are international companies, such as Schneider Electric, Alstom, Gaz de France, and
EDF. These groups employ 100,000 employees in the Rhone-Alpes region. Also, Tenerrdis
organizes approximately 60 events each year, gathering 3500 attendees.

As for the research facilities, there are 25 research organizations, universities, and technology
centers; CEA (French Atomic Energy Commission), Grenoble Institute of Technology, the
University of Savoy are some of them (Grenoble INP-UGA website, 2008). The data about the
supported projects are impressive: 379 projects and prototypes/demonstrator systems funded,
€2.1 billion in total R&D spending, and €707 million in government funding secured. Tenerrdis’
main mission is to support R&D and innovation projects.
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Tenerrdis’ staff helps find the right partners and sources of finance, introduces members to
financers, and provides expert advice to increase each project’s chances for success (Tenerrdis
website).

Tenerrdis is not a cluster isolated from other clusters in Europe and around the globe. In fact, it
participates in the International Cleantech Network (ICN), which involves 16 regional clusters
from around the world. These networks typically comprise companies (primarily SMEs), public
authorities, and research institutions. As members of ICN, cluster incumbents can expand their
international networks and work with project owners located elsewhere (ICN website).

Tenerrdis is also a member of the European Cluster Collaboration Platform (ECCP), an online
hub for industry clusters of Europe. The European Cluster Collaboration Platform aims to
provide cluster organizations with modern tools that help them find potential partners,
collaborate transnationally and internationally, develop new value chains through cross-sectoral
cooperation, tap into the actual information on cluster development and ameliorate their
performance as well as their competitiveness (EU- Gateway Business Avenue website). This
platform is an initiative of the European Commission, funded by the EU program for the
Competitiveness of Enterprises and SMEs (COSME) (ECCP website). In fact, European
Commission considers clusters to be important actors in sustainable economic development;
therefore, it started different projects indirectly related to the improvement of the environment.
For instance, the European Cluster Alliance was founded to form a network of institutions that
support transnational cooperation between clusters (Derlukiewicz et al., 2020). The alliance
comprises “18 national cluster associations, public agencies or country ambassadors, more than
800 cluster organizations, 150,000 innovative businesses, and over 11,000 universities, research
centers and public institutions” (European Cluster Alliance website). In sum, European Union
is aware of the importance of clusters in sustainable development, and it provides the necessary
tools for clusters to thrive and collaborate with other clusters.

4. Sustainable Entrepreneurship in Turkey

Environmental concerns prompted many countries to sign the Kyoto Protocol in 1992 to reduce
human-emitted greenhouse gases. It went into effect in 2005, and Turkey became a party to it
in 2009. As the Kyoto Protocol was expected to end by 2020, the Paris Agreement was adopted
at the Paris climate conference in December 2015. It went into force in 2016 when the European
Union formally ratified it by all of its members. “The Paris Agreement sets out a global
framework to avoid dangerous climate change by limiting global warming to well below 2°C
and pursuing efforts to limit it to 1,5°C” (European Commission website). Turkey signed the
agreement on April 22, 2016, but has not been a party to it yet. However, Turkey declared its
intended nationally determined contribution and promised an 18% to 21% reduction in GHG
emissions by 2030 compared to the Business as Usual (BAU) Scenario (Republic of Turkey
Ministry of Environment and Urbanization website).

Sustainable development has recently gained traction in Turkey. For example, the Turkish
Green Building Council (CEDBIK), a non-governmental organization with more than 100
prominent members from different industries, aims to contribute to the construction industry’s
development by applying the principles of sustainability (Balli, 2019). The Sustainable
Development Association, founded in 2017, contributes to the sustainable development of
Turkey.
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The association identified 11 areas to work on, such as “environmental, economic, and social
development; quality of life and increase in welfare; strengthening disadvantaged people;
improving lifelong education and skill; development of human resources in all sectors;
protection of the environment and natural systems; conservation of water and terrestrial
biodiversity; sustainable production and consumption; innovation, R&D, and competitiveness;
effective management and institutional capacity increase; and governance, democracy, and
human rights.” (Sustainable Development Association website).

Turkey is striving to increase the percentage of energy produced by renewable energy sources
such as wind power, solar energy, geothermal energy, hydroelectricity, and biomass. The share
of renewable energy plants in electricity generation, which was 42.5% in 2020, stood at 33.6%
in January 2021. In the same period, dam-type hydroelectric power plants produced 12.7% of
the total generation, while wind power plants provided 10.7% of the total generation
(Hakyemez, 2021).

As mentioned before, sustainable entrepreneurship combines environmental and social
entrepreneurship. There are some efforts to promote environmental entrepreneurship, but it
would be wrong to assume that sustainable entrepreneurship is widely practiced in Turkey.
There are some good examples of environmental endeavors, but they are still paving the way to
sustainable entrepreneurship. For instance, Eczacibasi Group became the first representative of
the World Sustainable Business Council from Turkey in 2007. The Group made a significant
contribution by reducing the consolidated energy consumption of its production facilities by 9.8
million MW/h in one year. Kog Bilgi Group's Green Information Platform organized events to
increase environmental awareness in society and collected 51 tons of waste through waste
management activities. Thanks to the use of technologies that will reduce carbon emissions at
the airports it operates in Turkey, TAV Airports has saved 3.5 million KW/h of energy from
one terminal in a year. TSKB, Turkey's first carbon-neutral bank, has reduced 68% of the
amount of carbon it has released to nature in a period of two years (Balli, 2019: 476).

The BIST Sustainability Index, one of the BIST Stock Indexes launched on November 4, 2014,
is another step toward sustainable entrepreneurship in Turkey. BIST Sustainability Index sets a
benchmark for Borsa Istanbul companies with high performance on corporate sustainability and
promotes the practice of sustainability in Turkey. With the start of the index calculation,
companies that manage their corporate risks and opportunities effectively are provided with a
competitive advantage, while they can develop new investment products to attract capital and
funding. Fifty-eight companies take place in this index by December 1, 2020; they are all big
companies, such as Argelik, Dogan Holding, Turkish Airlines, Dogus Otomotiv, Akbank, etc.
(BIST website). Therefore, they can assume the role of a pioneer in the journey toward
sustainable entrepreneurship. Hopefully, they can set an example for other ventures in different
industries.

Balli (2019: 477) states some of the issues that hinder the development of sustainable
entrepreneurship in Turkey, such as the inadequacy of some incentive programs that will
contribute to the development of sustainable entrepreneurship, the lack of awareness and interest
of the consumer in terms of environmentally compatible goods and services, and the dearth of
environment-friendly technological developments. In addition, new ventures, especially those
that could not set a competitive advantage yet, have difficulties accessing the financial resources
necessary for sustainable entrepreneurship. The costs they have to incur may cause problems
for young companies compared to big and well-structured firms with more abundant resources.
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Therefore, the creation of a sustainable entrepreneurship ecosystem is indispensable for SMEs
and young businesses. Such an ecosystem can be easily built in clusters to provide access to
investors, a large and specific labor pool, knowledge, infrastructure, and technology.
Furthermore, cluster members prompt each other to innovate since they reach similar resources
within the cluster; they obtain a competitive advantage by outperforming their rivals through
innovations.

Clusters provide a more propitious environment for SMEs and start-ups to thrive as they are
surrounded by a support system that offers partners and funds necessary for their companies.
There are several successful business clusters in Turkey, such as the automotive cluster in Bursa,
the textile cluster in Denizli, the tourism cluster in Mugla, and the carpet cluster in Gaziantep.
Sustainable entrepreneurship has not gained impetus yet, but it can be implemented in these
clusters with the help of public and private institutions. In fact, the 11th Development Plan
(2019-2023) published by the Presidency of Strategy and Budget (PSB) devotes an entire
section to sustainable development. The government plans on facilitating access to financial
support for entrepreneurs, providing the R&D support needed for the development of new
technologies, taking measures to increase national and international competitiveness, increasing
tax incentives and supports, providing consultancy services, and promoting clustering (Balls,
2019). Also, the aforementioned plan sets “Sustainable Development Goals (SDGs)” for
Turkey. It builds “a National Sustainable Development Coordination Board for the follow-up
and review and the coordination of SDG implementation at the national level” (11th
Development plan, PSB website: 212). This board will comprise representatives of local
administrations, academia, the private sector, and NGOs, in addition to related public
institutions.

Turkish government acknowledges the importance of clusters in the economic growth and
competitiveness of its industries. The automotive industry, for example, is one of the prioritized
industries by the government; the objective is to create a high-tech domestic brand along with a
highly competitive supply industry. The 11th Development Plan emphasizes that “promotional
activities will be carried out to ensure that the sector can benefit from the cluster support
program and the cluster cooperation in the automotive industry will be supported at a higher
level within this scope” (11th Development plan, PSB website: 91). The automotive cluster in
Bursa is mentioned in the plan; vocational schools and vocational high schools will be
established to provide a qualified labor force to the industry. Bursa is home to two factories
that produce automobiles and one factory that produces minibuses and a few pickup trucks.
According to the Bursa Municipality and the Chamber of Commerce and Industry, by the end
of February 2018, 9,000 employees worked in these factories, and 1,824 firms operated in the
automotive industry (Mutlucan, 2019).

Though the Turkish government and some companies are involved in promoting and supporting
sustainable development and sustainable entrepreneurship, other measures should also be taken.
First, the concept of sustainable entrepreneurship should be understood by all stakeholders.
Sustainable entrepreneurship is for the benefit of all, all stakeholders should require its
implementation. Hence, the curriculums of the universities should include sustainable
entrepreneurship courses. In addition, people should be familiarized with the terms sustainable
development and sustainable entrepreneurship. In order to do that, public service
announcements can be broadcasted on television to raise awareness of sustainable development
in the first instance.
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Moreover, sustainable entrepreneurs should be more present in the media; their success stories
and the benefits that they provide to the environment and society should be covered. Finally,
regulations, laws, and policies about sustainable development and environmental issues should
be updated.

5. Conclusions and Suggestions for the Turkish Business Context

Sustainable development is the inevitable reality of our age as the resources of our old planet
are not infinite, and climate change is happening. As the saying goes, we do not inherit the earth
from our ancestors; we borrow it from our children. Therefore, all countries should collaborate,
take precautions to prevent global warming, and preserve the natural resources to hand down a
prosperous future to the next generations while generating social benefits. Turkey is a
developing country that depends on foreign countries for energy, raw materials, and financial
resources (Balli, 2019). Hence, sustainable development must be a priority for Turkey, as
mentioned in its 11th Development Plan. Moreover, sustainable entrepreneurship should be
supported by the government and other stakeholders in order to create ecosystems wherein it
can thrive.

Clusters seem the best structures where sustainable entrepreneurs can find the support and
resources they need. Also, the competition among the cluster members will lead to innovations
that will ameliorate the lives of their stakeholders and the prosperity of society. Furthermore,
the wages and working conditions of the employees will improve in clusters that foster
sustainable entrepreneurship as the social bottom line also includes the protection of workers’
rights. Here are some suggestions to create and promote clusters that foster sustainable
entrepreneurship:

e Raising awareness of sustainable development is imperative. People should know that
we all play a part in the harmony of life today and tomorrow. Our actions will have
repercussions on the upcoming generations’ lives. Only people who are conscious
about the issues we face today can require from companies and public institutions the
necessary changes and actions. The responsibilities of every citizen in sustainable
development can be taught in schools. Furthermore, sustainable development topics
can be covered by the media. As the circulation figures of journals are low, talk shows
and podcasts can be used for that purpose.

e Sustainable entrepreneurship should take place in the curriculum of the universities.
Future young entrepreneurs should be sensitive to and knowledgeable about
sustainable entrepreneurship's environmental and social dimensions as early as
possible.

e Government subventions and support are necessary to create clusters that welcome
sustainable entrepreneurs. Also, KOSGEB and other public institutions can provide
credits or grants to sustainable entrepreneurs. In addition, the government should
provide or help build these clusters' technical and technological infrastructure, such as
fast internet connection, easy access to ports, highways, or airports, subsidized
electricity and water prices, etc.

e Incubation centers and accelerators expert on sustainable entrepreneurship should be
established.
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e Financial resources should be available for sustainable entrepreneurs. Angel investors

and venture capitalists should invest in the businesses of sustainable entrepreneurs.
They should acknowledge that these types of businesses require a longer time to get
returns on their investment. However, the returns of sustainable ventures are for the
benefit of all; therefore, investors should adopt a long-term perspective on the expected
returns of their investments.

e A collaboration among academia, research institutes such as TUBITAK, and NGOs
should be established to shape the future of sustainable development and sustainable
entrepreneurship in Turkey.

e The government should update the laws, regulations, and policies about sustainable
development. In addition, it should promulgate new regulations, if necessary, to
support the ecosystem of sustainable entrepreneurship within clusters.

e Connection to international networks of clusters should be made. Sustainable
entrepreneurs working in clusters should be willing to communicate with these
networks in order to keep their businesses up-to-date with the technological changes
and new knowledge created by the research organizations located there. Also, they
should build virtual and/or real collaboration platforms with other clusters specialized
in the same or complementary industries at national and transnational levels. They can
demand the help of the public and/or private institutions to make these connections.

This article aspired to examine the suitability of clusters for the development of sustainable
entrepreneurship. The literature review revealed the gap in this area; there are very few articles
that combine the fields of research on clusters and sustainable entrepreneurship. The examples
of clusters that are home to promising sustainable entrepreneurship implementations were
scrutinized. These examples are from the clusters located in developed countries, but one can
draw some practical implications for the Turkish business context even though Turkey is still a
developing country and that several challenges should be handled. These challenges were
identified, and several suggestions were offered to improve the conditions to create successful
sustainable entrepreneurs. However, the first step is to ensure that the public grasps the
importance of sustainable development. There is an urgent need to change the obsolete ways of
considering businesses as providing benefits to their shareholders and investors. Moreover, the
conventional ways of production incur environmental and social costs. New generations deserve
to inherit a life that is healthy, fair, and prosperous. Sustainable entrepreneurship may be a way
to achieve a better future, and clusters can be the incubators for sustainable entrepreneurs.
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RESEARCH ON DETERMINING THE FACTORS AFFECTING HOTEL
CHOICE OF FAMILIES HAVING CHILDREN

Cenk Murat KOCOGLU?, Nuray TURKER?, Aysegiil ACAR®

Abstract

Research on family purchasing decisions has increased in recent years. When families having
children make holiday plans, they consider whether the destination, especially the
accommodation enterprises, is suitable for a family holiday. The aim of this study is to determine
the factors that affect the hotel choice of families having children. For this purpose, the research,
in which a quantitative approach was adopted, was conducted on families with 5-11 aged
children who spent a holiday in five-star hotels in Bodrum. The data were collected by a
convenience sampling method. A structured questionnaire was used in the study and 400 people
participated in the research. The results show that the most important issues for families in
choosing a hotel are the “qualified staff” followed by “physical properties of the hotel”,
“security”,“animation activities for children”, “amenities for children”, and “location of the
hotel”. A significant relationship was also found between the variables according to gender, age,
and educational level of the participants.

Keywords: Hotel Choice, Families Having Children, 5 Star Hotel, Turkish Riviera.
JEL Classification: 231, Z32, Z33

COCUKLU AILELERIN OTEL SECIMINDE ETKIiLi OLAN
FAKTORLERIN BELIRLENMESI UZERINE BIR ARASTIRMA

Oz

Ailenin satin alma kararlari ile ilgili aragtirmalar son yillarda artis gostermistir. Cocuklu aileler
tatil planlar1 yaparken, gidecekleri destinasyon &zellikle de konaklama igletmelerinin ¢ocuklu
aile tatili i¢in uygun olup olmadigimi dikkate almaktadirlar. Bu aragtirmanin amaci, ¢ocuklu
ailelerin tatil yapacaklari oteli segmelerinde etkili olan faktorlerin belirlenmesidir. Bu amagla,
nicel aragtirma yonteminin benimsendigi arastirma Bodrum’daki bes yildizli otel isletmelerinde
tatil yapan cocuklu aileler {izerinde uygulanmstir. Veriler kolayda ornekleme yontemi ile
toplanmistir. Arastirmada yapisal bir anket formu kullanilmis olup, arastirmaya 400 Kkisi
katilmigtir. Sonuglar, ailelerin otel se¢ciminde en 6énemli konularin sirasiyla “nitelikli personel,
otelin fiziki 6zellikleri, giivenlik, ¢ocuklar igin animasyon aktiviteleri ve ¢ocuklara yonelik
olanaklar ve “otelin konumu” oldugunu tespit edilmistir. Katilimeilarin cinsiyet, yas ve egitim
diizeyine gore degiskenler arasinda da anlamli bir iliski bulunmustur.

Anahtar Kelimeler: Otel Se¢imi, Cocuklu Aileler, 5 yildizli Oteller, Tiirk Riverasi
JEL Smmflamasi: Z31, Z32, Z33

1 Assoc. Prof. Dr., Karabuk University, Safranbolu Faculty of Tourism, Tourist Guide Department,
cmkocoglu@karabuk.edu.tr, ORCID: 0000-0002-9888-6051

2Prof. Dr., Karabuk University, Safranbolu Faculty of Tourism, Recreation Management Department,
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1. Introduction

Urbanization, increase in education, and changes in economic and social conditions have the
potential to shift the structure of the family, which is described as the most important consumer
organization of society. These factors, which are the reason for the transformation from an
extended family type to a nuclear family, may lead to a shrinkage in the family structure. They
are important clues about the decrease in the number of children at home, changes in children’s
roles within the family, and increase in children’s effect on family decisions. While in the past,
the parents have the roles on making decisions for the children, who are considered to be one of
the most important elements of the family (Cullen, 2004; Wang et al., 2004), today, the change
in the traditional family structure has led children to be more active in the consumption habits
and purchasing decisions of the family, and has made children determinant in purchasing
decisions such as food and beverages, clothes, self-care products, entertainment and also
vacation (Clulow, 1993; Kotler and Armstrong, 2012).

Especially in large cities, the gradual decrease in time spent with children due to difficult
working conditions and lack of time led families to have different priorities. Families aiming to
spend more time with their children have started to make decisions that provide them and their
children the greatest benefit (Flurry, 2004; Rose et al., 2002). This situation strengthens
children's position in affecting purchasing decisions and causes taking children’s opinions into
consideration more. Although children's effect in purchasing decisions and the products they
purchase do not directly attract the attention of marketers, their power to influence in purchasing
processes is of strategic importance in all service businesses. In line with these developments,
children constitute one of the most valuable target markets due to their increased role in
purchasing and decision-making. Therefore, factors influencing purchasing decisions of
families, especially the children, have become one of the most important research topics in
recent years (Mangleburg, 1990; Fallon and Bowles, 1998; Story and French, 2004; Odabas1
and Barig, 2007).

In the highly competitive tourism industry, if accommodation enterprises and travel operators
desire to sustain their businesses and continue to make profits, they should determine the needs
and expectations of the tourists and offer services that meet their needs. Personality, lifestyle,
age, gender, income, marital status, family structure, and culture are among the factors that
affect the holiday decisions of tourists. Families having children make an effort to choose the
best accommodation facilities not just for themselves but also for their children. The decision
of a single traveler and a family on purchasing touristic products differ significantly. One of the
most vital consumer groups in tourism are families with children, as they have different requests
and expectations compared to other guests. Families with children care more about the desires
and needs of their children than their own. A study conducted by Emir and Pekyaman (2010)
aiming to determine the factors of hotel choice of families having children, revealed that families
give importance to cribs at the hotel rooms, children’s pool, children menus, high security and
hygiene.

These studies show the importance of children in decision-making process and purchasing
behaviour of families. Therefore, it is curicial to research the factors that affect the hotel choice
of families, as it creates a greater touristic demand.

Developing products and services that meet the expectations of families having children is
important for determining the effective marketing strategies and increasing customer value.
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Thus, the main aim of this study is to identify the factors that influence the hotel choice of
families having children and to determine the significant differences according to socio-
demographic variables. In the related literatiire, there are plenty of studies determining the
factors that influence customers’ hotel choice. However, there is a limited research that
investigate the factors influencing the hotel choices of families having children between the ages
of 5 and 11. This study is expected to contribute to the relevant literature and also to the
practioners, marketers, and hotel managers in their marketing efforts, improving their services
by taking children into account.

2. Literature Review

Cultural background, subculture, social status, reference groups, and social interactions may
influence the purchasing decisions of families. One of the most important factors that influence
purchasing decisions of families is undoubtedly, children (Ekasasi, 2005). Children may make
pressure to choose a particular brand or a particular store for shopping in family purchasing
decisions. Children affect the family's purchasing decisions because families consider children's
preferences (Ekasasi, 2005). This effect stems from the family's desire for their children to be
involved in purchasing decisions. This may be linked with parents’ eagerness their children to
be independent and able to make their own decisions. For example, to raise independent and
autonomous children is widespread in German and Danish families (Gram, 2007).

Families having children may have different expectations and desires, especially when choosing
a resort, compared to other guests. Since families prioritize their children's wishes and needs,
they relatively have more expectations and responsibilities. Children may not like the food the
hotel serve, or they may demand more entertainment. Therefore, it is crucial for families to meet
these needs (Emir and Pekyaman, 2010). According to Cullingford (1995), families consider all
the factors that can make their children happy, including the existence of other children at the
hotel. In short, the main concern of families is to find a place that their children will be
comfortable in. Shoham and Dalakas (2003) state that the decision in buying many products,
such as a car or a vacation, is made by both parents and children. However, there are some
products where children are more influential in the purchasing decision. These products are
mostly leisure activities in which children are the primary participants (such as travel, dining,
etc.). Research has found that children are not effective in purchasing certain products (such as
cars, televisions, vacations, household goods, furniture, and cereal). However, the effects on
holiday and grain purchases are more than other products (Aygiin, 2016).

Wang (2014) investigated the influence rates of parents and children on purchasing decision.
Some decisions can be refered “child-dominant”. In deciding on a vacation, children have large
influences on vacation time, destination, and activities to perform. Thornton, Shaw, and
Williams (1997) argued that while children may have the ability to choose a vacation, parents
still make the final choice. However, the authors estimate that children's satisfaction with the
holiday is higher than their parents'. A dissatisfied child negatively affects the parents' choice
of next destination. Children, especially in problem identification, have a lot of influence
compared with decision making, data collection and the final purchase. Besides, Jenkins (1978)
concluded that children have considerable influence in deciding vacation details such as
activities, timing, and destination. Seaton and Tagg (1994) concluded that children's opinions
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(63% of children in England and 74% of children in Scotland) on vacation choices are important
to their families.

Accommodation establishments can increase demand if they realize which members of the
family have a dominant role in purchasing decisions. Single individuals, newly married couples,
families without children, families with children leaving home are more free in their hotel
choices and can spend more money. In families having small children, it is seen that women
have more share in the decision (Belber, 2007). Stemming from the fact that a family having
children will be more selective in the accommodation they will stay at during their vacation,
accommodation establishments should meet families’ needs and make certain arrangements to
create satisfaction.

According to Yilmaz (2007), some of the issues that hotels that serve families having children
should pay attention to are as follows; ensuring a balance of supply between parents and
caregivers, not discriminating between employees and families, knowing the expectations of
families and establishing healthy communication with children. Factors that are important
regarding the location of the accommodation establishment are; easy access but located in
convenient areas, away from traffic and in a safe zone, close to malls and natural beauties, facade
of the hotel, playgrounds and green spaces. Also, the garden should be designed to excite
children (such as sculptures and figures) and not have poisonous or thorny plants. Spacious
rooms and family rooms (including cribs) are important facilities for families. For children’s
safety, it is important that handrails are above or equal to the child’s height. It is also important
to have facilities such as the playroom and/or library and toys for children.

3. Methodology

The aim of this study is to identify the factors which effect the hotel choice of families having
children between 5-11 years and to determine the significant differences according to
participants’ demographic variables. A structured questionnaire was used to collect data. Using
a convenience sampling method, the research was conducted in 5 hotels located in Bodrum
between July-August, 2019, a total of 500 questionnaires were collected. However, 400 valid
questionnaires were used for analysis. Questionnaires were administered to one of the parents
(mother or father).

Considering the study of Emir and Pekyaman (2010), the questionnaire was prepared in 5-point
Likert scale and consisted of 41 statements. The questionnaire also includes questions to
determine demographic variables such as age, gender, educational level, and income.

Percentage and frequency analysis were used to analyze the demographic characteristics of the
participants. In addition, factor analysis was applied to determine the factors affecting the
families' hotel choice. Factor loads and reliability coefficients (Cronbach's Alpha) for each
factor were determined. In the study, descriptive analysis (arithmetic mean) was conducted, and
also t-tests and One-Way Anova tests were performed to measure the significant differences
between variables. Tukey's test was used for pairwise comparison of the groups having
significant differences.
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4, Results

Table 1 shows the socio-demographic profile of the respondents. The distribution of gender
shows that the percentage of male and female respondents are nearly equal. 43 percent of the
respondents are between the ages of 38-47 while the 28-37age group counts 34.3 percent of this
study.

In terms of education, 70.7 percent of respondents hold an undergraduate diploma. 14 percent
of respondents have a high school degree diploma. Regarding the monthly income level, 41.8
of respondents earn 6001 TL or more while 29 percent of the respondents’ income is between
4501-6000 TL.

Table 1: Respondents’ Demographic Profile

Gender f % Education f %
Female 196 49 Secondary School 21 5.3
Male 204 51 High School 56 14
Age f % Undergraduate 283 70.7
18-27 12 3 Graduate 40 10
28-37 137 34.3 Income f %
38-47 172 43 3000 TL or below 21 5.3
48-57 63 15.8 3001-4500 TL 96 24
Above 58 16 4 4501-6000 TL 116 29
6001 TL or above 167 41.8

4.1. Exploratory Factor Analysis for the Factors Affecting
Hotel Choice of Families having Children

Exploratory factor analysis was carried out in order to reveal the dimensional structures of the
scale for the criteria affecting the hotel choice of families having children and to determine its
validity and reliability. In the first step, reliability analysis was performed, and it was determined
that the internal consistency (Cronbach alpha) coefficient was .949. According to Nunnaly &
Bernstein (1994) and Kline (2011), this value is above 0.70, which is necessary for the scale to
be considered reliable and valid.

Table 2: Exploratory Factor Analysis

Variance
Factors Affecting Hotel Choice Loadings | Explained o
%
Qualified Staff
Friendly staff ,814
Fast check-in and registration ,810
Consideration of complaints and suggestions 785 14,76 1929
High standard of hygiene in hotel services ,700
Immediate fulfillment of customer requests ,692
Giving detailed information about the region and the | ,645
hotel
Child discount on prices ,628
Availability of babysitting service at the hotel ,579
Availability of staff having childcare training ,563
Location of the Hotel
Safe and secure location 794
Proximity to the city center ,789
Good climatic conditions ,782
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Ease of access to the hotel 778

Proximity to entertainment facilities 776 14,40 ,937

Proximity to hospital 776

Proximity to tourism attractions ,753
Variance

Factors Affecting Hotel Choice Loadings | Explained | a
%

Physical Properties of the Hotel

Availability of family rooms ,750

Availability of baby cot and cabinet suitable for children | ,722

Availability of food and beverages for children in mini | ,715

bars 12,91 ,922

Adequate lighting in the rooms 714

Spacious and suitable rooms for children ,688

Soundproof rooms ,658

Laundry and drying facility ,626

Availability of mosquito repellent candle and window | ,532

wires in the rooms

Animation Activities for Children

Entertainment activities for children ,790

Water slide 751 11,47 891

Children's pool ,739

Sports activities suitable for children 731

Hobby areas suitable for children ,646

Mini club ,598

Security

Handrails suitable for children on the stairs ,937

Non-slip area around the pool 937 9,40 ,890

Safe playgrounds for children 711

Babysecure electric sockets in the rooms ,584

Amenities for Children

Infrangible dinnerware suitable for children 709

Restaurants with child tables and chairs ,690 7,49 ,900

Menu cards for children 676

Children's menus ,675

Cronbach Alfa: 0,949; Total Variance: 70,43; Extraction Method: Principal Component
Analysis; Rotation Method: Varimax with Kaiser Normalization; Number of iterations:
7;

KMO: 0,940; Bartlett’s test of sphericity x?: 14211,088; p: 0.000

Table 2 shows the Exploratory Factor Analysis of factors affecting hotel choice. Factor analysis
can be performed since the KMO is at a satisfactory level (0.940) and the result of the Bartlett’s
test (0.000) is significant (Sig. = 0.000). According to the Kaiser normalization, considering the
factors with an eigenvalue greater than 1, one item was excluded from the analysis as the factor
load is less than 40% and 6 constructs were determined. The cumulative percentage of variance
accounted for six factors is 70,.3 percent of the total variance, which exceeds the threshold
percentage of 50 percent indicating that the constructs are at acceptable level (Scherer et al.,
1988).
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Factors are constructed as follows, the first factor (9 items) Qualified Staff, the second factor (7
items) Location of the Hotel, the third factor (8 items) Physical Properties of the Hotel, the
fourth factor (6 items) Animation Activities, the fifth factor (4 items) Security, and the sixth
factor (4 items) Amenities for Children. The internal consistency coefficient of each of these
factors is between .890 and .937.

The percentage of total variance explained by the construct for Qualified Staff, Location of the
Hotel, Physical Properties of the Hotel, Animation Activities for Children, Security, and the
Amenities for Children are 14.76 percent, 14.40 percent, 10.12 percent, 12.91 percent, 11.47
percent, and 9.40 percent respectively.

Table 3: Mean Scores of Factors

Dimensions Mean s.d.

Quialified Staff 4.15 .67908
Physical Properties of the Hotel 4.15 .70076
Security 4,13 76113
Animation Activities for Children 4.06 .75480
Amenities for Children 4.04 .87028
Location of the Hotel 3.97 .88362

Table 3 shows the mean scores of factors affecting hotel choice of families having children. The
dimension that participants attached more importance is “qualified staff” (4.15), followed by
“physical properties of the hotel” (4.15), “security” (4.13), “animation activities for children”
(4.06), “amenities for children” (4.04), and “location of the hotel” (3.97) dimensions,
respectively.

4.2. The Relationship Between Factors Affecting Hotel Choice
Of Families And Demographic Variables

This study also attempted to analyze the significant differences between factors affecting hotel
choice of families and demographic variables such as sex, age, educational level, and monthly
income. Data was accepted that they were normally distributed since skewness and kurtosis
values were between -1.5 and +1.5 (Tabachnick & Fidell, 2013). In this context, the t-test and
analysis of variance were used as difference tests, and the Tukey test was used to determine
which variables caused the difference.

Table 4: Mean scores for the questionnaire items and results of ANOVA and t-tests

Dimensions Gender Age Education Income

t P F P F P F p
Qualified Staff 595 | 552 | 2.191 | .089 | 2.808 | .025 | .053 | .984
Location of the Hotel 2297 | .022 | 5571 | .001 | .226 | .924 | 556 | .645

Physical Properties of the | 1.450 | .148 | 2.772 | .041 | 1.060 | .376 | .701 | .552
Hotel
Animation Activities for | 2.192 | .029 | 5.292 | .001 | 1.331 | .258 | .586 | .624
Children
Security 3.549 | .000 | 2.794 | .040 | .910 | .458 | .893 | .445
Amenities for Children 2.253 | .025 | 5.260 | .001 | 2.464 | .045 | 1.144 | .331
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It was found that factors affecting hotel choices of families varied according to participants’
gender. It has been determined that “location of the hotel”, “animation activities for children”,
“security” and “amenities for children” are the factors that females attach more importance than
males. Age was also found to be a discriminator for five dimensions except “qualified staff”.
Regarding the Tukey test results, 49 years old or older participants attach less importance to
these factors than other age groups.

In this study, it was also determined that participants having undergraduate degree attach more
importance to factors “qualified staff” and “amenities for children” than those holding
secondary school diploma. However, no significant relationship was found between the
participants regarding their level of income.

5. Conclusion and Discussion

This study, investigating the factors that affect the hotel choice of families, was carried out in
Bodrum with 400 participants who have children between the ages of five and eleven. In the
research, it was determined that the most important issues for families in choosing a hotel are
qualified staff, physical properties of the hotel, security, animation activities for children,
amenities for children, and location of the hotel. Since the study included families having
children between the ages of five and eleven, it is not surprising that families give emphasis to
the babysitting services and the trained staff on childcare during their holidays. Families entrust
their children to reliable caregivers during their holidays.

Security is another important issue for families. Security is at the forefront of the internal and
external stimuli for the tourism movement. It is not possible to carry out touristic activities in
an unsafe environment. It is possible for people to travel comfortably, have fun and rest
peacefully by staying in a safe destination and a safe hotel. In their research focused on the
perceptions and satisfaction of the customers visiting the Danish amusement park by Johns and
Gyimothy (2002) determined that safety is an important issue in terms of giving children a sense
of independence. In the study, it was also determined that female participants care more about
the location of the hotel, animation activities, safety and amenities for children compared to
male participants. Therefore, mothers give more emphasis on location of the hotel, safety, and
amenities for children in choosing a hotel. It is clear that mothers have more expectations about
the accommodation facilities than fathers (Belber, 2007: 79).

There is a significant relationship between customers' ages with their holiday preferences,
destination and hotel choices, and entertainment. For example, while the younger customers
choose destinations with the motivation of entertainment, the older group prefer tranquil areas.
The preferences of customers regarding accommodation, dining and entertainment generally
depend on the age of the customers (Emir, 2010: 96-97). In this study, it is clear that participants
who are 49 years old or over give less emphasis to the facilities for children at the hotels. This
may be due to the fact that the children of this group are older individuals. Accordingly, sports
and animation activities, location of the hotel are less important for older age groups.

Rizaoglu (2003) states that the demand for tourism decreases as people get older. Young people
take more strenuous trips, travel to distant holiday destinations, and show more interest in
countries having different culture. The research shows that families prioritize the comfort and
safety of their children. In this context, the emphasis given by the hotel to the following criteria
will increase the holiday satisfaction of families and will ensure the revisit of the customers.
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Safe playgrounds need to be arranged for children. There should be mini clubs where children
between the ages of 5-11 can spend time together. The staff working in mini club should have
education on childcare. Activities can be arranged both for children and families to spend their
time comfortably. The hotel can organize activities for families such as games at pool or in the
beach, animation shows that are not risky for children, and excursions that will allow children
and families to spend time full of fun.

Giving priority to families having children during registration, checking in their rooms in a
short period of time, giving priority to children's orders at the restaurants, communicating with
children will help families spending a comfortable and happy holiday.

Results of this study is limited to the 5-11 age group and Bodrum destination. Therefore, the
results are not generalized to other age groups or destinations. However, the results will
contribute to the relevant literature and provide guidance to hotel managers and marketers
working in tourism industry to arrange facilities for families having children. In future studies,
different age groups can be examined, and their needs and expectations can be identified. Using
qualitative research methods in future research and performing in different age groups will
contribute to the determination of economic, social, and cultural factors that affect the hotel
preferences of families having children.
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COCUK DOSTU OTEL ISLETMELERININ KORONAVIRUS (COVID-19)
BILGILENDIRMELERI UZERINE KARSILASTIRMALI BiR CALISMA

Yusa Kaan TABAK?, Elif Tuba TAMER?

Oz
Bu c¢alisma, cocuk dostu otel isletmelerinin web sayfalarinda sundugu Covid-19
bilgilendirmelerinin karsilagtirilmasina odaklanmaktadir. Calisma kapsaminda Tirkiye,
Yunanistan, Fransa, Italya ve Ispanya'da faaliyet gosteren ve TripAdvisor seyahat platformunda
en yiiksek puana sahip her iilkenin ilk 20 ¢ocuk dostu otel isletmesi incelenmistir. Cocuk dostu
otel isletmelerinin Covid-19 bilgilendirmelerinin karsilastirilmasi i¢inl6 kriter belirlenmistir.
Calismadan elde edilen sonuglara gore en fazla bilgilendirmenin Yunanistan'da faaliyet gdsteren
cocuk dostu otel isletmeleri tarafindan gerceklestirildigi tespit edilmistir. Yunanistan’1 sirasiyla
Ispanya, Tiirkiye, italya ve Fransa'da faaliyet gdsteren ¢ocuk dostu otel isletmeleri izlemektedir.
Ayrica ¢ocuk dostu otel isletmelerinin %80'inin web sayfalarinda Covid-19'la ilgili 6zel bir
sayfa olusturdugu tespit edilmistir. Bununla birlikte ¢ocuk dostu otel isletmelerinin %16’s1
Covid-19 siiphesi durumunda gergeklestirecekleri eylem planlarini misafirlerle paylagmislardir.

Anahtar Kelimeler: Cocuk Dostu Otel, Covid-19, Web Sayfasi
JEL Simflandirmasi: L80, L83, L84.

A COMPARATIVE STUDY ON CORONAVIRUS (COVID-19)
INFORMATION OF CHILD FRIENDLY HOTELS

Abstract

This study focuses on comparing the Covid-19 information provided by child-friendly hotels on
their web pages. The best 20 child-friendly hotels with the highest points in TripAdvisor from
Turkey, Greece, France, Italy and Spain were included into the research. 16 criteria about Covid-
19 information were used in this research. According to the results of the research, child-
friendly hotels in Greece provided the most amount of information. Greece respectively
monitors the child-friendly hotels of Spain, Turkey, Italy, and France. In addition, it was shown
that 80% of child-friendly hotels created a special page on Covid-19 on their web page.
Moreover, 16% of child-friendly hotels shared with the guests the steps they would take in case
of a suspicion of Covid-19.

Keywords: Child-friendly Hotel, Covid-19, Web Page.
JEL Classification: L80, L83, L84.
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1. Giris

Turizm, cevresel, politik, sosyo-ekonomik risklere karsi oldukca savunmasiz bir sektdrdiir
(Sigara, 2020: 312; Berbekova vd., 2021: 1). Terdr, deprem, Ebola, Sars gibi ¢esitli krizler ve
salginlar1 atlatan turizm sektorii, benzeri goriilmemis etkiler yaratan Covid-19 salgininda
(Sigala, 2020: 312) ise ¢ok ciddi ekonomik kayiplara ugramistir (Ugur ve Akbiyik, 2020: 2).
Aralik 2019’da Cin’in Wuhan kentinde baslayan yeni tip koronaviriis (Covid-19) hastaligina
iligkin ilk goriisler, hastaligin Cin’de yogunlasacagi ve diinyanin geri kalaninin sorunu
olmayacagi yoniindeyken, saglik 6nlemlerinin ve koordinasyonun yetersizligi hastaligin kiiresel
olarak hizla yayilmasina neden olmustur (Arbulu vd., 2021:1). 20 Ocak 2020’de Diinya Saglik
Orgiitii’niin ilk salgin1 bildirmesi ve 11 Mart 2020’de pandemi ilan etmesi (World Health
Organization, 2020a) ile birgok tilke gesitli onlemler alarak hem kendini korumay1 hem de
yayllmanin oOnlenmesini amaglamistir. Sosyal mesafe, seyahat ve hareketlilik yasaklari,
smirlarn kapatilmasi, sokaga g¢ikma kisitlamalari, kendi kendine veya zorunlu karantina
seklinde alinan 6nlemler (Sigala, 2020: 312; Bonfanti vd., 2021: 1) hem insanlarin hem de
igsletmelerin hayatta kalma sorununu beraberinde getirmistir (Sheresheva, 2020: 74). Birgok
sektorde onemli belirsizlikler ve kaotik kosullara neden olan Covid-19, turizm sektoriinii de
etkileyerek ciddi gelir kayiplar1 yaratmigtir. Aslinda turizm sektoriinde ¢ift tarafli bir etkilenme
s0z konusudur. Diger bir ifadeyle, seyahat ve hareket 6zgiirliigiiniin kisitlanmasi, smirlarin
kapatilmasi ve enfeksiyon korkusu talep tarafini, turizm igletmelerinin kapatilmasi ise arz
tarafini etkilemistir (Ugur ve Akbiyik, 2020: 3).

Salginin nasil gelisip nasil bir seyir izleyecegi bilinmiyor olmasina ragmen (Berbekova vd.,
2021: 1) turistlerin seyahat kararlar1, seyahat davraniglar1 (Ugur ve Akbiyik, 2020: 3) ve seyahat
tercihlerinde degisiklik yaratacag ifade edilmektedir (Shereheva, 2020: 73). Artik pek ¢ok turist
seyahatlerden 6nce gidecekleri bolgenin saglik risklerinden korunmak i¢in dnlemler almaktadir.
Bu nedenle, turistler igin gidilecek bolgenin se¢imi, hedef ilkelerin saglik ve enfeksiyon
durumuna ve aldiklar1 6nlemlere gore belirlenmektedir (Ugur ve Akbiyik, 2020: 4). Bu
kapsamda turistler sadece tatillerini gegirecekleri bolgenin sagliga iliskin aldiklar1 6nlemlere
degil ayn1 zamanda turizm isletmelerinin aldiklar1 6nlemlere de dikkat edeceklerdirler. Diger
bir ifade ile turistler, kendilerini daha giivende hissedecekleri bolgeleri ve turizm isletmelerini
tercih edeceklerdir. Bu durum 6zellikle ¢ocuklart ile seyahat edecek ailelerin, hem kendilerinin
ve c¢ocuklarmin sagliklarinin korunmasi hem de aile bireylerinin ihtiya¢ ve isteklerinin

karsilanmasi noktasinda 6nemlidir.

Aileler, otel isletmelerini tercih ederken kendilerinin ve g¢ocuklarmin temel ihtiyaglarini
kargilamasini, ¢ocuklar i¢in giivenli olmasimi ve cocuklarin eglenceli vakit gegirmesini
beklemektedir. Bu beklentilerin bilincinde olan birgok otel isletmesi, taleplerini arttirmak ve
rekabet avantaji elde etmek icin {irtin ve hizmetlerini (Akkan ve Bozyigit, 2020: 420; Lahouel
ve Montargot, 2020: 1825) ailelerin isteklerini dikkate alarak iiretmekte ve tanitmaktadir. Sonug
olarak ¢ocuk dostu otel isletmesi konsepti ortaya ¢ikmaktadir. Cocuk dostu otel isletmelerinin,
oncelikle cocuklarin turist olarak 6zelliklerini anlamasi gerekmektedir (Song vd., 2020: 1). Bu
baglamda, ¢ocuk dostu otel, g¢ocuklar i¢in hazirlanmig 6zel meniileri, ¢ocuk havuzlari,
animasyon hizmetleri, mini kuliibii, gocuk parki bulunan, ailelerin ¢ocuklariyla birlikte giivenli
bir sekilde tatil yapabilecekleri imkanlara sahip (Giiven vd., 2017: 634), ¢ocuk haklarinin
korundugu, cocuklarin birey olarak deger ve saygi gordiigli ve ¢ocuklarin siddetin higbir tiiriine
maruz kalmayacaklari (Simsek ve Cin, 2019: 187) isletmeler seklinde tanimlanabilir.

42



Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 03.08.2021 Kabul tarihi: 01.02.2022

DOI: 10.14514/BYK.m.26515393.2022.sp/ 41-54

Otel isletmelerinin “gocuk dostu” olarak degerlendirilebilmesine iliskin, kapsam, kosul ve
nitelikleri ile ilgili yasal bir diizenleme olmamasina (Ozel, 2015: 197; Giiven vd., 2017: 634;
Tuna vd., 2019: 72) ragmen gittikge artan sayida otel isletmesi belirledikleri kriterlerle
kendilerini ¢ocuk dostu otel olarak tanmitmaktadir (Csordas vd., 2019: 25; Simsek ve Cin, 2019:
190). Bununla birlikte isletmelerin belirledikleri kriterlerde de goriis birligi bulunmamaktadir.
Alan yazinda yapilan arastirmalarda g¢ocuk dostu otel isletmesinin kavramlastirilmasinin ve
niteliklerinin belirlenmesinin, miisterilerin (Fernandez, 2016; Csordas, 2019) ve otel
isletmelerinin (Ozel, 2015; Akkan ve Bozyigit, 2020; Lahouel ve Montargot, 2020; Zaman vd.,
2020) algilamalarina dayanmasi, gorlis birliginin  olusmamasinin  nedeni  olarak
degerlendirilebilir. Cocuk dostu otellere iliskin bu karmasik yapiya ragmen bu siirecte aileler,
cocuklartyla birlikte eglenceli vakit gecirebilecekleri ve salgin doneminin kosullarina uygun
saglik ve hijyen Onlemlerini alan c¢ocuk dostu otel isletmelerini tercih edecekler ve

aragtiracaklardir. Ailelerin bu aragtirmalarinda dijital medya platformlari biiyiik oneme sahiptir.

Giliniimiiz kosullarinda dijital medya platformlari, kii¢iik veya biiyiik boyutlu her tiirlii krizin
kisa siirede duyulmasina ve turizm bolgelerini ve otel isletmelerini hizli bir sekilde cevap
vermeye zorlamaktadir (Berbekova vd., 2021: 1). Bu siirecte iilkelerin, bolgelerin ve otel
isletmelerinin aldiklar1 6nlemler ve salginla miicadele sekillerini duyurmalari hem turistlerde
giiven duygusu yaratacak hem de bdlge ve isletme imajinin olusmasini veya imajin
yenilenmesini saglayacaktir (Hoque vd., 2020: 52). Bu kapsamda 6zellikle otel isletmelerinin
web sayfalari turistlerin dogru bilgi edinmesi agisindan kullanilacak dijital platformlardan biri
olarak degerlendirilmektedir. Otel isletmelerinin, hizmetlerini ve iiriinlerini tanitmak ve gelisen
cevrimigi pazardan pay elde etmek amaciyla kurduklart web sayfalari (Spremic ve Strugar,
2008: 28; Zafiropoulos vd., 2006: 156-157; Lee ve Morrison, 2010: 51) isletmelerin salgina
iliskin aldiklar1 onlemleri ve hareket planlarini duyurmasi agisindan (Eryilmaz, 2020: 15;
Bonfanti vd., 2021: 8) 6nemli araglardan biridir. Bu baglamda, otel isletmeleri, web sayfalari
araciligiyla hem cocuk dostu otel isletmesi olduklarimi hem de Covid-19 salgmina iliskin

aldiklar1 dnlemleri turistlere ulastirma imkanina sahiptir.

Covid-19 salgini turizm aragtirmacilarinin ilgi duydugu bir alan haline gelmistir. Ornegin,
Sigala (2020: 319) tarafindan da ifade edildigi gibi Covid-19 salgin1 aragtirmacilara, turizm
paydaslarinin eylemlerinin, davraniglarinin ve gelisimlerinin yeniden diizenlenmesine fayda
saglayacak “verimli” bir ¢alisma alani1 yaratmigtir. Kisa siirede birgok turizm aragtirmacisi bu
verimli alani degerlendirerek Covid-19’un turizme olan etkilerini inceleyen ¢aligmalar
gergeklestirmistir. Bu ¢alismalarin biiyiik kismi bolgesel etki degerlendirmelerine (Foo vd.,
2020; Hoque vd., 2020; Papanikos, 2020; Mariolis vd., 2020; Biiyilkk ve Can, 2020;
Kourgiantakis vd., 2021; Arbulu vd., 2021; Gonzalez-Torres vd., 2021; Duro vd., 2021) ve
kiiresel dlgekte gerceklestirilen degerlendirmelere (Bakar ve Rosbi, 2020; Ugur ve Akbryik,
2020; Gallego ve Font, 2020; Farzanegan vd., 2021; Mehta vd., 2021) odaklanmaktadir. Ayrica,
Covid-19 siirecinde ulusal turizm 6rgiitlerinin (Binbasioglu, 2020) ve otel isletmelerinin
benimsedikleri Onlemleri (Eryilmaz, 2020; Bonfanti vd., 2021) inceleyen g¢alismalar da
bulunmaktadir. Ornegin, Binbasioglu (2020) tarafindan gergeklestirilen ¢calismada, 19 iilkenin
ulusal turizm orgiitlerinin resmi web sayfalarinda, iletisim, bilgi ve saglik boyutlarini kapsayan,
Covid-19 ile ilgili paylagimlari incelenmistir. Elde edilen sonuglara gore ispanya’nin ulusal
turizm Orgiitii tim iilkeler icinde en yiiksek puani elde etmistir. Meksika’nin ulusal turizm

orgiitiiniin ise en diisiik puana sahip oldugu belirtilmistir.

43



Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 03.08.2021 Kabul tarihi: 01.02.2022

DOI: 10.14514/BYK.m.26515393.2022.sp/ 41-54

Eryilmaz (2020) ise Tiirkiye’de faaliyette bulunan ilk 10 yerli ve yabanci zincir otellerin Covid-
19 ile ilgili yaptiklar1 bilgilendirmelerini, rezervasyon iptal ve degisiklik, saglik ve hijyen
uygulamalari, kapali olan tesisler, sadakat programi ve saglik ¢alisanlarina tahsis edilen tesisler
boyutlariyla incelemistir. Calismanin sonuglarina gore, yabanci zincir otellerin tamaminin, yerli
zincir otellerin ise ¢ogunlugunun Covid-19 ile ilgili bilgilendirme yaptiklart sonucuna

ulagilmigtir.

Bonfanti vd. (2021), Covid-19 siirecinde otel isletmeleri yoneticilerinin aldiklar1 6nlemleri,
hijyen ve koruma, isin yeniden diizenlenmesi, hizmet alaninin yeniden diizenlenmesi, teknoloji
yatirimlart ve dijital yenilikler, miisteri bekleme siiresinin yeniden diizenlenmesi, personel
egitimi, glincellenmis iletisim boyutlar1 kapsaminda incelemislerdir. Caligmadan elde edilen
sonuglara gore, otel yoneticilerinin, konuklarin, ¢aligsanlarin ve is ortaklarinin giivenligine ve
saghgina en yiiksek onceligi verdikleri tespit edilmistir. Bu kapsamda yoneticilerin, genellikle
tibbi uzmanlardan olusan bir ekiple, mevcut saglik ve giivenlik siireclerini 6zellikle lobi, odalar,
ortak alanlar, oyun odalari, toplanti ve etkinlik alanlar1 ve eglence alanlarini kapsayacak sekilde
“yeni normale” uygun olarak tasarladiklari ve Covid-19 politikalarini kurumsal web
sayfalarindan yayinladiklar1 belirtilmistir. Mehta vd. (2021) tarafindan gerceklestirilen
calismada ise Covid-19 siirecinde farkli kitalardaki konaklama isletmelerinin misteri
memnuniyetlerini degerlendirmek amaciyla Tripadvisor’da miisteri yorumlari incelenmistir.
Miisteri yorumlarma iligkin veriler, Kuzey Amerika, Avrupa, Afrika, Avustralya ve Asya
kitalarim1 kapsayan Amerika, Ingiltere, Hindistan, Endonezya, Malezya, Singapur ve Sri
Lanka’daki popiiler turizm bolgelerindeki otel ve tatil kdylerinde konaklayan turistlerden elde
edilmistir. Calismanmn sonuclarma goére Kuzey Amerika ve Avrupa’daki konaklama
isletmelerinin turist beklentilerini karsiladig1, Asya’da Sri Lanka’daki konaklama igletmelerinin
turistlere  yiiksek memnuniyet sagladigi, Endonezya’daki konaklama isletmelerinin
memnuniyeti korudugu, Hindistan’daki konaklama isletmelerinde ise memnuniyet seviyesinin
artt1ig1 sonucuna ulagilmistir. Ayrica, miisteri memnuniyetsizliklerinin ana nedenleri personel,

hizmet, oda, temizlik, yavas rezervasyon ve otelin pandemiye yanit1 olarak belirlenmistir.

Salgn siireci ve sonrasinda otel igletmelerinin aldiklar1 dnlemler ailelerin seyahat kararlarinda
ve tercihlerinde etkili olacaktir. Bu kapsamda bu calisma, Tiirkiye, Yunanistan, Fransa, Italya,
Ispanya’da faaliyet gosteren cocuk dostu otel isletmelerinin web sayfalarinda Covid-19 ile ilgili

bilgilendirmelerin tespit edilmesi ve bu bilgilendirmelerin karsilastirilmasina odaklanmaktadir.

2. Yontem

Bu calismada, Tiirkiye, Yunanistan, Fransa, Italya ve Ispanya’da faaliyet gdsteren ¢cocuk dostu
otel isletmelerinin web sayfalarinda Covid-19 ile ilgili bilgilendirmelerinin tespit edilmesi ve
karsilastirilmasi amaglanmaktadir. S6z konusu lilkelerin segilmesindeki temel neden Tiirkiye
turizminin en O6nemli rakipleri olarak degerlendirilmesinden kaynaklanmaktadir. Caligmada
nitel aragtirma yontemi kullanilmis ve web sayfalarinin incelenmesinde dokiiman analizinden
yararlanilmigtir. Cocuk dostu otellerin se¢ciminde Tripadvisor seyahat platformu kullanilmistir.
Tripadvisor’da, ¢ocuk dostu oteller, bolge, 4 ve 5 yildizli oteller igin filtreleme islemi
gerceklestirilmistir. Filtreleme sonucunda ¢aligmanin hazirlandigi 15 Subat 2021 tarihinde her
iilkeye ait en iyi degeri sunan ilk 20 ¢ocuk dostu otel isletmesi arastirmaya dahil edilmistir. En
iyi deger siralamasi, kullanicilarin puanlari, isletmelerden alinan miisaitlik durumlari, fiyat,
rezervasyon popiilerligi, konum ve kisisel kullanici tercihleri dahil olmak iizere 6zel Tripadvisor
verileri kullanilarak gergeklestirilmektedir (Triadvisor, 2021).
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Aragtirmaya dahil edilen ¢ocuk dostu otel isletmelerine iliskin bilgiler Ek-1’de verilmektedir.
Toplamda 100 c¢ocuk dostu otel igletmesinin web sayfalarinda yer alan Covid-19
bilgilendirmelerinin tespit edilmesi amaciyla degerlendirme formu olugturulmusgtur. Tablo 1°de
yer alan 16 kriteri kapsayan degerlendirme formu, Eryilmaz (2020) tarafindan kullanilan
kriterlere ek olarak otel isletmelerinin web sayfalarmin incelenmesi sonucunda belirlenen
kriterler eklenerek olusturulmustur. Formda her bir igerik “var” ve “yok” olarak kodlanmustir.
Cocuk dostu otel isletmelerinin web sayfalarinin incelenmesi 20 Subat 2021 — 15 Mart 2021
tarihleri arasinda gerceklestirilmistir ve elde edilen veriler siklik (frekans) ve yiizde hesaplar1

ile analiz edilmistir.

Tablo 1: Covid-19 Bilgilerini Degerlendirme Formu

Kriterler Var Yok
1 Otel, Covid-19 bildirisi yayinlamustir.
2 Otel, yayilanan bildiri i¢cin Covid-19 6zel sayfasi olusturmustur.

3 Otel, yayilanan bildiride Pop-up (ag¢ilir metin penceresi) ile Covid-19
bildirisi bilgisi vermistir.

4 Otel, yaymlanan bildiride Covid-19’a iliskin gorsel paylagmistir.

5 Otel, yaymlanan bildiride doktor bilgisini paylagmistir.

6 Otel, yayimlanan bildiride maske bilgisi paylasmistir.

7 Otel, yayimlanan bildiride ates dl¢limii bilgisi paylagmustir.

8 Otel, yayimlanan bildiride hijyen politikasi bilgisini paylagmustir.

9 Otel, yaymlanan bildiride 1'den fazla dil kullanmistir.

10  Otel, yaymlanan bildiride rezervasyon iptal politikasini paylasmstir.

11  Otel, yaymnlanan bildiride sadakat program bilgisini paylasmistir.

12 Otel, yayimnlanan bildiride Covid-19 siiphesi durumunda eylem
planlarimi paylasmuistir.
13  Otel, yaymlanan bildiride restoranda alinan 6nlemleri paylagmistir.

14 Otel, yaymlanan bildiride odalarda alinan 6nlemleri paylagmistir.

15  Otel, yaymlanan bildiride lobi alaninda alinan 6nlemleri paylagmistir.

16  Otel, yaymlanan bildiride calisanlara egitim verildigi bilgisini
paylagmistir.

3. Bulgular

Arastirmaya dahil edilen ¢ocuk dostu otel isletmelerinin web sayfalarinda paylastiklari Covid-
19 bilgilendirme kriterlerine iligkin aritmetik ortalamalar Tablo 2’de verilmistir. Tablo 2’de yer
alan sonuglara gore, Covid-19 bilgilendirme kriterlerinden en yiiksek ortalamaya sahip olan ilk
¢ kriter % 80 ile “Otel, Covid-19 bildirisi yayinlamigtir” kriteri, %75 ile “Otel yaymlanan
bildiri i¢in Covid-19 &zel sayfasi olusturmustur” kriteri ve %74 ile “Otel, yaymlanan bildiride
hijyen politikas1 bilgisini paylagsmistir” kriterleridir. En diigiik ortalamaya sahip 3 kriter ise %
16 ile “Otel, yaymnlanan bildiride Covid-19 siiphesi durumunda eylem planlarint paylasmistir”
kriteri, % 17 ile “Otel, yaymlanan bildiride sadakat program bilgisini paylagmistir” kriteri ve %
19 ile “Otel, yaymlanan bildiride Pop-up (agilir metin penceresi) ile Covid-19 bildirisi bilgisi
vermistir” kriterlerine aittir. Covid-19 bilgilendirmesine iligkin tiim kriterlerin ortalamasi ise %
51,87°dir.
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Tablo 2:Cocuk Dostu Otel Isletmelerinin Covid-19 Bilgilerine fliskin Aritmetik Ortalamalar

Kriter Kriterler AO
Numarast (%)
1 Otel, Covid-19 bildirisi yaymlanmustir. 80
2 Otel, yayimlanan bildiri i¢in Covid-19 6zel sayfasi olusturmustur. 75
8 Otel, yayilanan bildiride hijyen politikasi bilgisini paylagmistr. 74
6 Otel, yayinlanan bildiride maske bilgisi paylasmistir. 73
15 Otel, yayinlanan bildiride lobi alaninda alinan 6nlemleri paylasmistir. 72
14 Otel, yaymlanan bildiride odalarda alinan dnlemleri paylagmistir. 68
13 Otel, yayinlanan bildiride restoranda alinan énlemleri paylasmistir. 67
16 Otel, yayimnlanan bildiride calisanlara egitim verildigi bilgisini 65
paylasmustir.
9 Otel, yayinlanan bildiride 1'den fazla dil kullanilmistir. 59
7 Otel, yayinlanan bildiride ates 6l¢iimii bilgisi paylagmugtir. 54
4 Otel, yayinlanan bildiride Covid-19’a iliskin gorsel paylagmistir. 35
10 Otel, yayinlanan bildiride rezervasyon iptal politikasini paylasmistir. 35
5 Otel, yayilanan bildiride doktor bilgisini paylasmistir. 21
3 Otel, yayinlanan bildiride Pop-up (agilir metin penceresi) ile Covid- 19
19 bildirisi bilgisi vermistir.
11 Otel, yayilanan bildiride sadakat program bilgisini paylagmistir. 17
12 Otel, yaymlanan bildiride Covid-19 siiphesi durumunda eylem 16
planlarimi paylasmustir.
Tim kriterler i¢in 51,87

Tiirkiye, Yunanistan, Fransa, Italya ve Ispanya’da faaliyet gosteren cocuk dostu otel
isletmelerinin web sayfalarinda paylastiklart Covid-19 bilgilendirmelerinin karsilastirilmasina

iligkin elde edilen sonuclar Tablo 3’de verilmistir.

Tablo 3’te yer alan verilere gore otel isletmelerinin Covid-19 bildirisini web sayfalarinda
paylasma oranlar1 agisindan en yiiksek 19 otel ile Yunanistan’daki otel isletmelerinin (%95), en
az 12 otel ile Fransa’daki otel isletmelerinin (%60) yaymladig tespit edilmistir. Ispanya’da 18
otel isletmesi (%90), Tiirkiye’de 16 otel isletmesi (%80) ve italya’da 15 otel isletmesi (%75)
Covid-19 bildirisini web sayfalarinda yayinlamiglardir.

Cocuk dostu otel isletmelerinin yayinladiklart Covid-19 bildirileri igin 6zel sayfa olusturup
olusturmadiklarma iligkin sonuglar degerlendirildiginde, Yunanistan’da Covid 19 bildirisi
yayinlayan 19 otel isletmesinin tamami (%95) ispanya’da 16 otel isletmesi (%80) Tiirkiye ve
Italya’da 14 otel isletmesi (%70) ve Fransa’da 12 otel isletmesi (%60) bildiriler i¢in 6zel sayfa

olusturmustur.

Calismada incelenen ¢ocuk dostu otel isletmelerinin % 19’u, Covid-19 bildirisi igin web
sayfalarina Pop-up (agilir metin penceresi) eklemistir. Tablo 3°te yer alan otel isletmelerinin
dagilim incelendiginde ise Italya’da 7 otel isletmesinin (%35), Tiirkiye’de 6 otel isletmesinin
(%30), Yunanistan’da 3 otel isletmesinin (%]15), Ispanya’da 2 otel isletmesinin (%10) ve
Fransa’da 1 otel isletmesinin (%5) bildiri i¢in Pop-up ekledikleri tespit edilmistir.

Calismada incelenen ¢ocuk dostu otel isletmelerinin %35°i Covid-19 bildirilerinde gorsel
paylasmustir. Ulkeler agisindan dagilimma bakildiginda Tiirkiye ve Yunanistan’da 10 otel
isletmesinin (%50), Ispanya’da 7 otel isletmesinin (%35), Fransa’da 5 otel isletmesinin (%25),
Italya’da 3 otel isletmesinin (%15) gorsel paylastigi tespit edilmistir.

Calismada incelenen gocuk dostu otel isletmelerinin web sayfalarinda doktor bilgisine yer
verme oranlar1 oldukea diigiiktiir (%21).
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Ulkeler agisindan incelendiginde Yunanistan’da 8 otel isletmesinin (%40), Tiirkiye’de 5 otel
isletmesinin (%25), Fransa’da 4 otel isletmesinin (%20), ispanya’da 3 otel isletmesinin (%15),

Italya’da ise sadece 1 otel isletmesinin (%5) doktor bilgisi verdigi sonucuna ulasiimistir.

Tablo 3: Cocuk Dostu Otel Isletmelerinin Covid-19 Bilgilerinin Karsilastirilmasi

Tiirkiye Yunanistan Fransa italya Ispanya
Kriter N % n % n % N % n %
1 16 80 19 95 12 60 15 75 18 90
2 14 70 19 95 12 60 14 70 16 80
3 6 30 3 15 1 5 7 35 2 10
4 10 50 10 50 5 25 3 15 7 35
5 5 25 8 40 4 20 1 5 3 15
6 15 75 19 95 12 60 13 65 14 70
7 12 60 16 80 5 25 9 45 12 60
8 15 75 19 95 10 50 14 70 16 80
9 12 60 8 40 9 45 13 65 17 85
10 9 45 4 20 5 25 7 35 10 50
11 5 25 6 30 3 15 1 5 2 10
12 5 25 5 25 2 10 2 10 2 10
13 14 70 18 90 11 55 10 50 14 70
14 12 60 18 90 8 40 14 70 16 80
15 14 70 18 90 11 55 13 65 16 80
16 10 50 19 95 10 50 12 60 14 70
A.O. 54,37 65,31 37,5 46,25 55,93

Salgin doneminde maske kullaniminin bulagma riskini azalttigi vurgusu saglik otoritelerince
siklikla yapilmistir. Calismada incelenen ¢ocuk dostu otel igletmelerinin % 73’ bu bilgiyi web
sayfalarinda paylasmislardir. Ulkeler bazinda degerlendirildiginde, Yunanistan’da bildiri
yaymlayan 19 otel isletmesinin (%95) tamam, Tiirkiye’de 15 otel isletmesi (%75), Ispanya’da
14 otel isletmesi (%70), italya’da 13 otel isletmesi (%65), Fransa’da ise 12 otel isletmesi (%60)
bu bilgiyi paylagmislardir.

Diinya Saghk Orgiitii tarafindan ates, olas1 bir Covid-19 semptomu olarak belirtilmektedir
(WHO, 2020b). Caligmada incelenen ¢ocuk dostu otel isletmelerinin %54’iniin Covid-19
bildirilerinde ates dl¢iimiine iliskin bilgi verdigi goriilmiistiir. Ulkeler acisindan incelendiginde
ise ilk sirada 16 otel igletmesi ile Yunanistan (%80) yer almaktadir. Yunanistan’daki otel
isletmelerini sirasiyla 12 otel isletmesi ile Tiirkiye ve Ispanya (%60), 9 otel isletmesi ile italya
(%45), 5 otel isletmesi ile Fransa (%25) takip etmektedir.

Salgmin yayilmasini 6nlemek agisindan hijyen kurallarina uymak biiyiik 6nem tagimaktadir
(WHO, 2020b). Bu dogrultuda calismaya dahil edilen ¢cocuk dostu otel isletmelerinin hijyen
politikalarin1 web sayfalarinda yayinlama oranlarinin %74 oldugu tespit edilmistir. Ulkeler
acisindan incelendiginde ise ilk sirada 19 otel isletmesi ile Yunanistan (%95), 16 otel igletmesi
ile Ispanya (%80), 15 otel isletmesi ile Tiirkiye (%75), 14 otel isletmesi ile Italya (%70) ve 10
otel igletmesi ile Fransa (%50) yer almaktadir.

Cocuk dostu otel isletmelerinin web sayfalarinda birden fazla dilde bildiri yayinlanma orani
%59’ dur.
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Ulkeler agisindan bakildiginda ise en fazla Ispanya’daki 17 otel isletmesinin (%85) birden fazla
dilde bildiri yaynladig: tespit edilmistir. Ispanya’daki otel isletmelerini sirastyla 13 otel
isletmesi ile Italya, (%65), 12 otel isletmesi ile Tiirkiye (%60), 9 otel isletmesi ile Fransa (%45)

ve 8 otel isletmesi ile Yunanistan (%40) takip etmektedir.

Cocuk dostu otel isletmelerinin web sayfalarinda yayinladiklart bildiride rezervasyon iptal
politikalaria iliskin paylasim orani oldukga diisiiktiir (%35). Web sayfasinda rezervasyon iptal
politikas1 en fazla 10 otel isletmesi ile Ispanya’da paylasiimistir. Ispanya’dan sonra 9 otel
isletmesi ile Tiirkiye (%45), 7 otel isletmesi ile Italya (%35), 5 otel isletmesi ile Fransa (%25)
ve son olarak 4 otel isletmesi ile Yunanistan (%20) gelmektedir.

Miisteri sadakatinin olusmasi icin miisterilerin ayni otelde veya zincire bagl diger bir otelde
rezervasyon yapmalarimi ve konaklamalarini tesvik etmek amaciyla kullanilan sadakat
programlarina (VerticalBooking, 2021), Covid-19 bildirilerinde yer vererek degisiklikleri ve
kampanyalarim1 web sayfalarinda paylasan ¢ocuk dostu otel isletmelerinin orani %17 dir.
Sadakat programini, Yunanistan’da 6 otel isletmesi (%30), Tiirkiye’de 5 otel isletmesi (%25),
Fransa’da 3 otel isletmesi (%15), Ispanya’da 2 otel isletmesi (%10) ve Italya’da sadece 1 otel
isletmesi (%5) web sayfasinda paylasmuistir.

Calismaya dahil edilen ¢ocuk dostu otel isletmelerinde Covid-19 siiphesi durumunda eylem
planlarmin paylasim orani %16°dir. Tiim kriterler i¢inde en diisiik oran eylem planlarinin
paylasiminda gerceklesmistir. Tiirkiye ve Yunanistan’da 5 otel isletmesi (%25), Fransa, italya
ve Ispanya’da 2 otel isletmesi (%10) web sayfalarinda Covid-19 siiphesi durumunda eylem
planlarini paylagmiglardir.

Calismaya dahil edilen ¢ocuk dostu otel isletmelerinin % 67’si restoran %681 odalar ve %72 si
ise lobi igin aldiklar1 6nlemleri paylasmislardir. Bu alanlarda alinan 6nlemlerin tilkelere gore

paylasim oranlari ise asagidaki gibidir:

» Yunanistan’da 18 otel isletmesi (%90) ii¢ alanda,

> Ispanya’da 14 otel isletmesi restoranda (%70), 16 otel isletmesi ise hem odalarda hem
de lobi alaninda (%80),

» Tirkiye’de 14 otel isletmesi restoran ve lobi alaninda (%70), 12 otel isletmesi odalarda
(%60),

> Italya’da 10 otel isletmesi restoranda (%50), 14 otel isletmesi odalarda (%70), 13 otel
isletmesi lobi alaninda (%65),

» Fransa’da ise 11 otel isletmesi restoranda (%55), 8 otel isletmesi odalarda (%40), 11
otel isletmesi lobi alaninda (%55) aldiklar1 6nlemleri paylasmistir.

Cocuk dostu otel igletmelerinin c¢aliganlarina salgina iliskin verdikleri egitimleri web
sayfalarinda paylagsma oranlar1 %65 tir. Calisanlarina en fazla egitimin 19 otel isletmesi (%95)
ile Yunanistan’da faaliyet gdsteren otel isletmeleri tarafindan verildigi tespit edilmistir.
Yunanistan’daki otel isletmelerini sirastyla, 14 otel isletmesi ile Ispanya (%70), 12 otel isletmesi
ile Italya (%60), 10 otel isletmesi ile Tiirkiye ve Fransa (%50) izlemektedir. Tiirkiye’deki otel
isletmelerinin yarisinin ¢aliganlara salgina iliskin egitim vermedikleri ve/veya bunu misafirleri

ile paylagmadiklar1 sonucu dikkat ¢ekicidir.

Covid-19’a iliskin en fazla bilgilendirmenin Yunanistan'da faaliyet gosteren ¢ocuk dostu otel

isletmeleri (%65,31) tarafindan gerceklestirildigi tespit edilmistir.
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Yunanistan’1 sirastyla Ispanya’da (%55,93), Tiirkiye’de (%54,37), Italya’da (%46,25) ve
Fransa'da (%37,5) faaliyet gosteren ¢ocuk dostu otel isletmeleri izlemektedir. Elde edilen
sonuglara gore genel olarak tiim ilkelerdeki otel isletmelerinin Covid-19 bilgilendirme
diizeyleri diisiik olmakla birlikte Tirkiye’deki otel igletmelerinin tigiincii sirada yer almasi

diistindiiriictidiir.

4. Sonug ve Degerlendirme

Covid-19 salgini, turizm ve konaklama sektdriinde yeni bir donemi isaret etmektedir. Salgin
stirecinin ne zaman ve nasil sonlanacagi bilinmemekle birlikte turizm sektoriiniin yeniden
tasarlanacag ve farkli deneyimler sunacagi agiktir. Artik aileler, seyahat kararlar1 ve konaklama
tercihlerinde, eskisine nazaran saglik ve hijyen 6nlemlerinin alindig1 giivenli isletmeleri daha
fazla arastiracaklardir. Isletmeler ise aldiklari 6nlemler dogrultusunda tercih edilecektir. Bu
nedenle Bonfanti vd. (2021: 8) tarafindan da ifade edildigi gibi otel isletmelerinin Covid-19’un
etkisinden kurtulmasi ve rekabet avantaji kazanmasina yardimei olabilecek giivenlik bilincine
sahip olmalar1 gerekmektedir. Ayrica bu 6nlemler saglikla ilgili diger acil durumlarda da faydali
olabilir. Bu noktada otel isletmeleri yoneticilerinin segimleri giiven yaratmaya, vaat edilen
hizmeti sunmaya ve miisterilerin giivenini arttirmak icin gerekli tim Onlemleri almaya
odaklanmalidir. Boylece siirecin kontroliinii ellerinde tutmalari, viris bulasma riskini
sinirlamalar1 ve sonug olarak, iptal oranlarini azaltma ve yeni rezervasyonlar olusturma, kararsiz
misafirlerin planlarini degistirme ve yeni misafirleri konaklama rezervasyonu yapmaya tesvik

etme olanaklarina sahip olacaklardir.

Bu ¢alisma, bes rakip iilkenin (Tiirkiye, Yunanistan, Fransa, talya ve Ispanya) cocuk dostu otel
isletmelerinin web sayfalarinda yayimladiklar1 Covid-19 o6nlemlerinin karsilastirilmasina
odaklanmaktadir. Caligmadan elde edilen en 6nemli sonu¢ s6z konusu otel igletmelerinin
%80’inin Covid-19 bildirisi yayinlamis olmasidir. Bu sonug genel olarak isletmelerin ¢ogunun
salgima iliskin Onlemler aldiginin gostergesi olarak kabul edilebilir. Bununla birlikte
Yunanistan’daki ¢ocuk dostu otel isletmelerinin aldiklar1 6nlemler ve misafirleriyle paylasma
oranlar1 daha yiiksektir. Fransa’daki cocuk dostu otel isletmelerinin ise en az paylagimi yaptigi

tespit edilmistir.

Covid-19 salgm ile birlikte, Tiirkiye’de Kiiltiir ve Turizm Bakanligi tarafindan “Giivenli
Turizm Sertifikas1” programi olusturulmus ve oda sayisi 30 ve iizeri olan tiim konaklama
tesisleri i¢in zorunlu hale getirilmistir (TGA, 2020). Calismaya konu olan Tiirkiye’deki tiim otel
isletmeleri, bu sertifikaya sahiptir. Yunanistan’da benzer bir program olusturulmus ve otel
isletmeleri Yunanistan Saglik Bakanligi ve Yunanistan Turizm Bakanligi tarafindan yayinlanan
hijyen ve giivenlik protokollerine uyduklarmi belirtmislerdir. Diger iilkelerde ise yerel diizeyde
hijyen ve giivenlik sertifikalarinin alindigi goriilmiistiir. Bununla birlikte Tiirkiye’deki otel
isletmelerinin tiim kriterleri gerceklestirme diizeyleri agisindan iigiincii sirada yer almasi
diistindiiriicidiir. Bu sonucun otel isletmeleri yoneticileri tarafindan dikkate alinmasi

gerekmektedir.

Calismadan elde edilen diger dikkat ¢ekici sonug, ¢ocuk dostu otel isletmelerinin Covid-19

stiphesi durumunda eylem planlarini paylasma oranlarinin diisiikliigidiir (%16).
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Diinya Saghk Orgiitii’niin, “konaklama sektdriinde Covid-19 y&netimi igin operasyonel
hususlar” isimli yayininda konaklama isletmelerinin vakalar1 6nlemek, vakalar: etkin sekilde
yonetmek, hasta olan kisilerin kaldig1 odalarin ve alanlarin temizlenmesi ve dezenfeksiyonu gibi
eylemleri iceren planlarint hazirlamalari, uygulamalar1 ve misafirlerle paylasilmasi tavsiyesine
(WHO, 2020c) ragmen sadece 16 otel isletmesi planlarin1 misafirlerle paylagmustir.

Ugur ve Akbiyik (2020)’m Covid-19 siirecinde miisteri yorumlarini inceledikleri
calismalarinda, en ¢ok yorumun seyahat planlarmin iptali (%40,81) ile ilgili oldugu tespit
edilmistir. Oysa mevcut ¢aligmadan elde edilen sonuca gore cocuk dostu otel isletmelerinin web
sayfalarinda rezervasyon iptal politikalarina iliskin paylasim orani %35’tir. Rezervasyon iptal
politikasini en fazla paylasan ise 10 otel isletmesi ile Ispanya’dir. Tiirkiye’de ise sadece 5 otel
isletmesi paylagim yapmistir. Salgin siirecinde misafirler i¢in bu bilgi 6nemlidir. Mevcut
belirsizlik ortaminda otoritelerce alinacak bir takim 6nlemler ve kisitlamalar kisilerin seyahat
planlarinin aksamasina veya iptaline neden olabilecektir. Bu agidan otel isletmelerinin bu bilgiyi

misafirleri ile paylagmalar1 6nemli goriilmektedir.

Calismada dikkat ¢eken bir diger sonug ise ¢alisanlara Covid-19 yonetimine iliskin egitim
verilmesiyle ilgilidir. Calismaya katilan ¢ocuk dostu otel isletmelerinin %65°1 egitim verildigini
paylasmislardir. Bununla birlikte Tiirkiye’deki otel isletmelerinin 10 tanesi yani %50’si bu
egitimi verdigini bildirmistir. Bu oran Fransa’daki otel isletmeleri ile aynidir ve her iki tilke son

siray1 paylagmaktadir. Yunanistan ise 19 otel isletmesi ile birinci siradadir.

Genel bir degerlendirme yapildiginda, ¢gocuk dostu otel igletmelerinin, Covid-19 siirecini gerekli
onlemleri alarak yonetmeleri ve Onlemlerini paylagmalari isletmelere rekabet avantaji
saglayacaktir. Tiirkiye, Yunanistan, Fransa, italya ve Ispanya’daki cocuk dostu otel
isletmelerinin Covid-19 bilgilendirmelerinin kargilastirildigi bu calismada, Yunanistan’daki
otel isletmelerinin paylasim oranlarmin ortalamanin iistiinde, Ispanya ve Tiirkiye’deki otel
isletmelerinin ortalama degerde ve Italya ve Fransa’daki otel isletmelerinin ise ortalamanin
altinda kaldigi ifade edilebilir. Bu baglamda ¢ocuk dostu otel igletmelerinin aldiklart dnlemleri
web sayfalarinda paylagsarak misafirlerine ulagtirmalart ve web sayfalarimi = siirekli

giincellemeleri gerekmektedir.

Son olarak ¢ocuklar turizm sektdriinde onemli bir turist grubunu olusturmaktadir ve ailelerin
turizm kararlarinda etkiye sahiptirler. Bu nedenle otel isletmelerinin, ¢gocuklarin 6zelliklerini ve
isteklerini ¢ok iyi analiz etmeleri gerekmektedir. Bu ¢alismada incelenen otel isletmelerinin,
¢ocuk parki, ¢cocuk havuzu, mini kuliip, bakim hizmeti gibi unsurlarin birini veya birkagini
biinyesinde bulunduran otellerin “cocuk dostu otel” olarak gruplandirilabildigi tespit edilmistir.
Bu kapsamda ¢aligmada yer alan “gocuk dostu” otel isletmelerinin web sayfalarinda yer alan
Covid-19 bildirilerinde ¢ocuklara ve ¢ocuklarm vakit gegirdikleri alanlara iligkin bilgi
paylasimlar1 ayrica incelenmis ve sadece 3 otelin paylasim yaptig1 goriilmiistiir. Buna gore,
Ispanya’da Baobab Suites web sayfasinda, ¢ocuk kuliiplerinde alinan énlemler paylasilmistir.
Tiirkiye’de Four Seasons Hotel Bosphorus web sayfasinda 2-9 yas arasindaki ¢ocuklarin maske
kullantiminda zorunluluk olmadig1 ancak kullanilmasini 6neren bilgi paylasmistir. Fransa’daki
Four Seasons Hotel George V ise web sayfasinda ¢ocuklara maske kullanim 6nerisiyle birlikte
bebek bakim uygulamasina sahip olduklarini paylagsmistir. Bu sonuglara paralel olarak ¢ocuk

dostu otel isletmelerinin kapsam, kosul ve niteliklerinin belirlenmesi gerekliligi agiktir.
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ARASTIRMA MAKALESI

Calisma Kapsaminda incelenen Cocuk Dostu Otel Isletmelerine iliskin Bilgiler

Tiirkiye’de incelenen ¢ocuk dostu otel isletmeleri

Swissotel TheBosphorus

https://www.swissotel.com.tr

Conrad Istanbul Bosphorus

https://www.hilton.com

Hilton IstanbulBomonti Hotel & Conference Center

https://www.hilton.com

Celal AgaKonagi Metro Hotel

http://www.celalagakonagi.com/

Shangri-La Bosphorus, Istanbul

https://www.shangri-la.com

RadissonBlu Hotel IstanbulOttomare

https://www.radissonhotels.com/

Hilton istanbul Bosphorus

https://www3.hilton.com

Divan Mersin http://divan.com.tr/
RafflesIstanbul https://www.raffles.com/
BarceloIstanbul https://www.barcelo.com
Ciragan PalaceKempinski Istanbul https://www.kempinski.com/
WishMore Otel Istanbul https://www.wishmore.com.tr/
Akra Otel https://www.akrahotels.com/

FourSeasonslstanbul at theBosphorus

https://www.fourseasons.com

Levni Hotel &Spa

https://www.levnihotel.com/

RadissonBlu Hotel, Istanbul Sisli

https://www.radissonhotels.com/

RixosDowntown Antalya

https://www.rixos.com

Kayakapi Premium Caves — Cappadocia

https://www.kayakapi.com/

RixosPeralstanbul

https://all.accor.com

CVK Park Bosphorus Hotel Istanbul

https://www.cvkhotelsandresorts.com

Yunanistan’da incelenen bulunan ¢ocuk dostu otel isletmeleri

SantoriniPrincess

https://santoriniprincess.com/

GDM MegaronHistoricalMonument Hotel

https://www.gdmmegaron.com/en/

PalladiumBoutique Hotel

https://www.hotelpalladium.gr

AndronisArcadia Hotel

https://www.andronisarcadia.com

De Sol Spa Hotel

https://www.desolspahotel.com/

Hotel GrandeBretagne, A Luxury Collection Hotel

https://www.marriott.com/

MyconianKyma Design Hotel

https://www.myconiankyma.gr/

TheWestinResort, CostaNavarino

https://www.marriott.com/

AvliLoungeApartments

http://www.avli.gr/

TheRomanos, A Luxury Collection Resort, CostaNavarino

https://www.marriott.com/

Myconian Villa Collection

https://www.myconianvillas.gr/

MakedoniaPalace

https://makedoniapalace.com/

MyconianUtopiaRelais&ChateauxResort

https://www.myconianutopia.gr/

Antigon Urban Chic Hotel

https://www.antigonhotel.com/

Ramada Plaza byWyndhamThraki

https://www.wyndhamhotels.com/

ElectraMetropolis Hotel

https://www.electrahotels.gr/

Santo Maris OiaLuxurySuites&Spa

https://www.santomaris.gr/

PomegranateWellnessSpa Hotel

https://www.pomegranatespahotel.com/

RoyalMyconian

https://www.royalmyconian.gr/

King George, a Luxury Collection Hotel, Athens

https://www.marriott.com/

Ispanya’da incelenen cocuk dostu otel isletmeleri

VincciSeleccion La Plantacion del Sur

https://en.vinccilaplantaciondelsur.com/

Hotel Suite Villa Maria

https://hotelsuitevillamaria.es/

SantaCatalina, a RoyalHideaway Hotel

https://www.barcelo.com

Hotel Rector

http://www.hotelrector.com/

Alma Barcelona

https://almahotels.com/barcelona/en/

HospesPalacio de losPatos

https://www.hospes.com/palacio-patos/

Hotel Alfonso XIII, A Luxury Collection Hotel, Seville

https://www.marriott.com

BaobabSuites

https://baobabsuites.com/

PuenteRomanoMarbella

https://www.puenteromano.com/es/

ParadorHostalDos Reis Catolicos

https://www.parador.es

Gran Hotel Inglés

https://www.granhotelingles.com/

Claris Hotel &Spa

https://www.hotelclaris.com/

Hotel El Palace Barcelona

https://www.hotelpalacebarcelona.com/

GranMeliaSanctiPetri

https://www.melia.com/en

Hotel ColonGranMelia - TheLeadingHotels of the World

https://www.melia.com/en

TheWestinPalace Madrid

https://www.marriott.com/

Hotel Gloria de SantJaume

https://www.gloriasantjaume.com/

Alma Pamplona

https://almahotels.com/pamplona/
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Ispanya’da incelenen cocuk dostu otel isletmeleri

Hospes Palau de la Mar Hotel

| https://www.hospes.com/palau-mar/

italya’da incelenen ¢ocuk dostu otel isletmeleri

Grand Hotel ExcelsiorVittoria

https://www.exvitt.it/

San FirenzeSuites&Spa

https://www.sanfirenzesuites.com/

Villa Magia https://www.villamagiapositano.com/
PalazzoVecchiettiSuitesandStudios https://www.palazzovecchietti.com/
MazzaroSeaPalace https://www.v-retreats.com/

Grand Hotel La Favorita

https://www.hotellafavorita.com/en/

PonteVecchioSuites& SPA

https://www.pontevecchiosuites.com/

SingerPalace Hotel

https://singerpalacehotel.com/

i-SUITE Design Hotel

https://www.i-suite.it/

Hotel de la Ville, A Rocco Forte Hotel

https://www.roccofortehotels.com/

Rome Cavalieri, A Waldorf Astoria Hotel

https://waldorfastoria3.hilton.com

Golden Tower Hotel &Spa

https://www.goldentowerhotel.it

Villa AgrippinaGranMelia

https://www.melia.com

Hilton Molino StuckyVenice Hotel

https://www.hilton.com

Villesull'Arno Hotel

hotelvillesullarno.com/en

Sofitel Rome Villa Borghese

https://all.accor.com/

Art Hotel Villa Fiorella

https://arthotelvillafiorella.com/

Grand Hotel Palace

https://www.millenniumhotels.com

Hotel Londra Palace

https://www.londrapalace.com/

Hotel Lungarno

https://www.lungarnocollection.com

Fransa’da incelenen cocuk dostu otel isletmeleri

Le Bristol Paris

https://www.oetkercollection.com/

FauchonL 'Hotel Paris

https://www.hotel-fauchon-paris.fr/

FourSeasons Hotel George V

https://www.fourseasons.com/paris

Le Narcisse Blanc Hotel &Spa

https://www.lenarcisseblanc.com/

Grand HoteldesAlpes

https://grandhoteldesalpes.com/en/

Hotel B Design &Spa

https://www.hotelbdesign.fr/

HotelCardinal Bordeaux

https://hotelcardinalbordeaux.fr/

HételSplendideRoyal Paris

https://www.splendideroyal.fr/

Le Grand Hotel Cabourg - MGallery Collection

https://all.accor.com

Shangri-La Hotel, Paris

https://www.shangri-la.com

Hotel Grand Powers

https://www.hotelgrandpowersparis.com

Hotel Plaza Athénée https://www.dorchestercollection.com
Le Roch Hotel &Spa https://www.leroch-hotel.com/
HételMartinez https://www.hyatt.com/

Hotel Negresco

https://www.hotel-negresco-nice.com

La Ferme Saint Simeon - Relais&Chéteaux

https://fermesaintsimeon.fr/fr/

lleRousse Hotel ThalazurBandol

thalazur.fr/

Castelbrac Hotel &Spa

https://www.castelbrac.com/

Hotel Mont-Blanc

https://www.hotelmontblanc.com/en

Hotel Barri¢re Le NormandyDeauville

https://www.hotelsbarriere.com
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AN EVALUATION OF E-COMPLAINTS OF CHILD-FRIENDLY HOTELS

Ceren MIRAL CAVDIRLI?, Ozge ADAN GOK?

Abstract

Today families travel often and stay at hotels. When parents stay at hotels with their children,
they want their children to be in safe environment, enjoy their time, participating in joyful
activities related to their age. Families look for satisfying children’s feeding, comfort, and safety
needs in their holiday. Parallel with the trends and consumer needs today many hotels are
classified themselves as ‘child friendly’. Families who prefer child friendly hotels may
encounter come problems and some have experienced bad time. With developments in
technology and widespread usage of internet people share their bad hotel experiences and
complaints not only with families and close friends but also, they share them on internet.
Considering this issue, the research aims to investigate consumer complaints of families who
staying in child friendly hotels. The research methodology of this paper is a qualitative study.
The data has gathered from sikayetvar.com website. In this web site there are 78 complaints
about child friendly hotels. The data is gathered from relevant web site analyzed with a content
analysis. Research findings are discussed considering relevant literature. According to findings,
tourists having baby & early age children struggle with sleep, feeding and security problems.
Tourists with older age children face with problems about pool, waterslide, game area & kids
club and water sports. In the conclusion recommendations and suggestions are made for hotels.

Keywords: Child-Friendly Tourism, Family Tourism, Child-Friendly Hotel, Tourist
Complaints, Child Tourists.

JEL Classification: L83, Z33, M31

COCUK DOSTU OTELLERIN E-SiKAYETLERININ

DEGERLENDIRILMESI
Oz

Giliniimiizde aileler sik sik seyahat etmekte ve otellerde konaklamaktadir. Ebeveynler
¢ocuklariyla birlikte otellerde kaldiklarinda, cocuklarinin giivenli bir ortamda olmalarini, keyifli
vakit gecirmelerini, yaslari ile ilgili eglenceli aktivitelere katilmalarini istemektedirler. Aileler,
tatillerinde cocuklarin beslenme, konfor ve giivenlik ihtiyaglarini karsilamaya calisirlar.
Giiniimiizde tiiketici ihtiyaglarina paralel olarak bircok otel kendilerini '¢ocuk dostu' olarak
siniflandirilmaktadir. Cocuk dostu otelleri tercih eden aileler sorunlarla karsilasabilmekte ve
bazilar1 kotli zamanlar gecirebilmektedir. Teknolojideki gelismeler ve internetin
yayginlagsmasiyla birlikte insanlar kotii otel deneyimlerini ve sikayetlerini sadece aileleri ve
yakin arkadaglariyla degil ayn1 zamanda internet iizerinden de paylagsmaktadirlar. Bu husustan
hareketle arastirma, gocuk dostu otellerde konaklayan ailelerin tiiketici sikayetlerini incelemeyi
amaglamaktadir. Bu makalenin arastirma metodolojisi nitel bir ¢alismadir. Calismadaki veriler
sikayetvar.com web sitesinden toplanmigtir. Bu web sitesinde ¢ocuk dostu otellerle ilgili 78
sikayet bulunmaktadir. lgili web sitesinden toplanan veriler igerik analizi ile analiz edilmistir.
Arastirma bulgulari ilgili literatiir dikkate alinarak tartisilmistir. Bulgulara gore bebek ve erken
yasta ¢ocugu olan turistler uyku, beslenme ve giivenlik sorunlariyla karsi karsiya kalmaktadir.

! Research assistant Dr, Dokuz Eylul University, Faculty of Business, Department of Tourism
Management, ceren.miral@deu.edu.tr, ORCID: 0000-0001-6647-5410

2 Assist. Prof. Dr., Dokuz Eylul University, School of Applied Sciences,Department of Tourism and Hotel
Management, ozge.adan@deu.edu.tr, ORCID: 0000-0001-8005-9608
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Daha biiyiik yasta cocugu olan turistler ise, havuz, su kaydiragi, oyun alan1 & ¢ocuk kuliibii ve
su sporlart ile ilgili sorunlarla karsilagmaktadir. Calismanin sonug¢ boliimiinde oteller igin
oneriler ve dnerilerde bulunulmustur.

Anahtar Kelimeler: Cocuk Dostu Turizm, Aile Turizmi, Cocuk Dostu Otel, Turist Sikayetleri,
Cocuk Turistler.

JEL Smmiflamasi: L83, Z33, M31

1. Introduction
In recent years, due to huge advancement and rapid change in technology and lifestyle, tourists
have not been travelling without their children, on the contrary they have been travelling with
their children and babies. Families with children have different needs than other tourists. So,
they choose to stay in child-friendly hotels because they do not want to face with some problems
due to serving failure in parents and children’s needs and, they want to reduce childcare
responsibilities (Giiven et al., 2017: 633). In child friendly hotels, all the service process is
designed for child needs (Tuna et al., 2019: 7). Food and beverage services, rooms, pools, kids
club and other entertainment activities for kids are arranged considering children’s interest,
health and safety. Since, children are one of the factors affecting family travel decisions
(Therkelsen, 2010), families concern are different than other tourists on making travel decisions.
Khoo-Lattimore et al. (2015) mentioned ‘travel distance’, ‘quality of interactions’, ‘child-
friendly amenities’, ‘safety’ and ‘family-oriented programs’ effect families’ travel decision.
Emir and Pekyaman (2010) revealed that families with children focus on safety, baby/kid bed
in hotel room, suitable cupboards for children, kids’ menu in restaurants, existence of family
rooms, emphasis on strong hygiene, pools for children, existence of handrails in staircases issues
while making travel decisions. So, families select their hotels considering these issues and look
for services that meet their expectations. When customers’ expectations are not met, customers’
needs are not satisfied, and they reveal this unsatisfactory experience by complaining behaviour.
Today, many complaints take place online. Considering this problem, the aim of this study is to
identify family tourists’ complaints on child-friendly hotels. The research question of this study
is in which topics family tourists face with problems in child-friendly hotels and complain about

them.
2. Literature Review

2.1. E-complaints

With Web 2.0 technologies, people share their vacation experiences, travel plans and hotel
experiences with other users on travel-related blogs. These shares are made on personal social
media accounts such as Facebook and Instagram, on sharing sites such as YouTube or on review
sites such as TripAdvisor. Moreover some users find these shares more reliable than businesses
advertisements (Sahin et al., 2017:373). While hotel managers used to receive feedback from
guests via Guest Comment Cards, now with the advancement of the internet, besides sharing
these comments with hotel managers, hotel guests can share these feedbacks also with potential
customers (Dinger and Alrawadieh, 2017: 799). With the current information technologies,
customers can examine the catalogs of the hotels, make room reservations and provide feedback
on the services of the hotels. At the same time, the web has become a source of information for
hotel businesses (Lee and Hu, 2004: 169).
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Hospitality managers, who were previously worried about a dissatisfied customer telling their
complaint to a dozen or so people, know that with the internet, this can be heard by thousands
of potential customers. Since this information is not under the control of the enterprise, it can
potentially cause greater damage (Shea, 2004: 155).

According to Lee and Hu (2004)’s study, most of all e-complaints consist of issues such as
decrease in service quality, rude customer representatives and overcharge (p.176). In a study
conducted by Sahin et al. (2017), 1655 tourist e-complaints were categorized and examined
according to their subjects. It has been found that most of the guest complaints are related to
food and beverage services and hotel staff. After these complaints, there are complaints about
room comfort, inadequate facilities and services, and cleaning-hygiene. The least complained
themes in the study are location and view, security and pricing (p. 373-379). Dinger and
Alrawadieh (2017) analyzed 424 negative reviews published on TripAdvisor with content
analysis in order to determine the quality of e-complaints about luxury hotels. It has been
determined that the majority of negative comments are related to the performance and attitude
of the staff, overall perceived service quality, and service quality such as incorrect delivery,
delay and unresponsiveness (p. 794-795). Sangpikul (2021), examined customers' e-complaint
evaluations of service quality in spa facilities and classified them in two groups as subjective
and objective. Subjective assessments include issues such as inadequate skills of employees,
poor customer service, worthlessness of service, and poor product quality. The themes for
objectively grouped assessments are noise, poor English language skills of employees, poor
facilities and standards, and high prices. In addition, the results of the study show that objective
evaluations constitute half of the total complaints (p. 11-20).

Service businesses that can analyze consumer complaints will benefit in the eyes of their
customers, but those who cannot analyze these complaints will spread to a much wider audience
(Tyrrell And Woods, 2004: 183).Responding to negative e-complaints by hotels not only helps
potential guests evaluate and compare services and products, but also reduces the potential risks
which they may encounter during the purchasing process (Sparks et al., 2016: 75). According
to a study conducted by Lee and Hu (2004), it was found that just one out of every five
complaints made to hotels in a forum is answered by hotels (p.177). Sparks et al. (2016)
conducted a study on the hotel's response to e-complaints, and it was found that there was a
difference between customers trust to the hotels' which response to e-complaints after one day
and after 30 days (p. 82). Customer-oriented businesses may encounter some unexpected
situations in the face of a mistake they make while providing service to their customers. How
businesses deal with these situations can also be evaluated within the scope of service
orientation (Tyrrell And Woods, 2004: 183).

2.2. Child Friendly Hotels

Although the concepts of family tourism, child-friendly tourism and the theme of child-friendly
hotels have come to the fore in recent years, this concept is perceived differently by hotels, tour
operators, travel agencies and customers, namely tourists, since the criteria of child-friendly
hotel management are not determined within the framework of a legislation. This situation
causes hotels to offer different services under the concept of child-friendly hotel (Giiven et al.,
2017: 634).
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Taner (2019) makes some suggestions by examining the relationships between child, child-
friendly society and child-friendly tourism in his conceptual study. According to this; Child-
friendly tourism is a tourism activity that emerged from family tourism, and hotels and tourism
businesses should arrange the environment they serve as child-friendly.

A child-friendly hotel can be defineds as ‘a hotel that has a children's playground, mini club,
children's water park, caregiver service, trained supervisor, etc.’(Giiven et al., 2017: 634).
Child-friendly hotel takes every precaution, provides support and creates an environment that
will allow families to have a holiday with their children (Guven et al., 2017: 634). Ahipasaoglu
(2018) defines child-friendly tourism as environments where children can be safe, free from all
kinds of violence, be healthy, play and learn. Child-friendly hotels include hotels that are child-
friendly and offer quality service to families with children. In this type of hotels, children from
different age groups stay safely with their families (Tuna et al., 2019). In addition, the spatial
and environmental arrangements within the hotel should be arranged in a way that children can
feel comfortable (Arikan and Oztiirk, 2018: 25).

Tuna et al. (2021) proposes some regulations regarding the certification process of child-
friendly hotels. Accordingly, the child-friendliness of hotel businesses can be considered in two
different categories; firstly, a system such as a star system can be designed and each star can be
set as a minimum requirement to meet certain children's needs. Secondly, thematic children's
hotels where everything is designed for children can be accepted instead of child-friendly (pp:
12). Erten et al. (2022) determined some criteria in the design of hotel rooms for babies and
children in the 0-6 age group. According to the study, the hotels they reviewed do not have
furniture without sharp corners, a changing unit, a baby bed, a baby bath, an ergonomic hanger
for children, and an ergonomic toilet/sink. (pp. 48-49). For a hotel to be considered a child-
friendly hotel, it must have certain products and services for children. These can be listed as
follows; playground for children, mini club and trained staff, water park and water slides for
children, babysitter service, menus suitable for children, healthy and considering their interest
and taste, shampoo and soap suitable for children's use, separate beds for children in rooms and
providing free wireless internet throughout the hotel (Guven et al., 2017: 634, Oztiirk et al.,
2018: 11). Wei et al. (2021) stated in their research that the decoration in hotel rooms will
support the interaction between the family and the child and help the child gain some skills.

In this context, a design with graffiti, window openings and holes on the walls of the room is
proposed for hotel rooms. According to this; By promoting graffiti and design by parents and
children, the room allows children to make full use of their imagination, develop manual
dexterity and raise environmental awareness.

Another important issue in the context of child-friendly tourism and hotels is child-friendly
menus. Children's menus should be designed taking into account the health of children and in
accordance with their tastes and tastes (Oztiirk et al., 2018: 7). Keskin et al. (2019) emphasizes
the need to increase awareness of child-friendly menu practices in tourism. Accordingly,
businesses providing catering services should be sensitive about creating child-friendly menus
and offer sustainable menus (Keskin et al., 2021: 276). Sayilir et al. (2019) discusses the
manager's perspectives on the concept of child-friendly hotel in their research.
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According to this; Although medium and large-scale hotel managers in Canakkale have a
positive view of the child-friendly hotel concept, they state that there is no hotel in Canakkale
that will fit the child-friendly concept. In order to disseminate the child-friendly concept, hotel
employees should first receive pedagogical training, and applications such as baby beds,
children's beds and children's menus should be included in hotels (Sayilir et al., 2019: 106-107).
Child-friendly hotels should have a healthcare team that can provide the necessary medical
intervention in emergencies and trained and qualified personnel should be employed (Arikan
and Oztiirk, 2018: 25).

Arikan and Oztiirk (2018) state in their research that the decision to take a vacation is a joint
decision of the mother, father and child. He emphasizes that the decision of children to go on
vacation and the choice of destination and hotel affect the decisions of families. In addition,
72% of the respondents prefer child-friendly or family hotels (pp.25). Another reason for
families prefering ,child-friendly hotels is that they do not want to have problems in meeting
their own and their children's needs and the family's responsibility for childcare is reduced
(Guven et al., 2017:633). When families with children are choosing a hotel, the presence of
activities for children is a very important criterion in the evaluation of hotels (Aymankuy and
Ceylan, 2013:105). Vivid colors that can attract children's attention should be used, and a variety
of activities should be provided (Arikan and Oztiirk, 2018: 25). Ozkan Buzlu and Atg1 (2020)
examined the child-unfriendly behaviors of tourism business employees and grouped these
behaviors under four main themes: safety and health, language/address style, acceptance and
respect for the child as an individual, and unfair and careless service (pp. .3341).

Child-friendly tourism and child-friendly hotels constitute a type of tourism and accommodation
preferred by families. Although there is no definition in the legislation yet, the products and
services that child-friendly hotels should be created are created with the studies in the literature.
As studies in this area increase, the child-friendly hotel and its features will be revealed more
clearly. Families with children prefer child-friendly hotels for their children and expect to
receive suitable products and services for their children during the holiday.

When faced with the opposite situation, the resort complains of being dissatisfied with the
experience. Today, with the advancement of technology, complaint behavior has started to turn
into e-complaint. As e-complaints reach more people, hotels need to consider more child-
friendly practices.

3. Methodology

The research methodology of this paper is a qualitative study. The data has gathered from
sikayetvar.com website which is one of the widespread complaining tools used by consumers
in Turkey. The data gathered from relevant web site analyzed with a content analysis. There are
78 e-complaints about child-friendly hotels and all the e-complaints are examined. E-complaints
are evaluated in the relevant web site between June 2020 and June 2021. First, codes are
identified and then, they’re classified under topics named as ‘categories’ and ‘themes’ and also,
tourists’ comments that describe unsatisfactory consumer experiences are evaluated.
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4. Findings and Discussion

In this web site there are 78 complaints about child friendly hotels. According to content
analysis, there are 3 themes are identified: Service Theme, Physical Environment and Structure

ARASTIRMA MAKALESI

Theme, People Theme. Table 1 indicates Themes, Categories and Codes.

Table 1: Themes, Categories and Codes

Service Theme Physical Environment and | People
Structure Theme Theme
F&B Enter. & Safety Health and Law & Indoor Outdoor Behaviour
Category Activities | and Hygiene Regulations | Environment | Environment | &
for Kids Security Category Category and Category Attitudes
Category | Category Structure Category
Category
Codes: Codes: Codes: Codes: Codes: Codes: Codes: Codes:
Kids’ menu | Kids club | Safety belt | Dirty Agreements | Room Garden Rude
children Not (baby Old Payment Far Pools Mean
beverage existed carriage, Animals Fees Elevator Sport  Areas | Irrelevant
kids’ Closed feeding (insects, Money Staircase like Golf, | Angry
favorite Not chair) mosquitoes, | Visa Narrow Tennis, Tired
food enough wrong cats, spiders, | Cash Building Basketball, Eye
feeding Personnel | mattress ants) Credit Card | Room Football contact
equipment | Pool, for the | Spot Mischarge Pool house Large field Smiley
(blender, waterslides | baby crib Doctor Front office | Bungalow Slope face
kettle, and other | Broken Fever Reservation | Suite Sheer Calm
sterilization | children’s | (safety Infection Cancelling Restaurant Shouting
machines activities belts baby | Hospital Management
for feeder) carriage, Thermometer
play yards,
feeding
chair)
Fight
Discussion

According to Table 1, there are three themes identified: 1- Service Theme, 2- Physical
Environment and Structure Theme and 3- People Theme. 1- The categories of the Service
Theme are F&B, Entertainment and Kids’ Club, Safety and Security, Health and Hygiene, Law
and Regulations. Codes of the Food and Beverage category are kids” menu, no blender, lack of
children beverage, lack of kids’ favorite food, lack of feeding equipment (kettle, sterilization
machines for feeder). Entertainment and Activities for Kids category includes kids club issues,
not existed, closed, not enough personnel, pool, waterslides and other children’s activities.
Safety and Security category includes codes such as safety belt (baby carriage, feeding chair),
wrong mattress for the baby crib, broken (safety belts baby carriage, play yards, feeding chair),

fight and discussion.
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Health and Hygiene category covers the codes like dirty (pool, hotel, room, restaurants etc.),
old, animals (insects, mosquitoes, cats, spiders, ants) and spot, doctor, fever, infection, hospital,
thermometer. Law and Regulations category includes agreements, payment, fees, money, visa,
cash, credit card, mischarge, front office, reservation, cancelling, management codes.2- Physical
Environment and Structure Theme has two categories Indoor Environment and Structure and
Outdoor Environment. Indoor Environment and Structure category includes room, far, elevator,
staircase, narrow, building, pool house, bungalow, suite, restaurant. Outdoor Environment
category includes garden, pools, sport areas like Golf, Tennis, Basketball, Football, large field,
slope and sheer. 3- People Theme includes Behaviour and Attitudes category, and the codes are
rude, mean, irrelevant, angry, tired, eye contact, smiley face, calm, shouting, sweet and helpful.

4.1. Service Theme

4.1.1. Complaints On Food and Beverage Category
Food and Beverage category includes complaints of tourists about food and beverage issues.
Many of these complaints are about lack of kids’ menu, scarcity of baby meal preparation
equipment such as blender, kettle, sterilization machine etc. and also, food and beverage for
kids:
‘There was no menu and food for babies and children. My children could eat rice all of our
holiday .
‘There was no blender in the hotel to make fruit and vegetable puree for my baby’s meals’.
‘We couldn’t find any milk or fresh fruit juice nor ayran in the hotel. In a child-friendly how
can’'t we have these beverages? What will child drink? Alcohol?’
‘I didn’t bring my sterilization machine for my baby’s feeder and there wasn’t any at the hotel
so i have to buy a sterilization machine in our holiday .
Moreover, some complaints emphasis the shortage of feeding table for babies and little kids:
‘There weren’t sufficient number of feeding table. So, our baby had to sit in her baby carriage’.

4.1.2. Complaints on Entertainment and Activities for Kids
Category

Entertainment and Activities for Kids category includes tourists’ complaints on entertainment
and activities for kids in hotels. Many of the complaints are about non-existence or being closed
and poorness of facilities and activities for kids such as kids’ club and in hotels, swimming pools
and waterslides:

‘There wasn’t any kids’ club in the hotel’.
‘Kids’ club were closed in the hotel .

‘Waterslides were closed during our holiday and the swimming pool was not enough to attract

our children. Our kids were unhappy about it, so we became sad’.
One of the complaints is about inappropriate animation shows for children:

‘Personnel told us children can watch animation shows at nights in the amphitheater, but it was

scary, and our kid was frightened. In the end, he cried all night and talked about all the holiday .
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One of the complaints is about management issues of the kids’club:

‘Kids club were crowded, and mixed-1 mean there were children from all ages like 3 to 15 or
sth. Our kid is 4 years old, and she felt irritated because of older children. Because they were

>

shouting when playing. Is it too hard to separate kids’ club considering their ages?...".

4.1.3. Complaints on Safety and Security Category
Safety and Security category includes complaints about lack of or broken safety belts on baby
carriages and feeding chairs, use of wrong mattress for the baby crib:

‘There wasn 't any safety belt in the feeding table, our 1.5-year-old daughter had to eat all meals

in her baby carriage... .

‘The baby carriage which the hotel was given to us was old and with a broken safety belt. It was
not safe for our son because he is just 2 years old and easily can fall down from the carriage.

So, we couldn’t use it... " .
One of the complaints was about discussion within some tourists at the hotel:

Tourists who stay in our next door, has a discussion for 3 nights, they are shouting at each
other. My child is scared and cried..’.

4.1.4. Complaints on Health and Hygiene Category

Health and Hygiene category comprises mainly some issues like dirty and old hotel rooms,
facilities and equipment in hotels. Some complaints emphasis on spotted bed mattresses, linens,
pillowcases, blankets, towels, bathroom and toilets and also, beetles and insects:

‘our room Was too bad, towels and blankets are dirt with spots all around, cleaning is just a

failure.”.

“..there were roaches in our room and the biggest one was nearly 5 cm...housekeeper hardly

managed to kill it with a stick..".

‘When we first entered the room, the toilet bowl was full of cigarette ashes, lavabo was dirty and
the toilet was used but the toilet was not flushed...we asked for cleaning, the housekeeper
blowed cigarette ashes and then told us that it wasn 't a big deal. Considering toilet, she told us
that hotel’s water is yellow so, therefore toilet is seen dirty. .

One of the complaining issue is dirtiness of kids’ activities:

‘we have stayed at the hotel as it is a child-friendly hotel but the kids’ club and playground was
full of mol and toys are dirty..’

Some complaints are about hygiene of food and beverage:

‘we found hair a couple of times in our foods... it is too disgusting...is it too hard to use a

glove?..”.

‘Service plates were always with spots and food left overs on it...we always tired to find clean

plates..’.
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Some complaints are about hygiene of pool and health issues:
‘well, you may find sand, some food like bread, dried fruits and nuts and several hairclips.. .

‘especially aquaparks for kids are virus generation places ... last day of our holiday, my daughter
had a fever and had red spots all over her body so, we left the hotel immediately. Our doctor

told us that this was a viral infection driven by dirty pools..." .

‘although, the hotel is named as child-friendly actually it is a child- enemy hotel. Pools are very
dirty, no disinfection and most of the children have red spots all over bodies including our
child..’.

‘pools are very dirty, my son had a viral infection and all of his mouth is full of wounds and

cannot eat anything... .
Some complaints are about the lack of medical help in hotels:

‘my son had a fever at 3 A.M. in the night -39 C degrees- but there was no doctor nor
paracetamol. What the hotel recommended me was to go to a nearest pharmacy which is 25 km
distance with a taxi. Our thermometer is out of battery, hotels thermometer is very old, and it is
hard to use it when your kid is little because she moves her arm. I think if a hotel calls itself as
child friendly, at least it has to give us a child friendly thermometer. .

‘I have bitten by a beetle, the personnel told me that the hotel doctor works days from 9 A.M. to
5 P.M., so, I had to go to a hospital which is 7 km long.".

4.1.5. Complaints on Law and Regulations Category

This category includes on complaints about Law and Regulatory Category includes hotel and
travel agency issues and regulations. Some customers complain about services that they pay for
via travel agency or directly to hotel but cannot have these services in hotels:

‘2 days later the hotel will be closed due to the end of summer season, therefore hotel personnel
are irrelevant and uninterested in serving guests...some of the restaurants and other staff are
out of service already...but this has to be told guests before payment, so maybe we would change
our decision.. the travel agency told me that pictures and info about hotel was updated but
where is the child-friendly hotel? We were always hungry and stayed in a room without towels
and whatever we complained to personnel or manager, they replied to us that hotel will be

closed... .

“..we asked travel agency and also, on the travel agency’s web site there were information about
hotel..it is written that child-friendly hotel has a mini-buffe for kids but in the real it was locked
and out of service.. there has to be kids’ menu but there wasn’t...again in the travel agency’s

web site sterilization machine, heater, cleaning machine for feeding bottles of babies..." .

“..i have been staying at this hotel for 5 days and trying to make a reservation a dinner in the
Italian Restaurants for 4 days but it is impossible. Every night they told me that it is fully booked.
Guest relations took my name and told us if there is a place in any of the international cuisine
restaurants they will sign my name but they signed us for a Turkish restaurant. What should we
do to eat in an international cuisine restaurant? Should we have to make a reservation before

s

coming to hotel?...".
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“.i told travel agency that the hotel’s services do not expect our needs with children and our
room is delivered to us very late but the travel agency told me there is nothing to do.. so, i
checked out early and general manager of the hotel told me they will refund of my payment but

after a while they told me it is not possible...".

“..the travel agency made a reservation in the X hotel and told us that we’ll be very comfortable
with our 2 babies and also, to call him if there is any problem. So, we have trusted him and
make the payment. We reached the hotel around 1 P.M. the hotel was out in the bush and nearly
there is 1 km distance between the hotel and sea. Pools are tiny and hygiene is below min.
Before we checked in, we went to another hotel and wanted to stay one of the empty rooms. |
called our customer representative in the travel agency and told our wish, he told us to call us
back, but we have waited many hours with our babies in front of the reception. | think our

customer representative is disappeared.’.

“...SPA programme is in our holiday package, but the hotel charged extra money for the
service...’.

4.2. Physical Environment and Structure Theme

Physical environment theme has two categories: Indoor and Outdoor Environment and Structure
Category. This category includes complaints about inadequate transport service and facilities in
hotels, mobility problems and non-existence of lifts in child-friendly hotels:

“..the hotel’s outdoor area is very wide, although there are ring services at the area, We have
seen them working only once but baby carriage does not fit in it. Even if we do not take baby
carriage with us, there is a very long line for the ring. We were walking within the hotel to reach
restaurants 10-15 mins and more 10-15 mins to reach our room. So, it is definitely not a child-
friendly hotel..’

“.there are only 2 little pools in the hotel so they are very crowded and the hotel is in nowhere,

we walk to beach more than 1 km...".

“..we preferred this hotel as child-fiiendly, there is no lift in the hotel so we carried our baby’s
baby carriage on stairs all of our holiday..very child-fiiendly... .

“...if you want to go to the beach with the baby carriage, then you have to walk through till end

>

of the hotel and use an elevator like a construction elevator to go down....".

4.3. People Theme

People theme includes Behaviour and Attitude Category and complaints on behaviour and
attitudes of other customers, hotel personnel and hotel manager:

“...there is only one place with a live music, so we sat there with our 2 year old daughter. Some
customers have become uncomfortable about her noise and one of them just yelled at my
daughter. So, we turned back to our room. OK, they are right but we preferred the hotel as child
friendly so how child friendly is it? Do we suppose to sit in our room in our holiday? Also, she
sleeps at 10 P.M. We would go back to our room at 10 P.M. This is our first holiday after birth,
we take a vacation to feel good, experience good things and have good memories but now, we

are in our room, our baby is sleeping and I'm crying... .
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‘...When our 2.5 year old kid cries, our room’s wall is beaten and the guest next door yelled to

us. The hotel manager came and warned us about our kids’ cry..’

“.my baby’s pacifier dropped, i asked if they could boil it in the water for 5 mins. the waiter
rejected it, then a young kitchen lady offered help but the waiter didn’t let her do it. We had a

discussion with the waiter...
‘When ask something from waiters , they beat us with their face gestures. All of them are surly..".
‘experienced front office personnel behave disrespectfully to customers.. .

“...Kids club personnel were so irrelevant and didn’t care children. They re looking at their
watch as if they re waiting for closing time. | care and play with my child in kids club, even |
see kids club personnel picking apart a little kid’s arm..”.

“...Kids club personnel didn’t speak Turkish, they cared foreign guest. We felt outsider in our
country...".

5. Discussion

Aslan et al. (2019) identified complaints on 5 themes such as general cleanliness, health,
services for children, general problems about hotel and workers and their behaviours. Most of
the complaints are about pools, F&B, cleanliness, hygiene, health. Parallel with Aslan et al.
(2019) this study classifies e-complaints on some themes; 1- Service Theme, 2- Physical
Environment and Structure Theme and 3- People Theme. Most complaints are collected on

F&B, health and hygiene and also, entertainment for children’s categories.

Children in hotels may feel outsider because they are far away their homes and comfort places.
They may not like the taste or appearance of food or beverage, so families put their children’s
needs at first (Emir and Pekyaman, 2010). As families with baby and children expect kids menu
and baby feeding equipments in child-friendly hotels. ‘There was no menu and food for babies
and children. My children could eat rice all of our holiday’... ‘There was no blender in the hotel
to make fruit and vegetable puree for my baby’s meals’. Families have more satisfactory holiday
experiences if hotels serve baby-friendly services like baby toilet seats and bottle warmers and
keep particular hotel amenities for babies and kids (Khoo-Lattimore et al., 2015).

Families want to experience good things and have good memories with their kids in vacation.
“...there is only one place with a live music, so we sat there with our 2-year-old daughter. Some
customers have become uncomfortable about her noise and one of them just yelled at my
daughter. So, we turned back to our room. OK, they are right, but we preferred the hotel as
child friendly so how child friendly is it? Do we suppose to sit in our room in our holiday? Also,
she sleeps at 10 P.M. We would go back to our room at 10 P.M. This is our first holiday after
birth, we take a vacation to feel good, experience good things and have good memories but now,
we are in our room, our baby is sleeping and I'm crying... . Li et al. (2017) defined themes for
motivations of family travel are ‘Spending quality time with children’, ‘creating pleasant

memories’, ‘learning and development’, ‘compensation for children’ and ‘self-compensation’.

Hygiene in child-friendly hotels highly emphasized by families. Especially poor hygiene of pools
and related health problems are mentioned by families. ‘especially, aquaparks for kids are virus
generation places...last day of our holiday, my daughter had a fever and had red spots all over
her body so, we left the hotel immediately.
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Our doctor told us that this was a viral infection driven by dirty pools... ... ‘although, the hotel
is named as child-friendly actually it is a child enemy hotel, pools are very dirty, no disinfection
and most of the children have red spots all over bodies including our child...... ‘pools are very
dirty, my son had a viral infection and all of his mouth is full of wounds and cannot eat
anything...’. Pools are one of the most favourite places for children in the hotel. Therefore,
sustaining hygiene of pools are crucial. There is more efforts are needed to increase hygiene and
health standards in hotels like serving many people at the same time (Aslan et al., 2019).

Child-friendly hotels should arrange safe play and entertainment areas for kids. Kids’ club is
needed in the hotels and also kids club personnel have to be educated and be willing to play
with kids (Emir ve Pekyaman, 2010). ‘There wasn’t any kids’ club in the hotel’... ‘Kids’ club
were closed in the hotel’ ... ‘Waterslides were closed during our holiday and the swimming pool

was not enough to attract our children. Our kids were unhappy about it, so we became sad’.

6. Conclusion and Recommendations For Child-Friendly Hotels

In the research, there are three themes identified: 1- Service Theme, 2- Physical Environment
and Structure Theme and 3- People Theme. According to the findings, tourists’ problems are
related with their child’s age.

Tourists with baby & early age children struggle with sleep, feeding and safety problems.
Tourists who have older age children face with problems about pool, waterslide, game area &
kids club and water sports.

Sparks and Brawning (2010) stated that tourists may tell a detailed and persuasive story and
they have an impact on potential guests’ hotel selection. Therefore, managers should care
tourists’ complaints. According to the research findings, some suggestions are made for hotels
which named themselves as child-friendly hotels. These recommendations are listed below;

Since complaints on cleaning and hygiene are one of the most common outcomes of the research
findings, cleaning of rooms and hotel (restaurants, pools, entertainment areas for kids like kids’
club etc.) has to be done regularly, especially there has to be a garbage can and garbage bag for
diapers. Because mass of diapers with poos in the garbage can, cause first bad smell an than
poor hygiene and diseases.

Kids menu with healthy and favourite foods and beverages have to be served to families. Also,
hotels may provide feeding equipments for babies such as sterilization machine and water heater
for feeding bottle and pacifiers, boiled waters for babies.

Child-friendly hotels should provide entertainment activities for kids considering their age
groups. Personnel in kids’ club have to be interested in kids and also be educated about kids.
Child-friendly hotels should focus on child, and this has to be reflected to the families and other
tourists.

According to the research findings, one of the most complained issues are hygiene and health.
Children may be infected easily so, hygiene and health issues have to be taken into account
seriously especially pool areas and F&B.

Considering health issues, child-friendly hotels keep doctors/nurses/other health professionals
7/24 hours for emergency issues. Moreover, hotels should provide thermometer, paracetamols,
allergy medicines for bee, insect and fly bites to intervene just into emergency situations.
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If these services may not be provided at the hotel, then the hotel personnel should go to
pharmacy to buy these things or a hotel’s car has to be offered to families through pharmacy or
a hospital in case of emergency.

- Another important issue is safety of children. So, pools, baby beds and baby carriages

have to be checked regularly for safety issues considering high safety measures.

7. Limitations

The limitation of the research is this study includes e-complaints of tourists’ staying at child-
friendly hotels, but the e-complaints are gathered from only one e-complaining web site. The
further research might include analyzing more e-complaints from different travel web sites and,
interviews of the relevant complaints’ owners.
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DOES INTERNATIONAL TRADE EFFECT INCOME INEQUALITY?:
EVIDENCE FOR G-7 COUNTRIES

Ferda NAKIPOGLU OZSOY?, Ash OZPOLAT?

Abstract

It has been widely accepted that international trade contributes significantly to increasing the
size of the market, domestic production, productivity, and ultimately economic growth.
However, as the volume of international trade has increased significantly, income inequality has
long been a topic in economics that has attracted the attention of economists. It appears that
there is no consensus on the effect of international trade on income inequality in the literature.
While some studies suggest that the increasing volume of international trade contributes to
narrow the income gap in countries, some studies argue that international trade negatively
affects the income distribution or the effect of trade on the income gap is not clear. Accordingly,
the study investigated the relationship between exports, imports, economic growth, foreign
direct investments, and income inequality in terms of G-7 countries in the 2003-2019 period.
As a result of the findings of the FMOLS estimator, there is a close relationship between income
inequality and international trade. For selected developed countries, increasing exports and
imports further increase the income gap, while economic growth and foreign direct investments
reduce income inequality.

Keywords: FMOLS estimator, G-7 Countries, International Trade
Jel Classification: C10, O57, F13

ULUSLARARASI TiCARET GELIR ESIiTSIZLIiGiNi ETKILIYOR MU?: G-7

ULKELERI ICIN SONUCLAR
Oz
Uluslararasi ticaretin pazarin biyikliigiini, yerli iiretimi, tiretkenligi artirdig1 ve nihayetinde
ekonomik biiylimeye 6nemli olgiide katkida bulundugu yaygin olarak kabul edilmektedir.
Ancak, uluslararasi ticaret hacmi 6nemli 6l¢iide arttiginda, gelir esitsizligi ekonomi alaninda
uzun siiredir ilgi konusu olmustur. Literatiirde uluslararas: ticaretin gelir esitsizligi tizerindeki
etkisi konusunda bir fikir birligi olmadigi goériilmektedir. Bazi ¢aligmalar artan uluslararasi
ticaret hacminin tlkelerdeki gelir agigin1 kapatmaya katkida bulundugunu 6ne siirerken, bazi
calismalar uluslararasi ticaretin gelir dagilimini olumsuz etkiledigini veya ticaretin gelir agig1
tizerindeki etkisinin net olmadigint savunmaktadir. Buna gére ¢alismada 2003-2019 doneminde
G-7 iilkeleri agisindan ihracat, ithalat, ekonomik biiyiime, dogrudan yabanc1 yatirimlar ve gelir
esitsizligi arasindaki iliski incelenmistir. FMOLS tahmincisinin bulgulart sonucunda gelir
esitsizligi ile uluslararasi ticaret arasinda yakin bir iliski vardir. Secilmis gelismis iilkeler igin,

artan ihracat ve ithalat gelir agigini daha da artirirken, ekonomik biiyiime ve dogrudan yabanci
yatirimlar gelir esitsizligini azaltmaktadir.
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1. Introduction

In a country, international trade is very important not only to take advantage of economies of
scale and market size, but also to increase domestic production, increase productivity and
competitiveness, and ultimately contribute to economic growth. In addition, there is an
increasing concept of income inequality within the country or between countries in recent years.
This income inequality, which emerged especially in the period when the international trade
volume increased significantly, attracted attention. Considering the literature, an increase in
income inequality greatly increases the income level of the rich, while it is accepted as a
common belief that the poor are harmed, but it is also seen that there is no common consensus
on the effect of international trade on income inequality. In addition, there are different opinions
on the effects of foreign direct investments, which play an important role in economic
development, on income inequality.

In this direction, the aim of the study is to examine the nexus between international trade and
income inequality in terms of G-7 countries for the 2003-2019 observation period. The G-7
countries are the world’s seven largest and advanced economies. Moreover, these countries are
the most industrialized nations and leading export countries in the world. Because of this reason,
these countries have been selected to inspect the link between foreign trade and income
inequality. The possible contribution of the study to the literature is: i) The nexus between
international trade and income inequality for G-7 countries was analyzed with the FMOLS
estimator and the Dumitrecsu-Hurlin Panel Causality test. ii) While creating the empirical
model, the examination of the effects of economic growth and foreign direct investments on
income inequality has not been ignored. In the remainder of the study, primarily a literature
review is included on the nexus between international trade, economic growth, foreign direct
investment, and income inequality. In the next stage, empirical model, data, and methodology
are mentioned and empirical findings are conveyed. In the last part, results and policy
recommendations are made.

2. Literature

There are many studies in the literature that examine the relationship between international trade
and income inequality. These studies are generally explained by the income distribution theorem
proposed by Stolper-Samuelson (1941) to investigate the impact of international trade on
income inequality. Until about a hundred years after the Ricardo Model, economists adopted
the view that free trade was beneficial to all people living in a country, and protective policies
were to the detriment of all people. However, Stolper and Samuelson reveal the elimination of
this misperception. According to Stoper and Samuelson, free trade is in favor of the factor used
extensively in export industries. Protectionism also benefits factors that are used extensively in
industries that rival imports. The returns on capital increase in industry that substitutes imports
return on capital decreases in the export industry, money wages increase, and income level of
local producers also increases in protectionism practices.

According to this theorem, free trade enhances the real income of the factor that the country has
abundantly and decreases the real income of the scarce factor (Minabe, 1967).

According to the Stolper-Samuelson Theorem, opening countries to trade will change the
income distribution in favor of the production factor, which is used extensively by the exported
product.
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For this reason, while free trade increases the income level of those working in the export sector,
it causes a decrease in the income level of local producers that produce goods that rival imports.
Although the customs tariffs seem to protect the factor used extensively by the goods subject to
import, they also have a decreasing effect on the income of the production factor used
intensively by the exported product. Therefore, in a restricted economy, the income level of
local producers increases (Ford, 1982).

When the literature has been examined, generally studies indicate that a positive nexus between
GDP per capita and income equality. Although the relationship between the variables is
predominantly positive in the literature, the direction of the relationship is closely related to
economic policies. It is known that this relationship has a fragile structure. For example, Rubin
and Segal (2015) tested the nexus between economic growth and income inequality in US during
1953-2008 and found that there is a positively associated with growth and income inequality.
Wang et al. (2020) tested the relationship between economic growth and income inequality for
58 countries in 2005-2014 and reported that increase in economic growth causes higher income
inequality. Besides these studies in the literature, it can be seen negative link among the
variables. Gyimah-Brempong (2002) analyzed the link between economic growth and income
inequality in 21 African countries for the 1993-1999 periods and report that economic growth
has a negative effect on GINI.

There is no clear consensus in the literature on the impact of international trade on income
inequality. While there are studies showing that increasing international trade volume in
developed countries contributes to reducing income inequality, there is increasing evidence that
international trade negatively affects income distribution and distorts income inequality. Ghose
(2004) examined the trade liberalization and income inequality nexus during 1981-1997.
According to the results of the study, while the liberalization of trade increases in the inter-
country inequality, it decreases the international inequality. Roser and Cuaresma (2016)
assessed the link between income inequality and international trade for 32 developed countries
and reported that an increase in trade leads to worsen income inequality. Barusman and
Barusman (2017) analyzed the impact of openness to trade on income inequality in the US over
the period 1970-2014. Findings show that trade increases income inequality. In addition, the
increase in trade volume shifts to the richest, leading to a wider income gap, causing income
inequality.

While detailing the trade on the export and import side, both were found to contribute
significantly to a higher income inequality as measured by GINI. On the other hand, Beaton et
al. (2017) investigated the nexus between trade and inequality for Latin America and the
Caribbean and reported that the relationship between income inequality and trade in developing
countries was not clear. They argued that many factors other than international trade may affect
income inequality, such as technological changes or the capital market.

FDI, which has a significant impact on economic development, also has some effects on income
inequality. However, there are different views on the relationship between FDI and income
inequality, as well as the relationship between international trade and income inequality. Herzer
and Nunnenkamp (2013) researched the impact of inward and outward FDI on income
inequality in Europe and found a negative interaction of income inequality in the long run. In
addition, Ucal et al. (2015) examined the effect of FDI on income inequality for Turkey during
1970-2008. According to the results of the study, there is a negative and significant relation
between GINI coefficient and FDI in the short and long-run.
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On the other hand, there are some studies find that a positive relationship between income
inequality and FDI such as Choi (2006), Zhang and Zhang (2009) and Jaumotte et al. (2013),
Wang et al. (2020). Choi (2006) investigated the impact of FDI on income inequality for 119
countries in 1993-2002 and found that FDI promoted inequality. Basu and Guariglia (2007)
studied the relationship between FDI, income inequality, and growth in selected developing
countries and found that FDI increases both inequality and economic growth. Zhang and Zhang
(2009) researched the FDI and inequality nexus in China and reported that FDI caused the
widening income gap. Jaumotte et al. (2013) analyzed interactions between income inequality,
trade, and financial globalization in 51 countries the period from 1981 to 2003. They found that
trade globalization contributed to a decrease the inequality. Moreover, financial development -
especially FDI- increases inequality. Wang et al. (2020) examined the relationship between
international trades, FDI and income inequality for 58 countries in 2005-2014 and found that
the higher export and import rate of GDP causes more income inequality in developing countries
than in developed countries. In addition, as a result of the findings obtained, it was concluded
that the increased FDI in developing countries faced higher income inequality compared to
developed countries.

3. Empirical model and data

In this study, the relationship between exports, imports, economic growth, foreign direct
investments, and income inequality in terms of G-7 countries in the 2003-2019 periods. The
following equation has been formulated:

InGini;y = ag + a;InY; ¢ + a,InEX;; + azInIM;, + a,InFDI;  + &;, 1)

In the model, ¢, i and &; , indicate that period, cross section, and residual term, respectively.
InGini;, , GINI index is World Bank estimate. In¥; , is natural log of GDP per capita (constant
2010 US$), InEX; , is natural log of exports of goods and services (constant 2010 US$),
InIM; . is natural log of imports of goods and services (constant 2010 US$), InFDI; , is

natural log of Foreign direct investment, net inflows (% of GDP). All variables are sourced from
the World Development Indicators 2021 (World Bank) and all variables for the model are shown
in table 1.

Table 1: The dependent and independent variables

Variables Obtained from Representation in the model
The dependent variable

GINI World Bank InGini

The independent variables

Economic growth World Bank ny

Export World Bank InEX

Import World Bank IniM

Foreign direct investment World Bank InFDI

In the study, the relationship between exports, imports, economic growth, foreign direct
investments, and income inequality has been investigated using panel data approach. In the first
step, the stationary of variables is tested with IPS unit root test developed by Im, Pesaran and
Shin (2003).
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The hypothesis of IPS is as follows:

Hy = fB; — 0forall (I)

Hl:ﬂl < 0, and 1:1,2,3,...,N1, ﬁl = 051 = Nl + 1.N1 + 2, ...,N (2)

Change in Bi indicates to an alternative hypothesis for across groups in the panel while equation
3 states that the alternative hypothesis of the individual process is different from zero.

Ay = Wi + PYie—1 + Z]k =1 ajAyy—j+ 6 + 60, + & 3)
In the second step, the long-run parameters of each variable are examined with FMOLS

estimator developed by Pedroni (2000, 2001). To estimate the panel cointegration
parameters, Bermors = N7 XN Bruows can be used.

Finally, in the last step, the causality among variables is searched with a panel causality test
developed by Dimutrescu-Hurlin Causality (2012). Dimutrescu-Hurlin Causality test is
estimated as follows:

K
k
Yie =a; + Z Yi( )Vi,t—k + & €))
k-1
4. Empirical results
The results of the stationary properties of the variables are shown in Table 1. According to the

results of the IPS unit root test, all series is non-stationary in level however, all variables are
stationary in the first differences. Moreover, all series are integrated at | (1).

Table 2: The result of Unit of Root (IPS)

Variables Level First
INGINI -0.737 -5.0274***
INY 1.688 -3.578***
INEX 0.592 -3.435%**
INIM 0.918 -3.742%**
INFDI -0.861 -4.163***

Note: *, ** *** indicates %10, %5, %1 respectively.

Table 2 shows the results of the panel FMOLS estimator. The results of individual variables are
significant. While economic growth and foreign direct investments reduce income inequality,
exports and imports increase income inequality.

Table 3: The results of the FMOLS estimation

Variable Coefficient Prob.
LY -0.161040 0.0176
LIM 0.134846 0.0027
LEX 0.170811 0.0038
FDI -0.216494 0.0814
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Finally, Table 4 indicates the results of the Dumitrescu-Hurlin panel causality test. There is
unidirectional causality from GINI to economic growth, FDI, export, and import.

Table 4: Dumitrescu Hurlin panel causality test results

Null Hypothesis: W-Stat. Zbar-Stat. Prob.

DY does not homogeneously cause DGINI 4.34988 1.15270 0.2490

DGINI does not homogeneously cause DY 5.67730 2.01306 0.0441

DFDI does not homogeneously cause DGINI ~ 3.22865 0.50482 0.6137

DGINI does not homogeneously cause DFDI  5.05787 1.77214 0.0764

LEX does not homogeneously cause DGINI 3.07070 0.32360 0.7462

DGINI does not homogeneously cause LEX 5.25551 1.73968 0.0819

LIM does not homogeneously cause DGINI 4.46141 1.22499 0.2206

DGNII does not homogeneously cause LIM 6.55222 2.58015 0.0099

5. Conclusion and policy implications

In this study, the relationship between exports, imports, economic growth, foreign direct
investments, and income inequality in terms of G-7 countries in the 2003-2019 period using
panel FMOLS estimator and Dumitrescu Hurlin Panel Causality. According to the empirical
results, there is an indirect relationship between GDP per capita and income inequality.

It is seen that the increase in imports and exports leads to a widening income gap in developed
countries. This result is the similar with Roser and Cuaresma (2016) and Barusman and
Barusman (2017). In addition, according to the results, it was determined that the increasing
income inequality around the world was negatively affected by FDI in developed countries. The
studies of Herzer and Nunnenkamp (2013) and Ucal et al. (2015) are also supported these
results. Moreover, economic growth reduces income inequality, and this result is supported by
Gyimah-Brempong (2002).

In this direction, it is necessary to take steps to reorganize the trade policies of developed
countries and to ensure the strength of income to regulate the global income inequality
especially related to trade.
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THE IMPACT OF THE COVID 19 PANDEMIC ON THE TOURIST
ECONOMIES OF THE BALKAN COUNTRIES

Ivana BOZIC MILJKOVIC!

Abstract

The task of this paper is to investigate the extent to which the tourism industry of the Balkan
countries is affected by the pandemic crisis. Available statistical data, historical method and
method of analysis and comparison were used in measuring and estimating the economic losses
suffered by this group of countries due to the pandemic. The paper will also analyze the
perspectives of tourism development in these countries in the post-COVID period, having in
mind their specifics, the structure of the offer of tourist services, and the positions they
previously had in the international tourism economy.

Keywords: Balkan countries, economy, pandemic COVID 19, tourism
JEL Classification: Z3, L8, F2

COVID 19 PANDEMISINIiN BALKAN ULKELERININ TURIST

EKONOMISINE ETKIiSI
Oz
Bu makalenin gorevi, Balkan fiilkelerinin turizm endiistrisinin pandemi krizinden ne 6lgiide
etkilendigini arastirmaktir. Bu grup iilkelerin pandemi nedeniyle ugradiklari ekonomik
kayiplarin 6lgiilmesinde ve tahmin edilmesinde mevcut istatistiksel veriler, tarihsel yontem ve
analiz ve karsilagtirma yontemi kullanilmistir. Makale ayrica, bu iilkelerin 6zelliklerini, turizm
hizmetlerinin sunum yapisini ve uluslararasi turizm ekonomisinde daha dnce sahip olduklari

konumlar1 géz 6niinde bulundurarak, COVID sonrasi donemde bu iilkelerde turizmin gelisme
perspektiflerini analiz edecektir.

Anahtar kelimeler: Balkan iilkeleri, ekonomi, pandemi COVID 19, Turizm.
JEL Simiflamasi: Z3, L8, F2

L Assoc. Prof., University Metropolitan, Faculty of Management, Department of Business Management,
ibozicmiljkovic@gmail.com, ORCID: 0000-0002-3311-7841

76


mailto:ibozicmiljkovic@gmail.com

Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 21.11.2021 Kabul tarihi: 15.05.2022
DOI: 10.14514/BYK.m.26515393.2022.sp/ 76-88

1. Introduction

From an economic and historical point of view, all Balkan countries except Turkey and Greece
belong to the group of countries in transition. This group can be further divided into EU member
states (Slovenia, Romania, Bulgaria, and Croatia) and non-member countries (Albania, Bosnia
and Herzegovina, Serbia, Montenegro, and Northern Macedonia). This division is extremely
important from the aspect of analyzing the dynamics of development of the service sector in
these countries, increasing the share of that sector in the structure of their economies, and
increasing the share of services in their exports. Starting from the 1980s until today, the Balkan
countries have followed the trends of the global economy in their economic development and
paid a lot of attention to inclusion in international economic flows. The structure of their foreign
trade is in line with the trends of modern international trade that apply generally in the global
economy and also in the European Union. The main feature of the structure of that trade is that
the services sector has a dominant share in it, within which, in the last two decades, the rapid
growth of the share of tourist services has been noticeable. That growth was interrupted in early
2020 due to the global pandemic of the COVID 19 virus. As an industry that shows a high
degree of sensitivity to crises, tourism has suffered enormous economic damage. The crisis
caused by the pandemic differs in its characteristics from other crises that have an economic
cause. The unpredictable transformation of the virus and the possibility of easy transmission
completely stopped tourist travel on a global level in the first months of the pandemic, and in
that period, almost all tourist and catering companies suspended their activities.

The discovery of the vaccine gave a new chance to continue the active development of tourism
where it left off at the end of 2019. Today, tourist trips are possible everywhere in the world,
even in the Balkans, with certain restrictions and respect for measures against the pandemic.
However, the nature of the virus and the tendency towards mutations and increasingly
contagious strains, the unavailability of the vaccine in all parts of the world, as well as the
resistance of the world's population to the vaccine, are determinants of the future of tourism
globally, in the Balkans. In the economic sense, the previous year left deep consequences on
tourism, and these negative effects will remain present in the long run. In the period after the
pandemic, a strategy should be found for the recovery and further development of tourism in
the Balkans, which will be based on the comparative advantages of each country separately. The
tourist offer will be of high quality if it is tailored to meet the needs of tourists and at the same
time 1 feature of countries in transition (McKinsey Global Institute). The turn towards the
development of the services sector and the dynamics of the development of that sector in the
countries in transition can be seen primarily as their strategy for a more efficient transition to
the concept of market economy and faster integration into the international market (Bozié
Miljkovié, 2018: 89). When it comes to changing the economic structure of the Balkan countries
in favor of greater participation of services, it should be noted that at the beginning of this
process, not all Balkan countries had equal starting positions, but in some of them, the process
was faster, in others slower, with incentives branches and activities for the development of
which they have comparative advantages. For example, Turkey, Greece, Croatia, and Albania,
thanks to their geographical location and potential for the development of coastal tourism,
already had a traditionally developed tourism and hospitality sector. During the transition
period, they continued to develop and strengthen these sectors by introducing new service
branches and activities in the field of banking, insurance, telecommunications, transport, and
the like.
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In other Balkan countries, in the pre-transition period, the industrial sector was recognized as a
carrier of economic development (Uvali¢ and Cvijanovi¢, 2018: 21). Entering the transition
process and changing the economic system in favor of greater participation of services in the
creation of GDP, was a great challenge for them. The applied measures and results of economic
policies pursued during the first two decades of the transition process are still the subject of
numerous analyzes and criticisms. The application of the concept of deindustrialization, the
results of which were significantly contrary to expectations and which caused great damage to
countries in transition, is especially criticized. The shift of the focus of development policy from
industry to other activities and branches, especially those in the services sector, was conditioned,
among other things, by the need to compensate for the negative effects of deindustrialization
(Przywara, 2017: 431). The service sector has developed and strengthened with the privatization
and opening of the markets of these countries to foreign companies in the field of
telecommunications, finance, insurance, logistics and transport of passengers and goods, and
the like. Liberalization of capital, goods, and services in transition countries had, in addition to
economic and political aspects, that is determined by the need for progress of this group of
countries in the process of approaching the European Union and other international integrations.

Table 1. Trade in services in the Balkan countries (%GDP)

1990. 2000. 2005. 2010. 2015. 2019.
Albania 3.0 255 32.9 38.5 34.4 40.6
Bosnia and | - 13.0 12.7 131 13.9 154
Herzegovina
Bulgaria 7.0 29.0 26.0 19.8 25.8 25.4
Croatia - 29.7 28.0 24.9 30.9 36.5
N. - 19.0 19.7 19.2 26.5 26.0
Macedonia
Greece 9.8 23.6 19.8 194 26.4 315
Romania 3.6 9.5 154 11.3 17.2 20.3
Serbia - - - 16.9 21.9 27.9
Montenegro | - - - 35.8 449 47.9
Slovenia - 16.4 19.1 23.0 26.4 29.5
Turkey 7.4 10.1 7.9 7.2 9.4 12.0

Source: https://databank.worldbank.org/source/world-development-indicators; Accessed on
August/2021

At the beginning of the observed period, almost all Balkan countries recorded a rapid growth of
the share of services in GDP. In the group of countries in transition, such a trend can be
explained by the application of the postulates of this process, which, following the example of
Western European economies, initiated faster development of the services sector. In the period
between 2005 and 2010, due to the negative effects of the global economic crisis, most countries
recorded a decrease in the share of trade in services in GDP compared to that in the previous
period. The recovery took place in the period between 2010 and 2015, and stable growth of the
observed parameter was observed in all countries except Albania.
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In some of them, lower values of that growth were recorded during the world economic crisis,
but those reduced values did not last in the long run, ie the recovery in this sector of the economy
was fast with stable parameters. Taken as a whole, we can say that the Balkans today, in
European relations, is a respectable area of export of services with a realized value of exports
of close to 197 billion dollars in 2019 (UNCTAD). Also, in the same year, this region was
promoted as a significant importer of services with a value of 100 billion dollars (UNCTAD).
Some countries in this region are considered to be important exporters of services on a global
scale and are characterized by the fact that their exports of services are many times higher in
value than exports of goods. That group of countries includes Albania, which in 2019 exported
goods worth 1,015 million dollars, and services worth 3,808 million dollars, then Croatia, whose
value of exports of goods in the same year amounted to 14,371 million dollars, and the value of
exports of services 16,702 million dollars, Greece, with exports of goods worth $ 36,308 million
and services worth $ 44,876 million, and Montenegro with a realized value of exports of goods
of $ 520 million and a value of exports of services of $ 1,895 million
(https://data.worldbank.org). Regarding the sectoral structure of trade in services, there are large
differences between the Balkan countries, and they are presented in Table 2 through the
percentage share of certain categories of services in the total values of imports and exports of
services.

Table 2: Sectoral structure of trade in services in the Balkan countries in 2019 (in %)

Import Export

Goods- Goods-

related- related-

services Transport | Tourism | Others | services Transport | Tourism | Others
Albania 0.2 16.8 60.0 22.9 21.2 8.9 44.0 25.9
Bosnia  and
Herzegovina | 1.6 39.3 20.3 38.7 20.5 27.3 26.8 25.4
Bulgaria 2.3 26.8 23.2 47.7 5.9 20.9 204 52.7
Croatia 3.2 16.5 18.4 61.8 55 10.0 54.2 30.3
Greece 21 64.9 5.0 28.0 0.7 60.9 19.3 19.1
Montenegro 0.9 46.6 55 47.1 0.7 39.4 21.8 38.1
N. Macedonia | 0.4 30.6 13.0 56.0 19.4 24.3 15.2 41.0
Romania 2.8 18.9 191 59.3 124 29.1 5.3 53.2
Serbia 21 24.1 194 54.4 4.9 16.1 17.7 61.3
Slovenia 21 23.5 12.8 61.6 4.3 33.9 15.7 46.0
Turkey 3.1 35.5 4.3 57.1 4.6 41.5 29.8 24.1

Source: https://data.wto.org Accessed on August/2021

The data presented in the table refer to those sectors that have a dominant share in the structure of
services. These are goods-related services which include manufacturing services, maintenance, and
repair services, and freight transport and insurance as a subcomponent of transport (UN stats); then,
transport services and tourist services.
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Based on the data, it can be concluded that the expansion of the development of the services sector
over the last two decades, especially in the group of countries in transition, has led to an increasing
share of services in the structure of their trade. In addition to traditional service sectors such as
transport and tourism, there has been a development of trade and other services such as financial,
educational, health, business and professional services, communication services, environmental
services, etc. (WTOQ). In most of the observed countries, transport services have a dominant share
in the structure of imports of services. The exceptions are Albania, Croatia, and Romania, in whose
structure of services imports, tourism services have the largest share. The situation is similar on the
side of exports of services, where the share of tourist services in the structure is Albania, where
exports of this type of services account for more than a third of total exports, and Croatia, where
exports of tourist services account for more than half of total exports.

2. Tourism as a generator of economic development in the Balkans

In addition to the economic aspect of tourist services, their political, cultural and social aspect is
also important. These aspects of non-economic nature are especially important in parts of the world
that have had a negative image due to political instability and where trade in tourist services has the
function to improve that image and at the same time contribute to achieving positive economic
effects. Such an area in the Balkans, especially the part of it that consists of countries in transition,
in which the last decade of the last century was marked by sanctions from the international
community, war conflicts, and NATO aggression. In that period, they were marked as a particularly
risky zone for tourist trips, and that, even long after the situation calmed down, hurt their export of
tourist services. Thanks to the turbulent past of the Balkan peoples and historical events that have
left a deep mark in this geographical area, the Balkans have not been recognized as an attractive
tourist destination for a long time, nor have the potentials for tourism development been used. The
development of the tourist economy in this area came only in the 70s of the last century when the
Balkan countries identified their comparative advantages, cultural features, and natural beauties and
needed their tourist and economic valorization. The fusion of different nations, cultures, and
religions in this area, which took place in earlier historical periods, due to frequent conflicts between
them, was often an obstacle to the development of tourism, but on the other hand, had a great impact
on cultural heritage and ethnogenesis. Today, the Balkans is an area that has the characteristics of
Balkan-Slavic, Islamic-Oriental, Central European, and Western European culture, which makes it
specific in the tourist valorization of space and mapping of Balkan countries as tourist destinations.
The development of the tourism economy in the Balkans has not been smooth. Tourism, as an
economic branch, first developed in Greece, the former Yugoslavia, Turkey, and Romania. At the
end of the last century, Bulgaria also promoted its tourist offer and became recognizable by its
summer and winter tourist centers, while Albania developed its tourist economy only in the first
decade of this century. The Balkans, as a geographical area, has numerous features that make it an
attractive tourist destination in Europe and the world. Temperate-continental and partly
Mediterranean climate, a large number of hours of sunshine per year, access to the Adriatic, lonian,
Aegean, Mediterranean, and Black Seas, mountain ranges of the Dinarides, Shar-Pind Mountains,
and the Balkan Mountains along the southeastern part of the peninsula, thermal springs provide an
opportunity for the development of summer, winter and spa tourism. Untouched nature, especially
in the hilly and mountainous part of the region, affects the development of adventure tourism and
some types of ecological and health tourism. In recent years, rural tourism has been increasingly
promoted as a Balkan brand among tourist services (Metodijeski and Temelkov, 2014: 231).
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The basis of this type of tourist offer is family farms arranged in such a way as to provide the
opportunity for a peaceful holiday filled with various facilities such as picking herbs, mushrooms,
or wild fruits, learning old crafts, and learning about cultural and historical sights in the area.
Contrary to this form of tourism, city break tourism has been developing rapidly in the Balkans in
recent years. Unlike rural tourism, which bears the epithet Balkan brand, city break tourism is one
of the European brands. As in Europe, this type of tourism takes place in metropolises and large
cities, so Athens, Thessaloniki, Belgrade, Istanbul, Skopje, Ljubljana, Zagreb, and other larger cities
are especially interesting in the Balkans, providing opportunities for rich nightlife and
accompanying urban areas. contents such as catering facilities, shopping malls, cultural and
entertainment facilities, etc. From the 1970s until today, the tourism economy in the Balkans has
developed significantly, and in some of them, it has become the engine of economic development.
In the last two decades, the development of tourism in the Balkan countries has been faster, the
tourist offers more substantial, and tourist services have an increasing share in the structure of
exports of services. When we talk about the positive economic effects of the growing share of
services in general, and within them the tourist services in the structure of exports of the Balkan
countries, it should be noted that they are most visible in improving their balance of payments
positions. Many Balkan countries face a high and chronic trade deficit, while on the other hand,
they have a surplus in the export of tourist services. In that way, the balance of payments is corrected
and balanced, and services become a generator of the economic growth of exporting countries. Also,
the development of tourism in the Balkans has effects on reducing unemployment, due to the
constant need to employ permanent and seasonal workers. Based on the data from Graph 2, we
can conclude that in all balanced countries in the previous ten years the share of employees in
tourism in total employment has increased.

The largest increases were recorded in Albania, Croatia, Greece and Bosnia and Herzegovina,
while other countries also recorded growth but much more moderate than the mentioned
countries.

Graph 2: Travel and tourism direct contribution to employment — share of total employment in %
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Source:
https://tcdata360.worldbank.org/indicators/tot.direct.emp?country=TUR&indicator=24644&viz=I
ine_chart&years=1995,2028 Accessed on August/2021
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Certain types of occupations in tourism are suitable for the employment of women, which in some
developed tourist countries amounts to up to 70% of the total number of employees. (Unkovi¢ and
Zetevic, 2016: 221). As part of the positive implications that the development of the tourism
economy has on the economies of the Balkan countries, we should also mention those related
to investments in the development of tourism. Due to foreign direct investments, many Balkan
countries can boast of modern accommaodation facilities built on the reputation of those that exist
in well-known European tourist centers, as well as ancillary facilities that complement the tourist
offer and make it better.

These positive trends in the development of tourism in the Balkans were interrupted at the end of
2019 by the appearance of the COVID 19 virus and the pandemic that soon followed, partially or
completely limiting economic, social, and cultural-entertainment activities. In the year of the
pandemic, tourism in each of the Balkan countries suffered huge economic losses, and recovery
from the negative consequences will have a long-term perspective.

3. Consequences of the COVID-19 virus pandemic on the development of
tourism in the Balkans

The first case of infection with the COVID 19 virus was recorded at the end of 2019 in the Chinese
city of Wuhan. Transmission of the virus from China across Asia, the United States, and Europe
occurred just two months after the first case was isolated, and the speed with which the infection
spread and the dynamics with which its negative impact spread to all segments of the economy
marked a prelude to a global crisis (Ceylan et al, 2020: 820). The negative effects of the pandemic,
already in the first weeks after its outbreak, mostly affected those sectors of the economy in which
there is a large fluctuation of people and direct contact between people that cannot be reduced to
epidemiologically controlled frameworks. Such sectors are tourism and catering, creative industry,
transport, storage, processing industry, etc. (Chamber of Commerce of Serbia). Tourism is one of
those activities that show high sensitivity when it comes to crisis events that bring into question any
aspect of tourist safety or the environment (Abbas et al, 2021: 4). In this context, the impact of the
pandemic on tourism trends should be observed and the result of that impact should be expressed
by measuring the economic effects caused by the absence of tourism industry activities. The
negative effects of the pandemic on tourism are more pronounced in those countries where tourism
has a large share in the creation of GDP, ie those that generate significant revenues from the export
of tourist services. Among the Balkan countries are Montenegro, Croatia, Turkey, and Greece.
During the years of the pandemic crisis, the economies of these countries suffered great damage
due to the travel ban, and tourism, in most of them, temporarily lost the role of the leading economic
activity and generator of economic development.
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Graph 2: Arrivals of foreign citizens in Balkan countries 2019/2020
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Source:
https://tcdata360.worldbank.org/indicators/ST.INT.ARVL?country=BRA&indicator=1841&viz=line_ch
art&years=1995,2019 Accessed at August/2021

Comparative analysis of data from Graph 1, based on the author's budget, we can conclude that,
due to the pandemic, tourism suffered the most negative consequences in Croatia, where there were
88.3% fewer arrivals of foreign tourists in 2020 compared to 2019, Bosnia And Herzegovina 83.6%,
Greece 78.2% and Montenegro where the number of foreign tourists in the observed period
decreased by 78%. The common feature of these four countries is that they are recognized for the
export of tourist services and popular destinations for winter and summer tourism. In other words,
tourist services are a very important export brand in these countries. In such countries, exports of
services can to some extent compensate for the deficit on the export side of goods, but this is usually
not enough to ensure stable and sustainable economic growth. If a country exports tourist services
but imports durable consumer goods partly to make its offer better, it will significantly limit the
development opportunities of that economy (Gligorov, V, 2012). For countries like Greece, Croatia,
or Montenegro to ensure sustainable consumption growth, it is necessary to develop industrial
production (Gligorov, V, 2012). This is necessary to, on the one hand, reduce the import of
industrial products and support the development of tourism by domestic industry, and on the other
hand, to increase revenues and contribute to macroeconomic stability by exporting goods. In other
observed countries, calculated based on the data from Graph 1, a significant decrease in the number
of foreign tourists was recorded by Serbia (75.9%) Slovenia (74.1%), Turkey (71.7%), Bulgaria
(60.4%), Albania (58.5%) and Romania (50.1%). Northern Macedonia is the only Balkan country
in which the decline in the number of foreign tourists in 2020 compared to 2019 was lower than
50%. The analysis of these data should take into account the fact that the Balkan countries during
the summer tourist season had milder travel restrictions than most Western European countries. In
that way, the tourist traffic was realized to a certain extent, and foreign tourists were travelers from
the neighboring countries of the region. With a negative PCR test, in 2020, in one part of the summer
tourist season, it was possible to spend the summer in Turkey, Albania, Montenegro, and Bulgaria.
Thus, in these countries, the damage that would have occurred in the tourism economy if the policy
of complete closure of border crossings had been applied has been minimally mitigated.
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In addition to the fact that the decline in business activities in the tourism sector is reflected in the
turnover of goods, it certainly has implications for the turnover of ancillary services that make the
tourist offer meaningful and complete. Reducing the export of tourist services reduces the need to
perform business activities in other services such as restaurant services, entertainment, transport,
wellness and spa, and various other services that complement the tourist offer. Considering that the
pandemic crisis started just at the beginning of the preparations for the summer tourist season and
continued during the winter months, a significant part of investments in tourism was lost in that
period, which will have long-term consequences for the economies of all Balkan countries. The
negative effects of the pandemic on the tourism economies of the Balkan countries can be expressed
in other indicators, such as the number of employees in tourism. The voluntary suspension of
business activities that occurred at the beginning of 2020, which was initially believed to be short-
lived, took a chronic course and covered every tourist season.

Many catering and tourism companies have suffered huge financial losses, some of them have gone
bankrupt and workers have lost their jobs. Tourism sector, which is a sector based entirely on human
workforce and mass gathering of people, is one of the first sectors that was banned suddenly with
Covid-19 and lost its importance instantly (Ozen, 2020: 110). For example: in Croatia in 2019,
41,000 workers were employed in tourism and catering, and in 2020 that number dropped to 34,800;
In Greece, in 2019 the number of employees in tourism and catering was 824,700, and in 2020
759,300; Turkey had 2.62 million employed tourist workers in 2019 and 2.19 million in 2020. The
decrease in the number of employees in tourism and catering was also recorded in Slovenia from
98,700 workers in 2019 to 94,100 in 2020 (Chamber Investment Forum WB 6). The decrease in
employment in tourism was recorded in all Balkan countries, but the ones most affected were those
in which tourism has the status of a leading or one of the most important economic activities, such
as Croatia, Greece, and Turkey. The decline in demand for tourist travel and catering services
indicates a decline in demand for industrial, agricultural, and other products, as well as for many
activities that monitor and support the work of the tourism industry (transport, insurance, finance,
etc.) (Riestyaningrum et al, 2020: 240). These activities also had a reduction in the number of
employees during the pandemic year. In addition to the drastic reduction in the number of tourist
arrivals in the Balkans and based on that, the reduction in tourism revenues and the number of
employees, another in a series of negative consequences of the pandemic is stopping or postponing
investments in tourist facilities. Most Balkan countries, especially non-EU transition countries,
do not have their accumulation but show a high degree of development dependence on foreign
capital inflows. The method of attracting investors is similar in all of them and is based on
simple administrative procedures, subsidies to the investor, reduction of corporate income tax,
allowing the investor to repatriate profits, and equal treatment of domestic and foreign investors.
Investments in the tourism industry are higher in volume and value in those Balkan countries
that are recognized as important tourist destinations: Turkey, Greece, Montenegro, Albania.
According to the data of the Investment Agency of Montenegro, there are about 400 business
entities in that country, whose owners are citizens of Turkey. The largest investors in the tourism
industry of Greece come from the countries of the European Union: Germany, Luxembourg, the
Netherlands, and France (www.mfa.gr), while the development of tourism in Albania is mostly
supported by Italian companies, but also Turkey and Arab countries. Numerous investment
projects in all of these countries have been halted at the start of the pandemic and postponed for
a period when business activities in tourism will return to normal.
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4. Perspectives of tourism development in the Balkans in the period after the
pandemic crisis — concluding remarks

Tourism is a very important factor in the economic development of most Balkan countries and its
survival is a regional issue. In the period after the pandemic, the development of tourism in the
Balkan countries will be led by the same factors that will apply to all other countries in the global
tourism economy. Tourism is the industry that is most sensitive to emergencies in the world;
pandemics, terrorist attacks, war conflicts, but it is also a branch that shows a high degree of
resilience and recovers quickly after a crisis period (Nientied and Shutina, 2020: 8). The peculiarity
of this pandemic crisis is that it cannot be compared to any previous world crisis in terms of the
uncertainty it brings in terms of the development course and duration. All the more so for the tourist
economy to survive, survive and adapt to the new conditions in the circumstances of the "new
normality”. This involves building systems that can withstand shocks and stressors and quickly
regain balance (Calgaro et al, 2014: 351). A very important element of this system would be crisis
management composed of experts trained in crisis management in tourism. Then, the concept of
supply diversity: There are countries whose tourist offer is based on only one landmark or only one
type of tourism. For example, many Balkan countries are narrowly oriented in their tourist offer to
beach tourism or mountain tourism, so they are recognized in the region and beyond, and cannot
change their offer in a short time to, for example, nature or rural tourism as a dominant product. A
diversified tourist offer consisted of one dominant tourist product, but also other sights that are
attractive to tourists can prevent or reduce the losses that the tourist economy suffers as a result of
the influence of exogenous negative factors in times of crisis. Finally, innovation in tourism can be
a reliable tool in combating the crisis and limiting the effects of its negative effects. Productivity in
the field of innovation or their adoption and rapid implementation in modern tourism means that
there is a possibility for constant contact between tourists and tourism service providers, conducting
sales without personal contact, and maintaining a continuous exchange of information.

When it comes to the introduction and application of innovations in tourism, digitalization stands
out as an ongoing process of recent date that has several manifestations, and from the aspect of
tourism companies means a comparative advantage. Thanks to digitalization in the provision of
tourist services, time and money are saved by the tourist service provider and tourists as end-users:
it is possible to buy a tourist arrangement online, make accommaodation reservations, buy plane
tickets or tickets for museums, and shows. Also, tourists have at their disposal numerous mobile
applications designed according to their needs and type of travel (Nikolskaya et al, 2019: 1198).

The benefits of the introduction of digitalization in the field of tourist services became visible during
the pandemic, especially at the beginning of this year, when tourist trips started again under rigorous
conditions and with obligatory respect for protection measures. Providing services electronically
before and during travel without direct personal contact means less possibility of transmitting the
infection during travel, which is of great importance in times of new virus strains and new pandemic
waves.

The pandemic crisis is still going on and, although tourist trips have been possible this year, the
performance of the tourist economy from 2019 is difficult to achieve. This is true both globally and
for all Balkan countries. The revival of tourism this year has been guided by a short-term
perspective, and based on this year's tourist trends, it cannot be concluded with certainty what the
dynamics of tourist travel will be after the pandemic or how it will be realized.
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What can be predicted with certainty is that tourist trips will be conditioned by the behavior of
tourists, ie their decisions whether to travel, in what way and to which destinations. In services
research in the context of the COVID-19 pandemic, risk management has been identified as a
significant factor influencing an individual’s belief that the threat of a pandemic is under control
(Rahman et al, 2021). The behavior of tourists and their decision-making in extraordinary
circumstances and the period immediately after the danger depends on numerous subjective and
emotional factors such as the psychological sense of security and safety. The cognitive image of
tourists about previous trips provides an opportunity for intentions regarding future trips to be
motivated by previous positive experiences (Rasoolimanesh et al, 2021: 3). As for the Balkan
countries, the question is how much potential they have to attract tourists from Europe who are
reluctant to go to various European and world popular destinations. The potential of the Balkan
tourist offer is certainly not strong to that extent. Also, the answer to the question still cannot be
found: will tourists look for urban resorts or will they prefer to choose quieter areas (Lew et al,
2020: 460). From the aspect of the tourist offer of the Balkan countries, it is also unknown whether
popular cities with high tourist density such as Kotor in Montenegro or Mostar in Bosnia and
Herzegovina will continue to attract many tourists or visitors will look for places with more
opportunities for physical distance.

Researchers in the travel and tourism industries have a very important task to rethink and
reshape revival strategies to bring back the following normal economic activities (Aliperti et al.,
2019). Accordingly, the COVID-19 tourism impacts and related research will increase
awareness by educating the masses, nurturing, reshaping, and handling such an economic crisis
by implanting innovation and change to revive the industry (Abbas et al., 2021). The pandemic
crisis has left numerous negative consequences that will limit the full economic valorization of
tourist destinations around the world for many years to come. However, the crisis has another
positive side that will be expressed in the behavior of tourists in the future, and that is that ethics
will be as important as the aesthetics or beauty of the destination (Santos Del Valle, 2020: 25).
Due to increased environmental and social awareness, tourists will give priority to those
destinations that take care of sustainable development, use renewable energy sources, have
developed waste recycling systems and healthy drinking water. That may be an advantage of
the Balkan countries. Even before the pandemic, most of them based their tourist offer on the
principles of sustainable development and promoted natural beauty and a healthy environment.
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AZERBAYCAN TURIZM SEKTORU RESMi BIiRLIKLERI WEB
SAYFALARININ ANALIZI

Narmin ISLAMLI?, Tiilay POLAT UZUMCU?

Oz

Internetin giiniimiizde etkin ve yaygin bir sekilde kullanilmasiyla; isletmeler, cesitli kurum ve
kuruluslar kendilerini web sayfalar1 {izerinden tanitma, tiiketicilerine dogrudan erisim ve
bilgilendirme imkan1 bulmuslardir. Bu noktada web sayfalarinda yer alan bilgiler ve bu web
sayfalarinin tasarimi onem kazanmistir. Diinya’daki ekonomik hareketlilikte 6nemli bir
etkinligi olan turizm endiistrisinde yer alan kurum ve kuruluslar internet teknolojisinden
yararlanarak, kurumsal web sayfalarini etkin bir sekilde kullanmaktadir. Bu baglamda bu
calismada, Azerbaycan turizm sektoriiniin pazarlanmasinda 6nemli olan resmi birliklerin web
sayfalarinin icerik analizi yontemiyle degerlendirilmesi amaglanmistir. Bu amagcla, arastirmada
amacli ornekleme yontemi kullanilarak, Azerbaycan Turizm Sektorii i¢in Snemli olan;
Azerbaycan Cumhuriyeti Devlet Turizm Acentesi, Azerbaycan Turizm Biirosu, Azerbaycan
Oteller Birligi ve Azerbaycan Turist Rehberleri Birligi kurumlarinin web sayfalari ele alinmistir.
Bu web sayfalarina yonelik bir degerlendirme formu olusturularak, web siteleri tek tek
degerlendirilmigtir. Arastirma sonucunda, Azerbaycan Turizm SektOriiniin yonetiminde sz
sahibi olan resmi birliklerin web sayfalarma katki saglayabilmek {izere c¢esitli Oneriler
getirilmistir.

Anahtar Kelimeler: internet, Web sayfasi, Turizm, Azerbaycan, Icerik Analizi
Jel Simflamasi: Z31, M31, M38, L82

ANALYSIS OF THE WEB PAGES OF OFFICIAL ASSOCIATIONS
OF AZERBAIJAN TOURISM SECTOR

Abstract

With the effective and widespread use of the internet today, businesses, various institutions and
organizations have had the opportunity to introduce themselves, direct access and information
to their consumers through web pages. In this context, it is aimed to evaluate the web pages of
official associations which are extremely important in the marketing of the Azerbaijan tourism
sector, by content analysis method. For this purpose, using purposive sampling method in the
research, what is important for Azerbaijan Tourism Sector The websites of the State Tourism
Agency of the Republic of Azerbaijan, the Azerbaijan Tourist Guide Association, the
Azerbaijan Tourism Bureau, the Azerbaijan Hotels Association have been discussed. An
evaluation form was created for these web pages and the web sites were evaluated one by one.
As a result of the research, various suggestions were made to contribute to the web pages of the
official associations that have a say in the management of the Azerbaijan Tourism Sector.

Keywords: Internet, Web page, Tourism, Azerbaijan, Content Analysis
Jel Classification: 231, M31, M38, L82
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1. Giris

Giinlimiizde olarak bir¢ok alanda yaygin olarak kullanilan internet, kurum ve kurulusun
iletisimini farklilastirmistir. Internetin yogun olarak kullanilmasi sonucunda, orgiitler kurumsal
web sayfalar araciligtyla, kendilerini dogrudan tanitma ve tiiketicilerine dogrudan ulagabilme
imkan1 bulmuglardir. Bu baglamda, orgiitler i¢in web sayfalar1 ve web sayfalariin igerigi ile
web sayfalarinin tasarimi énemli hale gelmistir (Bayraktar ve Uziimcii, 2019: 21). Turizm
sektoriinde ise, turistleri turizm destinasyonlarina ¢ekebilmenin 6nemli yollarindan biri
teknolojik araglardir ve bu teknolojik yenilikler, turizm sektoriiniin gelecegi i¢in anahtar bir rol
tistlenmektedir (Sar1 ve Kozak, 2005: 362). Buhalis (1998)’e gore, turizm destinasyonlari ve
turizm isletmeleri giderek artan oranda yenilik¢i olmaya ve ayni zamanda rekabet giiglerini
artirmaya ihtiya¢ duymalidir (Karatag ve Babiir,2013:21). Liu (2000)’e gore, internetin turizm
sektoriinde kullanimi ¢ogunlukla; iletisim, pazar aragtirmalari, tiiketici hizmetleri, iiriin
gelistirme, siire¢ gelistirme maliyetleri azaltma, pazarlama, reklam vb. konularda olmaktadir
(Bayraktar ve Uziimeii, 2019: 2).

Giintimiizde web sitelerinin isletmelere, miisterilere ve kurumlara yeni pazarlama olanaklar
sunmasi, isletmeleri ve miisterileri pazara ¢ekmesini, boylelikle pazarlama faaliyetlerini web
siteleri iizerinden gergeklestirmelerini saglamaktadir. Dolayisiyla, bugiin turizm igletmelerinin
web sayfalari, turistik tiiketicilerin seyahat Kkararlarinda onemli rol tasimaktadir. Web
sayfalarinin giderek gelisim kaydetmesi, isletmelere ve miisterilere gesitli avantajlar sunmasi,
pek cok isletme ve miigteriyi pazara ¢ekmekte ve bdylece pazarlama faaliyetlerini web sayfalari
araciligiyla yapmalarini saglamaktadir. Bu ¢ergevede oOrgiitlerin web sayfalari, hedef pazar ile
iletisim kurmak i¢in 6nemli araglardan biri olarak ortaya ¢ikmaktadir (Maksiidiinov, 2019:187,
Karamustafa vd., 2002). Ozellikle turizm sektoriinde yer alan turizm isletmeleri, web sayfalari
araciligiyla; turistlere dogrudan erisebilme, hizmetleri ve destinasyon hakkinda bilgi verebilme
olanagi bulabilmekte, turistler ise rezervasyonlarini dogrudan ya da bir acenta web sayfasi
iizerinden gerceklestirebilmektedir. Bu kapsamda bu ¢alismada, Azerbaycan turizm sektdriiniin
sa¢ ayaklar1 olan; seyahat acentalar1 birligi, otelciler birligi, turist rehberleri birligi ile
Azerbaycan turizm sektdriiniin yonetiminde s6z sahibi olan turizm biirosu ile devlet turizm

acentast web sayfalar1 ele alinmistir.

Azerbaycan, turizm potansiyeli bakimindan zengin bir iilke olup, cesitli rekreasyon alanlari,
eglence ve spor merkezleri ve turizm isletmelerini barindiran turistik destinasyonlari
bulunmaktadir. Bunlara; Gebele sehrindeki Gabaland konumlar parki, Tufandag kis turizm
kompleksi, Qusar rayonundaki Sahdag turizm merkezi, ¢ok sayida Olimpiyat spor kompleksi,
Kafkas oteller agi ornek olarak verilebilir (http://mct.gov.az). Azerbaycan’da konaklama
isletmeleri, niteliklerine gore 1 ile 5 yildiz arasinda degismekte, dort ve bes yildizli oteller
¢ogunlukla yerli ve yabanci ortakliklar tarafindan isletilmektedir. Bu oteller, iilkenin cesitli
bolgelerinde olup, Bakii, Sumgayit, Ganja, Lenkeran, Nah¢ivan gibi bilyiik sehirler yan1 sira,
diger bolgelerde yer alan otellerin biiylik kismi resort oteller olarak mevsimlik faaliyet
gostermektedir. Bakii’de ise oteller tiim yil hizmet vermekte ve Konaklama isletmelerinin ¢ogu
Bakii-Aberon bolgesinde toplanmaktadir (Ojagov, 2011: 112).

Arastirmada, Azerbaycan turizm sektoriiniin gelisimi ve yonetiminde séz sahibi olan resmi

birlikler ele alinmistir.
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Bu birliklern ilki Azerbaycan Cumhuriyeti Kiiltiir ve Turizm Bakanlig1 tarafindan, Kiiltiir ve
turizm alaninda kamu yo6netimini iyilestirmek amaciyla 2018 yilinda kurulan Azerbaycan
Cumhuriyeti Devlet Turizm Acentasidir. Ikincisi, Azerbaycan'da turizm endiistrisinde
standartlarin olusturulmasi ve yeni bir turizm endiistrisinin olusumunda aktif rol almak iizere
2019 tarihinde kurulan Azerbaycan Seyahat Acentalar1 Birligidir. Ugiinciisii olan Azerbaycan
Turizm Biirosu, tilkenin tanitimin1 yapmak tizere brosiir, kitapgik, harita vd.materyalleri
yayimlayan, altyapt projelerinden mevzuata, pazarlamaya kadar turizmin tim yonlerini
kapsayan projelerin gelistirilmesi amaciyla kurulmus olup, biinyesinde faaliyet gosteren
Destinasyon Yonetim Kuruluslari, kapsadiklar1 bolgelerdeki turizm firsatlarini tespit etmek i¢in
calismaktadir. Son olarak ele alinan ise Azerbaycan Oteller Birligi, ililkede konaklama
sektoriiniin sesi olmak ve turizm sektdriiniin siirdiiriilebilir kalkinmasini saglamaya yonelik
girigimleri destekleyen bir birliktir.

Azerbaycan Turizm Sektorii Resmi Birlikleri Web Sayfalarinin Analizini ele alan ¢aligmada,
oncelikle alan yazin taramasini igeren internet, web sayfasi kavramlarma deginilerek, web
sayfalarinin tasarimi ve turizm sektoriinde web sayfalarmin kullanimi ve tasarimi hakkinda bilgi
verilecektir. Bu kapsamda Azerbaycan turizm sektoriinde etkili olan resmi birliklerin web
sayfalar1 tek tek ziyaret edilerek, nitel arastirma yoOntemlerinden igerik analizi ile
degerlendirilecektir.

2. Literatiir incelemesi

2.1. Turizm Sektoriinde Web Sayfalarimin Kullanimi

Giintimiizde isletmeler, internet araciligiyla 365 giin ve 24 saat tiim diinyaya kapilarini
acabilmekte (Birkan, 1998), internet kullanicilari, bir web sayfasina baglanarak, bos zamanlarini
degerlendirebilmekte ya da ekonomik faaliyetlerini gergeklestirmektedir (Boylu ve Tuncer;
2008). internet, bilgiye hizl bir sekilde ulasarak, etkili bir iletisim, rekabet avantaji ve miisteri
memnuniyeti saglayan ve maliyetleri azaltan sanal bir aragtir. Bu sanal ortamda var olmanin en
o6nemli belirleyici ise isletmelerin kendilerine 6zgii, dikkat ¢ceken bir web sayfasi olmasidir.
Web sayfasi, isletmelerin internet lizerinden; reklam, tamitim, destek hizmetler ve satis
islemlerine kadar tiim asamalarda yer almasini saglayan iletisim teknolojisini biinyesinde
barindirmaktadir (Cubukgu, 2010: 40-42).

Internet hizmetlerinin en etkin bir sekilde uygulanabilecegi ana unsur world wide web’tir (Kara
ve Sezgin, 2020:141). Sayimer (2012:27)’e gore internet tabanli web (www) ya da W3 (World
Wide Web) global ag kavrami, tim diinyada binlerce web sunuculari olarak adlandirilan
bilgisayarlarda kayith milyonlarca dosyadan olusan bir biitiindiir. Internet tabanli web; resim,
yazi, film, ses gibi pek ¢ok farkli yapida veriye kompakt ve etkilesimli olarak ulagilmasini
saglayan ¢oklu hiper ortam sistemine verilen addir. Web, dosyalar1 bir arada tutmakta, bir
dosyay1 digerine aktarmakta ve onlari internet tizerinden yollamaktadir (Alyakut, 2020: 705).
Kog¢ (2015. 60)’a gore ise web, biiyiik kitlelere, diisitk maliyet ile ulagma firsati vermekte,
kullanicilara enformasyon saglamakta, reklam ve pazarlama imkani yaratarak, iletisim ve
geribildirim olanag1 sunmaktadir (Alyakut, 2020: 1873).

Ivory ve Hearst (2002: 56)’e gore bir web sayfasinin ara yiizii; metinler, grafik elemanlar,
baglantilar, bigimlendirmeler ve sayfasinin kalitesini etkileyen etkenlerden olusan karmasik bir
yapidir.
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Bir web sayfasinda, estetik ve islevsellik, web sayfasini ziyaret edenler tarafindan biitiinsel
olarak algilandig1 i¢in, tek tek yerlestirilen her bilesen, birbiriyle baglantili olmak durumundadir
(Firlar ve Ozdem, 2013: 5). Zhao ve Gutierrez vd. (2001)’e gore, web sayfalan tiiketicilerin
karar verme siireglerini ve ise yonelik tutumlarini etkileyebilmekte ve bu nedenle web
sayfalarinin tasarimi ve islevselligi 6nem tasimaktadir. Ancak tiiketicilerin; ilgisini ¢ekebilen,
giivenilir olduguna ve hizmetlerinden memnun kalabilecegine inanilan web sayfalar1 basarili
kabul edilmektedir (Ates ve Boz: 67). Ayrica orgiitlerin bilgi edinmek isteyen kullanicilara,
yiiksek kullanilabilirlik diizeyine sahip web sayfalari tasarlayarak sunmalari, etkin bir kullanim
saglamasi1 bakimmdan 6nemlidir (Ates ve Karacan 2009: 33).

Web sayfalarinda kurum kimligini yansitacak en onemli gdrsel 6geler, isletme logosu ve
amblemidir. Web sayfalarinda kurum kimligini yansitan bu 6gelerin kullanilmasi, gerek kuruma
6zgii 6gelerin kullaniminin yayginlagmasini, gerekse kurumun bilinirligini artiracaktir. Bunlarla
birikte, orgiit tarafindan iletilen mesajlarm inandiricihigr da kurum kimliginin olusmasinda
onemli bir etkendir. Boylelikle, kurumlarin web sayfalari, kurumun degerleri, sorumluluklar: ve
dzelliklerinin hedef kitleye ulastirilmasinda énemli bir ara¢ olmaktadir (Oztiirk ve Ayman,
2007:59). Rosen ve Purinton (2004)’e gore bir web sayfasinin; tiiketiciyi cezbetmesi i¢in on
saniyeden daha az bir siireye ihtiyaci vardir. Ayrica sitenin indirilme siiresi ve giivenilebilir
Ol¢iide kaliteli bir 6deme sistemine sahip olmasi diger 6nemli unsurlardir (Bayramve Yayl,
2009). Stout (1997)’a gore web sunucular1, web sayfasi ziyaretcilerinden gelen bilgi talebini
kaydeder (Schegg vd. 2005: 2) ve Tarhan (2007)’a gore iyi bir web sitesi su 6zelliklere de sahip
olmalidir (Manav vd., 2017:156):

% Web sayfasina erisim kolay olmali ve en fazla on saniyede agilabilmelidir.
% Hedef kitlenin ilgili sayfaya girebilmesi i¢in gereksiz soru formlarim igeren engeller

konulmamalidir.
£ Web sayfasi siirekli giincellenmelidir.
%+ Web sayfasindaki tiim linkler galismalidir.

£ Web sayfasinda geribildirim alma imkanini saglayan (e-posta vb.) araglar yer
almalidir.

% Web sayfasinda erisim bilgileri mutlaka olmalidir.

Turban vd. (2006)’e gore, tiim orgiitlerin bir web sayfasina ihtiyaci vardir ve orgiitler internet
tizerinden, Urin Ve hizmetlerinin tanmitimin1  yapmak ve tiiketicileri ¢ekmek igin
kullanabilecekleri en etkili yol web sayfalaridir. Iyi bir web sayfasinin tasarimi ise, sektdriin
ozelligi ve tiiketici beklentileriyle yakindan ilgilidir. Web sayfasinin tasarimina ise, tiiketici
ihtiyaclari, beklentileri ve sorunlarin belirlenmesiyle baglanmalidir (Bayram ve Yayli, 2009:
349). Turizm sektdriinde internetin kullanimi ise, son derece yaygmn ve etkilidir. Turizm
isletmeleri, kurum ya da kuruluslar1 web sayfalar1 araciligiyla turistik tiiketicilere; dogrudan
satig yapabilmekte, triin-hizmet ve destinasyon hakkinda bilgi verebilmekte, destinasyon
imajina katki saglamakta ve destinasyondaki kaynaklar, gerceklestirilen etkinlikler hakkinda
giincel bilgiler sunabilmektedir. Ayrica turistler, seyahat planlarini ve rezervasyonlarini internet
lizerinden yapabilmekte ve yasadiklari deneyimlerini paylasabilmektedir (Giires, Arslan ve
Yalgin, 2013; Fernandez-Cavia vd., 2014; aktaran: Unal ve Celen, 2020: 34).

Boo ve Busser (2018)’e gore, turizm sektoriinde internet ve internete dayali pazarlama, turizm
sektorliniin bilimsel ve teknolojik gelismelerin gerisinde kalmadan, turistlere dogrudan kendi

kanallartyla ulasabilme olanagi saglamasi bakimindan énemlidir (Unal ve Celen, 2018: 610).
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Turizm endiistrisinde web sayfasi, sadece turizm kurulusunun itibarii1 temsil etmekle
kalmamakta, ayn1 zamanda kullanicilara turizm hizmetlerini satin alma imkani saglamaktadir.
Bunlarin yaninda turizm kuruluslarinin web sayfalari ticari bir 5neme sahip olmamakla birlikte,
miisterilerin internet sitesi sorunlari ile ilgili tavsiyeleri dikkate alina, satiglar1 en az % 33'e kadar
artirabilmektedir. Ayricalikli olarak pazarda yeni veya farklilagtirilmig turizm {iriinlerinin
tanitim1 ve zamanla ayni markaya bagli olacak yeni miisterilerin ilgisini ¢ekmeye hizmet
edebilirler (Bayram ve Yayli, 2009).

Sar1 ve Kozak (2005)’a gore, giiniimiizde turistik talebi kendilerine yoneltmek isteyen iilkeler,
destinasyonlarda yer alan yerlerin tanitim faaliyetlerinden sorumludur. Bu kapsamda, turizm ile
ilgili ulusal ve uluslararasi tiim kurum ve kuruluslarin giincel teknolojilere basvurmalari,
dolayisiyla web sayfalarini kullanmalar1 ve etkili sayfa tasarimlari zorunlu hale gelmistir.
Ozellikle turistik tiiketicilerin, giderek daha bilingli, daha egitimli olusu, gelecegin turistlerinin
tilketim aligkanliklarinin, yasam tarzlarinin, davranig kaliplarinin, talep ve beklentilerinin,
turizm politikasin1 yapan ve yiiriitenler tarafindan yakinen takip edilmesi gereklidir (Unal ve
Celen, 2018: 614).

2.2. Azerbaycan Turizm Potansiyeli

Azerbaycan, Kafkaslarin giiney dogusunda, iran yaylasmin kuzey batisinda, Avrupa ve Asya
kitalarinin birlestigi bir bolgede yer alan kokleri eskiye dayanan bir iilke olup, zengin dogal
kaynaklara, subtropik iklime, verimli ve biiyiik ovalar ile zengin dogal ortama ve daglik alanlara
sahiptir (Mursalov, 2009). Bayramli ve Aliyev (2020)’e goére, Azerbaycan’mn iki iklim
kusagindaki konumu, dogasim giizellestirmekte, plajlar, sifali sular1 ve ¢amur volkanlar ile
turizmin gelismesi i¢in firsatlar sunmaktadir (Sarkhanov ve Tutar, 2021: 9-10).

Azerbaycan, tarihsel siireg igerisinde, dnemli ticaret yollar1 ve ipek Yolu giizergahinda yer
almus, ticari, dini ve siyasi nedenlerle ziyaret edilmistir. Ozellikle 14. yiizyildan sonra, Rusya,
Iran ve Hindistan arasinda ticari tasimacilik giizergahinda olan Bakii, Dogu ile Bat1 arasinda
onemli bir kdprii olmustur. Volga Nehri iizerinden Akdeniz ile Hindistan"1 birbirine baglayan
Volga-Hazar denizyolu da, Azerbaycan turizmini olumlu etkilemistir. Bu doénemlerde
Azerbaycan" ziyaret eden pekcok tiiccar, tarih¢i ve seyyahin giiniimiize ulasan giinliiklerinde
Azerbaycan hakkinda yazilar yazmis ve kervansaraylarin hizmetinden 6vgii ile bahsetmislerdir.
Bu kervansaraylar arasinda; Multan veya Hindistan, Buhara, Iran, Lezgi en bilinenleridir.
Bakii'niin Eski Sehri'nde Multan (XII-XIV yiizyil), Buhara (XV-XVI yiizyil) kervanlar turistik
olarak kullanilmaktadir. Bugiin ise Azerbaycan'da devlet tarafindan turizmin gelismesi 6zel
onem verilmekte (Ahli, 2018: 73; Hiiseynov ve Efendiyeva, 2007:86), her y1l 27 Eyliil Diinya
Turizm Giinii olarak kutlanmaktadir (Siileymanov, 2016: 22).

Azerbaycan’da yabanci turistleri iilkeye ¢ekebilecek tarihi ve kiiltiirel alanlar da bulunmaktadir.
Salihova vd. (2019), Bakii’de bulunan; Kiz Kulesi, Eski Sehir’de bulunan saray kompleksi olan
Sirvangahlar Saray1 en 6nemli mimari eserlerinden birisidir. Yine, 17-18. yiizyillarda dogal
gazin bulundugu ve sénmez atesin iistiine insa edilmis bir ates tapinagi olan Atesgah, en 6nemli
turizm merkezlerindendir. Bir bagka tarihi yer ise, Bakii’ye bagli Ramana koyiinde olan,
16.yiizy1ldan kalma, 15 metre yiiksekligideki Ramana Kalesidir. Bakii’ye basg1 bir bagka 6nemli
kale de, Mardakan yerlesiminde eski bir tarihe sahip olan Mardakan Kalesidir. Azerbaycan’in
en eski ve 6nemli eserlerinden birisi de kaya oymalariyla taninan Gobustan’dir. Karabag’a bagl
Gobustan da, Tas Devrine ait izler bulunmaktadir.
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Ayrica Gobustan’da Azerbaycan tarihine taniklik eden ¢ok sayida kaya oymasi, yerlesim yeri
ve mezar anit1 yer almaktadir (Sarkhanov ve Tutar, 2021: 9-10). Azerbaycan’in en 6nemli
turistik destinasyonlar1 ise; Bakii-Apseron, Sirvan, Gence-Kazah, Seki-Zakatala, Kuba-
Hagmaz, Lenkeran-Astara, Karabag ve Nahg¢ivan olarak siralanabilir (Alili, 2018: 74-76).
Azerbaycan’da hizmet verilen turizm tiirleri ise; Deniz Turizmi, Kongre Turizmi, Kiiltiir
Turizmi, Termal Turizm, saglik Turizmi, Aile Turizmi, Inan¢ Turizmi, Yayla Turizmi, Eko
Turizm, Spor Turizmi, Av Turizmi, Eglence Turizmi, Tarih Turizmi, Tarimsal Turizm, Ipek
Yolu Turizmi ve Is Turizmi sayilabilir (http:/ier.az).

2.3. Arastirma Kapsaminda Azerbaycan Turizm Sektériinde
Resmi Birlikler

Bu bdliimde, Azerbaycan Cumhuriyeti Devlet Turizm Acentasi, Azerbaycan Seyahat Acentalari

Birligi, Azerbaycan Turizm Biirosu, Azerbaycan Oteller Birligi ve ile ilgili bilgiler verilmistir.

Azerbaycan Cumhuriyeti Devlet Turizm Acentasi

Azerbaycan Cumhuriyeti Kiiltiir ve Turizm Bakanligi'nin 20 Nisan 2018 tarihli "Kiiltiir ve
turizm alaninda kamu yonetimini iyilestirmek igin bazi tedbirler hakkinda" Azerbaycan
Cumbhuriyeti Cumhurbagkaninin emri uyarinca kurulmustur. Ajans, turizm endiistrisinin uzun
vadeli kalkinmasi i¢in arastirma ve istatistikler yapmak, ilgili alanda devlet programlar1 ve
kalkinma konseptleri gelistirmek, pazar arastirmasi yapmak ve ilgili lilke ve bolgelerden turist
¢ekmek i¢in ¢alismaktadir (https://tourism.gov.az/).

Azerbaycan Turizm Biirosu

Azerbaycan Turizm Biirosu, tilkenin turizm firsatlarini turistlere tanitmak i¢in; brosiir, kitapgik,
harita vb. materyaller yayinlamaktadir. Azerbaycan Turizm Biirosu biinyesinde faaliyet
gosteren Destinasyon Y onetim Kuruluslar1 (DYK), bulunduklari bélgelerdeki turizm firsatlarini
tespit etmek i¢in g¢alismaktadir. DYK’larin amaci, Azerbaycan'n bélgelerinde turizmin
stirdiiriilebilir kalkinmasina liderlik etmek, gesitli paydaslarin faaliyetlerini koordine etmek,

turizmi tanitmak ve yonetmektir (https://www.tourismboard.az/az).

Azerbaycan Oteller Birligi

Azerbaycan konaklama sektoriiniin sesi olmak ve turizm sektoriiniin siirdiiriilebilir kalkinmasini
saglamaya yonelik girisimleri siirekli desteklemektir. Ayrica, konaklama endiistrisinde kaliteyi
artirmak ve adil rekabeti saglamak i¢in en iyi uluslararasi ve yerel uygulamalari otellerle
paylasarak uluslararasi standartlarin uygulanmasimi tesvik eden, kiiresel otel zincirlerinden
kiigiik bagimsiz otellere kadar pek ¢ok konaklama isletmesini bir araya getiren bir kurulustur
(https://hotelassociation.az/az/aha-hagginda).

Azerbaycan TuristRehberleri Birligi

Azerbaycan TuristRehberleri Birligi (ATBA)’nin amaci Azerbaycan'daki tiim rehberleri temsil
etmek ve ilkedeki rehberlerin profesyonelligini ve Kkalitesini artirmaktir. ATBA, hem
Azerbaycan'da hem de uluslararasi alanda stirdiiriilebilir mesleki beceriler ve kariyer firsatlar
sunmaktadir. ATBA standartlarina gore, yeni profesyonel rehberler, Azerbaycan Turizm Biirosu
tarafindan verilen sertifikasyon ve akreditasyon siirecinden ge¢melidir. Ayrica ATBA, iiye

rehberleri igin bir dizi kalite iyilestirme egitimleri diizenlemektedir.
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ARASTIRMA MAKALE

ATBA, Diinya Turist Rehberleri Birligi (WFTGA) iiyesidir ve WFTGA standartlarini
uygulamaktadir. Kariyer egitimi, mentorluk, egitim modiilleri ve ag olusturma firsatlari ile turist
rehberlerinin bilgilerini desteklemektedir
(https://atga.az/az/about).

gelistirmeleri ve stirdiirmelerini

3. Arastirma

3.1. Arastirmanin Amaci ve Yontemi

Bu arastirmada, Azerbaycan turizm sektdriiniin pazarlanmasinda son derece 6nemli olan resmi
birliklerden; Azerbaycan Cumhuriyeti Devlet Turizm Acentasi, Azerbaycan Seyahat Acentalari
Birligi, Azerbaycan Turizm Biirosu, Azerbaycan Oteller Birligi web sayfalarinin
degerlendirilmesi amaglanmistir. Calismanin evrenini, Azerbaycan turizm sektoriinde yer alan
tim resmi birlikler olustturmakta, 6rneklemini ise amagsal Orneklem yontemiyle secilen
veAzerbaycan da turizm sektoriinii temsil eden, seyahat, otelcilik ve turist rehberligi ve kamu
yonetimi adina dort temel kurum segilmistir. Bu kurumlar; Azerbaycan Cumhuriyeti Devlet
Turizm Acentasi, Azerbaycan Turizm Biirosu, Azerbaycan Oteller Birligi ve Azerbaycan Turist
Rehberleri Birligidir. Nitel aragtirma yontemi kapsaminda gergeklestirilen ¢calismada, verilerin
elde edilmesinde dokiiman taramasi kullanilmis, elde edilen veriler; Var ve Yok seklinde
kodlanmistir. Web sayfalarinda yer alan 6zellikler ise sikliklarina gore, i¢erik analizi yontemiyle

degerlendirilmistir.

3.2 Arastirmanin Bulgular:

Bu boéliimde, Azerbaycan Cumhuriyeti Devlet Turizm Acentasi, Azerbaycan Turizm Biirosu,
Azerbaycan Oteller Birligi ile ilgili bilgiler verilmis ve web sayfalar1 incelenmistir. Bu
kuruluslar sektore bilgi saglayici ve sektorii yonlendirici kurumlar oldugu igin; tesis sayilari,
ziyaretci sayilari, yillik konaklama sayis1 gibi istatistik bilgi ve belgeler ile mevzuat hakkinda
bilgileri barindirmaktadir.

Tablo 1: Azerbaycan Turizm Sektdrii Resmi Birlik Kurumsal Bilgi Igerikleri

Azerbaycan Azerbaycan Azerbaycan Azerbaycan

Kurumsal Bilgiler Devlet Turizm Oteller Birligi Turist

Turizm Biirosu Rehberleri

Acentasi Birligi

Var | Yok Var Yok | Var | Yok Var Yok

Kendine ait web ismi 1 0 1 0 1 0 1 0
Birlik Hakkinda Bilgi 1 0 1 0 1 0 1 0
(Vizyon-Misyon vb.)
Organizasyon Yapisi 1 0 1 0 1 0 1 0
(Org.Semasy/ Yonetim
Bilgisi)
Birlik Birimleri 1 0 1 0 1 0 1 0
Telefon numarasi 1 0 1 0 1 0 1 0
Adres 1 0 1 0 1 0 1 0
E-posta adresi 1 0 1 0 1 0 1 0
Harita 0 1 0 1 1 0 1 0
Uygulamalar 1 0 1 0 0 1 1 0
Galeri 1 0 1 0 0 1 0 1
Duyurular 1 0 1 0 1 0 1 0
Etkinlikler 1 0 1 0 1 0 1 0
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Azerbaycan turizm sektdrii resmi birlikleri web sayfalarinin kurumsal bilgi igerikleri Tablo 1°de
goriilmektedir. Tiim birliklerin resmi web sayfalarinda; Kendine ait web ismi, Birlik Hakkinda
Bilgi (Vizyon-Misyon vb.), Organizasyon Yapisi, Birlik Birimleri, Telefon numarasi, Adres, E-
posta adresi, Duyurular ve Etkinlikler yer almaktadir. Ancak Azerbaycan Cumhuriyeti Devlet
Turizm Acentasi ve Azerbaycan Turizm Biirosu web sayfalarinda harita igerigini barindirmadigi
goriilmektedir. Resmi birliklerin web sayfalarinda uygulamalar sekmesinin olup olmadigina
bakildiginda, sadece Azerbaycan Oteller Birligi’'nde uygulamalar sekmesinin bulunmadig:
anlasilmaktadir. Galeri degiskeni ise hem Azerbaycan Oteller Birligi hem de Azerbaycan Turist
Rehberleri Birligi web sayfalarinda bulunmamaktadir. Bu kapsamda Azerbaycan turizm
sektoriinde yer alan resmi birliklerin kurumsal web sayfalarinin bilgi icerikleri incelendiginde,

temelde sahip olmasi gereken degiskenleri barmdirdigini séylemek miimkiindiir.

Tablo 2: Azerbaycan Turizm Sektorii Resmi Birlik Web Sayfalarinda Paylagilan iletisim

Igerikleri

Azerbaycan Azerbaycan Azerbaycan | Azerbaycan
[letisim Bilgileri Devlet Turizm | Turizm Oteller Birligi | Turist

Acentasi Biirosu Rehberleri

Birligi

Var Yok Var Yok Var | Yok Var Yok
Geribildirim formu | 1 0 1 0 1 0 1 0
Online forum 1 0 1 0 1 0 1 0
Sosyal medya 1 0 1 0 1 0 1 0
baglantisi
SSS (Sik Sorulan 1 0 0 1 1 0 0 1
Sorular)
Indirilebilir 6zel 1 0 1 0 1 0 1 0
igerikler
E-posta listesine 1 0 1 0 1 0 1 0
katilim
Ara sekmesi 1 0 1 0 1 0 1 0
Coklu dil secenegi | O 1 1 0 1 0 1 0
Istihdam/Kariyer 1 0 1 0 0 1 0 1
Basin (Haberler) 1 0 1 0 1 0 1 0
Birlik Yayinlart 1 0 1 0 0 1 0 1
(Kitap/dergi/TV)
Giindem 1 0 1 0 1 0 1 0
(Koronaviriis, Afet)
Baglant1 Linki 1 0 1 0 1 0 0 1

Tablo 2’de Azerbaycan turizm sektdrii resmi birlik web sayfalarinda paylagilan iletigim
iceriklerinin degerlendirilmesi goriilmektedir. Genel olarak tiim birliklerin web sayfalari;
Geribildirim formu,Online forum, Sosyal medya baglantisi, Indirilebilir 6zel igerikler, E-posta
listesine katilim, Ara sekmesi, Basin ve Giindem sekmelerini barindirmaktadir. Baz1 sekmelerin
ise kimi birliklerin web sayfalarinda olmadig1 gériilmektedir. Ornegin; sik sorulan sorular
sekmesinin Azerbaycan Turizm Biirosu ve Azerbaycan Turist Rehberleri Birligi web
sayfalarinda olmadigi, Coklu dil segeneginin Azerbaycan Devlet Turizm Acentasi web
sayfasinda bulunmadigi anlagilmaktadir.

Ayrica Istihdam/Kariyer ve Birlik Yayinlar1 degiskenlerini, hem Azerbaycan Oteller Birligi
hem de Azerbaycan Turist Rehberleri Birligi kurumsal web sitelerinin barindirmadigi
goriilmektedir.
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Azerbaycan turizm sektorii resmi birlik web sayfalarinda kurumsal paydaslarina ydnelik
baglant1 linkine bakildiginda ise, Azerbaycan Turist Rehberleri Birligi web sayfasi diginda, tiim

birliklerin sahip oldugu anlasilmaktadir.

Tablo 3’de Azerbaycan turizm sektdrii resmi birlik web sayfalarinda paylasilan cevresel
alan&site yonetimi bilgisi icerikleri degerlendirilmektedir. Buna gore tiim resmi birlikler web
sayfalari; ulagim, arama motoru ve diger turizm birlikleri ile baglantilar degiskenlerini
barindirmaktadir. Oysa Azerbaycan turizm sektorii resmi birlik web sayfalarinda iilke hakkinda
bilgi sekmesinin sadece Azerbaycan Turizm Biirosu sayfasinda yer aldigi ancak Azerbaycan
Devlet Turizm Acentasi, Azerbaycan Oteller Birligi ve Azerbaycan Turist Rehberleri Birligi
web sayfalarinda olmadig1 goriilmektedir. Son giincelleme tarihi sekmesi ise tiim birliklerin web
sayfasinda bulunmamakta, dolayisiyla web sayfalarinda yer alan bilgilerin ne zaman sayfaya
konulduguna iligkin bir bilgi edinilememektedir. Site haritasi degigkeni ise yalnizca Azerbaycan
Oteller Birligi web sayfasinda bulunmaktadir.

Tablo 3: Azerbaycan Turizm Sektdrii Resmi Birlik Web Sayfalarinda Paylasilan
Cevresel Alan & Site Yonetimi Bilgisi Igerikleri

Azerbaycan Azerbaycan Azerbaycan Azerbaycan
Cevresel Alan & | Devlet Turizm Biirosu | Oteller Birligi | Turist Rehberleri
Web Site | Turizm Birligi
Yonetimi Bilgisi | Acentasi

Var | Yok | Var Yok Var Yok Var Yok
Ulasim 1 0 1 0 1 0 1 0
Ulke Hakkinda 0 1 1 0 0 1 0 1
Bilgi
Son giincelleme 0 1 0 1 0 1 0 1
tarihi
Site haritasi 0 1 0 1 1 0 0 1
Arama motoru 1 0 1 0 1 0 1 0
Diger turizm | 1 0 1 0 1 0 1 0
birlikleri ile
baglantilar

Azerbaycan turizm sektorii resmi birlikleri web sayfalarmin kurum paydaslari ve sektorel bilgi
icerikleri Tablo 4’de yer almaktadir. Turizm birliklerinin web sayfalarinda kurum paydas
bilgileri incelendiginde tiim birliklerin web sayfalarinin; Bagli Olan Uyelerin Sayis1, Isimleri,
Bilgileri (Otel/Acenta/ Rehber vb.), Diger turizm birlikleri baglantisi ve Sektorel Bilgilendirme
degiskenlerini barmdirdigi goriilmektedir. Turizm Rapor ve Istatistikleri sekmesinin tiim
birliklerin web sayfasinda oldugu ancak Azerbaycan Turist Rehberleri Birligi web sayfasinda
olmadigi, ilgili Mevzuat sekmesinin ise Azerbaycan Turizm Biirosu ve Azerbaycan Oteller

Birligi web sayfasinda bulunmadigi goriilmektedir.
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Tablo 4: Azerbaycan Turizm Sektorii Kurum Paydaglari ve Sektorel Bilgiler

Azerbaycan | Azerbaycan Azerbaycan Azerbaycan
Kurum Paydaglar1 | Devlet Turizm Biirosu | Oteller Birligi | Turist Rehberleri
Bilgileri Turizm Birligi
Acentasi
Var | Yok | Var Yok Var Yok Var Yok
Bagli Olan 1 0 1 0 1 0 1 0
Uyelerin Sayisi
Isimleri 1 0 1 0 1 0 1 0
Bilgileri 1 0 1 0 1 0 1 0
(Otel/Acenta/
Rehber vb.)
Diger turizm | 1 0 1 0 1 0 1 0
birlikleri
baglantisi
Sektorel 1 0 1 0 1 0 1 0
Bilgilendirme
Turizm Rapor ve |1 0 1 0 1 0 0 1
Istatistikleri
flgili Mevzuat 1 0 0 1 0 1 1 0

4. Sonug ve Tartisma

Giliniimiizde turizm sektorii giderek daha yenilik¢i ve rekabetci olmakta, bu ortamda turizm
sektorliiniin  tiim paydaglar1 gili¢lerini artirmaya calismakta ve bu dogrultuda internet
teknolojilerinden yararlanmaktadir. Ozellikle web sayfalari, turistleri destinasyona ¢ekebilmek
amaciyla pazarlama faaliyetlerini web sayfalar {izerinden gergeklestirmekte ve web sayfalar
turistlerin seyahat kararlarinda etkili olmaktadir. Bu kapsamda ¢alismada, Azerbaycan turizm
sektorliniin  yonetiminde s6z sahibi olan; Otelciler Birligi, Turist Rehberleri Birligi ile
Azerbaycan Turizm Biirosu ile Devlet Turizm Acentasi web sayfalari degerlendirilerek,
Azerbaycan’a turistik destinasyonlariin ¢ekiciligini artirmaya yonelik web sayfalarinin

tasarimina yonelik goriis ve oneriler belirtilmistir.

Arastirmada elde edilen verilersonucunda, bir web sayfanin temeleni olugturan temel 6zellikler
olan; adres,telefon tumarasi,e-mail adres vb. tiim birlik web sayfalarinda bulunurken, iletisim
icerikleri bakimindan, Azerbaycan Devlet Turizm Acentas: tek dil segenegi ile yetersiz
kalmaktadir. Oysa iilke turizminin temelini olusturan birliklerden biri olan Azerbaycan Devlet
Turizm Acentast ¢oklu dil segenegi bulundurmali ve yabanci turistlere yonelik olmayi
hedeflemelidir. Azerbaycan Turist Rehberleri Birligi ti¢ dil (Az,Ru,En), Azerbaycan Oteller
Birligi 2 dil (Az, En), Azerbaycan Turizm Biirosu ise 2 dil (Az, En) dil se¢enegi ile karsimiza
¢ikmaktadir.

Azerbaycan Oteller Birligi ve Azerbaycan Turist Rehberleri Birligi’nin ise web sayfalarinda;
web haritas1 bulunurken, Azerbaycan Devlet Turizm Acentasi ve Azerbaycan Turizm
Biirosu’nun web sayfalarinda galeri bolimii yer almaktadir. Web sayfasinda kullanicilarin
dikkati geken bir diger boliim olan Sikca Sorulan Sorular boliimii ise yanlizca Azerbaycan

Devlet Turizm Acentas1 ve Azerbaycan Oteller Birligi web sayfasinda bulunmaktadir.
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Bu boliim, kullanicilarin zihninde olusan bazi sorularin cevabini daha kolayca bulmak i¢in web
sayfasinda yer almakta ve bu sekmenin Azerbaycan Turist Rehberleri Birligi web sayfasinda

bulunmasi 6nem arz etmektedir.

Istihdam/Kariyer boliimii, is arayanlar igin birliklerin sunduklari is imkanlarma ulasmasini
saglamakta ve bu boliim Azerbaycan Oteller Birligi ve Azerbaycan Turist Rehberleri Birligi
web sayfalarinda goriilmektedir. Ayn1 zamanda baglanti linkleri ise sadece Azerbaycan Turist
Rehberleri Birligi web sayfasinda bulunmaktadir. Diger turizm birliklerinin web sayfalarina
kolay ulagim saglanmasi igin baglant1 linklerinin olmasi bu birliklerin web sayfalarinda olmasi

yararli olacaktir.

Azerbaycan turizm sektoriinde yer alan tiim resmi birliklerin 6zellikleri karsilastirilicak olursa,
web sayflarin hig¢ birinde son giincellenme tarihleri bulunmamaktadir. Bir {ilkenin tanitiminda
son derece 6nemli olan kendisi ile ilgili bilgiler, turistleri bilgilendirecek olan bilgiler ise
yanlizca Azerbaycan Turizm Biirosunda bulunmaktadir. Diger birliklerin web sayfalarinda
boyle bir boliim bulunmamaktadir. Site haritas1 boliimii ise yanlizca Azerbaycan Oteller Birligi
web sayfasinda goriilmekte ve diger birliklerde site haritasi bulunmamaktadir. Son olarak,
resmi birliklerin web sayfalarinin kurum paydaslar1 ve sektorel bigilere ait sekmelere ¢ogu
birlikler sahiptir. Ancak ilgili mevzuat boliimii sadece Azerbaycan Devlet Turizm Acentasi ve
Azerbaycan Turist Rehberleri Birliginde’de bulunmaktadir. flgili mevzuatin bulunmas: birlikler
i¢in 6nem arz etmektedir. Ayrica Turizm Rapor ve Istatistikleri tiim birlik web sayfalarida
bulunurken yalnizca Azerbaycan Turist Rehberleri Birligi sayfasinda bulunmamaktadir. Web
sayfalarina girildiginde; ilgili sektoriie ait mevzuat ve turizm sektoriine ait rapor ve istatistiklerin
web sayfalarinda yer almasi, yerli ve yabanci kullanicilar ve paydaslar i¢in bilgilendirme amact
tasimaktadir. Turizm sektoriinde yer alan alt sektorler olan; seyahat, otelcilik, rehberlik ve bu
iiclinlin koordinasyonunu saglayan turizm birlikleri, turizm isletmelerinin ve turistik
destinasyonlarin tanitimi ve pazarlanmasinda son derece 6nemlidir. Bu sebeple bu turizm
birlikleri internetten yararlanilarak, kurumsal web sayfalarin1 kapsamli bir sekilde hazirlamali
ve etkin kullanmalidir. Bu dogrultuda bu c¢alismada, Azerbaycan turizm sektériiniin
pazarlanmasinda son derece onemli olan resmi birliklerin web sayfalari incelenerek, elde edilen
verilerin yorumlanmasi sonucunda birlikler bazinda bazi degerlendirmeler yapilmis ve bazi

oneriler getirilmistir.

* Azerbaycan Cumhuriyeti Devlet Turizm Acentasi, web sayfasi bilgi igerikleri
kriterlerinin hemen hepsini; Sik Sorulan Sorular, duyurular, etkinlikler vb. karsiladig:
halde, web sayfanin haritasi bulunmamaktadir. Web Sayfalarinda Paylasilan Cevresel
Alan ve Site Yonetimi bilgi igerikleri degerlendirildiginde ise, Ulke Hakkinda Bilgi, Son
Qiincelleme tarihi, Site haritasi bolumlerinde eksik kalmaktadir. Azerbaycan
Cumbhuriyeti Devlet Turizm Acentast web sayfasi, Paydaglar1 ve Sektorel Bilgiler
kriterlerinden timiinii; e-bagslik, telefon numarasi, adres bilgilerini web sayfasinda
barindirmakta, sosyal hesaplart da aym anda yaymlanmaktadir. Ancak di/ se¢enegi
sadece Azerbaycan dili olarak bulunmakta, bu da uluslararasi turistlerin sayfayi
anlayabilmesini gii¢lestirmektedir. Mutlaka Ingilizce, Tiirkge gibi dil alternatifleri
konulmalidir. Medya boliimii; haberler, duyurular, videolar ve haber biiltenlerinden

olusmakta, a¢ik pozisyonlar bolimi ile genglere is firsatlar1 sunmaktadir.
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Bu boliim turizm 6grencilerine yonelik staj ya da sektor okul bulugsmalarina da fayda

saglayabilecektir.

* Azerbaycan Turizm Biirosu, iilkenin turizm firsatlarini turistlere tanitmak igin gesitli
brogiir, kitapgik, harita ve diger materyalleri yayinlamakta ve bu yaymlar birkag dilde
mevcuttur. Azerbaycan Turizm Biirosu tarafindan gelistirilen turizm stratejisi, 2023
yilna kadar turizm sektoriiniin gelisimini igermektedir. Altyapt projelerinden
mevzuata, pazarlamaya ve savunuculuga turizmin tiim yonlerini kapsamaktadir. Resmi
Birlik Kurumsal Bilgi igerikleri kriterlerinden Harita Sekmesi ile Web Sayfalarinda
Paylasilan letisim Igerikleri boliimiinde Sikca Sorulan Sorular sekmesi olmayan
Turizm Biirosu’nun harita-konum ve sik sorulan sorular sekmesini ekleyerek merak
edilen soru ve konumu belirtmeleri yararl olacaktir. Ayrica, Ulke Hakkinda Bilgi, Son
Giincelleme Tarihi, Site Haritas: ile Kurum Paydagslari ve Sektorel Bilgiler
boliimiinden ise flgili Mevzuat sekmeleri bulunmamaktadir. Potansiyel turistlere
yénelik coklu dil secenegi olmali, Ingilizce, Tiirkge gibi dil alternatifleri konulmalidir.
Web sayfasi diizenli giincellenerek, giindemdeki mevzuat, rapor ve istatistiklere yer

verilmelidir.

% Azerbaycan Oteller Birligi; Sayfa agildigi zaman arka planda dikkat gekici bir fotograf
gdrmek miimkiindiir ve dil segenegi olarak ingilizce ve Azerbaycan dilleri var. Sitenin
basinda sitenin haritas1 yer almakta, sayfada e-baslik, telefon numarasi, adres bilgileri
bulunmaktadir. Azerbaycan Otelciler Birligi'nin resmi hesabinin baglangicinda, birlik
ile ilgili bilgi bulunmamaktadir. Sayfada otellerin yildiz siniflandirmas: bolimii
olmasina ragmen, tiye otellerin listesi bulunmamaktadir. Haber ve medya boliimiinde
birlik ile ilgili haberler yer almakta, arsiv ve COVID-19 boéliimii bulunsa da, bu
sekmeler de eksiklikler bulunmaktadir. Birlik Kurumsal Bilgi Icerikleri, uygulamalar
ve galeri sekmesi, Web Sayfalarinda Paylasilan iletisim Igerikleri boliimiinde basin
haberleri ve birlik yayinlar1 sekmesi ile Web Sayfalarinda Paylagilan Cevresel Alan
&Site Yonetimi Bilgisi Icerikleri Ulke hakkinda bilgi ve son giincelleme tarihleri

bulunmamaktadir.

+ Azerbaycan Turist Rehberleri Birligi web sayfasinda ii¢ dil segenegi (AZ/RU/EN)
bulunmakta, iletisim bilgilerinde haritada boliimii de yer almaktadir. Kurum Paydaglar
ve Sektdrel Bilgileri boliimiinde istatistik bilgiler bulunmamakta ve Web Sayfalarinda
Paylasilan Cevresel Alan &Site Yonetimi Bilgisi Igerikleri boliimiinde de iilke ile ilgili
bilgiler, site haritasi gibi boliimlerde eksiklikler bulunmaktadir.

5. Oneriler

Turizm sektoriiniin ii¢ temel ayagi olan; seyahat, konaklama ve rehberlik sektoriiniin resmi
birlikleri ile devlet turizm biirosunun resmi web sayfalar1 degerlendirilerek, elde edilen verilerin

yorumlanmasi SONuUcu bazi dneriler getirilmistir.

% Turizm gibi uluslarasi alanda iilke tanitim1 i¢in son derece énemli olan resmi birliklerin
web sayfalarinda iletisim icerikleri bakimindan tek dil secenegi yetersiz kalmaktadir.

Mutlaka ¢oklu dil segenegi bulundurmalidir.
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% Web sayfalarinda kullanicilarin siklikla kullandigi bir sekme Sikca Sorulan Sorular
boliimiidiir. Bu sekmenin olmasi kullanicilarin kafasinda olusan sorulara, sormasina
gerek kalmadan, yanit olusturacaktir.

%+ Azerbaycan resmi turizm birlikleri web sayfalarinda, ilgili alt sektore ait
Istihdam/Kariyer boliimii olmas1, is ve staj arayanlar icin birliklerin sunduklari
firsatlara ulagmasini saglayacaktir.

% Resmi birliklerin web sayfalarinda; ilgili sektére ait mevzuat ile rapor ve istatistiklerin
yer almas, yerli ve yabanci kullanicilar ve paydaslar i¢in dnemlidir.

% Resmi birliklerin biiyiik kisminin web sayfalarinda site haritas: bulunmamaktadir,
siteye ait bilgilere erisimi gosteren bu igerige yer verilmelidir.

% Birliklerin kimilerinin kurumsal bilgi igerikleri sekmelerinden; uygulamalar ile galeri
sekmesleri yetersiz kalmaktadir. Oysa web sayfalari kullanicilarin dikkatini daha ¢ok
gorsel ve hareketli goriintiiler, video ve tanitim filmleri ¢ektiginden, web sayfalarinda
gorsel ve hareketli gériintiiler kullanilarak, gorsel, isitsel ve ilgi ¢ekici goriintiilerle
web sayfalari cazip hale getirilmelidir.

% Bu birliklerin web sayfalarinda basin haberleri ve birlik yayinlar1 degiskenlerinden,
tilke hakkinda bilgi ve son giincelleme tarihleri hemen hepsinde bulunmamaktadir.
Oysa teknolojinin ve giindemin hizla degistigi giinlimiizde giindemin takip edilerek
sayfanin siklikla giincellenmesi gereklidir. Ayrica iilkenin ve turistik destinasyonlarin
tanitiminin yapilmasi da web sayfasinda bulunmalidir.

# Azerbaycan resmi turizm birlikleri web sayfalarinda, bu birliklerin paydaslari ve bu
paydaslarin kurumsal web sayfalarina ve/veya sosyal medya hesaplarina baglant: linki

verilerek, paydaslarina erigimi kolaylastirmalidir.

Ozetle, Azerbaycan turizm sektdriinde dnemli gdérevler {istlenen bu resmi birliklerin web
sayfalarinin; mutlaka giincel olmasi ve yenilenme tarihleri, tilkeler arast doviiz bilgileri ile
giiniimiiziin en 6nemli problemi olan COVID-19 ile ilgili bilgiler, koruma 6nlemlerine 6zellikle
dikkat edilmelidir. Ayrica 2020 yilinda baslayan ve Azerbaycan i¢in ¢ok dnemli olan Karabag
zaferi ile ilgili bilgiler, onlarin ayrintilarina yer verilerek, turistlere isgalden kurtulmus topraklar,
turistik destinasyonlar ile ilgili bilgiler de verilmelidir. Dil segenekleri artirilmali, Azerbaycan
ile ilgili bilgiler daha kapsamli olmali, kariyer boliimlerine ilaveler yapilmali ve ilgili mevzuat
boliimii her bir birlik i¢in énem arz ettiginden mutlaka bu bilgilere web sayfalarinda yer
verilmelidir. Ayrica tiim bunlarin 6tesinde web sayfasi kullanicilarimi daha ¢ok gorsel ve
hareketli goriintiiler, video ve tamitim filmleri g¢ektiginden, gorsel, isitsel ve ilgi ¢ekici
goriintiilerle web sayfalari cazip hale getirilmelidir. Ayn1 zamanda web sayfasimin kullanisli,

basit ve kolay ulasilabilir olmasi da bu kurumlarin dikkat etmesi gereken diger 6zelliklerdendir.

Bu ¢alismada yapilan literatiir taramasinda ise, Azerbaycan 6zelinde web sayfalarina yonelik
bir ¢aligmaya rastlanilmamugtir. Internetin ve web sayfalarinin éneminin yadsinamayacagi
glinimiizde, web sayfalarinin tasarim: da 6nem kazanmakatdir. Bu kapsamda Azerbaycan
turizm sektoriiniin temel resmi birliklerinin web sayfalarinin analizinin yapildig1 bu ¢alisma
onemli olmakla birlikte, dort temel resmi birlik web sayfalari ile sinirlidir. Bundan sonra
yapilacak ¢alismalarda, Azerbaycan konaklama sektorii, seyahat sektorii ya da ulastirma sektori
gibi turizm sektoriiniin diger alanlarinda yer alan turizm igletmelerine yonelik ¢alisilmasi yararli

olacaktr.
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EXAMINATION OF GENERATION Z'S PREFERENCES OF AGRO
TOURISM TYPE: ANALYSIS IN IZMIR DURING COVID-19

Pmar ELDEM CULHAOGLU*

Abstract

Although agro tourism has been a topic that has been discussed in the tourism literature for a
long time, the relationship between agro tourism types and generations has been associated
relatively recently. In this study, tourism and agriculture practices are integrated into the Agro
tourism type preferences of generation Z members in the context of farm accommodation, farm
catering, participatory agro tourism, farm retailing, therapy at the farm, holiday in the farm and
farm entertainment is aimed to be examined. During the pandemic, 322 volunteer generation Z
members, who contributed greatly to the harvest that could not be collected in the farms during
the solidarity process, was reached in Izmir. In total, the data obtained using the MAXQD2020
program of face-to-face interviews with 30 people from 30 different districts of Izmir were
interpreted. Based on these findings, the Agro tourism market can be segmented according to
these differences that occur depending on Generation Z.

Keywords: Agro Tourism, Circular Agriculture, COVID-19, Generation Z, Izmir, Types of
Agro Tourism.

Jel Classification: H53, 13, Q1, Q130

Z KUSAGININ AGRO TURIiZM TURU TERCIHLERINIiN iRDELENMESI:

COVID-19 SURECINDE iZMiR ANALIZI
Oz
AQro turizmi, turizm literatiiriinde uzun siiredir tartigilan bir konu olmasina ragmen, agro turizm
tiirleri ile nesiller arasindaki iligski nispeten yakin zamanda iliskilendirilmistir. Bu ¢alismada,
turizm ve tarim uygulamalari, ¢iftlik konaklamasi, ¢iftligin yiyecek ve igecek servisinden
yararlanma, katilimli agro turizm faaliyetleri, ¢iftlik tirlinlerinin perakende satisi, giftlikte terapi,
ciftlikte tatil ve ¢iftlikte eglence baglaminda Z Kusag1 tiyelerinin Agro turizm tipi tercihlerine
entegre edilmis ve incelenmesi hedeflenmektedir. Salgin sirasinda dayanigsma siirecinde
ciftliklerde toplanamayan hasada biiyiik katk1 saglayan 322 goniillii Z Kusag: iiyesine Izmir'de
ulasildi. Toplamda, MAXQD2020 programi kullanilarak izmir'in 30 farkli ilgesinden 30 kisi ile
yliz yiize goriismeler yapilarak elde edilen veriler yorumlanmistir. Bu bulgulardan hareketle

Agro turizm pazari, Z kusagina bagli olarak ortaya ¢ikan bu farkliliklara gore boliimlere
ayrilabilir.

Anahtar Kelimeler: Agro Turizm, Agro Turizm Tiirleri, Baska Bir Tarim Miimkiin, COVID-
19, Izmir, Z Kusag.

Jel Simiflamasi: H53, 13, Q1, Q130.

1 Dr., Izmir Metropolitan Municipality, Agricultural Services Department, peldem@gmail.com ORCID:
0000-0002-2977-7863
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1. Introduction

Agro tourism, which integrates the common features of agriculture and tourism and gathers
them on a common denominator, is one of the tourism types that countries attach importance to
within the framework of sustainable tourism. In recent years, instead of people vacationing in
big hotels or in unnatural environments; the prominence of the desire to rest by consuming more
natural foods, living in more natural environments and living quite calmly has revealed a new
form of tourism, "slow tourism". Agro tourism practices also overlap with the components of
slow tourism. It is thought that the slow city model also makes important contributions to local
development as an example of a good “agro tourism” practice (Hekimci, 2014). Lowry & Lee
(2011) slow tourism; can be evaluated in both urban tourism and rural tourism. Agro tourism is
seen as a tool to ensure the economic and socio-cultural development of local people, especially
in rural areas.

Moving forward to be the pioneer of agro tourism, izmir makes a difference both in tourism
strategies and agricultural strategic activities. According to the Izmir Tourism Promotion
Strategy and Action Plan 2020-2024, the holistic management of the attraction centers in
different regions of Izmir within themselves and in relation to each other is one of the important
steps to be taken in order to develop the tourism potential of Izmir. In this direction, the second
pillar of the tourism-promotion cycle is the ‘Destination Management' strategic objective. The
spread of activities that are concentrated in similar date ranges in different tourism regions
throughout the year and their communication in a single language are among the most important
issues. The strategic purpose of Destination Management covers not only organizational
planning but also activities that require physical interventions. The 'Destination Management'
pillar, which includes activities such as the dissemination of izmir visual identity work
throughout Izmir, the arrangement of orientation and information boards for tourists, and the
planning and communication of events in line with a common calendar, consists of five strategic
objectives. In order to achieve these goals, it will bring Izmir to the forefront from other
destinations, especially in domestic tourism. The main aim of the project is to increase the
tourism potential and accordingly employment in these areas through physical and
organizational interventions and routing studies. Among these five strategic goals, the place,
importance and development of agro tourism are studied (Soyer, 2021).

According to the Strategic Plan of Izmir Metropolitan Municipality 2020-2024, among the
strategic objectives and targets, reducing poverty, ensuring food security, improving nutrition,
supporting sustainable agriculture, making progress in izmir by supporting tourism, developing
agricultural areas in a way that will protect the ecosystem, developing natural areas, It is the
most accurate place where agro tourism practices can be observed, as there are efforts to stop
the loss of biodiversity (Soyer, 2021).

It is very important to be dynamic in a process where service and consumption are almost
simultaneously in the tourism sector. The most important factor that will bring dynamism to the
effective and efficient market segmentation. Market segmentation is to bring together consumer
groups with similar needs or similar demand structures, similar perceptions about goods and
services, and similar purchasing tendencies and behaviors, and dividing the market into
subgroups (Blocker and Flint, 2007: 811).
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Although the tourism market is segmented at a micro level, such as the socio-demographic and
behavioral characteristics of individuals, and at a macro level, such as the shelf characteristics
of countries (Lin et al., 2019), the concept of generation, which is an age-based but not limited
to this, is also a meaningful segmentation criterion. However, it is seen that the subject of
generations and agro tourism is not sufficiently addressed in tourism researches. However, the
studies carried out on generations from various perspectives will provide important clues in
understanding the unique tourism preferences, attitudes and behaviors of different generations
(Ozel, 2017: 3).

However, with the pandemic process, our behavior and preferences are changing. It has been
seen that the effects of this process on Generation Z, who prefer agro tourism, are not
sufficiently related as a research subject and it is aimed to fill this gap with this study. From this
point of view, the relationship between the types of agro tourism put forward by Sznajder and
Przezborska (2014) generation Z tourists in this study during the pandemic process was
examined. In addition, Izmir's agro-tourism practices were examined.

2. Literature Review

Labels such as agro tourism, farm tourism, farm-based tourism and rural tourism are often used
interchangeably (Phillip, et al. 2010: 755). This type of tourism is seen as a type of agriculture-
related rural tourism and conceptually it is generally considered a part of the rural tourism
concept (Faganel, 2011:27). Although these concepts are often seen as the same terms, they are
separated from each other (Zoto, 2013: 210). Rural tourism is a more general term and generally
the activities carried out in this type of tourism are based on the rural environment. Agro tourism
activities, on the other hand, are based on farms and farmers, and this concept is considered to
be a more limited concept than rural tourism (Kosmaczewska, 2008: 145). Agro tourism is a
multi-functional type of tourism that provides tourists with the opportunity to participate and
obtain information about agricultural areas, agricultural professions, local products, traditional
cuisine and people's daily life. This type of tourism offers tourists a variety of rural activities
where they can enjoy traveling, learning and exploring. Agro tourism deals with leisure
activities organized by farmers in order to appeal to visitors and refers to various forms of
tourism related to agricultural activities or agricultural facilities (Dinger and Emiroglu, 2017:2).
Agritourism, also called agri tourism or agro tourism, is a type of tourism carried out in regions
where agricultural production is intense. With this feature, agro tourism creates an additional
income source for producers. Thus, instead of replacing agricultural production with tourism, it
may be possible to integrate with tourism. In other words, agro tourism gains importance as a
new field of tourism activity that does not destroy agricultural areas, which are frequently seen
in developing regions, in the name of tourism management, but on the contrary develops tourism
together with agriculture (Kagiikaltan, 2002: 151).

The development of tourism and the gaining in importance of different types have not been able
to have the same rate of increase in recent years. It is known that some terrorist incidents,
epidemics and natural disasters have negative effects on regional tourism and international
tourism movements (Bahar and Kozak, 2008). If an evaluation is made for Turkey, tourism
should be diversified, agro, eco, farm tourism and organic agriculture should be integrated with
tourism and the product should be marketed and presented.
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The new facilities owned by the country should be constantly emphasized on social media, with
all advertising channels where guests can spend their holidays comfortably and safely on issues
such as cleanliness, hygiene and health. Thus, the historical artifacts in the country and the rich
and unique variety of agricultural products should be used well and marketed with a very good
strategy (Bahar and Celik, 2020: 127).

According to another study, which deals with the difficult process experienced by the tourism
industry and makes predictions, Khalilzadeh (2020) states that the effects of Covid-19 are more
negative than other epidemics; It was stated that many airlines, hotel chains, theme parks and
casinos were closed and thousands of employees were temporarily laid off. On the other hand,
it has been stated that one or two years after the end of the epidemic, the tourism sector will be
good, but structural and functional changes will occur in the sector. It is stated that these changes
will increase the tendency of localization, many young workforce will be employed, tourism
will shift from existing destinations to different destinations and new airline brands may emerge.
Hall et al., (2020) stated that Covid-19 will cause changes in the tourism sector, and in this
context, countries will re-plan their domestic economies and education systems and turn to local
and more sustainable forms of tourism, and international tourism will also continue.

Apart from the studies carried out to create predictions in the tourism sector, there are studies
that include predictions for the Z generation after Covid-19. According to Buheji (2020), it is
emphasized that Generation Z will be very careful about living or spending like minimalists and
this generation will reshape products and services. It is thought that as they suddenly experience
the reality of how fragile this world is, they will become more careful about taking financial
risks. It is thought that most of the post-Covid-19 generations will find it difficult to be
optimistic about the future. Despite this picture, it is thought that the youth of this generation
will turn to other possibilities that will lead to global change, a change that will respect the
environment, health, quality of life and eliminate capital-based economic control. However, it
is also mentioned that after the emergence of this essence of life crisis, after Covid-19 there will
be a more dynamic and resilient generation that is more ready and agile to unforeseen challenges
and capable of surviving and thriving in potentially adverse events. The amount and extent of
changes witnessed in the Covid-19 pandemic was unprecedented in many generations before
that, and certainly not for those born after 2000. These experiences have taught younger
generations how things can suddenly turn around quickly and sharply. Many of these
generations have survived this crisis, or have changed or will change as a result of this crisis.
Another unexpected global crisis that youth generation has learned and continues to learn is that
they may emerge suddenly and they need to be resilient in order to overcome them (Mpaata,
2017).

3. Methodology

3.1. Purpose and Importance of the Research

The aim of this study is the current situation of the agro tourism activities of the Z generation
carried out throughout the province of izmir, the reasons for choosing agro tourism, the activities
selected within the scope of agro tourism, which tourism type or activity is selected when agro
tourism is not preferred, how Covid-19 affects the choice of agro tourism type, whether there
are factors that negatively affect agro tourism, and what activities are necessary for the
development of agro tourism for izmir.
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The study is important in terms of determining all these and giving suggestions in this direction,
strengthening the development of agro tourism activities in the region and shaping the agro
tourism activities according to the preferences of the Z Generation, by raising awareness of agro
tourism operators and all other stakeholders in this direction and taking precautions where
necessary. It is very inclusive and up-to-date because it includes the effects of Covid-19.

3.2. Population and Sample

As a result of the literature review, it is observed that such farms are increasing rapidly
throughout Izmir, apart from the conclusion that agro tourism activities in Turkey are most
effectively carried out in Tatuta farms, which are a part of the Tatuta project and carried out by
the Wheat Association. For this reason, the research population is the province of Izmir, which
is rapidly developing in terms of agro tourism activities. While determining the sample in
qualitative research, the relevance of the sample to the research subject is taken into
consideration rather than its representativeness. In this type of research, more multi-purpose
sampling method is used. In this study, easily accessible case sampling was chosen from
purposive sampling methods. This sampling method brings speed and practicality to the
researcher. In this method, the researcher chooses a situation that is close and easy to access.
For this reason, Seferihisar, where agro tourism activities are the most intense in izmir and even
prioritizing for the first time in the research sample, Bergama within the scope of the Ruritage
project, which will make a great contribution to the development of Northern izmir, Urla, which
integrates the best examples of wine tourism with agro tourism applications, Tire, which offers
live, living, good, clean and fair food, Cesme, which is slowly transforming, Kemalpasa, which
presents the best examples of solidarity in harvest, all the districts where Tatuta farms are
located and even 30 districts of Izmir constitute working with thematic routes. In the research,
semi-structured interviews were conducted with 9 people with the conscious youth of generation
Z to get information about the current situation of agro tourism in izmir, the reasons for
preference, their activitiesvin the Covid-19 period, the situations that will be adversely affected
and the activities necessary for agro tourism development.

3.3. Research Method

In the research, semi-structured interview technique, which is one of the data collection methods
for qualitative research, was used. The research was carried out in May and June 2021. In the
study, face-to-face interviews were conducted with people representing the conscious,
environmentalist and solidarity volunteer Z generation, who work voluntarily in order to prevent
the harvest from remaining on the farm in izmir, each of which lasted for 40-45 minutes. Within
the scope of the interview, 9 open-ended questions were asked to the participants, and in
addition to the questions asked in the interview form, provided that they do not go beyond the
boundaries drawn with the pre-determined subject headings, in order to fully determine the
thoughts of the participants; why, how, what exactly did you mean, do you have any other
suggestions? In the form of questions, it was tried to give deeper information to the questions.
The questions asked to the participants within the scope of the interview are as follows:

Question 1: Could you give information about the general operation and current status of agro
tourism activities in izmir?
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Question 2: Can you explain the main reasons why you prefer agro tourism?
Question 3: What is the activity you like to do most during the agro tourism holiday?

Question 4: What type or activity would you prefer when you do not use the type of agro
tourism?

Question 5: Did you participate in agro tourism before Covid-19?
Question 6: Did you participate in agro tourism during the Covid-19 process?
Question 7: Did you participate in agro tourism after Covid-19 ended?

Question 8: Are there any factors that negatively affect the development of agro-tourism
activities in izmir?

Question 9: What should be done first for the development of agro tourism activities in izmir?

In the research, it was seen that the data repeated itself after a point, data saturation was reached
and the interview was completed with 9 people. Morse (1995) saturation defined data adequacy
and stated that it functions as the collection of data until no new information is obtained.
Descriptive and content analysis techniques were used in data analysis. The data obtained in the
descriptive analysis can be summarized and interpreted according to the previously determined
themes. The data can be organized according to the themes revealed by the research questions,
or it can be presented by considering the questions or dimensions used in the interview and
observation processes. In this type of analysis, direct quotations are included in order to reflect
the views of individuals (Y1ldirim and Simgek, 2011). In the content analysis method; Similar
data are brought together within the framework of certain concepts and themes and interpreted
in a way that the reader can understand. In this study, the themes were presented by considering
the questions used in the questionnaire consisting of open-ended questions. In this direction, the
meaning of the data collected with open-ended questions in terms of the research question, their
relations with each other and the patterns they exhibit as a whole were tried to be revealed. The
results obtained were constantly compared and interpreted by the researcher (Yildirim and
Simsek, 2006). The "expert review" method was used as a second strategy to ensure credibility
in the research. In order to determine how functional the created categories are, four documents
(participant forms) were randomly selected from the data set and sent to academician who is
expert in the field of Tourism Management and are also experts in using the MAXQDA 2020
program. The codes made by the experts were compared with the codes made by the researcher,
and the necessary arrangements were made by reviewing the codes in line with the suggestions
from the experts. In line with the feedback received, the code list was revised and necessary
changes were made on the MAXQDA 2020 program. The data obtained within the established
themes and focal points were handled without making any changes in the expressions of the
participants, and each participant was given codes as P:1, P:2, P:3,... while collecting and
analyzing the data.

4. Results

The demographic information of the participants participating in the research is presented in
Table 1. 44.44% of the participants participating in the research are women and 55.55% are
men. Looking at their educational status, 88.88% are university students and 11.11% are high
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school students. He is 100% single as of his marital status. Looking at their age, 55.55% are 21
years old and 44.44% are 20 years old. The frequency and percentage distributions of the
answers of the participants participating in the research are shown in Table 1

Table 1: Descriptive Information on the Demographic Information of the Participants

GENDER FREQUENCY (f) PERCENT (%)
Women 4 44,44%
Male 5 55,55%
TOTAL 9 100%
EDUCATION LEVEL FREQUENCY (f) PERCENT %
High School 1 11,11%
University 8 88,88%
TOTAL 9 100%
MARITAL STATUS FREQUENCY (f) PERCENT %
Single 9 100%
TOTAL 9 100%
AGE FREQUENCY(f) PERCENT %

20 years 4 44,44%
21 years 5 55,55%
TOTAL 9 100%

The views of the participants on the current situation of agro tourism activities in the region and
their thoughts on this issue are shown in Table 2. As it can be understood from Table 2, the
participants are mostly informed about agro tourism activities in izmir, that exemplary activities
in agro tourism accelerate, respect for ecological balance occurs with agro tourism, people of
Izmir have a high level of awareness about agro tourism, volunteerism and solidarity in agro
tourism and agro tourism It has been stated that we take care of our essence, our food and our
culture. The statements of the participants about the current situation of agro tourism activities
in the region and their thoughts on this issue are shown in Table 3.

Table 4 shows the reasons for choosing agro tourism. Participants mostly think that it is the best
way to be alone with nature. Apart from this, they stated that they support a balanced life with
the ecological system, being a partner in solidarity and understanding the labor of the farmer,
reaching healthy food, integrating and protecting the soil, healthy and dynamic lifestyle and
rural development. Table 5 shows the statements of the participants about the reasons for
choosing agro tourism. As can be seen from Table 6, the preferred activities in agro tourism are
indicated.

Participants can enjoy beekeeping, consuming healthy food on the spot, meditation and sports,
festivals and events, herb collection, aromatic plants, dealing with vineyards, cycling tours,
walking on village paths, enjoying the sea in deserted bays, fishing, vegetable and fruit growing
and farm animals. expressed as interest.

The expressions of the activities preferred by the participants in agro tourism are shown in Table
7. In Table 8, which tourism type or activity is selected instead of agro tourism is given. The
participants stated that they are cultural tourism, wine tourism, cycling, mountaineering, fishing,
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meditation or yoga, trekking, motorcycle trip and backpacking. Table 9 shows the statements of
the participants about which tourism type or activity they choose instead of agro tourism. Table
10 includes the selection of agro tourism before, during and after the pandemic. All of the
participants stated that they would prefer agro tourism after covid 19. Table 11 shows the
statements of the participants regarding their selection before, during and after covid 19. In
Table 12, clean energy facilities, traffic, lack of promotion and information, zoning policies,
price increase in the region, controlled promotion and advertisement, and migration, which
negatively affect or may affect agro tourism, are given. The statements of all participants about
the factors that negatively affect or may affect agro tourism are shown in Table 13. Necessary
activities for the development of agro tourism in Table 14; employment creation, municipality,
NGO, City Council etc. where young generations can take initiative. support of all stakeholders,
legal regulations, inspection of agro tourism facilities, flexible working in institutions,
adaptations from foreign examples, organization together with the public to increase common
awareness, domestic and international promotion, clean energy facilities, traffic, lack of
promotion and information, which may or may affect negatively, zoning policies, price increase
in the region, controlled promotion and advertisement, and migration are included. Table 15
shows the statements of all the participants about the activities necessary for the development
of agro tourism.

Table 2: Current Situation and Operation of Agro Tourism Activities in izmir

CURRENT SITUATION AND OPERATION OF AGRO TOURISM
ACTIVITIES IN IZMIR

Agro tourism activities have gained momentum

Respect for ecological balance is created with agro tourism

The level of awareness of those participating in agro tourism is high

Volunteering and solidarity in agro tourism

= | (W (01 [0 |=

Protection essence, food and culture with agro tourism
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Table 3: Quatations of the Current Situation and Operation of Agro Tourism Activities

CURRENT STATUS AND FUNCTIONING IN AGRO TOURISM

FOCUS POINTS

P1: "We meet with all my friends and go to farms where agro tourism practices are in place.
We generally prefer Karaburun. | really like the functioning and current situation of agro
tourism activities in Karaburun. Being in the cultivation of agricultural products and being
able to do this with a discipline is our biggest gain. We make our accommodation in our
tents. There is a separate shower and toilet for us, as well as a washing machine. Apart from
that, there is an area where we can cook for ourselves from the fruits and vegetables we
collect. The information we learn about agriculture and animal husbandry every day is very
valuable, and being able to socialize with my friends is invaluable."”

P2: "I am originally from Mugla. Although it is thought that agro tourism practices are more
developed there and in the Mediterranean, | do not agree with this. There is such an opinion
because the awareness of foreign tourists coming to these regions is more about agro
tourism. Of course, they are all the same. Efes-mimas road, olive road, vineyard road and
efeler road, which have been and will be actively implemented, will improve existing
formations and enable many more new ones to come to life."

P3: "Seferihisar is the land where | was born and grew up. This is where you first hear citta
slow. Citta means city in Italian and slow means slow in English. It is used to mean the Calm
City and is part of the Slow Movement. The Citta slow philosophy advocates living life at a
pace to be enjoyed. The Citta slow movement has set out with the goal of being a realistic
alternative to cities where people can communicate with each other, socialize, are self-
sufficient, sustainable, protect their handicrafts, nature, traditions and customs, but at the
same time do not have infrastructure problems, use renewable energy sources and benefit
from technological conveniences. All these were tried to be realized in Seferihisar. Producer
markets with healthy, carbon footprint minimum have been opened. Thanks to the Can Yiicel
seed center, our ancestral seeds have been reproduced. Our ancient seed, karakilgik wheat,
has been multiplied and healed many people. We witness that the slow city practices that
started in Seferihisar spread all over Izmir thanks to Mr. Tung Soyer. Can Yiicel Seed Center,
which was opened in the Bornova Agik Veysel Recreation area, ensures the preservation,
production and reproduction of seeds in all districts of Izmir. In this center, trainings are
given on agriculture, soil, compost, and beneficial insects. The awareness of every individual
living in Izmir about the environment and ecology is increased. Seed exchange festivals, the
collection of the harvest left in the farm with the volunteer army during the pandemic period,
the increase in the number of the people's grocery store, where the products coming through
the rural cooperatives are sold, actually constitute the big outputs of the small activities of
agro tourism.”

P4: "Thematic routes started to gain momentum. Ephesus-Mimas and Efeler Road are among
the ones | know now. These routes will lead to an increase in agro tourism applications, as
they allow the existing agricultural activities to be combined with tourism. The fact that the
producer's markets established in many districts are preferred by the conscious people of
Izmir and that they are purchased from the People's Grocery are an indication of the desire to
reach healthy food through the cooperative."

Agro tourism activities have
gained momentum
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P5: "I also experienced the farms in Karaburun, Foga, Urla, Bayindir and Menemen. The
information I learned about agriculture and soil, especially in Karaburun Bozkdy, opened my
horizons. Especially in this farm, the first goal was learning and self-development by living
before rest and relaxation. In Seferihisar and Alagati, besides TATUTA farms, I had the
opportunity to see businesses engaged in agro tourism."

P7: "My grandparents' grandparents also lived in Tire. The lands of my roots have never lost
their essence from past to present. The market, which was established on Tuesday, is gaining
more importance and value with each passing day. I think I grew up in a magical place where
fresh fruits, vegetables and herbs are transformed into delicious meals first hand, with no
carbon footprint. It started to integrate these features with tourism. There are activities that
combine agricultural production and gastronomy in Derekahve, Top¢u and Kaplan. You
must be here once in the spring festival, nowruz. It is very important for everyone, big or
small, to celebrate this holiday as a festival in the most beautiful way in nature cannot be
explained but lived".

P8: "Agro tourism practices in Urla are not only wine-based. With the cooperation of
cooperatives and women, agricultural products are produced in the healthiest way, delivered
to the consumer in the most direct way and added value to the products. Artichoke, Melon
and herb festivals are very remarkable. This region, which combines agriculture and tourism,
also has a jazz festival and artistic works made by the hands of women. The best examples of
agro tourism emerge when the TATUTA application, producer markets, thematic routes,
viticulture, the power of cooperatives are blended with the natural and cultural heritage of
Izmir. Another important reason for this success is the high level of consciousness of the
people of Izmir. The most obvious proof of this is that the number of people's grocery stores
exceeds 5, the number of producer markets is increasing day by day, and it is the CittaSlow
Metropolitan, with the belief that the food is healthy and the effort of the cooperatives. Agro-
tourism reshapes rural life with the right direction of this potential by the municipality".

P9: "There are many places that perform agro tourism. It is possible that we can encounter
such a practice in almost every district of Izmir. The practices that combine the
understanding of hosteling, in which traditional Turkish hospitality is exhibited, with
agriculture are both warmer, sincere and high quality. Soaps made from rain water and fresh
olive oil in Seferihisar, bottling of centaury oil for healing, transforming tangerine or
lavender into cologne and pure oil show that agro tourism is not just a recreation but a tool
for revealing innovations".

Agro tourism activities have
gained momentum
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P2: "First of all, vacations that used to be thought to be only in ultra all-inclusive hotels
where you can interact with the sea and the sun showed the fact that they can turn into a
small but boutique and stylish holiday in Alagati. Now, there are even businesses that stay in
wonderful bungolavs and make agro tourism in Alagati. You can even collect bees and take
care of the bees. Everything is changing and Izmir can see these changes in the fastest way
and adapt itself to them.

P3: "...It is used as a Calm City and becomes a part of the Slow Movement. The philosophy
of Citta slow advocates living at a pace where you can enjoy living. The Citta slow
movement is a renewable energy system where people can communicate with each other,
socialize, self-sufficient, sustainable, protecting their handicrafts, nature, traditions and
customs, but at the same time without infrastructure problems. It set out with the goal that
cities using ivory and benefiting from technological conveniences would be a realistic
alternative.... "

P4: "Pergamons take their animals and go to the highlands without the hot times raging. Our
President came to the plateau this year. We stayed in bristle tents. Singing our most beautiful
songs together.

P5: "Importance and goals of TaTuTa Strengthening the communication between groups,
individuals and different cultures in the ecological life movement, Creating and reproducing
healthy examples for ecological production to create a permanent source of life, friendly to
natural cycles, primarily for the rural population, By experiencing life, internalizing the
responsibilities of ecological life and putting them into practice more in their daily life, First-
hand ecological method, experience and knowledge sharing in consumer and producer
activities, By supporting nature-friendly production and consumption models, soil, air, water
quality, biological diversity, climate and contributing to the healthy continuation of other
natural cycles".

P6: "We were grateful for the blessings of mother earth offered to us every new day and we
experienced the joy of feeding our animals naturally".

Respect for ecological
balance

P1: "Even though Izmir is a big city, I feel like I live in a small, sincere, self-sacrificing small
town that respects the environment and animals, and is compassionate with its matriarchal
structure. Not just me, but my age group all feel almost the same. We see that there are
changes that we can learn by diversifying the places we go for agro tourism and by being
involved in different activities. While getting to know the vineyards in a farm, we can learn
about the cows in one place and the life of the bees in another place. | am sure that all these
will be different in Izmir."

P4: "The fact that the producer's markets established in many districts are preferred by the
conscious people of Izmir, and that they are purchased from the ‘Halkin Bakkal1® are an
indication of the desire to reach healthy food through cooperatives".

P5: "The people of Izmir, who have a high level of consciousness, reach out to the
countryside and try to convey this knowledge to those in the farthest corner and give
trainings".

The level of awareness of
those participating in agro
tourism is high

P5: "When you like this tourism, I don't think these places need advertising. In any case,
those who set their heart on this work convey these activities to each other by ear.
Volunteering is essential in both the advertised work itself".

Volunteering and solidarity
in agro tourism
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P7: "Thanks to the thematic routes that have been implemented and are still being
implemented, it is possible to travel around Izmir in a much more comfortable way by
bicycle. I hope that the beauties of dash, Odemis and Bozdag will come to the for even more
through Efeler route. If I try not to think about my attachment to the place where | was born,
not just here, every hidden rural area of Izmir reveals itself. Thanks to these routes, we will
be able to feel our culture, local food, customs and traditions in the most accurate way
again".

We protect our essence, food
and culture with agro tourism

Table 4: Preferred Activities in Agro Tourism

PREFERRED ACTIVITIES IN AGRO TOURISM

Beekeeping

Consuming healthy food on the spot

Meditation and sports

Festivals and events

Picking herbs

Growing aromatic plants

Growing plants in the garden

Cycling tour

Walking on village paths

Enjoying the sea in deserted bays

Fishing

Vegetable and fruit cultivation

Taking care of farm animals

N I N R T T P | O TR T OO | Ol P

Table 5: Quotations Regarding Preferred Activities in Agro Tourism

PREFERRED ACTIVITIES IN AGRO TOURISM FOCUS POINTS

P2: "Now, there are even businesses that stay in wonderful
bungolavs and do agro tourism in Alagati. You can even collect
lavender and take care of the bees".

P3:"I can't remember Einstein's words, 'If the bees disappear from
the face of the earth, man will only have 4 years to live".

Beekeeping

P1:"I always remember the smell of pancakes prepared by my
grandmother in the wood fire, and the happiness of breakfast with
fresh vegetables.” P3:"It makes me feel very lucky to be able to
smell the honeycombs they make and even consume them for
breakfast.”

Consuming healthy food on the spot

P4: "Breathing exercises increase our energy and brain functions,
enable us to move to a happier and more enjoyable state

within the agro-tourism activity in the countryside and to be able
to integrate this knowledge in this way will make it much more
special. P5: "The biggest
activity that provides my inner peace is yoga. The clean air of
nature, the sound of nature's creatures, finding the balance of the
body and reaching the healthiest mind are very important to me".

emotionally and mentally. Being able to do this activity in a place Meditation and sports
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ARASTIRMA MAKALESI

P7:"You have to be here for Nowruz in the spring festival. The
fact that everyone, big or small, celebrates this holiday as a
festival in the most beautiful way in nature is very unspeakable,
but it is experienced".

P8: "Artichoke, Melon and herb festivals are very remarkable.
This region, which combines agriculture and tourism, also has a
jazz festival and artistic works made by the hands of women".

Festivals and events

P9: "Gathering aromatic plants and herbs are my favorite
activities".

Picking herbs

P8: "I saw how a wide variety of herbs turned into healing".

Aromatic plants

P8: "Working in the hanging gardens all day and watching the Gardening
sunset".
P7: "Cycling is a lifestyle for me, being on the saddle, feeling the Bike riding

wind, being aware of all the colors of nature, new places the way
you want".

P6: "Walking in the forest and on the village paths without
thinking about anything, inhaling the smell of pine forests,
thinking about the animals that you may encounter gives energy
to me".

Trekking in village

P5: "During the pandemic process, my frequency of participation
in agro tourism types has increased even more. As long as the
weather allowed, my father and | always sailed on our small boat.
This time, we caught fish not only for ourselves, but also for
other villagers who could not go out, and gave it to them. The
more we share, the greater the abundance of our fish. In fact, in
the future, | aim to both participate in these activities and do this
job with those who buy a small village house and set their heart
on fishing. I want to do agriculture in the small garden of our
village house and combine two activities".

Fishing

P6: "Being able to swim in the private coves that | discovered
with untouched, desolate sea creatures, diving and observing the
natural life".

Enjoying the sea in deserted bays

P5: "The sea and fish are indispensable in my life, and it is unique
to be able to see them together with the vegetables and fruits that
| helped to grow".

Vegetable and fruit cultivation

P1: "1 know how to milk a cow very well. Getting the eggs from
under the chickens and spending time with them were very
precious memories for me".

Taking care of farm animals

P6: "It is very special for me to smell the peace that comes from
simplicity, to light a fire outside and have warm conversations
with my friends around it and sleep in a warm tent".

Otantic experience in tent
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Table 6: Which Tourism Type or Activity Is Selected Instead of Agro Tourism

WHICH TOURISM TYPE OR ACTIVITY IS SELECTED INSTEAD OF AGRO
TOURISM

Culture tourism

Wine tourism

Cycling

Mountaineering

Fishery

Meditation or yoga

Trekking

Motorbike tour

S GGG G

Backpacking trip

Table 7: Quotations on Which Tourism Type or Activity to Choose Instead of Agro Tourism

WHICH TOURISM TYPE OR ACTIVITY IS SELECTED INSTEAD OF AGRO
TOURISM FOCUS POINTS

P9: "When we did not prefer the agro tourism type, we were participating in cultural tours Culture Tourism
with my family".

P8: "I worked voluntarily in many farms in Spain, France, Italy and Portugal in order to Wine Tourism
live and experience wine tourism".

P7: "Cycling is a lifestyle for me, being on the saddle, feeling the wind, being aware of all Cycling
the colors of nature, being able to travel to new places as you want without harming the
ecological balance is very different and special”.

P6: "There are plenty of hiking and mountaineering clubs in our city. It is possible to go Mountaineering

from village to village and to camp every weekend as part of these groups”.

P5: "Actually, we went fishing with my father in small boats in the early morning. It's our Fishery
family tradition".

P5: "When we can't go fishing, the biggest activity that gives me energy and gives me inner Meditation or yoga
peace is yoga. The clean air of nature, the sound of nature's creatures, finding the balance
of the body and reaching the healthiest mind are very important to me".

P3: "The moments when we took shelter in nature instead of staying at home during the
pandemic process have increased. But | was trekking before the pandemic. With the Trekking
pandemic process, | continued my trekking activities and tried to stay in agro tourism
businesses as long as possible".

P2: "In my spare time, | travel by motorbike™. Touring by motorcycle
P1: "Before agro tourism, | was taking my backpack and exploring new places and staying Backpacking trip
in a tent".
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Table 8: Selection of Agro Tourism Before, During and After the Pandemic

AGRO TOURISM SELECTION BEFORE, DURING AND AFTER THE

PANDEMIC f
Choice after the COVID-19 9
Choice during the COVID-19 12
Choice before the COVID-19 8

Table 9: Quatations on the Choice of Agro Tourism Before, During and After the Pandemic

AGRO TOURISM SELECTION BEFORE, DURING AND AFTER THE PANDEMIC FOCUS POINTS

P1: "We have always participated in activities where we can be in touch with nature, and before the
pandemic, we were participating in agro tourism. We participated in the name of solidarity during
the pandemic process. After the pandemic, we will participate in order to contribute to the
environment".

P2: "1 will continue to participate after the agro tourism pandemic process".

P3: "Apart from continuing agro tourism activities after the pandemic is over, | will struggle to find
a place for myself in the lands where you grew up so that this can be my way of life. At first, |
wanted to find a good job and work in the big city, but | experienced the pain of not being able to
catch up with the hustle and bustle of the big city, and the fast-moving life at the workplace |
wanted to work at while I was studying in Istanbul. All my day wasted in traffic, the strict rules of Choice after the
the workplace, unnecessary superior-subordinate relations felt very suffocating”. pandemic
P4: "I want to deal with agro tourism activities after the pandemic is over, but my greatest desire is
not only to participate in their activities, but also as a participant and even as a business owner".

P5: "l want to deal with agro tourism activities after the pandemic is over, but my greatest desire is
not only to participate in its activities, but also as a participant and even as a business owner".

P6: "Of course, | can't wait to escape to nature".

P7: "1 want to have a holiday like this after the pandemic is over, anyway, the purpose of choosing
this type of holiday was not to be isolated due to the pandemic. It was to benefit from the services
offered to us by agro tourism".

P8: "Although we need all kinds of tourism, agro tourism will reshape our future. It will ensure
access to good, clean and fair food. | think that the preference of this species will increase after the
pandemic is over. Although they preferred this type more in order to be protected from cov-19 at
first, they started to be abandoned after this type of recreation was adopted. The increase in caravan
sales and the fact that they can only raise the supply until 2022, and the increase in bungalow-style
house sales are the most striking examples of this".

P9: "l want to participate in agro tourism activities after the pandemic is over. Although we have
been going through difficult times due to the pandemic for about 1.5 years, these closing times have
taught me very valuable information about how to process aromatic plants. Actually, the pandemic
has been an advantage for me. It revealed what I could do next and my hidden talent. In the future, |
want to start a business that provides added value related to aromatic plants".
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P1: "During the pandemic, my frequency of camping increased even more in order to be isolated
from people. | was able to camp and breathe during the weekend curfews. | have been to many
farms, helping with chores as a family and staying in my tent".

P2: "l tried to reach the places that were open during the pandemic process. While help"ing with the
cherry harvest in Kemalpasa, a good farmer hosted me in his own home, even though his farms
were not ready for agro-tourism. We became friends, even relatives, with people who were rich
enough to open their homes to me. | think these are actually a part of agro tourism. Although there
is no special accommodation activity in the farm life, their hosting in their home is much more
special"”.

P3: "l went to Seferihisar with my mother when there was a total closure during the pandemic
process. During harvest times, | supported the farmer as much as | could, helped raise livestock and
grow fruit and vegetables. Even those who are not interested in these businesses understood the
importance of healthy food and nature. First of all, | adopted agro tourism practices as my lifestyle
for 78 days. | lived a much more peaceful and calm life. It took all my bad thoughts and future
worries to the ground". Choice during the
P4: "During the pandemic process, my frequency of participation in agro tourism types has pandemic
increased even more. | live in Bergama. | work hard with my elders so that the required efficiency
in all of our stuffed pines can reach the desired level again, and at the same time, we are getting
ready to switch to house boarding with the new projects of our Municipality. | have been interested
in these issues without stopping".

P5: "During the pandemic process, my frequency of participation in agro tourism types has
increased even more. As long as the weather allowed, my father and | always sailed on our small
boat. This time, we caught fish not only for ourselves, but also for other villagers who could not go
out, and gave it to them. The more we share, the greater the abundance of our fish. In fact, | aim to
both participate in these activities and do this job with those who buy a small village house and set
their heart on fishing. I want to combine two activities in agriculture in the small garden of our
village house. We were participating in activities where we could do even one of these activities in
nature every time we got out of full closures. It is very meaningful to be able to take my bike and
travel on special routes and interact with the local people™.

P7: "Every time we came out of total closures, we were participating in activities where we could do
even one of these activities in nature. It is very meaningful to be able to take my bike and travel on
special routes and interact with the local people™.

P8: "l want to participate in agro tourism in my spare time. Although I am in the management
section of this type of tourism, it is necessary to closely follow the agro tourism practices abroad".
P9: "l want to participate in agro tourism in my all spare time".

P1: "l used to prefer it before the pandemic process. | think this is the type of tourism that will make
the future more livable. I think that it will not only protect the soil, seeds and the environment, but
also support small producers and bring the handicrafts that are on the verge of extinction to the
surface and take the necessary importance”.

P2: ™ | was participating before the pandemic process".

P3: "The moments when we took shelter in nature instead of staying at home increased during the
pandemic process. But | was trekking before the pandemic. With the pandemic process, | continued Preferred before the
my trekking activities and tried to stay in agro tourism businesses as long as possible". pandemic

P4: "Before the pandemic process, | preferred agro tourism. Apart from agro tourism, | also
benefited from sea tourism, but we did not stay in ultra all-inclusive hotels, which were intended to
consume everything quickly. We preferred smaller hotels, hostels, campsites or caravans".

P5: "Before the pandemic process, | preferred agro tourism. We actually went fishing against the
sabha in small boats with my father. This is our family tradition. Still the smell of the sea and
waiting patiently for hours were the most precious moments of my life. Since we were very tired
after getting off the boat, we used to have a wonderful feast in the evening together in the mansions
of our relatives in the village we went to".

P7: "I was participating in the harvest activities voluntarily when there was no total shutdown
during the pandemic process. P8: Before the pandemic, | preferred agro tourism. | worked
voluntarily in many places in Spain, France, Italy and Portugal in order to live and experience wine
tourism".

P9: "Before the pandemic, | preferred agro tourism".
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Table 10: Reasons for Preferring Agro Tourism

REASONS FOR PREFERRING AGRO TOURISM

Being alone with nature

Balanced living with the ecological system

Join the solidarity

Reaching healthy food by understanding the farmer's labor

Integration and ownership of the land

Reaching and owning ancestral seeds

Reaching a healthy and dynamic lifestyle

PPN (W W w o T

Supporting rural development

Table 11: Quotations on the Reasons for Preferring Agro Tourism

REASONS FOR PREFERRING AGRO TOURISM FOCUS POINTS

P1: "It is very valuable for me to be alone with nature, to achieve something with effort
and to understand the value of hard work".

P2: "Actually, there is no single reason for this. Being in touch with nature”.

P3: "They work and strive for environment and health together with the environment,
without destroying nature”.

P4: "Nature is the only type of tourism that | can realize".

P5: "My most special moments when | feel integrated with mother earth emerge in this
type of vacation ".

P6: "I feel that nature is embracing me".

P7: "1 can get away from the noise of the city and focus completely on nature".

P8: "The most special type of holiday where we can hear all the sounds of nature".

P9: "Being able to act with nature apart from being with nature"...

Being alone with nature

P4: "The existence of bees is essential for the continuation of the ecological system, and
in order to maintain this, beekeeping must be given importance".

P7: "Agro tourism is not only a recreation and relaxation, but also the most important
element that establishes the balance of the ecological system".

P9: "It is the preservation of the ecological balance by revealing the medicinal herbs
that mother earth offers us and ensuring that the groves can create added value".

Balanced living with the
ecological system

P1: "l want to be a partner in the farmer's work with my friends from the same age
group and see what's wrong with one hand and how two hands have a voice".

P3: "Solidarity seems like an action you offer when someone is not enough, while
solidarity is joining forces together. To be able to share intelligence, effort and self-
sacrifice".

P6: "l want to be able to create and produce something with teamwork. My biggest goal
is not to listen to the memories of such experiences of my friends, but to collect these
memories on my own".

Join the Solidarity
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P2: "1 don't think it needs to be organic in order to reach healthy food. The places where
these agro-tourism practices are established with the experienced farmers who have
been working in agricultural production for years and the professionals from whom the
competent business owners receive the necessary agricultural information support, fully
comply with good agricultural practices. While doing all this, we become aware of what
is going on in the countryside, its culture, and our customs and traditions that are on the
verge of being forgotten. Past methods or experiences do not mean that they are
outdated, in fact, they have been tested with thousands of years of experience and
experience and the truth has been reached, the most valuable, the most valuable, has
been put into the acid test many times and as a result, the most suitable form for that
environment is extracted. When these experiences and methods are combined by agro
tourism operators with professionals who blend today's knowledge, even more solid
results emerge".

P3: "Even though it is thought that we live in virtual reality, participatory activities in
which we can feel the value of labor are very valuable for us".

P5: "Especially the pandemic has shown how difficult it is to reach the healthy food we
eat, and reveals the necessity of acting together with the farmer".

Reaching healthy food by
understanding the farmer's labor

P3: “First of all, I adopted agro tourism practices as my lifestyle for 78 days. I lived a Integration and ownership of the
much more peaceful and calm life. It took all my bad thoughts and future worries to the land
ground".

P5: "The most important reason why | prefer agro tourism is that I can be involved in

the activities while resting in a participatory manner. | would like to touch the tangible Reaching and owning ancestral

and environmental benefits of these activities. There is no place in the pleasure of seeds

buying a big slice from the oven made in the stone oven, which makes the tomato smell

really good, and the ancestral seeds, especially the karakilcik wheat, which keeps the

stomach healthy and does not tire the stomach".

P1: "I like the dynamism we are in while helping the growth of fruits and vegetables Reaching a healthy and dynamic
and seeing the growth of healthy food and growing them". lifestyle

P4: "First of all, agro tourism provides a healthier and more natural nutrition
opportunity without disturbing the nature, apart from helping rural development. I think
it is the most environmentally friendly tourism model with its ability to provide a more
peaceful holiday and rest and protect the ecosystem, so | prefer it".

Supporting rural development

Table 12: Activities Required fort he Development of Agro Tourism

ACTIVITIES REQUIRED FOR THE DEVELOPMENT OF AGRO TOURISM

Creating employment where Z generations can take initiative

Municipality, NGO, City Council etc. support of all stakeholders

Legal regulations

Inspection of agro tourism facilities

Flexible working in institutions

Adaptations from overseas examples

Organization with the public to raise shared awareness

L O e = [ T ORI | O [ P

Domestic and international promotion
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Table 13: Quotations on Activities Required for the Development of Agro Tourism

ACTIVITIES REQUIRED FOR THE DEVELOPMENT OF AGRO TOURISM

FOCUS POINTS

P1: "Although I think that cultivating the soil is very valuable, | think that while doing
all these, | should have gains in the future. It is very important for me to be responsible
for the management of the place where they will serve healthy food or to be able to
receive a part of their income when | create a value-added product. | think that he
should also provide financial support to sustain my life on my own".

P2: "l already have a lot of future concerns. | even had to deal with epidemics caused
by natural events. It is very necessary that at least | have a place to stay where | can
feel safe, a gold bracelet where | can learn and succeed "...

P3: "l am very lucky because being young and dynamic showed me as a person with
forward-looking dreams and vision, not inexperienced. | owe a lot to the farm owner
who really saw me and gave me value and responsibility "...

P4: "I can improve myself, learn a profession and earn money. Apart from that, | help
our veteran farmer, who was sentenced to wait for the harvest for six months, to open
extra income doors so that he can earn money. | can make great meals from the fruits
and vegetables we grow".

P6: "....I also needed to feel that | was making money and securing my future. As part
of agro tourism activities, | learned how to make wine and had the opportunity to
market this special product ".

P7:"As I learned how to create wonderful aromatic products from the healing power
of plants, I also opened different marketing areas for myself and the farm owner by
using the power of social media and reached many audiences ".

P8: "l socialized, earned money and felt very important .

P9: "Not only can | spend time with my friends, but I also help them complete their
inner journey, and at the same time | can earn money. Yoga and meditation is the
meaning of life ".

Creating employment where Z
generations can take initiative

P1: "We can see that the municipality support is given in full, apart from all these, |
think it is necessary to make the necessary promotions".

P3: "However, these individual efforts should also be supported by Chambers of
Agriculture, District Agriculture Directorates, City Council and NGOs (Non-
Governmental Organizations). It already receives very serious support from the Izmir
Metropolitan Municipality. The fact that it is a metropolitan CittaSlow for the first
time is the most concrete indicator of this. The adoption of solidarity, unity and
holistic movements away from individuality by the people who have a say in izmir
will make agro tourism more permanent".

Municipality, NGO, City Council
etc. support of all stakeholders

P4: "] think that the pace of development of agro tourism activities has accelerated, but
after this point, the most important thing to pay attention to is the preservation of the
natural texture at the points where tourism and agriculture are intertwined. It should
have applications that make life easier without going into luxury, but while balancing
this, we should not harm the cycle of the environment. Decisions of the Ministry of
Culture, the Ministry of Environment and Urbanization, and the City Council should
always emerge in this way".

P5: "Decisions of the Ministry of Culture, the Ministry of Environment and
Urbanization, and the City Council should always emerge in this way".

Legal regulations
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P6: "Caravan camps, modern camp centers are important in terms of supporting
thematic routes and agro tourism activities".

P7: "Of course, it is also important to operate and supervise these facilities with an
understanding in line with the spirit of nature".

Inspection of agro tourism
facilities

P2: "My company said that | can continue to work remotely after the pandemic is
over. Since I don't have to be at work, I decided to live in the rural areas of Izmir right
now. | would like to support agro tourism activities in terms of accommodation in the
place where | will settle. | think that starting a structuring in this way can pave the way
for agro tourism activities in Izmir".

Flexible working in institutions

P8: "Adaptations should be made from foreign examples of agro tourism. While doing
these, our local characteristics should not be overlooked and our essence should be
preserved".

Adaptations from overseas
examples

P9: "The people of Izmir, who are already conscious, should be provided to sign
organizations together, and the common consciousness should be spread".

Organization with the public to
raise shared awareness

P1: "Although me and my friends and our environment know these, agro tourism
facilities should be brought to the forefront with promotions. This should be done not
only in the country but also abroad".

Domestic and international
promotion

Table 14: Factors Negatively Affecting Agro Tourism

FACTORS NEGATIVELY AFFECTING AGRO TOURISM

Clean energy facilities

Traffic

Lack of publicity and information

Reconstruction policies

Price increase in the region

Controlled promotion and advertising

Immigration

e e = N T | R T OR[N

Table 15: Quatations on Factors Negatively Affecting Agro Tourism

FACTORS NEGATIVELY AFFECTING AGRO TOURISM

FOCUS POINTS

P4:"The most important factor to be considered is the HEPP or JES that are
planned to be established in these regions under the name of clean energy.
Renewable power plants should not be established in any district of Izmir. Such
practices reduce the fertility of the soil, and have harmful effects on the smell of
sulfur, waste water and the migration points of birds".

P5: "Renewable power plants should not be established in any district of Izmir".

Clean Energy Facilities

P7:"...of course traffic".
P9: "Traffic increases in places where agro tourism accelerates".

Traffic

P1: "Although we share a lot with my friends by word of mouth and even on
social media, we think that more information should be given to the places that
make these applications".

P2: "This type of tourism, which is best described in another agriculture-
possible policy of the municipality, will be overcome when people become
familiar with these practices".

Lack of publicity and information
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and of course traffic".

P6: "Unfortunately, immigration, wrong and ambitious reconstruction policies Reconstruction policies

may affect this development".

P8: "The emergence of price increases in places where agro tourism accelerates Price increase in the region

P3: "We missed all the beauties of life, even the smallest details, when we were
free, free and able to share, socialize, work and produce together, when we did
not experience even the smallest details during the pandemic process. All these
events showed how precious his life was. At the same time, we all know that we
should be more respectful to the ecological system that the increase in such
epidemics is due to the deterioration of the balance of nature. One of the ways
we can somehow maintain this balance will be agro tourism instead of mass
tourism. There may be a lack of advertising and promotional activities that may
adversely affect agro tourism, but this should have a certain limit. There should
not be a prolonged traffic, an area flooded by people, activities where the soil
and nature are pushed into the background in order to achieve absolute
happiness as a result of the fact that the business where the agro tourism activity
takes place gives a lot of advertising and promotion. It is necessary to make
promotion and advertisement, but maintaining it in a controlled manner should
be the most important management tool".

Controlled promotion and
advertising

course traffic".

P6: "Unfortunately, immigration, wrong and ambitious zoning policies and of Immigration

5. Conclusion and Recommendations

In the tourism sector, the continuation of development and the opening of new profit areas for
the continuity (sustainability) of the sector have revealed the concept of sustainable tourism.
For this purpose, tourism types such as alternative tourism, ecotourism, nature tourism,
consciousness tourism, responsible tourism, green tourism, agro tourism have been created.
According to this environmentalist tourism discourse, new types of tourism have emerged that
use nature without changing, spoiling and consuming resources. But to use means to transform,
to change, to influence. Therefore, behind this environmentalist discourse, there is the reality of
expanding the market by selling new investments, goods and services in rural and natural areas
for the tourism sector and finally reaching new profit areas (Erdogan, 2010: 43). Tourism; In
developing countries, their share in the tourism market is not high enough. It is stated that they
should diversify the tourism services and products they offer in order to increase their market
share (Oztiirk and Yazicioglu, 2002:184).

In this direction, this study, which divides the agro tourism product and service specified by
generation Z and Sznajder and Przezborska (2004), who voluntarily came to collect harvests in
the province of Tzmir in 2021, in seven separate sections, also asks open-ended questions, and
the Z generation-agro tourism presents important findings on the relationship between tourism

types.

First of all, according to Sznajder and Przezborska (2004), types of agro tourism products or
services, which are divided into seven: farm accommodation, catering to the farm, participating
agrotourism activities, retail sale of farm products, therapy on the farm, vacation on the farm
and entertainment on the farm.
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The answer to the open-ended question "What should be done primarily for the development of
agro tourism activities in I1zmir?" shows that the answer of all the participants to create
employment in agro tourism by using the initiative has gained the same meaning in the same
direction. Generation Z is result, productivity and career oriented; have the understanding of
providing work and life balance; who likes to work while having fun and constantly learning;
prefers flexible working hours; willing to work with inspiring, democratic and honest leaders;
dislikes authority; looking for a large number of job changes and flexible job opportunities in
short periods; the most important job motivation tool is to love and adopt his job, with social
opportunities; appears to be innovative and creative. Generation Z employees expect leaders
and managers to be encouraged, motivated, and appreciated for their achievements. It also hopes
to take the initiative according to its responsibilities by considering its active responsibility in

management and management (Tas and Kagar, 2019: 668).

Generation Z expects to grow up quickly because they are young, active, energetic and fast-
adapting individuals. At the same time, Generation Z prefers to work in a social and
collaborative manner. This generation adopts a more democratic and leadership structure; does
not like authoritarian management (Tas and Kagar, 2019: 669). Ultimately, a manager acting as
a coach to guide the Z employee and provide emotional support reduces their stress and anxiety
while helping employees develop. By implementing these strategies, managers can reduce
turnover by increasing workplace satisfaction and productivity by successfully integrating new
employees into the workplace (Schroth, 2019: 14). Unlike other classical career models,
although employees can be motivated by salary expectations, having a meaningful job is the
most important motivation for Generation Z. The business itself is not a goal, it should have a
deeper meaning to achieve and achieve certain goals (Alp, 2019: 806). For today's younger
generation, innovative work is more motivating than money. Generation Z members find that
their parents work hard, spend less time at home, and are more likely to fire themselves. That's
why they believe that life is more than a high salary. Therefore, external rewards are of lower
value for Generation Z members (Twenge, 2010). Participating as a participant in the activities
that should be done as a priority for the development of agro tourism activities in izmir, by using
the initiative, is a dream come true when examined in depth. Instead of spending their lives in
the part-time service sector, which they think will not add much to them, they can participate in
agro tourism activities and learn to work the soil, contribute to the care of pets, and in the retail
sale of on-site farm products, which are expected to bring extra income within the scope of agro
tourism with their technological skills and broad vision, or the food and beverage of the farm.
It is revealed that they are satisfied with the support they receive in their service and in return
they receive the reward of their efforts, both financially and in terms of accommaodation, enough
to sustain their own lives. Generation Z rejects authoritarian rule that supports independence
and freedom. For this reason, it is thought that the democratic management style is more suitable
for the Z generation (Tas and Kagar, 2019: 668).

They stated that municipalities, NGOs, city councils and all stakeholders should participate in
the development of agro tourism activities. Apart from this, the importance of legal regulations,
the supervision of agro tourism facilities, the introduction of flexible working in institutions,
adaptations from foreign examples, organizing organizations with the public to increase
common awareness, increasing domestic and international activities were mentioned.

Regarding the current situation of agro tourism practices in izmir, it was emphasized that the
activities gained momentum, the level of awareness of the participants was high, volunteerism
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and solidarity were effective, and that we protected our essence, our food, and our culture thanks
to agro tourism. When the type of agro tourism is preferred, the preferred activities are bee
breeding, activities to consume healthy food on the spot, meditation and sports, festivals and
activities, collecting herbs, aromatic plants, dealing with vineyard or garden, bicycle tour,
walking on village paths, enjoying the sea in deserted bays, fishing. It has been stated that
growing vegetables and fruits, taking care of farm animals and having an authentic experience
in the tent. When the type of agro tourism is not preferred, it is stated that the types and activities
they prefer are cultural tourism, wine tourism, cycling, mountaineering, fishing, meditation and
yoga, trekking, motorcycle trips and backpacking trips. It has been revealed that the participants
will participate in agro tourism activities before, during and after the pandemic. The reasons for
choosing agro tourism are to be alone with nature, to live a balanced life with the ecological
system, to be a partner in solidarity, to reach healthy food by understanding the farmer's labor,
to integrate with the soil, to reach and own the ancestral seeds, to reach a healthy and dynamic
lifestyle and to support rural development. has been emphasized. The factors that can negatively
affect agro tourism are expressed as clean energy facilities, traffic, lack of promotion and
information, reconstruction policies, price increase in the region, lack of controlled promotion
and advertisement, and migration.

Based on these findings, it guides the professionals by revealing the reasons why the tourism
marketers and decision makers in the sector prefer agro tourism of the Z Generation, the
activities they want to be in the most, and what they do when they do not accept this type of
tourism or activity. It offers clues that may lead to the reshaping of the agro tourism type, which
will be preferred after the Covid-19 epidemic, from the perspective of Generation Z.

Agricultural activities in the world have undergone great changes since it started in 8500 BC
(Diamond, 2018: 110). Agricultural activities that contributed to the formation of civilizations
experienced a transformation called the "Green Revolution”, again with the technological
innovations brought by the modern era. Farmers, who have been planting different products
every year to maintain the balance in the soil for millennia, have focused on growing products
with high financial returns today. This revolution, which is indexed to the global trade of
agricultural products, also suggests that agricultural areas should be expanded in order to
increase food production even if it is not needed. Therefore, forest areas must be destroyed first
for the Green Revolution. It should be noted that the conversion of forested lands into areas
where agricultural production will be carried out, in particular, paves the way for water scarcity
(Shiva, 2016: 18). Although the basis of all this green revolution is the principle of ending
hunger, researches show that every country in the world has the capacity to meet its own food
needs.

Despite this, the source of an ongoing hunger problem should not be sought in the lack of food,
but in the fact that people who took control of large agricultural lands by purchasing the lands
of local farmers after industrialization, instead of producing agricultural products to meet the
food needs of the local people, tend to produce more profitable products for export (Capra,
2018: 303). It is a priority to take political and economic measures in order to establish fair rules
in the fight against hunger. In these research, the question of which of the 17 sustainable
development goals is the most important for you was also asked.
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The answer of all participants is a healthy and quality life, which again shows how conscious
and visionary Generation Z is. The change and transformation that started with the slogan of
Circular Agriculture, especially in izmir, will set an example for the whole of Turkey with the
contribution of Generation Z and the guidance of professionals. Both tourism and agriculture
will re-emerge with this slogan, and together they will turn into a holistic movement.

Finally, the fact that the study was conducted only in Izmir can be seen as a limitation. It is a
suggestion that will enrich the literature to include all Z Generation tourists in Turkey by taking
Izmir as a model. Although nine people were reached in the depth interview, 322 volunteers
were interviewed one by one. In line with the strategies that emerged with the vision of another
agriculture possible in Izmir, the awereness level of the generation has increased a lot, and they
both want to participate in agro tourism and also want to earn their living from agriculture. To
sum up, this desire of the Z generation can be shaped in the best way, both rural employment
and the cycle of agriculture, tourism and the ecosystem as a whole can be achieved.
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EMOTION MANAGEMENT AND PERFORMANCE: A STUDY ON
EMPLOYEE PERCEPTION

Fahriye Bur¢cak TEKCEZ, Burcu GUVEN?

Abstract

The aim of this study is to determine the effects of emotion and behavior control effort, which
is stated to be especially necessary for service industry employees, on the performance level of
employees. The research was carried out with the participation of a total of 14 employees, 4
women and 10 men who provided call center services for a law firm that carries out receivables
follow-up works subject to enforcement files of a well-established company serving in
telecommunications. In the interviews conducted with in-depth interview method, 8 open-ended
questions were asked to the participants aged between 22-35. When the participants were
evaluated in terms of demographic characteristics, it was seen that singles (64%), male
participants (42.86%) and participants with undergraduate education (35.71%) exhibited surface
acting. 7 participants (50%) whose seniority is between 1 and 2 years and who earn between
1000-2500 TL stated that they exhibit surface acting. It is seen that the behavioral rules applied
in order to keep the performance of the employees under control, to a certain standard and to
keep them at the maximum level can help achieve the goals set for the organizations in terms of
the desired criteria but trigger negative courses on the employees such as stress, leaving the job,
loss of motivation and divergence from organizational citizenship.

We can state that there is a decrease in the rate of surface acting depending on the increase in
the amount of earnings obtained and therefore there is an inverse correlation between them.

Keywords: Burnout, Emotional Labor, Employee Performance, Surface Acting
JEL Classification: M12, M50, M54

DUYGU YONETIMi VE PERFORMANS: CALISAN ALGISI UZERINE BiR

ARASTIRMA
Oz

Bu c¢aligmanin amaci, 6zellikle hizmet sektorii ¢aliganlarinin géstermek durumunda oldugu
ifade edilen duygu ve davranig kontrolii ¢abasinin, iggdrenlerin performans diizeyine olan
etkilerinin belirlenmesidir. Arastirma, telekomiinikasyon sektoriinde hizmet veren koklii bir
sirketin, icra dosyalarina konu olan alacak takip islerini yiiriiten bir hukuk firmasi i¢in gagri
merkezi hizmeti sunan firmanin 4’ kadm, 10°u erkek toplam 14 ¢alisanin katilimi ile
gergeklestirilmistir. Derinlemesine miilakat yontemi ile gergeklestirilen gériismelerde yaslar
22-35 arasinda degismekte olan katilimcilara 8 acik uglu soru yoneltilmistir. Demografik
ozellikler agisindan katilimcilar degerlendirildiginde bekarlarin (%64), erkek katilimeilar
(%42.86) ile lisans egitimi almig olan katilimeilarin (%35.71) ylizeysel davranig sergiledikleri
goriilmiistiir. Kidem siiresi 1 ile 2 yil arasinda olan 7 katilimci (%50) ve 1000-2500 TL arasinda
kazang saglayan 7 katilimer (%50) yiizeysel davranig sergiledigini belirtmistir. Calisanlarin
performanslarinin denetim altinda tutulmasi, belli bir standarda baglanmasi ve maksimum
diizeyde tutulmasi amaciyla uygulanan davranigsal kurallarin orgiitler agisindan belirlenen
hedeflere, istenen kriterler acgisindan varilmasina yardimci olabildikleri ancak calisanlar
iizerinde stres, isten ayrilma, motivasyon kaybi ve orgiitsel vatandagliktan uzaklagma gibi
olumsuz stiregleri tetikledigi goriilmektedir.
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Elde edilen kazang¢ miktarindaki artisa bagl olarak yiizeysel davranis sergileme oraninda diisiis
yasandig1 ve bu sebeple de aralarinda ters yonlii bir iliskisi oldugunu ifade edebilmekteyiz.

Anahtar Kelimeler: Duygusal Emek, Isgoren Performansi, Tiikenmislik, Yiizeysel Davranis
JEL Smmiflamasi: M12, M50, M54.

1. Introduction

Competition and being preferable, which are the most crucial points of the cold war in market
conditions, stimulate the desire of managers and employers to control their employees as well
as their competitors. It is observed that organizations operating in the service sector, in
particular, focus more on controlling, auditing and performance processes. The positive effect
of surplus time on money and income causes both customers and organizations to seek
alternative ways in their acting processes. For this reason, while customers tend to online
platforms, corporate structures target faster and lower-cost solutions such as e-mail, online
correspondence and call center during the communication phase with customers.

It is known that in the last twenty years, especially the call center units have been the busiest
unit providing communication with the customers of the institutions. Although call centers
provide benefits on employment, they can sometimes have challenging conditions in terms of
working conditions. Since its structure based on the principle of customer satisfaction and the
representation of the institution are in question, both employers and managers constantly try to
keep their employees under control and direct them to predetermined goals and objectives,
which can cause the working conditions to be much more stressful for employees.

Although the controlling and supervisory attitude of the managers in order to reach the goals
contributes positively to the realization of the organizational goals causes negative results on
the stress and motivation levels of the employees (Morris and Feldman, 1996; Grandey, 2000).
Even if the control measures applied in order to keep the employee performance at the maximum
level during the supervision process and to adapt the employees to the organizational acting
rules seem to be beneficial in the institutional sense, it can cause burnout and weakening of the
bond with the organization for the employees.

It has been revealed that the concept, which is expressed as emotional labor in the literature and
explained as an effort to control the emotions and behaviors of the employees working in the
service sector, indirectly reflects the negative results on the performance and psychology of the
workers.

2. Conceptual Framework

The concept of emotional labor, which was first expressed by Hochschild in the literature in
1983, has been interpreted as “reflection of employees’ regulated emotions to the other side with
facial and body movements that can be observed from the outside”. According to the researcher,
employees exhibit the emotions they expect organizations to fulfill rather than their own
emotions. Emotions, which are used intensively especially in the service sector are a part of the
work performed, but it turns the workforce into a commodity with trading value. This leads us
to the assumption that emotions have exchange value because they are fulfilled for a fee.
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Hochschild, who compared the behavioral situation of the employees in the business
environment to the performance of a theater play, positioned the working environment as the
stage; the employees as the actors and the customers as the audience.

He suggested that employees who have to keep their emotions under control and adapt to the
organizational behavior rules should act like the best performers in order to gain the appreciation
of the customers.

Hochschild stated that employees exhibit surface acting or deep acting while expressing their
feelings, while behavioral changes are observed in people in surface acting, there is no change
in the emotions felt, only the feeling is given. In the deep acting dimension, the employee feels
the expected emotion by regulating and controlling his/her emotions at the same time. This
ensures a natural harmony between behavior and emotion. Hochschild states that it is a tiring
process for employees in both dimensions but after a while employees have argued that negative
consequences such as an increase in stress levels and triggering the feeling of burnout may occur
(Hochschild, 1983).

Ashforth and Humphrey (1993) were focused on the behaviors of employees rather than their
emotions and expressed the concept as the process of displaying emotions within the framework
of social identity theory. In addition to the more expressed surface and deep acting dimensions,
they gained the genuine acting dimension. According to the researchers, whether the superficial
dimension or the deep dimension is exhibited, after a while, employees will make this behavior
a habit and sometimes the behavior that should be exhibited and the behavior that the individual
wants to exhibit can adapt and there will be no need to pretend or make an effort to harmonize
it. Ashforth and Humphrey (1993) stated that how realistic the behavior is perceived is as
important as the fulfillment of an expected behavior and it was emphasized that this process
determines the degree of impact it will have on the other side and that the behavior will be
reflected in the quality. As a result of research on the concept, in addition to contributing to the
customer satisfaction, productivity and quality stages in terms of organizations, it has been
determined that it has a positive effect on the reinforcement of the sense of self efficacy and the
resolution of communication problems for the employees and it has been concluded that the
feeling of burnout can have a negative effect on the employees (Ashforth and Humphrey, 1993).

Morris and Feldman (1996) have expressed the concept of emotional labor as making efforts,
planning and controlling the emotions that should be exhibited in line with the expectations of
the organizations. Our researchers suggested that even if the employees fulfill their duties
sentiently, they should make some effort and the employees already endeavored on the concept
of emotional labor because they use their emotions in the work environment. In the research,
they concluded that they have to act within the rules of emotional behavior outside of their own
initiative about the feelings of the other party. In their models, which focused on the
consequences of behaviors and the effects of organizational and individual factors, they
discussed the concept of emotional labor within the framework of four dimensions: effort,
variety of emotions, emotional disharmony and frequency of display of emotions. Our
researchers supported Hochschild's (1983) argument for the commaodification of labor and its
monetary value. They argued that if the emotional contradictions that individuals will
experience are high, the emotional labor effort that should be shown will increase.
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They concluded that the concept, which provides positive results such as reaching the planned
goals and objectives in terms of organizations, may cause work satisfaction, a feeling of burnout
and emotional contradictions in employees (Morris and Feldman, 1996).

Grandey (2000) has included the concept of "emotion regulation™ in his model, which is a mix
of previous studies and he expressed as the ability of the individual to control his emotions when
faced with any stimulus and to provide an appropriate reaction to the situation by providing
emotional balance.

According to Grandey, the content and style of communication, whether it is temporary or
permanent, the employee's autonomy in the interaction process and the complexity of the
interaction are the four factors that are important in the display of emotional labor. Defining the
concept of emotional labor as the display of both emotions and behaviors in line with the goals
and objectives of the organization, Grandey supported Hochschild (1983) in the process of sub-
dimensions, expressing that employees tend to exhibit superficial or deep behavioral dimensions
when they engage in emotional labor effort. The researcher, as a result of his research on the
management of emotions model, concluded that the effort of emotional labor can create negative
effects on employees such as stress, burnout and depersonalization (Grandey, 2000).

Since it is important that emotions and behaviors overlap with organizational expectations, it
may cause employers and managers to apply the orientation, control and supervision processes
on employees much more intensely. Although the control of criteria and standards in line with
organizational decisions and targets contributes to the increase of organizational performance,
it is seen that it causes an increase in the stress level on employees who have to fulfill their
duties under constant control and supervision. The content and style of communication, whether
it is temporary or permanent, the autonomy of the employee and the complexity of the
interaction, and the effort exerted, the variety of emotions, emotional disharmony and the
frequency of display of emotions depend on the dimensions. It has been determined that the
emotional labor effort to be shown causes a decrease in the level of stress, burnout, work
satisfaction and self-efficacy in parallel with the intensity of the effort (Morris and Feldman,
1996; Grandey, 2000).

3. Methodolgy of research

3.1. Purpose And Importance of The Research

The purpose of this study is to determine whether the call center employees, who are at the
forefront of the busy working environments in the service sector, prefer to show surface or deep
acting while showing their feelings and behaviors during the emotional labor effort they have
shown in order to comply with the organizational behavior rules. At the same time, the effects
of control, supervision and compliance processes of emotions and behaviors that form the basis
of the emotional labor process on employees and their reflection on their performance have been
tried to be clarified.
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As a result of the findings, it is predicted that it will be beneficial to determine the processes
affecting the concept of emotional labor in order to minimize the negative effects such as the
increase in the level of stress and burnout, the formation of work satisfaction and the thought of
quitting the job for the employees working in the organizational structures operating in the
service sector.

3.2. Universe and sample of the research

The research is about the employees of the legal follow-up unit of a call center serving in the
district of Kadikdy, Istanbul. It was carried out with 14 employees who are responsible for the
collection of the debts subject to the legal follow-up process at the call center by a company
operating in the telecommunication sector. The average age of the participants, whose ages were
between 22 and 35, was 28, and 4 participants were women and 10 participants were men.

Only 1 of the participants was married, and all of them were receiveing bonuses depending on
their performance in addition to the minimum wage. 3 employees in our research were graduated
from high school, 3 has associate degree, 7 undergraduate and 1 graduate degrees. In terms of
seniority, it is seen that 8 participants have worked in the institution between 1 and 2 years, and
6 participants between 3 and 4 years.

3.3. Method of Data Collection and Evoluation

In the data collection phase, a qualitative research method was preferred and it was deemed
appropriate to conduct interviews with the in-depth interview method so that the participants
could express their emotions more clearly. Although interviews were planned as face-to-face,
they were completed as one-on-one video-call interviews with each participant via online
applications. During the interviews, eight clear and open-ended questions were asked to the
participants. These questions were;

1. Are the behaviors and attitudes that they expect you to reflect on your customers in your
workplace, the attitudes you do in your normal life, or do you only exhibit the behaviors
that are requested from you?

2. Does your attitude in communication with your customers exhaust you? (You can
exemplify, I would like to do it like this but they want me not to do that)

3. How do you think you communicate with your customers? Is your language in
communication realistic or superficial? How would you like to behave?

4. Does the expectations of your employers and managers from you in your communication
with your customers create a feeling of burnout in you? (Do you have thoughts like why
am | still working in this workplace, | don't belong here?)

5. How do you think the standardized behavior and customer relations affect your
performance?

6. Do you find the salary you have earned, your position in the company and the appreciation
you receive from your managers sufficient for the efforts you have made in order to realize
standardized behavior and customer relations?

7. If you are offered better working conditions and a better salary, would you consider

working in a different company on the condition that you still do the same job?
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8.  Which expectation of your managers from you is the biggest source of stress in your

working life? If you have any suggestions to reduce this effect, can you share?

The qualitative data obtained from the answers to these questions were analyzed according to
the demographic characteristics of the participants. The expressions, that the participants used
frequently in the interviews were determined by word cloud analysis with Nvivo qualitative data
analysis method. Word tree analysis was also applied, in order to determine the language that
the participants used in common and the subjects they focused.

3.4. Results

According to the demographic results®; while it was determined that 10 people (71%) of 14
employees who participated in the study exhibited surface acting and 4 (29%) exhibited genuine
acting; it was observed that all of the employees who stated that they exhibited genuine acting
were male employees. It is seen that 5 out of 10 people exhibiting surface acting have a
bachelor's degree and the ratio of this to the general is 36%. We have determined that 7
employees (50%) with a monthly income of up to 2.500 TL indicate that they exhibit superficial
behavior. In the increase in income level, while the rate of showing surface acting decreased,
the rate of showing genuine acting increased. In the answers to the open-ended questions
directed to the participants, it was remarkable to explain that the attitudes of the managers that
do not attach importance to the feelings and thoughts of the employees in the process of reaching
the determined goals negatively affect their motivation and performance levels. In particular,
employees who stated that they exhibited surface acting stated that being constantly supervised
increased the pressure on them, and they distanced themselves from their work because they
could not behave like themselves. All of the participants, who stated that the income obtained
was low compared to the effort and effort despite the heavy working conditions, stated that they
wanted to work in better terms and conditions, but they continued to work under the current
conditions because they believed that the market conditions were not that different in this regard.

In Figure 1, image of the word cloud of the most repeated expressions of the participants that
were obtained by Nvivo qualitative data analysis is shared.

3 This study is generated from the MA thesis titled "The Effects of the Concept of Emotional Labor
on Employee Performance: A Qualitative Practice for Call Center Employees" conducted within the scope
of Beykoz University -International Trade Department.
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Figure 1: Nvivo Qualitative Data Analysis (v12) - Word Cloud Analysis Report (Report
in Turkish)

According to the word cloud analysis report of the participants performed with Nvivo qualitative
data analysis application, the first ten words frequently included in the interviews were
identified as follow: stress (39), burnout (28), “surface acting” (28), “I have to/have to” (24),
constantly (19), effort (15), empathy (14), “I wanted/want to quit my job” (13), “I would
like/want to change” (11), job satisfaction (11), swearing/insulting (11). The participants
expressed the feeling of burnout as “boring” and “overwhelming” as a common expression in
their comments. On the other hand, in their statements that they prefer surfical behavior, it was
seen that they often include common expressions such as "we have to", "it is exhausting”, "it is
stressful™, "I take it down", "I suppress”, "l do what is asked to me" and "I wanted to be like
myself". In addition to the behavior and sincerity that the managers expressed that they found
artificial to them, they thought that they were not realistic and fair; it is also noteworthy that
they use the expressions "pity" and "unfortunately" for the monthly targets they are expected to
achieve.

4. Conclusion and recommendations

As a result of in-depth interviews with 14 participants, it was determined that 71% of the
participants preferred to perform surfical acting and it was observed that they have stated that
they felt under stress and pressure while performing their duties and that they had a feeling of
burnout. It is seen that the repetition of organizational standardized emotions and behaviors
many times during the day while performing their duties causes a decrease in the level of job
satiety on the participants and triggers job satisfaction. The result we have obtained is similar to
the results of Morris and Feldman in 1996. It has been determined that the participants, who
stated that the injustices in reward and punishment practices especially perform surfical acting,
may cause them to have the thought of quitting their job. The result we have obtained supports
the argument that intensely used emotions become a commaodity and become a part of the service
offered (Hochschild, 1983; Morris ve Feldman, 1996).
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Based on the results of the word cloud and word tree analysis reports obtained by the Nvivo
qualitative data analysis method, results were obtained indicating that the participants
experienced a decrease in stress, burnout, quitting, surface acting, job satisfaction and satiety. It
is seen that the demographic and interview data analysis results of the participants and the Nvivo
results support each other.

We can state that the style and attitude of the managers while communicating with their
subordinates is related to motivation and performance. In order to be impartial and transparent,
especially in the auditing process, it is foreseen that the independent and feedback process will
be carried out with experts, and evaluation and feedback will be made regularly. In order to
reveal the real performances of the employees, it is recommended to implement multiple
criterias such as the managers, customers, co-workers and the performance targets that the
employee is in contact with while performing their duties. It is foreseen that the employees will
be allowed to use autonomy within the framework of the organizational vision and mission
while performing their duties to minimize the possible negative effects of emotional labor effort
and to achieve the determined targets.
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HASTANELERDE iC MUSTERI TATMIN DUZEYININ BELIRLENMESI:

BURO MEMURLARI ORNEGI
Serpil KAYA!, Derya Fatma BiCER?
Oz
Bir¢ok kurumda oldugu gibi saghik kuruluglarinin basaris1 da galisanlarin performansina ve
motivasyonuna baglidir. Saghk kuruluslart ¢ok farkli meslek gruplarinin bir arada hizmet
verildigi emek yogun hizmet isletmesidir. Iyi bir saglik hizmeti sunumu icin, ¢alisan personelin
is tatmin diizeyinin yiiksek olmasi1 olduk¢a 6nemlidir. Bu ¢alismanin amaci: hastanelerde ¢alisan
biiro memurlarinin is tatmin diizeyinin belirlenmesidir. Calisma, kesitsel tipte tanimlayici bir
galigmadir. Arastirma evreninin tamamina ulasilmaya caligilmis, elde edilen veriler SPSS 22
programda degerlendirilmistir. Calismada elde edilen bulgulara gore, yas, cinsiyet, medeni
durum, 6grenim durumlarinin ¢aliganlarin is tatmin diizeyi tizerinde etkili olmadigi, kidem yili,
gelir diizeyi, meslegine yatkinlik gibi degiskenlerinin ise etkili oldugu goriilmiistiir. Ayrica
galisma sonuglarina gore, calisanlarin tcret, terfi imkani, ¢alisma sartlari, kendi fikir ve
kanaatlerini ifade edebilme imkanlari, yaptig: is karsihiginda takdir edilme istegi acisindan is
tatmin diizeylerinin diisiik oldugu, bununla birlikte mesleklerinin toplumda “saygin bir Kisi”

olma sans1 vermesi, garantili bir gelecek saglamasi, yaptig1 is Karsiliginda duydugu basari
hissi yoniinden ise is tatmin diizeylerinin yiiksek oldugu tespit edilmistir.

Anahtar Kelimeler: i¢ Miisteri, Is Tatmini, Miisteri Iliskiler Yonetimi
Jel Simiflamasi: M54, M31, M12

DETERMINATION OF INTERNAL CUSTOMER SATISFACTION LEVEL
IN HOSPITALS: EXAMPLE OF OFFICE OFFICERS

Abstract

As in many institutions, the success of health institutions depends on the performance and
motivation of the employees. Health institutions are labor-intensive service enterprises where
many different occupational groups serve together. For a good health service delivery, it is very
important that the job satisfaction level of the working personnel is high. The aim of this study
is to determine the job satisfaction level of office clerks working in hospitals. The study is a
cross-sectional descriptive study. It was tried to reach the entire research universe, and the data
obtained were evaluated in the SPSS 22 program. According to the findings obtained in the
study, it was seen that age, gender, marital status, educational status did not affect the job
satisfaction level of the employees, but variables such as seniority, income level, and inclination
to the profession were effective. In addition, according to the results of the study, the job
satisfaction level of the employees is low in terms of wages, promotion opportunities, working
conditions, the opportunity to express their own ideas and opinions, the desire to be appreciated
in return for the work they do, and their profession gives them the chance to become a
"respectable person" in the society, which is guaranteed. It has been determined that job
satisfaction levels are high in terms of providing a future and feeling of success in return for the
work they do.

Keywords: Internal Customer, Job Satisfaction, Customer Relationship Management
JEL Classification:M54, M31, M12
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1. Giris

Ulkemizde ve diinyada en ¢ok arastirilan ve tartisilan konulardan birisi de saghk hizmetleridir.
Insanlarin iyilesmesi ekonomik, sosyal, ruhsal yonden bircok faktore baghdir. Ayrica saglhk
hizmetleri hem emegin ¢ok yogun oldugu hem de son teknolojik tibbi cihazlarin kullanildigi,
ekonomik degeri ¢cok yiiksek hizmetlerdir. Ne zaman ihtiya¢ duyulacag: belli olmasa da ihtiyag
halinde her zaman halihazirda sunulmay: bekleyen hizmetlerdir. Son zamanlarda saglik
hizmetlerine yonelik talebin artis gosterdigi bilinmektedir. Bu yiizden saglik kuruluslari,
hizmetlerinin verimliligini ve etkinligini arttirmak i¢in her gecen giin daha ¢ok galismaktadir.

Saglik kuruluslarinda tedavi hizmetlerinin yami sira, egitimler verilmekte, arastirmalar
yapilmaktadir. Saglik kuruluslari, personeline is imkan: sagladigi igin isletme 6zelligine sahip
olurken, egitimlerin verilmesi, arastirmalarin yapilmasmdan dolay: egitim kurumu 6zelligi de
tasimaktadir. Saglik kuruluslar daha iyi hizmet vermek icin teknolojik yeniliklere ve kullanilan
tibbi cihazlarin ¢ok fonksiyonlu olmasina bagli olarak, uzman personele ihtiyag duymaktadir.
Ayrica hastalar iyilestirmek ve sagliklarina kavusturmak icin bir hekim, temel egitiminin
yaninda, alt1 sene tip egitimi, dort sene de uzmanlik egitimi almaktadir. Bu siire¢ uzun olmakta
ve saghik personelleri kolay yetismemektedir. Saglik kuruluslarinda yapilan tiim hizmetlerin
insan hayatin1 etkilemesi ve yapilacak en ufak hatanin geri doniisii olmamasi nedeniyle bu
hizmetler, cok dikkat gerektiren ve ayni zamanda profesyonellik gerektiren hizmetlerdir. Saglik
kurulusunun kar etmesi ve iyi bir saglhik hizmeti vermesi bilyiik ol¢lide saglik personeline
baghdir. Saglik kuruluglarmin amacma uygun hizmet sunmasi igin, saglik personeli iyi
motive edilmeli, is tatmin diizeyleri arttirilmahdir (Kuzulugil, 2012:130).

Is tatmini, ¢alisanlarm isinde mutlu olma derecesidir. Birgok ¢alisma da, is tatmini yiiksek olan
caliganlarin isinde daha basarili oldugu gorilmustir. Saglik kurumlarmda doktorlar,
hemsireler, laborantlar, teknikerler gibi biiro memurlar1 da hizmet vermektedir. Saglik kurumlari
farkli meslek gruplarinin bir arada hizmet verdigi emegin yogun oldugu hizmet igletmesidir.

2. Miisteri ve Miisteri Memnuniyeti Kavram

Misteri; Kisinin ihtiyaglar1 dogrultusunda ihtiyaglarini satin alan ya da satin almaya meyilli Kisi
ya da Kisilerdir (Arslan, 2014:11). isletmelerin amaci; kar elde etmek ve varliklarin1 devam
ettirmektir. Ayrica bu amag g¢ergevesinde topluma ve gevreye karst duyarli ve sorumlu
davranmas1 gerekmektedir. Isletmeler faaliyetlerini siirdiirebilmek icin éncelikle miisterilerin
memnuniyetini saglamaya odaklanirlar (Elbasioglu, 2001:4-7).

I¢ Miisteri; miisteri kavrami artik daha hassas degerlendirilmektedir. Miisteri sadece 6deme
yapan birey degil, ayn: zamanda isletmenin iirettigi hizmetten faydalanan kisi ya da kisilerdir.
Saglik kuruluslarindaki hasta bireyler, egitim kurumlarindaki 6grenciler, ulasim
hizmetlerindeki yolcular gibi daha bircok 6rnek miisteri kavramini karsilamaktadir. Misteriyi
sadece dis miisteri olarak tanimlamak yeterli olmaz. isletmeden faydalanan yoneticiler ve
calisanlar da esasen isletmenin i¢ miisterisi olarak degerlendirilmektedir (Arslan, 2014:12).
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2.1. Miisteri Hizmeti ve Miisteri iliskileri Yonetimi

Misterinin bir iriini veya hizmeti satin almadan once ve satin aldiktan sonra sunulan
hizmetlerin timii, miisteri hizmetleridir. Misteri hizmetleri, miisteri tarafindan algilanan,
isletme degerini arttiran ya da azaltan en 6nemli etkendir. Bu yiizden global diinya da isletmeler,
musterileri ellerinde tutabilmek i¢in misteri hizmetlerine biiyilk ©6nem vermektedir
(Pozitifkurumsal, 2020:1).

Hizmetler, miisterilerin istek ve ihtiyaglarini kargilamak igin yapilan soyut faaliyetlerdir. Saglik
hizmetlerinin sunumu, otellerde konaklama hizmetleri, kuaforliik hizmetleri ve evde bakim
hizmetleri gibi daha birgok 6rnekle ifade edilebilir (Aktepe, 2018:59).

Misteri Iliskiler Yénetimi; miisteri merkezli stratejiler ile bu stratejileri destekleyecek, satis ve
pazarlama ile beraber, misteri hizmetleri, muhasebe, iiretim ve lojistik gibi yeni fonksiyonlari
kapsayan ve bu yeni fonksiyonlardan etkilenecek herkes igin tiim is Siireglerinin yeni bastan
diizenlenmesini igeren ve bunlari gergeklestirirken de teknolojiden yararlanan oldukea etkili bir
yonetim stratejisidir (Tolon, 2018:2).

Kuruluslarin basarili olmalar igin sadece misteri memnuniyetinin yiiksek olmasi yeterli
degildir. Ayn1 zamanda ¢alisanlarin memnuniyeti, rekabetci avantajlar ve pazar pay: gibi bir¢cok
faktor etkilidir. Musteri iliskiler yonetiminin en 6nemli gérevi, en iyi miisteriyi tanimlayarak,
misterileri potansiyel misteri haline getirmek, kaybedilmis misteriyi tekrar kazanmak ve
miusterilerin devamliligini saglayarak isletmenin karini arttirmaktir (Tolon, 2018:4-5).

2.2. I¢ Miisteri

Kurulusta calisan ve tiim iiretim (mal ve hizmet) siirecine katilan herkes i¢ miisteridir. I¢
miisteri, isletmede esasen calisan herkestir. ic miisteri, isletmenin faaliyetlerini siirdiirebilmesi
ve karlihgimi devam ettirebilmesi igin Kilit etmenlerden biridir. Boylece g¢alisanlar hem
ihtiyaglarimi kargilayabilecek hem de inandiklari bir hizmeti satin alarak dis misterileri daha iyi
tatmin ve memnun edebileceklerdir (Arslan, 2014:12).

2.3. ¢ Miisteri Memnuniyeti

I¢c Miisteri; miisteri ile direk baglantili olan isletme ¢alisanidir. Sahada ve miisteri ile birebir
iletisimde oldugu igin sirket hakkinda en iyi bilgiye sahiptir (Acuner, 2001:61-64). (Pekmezci
vd., 2008:4). Isletmenin kar etmesi ve varligmin devamlihig: icin personelin, c¢ahsma
kosullarindan memnun olmas1 gerekmektedir. Almis oldugu ticret, calisma sartlari, gorevinde
yiikselme vb. durumlar ¢alisan1 oldugundan daha mutlu ya da mutsuz edebilir. Calisanlarin
memnuniyeti kurumun karinin, veriminin ve etkinliginin artmast yoninden oénem arz
etmektedir. Zira c¢alisanlarin memnuniyeti arttitkga miisterilerin memnuniyeti de artmis
olacaktir. Cogunlukla yéneticiler, calisaninin is tatmini 5nemsememektedir. Isletmenin basariss,
calisanlarina verdikleri deger ile dogru orantilidir. isletmeler, calisanlarma adil ¢alisma ortam:
saglayarak, ¢alisanlarin fikirlerini 6nemseyerek, ¢calisma kosullarini iyilestirerek, sosyal alanlar
arttirarak, tist yonetim ile pozitif iletisimin kurabilmelerini saglayarak, onlar1 kurum i¢inde daha
verimli hale getirebilir. i¢ miisteri tatmini, calisanlarin miisterilere kars: vermis oldugu hizmetin
kalitesini etkileyen en 6nemli unsurdur. Bu yiizden isletme yoneticileri, ¢alisanlar hakkinda
bilgi toplayarak, anketler yaparak, onlar1 daha iyi tantyabilir ve is tatmin diizeylerini arttirabilir
(Pekmezci vd., 2008:4-5).
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3. Is Tatmini ve Genel Ozellikleri

Is tatmini, Kisinin isini severek yapmasi ve isinin hem sosyal yénden hem de ekonomik yénden
kisiyi tatmin etmesi seklinde tanimlanabilir (Tor, 2011:44-46).

Teknolojinin ilerlemesiyle yapilan isler daha az beceri gerektirmeye baglamistir. Bu yiizden de
¢alisanlar1 tekdiize ¢caligma ortamina alistirmak ve onlar siirekli motive etmek gerekmektedir.
Boylece iglerinde tatmin duygusunu gelistirerek tiretimi arttirmak kuruluglarin en biyiik hedefi
haline gelmektedir (Kuzugil, 2012:130).

Calisanlarin is tatmin diizeyleri siirekli denetleyip kontrol altinda tutulmalidir. Aksi takdirde
diistik is tatmin diizeyi, ¢alisanlarin motivasyonunu, iretim verimliligini ve tretim kalitesini
azaltabilir. Bu yiizden c¢alisanlarin is tatmin diizeylerinin belirli periyotlarda (yilda ya da ayda
bir kez) denetlenmesi gerekmektedir (Kuzugil, 2012:131).

Calisanlarin is tatmin diizeyini belirlemenin yollarini s6yle siralanabilir; (Simsek, 1995: 91-104)

v/ Duygularla belirlenebilir. Duygular soyuttur goriilemez fakat soylemlerle anlagilabilir.
v/ Ekonomik olarak belirlenebilir. Beklentilerinin karsilanip karsilanmadigina bakilabilir.
v/ Sosyal olarak belirlenebilir. Yonetim ve ¢alisma arkadaslar ile iletisimine bakilabilir.
v/ Kendini gelistirmesi yoniinden belirlenebilir. Terfi etme imkanmna bakilabilir.

3.1. Is Tatmininin Onemi

Bir is yerinde verimliligin ve tiretim kalitesinin diistikliigii, calisanlarin motivasyonlarinin ve is
tatminsizliklerinin arttiginin bir gostergesidir. Bunun devaminda ise isletmelerde grevler ve
disiplin sorunlar1 gelmektedir. Calisanlarin is tatmin diizeylerinin arastinlmaya baslanmasi
1930°’1u yillarda baglamistir. Buna gore calisanlar sadece iyi bir ticret degil aym zamanda
diistincelerine ve fikirlerine 6nem verilmesini istemektedir. Bu sekilde ¢alisanlar kurum igin
faydali olduklarina inanan ¢alisanlardir. Kendisinin faydali oldugunu hisseden personel daha iyi
hizmet vermektedir (Ozdemir, 2009:5-7) (Saygih& Celik, 2011:8)

Is tatmin diizeylerinin arastirilma nedenleri asagidaki gibidir (Derin, 2007:6).

e Teknolojinin ve ekonominin gelismesiyle insanlarin yasam standartlar1 yiikselmis,
egitim diizeyleri gelismistir. Bu nedenle de beklentiler de artmustir.

e Gelismiglik duzeyinin artmasiyla, is yerlerinin ¢alisma Kkosullari, ¢alisma seKilleri,
yonetim sekilleri de degismistir. Calisanlarin performans diizeyleri, zamanla is yerinin
sorumlulugu olmaya baglamistir.

e Sendikacihigi 1930 yillarda ABD’de canlanmasi, 1937 yilinda Wagnerr isci-isveren
yasasinin ¢ikarilmasz ile hukuki bir varlik kazanmas, is tatminine ilgiyi arttirmistir.

« s yerlerinde yenilige direnis ve orgiitsel degisiminin uygulamasi, is tatmini kavramin
ayrica etkilemistir.

3.2. Is Tatminini Etkileyen Faktorler

Calisanlarin ig tatmin diizeyini etkileyen birgok faktor vardir. Hepsi de birbiri ile baglantili ve
birbiri {izerinde etkilidir. is tatminini etkileyen temel faktorlerden bazilarim asagidaki gibi
siralamak mimkiindiir (Tor, 2011:47-51).
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Yas: Yas faktori is tatminini etkilemektedir. Yas ilerledikge isi kabullenme ve tatmin duygusu
daha da artmaktadir. Daha geng yaslarda ¢alisanlarin terfi beklentileri, is degistirme siiregleri,
is tatminini olumsuz yonde etkilerken; yas ilerledik¢e ¢alisanlarm isi kabullenme ve ise baglilik
diizeylerini olumlu yonde etkilemektedir (Ozdemir, 2009: 47).

Meslek: Meslek secimi de is tatminini dogrudan etkilemektedir. Yiiksek statiiliic meslekler is
tatminini olumlu etkilerken, statiisii diisiik ya da orta statiilii meslekler is tatminini olumsuz
yonde etkilemektedir (Ozdemir, 2009: 42) (Derin, 2007:19).

Kisisel Farkhiliklar: Bir¢ok ¢alismada kisisel 6zelliklerin is tatminini etkiledigi gozlenmistir.
Bilgi ve yetenek kabiliyeti diigiik kisilerin 6zgiiven eksikliginden ve ¢evre ile uyum
saglayamamalarindan kaynakl olarak, is tatmin diizeyleri diisiikken, iyi egitimli, yetenekli
kisilerin daha 6zgiivenli, ¢evresi ile daha uyumlu olduklar ve is tatmin diizeylerinin de yiiksek
oldugu ifade edilmektedir (Ozdemir, 2009:31).

Calhisma Kosullari: Sicaklik, giiriiltii, aydinlik, konfor, tehlike faktorleri gibi bir¢ok faktor is
tatminini etkilemektedir. Calisanlar daha tehlikesiz daha konforlu ¢alisma alanlarmi tercih
etmekte ve buna bagl olarak is tatmin diizeyi farklilasabilmektedir (Tor, 2011:48).

Yiikselme Olanaklari: Calisanlarin gérevlerinde yiikselmesi, terfi almasi, sorumluluk diizeyini
arttirirken ayni zamanda sosyal statii de saglamaktadir. Adaletli yapilan terfiler ¢alisanlarda is
tatmin duzeyini arttirmaktadir (Bozkurt, 2008:6).

Denetim Big¢imi: Calisanlarin yaptig: isin denetlenmesi hem olumlu hem olumsuz duygular
yaratabilir. Baskic1 denetim is tatminsizlikleri yaratirken, esnek denetim ve ¢alisanin yaptigi isin
kontrol edilmesi ve onaylanmasi, is tatminini arttirabilmektedir (Atay, 2006: 69.)

Ucret: Calisanlarm is tatminini dogrudan etkileyen diger motivasyon araci iicrettir. Ucret
calisanlarin hayatlarini devam etmelerini saglayan en 6nemli unsurdur. Bu yiizden isten
kazanilan iicret, ¢aliganlarin ihtiyaglarini ve beklentilerini karsiliyorsa is tatminini olumlu yonde
etkilemektedir (Tor, 2011:47-48).

Yonetime Katilma: Is yerlerinde calisanlarin fikirlerinin alinmasi, Kararlara katilmalarinin
saglanmasi, calistiklari kuruma kars1 bagliliklarini arttirmakta ve is tatmin diizeylerini
yiikseltmektedir (Kuzugil, 2012:131).

3.3. Is Tatmin Diizeylerinin Olgiilmesinin Yararlar

Biitiin isletmelerde oldugu gibi, saglik hizmetlerinin etkin yiiriitiilmesinde biiro memurlarinin
etkisi bityiiktiir. Sorun yasayan memurlarin yipranma paylarni belirleme ve sorunun kaynagini
saptama agisindan is tatmin diizeylerinin dlciilmesi énem arz etmektedir. isinden tatmin
olmayan ¢alisan, hasta bireylerle, ¢calisma arkadaslariyla, yoneticilerle sorun yasayabilir hatta
bu olumsuzluk isin aksatilmasina kadar gidebilmektedir. Bu yiizden o&zellikle hizmet
isletmelerinin is tatmin dazeylerinin belirli aralhiklarla o6lgiilmesi muhtemel sorunlarin
onlenmesini saglayabilir.

Is tatmin diizeyinin &lgiilmesi memurlarin kendini dnemsenmis hissetmesine neden olurken,
yoneticilerle aralarindaki baglar: da gii¢lendirir, psikolojisini olumlu yonde etkiler, iste daha
verimli caligir. Ayrica, is tatmin diizeyinin o6lgtlmesi ile egitime ihtiyag duyan personelin
teshisi yapilabilir bu sayede egitimlerle desteklenerek memurlar daha etkin bir sekilde
gelistirilebilir (Tor, 2011:67-69) (Topgu, 2009: 31)
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4. Gereg ve Yontemler

Calismanin amaci: Sivas Cumhuriyet Universitesi Tip Fakiiltesi Uygulama ve Arastirma
Hastanesinde ¢alisan biiro memurlarinin ig tatmin diizeyinin belirlenmesidir. Calisma kesitsel tipte
tanimlayici bir ¢aligmadir. Calismada veri toplama araci olarak standart veriler elde etme ve analiz
olanag: istiinliigii nedeniyle anket yontemi tercih edilmistir. Anketin birinci kisminda 11 adet sosyo-
demografik soru yer alirken, ikinci kisminda biiro memurlarinmin is tatmin diizeyini 6lgmek i¢in
20 soruluk Minnesota is tatmin 6lgegi kullanilmigtir.

Arastirma evrenini: Sivas Cumhuriyet Universitesi Uygulama ve Arastirma Hastanesinde calisan
160 biiro memuru olusturmaktadir. Evrenin tamamina ulasilmaya c¢alisilmis 156 Kisiye anket
uygulanmistir.

4.1. istatistiksel Yontem

Calismada elde edilen verilerin analizinde SPSS 22 programindan yararlanilmis olup, sonuglarin
degerlendirilmesinde parametrik test varsayimlar (Kolmogorov- Simirnov) yerine getirildiginde;
bagimsiz iki gruptan elde edilen dlgtimler karsilastirilirken iki ortalama arasindaki farkin onemlilik
testi (t testi) uygulanmistir. ikiden fazla gruptan elde edilen slciimler Karsilastirilirken ise varyans
analizi yapilmis, analiz sonucunda 6nemlilik karar1 verildiginde farklilik yapan gruplart bulmak
icin Tukey testi kullanilmistir. Bununla birlikte tanimlayic: istatistiksel analizlerden faydalanilmis
ve veriler %95 giiven seviyesinde degerlendirilmistir.

5. Bulgular

Aragtirmaya katilan memurlarin genel &zelliklerinin  degerlendirildigi Tablo:1’de aragtirma
grubunun demografik 6zellikleri verilmistir.

Tablo I. Arastirma Grubunun Demografik Ozellikleri

Cinsiyet Sayi % Gelir Diizeyiniz Sayi %
Kadin 104 66,7 2500<az 65 41,7
Erkek 52 33,3 2501-3500 71 45,5
Yasiniz S % 3501-4000 12 7,7
25 ve alt1 89 57,1 4501+ 8 51
26-30 17 10,9 Hangi Birimde Calisiyorsunuz S %
31-35 21 13,5 Fatura- Satin Alma 5 3,2
36-40 15 9,6 Bilgi Islem 6 3,8
41-45 4 2,6 Poliklinik 3 1,9
46 ve uizeri 10 6,4 Servis 85 54,5
Medeni Durumunuz S % Diger 57 36,5
Evli 59 37,8 Kag¢ Yildir Cahisiyorsunuz? S %
Bekar 95 60,9 0-5 yil 109 69,9
Dul 2 1,3 6-10 y1l 33 21,2
Egitim Durumunuz S % 11-15 yil 8 51
Ilkokul 9 58 21 yil ve iizeri 6 3,8
Lise 78 50,0 Meslek Secimimi S %
Universite 64 41,0 Kendi istegimle 89 57,1
Diger 5 3,2 Ailemin istegiyle 23 14,7
Kendimi Gelistirmek Is olanag1 sebebiyle 41 26,3
icin S %
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Kurs ve seminerlere 41 26,3 Diger 3 1,9

katilirim

Hizmet ici egitimlere 87 55,8 Mesleginiz Size Uygun Mu?

katilirim S %

Herhangi bir faaliyette 21 13,5 Uygun degil 5 3,2

bulunmuyorum

Diger 7 45 Kismen uygun 48 30,8
Uygun 68 43,6
Cok uygun 35 22,4

Tablo I’ de katilimeilarin ¢ogunluguna gore; %66,7°si kadin %33,3’4 erkek, %57,1°i 25
yagindan kiigtik, %60,9°u bekar, %50’si lise mezunu, %55,8’1 mesleginde kendini gelistirmek
icin hizmet i¢i egitimlere katilmakta, %45,5’1 2501-3500TL arasi maas almakta, %54,5’i
serviste ¢alismakta, %69,9’u 0-5 yildir ¢aligmakta, %57,1°i meslek se¢imini kendi istegi ile
se¢mis, %43,6°s1 meslegi kendine uygun bulmaktadir.

Tablo I1. Cinsiyete Gore Is Tatmin Diizeyi

Cinsiyet N Ortalama Standart Sapma Sonug
Kadimn 104 62,63 15,21 t=0,23

p=0,815
Erkek 52 63,19 11,23

Katilimcilarin cinsiyetlerine gore is tatmin diizeyleri arasinda anlamli bir farklilik
olup olmadigina bakilmis ve istatistik olarak anlamli bir farklilik olmadig: goriilmustiir (Tablo

).

Tablo I11. Yas Gére Is Tatmin Diizeyi

Yas N Ortalama Standart Sapma Sonug
25 ve alti 89 63,04 12,41

26-30 17 59,11 18,19 F=1,62
31-35 21 64,80 11,31 p=0,157
36-40 15 58,60 14,54

41-45 4 56,50 31,18

46 ve tizeri 10 71,80 12,62

Calisanlarin yaslaria gore is tatmin diizeylerinde farklilik olup olmadigina bakilmis (Tablo 111).
Calisanlarin  yas gruplarmma gore is tatmin dizeyleri arasinda anlamli bir farklilik
bulunamamustir.
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Tablo 1V. Medeni Durum ve Ogrenim Durumuna Gére is Tatmin Diizeyi

Medeni Durumunuz? N Ortalama Standart Sapma Sonug
Evli 59 62,89 14,82 t=0,12
Bekar 95 63,17 13,05 p=0,902
Ogrenim Durumunuz? N Ortalama Standart Sapma Sonug
Ilkokul 9 64,11 11,80

Lise 78 59,93 13,90 F=2,48
Universite 64 66,23 14,08 p=0,063
Diger 5 61,80 9,60

Calisanlarin medeni durum ve 6grenim diizeylerine gore is tatmin diizeyleri arasinda istatiksel
olarak anlamli bir farklilik tespit edilmemistir (p>0,005) (Tablo V).

Tablo V. Gelir Diizeyine Gore Is Tatmin Diizeyi

Gelir Diizeyiniz? N Ortalama Standart Sapma Sonug
2500<az 65 60,03 13,53 F=4,39
2501-3500 71 62,69 13,99 p=0,005*
3501-4500 12 70,58 9,36

4501+ 8 75,00 14,47

Gelir diizeylerine gore bulgular ikiserli karsilastinildiginda 2500%°den az gelir elde eden
calisanlar ile 45011+ ve tizeri gelire sahip olanlarin is tatmin diizeyi agisindan anlamli farklilik
gosterdikleri (p<0,005) ancak diger gelir gruplar1 arasinda anlamli farkliigin olmadig:
(p>0,005) goriilmustiir (Tablo V).

Tablo VI. Calisilan Birime Gére Is Tatmin Diizeyi

Hangi Birimde Calistyorsunuz? N Ortalama Standart Sapma  Sonug
Fatura- Satin Alma 5 72,80 11,23

Bilgi Islem 6 73,66 6,77 F=2,20
Poliklinik 3 69,66 14,57 p=0,071
Servis 85 60,89 13,96

Diger 57 63,31 14,05

Kurumunuzdahangi birimde galistyorsunuz sorusunda farklilik 5nemsiz bulunmustur (p>0,005)
(Tablo V1).

Tablo VII. Calisma Siiresine Gore is Tatmin Diizeyi

Kage Yildir Calistyorsunuz? N Ortalama Standart Sonug
Sapma

0-5 y1l 109 62,01 13,09

6-10 yil 33 63,12 15,56 F=5,17

11-15yil 8 57,25 10,29 p=0,002*

21 yil ve tizeri 6 83,16 9,60
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Calisanlarin caligma siirelerine goére is tatmin diizeyleri arasinda anlamli farkliliklar tespit
edilmistir (p<0,005). Farklilik ikiserli karsilagtirildiginda 0-5 yildir ¢aliganlarla 21+ Gstii yildir
calisanlar arasinda, 6-10 yildir ¢alisanlarla 21+ istii yildir ¢alisanlar arasinda ve 11-15 yil
arasi da ¢alisanlarla, 21+ iizeri yildir ¢alisanlar arasinda anlaml farklar bulunurken (p<0,005)
diger gruplar arasinda farklilik 6nemsiz bulunmustur (p>0,005) (Tablo VII).

Tablo VIII. Meslek Secimine Gére Is Tatmin Diizeyi

Meslek Secimimi N Ortalama  StandartSapma  Sonug
Kendi istegimle 89 65,53 14,25

Ailemin Istegiyle 23 59,86 11,67 F=2,60
Is Olanag: Sebebiyle 41 59,12 13,64 p=0,052
Diger 3 55,33 13,65

Toplam 156 62,82 13,97

Meslek segimlerine gore is tatmin diizeyleri degerlendirildiginde istatiksel olarak anlamli farklar
bulunmamistir (p>0,005) (Tablo VIII).

Tablo IX. Meslegin Uygunluguna Gére is Tatmin Diizeyi

Mesleginiz Size Uygun mu? N Ortalama StandartSapma  Sonug
Uygun Degil 5 45,40 14,27

Kismen Uygun 48 57,97 11,34 F=8,73
Uygun 68 63,89 13,29 p=0,001*
Cok Uygun 35 69,85 14,48

Toplam 156 62,82 13,97

Mesleginiz size ne Kkadar uygun sorusuna gore calisanlarin is tatmin dizeyleri
karsilagtirildiginda anlamli  farkliliklar  bulunmustur  (p<0,005). Degiskenler iki serli
karsilastirildiginda uygun degildir diyenler ile uygun diyenler arasinda, uygun degildir diyenler
ile gok uygun diyenler arasinda kismen uygun diyenler ile uygun diyenler arasinda, kismen
uygun diyenler ile ¢ok uygun diyenler arasmda anlamli farkliliklar bulunmustur (p<0,005)
(Tablo IX).

Tablo X. Kendini Gelistirme Yontemlerine Gore Is Tatmin Diizeyi

Kendini Gelistirmek I¢in N Ortalama  Standart Sapma Sonug
Kurs ve Seminere Katilirim 41 66,46 12,55 F=2,21
Hizmet I¢i Egitimlere Katilirim 87 62,72 14,93 p=0,089
Herhangi Bir Faaliyette Bulunmuyorum 21 58,19 10,70
Diger 7 56,57 14,39
Toplam 156 62,82 13,97
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ARASTIRMA MAKALESI

Calisanlarin kendini gelistirme yontemleri ile is tatmin diizeyleri arasinda anlamli farklilik

bulunmamustir (p>0,005) (Tablo X).

Tablo XI. is Tatmin Olgeginin Yiizdesel Dagilim1

Mesleginin Her Zaman Mesgul S % Kendi Yeteneklerimle Bir S %
Etmesi Bakimindan Seyler Yapabilme
Memnun degilim 57 36,6  Memnundegilim 20 12,8
Kararsizim 46 29,4 Kararsizim 25 16,1
Memnunum 53 34,0 Memnunum 111 711
Mesleginde Bagimsiz Calisma S % isimle flgili Ahnan S %
Iimkanin Olmasi Bakimindan Kararlar1 Uygulama
Memnun degilim 40 25,6 Memnun degilim 43 27,5
Kararsizim 46 29,5 Kararsizim 46 29,5
Memnunum 70 44,9 Memnunum 67 43,0
Ara Sira Degisik  Seyler Yaptigim Is Karsihginda
Yapabilme imkam Bakimindan S % Aldigim Ucret Yoniinden S %
Memnun degilim 60 38,5 Memnun degilim 116 74,4
Kararsizim 35 22,4 Kararsizim 22 14,1
Memnunum 61 39,1 Memnunum 18 11,5
Toplumda Saygin Bir Kisi Terfi Imkdmnmm Olmasi
Sansim Vermesi Bakimindan S % Yoniinden S %
Memnun degilim 33 21,2 Memnun degilim 76 48,7
Kararsizim 27 17,3 Kararsizim 37 23,7
Memnunum 96 61,5 Memnunum 43 27,6
Yoneticilerin Emrindeki Kendi Fikirlerimi Rahatg¢a
Kisileri Iyi Yénetmesi Kullanmama Imkan
Bakimindan S % Vermesi Yoniinden S %
Memnun degilim 54 34,6 Memnun degilim 58 37,2
Kararsizim 49 31,4 Kararsizim 47 30,1
Memnunum 53 34,0 Memnunum 51 32,7
Yoneticilerin  Karar Verme
Yetenegi Bakimindan S % Calisma Sartlar1 Yoniinden S %
Memnun degilim 49 31,4 Memnun degilim 82 52,6
Kararsizim 46 29,5 Kararsizim 40 25,6
Memnunum 61 39,1 Memnunum 34 21,7
Vicdani bir sorumluluk tasima Cahsma  Arkadaslarmin
sansini bana vermesi Birbirleri ile Anlasmalar:
bakimindan S % Yoniinden S %
Memnun degilim 18 115 Memnun degilim 38 24,4
Kararsizim 21 13,5 Kararsizim 35 22,4
Memnunum 117 75,0 Memnunum 83 53,2
Bana garai bir gelecek Yaptigim Is  Karsihginda
saglamasi yoniinden S % Takdir Edilmem Yoniinden S %
Memnun degilim 37 23,8 Memnun degilim 60 385
Kararsizim 47 30,1 Kararsizim 48 30,8
Memnunum 72 46,1 Memnunum 48 30,8
Yaptigim Is Karsihginda
Baskalar1 I¢in Bir Seyler Duydugum Basar1 Hissi
Yapabilme Yoniinden S % Yoéniinden S %
Memnun degilim 11 7,0 Memnun degilim 21 13,5
Kararsizim 19 12,2 Kararsizim 30 19,2
Memnunum 126 80,8 Memnunum 105 67,3
Meslegimi Yaparken
Kisileri  yonlendirmek igin Yontemlerimi Kullanabilme
firsat vermesi yoniinden S % Imkam Vermesinden S %
Memnun degilim 21 13,5 Memnun degilim 30 19,2
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Kararsizim 30 19,2 Kararsizim 37 23,7
Memnunum 105 67,3 Memnunum 89 57,0

Calisma grubunun sorulara vermis oldugu cevaplarin yiizdesel dagiliminin ortalamalari genel
olarak degerlendirildiginde, Mesleginin her zaman mesgul etmesi bakimindan %36,6°s1
memnun degil, Mesleginde bagimsiz ¢aligma imkani olmasi bakimindan %44,9’u memnun,
Mesleginin ara sira degisik seyler yapabilme imkani vermesi bakimindan %39,1’imemnun,
Mesleginde toplumda “saygin bir Kisi” olma sansimi vermesi bakimmdan %61,5’i memnun,
Yoneticilerin emrindeki Kisileri iyi yonetebilmesi bakimindan%34,6’s1 memnun degil,
Yoneticilerin karar verme yetenegi bakimmdan %39,1°i memnun, Mesleginde vicdani bir
sorumluluk tagima sansin1 vermesi yoniinden %75°i memnun, Garantili bir gelecek saglamasi
yoniinden %46,1’i memnun, Mesleginde baskalari i¢in bir seyler yapilabilmesi yoniinden
%80,8’i memnun, Kisileri yonlendirmek igin firsat vermesi yoniinden %67,3’t memnun,
Mesleginde kendi yeteneklerimle bir seyler yapabilme sansi vermesi yoniinden %71,1°i
memnun, isimle ilgili alinan kararlarin uygulamaya konmas yoniinden %43’ii memnun, Y aptig:
is karsiliginda aldig: ticret yoniinden %74,4°t memnun degil, Terfi imkanin olmasi yoniinden
%48,7°si memnun degil, Kendi fikir ve kanaatlerini rahatca kullanmasi yoniinden %37,2’si
memnun degil, Mesleginde calisma sartlar1 yoniinden %52,6°st memnun degil, Calisma
arkadaglarim birbirleri ile anlagmalar1 yéniinden %53,2°si memnun, Mesleginde yaptig: is
karsiliginda takdir edilmesi yoniinden %38,5°i memnun degil, Yaptigi is karsihginda duydugu
basar1 hissi %67,3’ti memnun, Meslegini yaparken kendi yontemlerini kullanabilmesine imkan
vermesi agisindan %57°si memnundur (Tablo XI).

6. Tartisma ve Sonug

Calisma grubu sosyo-demografik yoniinden degerlendirildiginde; ¢alisanlarin biiytik bir kismi
kadinlardan olugsmaktadir. Calisma grubunun yarisindan fazlasi lise ve iiniversite mezunudur.
Cogunluk mesleklerinde kendilerini gelistirmek igin, hizmet ici egitimlere ve seminerlere
katilmistir. Yine ¢ogunluk mesleklerini kendileri segmis, mesleginde 0-5 yildir ¢aligmakta
ve mesleklerini kendilerine uygun gérmektedir. Derin’in (2007:118) yapmis oldugu ¢alismada
saglik personelinin bireysel 6zellikleri genel olarak degerlendirildiginde, biiyiik cogunlugun
21-40 yaglarinda, 6n lisans mezunu, kadin, meslegini kendi istegiyle se¢mis, mesleklerinin
kendilerine kismen uygun ya da uygun olmadigini ifade etmis, mesleginde kendini gelistirmek
icin de herhangi bir faaliyette bulunmadigini, mesleginde 5-15 yil arasinda ¢alistigini

belirtmistir. Calisma Derin’in ¢aligmasi ile kismen benzerlik gostermektedir.

Calisma grubunun, sosyo-demografik bulgular1 is tatmin diizeyi arasinda istatistiksel olarak
anlamli farklilik olup olmadigi incelenmis ve cinsiyet, yas, medeni durum ve o&grenim
durumlarma gore anlamli bir fark bulunmamistir. Gelir diizeyine gore yapilan ikiserli
karsilastirmalarda 2500°den az geliri olanlarla, geliri 4501+ TL ve iizeri olanlarin arasinda is
tatmin diizeyleri arasinda anlamli farklilk onemli bulunurken, calisilan birimlere gore
karsilastirildiginda farklilik 6nemsiz bulunmustur. Calistigi yillara gore, 0-5 yildir ¢alisanlarla
21+ yil tizeri ¢alisanlar arasinda, 6-10 yildir ¢alisanlar ile 21+ iizeri ¢alisanlar, 11-15 yildir
caliganlar ile 21+ yil tizeri ¢alisanlarin is tatmin diizeyleri arasinda farklilik 6nemli bulunurken,
meslek se¢imi ve mesleklerinde kendilerini gelistirme faaliyetlerine gore is tatmin diizeyleri
arasinda anlaml farklilik bulunmamustir.

Cam ve arkadaslarinin (2005:216-218) ¢alismasinda cinsiyet, medeni durum, ¢alisma sﬁres}A\'/Z
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meslek grubuyla is doyumu arasinda anlamli bir farklilik gérillmemistir. Yildiz ve arkadaslarinin

(2003:36) yapmus oldugu calismada, cinsiyet, medeni durum ve ¢aligma siiresinin is doyumunu
etkilemedigi gorillmistiir. Bu aragtirmayla kiyaslandiginda sonuglarla uyumludur.

Calisma grubunun mesleginin kisiligine uygunluk durumu incelendiginde, uygun degildir
diyenler ile uygun diyenler arasinda, uygun degildir diyenler ile ¢ok uygun diyenler arasinda
kismen uygun diyenler ile uygun diyenler arasinda, kismen uygun diyenler ile ¢cok uygun
diyenler arasinda anlamli farkliliklar bulunmustur. Derin’in (2007:118) yaptig1 ¢alismada saglik
personelinin meslegin Kisiligine uygunluk durumu degiskenine gére incelendiginde; mesleginin
kendisine ¢ok uygun ve uygun oldugunu diisiinen saglik personelinin, mesleginin kendisine
uygun olmadigini ya da kismen uygun oldugunu diisiinen saglik personeline gore daha yiiksek
is doyumu puani aldig1 gériilmiis ve aralarindaki fark istatistiksel yonden anlamli bulunmustur
(P<0.05). Aragtirma, bu ¢aligmayla kismen uyumludur.

Calisma grubunun tatmin ve memnuniyet yiizdelerine gére, bagimsiz ¢alisma imkani, ara sira
degisik seyler yapabilme imkani, toplumda “saygin bir Kisi” olma sansmi vermesi,
yoneticilerin karar verme yetenegi, vicdani bir sorumluluk tasima sansi vermesi, garantili bir
gelecek saglamasi, bagkalari icin bir seyler yapilabilmesi, Kisileri yonlendirmek igin firsat
vermesi, kendi yeteneklerimle bir seyler yapabilme sansi vermesi, isimle ilgili alinan kararlarn
uygulamaya konmasi, ¢alisma arkadaslarinin birbirleri ile anlagmalari, yaptig: is karsiliginda
duydugu basar1 hissi, meslegini yaparken kendi yontemlerini kullanabilmesine imkan vermesi
acisindan “memnun” olduklar: belirlenmistir. Ancak bununla birlikte, mesleginin her zaman
mesgul etmesi, yoneticilerin emrindeki Kisileri iyi yonetmesi, yaptiklari is karsiliginda aldiklari
ucret, terfi imkani, kendi fikir ve kanaatlerini rahatca kullanma, calisma sartlari, yaptigi is
karsiliginda takdir edilme yontinden “memnun olmadiklar1” saptanmistir. Derin (2007:118-
119) ¢alismasinda, saglik personelinin gelir diizeyi degiskenine gore, gelir diizeyini yiiksek
olarak algilayan saglik personelinin is doyum puam orta ve dusiik olarak algilayan saglik
personeline gore daha yiiksek bulunmustur. Topcu (2009:83-84) yapmis oldugu calismada
saglik personelinin yariya yakini ¢alisma ortamimdan memnun olmadigimi ve ¢alisma ortami
icin kurumun fiziki kosullarmin yeterli olmadigini belirtmistir. Yilmaz’in (2014:88-90)
¢aligmasinda ise, isimin toplumda saygin bir kisi olma sansi vermesi yoniinden, isimin
vicdanimla karar vermeme olanak saglamasi, baskalari igin bir seyler yapabilme
olanagina sahip olmak, is ortammdaki mesai arkadaslarinin birbiri ile anlagmalari, kendi
yeteneklerimi kullanarak bir seyler yapabilme sansmin verilmesi, isimi yaparken kendi
yontemlerimi kullanabilme sansin1 saglanmasi, yaptigim is karsihiginda duydugu basari hissisi
yoniinden tatmin olmus olduklar: gériilmistiir. Bu ¢alisma Yilmaz’in (2014) yapmis oldugu
calisma ile paralellik gostermektedir.

Bu aragtirmada, hastanede gérev yapan biiro memurlarimin is tatmin diizeyleri ve is tatminlerini
etkileyen faktorler incelenmistir. Calismanin sonunda memurlarin is tatmin diizeyinin
yiikseltilmesi igin yapilabilecek oneriler asagida belirtilmistir;

v/ Biiro memurlarinin ¢aligma ortaminin konforu hem psikolojik hem fizyolojik olarak
diizenlenmelidir.
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v/ Memurlarin kendilerini rahat ifade etmeleri saglanmali, genel g¢erceveyi asmadan,
kendini gelistirebilecek firsatlar verilmelidir.

v Kurumda c¢alisan memurlar ile yonetim arasinda iligkilerin daha iyi hale gelmesi igin
diizenli araliklarla memnuniyet anketleri yapilmalidir.

v Memurlarin, saglik kuruluslarinda hasta bireylere hizmet vermesine bagh olarak
yipranma pay1 g6z éniinde bulundurulup takviye destekler, calisma molalar: verilmelidir.

v/ Memurlarin galigma ortamlari kalite standartlarina uygun hale getirilmelidir.

v Memurlar saglik kurulugsunun doner sermaye gibi ek tcret imkanlarindan adil bir
sekilde yararlanmahdir.

v/ Caligtiklar1 kurumdan, tam bir is doyumu saglamak igin terfi imkani: olmali buna baglh
olarak en etkili motivasyon araci olan maas artisi ve yoneticilerin destegi hissedilir kilimmalidir.

Etik Kurallar: Bu calisma uluslararasi etik kurallara uygun olarak; Sivas Cumhuriyet
Universitesi Sosyal Bilimler Enstitiisii Etik Kurulundan 24.05.2019 tarihinde izin alinmustir.

Anket uygulama izni; calismanin yapilabilmesi icin Sivas Cumhuriyet Universitesi Tip
Fakiiltesi Uygulama ve Arastirma Hastanesi Bashekimliginden 2 Temmuz 2019 tarihinde anket
uygulama izni alimmustir.

Ayrica bu calisma; 4th International Congress on Tourism, Economic and Business Science
October 20-22, 2021, Istanbul, Turkey kongresinde, sézlii sunum, 6zet bildiri ve tam metin yer
almistir.
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COCUKLARDA GIDA ALERJILERI
Birol SAYGI*
Oz
Hepimiz hayatta kalmak i¢in yeriz ve cogumuz yemek yemekten zevk aliriz. Bununla birlikte,
son aragtirmalar, bes yasin altindaki yirmi ¢ocuktan birinin ve yirmi bes yetiskinden ise yine
birinin en az bir besine alerjisi oldugunu gostermektedir. Giderek daha fazla insan gida
alerjisinin farkina varmakta ve bu da onu kamuoyunda artan bir endise konusu haline
getirmektedir. Gida alerjisi, ebeveynler i¢in giderek artan bir endise haline gelmektedir. Gida
alerjisi, ¢ocuklarin tahmini %8'ini etkileyen biiyiiyen bir halk saglig1 sorunudur. Gida alerjisi,
belirli bir gidaya maruz kalindiginda tekrarlanabilir sekilde ortaya ¢ikan spesifik bir bagisiklik
tepkisinden kaynaklanan olumsuz bir saglik etkisi olarak tanimlanir. Gida alerjisi olan
cocuklarin yaklasik %40'1nda, uygun ilaglarla hemen tedavi edilmezse hastaneye yatis ve hatta
oliime yol acabilecek ciddi reaksiyon dykiisii vardir. Besin alerjisinin toplumsal maliyeti biiyiik
olup saglik sistemi ve ailelere genis 6l¢iide yayilmistir. Ailede bir kiside gida alerjisi oldugunda
tlim aile etkilenir. Sevilen birinin yanlislikla anafilaksiye, yani tehlikeli bir alerjik reaksiyona
yol agabilecek bir yiyecegi yemesine dair giinliik kaygilar olabilir. Gida alerjisi, viicudun
bagisiklik sistemi tarafindan tetiklenen bir gidaya anormal bir tepkidir. Yiyeceklere karsi ¢esitli

bagisiklik tepkileri vardir. Bazen, gidaya verilen bir reaksiyon, bir alerji degil, gida intoleransi
olarak adlandirilan bagka bir reaksiyon tiiriidiir.

Anahtar kelimeler: Gida Alerjileri, Cocuklarda Gida Alerjisi, Beslenme
JEL Simiflamasi: 110, 120, J11
FOOD ALLERGIES IN CHILDREN

Abstract

We all eat to survive, and most of us enjoy eating. However, recent research shows that one in
twenty children under the age of five and one in twenty-five adults is allergic to at least one
food. More and more people are becoming aware of food allergies, making it a topic of
increasing public concern. Food allergy is becoming a growing concern for parents. Food
allergy is a growing public health problem, affecting an estimated 8% of children. A food allergy
is defined as an adverse health effect resulting from a specific immune response that occurs
reproducibly upon exposure to a particular food. About 40% of children with food allergies have
a history of serious reactions that can lead to hospitalization and even death if not treated
promptly with appropriate medications. The societal cost of food allergy is large, and it spreads
widely to the healthcare system and families. When someone in the family has a food allergy,
the whole family is affected. There may be day-to-day concerns about a loved one accidentally
eating a food that could cause anaphylaxis, a dangerous allergic reaction. A food allergy is an
abnormal response to a food triggered by the body's immune system. There are a variety of
immune responses to food. Sometimes, a reaction to food is not an allergy but another type of
reaction called a food intolerance.

Keywords: Food Allergies, Food Allergy in Children, Nutrition
JEL Classification: 110, 120, J11
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1. Giris

Biitiin besinler alerji yapabilir. Alerjik reaksiyonlari en ¢ok tetikleyen yiyecekler arasinda balik,
kabuklu deniz hayvanlari ile yer fistigi ve ceviz gibi kuruyemisler bulunur. Cocuklar igin
sorunlu yiyecekler yumurta, siit, yer fistigi, kabuklu kuruyemisler, soya ve bugdaydir. Besin
alerjisi, bebeklerde ve gocuklarda yetiskinlere gore daha sik goriilmektedir. Ancak alerji yasam
boyunca herhangi bir yasta da ortaya ¢ikabilir.

Tiiketicilerin yillarca tiikettikleri gidalara alerjisi olabilir ve bir alerjiden muzdarip oldugunun
farkinda bile olmayabilir (Bayir, Can ve Ekingen, 2021; Bettcher vd., 2020).

Besin alerjisi, ii¢ yasm altindaki cocuklarin %6 ila %8’ini ve yetigkinlerin %3’linii
etkilemektedir. Tedavi olmasalar da baz1 ¢ocuklar biiyiidikkge gida alerjilerini arttirirlar. Alerji
cok hizli geliserek &liimciil de olabilir. Ornegin elli milyondan fazla Amerikalinin bir gesit
alerjisi bulunmaktadir. Gida Alerjisi Aragtirma ve Egitimi (FARE), ABD’de 15 milyona kadar
insanin gida alerjisine sahip oldugunu tahmin etmektedir (Bayir vd., 2021 Chin Chan ve
Goldman, 2014).

Bagisiklik sistemi sagliga zararli enfeksiyonlar ve diger tehlikelerle miicadele ederek viicudu
saglikli tutar. Bagisiklik sistemi, bir gidaya veya gidadaki bir maddeye asir1 tepki verdiginde,
bunu bir tehlike olarak tanimlay1p koruyucu bir tepkiyi tetiklediginde “gida alerjisi” reaksiyonu
olugsmaktadir. Gida alerjisi, viicudun bagisiklik sistemi tarafindan tetiklenen ve bir gidaya
verilen anormal tepkidir (Boye vd., 2012; Tercanli ve Atasever, 2021).

Alerjiler ailelerde yayilma egiliminde olsa da bir gocugun ebeveynin gida alerjisini tagiyacagini
yoksa kardeslerin de benzer bir durumda m1 olacagini tahmin etmek imkansizdir. En siddetli
alerjik reaksiyon anafilaksidir. Anafilaksi, solunumu bozabilecek, kan basincinda ¢arpici bir
diisiise neden olabilecek ve kalp atis hizin1 etkileyebilecek ve yasami tehdit eden, tiim viicudu
etkileyen alerjik bir reaksiyondur. Anafilaksi, tetik gidaya maruz kaldiktan birka¢ dakika gibi
kisa siire sonra ortaya ¢ikabilir. Oliimciil olabilir ve derhal bir epinefrin (adrenalin) enjeksiyonu
ile tedavi edilmesi gereklidir.

Bagisiklik sistemi, viicudun bakteri ve viriisler gibi istilacilara kargi savunmasidir. Bagisiklik
sistemi tiiketilen bir proteini istilact olarak tanimladiginda ve onunla savasmak igin antikorlar
ureterek tepki verdiginde, gida alerjisi olusur. Gida alerjisinin gidaya kars1 bagisiklik, aracili
bir tepkidir. En yaygin olan1 immiinoglobulin E (IgE) aracili reaksiyondur. IgE'ler alerjik
antikorlardir. Mast hiicrelerinden histamin gibi kimyasallar salindiginda aninda reaksiyona
neden olurlar (Anon, 2012; Boye vd., 2012).

Alerjik reaksiyon belirtileri cilt, mide-bagirsak sistemi, kalp-damar sistem ve solunum yollarini
igerebilir. Kusma ve/veya mide kramplari, kurdesen, nefes darligi, hirilti, tekrarlayan 6ksiirtiik,
kistk bogaz, yutma sorunu, dilin sismesi, konusma veya nefes alma becerisini etkileyen
belirtiler, zayif nabiz, derinin soluklagmasi, bag donmesi veya bayilma hissi gibi yollardan bir
veya daha fazlasi belirti vererek yukarida belirtilen ana nedenler altinda yiizeylesir. Nefes alma
ve viicudu soka sokma potansiyeli olan ve hayati tehlike arz eden bir reaksiyon olan anafilaksi,
reaksiyonlar eszamanli olarak ornegin, kizariklik esliginde karin agrisi gibi viicudun farkli
bolgelerini etkileyebilir (Boye vd., 2012).

Gida ile ilgili semptomlarm gogu iki saatlik bir alimdan sonra ortaya ¢ikmakta olup genellikle
birkag¢ dakika i¢inde baslar. Cok nadir durumlarda, reaksiyon dort ila alt1 saat veya daha uzun

bir siirede gergeklesebilir.
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Gecikmeli reaksiyonlar en ¢ok egzama gelisen ¢ocuklarda goriilmektedir. Bir bagka gecikmeli
gida alerjisi reaksiyonu tiiri, siit, soya, bazi tahillar ve diger bazi kat1 gidalarin tiikketilmesinden
genellikle iki ila alt1 saat sonra meydana gelen siddetli bir gastrointestinal reaksiyon olan gida
proteini kaynakli enterokolit sendromundan kaynaklanmaktadir (Bayir vd., 2021; Bettcher,
2020; Chin Chan ve Goldman, 2014).

Tiiketicilerde alerjik reaksiyonlart énleme fikri nispeten yeni olup alerjilerin nasil gelistigini
anlamak iizerine arastirmalar yogunlagsmigtir. Sadece birkag yil 6ncesine kadar, ebeveynlere
¢ocuklarmin diyetlerinde yumurta, siit ve yer fistig1 gibi potansiyel alerjenlerin kullanilmasini
azaltmalari tavsiye edilmekteydi. Ancak, son aragtirmalar, bu tiir gidalarin kii¢iik miktarlarda
¢ok erken yaslardan itibaren dahil edilmesinin giiglii bir koruyucu etkiye sahip olabilecegini
gostermektedir. Ornegin, fistk ezmesinin erken ve sik tiiketilmesinin, yer fistigmin toplam
kaginma ile karsilastirildiginda fistik alerjisi riskinin biiyiik 6l¢iide azalmasina yol agtigint ve
ebeveynlere tavsiyenin sonug olarak tersine ¢evrildigini belirlenmistir (Anagnostou ve Fox,
2014; Bayir, 2021; Bettcher, 2020).

Tiirk Gida Kodeksi, etiketleme tebliginde gliiten igeren tahillar, kabuklular, yumurta, balik, yar
fistigi, soya fasulyesi, siit, kabuklu kuruyemisler, kereviz, hardal, susam, kiikiirtdioksit ve
stilfitler, ac1 bakla ve yumusakgalar ile bunlarin {iriinleri olmak tizere 14 gida listelenmektedir
(Anon, 2017). Alerjenleri igermeyen {iriinler i¢in en iyi uygulamada, ¢apraz kontaminasyonu
onlemek ve tiiketicilerin gidanin regetesinde mevcut olup olmadiklarini bilmelerini saglamaktir.
Gida alerjik tiiketiciler i¢in etiketleri okuma, alerjik riske maruz kalmamak igin 6nemli bir
olgudur.

Avrupa Alerji ve Klinik Immiinoloji Akademisi'ne gore Avrupalilarin %17'sinin bir gida
alerjisinden muzdarip oldugu distiniilmektedir (Lyons, 2020). Cocuklarda bu oran daha
yiiksektir. Tiim diinyada oldugu gibi Tiirkiye'de de ¢ocuklarda besin alerjisinin 6nemli bir saglik
sorunudur. Ege ve Marmara'da daha ¢ok siit alerjisi gériiliirken, Akdeniz, Karadeniz, i¢ Anadolu
ve Dogu Anadolu Bolgelerinde yumurta alerjisi sik olarak karsimiza ¢ikmaktadir. Tiirkiye’de
genel olarak kabuklu deniz triinleri, balik, kuru yemisler ve una kars1 da sik olarak besin
alerjileri goriilmektedir. Ayni zamanda, piring, et, susam gibi daha nadir besinlere kars1 da besin
alerjisi gelisebilmektedir (Anon, 2012; Bayir, 2021).

2. Cocuklar ve Gida Alerjileri

Tetikleyici bir yiyecek tiiketilirse bagisiklik sistemi devreye girmektedir. ilk seferde kizariklik
veya kasint1 gibi herhangi bir alerji belirtisi goriilmez, ancak viicut o maddeye tekrar dikkat
edecektir. Bir dahaki sefere tiiketildiginde, viicut yiyecegin kendisi ig¢in kotii oldugunu
distiindiigiinden, kizariklik, kasint1 ve sisme gibi alerji semptomlarina neden olan kimyasal
histamin salgilamaktadir. Besin alerjisi olan ¢ocuklarda, istahsizlik, kusma, diski degisiklikleri,
egzama, astim ve bilylime geriligi gbzlemlenen bulgulardir. Besin alerjisinin cografi dzellikler
tagimasinin baglica sebebi, kisilerin beslenme aligkanliklarinin ve besinin islenme, pisirilme
seklinin farkli titketmesindendir (Boye vd., 2012; Devdas, 2017).

Besin alerjisinin hem ¢ocugun ve hem de ailesinin yasam kalitesini etkileyen énemli bir saglik
sorunudur. Tiirkiye genelinde yapilan yakin tarihli ¢alismada 18 yas alt1 7741 erkek (%62) ve
4741 kiz (%38) olmak iizere toplam 1248 ¢ocugun sonuglari incelenmistir. Cocuklarm yaslari
ilerledikge besin alerjisi oranlari diisiis gostermektedir. Besin alerjili ¢ocuklarin %62,5
¢ogunlugu 0-2 yas grubunda olup sadece %2,2'si 13-18 yas grubundadir.
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Elde ettigimiz sonuclara gore; besin alerjileri sadece kizariklik, kasinti, dokiintii gibi hafif
belirtilere yol agmiyor, hi¢ de azzimsanmayacak oranda (%17,6) hayati risk olusturan alerjik sok
(anafilaksi) ile sonuglanmaktadir. Sonuclara gore besin alerjileri ve alerjik sokun (anafilaksi) en
onemli nedeni inek siitiidiir. Inek siitii alerjisi 0-2 yas grubunda %70,6 ile dikkat gekerken 13-
18 yas grubunda ise %25'e diismektedir. Ulkemizde inek siitii alerjisi ¢ocukluk caginda
anafilaksiden en sik sorumlu alerji tipi oldugu belirtilmistir. Ayrica, besin alerjili ¢ocuklarin
yaklasik yarisinda birden fazla besine alerjisi oldugu belirlenmistir. Cocuk biiytidiikce siit ve
yumurta alerjilerinin daha az goriilmektedir. Inek siitii alerjisi ve yumurta alerjisi olan
cocuklarin  %80'inin 16 yasinda bu besinlere karst tolerans  gelistirdigini
gozlemlenmistir. Ancak findik, ceviz, Antep fistig1, kaju, yer fistig1 gibi kabuklu kuruyemis
alerjilerinin ise yas biiyiidik¢ce arttigim1 ve iyilesme olmadigi belirlenmigtir. Ortadogu
iilkelerinde ¢ok sik goriilen susam alerjisinin iilkemizde de tirmanisa ge¢mistir. Ulkemiz gibi
susamin yetistigi {iilkelerde alerjik reaksiyonlar daha yaygin ve siddetli olarak

goriilebilmektedir. Buna karsilik iilkemizde soya alerjisi pek yaygin degildir (Bingol, 2021).

Her 13 ¢ocuktan yaklasik birinin en az bir besine alerjisi vardir. Biiyiik sorun, ¢ogu ebeveynin,
giday1 ilk kez deneyene ve tepki verene kadar ¢ocuklarmin gida alerjisi olup olmadigini
bilmemesidir. Bu nedenle anne-babalarin yani sira 6gretmenler, bakicilar ve ¢ocukla vakit
gegciren herkesin gida alerjisi belirtilerine kars1 bilgili ve uyanik olmasi 6nemlidir. Bir ¢ocugun
gida alerjisi oldugunda, bagisiklik sistemi asiri tepki vermekte olup gidaya sanki tehlikeli
yabanci istilactymig gibi antikorlar tiretmektedir. Bu bagisiklik reaksiyonu, alerji semptomlari
iretendir. Her gida alerjik reaksiyon gosterebilir. Ancak ¢ocuklarda en yaygin gida alerjisi
tetikleyicileri fistik ve kuruyemisler (ceviz, badem, kaju, Antep fistig1) ile inek siitl, yumurtalar,
balik ve karides, 1stakoz gibi deniz tiriinleridir (Anon, 2012: Bayir, 2021; Bettcher, 2020; Gupta,
2013; Tang ve Allen, 2017).

Gergek bir gida alerjisi cocugun solunumunu, bagirsak sistemini, kalbini ve cildini etkileyebilir.
Besin alerjisi olan bir ¢ocuk, besini yedikten birka¢ dakika ila bir saat sonra tikaniklik, burun
akintisi, Oksiiriik, ishal, bag donmesi, sersemlik, agiz veya kulak cevresinde kasginti, mide
bulantisi, ciltte kirmizilik, kasmtili sislikler (kurdesen), kasintili dokiintii (egzama), nefes
darligi, nefes almada zorluk, hapsirma, karin agrisi, agizda garip tat, dudaklarin, dilin ve/veya
yiiziin sismesi, kusma, hirilt1 gibi bir veya daha fazlasim gelistirebilir. Baz1 ¢ocuklar bazi
yiyeceklere tepki olarak anafilaksi gelistirebilir. Cocuk bir seyler yedikten sonra nefes almakta
veya yutmakta zorlaniyorsa, acil tibbi yardim alinmalidir. Anafilaksi belirtileri ise gogiis agrisi,
biling bulaniklig1, konfiizyon, bayilma, biling kaybi, nefes darligi, hirilti, dudaklarin, dilin,
bogazin sismesi, yutma giigliigii ve zayif nabizdir (Bayir, 2021; Bettcher, 2020; Can vd, 2019).

3. Gida Alerjisi ve Duyarhhk: Fark Nedir?

Belirli bir yiyecege tepki vermek, ¢ocugun mutlaka bir gida alerjisi oldugu anlamina
gelmemektedir. Bazi ¢ocuklar belirli yiyeceklere karsi toleranssizdir. Aradaki fark, gida
alerjisinin ¢ocugun bagisiklik sistemini i¢ermesi, gida intoleransinin ise genellikle sindirim
sisteminden kaynaklanmasidir. Gida intoleransi, gida alerjisinden ¢ok daha yaygindir. Gida
alerjileri daha tehlikeli olma egilimindedir. Cocugun genellikle rahatsiz edici yiyeceklerden
tamamen kaginmasi gerekir. Gida intoleransi genellikle o kadar ciddi degildir. Cocuk o gidadan
az miktarda da tiiketebilir. Gida intoleransi 6rnekleri olarak laktoz intoleransi, gluten duyarlilig
ve gida katki maddelerine duyarlilik verilebilir. Gida intoleransinin semptomlar1 bazen gida

alerjisinin semptomlarina benzediginden, ebeveynlerin farki anlamasi zor olabilir.
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Gida igletmeleri i¢in ¢cocuk-alerji iligkisi ne kadar dnemli ise yetiskin-alerji iligkisi de o kadar
onemlidir (Anon, 2012; Bettcher, 2020; Boye vd., 2012; Can vd, 2019).

Besin alerjisi ile duyarlilik arasindaki fark viicudun tepkisidir. Kisinin bir gida alerjisi varsa,
bagisiklik sisteminde reaksiyona neden olmaktadir. Besin hassasiyeti veya intoleransi varsa,
reaksiyon sindirim sistemi tarafindan tetiklenir. Gida intoleransinin belirtileri arasinda gaz,
siskinlik, ishal, kabizlik, kramp ve mide, besin alerjisinin belirtileri arasinda kurdesen, sisme,
kasinti, anafilaksi ve bag donmesi bulunur (Anon, 2012; Boye vd., 2012).

Gida hassasiyetleri yasami tehdit etmez. Bir gidayr viicutta isleyememekten veya
sindirememekten kaynaklanirlar. Gida hassasiyetleri ve intoleranslar1 gida alerjilerinden daha
yaygindir. Higbiri bagisiklik sistemini igermez. Bir yiyecek, sindirim sisteminde bir intoleransi
tetikler. Bu, viicudun onu gerektigi gibi parcalayamadigi veya viicudun hassas oldugu bir
yiyecege tepki gosterdigi yerdir. Ornegin, laktoz intoleransi, viicudun siit iiriinlerinde bulunan
bir seker olan laktozu pargalayamamasidir. Birka¢ nedenden dolay: bir yiyecege karst hassas
veya hosgoriisiiz olunabilir. Belirli bir yiyecegi sindirmek i¢in gerekli dogru enzimlere sahip
olunmazsa, siilfit, MSG veya yapay renklendiriciler gibi gida katki maddelerine veya
koruyuculara verilen reaksiyonlar, kafein veya diger kimyasallara duyarlilik gibi farmakolojik
faktorler ve sogan, brokoli veya Briiksel lahanasi gibi bazi gidalarda dogal olarak bulunan
sekerlere karsi hassasiyet olarak tamimlanmaktadir (Anon, 2012; Bettcher, 2020; Boye vd.,
2012).

Gida duyarlihgmm belirtileri degismektedir. Ancak hoggoriisiizlik semptomlarinin timii
sindirimle ilgilidir. Bunlar gaz ve siskinlik, ishal, kabizlik, kramp ve mide bulantis1 yapabilir.
Gida alerjileri, gida intoleranst veya hassasiyetinden farkli olarak oliimciil olabilir. Asirt
durumlarda, az miktarda alerjeni yutmak, hatta dokunmak ciddi bir reaksiyona neden olabilir.
Bazi alerjilerin aksine, gida intoleranslart hayati tehlike olusturmaz. Ancak, etkilenenler igin
¢ok sorunlu olabilirler. Gida intoleranslart ve hassasiyetleri son derece yaygin olup kiiresel
olarak yiikseligtedir. Aslinda, diinya nifusunun %20 kadarinin gida intoleransina sahip
olabilecegi tahmin edilmektedir. Gida intoleranslari ve hassasiyetleri, ¢ok gesitli semptomlart
nedeniyle teshis edilmesi zor olabilir (Boye vd., 2012; Zoph, 2009).

“Gida asir1 duyarlilig1” terimi hem gida alerjilerini hem de gida intoleranslarini ifade etmektedir.
Gida intoleransi, gida alerjisi ile ayn1 olmayip, ancak bazi semptomlar benzer olabilir. Aslinda,
gida alerjilerini ve gida intoleranslarini birbirinden ayirmak zor olabilir. Bu da intoleransi
olabileceginden siiphelenen kisinin tibbi destek almasi gerekmektedir. Gida intoleransi
oldugunda, semptomlar genellikle giday1 yedikten birkag saat sonra baglar. Yine de semptomlar
48 saate kadar gecikebilir ve saatler hatta giinlerce siirebilir. Bu da rahatsiz edici gidanin tam
olarak belirlenmesini 6zellikle zorlagtirmaktadir. Dahasi, tahammiil edilmeyen yiyecekler sik
sik tiiketiliyorsa, semptomlari belirli bir yiyecekle iliskilendirmek zor olabilir. Besin
intoleransinin semptomlar1 degiskenlik gosterse de cogunlukla sindirim sistemi, deri ve
solunum sistemini etkiler. Yaygin semptomlar ise ishal, siskinlik, dokiintiiler, bas agrisi, mide
bulantisi, tikenmiglik, karn agrisi, burun akmasi ve derinin kizarmasidir. Gida
intoleranslarinda, genellikle rahatsiz edici gidalart daraltmak igin 6zel olarak tasarlanmisg
eliminasyon diyetleri uygulanmalidir. Eliminasyon diyetleri, semptomlar azalincaya kadar bir
stire boyunca intoleranslarla en sik iligkili gidalar1 ortadan kaldirir. Semptomlar izlenirken
diyette gidalar birer birer yeniden verilir.
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Bu diyet tiirii, insanlarin hangi yiyeceklerin semptomlara neden oldugunu belirlemelerine

yardimci olur. En yaygin gida intoleranslari sunlardir (Anon, 2012);

Siit: Laktoz, siit ve siit iiriinlerinde bulunan karbonhidrattir. Viicutta laktozun uygun sekilde
sindirilmesi ve emilmesi igin gerekli olan “laktaz” enzimi tarafindan pargalanir. Laktoz
intoleransi, laktozu sindirememeye ve sindirim semptomlarina neden olan laktaz enzimlerinin
eksikliginden kaynaklanir. Laktoz intoleransi, karin agrisi, sigkinlik, ishal, gaz ve mide bulantist
olarak kendini gosterir. Laktoz intoleransi son derece yaygindir. Aslinda, diinya niifusunun

%65'inin laktozu sindirmekte giicliik ¢ektigi tahmin edilmektedir.

Kisi, laktoza kars1 intoleransi varsa, laktoz igeren siit iiriinlerinden kagmilmalidir. Ornegin kefir
gibi fermente siit triinleri, diger siit triinlerinden daha az laktoz igerdiklerinden, laktoz
intoleransi olanlar i¢in daha kolay tolere edilebilir (Mattar, 2012).

Gluten: Bugday, arpa, ¢avdar ve tritikalede bulunan proteinlere verilen genel isimdir. Colyak
hastaligi, ¢olyak dis1 gliiten duyarlilifi ve bugday alerjisi dahil olmak {izere ¢esitli kosullar
gliiten ile ilgilidir. Colyak hastalig1 bir bagisiklik tepkisi igermektedir. Bu nedenle bir otoimmiin
hastalik olarak smiflandirilir. Colyak hastaligi olan kisiler gliitene maruz kaldiklarinda
bagisiklik sistemi ince bagirsaga saldirir ve sindirim sistemine ciddi zararlar verebilir. Bugday
alerjileri, benzer semptomlar1 nedeniyle siklikla ¢dlyak hastaligt ile karistirilir. Bugday
alerjilerinin bugdaydaki proteinlere karsi alerji tireten bir antikor olusturmasi, ¢dlyak hastaligina
ise Ozellikle gliitene kargi anormal bir bagisiklik reaksiyonunun neden olmasi bakimindan
farklilik gosterirler. Bununla birlikte, bircok insan ¢6lyak hastaligi veya bugday alerjisi igin
yapilan testler negatif ¢iktiginda bile hos olmayan semptomlar yasanabilir. Bu, niifusun %0,5
ila 13'inii etkiledigi tahmin edilen daha hafif bir gliiten intoleransi bigimi olan ¢6lyaksiz gliiten
duyarlilig1 olarak bilinmektedir. Colyak dis1 gliiten duyarliliginin belirtileri, ¢dlyak hastaligina
benzer ve siskinlik, karin agrisi, ishal veya kabizlik, bas agrisi, tilkenmislik, eklem agrisi, deri
dokiintiisii, depresyon veya kaygi ve anemi semptomlarini igermektedir. Hem ¢olyak hastaligi
hem de ¢6lyak disi gliiten duyarlilig, gliitensiz bir diyetle yonetilir. Gliiten i¢eren gidalardan ve
iriinlerden arinmis bir diyete bagh kalmay1 icermektedir (Anon, 2022a; Denham ve Hill, 2013;
Molina-Infante vd., 2015).

Kafein: Kahve, gazli icecekler, ¢ay ve enerji icecekleri de dahil olmak iizere gesitli iceceklerde
bulunmaktadir. Kafein bir uyaricidir. Bunu, uyku-uyaniklik dongiisiinii diizenleyen ve
uyusukluga neden olan bir nérotransmitter olan adenosin reseptdrlerini bloke ederek
gergeklestirilir. Cogu yetiskin, herhangi bir yan etki olmaksizin giinde 400 mg'a kadar kafeini
giivenle tiiketebilir. Bu, yaklasik dort fincan kahvedeki kafein miktaridir. Bununla birlikte, bazi
insanlar kafeine karsi daha hassastir ve az miktarda tiikettikten sonra bile reaksiyonlar
yasayabilirler. Kafeine karsi bu asir1 duyarlilik, genetige ve kafeini metabolize etme ve
salgilama yeteneginin azalmasina baglanmaktadir. Kafein duyarliligi, bagisiklik sistemini
iceren bir kafein alerjisinden farklidir. Kafeine asir1 duyarliligt olan kisiler, az miktarda kafein
tiikettikten sonra bile ani kalp atis1, endise, sinirlilik, uykusuzluk, sinirlilik ve huzursuzluk
semptomlarmi yagayabilirler. Kafeine duyarliligi olan kisiler, kahve, gazli igcecekler, enerji
icecekleri, ¢ay ve cikolata dahil kafein igeren iceceklerden kaginarak alimlarmi en aza
indirmeleri gerekmektedir (Landolt, 2012; Yang vd., 2014).

Salisilatlar: Bitkiler tarafindan ¢evresel stres faktorlerine karsi bir savunma olarak fiiretilen

dogal kimyasallardir. Salisilatlar, anti-inflamatuar 6zelliklere sahiptir.
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Bu dogal kimyasallar meyve ve sebzeler, caylar, kahve, baharatlar, kuruyemisler ve bal dahil
olmak iizere ¢ok c¢esitli gidalarda bulunur. Birg¢ok gidanin dogal bir bileseni olmasinin yani sira

salisilatlar genellikle gida koruyucusu olarak kullanilir ve ilaclarda bulunabilir.

Asirt miktarda salisilat saglik sorunlarina neden olabilirken, ¢ogu insan gidalarda bulunan
normal miktarlarda salisilat tiiketmede sorun yasamaz. Bununla birlikte, bazi insanlar bu
bilesiklere karsi asir1 derecede hassas olup kiiciik miktarlarda bile tiiketildiginde olumsuz
reaksiyonlar gelistirebilirler. Salisilat intoleransinin belirtileri Siniis enfeksiyonlari, burun ve
siniis polipleri, astim, ishal, bagirsak inflamasyon (kolit) ve kurdesendir. Salisilatlar1 diyetten
tamamen ¢ikarmak olanaksiz olsa da salisilat intoleransi olanlar baharat, kahve, kuru {iziim ve
portakal gibi salisilat orani yiiksek gidalarin yani sira salisilat igeren kozmetik ve ilaglardan
kagmmalidir (Baenkler, 2008; Duthie ve Wood, 2011).

Aminler: Gidalarin depolanmasi ve fermantasyonu sirasinda bakteriler tarafindan iretilir ve ¢ok
cesitli gidalarda bulunur. Bir¢ok amin tiirii olmasina ragmen, histamin en sik gida ile ilgili
intoleranslarla iligkilidir. Histamin, viicutta bagisiklik, sindirim ve sinir sistemlerinde rol
oynayan bir kimyasaldir. Alerjenlere karsi ani bir inflamatuar yanit olusturarak viicudu
enfeksiyondan korumaya yardimei olur. Bu, zararli istilacilar1 potansiyel olarak atmak igin
hapsirma, kasint1 ve sulu gozleri tetikler. Hosgoriisliz insanlarda histamin kolayca metabolize
olur ve atilir. Bununla birlikte, bazi insanlar histamini diizgiin bir sekilde parcalayamaz ve
viicutta birikmesine neden olmaktadir. Histamin intoleransinin en yaygmn nedeni ise
histamindiamin oksidaz ve N-metiltransferazin par¢alanmasindan sorumlu enzimlerin islev
bozuklugudur. Histamin intoleransinin belirtileri derinin Kizarmasi, bag agrisi, kurdesen, kasintt,
endise, karin kramplari, ishal ve diisiik kan basincidir. Histamin intoleransi olan kisiler, bu dogal
kimyasali iceren fermente gidalar, kiirlenmis etler, kurutulmus meyveler, narenciyeler, avokado,
olgunlagmis peynirler, fiime balik, sirke, ayran, bira ve sarap gibi fermente alkollii igecekler gibi
da gidalardan kaginmahidir (Jutel vd., 2006; Kovacova-Hanuskova vd., 2015; Maintz ve Novak,
2007).

FODMAP'ler: Fermente edilebilir oligo-, di-, mono-sakkaritler ve polioller anlamina gelen bir
tanim olup bir¢ok gidada dogal olarak bulunan ve sindirim rahatsizligina neden olabilen kisa
zincirli karbonhidrat grubudur. FODMAP'ler ince bagirsakta zayif bir sekilde emilir ve bagirsak
bakterileri i¢in enerji kaynagi olarak kullanildigi kalin bagirsaga gegerler. Bakteriler, gaz lireten
ve siskinlik ve rahatsizliga neden olan FODMAP'leri parcalar veya fermente ederler. Bu
karbonhidratlarin ozmotik 6zellikleri de vardir. Yani sindirim sistemine su ¢ekerek ishale neden
olurlar. FODMAP intoleransimin belirtileri siskinlik, ishal, gaz, karin agris1 ve kabizhktir.
FODMAP intoleranslari, irritabl bagirsak sendromu veya IBS'si olan kisilerde ¢ok yaygindir.
Aslinda, IBS teshisi konan kisilerin %86's1 gibi énemli bir orani, diisik FODMAP diyetini
uygularken sindirim semptomlarinda azalma yasarlar (Fedewa ve Rao, 2014; Gibson ve
Shepherd, 2010; Nanayakkara vd., 2016).

Stiilfitler: Siilfitler, dncelikle gidalarda, iceceklerde ve bazi ilaglarda koruyucu olarak kullanilan
kimyasallardir. Ayrica lizim ve eskitilmis peynir gibi bazi gidalarda dogal olarak bulunabilirler.
Esmerlesmeyi geciktirmek igin kuru meyvelerde ve bakterilerin neden oldugu bozulmay1
Onlemek i¢in saraplara siilfit kullanilmaktadir. Cogu insan yiyecek ve igeceklerde bulunan
siilfitleri tolere edebilir. Ancak bazi insanlar bu kimyasallara kars1 hassastir. Astimli kigilerde
stlfit duyarliligi en yaygin olanidir. Astimi olmayan kisiler de siilfitlere karsi toleranssiz
olabilir.

157


https://pubmed.ncbi.nlm.nih.gov/?term=Jutel+M&cauthor_id=16354958
https://pubmed.ncbi.nlm.nih.gov/?term=Kovacova-Hanuskova+E&cauthor_id=26242570
https://pubmed.ncbi.nlm.nih.gov/?term=Maintz+L&cauthor_id=17490952
https://pubmed.ncbi.nlm.nih.gov/?term=Novak+N&cauthor_id=17490952
https://www.ncbi.nlm.nih.gov/pubmed/?term=Fedewa%20A%5BAuthor%5D&cauthor=true&cauthor_uid=24357350
https://www.ncbi.nlm.nih.gov/pubmed/?term=Rao%20SS%5BAuthor%5D&cauthor=true&cauthor_uid=24357350
https://onlinelibrary.wiley.com/action/doSearch?ContribAuthorRaw=Gibson%2C+Peter+R
https://onlinelibrary.wiley.com/action/doSearch?ContribAuthorRaw=Shepherd%2C+Susan+J
https://www.ncbi.nlm.nih.gov/pubmed/?term=Nanayakkara%20WS%5BAuthor%5D&cauthor=true&cauthor_uid=27382323

Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 23.10.2021 Kabul tarihi: 21.05.2022
DOI: 10.14514/BYK.m.26515393.2022.sp/ 151-166

Silfit duyarliliginin  yaygin semptomlari kurdesen, derinin sismesi, burun tikaniklig,
hipotansiyon, kizarma, ishal, hiriltt ve oksiirmedir. Siilfitler, siilfit duyarliligi olan astimli
hastalarda hava yolu daralmasina ve ciddi vakalarda yagsami tehdit eden reaksiyonlara neden
olabilir.

Tiirk Gida Kodeksi, siilfit igeren veya gidanin islenmesi sirasinda siilfit kullanilan tiim gidalarin
etiketinde siilfit kullaniminin beyan edilmesini zorunlu kilmaktadir. (Anon, 2022c; Bold, 2012;
Vally ve Misso, 2012).

Fruktoz: Bir FODMAP tiirii olan fruktoz, meyve ve sebzelerin yani sira bal ve yiiksek fruktozlu
musir surubu (HFCS) gibi tatlandiricilarda bulunan basit bir sekerdir. Ozellikle sekerli
iceceklerden gelen fruktoz tiiketimi son yillarda ¢arpici bir sekilde artmis olup obezite, karaciger
ve kalp hastaligindaki artigla baglantili oldugu veurgulanmaktadir. Fruktoza bagl
hastaliklardaki artisin yani sira, fruktoz emilim bozuklugu ve intoleransinda da artis
goriilmektedir. Fruktoz intoleransi olan kisilerde fruktoz kana verimli bir sekilde emilmez.
Bunun yerine, emilen fruktoz, bagirsak bakterileri tarafindan fermente edildigi kalin bagirsaga
gider ve sindirim rahatsizligina neden olur. Fruktoz emilim bozuklugu belirtileri reflii, gaz,
ishal, mide bulantisi, karin agrisi, kusma ve siskinliktir. Fruktoz intoleransi olan kisiler
genellikle diger FODMAP'lere karsi da duyarhidir ve diisik FODMAP diyetinden
yararlanabilirler. Fruktoz emilim bozuklugu ile ilgili semptomlar1 yonetmek igin yiiksek
fruktozlu gidalardan kagmilmahidir (Ebert ve Witt, 2016; Fedewa ve Rao, 2014; Rizkalla, 2010).

Diger Yaygin Gida Entoleranslart

e Aspartam: Aspartam, yaygin olarak seker yerine kullanilan yapay bir tatlandiricidir
(Lindseth, 2014).

e  Yumurtalar: Bazi insanlar yumurta aklarini sindirmekte giicliik ¢ekerler ancak
yumurtalara alerjisi bulunmamaktadir. Yumurta intoleransi, ishal ve karin agrisi gibi
semptomlarla iligkilidir (Caubet ve Wang, 2011).

e Monosodyum glutamat (MSG): Gidalarda lezzet arttirict katki maddesi olarak
kullanihir. MSG ile ilgili daha fazla arastirmaya gereksinim vardir. Ancak bazi
aragtirmalar biliylik miktarlarin bas agrisina, kurdesenlere ve gogiis agrisina neden
olabilecegini gostermistir (Anon, 2022b).

e Gidaboyalari: Red 40 ve Yellow 5 gibi gida boyalarinin bazi insanlarda agir1 duyarlilik
reaksiyonlarina neden oldugu gosterilmistir. Semptomlar kurdesen, cilt sismesi ve
burun tikanikligini igermektedir (Kobylewski Jacobson, 2012).

e Maya: Maya intoleransi olan kisiler genellikle maya alerjisi olanlara gore daha az
siddetli semptomlar yasarlar. Semptomlar tipik olarak sindirim sistemi ile sinirldir.

o Seker alkolleri: Seker alkolleri genellikle sekere sifir kalorili alternatifler olarak
kullanilir. Baz1 insanlarda siskinlik ve ishal de dahil olmak iizere biiyiik sindirim
sorunlarina neden olabilirler (Oku ve Nakamura, 2007).

4. Yaygm Gida Alerjileri ve Belirtileri

Gida alerjileri, cildi, gastrointestinal, solunum veya kardiyovaskiiler sistemleri etkileyebilir.
Birgok yiyecek tiirii alerjen olabilir, ancak bazi yiyeceklerin alerjik reaksiyonu tetikleme
olasilig1 digerlerinden ¢ok daha fazladir. Gida alerjilerinin belirtileri hafif ila siddetli arasinda

degisebilmektedir. Aniden ortaya ¢ikabilir veya birkag saat iginde gelisebilirler.
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Bir kisinin bagisiklik sistemi, az miktarda alerjene tepki verebilir, bu nedenle gida alerjileri,
ozellikle solunum etkilenirse, 6zellikle tehlikeli ve yasami tehdit edici olabilir. Gida alerjileri
nefes almay1 etkileyebileceginden, astimi olan kisilerde gidaya kars1 6liimciil alerjik reaksiyon
riski artar.

Bir gida alerjisi ile ilgili hafif semptomlar hapsirma, tikali veya burun akintisi, kagintili sulu
gozler, sigme, dokiintii, karin kramplar1 ve ishal olabilir. Yiyeceklere karsi siddetli alerjik
reaksiyonun (anafilaksi olarak adlandirilir) belirtileri hirilt1 dahil nefes almada zorluk,
dudaklarin, dilin veya bogazin sismesi, Kurdesen (kasmntili, lekeli ve kabarik dokiintii), bas
dénmesi veya bayginlik, mide bulantis1 ya da kusmadir (Anon, 2012; Can vd, 2019; Chin Chan
ve Goldman, 2014; Goniil, 2011; Magee vd., 2020; Scurlock vd., 2005;).

Alerjik gidalar asagida detaylandirilmistir (Anon, 2012; Can vd, 2019; Chin Chan ve Goldman,
2014; Goniil, 2011; Magee vd., 2020; Scurlock vd., 2005):

Stit alerjileri: Siit alerjileri, diger gida alerjilerinden daha fazla calisilmigtir. Siit alerjisi, inek
siitiinde bulunan proteinler olan peynir alti suyu veya kazeine karsi bir reaksiyondur. Laktoz
intoleransi ile ayni sey degildir. Siit alerjisi olan ¢ocuklarin yumurta, soya ve yer fistig1 gibi
diger gidalara karst alerjik reaksiyonlar gelistirmesi ¢ok daha olasidir. Siit alerjisi olan
cocuklarin ¢cogunda ayrica astim, alerjik rinit veya egzama gibi bir veya daha fazla atopik
hastalik gelisir. Siit, cocuklar i¢in en yaygin gida alerjisi tetikleyicilerinden biridir (Bettcher vd.,
2020).

Alerjik reaksiyon, genellikle siit igeren bir gidanin tiiketilmesine yanit olarak saptanan gesitli
semptomlar olarak kendini gosterir. Doktorlar tarafindan genellikle inek siitii alerjisi olarak
adlandirilan bir siit alerjisi, yaygin bir tanidir. Bireyin viicudu, siitte bulunan bir veya daha fazla
proteine bagisiklik tepkisi iirettiginde bir siit alerjisi olusur. Inek siitii en yaygm siit iiriinii olsa
da bu alerjiler kegi veya koyun siitii gibi diger hayvan siitlerini tiikketmeye tepki olarak da
olabilir. Bu durum bebeklerin %2-3"iinii etkilemektedir. Genellikle alti yasina kadar ortadan
kalkarak prevalansin yaklasik %1'e diiser. Bununla birlikte, yetiskin alerjileri yagsam boyu olma
egilimindedir. Semptomlar hafif ila yasami tehdit eden anafilaksi arasinda degisebilir. Bu
siddetli reaksiyon meydana gelirse, bir kisi derhal acil servise bagvurmalidir. Siit alerjisinin
belirtileri genellikle siit tiiketiminden sonra birkac¢ dakika ila birkag¢ saat icinde ortaya gikar.
Semptomlar yastan bagimsiz olarak benzerdir ancak bireye gore farklilik gdsterebilir. Bazi
insanlarin hafif reaksiyonlar1 vardir, ancak bazilarmin daha asir1 reaksiyonlart olabilir. Bilim
adamlari, bazi insanlarin neden digerlerinden daha siddetli tepki gosterdiginden emin degildir.
Siit iriinleri tiikettikten sonraki bir saat icinde ortaya g¢ikan hizli baslangicli semptomlar,
kurdesen, hirilti, agiz veya dudak ¢evresinde kasint1 veya karincalanma, dudaklarin, dilin veya

bogazin sismesi, 6ksiiriik veya nefes darligi, kusma ve anafilaksidir.

Siit alerjisi ve laktoz intoleransi genellikle benzer semptomlarla ortaya ¢ikmakta olup bu iki
durumu ayirt edilmesini zorlastirir. Bununla birlikte kiginin semptomlarini uygun sekilde tedavi
etmek icin siit alerjisi ile laktoz intoleransi arasindaki fark bilinerek teshis konmalidir. iki kosul
arasindaki en biiytlik fark, bir siit alerjisinin viicudun bagisiklik reaksiyonuna girmesine neden
olmasi, laktoz intoleransinin ise sindirim sistemi ile ilgili bir sorun olmasidir. Siit iriinleri
tilkettikten sonra laktoz intoleransinin yaygim belirtileri ise gaz, siskinlik ve ishaldir. Laktoz
intoleransi, bireyin viicudunun laktaz agisindan yetersiz oldugu bir sindirim durumudur. Bireyde
laktaz bulunmadiginda ve siit iiriinleri tiiketildiginde, bu gaz, gastrointestinal rahatsizlik ve
ishale neden olabilir.
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Bir kisi siit {irlinlerine alerjik reaksiyon gosterdiginde, viicudunun siit iiriiniinde bulunan belirli
proteinlere nasil tepki gosterdiginin bir sonucudur. Siit alerjisi olan bir kisi siit tiikettiginde
viicudun bagigiklik sistemi, belirli bir siit proteinine yanit verir, bagisiklik tepkisini tetikler ve
proteini noétralize etmeye ¢aligir. Viicudun proteinle bir sonraki temasinda, bagisiklik tepkisi
onu tanir. Viicut siit proteinine tepki verecek ve immiinoglobulin E (IgE) ad1 verilen antikorlar
tiretecektir.

Viicut IgE antikorlari irettiginde, histaminler gibi alerjik reaksiyona neden olan belirli
kimyasallar1 salgilar. Bu, dokiintii veya nefes almada zorluk gibi bir alerjiyle iliskili
semptomlarla sonuglanir. Siit alerjisi olan kisiler, siit iirlinleri ve siit igeren gidalari tiiketmekten

kaginmalidir. Ciddi bir reaksiyondan kaginmak i¢in asagidaki dnlemler alinmalidir;

e Gida bilegenleri kontrol edilmelidir: Siit iiriinlerine alerjisi olan kisilerin siit igeren
gidalardan kaginmasini saglamak i¢in islenmis gidalardaki igerikleri gdzden gegirmek
onemlidir.

e Yiyeceklerin hazirlanmas1 hakkinda soru sorulmahdir: Ev disinda yemek yerken,
bireyler yiyeceklerin igindekiler ve yiyeceklerin hazirlanisi hakkinda bilgi almalidir.

e Antihistaminikler alinmalidir: Alerjik tepki hafifse, kisi semptomlar1 hafifletmeye
yardimec1 olmasi i¢in tibbi kontrol altinda regetesiz satilan bir antihistamin alabilir.

o  Epinefrin enjekte edilmelidir: Sit triinlerine daha siddetli reaksiyon gosteren bazi
kisilerin epinefrin enjekte etmesi gerekebilir. Daha siddetli reaksiyonlar1 olan kisiler

her zaman epinefrin tagimalidir.

Bir bireyin siit alerjisine sahip olma olasiligini artirabilecek bazi faktorler vardir. Bunlar sunlart
igermektedir;

e  Yas: Arastirmalar, bir yasin altindaki bebeklerin yaklagik %7'sinin siit alerjisine sahip
oldugunu tahmin edilmektedir.

o Aile oykiisii: Ailesinde alerji 0ykiisii olan bebeklerde alerji olasiligt ii¢ kat daha
fazladir.

e Evde evcil hayvan olmasi: Giderek artan sayida evcil hayvanla yasayan ¢ocuklar i¢in
daha sonraki yasamlarinda daha az alerjik belirti meydana gelmektedir.

e Daha kisa emzirme donemi: Daha kisa siire emzirilen bebeklerin alerji gelistirme
olasilig1 daha yiiksektir. Aragtirmalar, anne siitii igmeye devam eden bebeklerde alerji
riskinin azaldigimi gostermektedir.

e Diger alerjiler: Diger alerjilerin varligi, cocuklarda egzama ve astim gibi bagka alerjik
durumlar gelistirmesine neden olabilir.

e Bebeklerde erken gidaya gecis: Dort aydan once yiyecek tiiketen bebekler, alti aylik
veya daha biiyiilk olana kadar sadece anne siitilyle beslenen bebeklere gore alerji

gelistirme riski daha yiiksektir.

Siit trtinleri tiikettikten sonra rahatsizlik, kizariklik veya diger alerjik reaksiyon belirtileri
yasayan bireyler veya ¢ocuklari olanlar, bu reaksiyonun nedenini belirlemek i¢in tibbi destek
almalidirlar. Bir kisinin nefes almada zorluk veya yiiz ve bogaz bolgesinde sisme gibi daha
siddetli bir reaksiyonu varsa, derhal tibbi yardim almalidir. Siit alerjisi olan kisiler, kegi siitii
gibi diger hayvansal {riinlere ve soya, badem siitii gibi bitkisel bazli alternatiflere kars1 da
alerjiye sahip olabilir. Anne siitii, heniiz tam gidalar titketmeyen bir yagindan kiiciik bebekler

icin mitkemmel bir segenektir.
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Ancak anne siitii bir secenek degilse, soya proteini formiilii, hipoalerjenik formiil (siit proteinini
giderir) ve amino asit bazli formiillerdir. Ayrica, emziren ebeveyn siit tiikettikten sonra bazen
bebekler anne siitiine alerjik reaksiyon gosterebilir. Bunu fark eden veya siit liriinlerine alerjisi
olan bebekleri olan ebeveynler, en iyi alternatif formiilii belirlemek igin tibbi destek
almmalidirlar.

Sonug olarak siit alerjisi olan bireyler normal bir hayat yasayabilirler. Bununla birlikte, alerjik
reaksiyondan ka¢imak ic¢in siit lirlinlerinden ve siit proteinleri iceren gidalardan kaginmalari
gerekecektir.

Bir¢ok cocuk bir siit alerjisini asabilirken, yetiskinlerdeki alerjilerin ¢cogu zamanla kaybolmaz.
Bu nedenle siit alerjisi olan bir yetiskin muhtemelen hayatinin geri kalaninda buna sahip
olacaktir. Bu kisiler bir plan gelistirmek icin tibbi destek almalidirlar. Bu kisilerin siddetli bir
reaksiyon olan anafilaksi yasamalari durumunda enjekte edilebilir epinefrini nasil

kullanacaklarini bilmeleri 6nemlidir.

Yumurta alerjileri: Yumurta alerjileri en sik ¢ocuklarda goriiliir ve genellikle ¢ok geng yasta
diizelir. Ancak bazi insanlar tiim yasamlar1 boyunca yumurtaya alerjisi kalabilir. Bir kisinin
yumurta sarisinda veya beyazinda bulunan belirli bir proteine alerjisi olabilir. Yumurta sarisina
alerjisi olan bir kisi yumurta beyazini tolere edebilir ve bunun tersi de miimkiindiir. Bazi

insanlarin her ikisine de alerjisi vardir.

Fistik alerjileri: Fistik alerjisi olan ¢ocuklarmn yer fistigina karst duyarliliklar nadiren gelisir.
Bu nedenle fistik alerjisi genellikle dmiir boyu siiren bir rahatsizliktir. Bu nedenle, fistik
alerjileri 6zellikle ciddidir. Bir kiginin yagsami boyunca herhangi bir zamanda ortaya ¢ikabilir.
Nadir olsa da fistik alerjisi anafilaksiye neden olabilir. Bu, nefes almay1 kisitlayabilen veya kalp
durmasina neden olabilen ciddi bir alerjik reaksiyondur. Anafilaksi, bir doz epinefrin seklinde
acil tibbi miidahale gerektirir. Semptomlarin geri donmediginden emin olmak igin atistan sonra
birkag saat izlenmelidir. Unlu mamuller ve soslar dahil bir¢ok iiriinde bulunurlar. Her zaman
gida etiketi kontrol edilmelidir. Etiketlerde mutlaka olup olmadigi belirtilmelidir. Disarida
yemek yendiginde, yemegin nasil hazirlandig1 sorulmali ve alerjiniz oldugu belirtilmelidir.

Kabuklu deniz iiriinleri alerjileri: Bir yetiskinde ani bir deniz riinleri alerjisi gelisebilir ve
genellikle 6miir boyu kalic1 olabilir. Karides, yengeg, kerevit ve 1stakoz ciddi reaksiyonlara
neden olabilir. Istiridye, midye, ahtapot ve kalamar da tetikleyici olabilir. Alerjik bir yap: varsa,

tiim kabuklu deniz hayvanlarindan kaginilmalidir.

Kuruyemis alerjileri: Islenmis gidalarin etiketlerde kuruyemisler mutlaka listelenmelidir.

Ancak restoranlarda ve pastanelerde bunlardan kaginmak daha zordur.

Balik alerjileri: Bazi insanlarin taze somon Ve ton balig1 alerjisi vardir. Kisi, bir tir baliga
alerjisi varsa, digerlerine de tepki verebilir. Tay ve Cin yemeklerinde balik soslarina dikkat
edilmelidir.

Soya alerjisi: Ekmekler, kurabiyeler, konserve ¢orbalar, islenmis etler ve atistirmalik
yiyeceklerin hepsinde soya bulunabilir. Alerjisi olanlar, uzak durmak i¢in gida etiketlerini
mutlaka okumalidir.

Ayrica, edamame, tofu, soya siitii, miso ve soya sosu gibi geleneksel soya gidalarindan da
kagmilmalidir. Bebeklerin ve ¢ocuklarin bu alerjiye sahip olma olasilig1 yetiskinlerden daha
fazladir.
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Bugday alerjisi: Ekmekten biraya, salata sosundan sarkiiteri etlerine kadar pek ¢ok iiriinde
bugday bulunabilir. Bugday proteinleri, bazi islenmis gidalarin birbirine yapismasina ve onlara
doku vermesine yardimci olur. Bugday alerjisi varsa, arpa, yulaf, ¢avdar, misir ve piring gibi
diger tahillar giivenli olabilir. Ancak bulgur ve kuskustan kaginmak gerekebilir. Bugday alerjisi
olanlarm gliiten titketmekte sorunu olmayabilir.

Domates Alerjileri: Domates alerjisi, domateslere karsi tip 1 asirt duyarliligidir. Tip 1 alerjiler
genellikle temas alerjileri olarak bilinir. Bu tiir alerjisi olan bir kisi domates gibi bir alerjenle
temas ettiginde, deri, burun, solunum ve sindirim yollar1 gibi agikta kalan bdlgelere histamin

saliir. Buna karsilik, bu alerjik bir reaksiyona neden olur.

Bat1 diyetinde domates ve domates bazli iiriinler en yogun tiiketilen gidalardan bazilari olmasina
ragmen, domates alerjileri son derece nadirdir. Domates alerjisi olan bir kisi ayrica patates, kus
tiziimi ve patlican dahil olmak iizere alerjik reaksiyonlara egilimlidir. Cogu zaman, domates
alerjisi olan kisilerde latekse de ¢apraz reaksiyon olur. Domates alerjisinin belirtileri genellikle
alerjen tiiketildikten kisa bir siire sonra deri dokiintiisii, egzama veya kurdesen (lirtiker), karin
kramplari, mide bulantisi, kusma veya ishal, bogazda kasintt hissi, dkslirme, hapsirma, hirilti
veya burun akintisi, yiiz, agiz, dil veya bogazda sisme (anjiyoddem), anafilaksi (¢ok nadiren)
olarak ortaya cikar. Domates alerjisi egzamasi, gida alerjisi olan kisilerin sadece %10'unda
gOriiliir. Bununla birlikte, domatesler, kuruyemis egzamasi olanlar igin tahris edici olarak kabul
edilmektedir.

Katki maddeleri alerjisi: MSG (monosodyum glutamat) kizarma, sicaklik, bas agris1 ve gogiis
rahatsizlifina neden olabilir. Baz1 kuru meyvelerde, sarapta ve diger yiyeceklerde bulunan
siilfitler astimli kisilerde solunum sorunlarma neden olabilir. Gida etiketleri siilfitleri
listelemelidir.

Yukarida listelenenler en yaygin olanlar olsa da kisinin herhangi bir yiyecege alerjisi olabilir.
Aslinda FARE, en az 170 gidanin alerjiye neden olabilecegini tahmin etmektedir (Anon,
2022d). Ayrica ¢apraz reaksiyon olasiligi da vardir. Genel olarak, alerjik reaksiyonun boyutu,
alerjinin ne kadar kotii olduguna ve tiiketilen tetikleyici yiyeceklerin ne kadar olduguna baglhdir.

Ancak tepkiler sasirtabilir. Bir dahaki sefere daha siddetli olabilir.

5. Gida Alerjisi ve Tedavi Se¢enekleri

Gida alerjilerinin teshis edilme sekli genellikle semptomlarin siddetine baghdir. Belirtiler
hafifse, su¢luyu tam olarak belirlemek i¢in yenilen ve igilen tiim yiyecekleri kaydetmek i¢in bir
yemek giinliigii tutulmasi 6nemlidir. Hafif bir gida alerjisini teshis etmenin bagka bir yolu,
belirli gidalar1 diyetten ¢ikarmak ve ardindan semptomlarin geri doniip donmedigini 6grenmek
icin onlar1 yavasga yeniden eklemektir. Daha siddetli alerjilerde cilt veya kan testleri yumurta,
stit, findik ve kabuklu deniz iiriinleri alerjilerini belirleyebilir. Diger alerji tiirlerinde oldugu gibi,
potansiyel riskli gidalarda kaginmak genellikle en iyi ilagtir. Gida alerjisi olan herkes, bir
markette veya restoranda yiyecek satin alirken alerjen igermediginden emin olmak igin dikkatli
olmalidir. Hafif semptomlar herhangi bir tedavi gerektirmeyebilir ve basit bir recetesiz satilan
antihistamin semptomlar1 ¢ozebilir. Daha ciddi alerjik reaksiyonlar i¢in, doktor steroid ilaglar1
recete edebilir. Steroidlerin ciddi yan etkileri olabilir ve mutlaka doktor kontroliinde birkag
giinden fazla kullanilmamalidir (Anon, 2012; Peters vd., 2020; Salsabila vd., 2021).

Alerjik kisilerin bir eleminasyon diyeti uygulmasi 6nemlidir. Alerjik reaksiyona neyin neden
oldugundan emin olunmazsa, ne yendigi ve nasil hissedildigi yazilmalidir.
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Bu, olast tetikleyicileri gosterebilir. Veya bir eliminasyon diyetine girme konusunda tibbi destek
almak igin danisilmalidir. Bu planda, giipheli bir yiyeceginin tiiketilmesi birakilabilir. Bu kisinin
alerjisine hangi yiyecegin neden oldugunu anlamasina yardimei olabilir (Nigg ve Holton, 2014).

Kisinin gida alerjisi olup olmadigini 6grenmesi i¢in deri prick ve kan testi ile denetimli yiyecek
miicadelesi calismasi yapilmaktadir. Cocuklarin siit, yumurta, bugday ve soya alerjisi olmasi
muhtemeldir. Ancak fistik, balik ve kabuklu deniz iiriinleri alerjisi olan ¢ocuklar genellikle
bunlara 6miir boyu sahip olurlar. Cocugun alerjisinin ge¢ip gegmedigini gormek icin kan testi
yapilmalidir. Cocugun olasi bir tetikleyici gidayr kendi basma kontrol etmesi igin
yedirilmemelidir. Kiiciik bir miktar bile yasami tehdit eden bir reaksiyona neden olabilir.
Tetikleyici gidalardan kagmnmak ve malzemeleri kontrol etmek icin mutlaka etiketler
okunmalidir. Yanlighikla limit disi bir sey yenirse ne yapilmasi gerektigine dair bir plan
yapilmalidir. Anafilaksinin ilk belirtisinde (hirilti, nefes almada zorluk, bas donmesi) acil
aranmali ve bir epinefrin ignesi kullanilmalidir. Tibbi bir kimlik bilezigi takmak veya alerjiniz
oldugunu soyleyen bir sey tasimak akillica olacaktir (Silva vd., 2013; Senol ve Kdksal, 2015).

6. Yemek Hizmeti Sunan isletmelerde Alerji Olgusu

Yemek hizmeti sunan isletmeler gida alerjisi reaksiyonlari riskini azaltabilir. Asagidaki adimlar1
atmak alerjik reaksiyonlar1 6nleyebilirler (Eren, 2020; McAdams vd., 2018; Pratten ve Towers,
2004; Radke vd., 2016):

e Personel, dzellikle daha az deneyimli personel gida alerjileri konusunda egitilmelidir.
Birgok restoranin gida alerjileri konusunda egitim almamis ve alerjenler hakkinda
temel bilgilere sahip olmayan personeli bulunmaktadir. Restoranda daha az deneyime

sahip personelin alerjiler hakkinda daha az bilgisi vardir.

e  Miimkiin oldugunda, gida alerjisi olan miisteriler i¢in yemek hazirlamak ve pisirmek
icin ayr1 ekipman ve alanlar kullanilmalidir. Birgok restoran, alerjen igermeyen
yiyecekleri ayri ekipman veya yiizeylerde hazirlamamistir. Ayri bir pisirme veya
hazirlik alan1 yoksa, yemek pisiren kisi, alerjisi olan miisteriler i¢in yiyecek

hazirlamadan 6nce yiizeyleri ve ekipmanin hijyeninden emin olmalidir.

e Menii 6geleri i¢in igerik listeleri veya tarifler saglanmalidir. Bazi restoranlar, meni

ogeleri i¢in igerik veya tarif listelerine sahip degildir.

o (Gida alerjisi olan miisterilere hizmet etmek icin bir plan olmalidir. Restoran personeli,
gida alerjisi olan miisterilere hizmet etme plani olan restoranlarda g¢alisiyorsa, gida
alerjileri hakkinda daha fazla bilgi sahibidir.

Restoranlarda gida alerjileri yaygindir. Restoranlarda birgok gida alerjik reaksiyonu meydana
gelir ve gida alerjisi olan her ii¢ kisiden biri bir restoranda reaksiyon gosterdigini bildirir. Gida
alerjilerini ele almak icin restoran uygulamalarint ve gida g¢alisanlarinin onlar hakkinda

bildiklerini anlamak, restoranlarda gida alerjisi reaksiyonlari riskini azaltmaya yardimci olabilir.
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Sonug olarak restoranlarin personelini gida alerjileri konusunda egitmek, miisteriler i¢in igerik
listelerinin bulunmasi ve gida alerjisi olan miisteriler i¢in yemek yapmak i¢in 6zel ekipman ve

alanlar saglanmasi veya s6z konusu yiyecekleri yapmadan 6nce personelin ¢aligma yiizeylerini

ve ekipmani hijyenik hale getirmesi sart kogsulmalidir.
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KRUVAZIYER TURIZMININ COVID-19 SALGININDA KRiZ YONETIMi
ACISINDAN DEGERLENDIRILMESI

Aziz MUSLU?, Giirol OZCURE?, Nimet ERYIGIT?

Oz

Turizmde artan hareketlilik ile birlikte kruvaziyer turizmi en hizl bilyiiyen endiistrilerden biri
olmustur. Gemi boyutlar1 hizla biiyiimis, 6lgek ekonomisinden yararlanilarak maliyetler
diismiis ve her segmentten miisteri kitlesine yonelik turlar gergeklestirilmistir. Diisiik maliyetli
turlarin yani sira farklilagtirilmis litkks segment miisteriye hitap eden turlarda sunulan hizmetler
gesitlendirilmistir. Yaganan her tiirlii kriz karsisinda basarili kriz yonetimi uygulamalari ile
endiistri gelisimini strdiirmiigtiir. Her tiirlii kriz ve olagandist durumlardan basarili sekilde
¢ikmay1 basaran kruvaziyer sektorii giiniimiize geldigimizde benzeri goriilmemis bir Covid-19
salgimm1 ve krizi ile karsi karsiya kalmistir. Salginin ortaya ¢iktigi ilk giinlerde kruvaziyer
gemilerinde karsilagilan vakalar yazili ve gorsel basinda olumsuz olarak sikga yer almistir.
Ailelerin tercih ettigi 6nemli turistik hizmetlerden olan kruvaziyer turizmi, bu olumsuz
durumlar ve seyahat yasaklari ile krizden en ¢ok etkilenen sektorlerden biri olmustur. Bu
calismada krizlerle miicadele agisindan deneyimli ve tecriibeli olan kruvaziyer sektorii kriz
yonetimi teorileri yardimi ile incelenmistir. Arastirma literatiir ve kriz yonetiminde uygulanan
Kurum-Tanitim Modeli, Kurumsal imaj Onarim (Restorasyon) Teorisi, Savunma, Durumsal
Kriz iletisimi, Kurumsal Yenilenme ve Retoriksel Arena Teorileri yardimiyla ve salgmn
sirasinda tiiketicilere iletilen inkar, sorumluluktan kaginma, eylemin olumsuzluklarini azaltma,
diizeltici islem ve kabullenme mesajlar1 ve stratejileri yabanci ve yerli ana akim medyada
¢ikan haberler igerik analizine tabi tutularak analiz edilmistir.

Anahtar Kelimeler: Kruvaziyer Turizmi, Covid-19 Salgini Krizi, Kriz Yénetimi ve Iletisimi
Teorileri, Igerik Analizi.

Jel Kodlar: L83, H12, L83, 731, 232

CRUISE TOURISM EVALUATION IN TERMS OF CRISIS MANAGEMENT
IN THE COVID-19 PANDEMIC TIMES

Abstract

With the increasing mobility in tourism, cruise tourism has become one of the fastest-growing
industries. Ship sizes have overgrown, costs have been reduced by taking advantage of
economies of scale, and tours have been organized for customers from all segments. On the
other hand, to low-cost tours, the services offered in tours that appeal to the differentiated
luxury segment customers have been diversified. In the face of all kinds of crises, the industry
has continued to develop successful crisis management practices. The cruise industry, which
has successfully exited from all kinds of crises and extraordinary situations, has faced an
unprecedented Covid-19 pandemic crisis. In the first days of the epidemic, frequently
mentioned cruise ships were negatively in the media. Cruise tourism, one of the essential
touristic services preferred by families, has been one of the sectors most affected by the crisis
with these adverse situations and travel bans.

In this study, the cruise sector, which is experienced in management crises, has been examined
with the help of crisis management theories.
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Crisis management theories; Denial, avoidance of responsibility, reducing the negativity of the
action, corrective action, and acceptance communicated to consumers with the help of the
Research literature and the Institution-Promotion Model, Institutional Image Repair
(Restoration) Theory, Defense, Situational Crisis Communication, Institutional Renewal, and
Rhetorical Arena Theories and during the epidemic. The analyzed messages and strategies of
the news in foreign and domestic mainstream media by subjecting them to content analysis.

Keywords: Cruise Tourism, Covid-19 Pandemic Crisis, Crisis Management and
Communication Theories, Content Analysis.

JEL Classification: L83, H12, L83, Z31, 232

1. Giris

Kruvaziyer turizmi bir kitle turizmi sayilmasa da 1950'1i yillardan itibaren genel olarak turizm
hareketlerine katilimin yogunlagsmasi modern kruvaziyer turizminin de baslangici sayilabilir.
Diger taraftan, "1950'li yillarda kitalararasi hava tagimaciliginin 6n plana ¢ikmasi ile
Atlantik'te yolcu tagimaciligina yonelik diizenlenmis gemiler is yapamaz hale gelmislerdir. Bu
durum karsisinda gemi sirketleri yeni bir pazar olusturmak zorunda kalmis ve gemilerin gezi,
tatil amagh kullanilmasi fikrinin gelismesi ile kruvaziyer turlari dogmustur (Biilbiil, 1993). Bu
gemiler II. Diinya Savagi’na kadar faaliyetlerini daha ¢ok ulastirma amaci ile siirdirmislerdir.
Savas sirasinda yasanan durgunluga karsin savas sonrasinda Akdeniz, Kuzey Denizi ve Baltik
Denizi’nde programli turlar seklinde kruvaziyer yolculuklari baglamistir.

Giintimiizde seyahat endiistrisinin en hizh gelisen sektorii kruvaziyer turizmidir. 1980°den beri
yillik gelisme orani %@8’lerdedir. Hizla biiyiiyen kruvaziyer gemileri 3000 ile 3500 turist
tasimakta, boylece, hem kisi basina diisen maliyetlerini disiirerek simdiye kadar kruvaziyer
turu almada maddi giicii olmayan turistleri de kazanarak sunduklar1 yeni hizmetlerle ¢ok cazip
bir turistik faaliyet durumuna gelmektedirler (IMEAK DTO, 2020).

Covid-19 salgin1 kiiresel diizeyde sirketler diizeyinde olumsuz etkiler yarattig1 gibi, ¢alisanlar
ve miisteriler izerinde de olumsuz etkisini gostermistir. Gazetecilik meslegi ile halkla iligkiler
ve tanitim birbiriyle siirekli etkilesim halinde oldugundan medyada sorunun ortaya ¢iktigi
Subat 2020 ile Mayis 2021 doneminde ¢ogu sirketlerin basin duyurularina dayanan haberler
yayimlanmistir. Gazeteciler sirketlerin halkla iliskiler uygulayicilarinin sundugu igerikleri

haber kaynagi olarak kullanmaktadirlar (Ozciire, 2021: 5).

Sirketlerin basin sozciileri kamuoyunu kriz iletisimi ve yonetimi sirasinda dogru ve eksiksiz
bilgilendirerek stratejilerini uygulamaktadirlar. Bu arastirmada kruvaziyer sirketlerinin kriz
iletisimi ve tanitimi ile kriz yonetiminde izledikleri stratejiler medya haberleri Kullanilarak
icerik analizi yontemiyle imaj onarim (restorasyon) teorisi kapsaminda incelenmistir.
Arastirmanin kapsamii olusturan 23 Mart 2020 — Mayis 2021 tarihleri arasinda en yiiksek
tirajli ulusal ekonomi gazetesinde Covid-19 salgini (pandemisi) siirecinde kruvaziyer turizmi
krizinin kriz yonetimi stratejileri agisindan ve diger paydaslara etkilerinin incelenmesi birgok
kez haberlere konu edilmistir.

Cesitli krizlerle karsilasan sirketlerin bir yandan etkili proaktif kriz yonetimi uygulamalari
yaparken bir yandan da degisen kosullara uyum ve rekabet iistiinliigii saglamak amaciyla

degisime uyum stratejileri izledikleri de goriilmektedir.
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Cagdas yonetim teknikleri uygulanan kriz donemlerinde krizlerin birgok olumsuz y&nii
bulunurken 6grenme basta olmak iizere biiyiime ve rekabet {istiinliigii saglama firsat1 da ortaya
¢ikmaktadir (Kogel, 2007: 294).

Kriz boyunca sinirl faaliyet gosterebilen kruvaziyer sirketleri toplam 40 milyar dolara ulasan
gelir kayiplar1 yaninda ¢alisanlarini iicretsiz izine ¢ikarmig, yan hizmetler sektorii de dikkate
alindiginda maliyetler ve gelir kayiplar1 dolayisiyla sektoriin zarar1 daha da artmustr.

Bu ¢alismada, kruvaziyer girketleri kriz iletisimi ve yonetiminde basgvurduklart halkla iligkiler
ve tanitim faaliyetlerinde nasil bir strateji izlediler? Kriz yonetimi ve iletigimi nasil saglandi?
Kriz yonetimi uygulamalari basarili oldu mu? Firmalar krizden itibarlarim1 koruyarak
cikabildiler mi? Uzun siiren olumsuz etkiler Pazar paylarimi kaybetmeden krizden
¢ikabilmelerini sagladi m1?...gibi sorulara tilkemizde 6nemli bir ekonomi gazetesi olan Diinya
Gazetesi’nde Subat 2020 ile Mayis 2021 aylar1 arasinda yayimlanan haberler arasindan
kruvaziyer turizmi ve kriz yonetimi ile ilgili haberler segilerek igerik analizi yardimiyla

Benoit’in imaj onarim (restorasyon teorisi) kapsaminda yanit aranmistir.

2. Kavramsal Olarak Kruvaziyer Turizmi

Kruvaziyer turizmi, gemide imkanlari ve varig limanlarinda turistik aktiviteleri (kiiltiir turlari,
tarihi yerleri gezme, deniz-kum ve giinesten yararlanma vb.) Onceden belirlenmis bir rotaya
dayali turizm tiiriidiir. Gastronomi igeren bir turizm aktivitesidir. Kara hayat, trafik, giiriilti

ve hava kirliliginin yarattig1 stresten kagmanin en iyi yolu deniz yolculugudur (Ward, 2009).

Kruvaziyer gemi: Gezi, eglence ve spor amaciyla onceden belirlenmis program ve rotada
seyreden, deniz turizmi ticaretinde kullamilmaya uygun konaklama, yeme-igme, eglence,
dinlenme, spor...v.b. aktivitelere uygun initeleri bulunan, kitalararasi seyahate elverisli,
yiiksek yolcu kapasitesine sahip denize elverisli olan deniz aracini (Dnz.Tur.Yon.Md.4)
tanimlar. Bu konuda, uluslararast Kruvaziyer Hatlar1 Birligi’nin (CLIA) tanimi soyledir:
"Seyahati programlanmis, derin sularda iki giin ya da daha fazla kalan, en az 100 yolcu
kapasiteli gemidir” (Incekara ve Yilmaz, 2002).

Kruvaziyer turizm, genelde orta yash ve yaslilarin katildigi, likks bir turizm cesidi olarak
bilinir. izmir Ticaret Odasinin (1IZTO) 2010 yili Kruvaziyer Yolcu Anketi sonuglara gore,
anket sonuglari, sektoriin degistigini gosteriyor. Gengler ve orta yaslilarin pay1 hizla artarken,
ciftler, arkadas gruplar1 da kruvaziyer turizmi tercih Ettigi gorilmistir (Yeni Asir,
2010).Yolcularin seyahat edecekleri Kruvaziyer gemiyi tercih etmelerinde;

. Kruvaziyer geminin seyir siiresi,

. Glizergahi,

. Gemiye binis ve gemiden inig limanlari,

. Yol parasi, giinliik ticret (liman vergileri harig, iki kisilik kabinde tek kisi fiyat:1 etkili

olmaktadir (Marti, 2008).

Kruvaziyer gemileri yolcuya sunulan hizmetler bakimindan iglevleri transatlantikten daha
genis, yatinm degerleri de konforun derecesine bagli olarak 1,5 milyar dolara kadar ¢ikabilen
deniz servetleridir. Bu yiizer yapilarda 4000 dolayinda yolcu seyahat edebilmektedir.
Giintimiizde, tonaji 137.300 gt, yolcu kapasitesi 3840 kisi olan Adventure of the Seas,
Voyager of the Seas isimli kruz gemileri bu evrensel sektériin en biiyiikleridir.
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15-16 kathh apartman yiiksekligindeki bu gemilerde balkonlu kamara uygulamasi
yayginlasmistir. Ornegin, Adventure of the Seas kruvaziyer gemisinin 1557 kamarasinin 757
tanesi balkonludur. Denizle i¢ ige olma diirtiisiiniin iriinii olan bu tasarim ayni zamanda
geminin konfor derecesi agisindan da bir itibar Olglisii olusturmaktadir (Akten, 2012).
Giiniimiizde hala kruvaziyer miisterileri yiiksek oranda iist gelir diizeyinden olusmaktadir
(Muslu, 2018).

Kruvaziyer gemileri biiyilikliiklerine gére mini, midi, panamax, mega gibi takilarla
nitelendirilmektedir. Mega kruzlar 3000-3800, panamax kruz gemileri 2000-3000, midiler
500-2000, mini kruzlar da 30-500 yolcu kapasiteli (pax) turizm gemileridir (Akten, 2012).
Kruvaziyer Pazar1 segmentlere ayrilmistir. Bunlar; Biitge “Budget”, Cagdas “Contemporary”,
Kaliteli “Premium”, Liiks “Luxury”, Nis ve spesiyalite “Niche” olarak siralanabilirler (Cruise
Industry News, 1998, Aktaran Gorken, 2011).

Biitge: En az iicrete tabi olan kruvaziyer segmentidir ki, kisi bag1 giinliik ticret 80 $’a kadar

diisiik olabilir. Diger gemilere gore kiiciik, eski, daha az eglence ve hizmet igerirler.

Cagdas: Bir¢ok gemi ve kapasitesiyle, biiyiik bir markettir. Gemiler, yeni, orta veya daha
biiyiik dlgiidedir. Ortalama sefer siiresi 7 giin veya daha azdir. Ucret de kaliteli ve Liiks
segmente gore daha ucuz, kisi bagi giinlik 300 $ dan azdir. Yolcular her yas ve gelir

grubundan, 6zellikle de ilk defa kruvaziyer yolculuk yapacak olanlarin tercihidir.

Kaliteli: Mitkkemmel servis, iyi yiyecek, tecriibeli ve stirekli seyahat eden yolcularin ilgisini
ceker. Yolcular genelde diger gemi segmentlerindekilere gore daha yasl, ¢ok zengindir. Sefer
stiresi 7-14 giin, ticret kisi bas1 giinliik 200-400 $ arasindadir. Gemiler orta-biiyiik 6l¢iide,
genellikle yeni olanlardandir.

Liiks: Kiigiik ve orta 6lgiidedirler. Gemiler genellikle yeni ve diinya ¢apinda, 7 veya daha fazla
giin seyir ederler. Ucret giinliik kisi bas1, 300 — 800 $ kadardur.

Nis veya Spesiyalite: Hem diger segmentlere uymaz hem de segmentlerin hizmet tiirlerini
icerir. Yelkenli gemiler, kesif, yuamusak macera, nehir gezisi gemileri olabilirler. Liiks yelkenli
gemiler, ortalama 7 giin siiren seyirlerinde giizel yiyecek ve hizmet sunmaktadirlar. Kisi basi
giinliik ticretleri 200-400 $ arasindadir. Kesif gemileri genelde 10 giin ve iistiinde seyrederler.
Bu gemiler daha az 6zellikli olmasiyla birlikte amag 6grenme deneyimi tizerinedir.

Kruvaziyer Isletmelerinin sunduklar1 hizmetin fiyat-deger iliskisindeki seviyeye gore ii¢ farkli

isletme sinifina ayrilmaktadir (Soner, 2005).

Liiks Smif Kruvaziyer Isletmeleri: Bu smiftaki isletmelerde, yiiksek fiyat karsihigi yiiksek
kalitede iiriin ve hizmet verilir. Yolcular, genis ve likk kamaralarda konaklarlar ve her anlamda
rafine bir hizmet alirlar. Misteri deneyiminin en iyi sekil olmasi adina, diger gemilerin
ugrayamadigi destinasyonlar glizergahlara dahil edilir ve yolcu sayisinin genelde az
tutulmasina dikkat edilir. Iki hafta veya daha uzun siiren geziler, genellikle 55 yas {istii,
yiiksek gelirli, seyahat Kiltiiri sahibi miisterilere hitap eder. Baslica liks kruvaziyer
isletmeleri arasinda; Crystal, Radisson Seven Seas, Seabourn, SeaDream, Silverseas ve
Windstar markalar sayilabilir.

Ust (Premium) Smmf Kruvaziyer Isletmeleri: Genelde 2000°den daha az miisteriye hizmet
veren bu gemiler, yiiksek kalitedeki {irlinlerini daha makul fiyatlara sunmaya galigirlar.
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Yar1 resmi ancak rahat bir atmosferde, iyi bir mutfak ve kisiye 6zel hizmet alan misteriler,
genelde 45 yas iistli gruplardan olusur. En az bir hafta siiren gezilerde aktif bir tatil gegiren
miisterilerin konaklamasi igin yine genis ancak asir1 liiks olmayan kamaralar mevcuttur. Bu
smifta en c¢ok tercih edilen markalar; Celebrity, Cunard, Hapag-Lloyd, Holland America,

Oceania ve Peter Deilmann’dir.

Orta (Mainstream) Siif Kruvaziyer Isletmeleri: Orta sinif gemiler, her tercihe gore bir iiriin
sunabilmekle birlikte mevcut mekanlarinda maksimum sayida misteriyi agirlamaya ¢aligirlar.
Standart konaklama birimlerinde geceleyen miisterilerin, giindelik ve hareketli bir ortamda iyi
fiyata iyi hizmet ve tiriin almalarina ¢aligilir. Bu smifta sunulan ti¢ ila yedi giinliik geziler, her
tirlit yas grubu ve oOzellikle aileler tarafindan tercih edilmektedir. 3000’den fazla kisiyi
tagtyabilen bu tiir gemileri isleten baslica markalar; Carnival, Costa, Delta Queen, Disney,
Norwegian, P&O, Princess, Royal Caribbean International, Royal Olympic ve Star

Cruises’dir.

Tablo 1. Diinya’da Bolgelere Gore Kruvaziyer Turizmi Dagilimi

Bolge Pay (%)
Karayipler/Bahamalar 37.3
Akdeniz 19.9
Avrupa (Akdeniz Harig) 9.8
Asya 3.6
Avustralya/Yeni Zellanda/G. Pasifik 4.1
Alaska 5.4
Giiney Amerika 3.4
Diger 16.5

Kaynak: Diinya Kruvaziyer Birligi resmi sayfast CLIA, https://cruising.org/en-gb .

Yukaridaki tablodan da anlasilacag: iizere diinyada kruvaziyer turizminden en biiyiik pay1
Karayipler/Bahamalar bolgesi almaktadir. Bu bolgenin %37.3’e ulasan paymi %19.9 ile
Akdeniz Bolgesi, onu %9.8’lik pay1 ile Avrupa izlemektedir. Asya %3.6, Avustralya, Yeni
Zellanda ve G. Pasifik toplamda %4.1, Alaska %5.4, Giiney Amerika %3.4 ve diger bolgelerin
%16.5 paya sahiptir. Kruvaziyer yolcularinin yas ortalamast 50°dir. Yapilan arastirmalar
yolcularin ortalama yillik gelirinin 100-110 bin dolar seviyesinde oldugunu ortaya
koymaktadir. Yolcularin kruvaziyer turizmini tercih etmesinin 6nemli nedeni 'eglenceli,
hesapli ve liikks' olarak 6ne ¢ikmasidir. Yolcularin %86 gibi 6nemli bir kismi1 evli ve %75'i
zaten seyahate esleriyle katilmaktadir IMEAK DTO, 2020).

3. Kruvaziyer Turizminin Onemi ve Tarihsel Gelisimi

Diinya genelinde, 2008 yilinda 16,24 milyon yolcu, kruvaziyer gemiler ile seyahat etmistir.
Bunun 9,5 milyonu Amerikali, 4,5 milyonu Avrupali, 720 bini Kanadali ve 1,45 milyonu diger
iilkelerin yolcularmi kapsamaktadir. Avrupa’da, Ingiltere vatandaslar1 basta olmak iizere
Almanya, Italya, Ispanya ve Fransa vatandaslari Avrupa’daki tiim kruvaziyer gemileri ile
taginan yolcularin %80’ini olusturmaktadir. Avrupa pazarinda yolcularin %60’ 1min Akdeniz
ile Atlantik Kitasi’na, %16,3’tiniin Kuzey Avrupa’ya ve kalanmm ise Avrupa digindaki

iilkelere, ozellikle de Karayipler’e yolculuk yaptigi saptanmustir (Europeancruisecouncil,
2011).
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Boylece, kruvaziyer turizmi hizla bliyimeye devam etmis, artan talebi karsilamak igin
sirketler 2000-2005 yillar1 arasinda 68 yeni kruvaziyer gemisini igletme filolarina katmiglardir.
Diinyadaki kruvaziyer gemi sayis1 2012 yil1 itibari ile toplam 400 civarindadir. 2010 yilinda
ise 15 milyon yolcu bu kapsamda tasinmistir. 2011 yilinda ise bu rakam yaklasik olarak 16
milyon civarinda gerceklesmistir. Insa agisindan ise 2010 yilinda 14, 2011 yilinda 156 adet
yeni gemi siparisi verilmis ve teslim edilmistir. Bu da yaklasik 10 milyar dolarlik yatirimin bu

yillarda gerceklestigini gostermektedir (Akar v.d., 2012).

Yaklagik yarim milyon dolarlik gemiler diinya denizlerinde isletilmeye baglamis olup, 2009
yili itibariyle degeri 700 milyon dolarlik gemilerin ingasina da baglanmstir (Yercan, 2009). Tlk
kez 1831 yilinda Italya’dan yola cikip Izmir’i de kapsayan bir Akdeniz turu ile baslayan
kruvaziyer turizmi, 2013 yili sonunda diinya genelinde 20.9 milyon yolcuya ulagmistir
(IMEAK DTO, 2020).

Diinya genelinde 2019 yilinda 14 milyon kisi kruvaziyer gemiler ile seyahat yapmistir. Bunun
10 milyona yakini (9,747) Amerikali, 4 milyonu da Avrupa ve diger iilkelerdendir.
Kruvaziyerlerin ¢ogu Karayipler’de seyir etmektedir. Ancak, Avrupa limanlarindan hareket
eden gemilerde bir artig goriilmektedir. En bilyiik grup (%48) Carnival’in sahip oldugu
Carnival- Costa- Aida ve onu takip eden Caribbean’da (%24) Avrupa’dan kruvaziyer
seferlerini gogaltmaktadir. Tiirkiye limanlar1 da program dahilindedir. Istatistiklere gore
limanlarimiza kruvaziyer gemileri ile gelen yolcularin sayist 1 milyonu agmigtir (DTO, 2020).

3.1. Hizla Biiyiiyen Kruvaziyer Turizmi Sektorii

Deniz Ticaret Odas1 2019 Y1l Sektor Raporu’na goére, kruvaziyer turizmi sektorii gliniimiize
kadar her yil artan bir hizla biiylimiistiir. II. Diinya savasindan itibaren sektor siirekli bir
gelisme gostermistir. Ornegin, iilkeler bazinda incelendiginde goriilecegi iizere, Almanya
2012 ile 2016 yillar1 arasinda %7.8, Fransa %5.7, Isvigre %3.1, Avusturya %2.5, Ingiltere ve
Irlanda %2.2, Beneliiks iilkeleri (Belgika, Netherlands ve Liiksemburg) %2 ve diger iilkeler
%6.6 oraninda biiyiirken baz1 iilkelerde bu alanda iilkelerarasi rekabet sonucu Italya -%3.9,
Iskandinavya -%5.2, Ispanya -%6.6 kii¢iilme yasanmis ve genelde toplam %2’lik bir biiyiime
orani gergeklesmistir. Giiniimiizde yasanan Covid-19 salgini ile birlikte kruvaziyer sektorii
benzeri goriilmemis bir kriz ile karsi1 karstya kalmistir.

2017 Yilinda Kruvaziyer Endistrisi Kiiresel Ekonomik Verileri’ne gére 28,5 milyon yolcu
taginmustir. 1,108,676 kisi istihdam edilmistir. 45,6 milyar maas 6denmis ve toplam $ 134
milyar gelir elde edilmistir (CLIA, 2021). Diinya ekonomisinde 2008-2009 Kkrizinin yaralarini
sarmasiyla birlikte yeniden biiylimeye baslayan kruvaziyer turizminde Tiirkiye'nin de yiikselisi
stirmektedir. Son 11 yila bakildiginda sadece 2009 yilinda gerileme yasayan Tiirkiye'ye gelen
kruvaziyer turisti sayist 2013 yilinda 2,2 milyonu gecerek, diinyadan aldig1 pay %l1l'e
¢itkmigtir. Son 10 yilda biiyiime oran1 %285 olarak gerceklesmistir. Kesinlesen rezervasyonlar
ve On talepler dikkate alindiginda Tiirkiye'ye gelen kruvaziyer turisti sayisinin 2019 yilinda da
tekrar %2-3seviyesinde artis saglamist1 (DTO, 2020).

Deniz Ticaret Odas1 2019 Y1l Sektor Raporu’na gore varig yerleri bazinda diinya kruvaziyer
pazarinda 2016 yili itibariyle toplam 6 milyon 674 bin yolcu turlara katilmistir. Bu rakamin
dagiliminda 3 milyon 363 bin yolcu ile Akdeniz ve Atlantik Adalar1 rotasi en basta tercih
edilen destinasyonu olusturmaktadir. Onu Kuzey Avrupa rotasi 1 milyon 386 bin yolcu ve
Karayipler ve Gerisi 1 milyon 925 bin yolcu ile izlemektedir.
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2019 yili itibariyle kruvaziyer turlar giizergahlar itibari ile yiizde olarak; Alaska 4.7%, Cin
hari¢ Asya 0.3%, Avustralya- Yeni Zelanda ve Pasifik 8%, Karayipler 34.4%,Cin 4.9%,
Avrupa Akdeniz bolgesi hari¢ 0.1%, Akdeniz 17.3%, Giiney Amerika 0.3%, diger bolgeler
16.2% ile ger¢eklesmistir (CLIA, 2021).

2020 Yilinda artan fiyatlar ve talep ile sektoriin rekor seviyelere ulasmaya baglamasiyla
yiiksek diizeyde iyimserlik mevcuttu. Yaklasik 30 milyon kisi ile sektoriin bliyiidiigii ve giiclii
bir goriiniimii bulunuyordu. Diinya Kruvaziyer Birligi’nin verilerine gére Tahminler 2020'de
32 milyondan fazla yolcu bekleniyor bazi analistlerin 2027'ye kadar 40 milyon ulasacagini
tahmin ediyordu (The Maritime Executive, 2021).

3.2. Covid-19 Salgim Krizi ve Kruvaziyer Turizmi

Giinimiiz diinyasinda her alanda goriilen hizli degisim ve artan belirsizlik, isletmeleri
beklenmedik tehlike ve firsatlarla yiiz yiize birakabilmektedir (Uyan, 2016). Covid-19 salgini
krizinin yarattigi1 firsatlar tam olarak goriilmese de krizin yikici etkisi goriilmemis sekilde

biiytlik olmustur.

Covid-19 salgini ilk olarak Aralik 2019'da Cin'in Wuhan kentinde tespit edildi. 11 Mart 2019
tarihinde Diinya Saglik Orgiitii (WHO) tarafindan salgin (pandemi) olarak ilan edildi. Vaka
sayilarinin her gegen giin artisi ekonomide piyasalarda belirsizlige neden oluyor. giin gectikge
artmaktadir. Covid-19 salgininin 2. Diinya Savasi'ndan sonra kiiresel ekonomi tizerinde en
biiyiik yikici etkilere neden oldugu belirtiliyor (Gossling vd., 2020). Krizler, isletmelerin i¢ ve
dis ticaretini etkilemekte, tiim diinyada sirketlerin kapanmasina hatta iilkelerin iflasina neden
olabilmektedir (Uyan, 2018).

13 Ocak 2012 tarihinde Italya'nin Toskana kiyilarindaki Costa Concordia vahim kruvaziyer
kazasi sonrasinda sektérde yasanan durgunluk ve borsada igletmelerin hisse senetlerinin diisiis

yasamasina karsin sektor basarili sekilde kisa siirede normale donmiistiir.

Kruvaziyer isletmeciligi, son yillarda Antarktika ve Arktik destinasyonlarina kadar turlar genis
bir yelpazede hizmet sunmaktadir. Yeni destinasyonlar ve alternatif pazarlar ile her yil hizlica
biiyiiyen bir endustridir. Oligopol piyasa yapisinin hakimiyeti altinda piyasada hizmet sunana
firmalar pazarin ¢oguna hakimdir. Bu sektorde, birka¢ biiylik sirket onemli pazar payina
sahiptir. Kruvaziyer piyasalar, dogal afetler, hedef iilkelerdeki ekonomik krizler, kur
dalgalanmalari, gemi kazalari, politik belirsizler ve savas gibi gelismelerden olumsuz
etkilenmektedir. Kontrol edilemeyen dis gevresel gelismeler haricinde piyasa hizmet sunan
kruvaziyer isletmelerince kontrol edilir. Biitiin olumsuz kosullar1 kontrol eden kruvaziyer
endiistrisi 2020'nin baglarinda Covid-19 salgini ile kontrol etmekte zorlandig1 bir kriz ile karst
karsiya kalmustir.

COVID-19, uluslararasi yolcu gemilerinin karsilastigi ilk salgin degil fakat bu sefer benzersiz
bir salgin haline gelen salgin krizi ile ¢ikmazdalar. Diinya saglik orgiitii halk sagligi acil
durumu politikalart olusturulduktan sonra, uluslararasi toplum sagligi merkezi alti kez
endemic salgin acil durum ilan etmistir. 2003 yilinda SARS, 2013'te HIN1 influenza, 2014'te
Ebola viriisii hastaligit ve 2015'te MERS salginlar1 biiyik olgiide kiiresel kruvaziyer
endiistrisini etkiledigi goriilmiistiir. Benzer halk sagligi sorunlart muhtemelen gelecekte tekrar

goriilecek ve kruvaziyer endiistrisini olumsuz etkileyecektir.
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Bu durumdan olumsuz etkilenen ve 40 milyar dolar gelir kayb1 yasayan firmalarin etkili bir
kriz iletigimi ile kriz yonetimi ile krizden ¢ikisa ¢6ztiim aradiklar1 goriilmektedir.

4. Kriz Yonetimi ve Kriz fletisimi Teorileri ve Uygulamalari

Literatiirde krizlerden ¢ikigta kullanilmak {izere gelistirilen gesitli kriz iletisimi teorileri
bulunmaktadir. Bunlar arasinda yer alan Kurumsal Savunma, imaj Onarim (Restorasyon),

Durumsal Kriz iletisimi ve Kurumsal Yenilenme Teorileri bunlarin en dnde gelenleri arasinda

yer almaktadir (Cakir, 2014: 72).

Tablo 2. Kriz letisim Teorileri

Teoriler Ozellikleri
Kurumsal Kuruma kars1 bir saldirinin yarattigi tehditi yonetmenin 6nemini belirtir.
Savunma Kurumun gerceklestirdigi iddia edilen ahlaken ya da yasal olarak yanlig

davranigin (kabahat) savunulmasina odaklanir. Savunmaya yonelik iletisim
stratejileri yiritir.

imaj Onarim
(Restorasyon)
Teorisi

Suglananin imajina yonelik tehditi ortadan kaldirmaya ¢alisir. Krize neden olan
kurumsal davranigin hesabinin verilmesi i¢in yapilacak agiklamaya odaklanir.
Aciklamalar1 yonetecek iletisim stratejileri yiirtitiir.

Durumsal Kriz

Krize iliskin sorumluluk yiiklemelerini azaltmaya caligir. fletisimi kurumun

iletisim itibari varliklari ve kriz tipine dayanarak belirlemeye odaklanir.Sorumluluk

Stratejileri yiiklemelerini ya da paydaslarin algilarini etkilemeye yonelik kriz tepki
stratejileri igin karar verme akis semasi bulunmaktadir.

Kurumsal Krizdeki biiylime ve 6grenme firsatlarini vurgular.Liderlik ve kurumsal iletiglim

Yenilenme prensiplerine bityiik 6nem verir Krizlerin tistesinden gelmek igin giiglii pozitif

Teorisi degerlere iyimser bir ileriye bakis perspektifine ve 6grenmeye dnem verir.

Retoriksel Arena
Teorisi

‘Coklu sesler’ siireci bu teorinin temelini olusturur. Bu sesler retoriksel arenada
bir araya gelir, rekabet eder, isbirligi yapar ve miizakere ederler. Kriz iletisimi,
kriz yonetiminin kriz dncesi, kriz ve kriz sonras1 asamalarinda cesitli paydaslarin
kriz yonetimini etkilemek i¢in yaptiklari iletisim gabalari ile ilgilidir. Paydaslar,
destekleyerek, karsi ¢ikarak veya uzlagarak bunu yaparlar.

Kaynak: Cakir, 2014: 72; Cinarli, 2016: 54-56; Ozciire, 2021: 24.
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Tablo 3. Kriz Tepki Stratejileri

Strateji | Ornek
1. Var olmama stratejileri
a. Inkar Biz yapmadik.

b. Agikliga kavusturma

Biz yapmadik ve iste nedeni.

c. Saldir

Bizi suglayanlar hata yapiyorlar.

d. GOz korkutma

Bizi suglayan1 dava edecegiz.

2. Mesafe stratejileri

a. Bahane

Biz sorumlu degiliz.

i. Glinah kegisi

Tedarik¢imiz neden oldu.

b. Niyetin inkar1

Bunun olmasini istememistik.

c. Iradenin inkar1

Bagka biri yapti.

d. Gerekgelendirme

Kriz 6tekiler kadar kotii degil.

i. Zarar kiigtiltmek

Krizden hi¢ kimse zarar gérmedi.

ii. Kurbanin layik oldugunu ne siirme

Kurban bu etkileri hak ediyordu.

iii. Krize neden olan olaym yanlis
yorumlanmasi

Bizim krizimiz bir etkiye neden olmadi.

3. Kendini zorla kabul ettirme

a. Destekleme

Haydi olumlu taraflarimizi inceleyelim.

Strateji

Ornek

b. Ustiinliik kurma

Gergek sorun ¢ok daha biiyiik.

c¢. Bagkalarmi 6vme

Tavsiyeniz i¢in ¢ok tesekkiir ederiz.

4. Af dileme (Bagislanmay1 isteme)

a. Ilgi ve iyilestirme

Kurbanlarin durumunu yakindan takip ediyoruz,
zararlarini telafi edecegiz

b. Pismanlik

Liitfen 6zriimiizii kabul edin.

c. Diizeltme

Iste sorunu nasil ¢ozecegimiz.

5. Aci cekme

Biz de krizin kurbaniyiz.

Kaynak: Cinarl, 2016: 52; Ozciire, 2021: 34.

Uyumlandirma stratejileri; sorumluluklar1 kabul eden, iyilestirici eylemler dneren ya da her

ikisini birlikte yapan stratejidir. Savunma stratejileri ise sorun olmadigini iddia eden, kriz
sorumluluklarini reddetmeye calisan bir strateji 6zelligindedir (Cakir, 2014: 113).
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Tablo 4. imaj Onarim (Restorasyon) Stratejileri ve Temel Ozellikleri

Mesaj Stratejisi

Temel Ozellikler

INKAR

Basit Inkar

Herhangi bir hatanin olmadigini ileri siirme

Sugu Bagkasina Atma Hatanin bagskasi tarafindan yapildigini ileri siirme
SORUMLULUKTAN
KACINMA
Provokasyon Faaliyetin baska bir eylem sonucunda yapilmak zorunda kalindigin1
ileri stirerek hatanin anlagilabilir kargilanmasini saglamaya ¢aligma.
Eksiklik Hatanin bilgi veya yetenek eksikliginden kaynaklandigini ileri siirme
Kaza Hatanin bir talihsizlik sonucunda meydana geldigini ileri siirme
Iyi Niyet Hata olmasina ragmen iyi niyet oldugunu ileri siirme
EYLEMIN

OLUMSUZLUKLARINI
AZALTMA

Destekleme

Hata olmasina ragmen faaliyetin iyi niteliklerine ya da gegmisteki
olumlu yonlerine vurgu yapma

Minimize Etme

Hatadan kaynaklanan zararin ¢ok ufak oldugunu ileri siirme

Ayirt Etme Hatanin gegmiste bagka firmalarin yaptiklar1 benzer hatalardan daha
az zarara neden oldugunu ileri siirme
Ustiinliik Faaliyet sonucunda elde edilen faydanin, hatanin neden oldugu

zararlarindan daha 6nemli oldugunu ileri siirme

Suglayana Saldirma

Suglayanin toplumdaki giivenilirligini azaltmaya ¢alisma

Tazminat Magdurlara tazminat 6deme, zararlarini karsilama
DUZELTICI ISLEM Sorunu ¢dzme ya da 6nleme plani
KABULLENME Hata i¢in 6ziir dileme

Kaynak: Cetin ve Toprak, 2016: 59; Ozciire, 2021: 30.

Itibar1 korumaya yonelik kriz iletisiminde bes ana mesaj stratejisi izlenebilmektedir. Bunlar;
(1) inkar, (2) Sorumluluktan Kaginma, (3) Eylemin Olumsuzluklarmi Azaltma, (4) Diizeltici
Islem ve (5) Kabullenme’dir (Cetin ve Toprak, 2016: 54-68).

176




Beykoz Akademi Dergisi, 2022; Ozel Say1

Gonderim tarihi: 06.07.2021 Kabul tarihi: 15.11.2021
DOI: 10.14514/BYK.m.26515393.2022.sp/ 167-185

5. Covid-19 Salgim Siirecinde Kruvaziyer Turizminin Kriz Yoénetimi ve
Kriz iletisimi Uygulamalarimin Medya Haberleri icerik Analizi

ARASTIRMA MAKALESI

Icerik analizi yontemi, yazili bir haberin belirli niteliklerinin sayisal veriye dokiilerek

okunmasi, tarafsiz, dogru, dizgeli ve rakamsal olarak agiklama yapma olanagi saglayan bir

arastirma teknigidir.

Tablo 5. Tiirkiye’de Diinya’da Ana Akim ve Sosyal Medyada Kruvaziyer Turizmi

Haberlerinin Sayis1 Olay (Vaka) Analizi (23 Mart 2021 — May1s 2021)

Gazete veya Haber Sitesi Adi ve LinKki

Haber Sayist

Diinya Gazetesi, www.dunya.com.tr 10
Vira Haber, 5
www.virahaber.com

Cruise Industry News 15
www.cruiseindustrynews.com

Toplam 30
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ARASTIRMA MAKALESI

Tablo 6. Covid-19 Salgini Kruvaziyer Turizmi ile ilgili Haberler Subat 2020 — May1s
2021 (Diinya Gazetesi- Yerli Ana Akim Medya Sitesi)

Tarih Haber Bash@ ve Detay1 Mesaj Stratejisi

11.02.2020 | Kruvaziyer devi rotay: Tiirkiye'ye ¢evirdi. Kiiresel Sorumluluktan
ekonominin yani sira diinya turizminde de sok yaratan Kagimma/Diizeltici
koronaviriis salgin1 nedeniyle dev yolcu gemileri rotalarini islem
Akdeniz’e ¢evirdi.

19.03.2020 | Kruvaziyer sirketlerin Tiirkiye seferleri iptal. Avrupa'dan Diizeltici Islem
kruvaziyerlerle yolcu tastyan iki Alman sirketi, Tiirkiye'ye
gemi seferlerini iptal etti.

02.07.2020 | Kruvaziyer devlerinden bir iyi, bir kétii haber. Salgin sonrast | Diizeltici Islem
seferlere ara veren kruvaziyer sirketleri, normallesmenin
baglamastyla rotalarm yeniden sekillendirdi. Oncelik Avrupa
limanlarina verildi. Costa, Tiirkiye’yi kis sezonuna eklerken,
Celestyal 2021’e tarih verdi. MSC ise Tiirkiye’yi gelecek
yazin listesinden ¢ikardi.

27.08.2020 | Dev cruise gemileri rotay1 Tiirkiye'ye ¢evirdi. Kruvaziyer Diizeltici Islem
turizminde hareketliligin baglamasi, cruise gemilerinin
rotalarini Tiirkiye'ye ¢cevirmesine neden oldu.

08.11.2020 | Tiirkiye, ikinci kez Akdeniz’in en iyi kruvaziyer Ustiinliik
destinasyonu segildi. ABD merkezli yayn kurulusu Porthole
Cruise Magazine okuyuculari, Tiirkiye’yi Akdeniz’in,
Singapur'u da Asya-Pasifik bolgesinin en iyi kruvaziyer
destinasyonu olarak secti.

31.12.2020 | Kruvaziyerler doniiyor. MSC Cruises, ocak ayi itibariyle Diizeltici Islem
sefer sayisini artirtyor. Sirket, bu yil Tiirkiye’ye de doniis
yapacak.

26.01.2021 | Global Ports Holding, Port Akdeniz’in Q Terminals’e devrini | Diizeltici Islem
tamamladi.

21.01.2021 | AB Bayrakl eski kruvaziyerlerin son duragi yine Aliaga Eylemin
olacak. Pandemiyle birlikte gemi s6kiimde yildiz1 parlayan Olumsuzluklarini
Aliaga’da, 2021°de de isler yogun olacak. GEMISANDER Azaltma/Minimize
Baskani Kamil Onal, “Kruvaziyer sektoriinde salgin kaynakhi | Etme
krizin etkilerinin 2021°de de devam edecegini ve 800 bin
tonu askin geminin Aliaga’ya sokiime gelecegini
Ongoriiyoruz” dedi.

03.03.2021 | Kademeli normallesmeyle kruvaziyer sektorii canlantyor. Eylemin
2020 Mart ayinda Princess Diamond gemisindeki 712 Olumsuzluklarini
COVID-19 vakastyla giindeme outran kruvaziyer sektorii, Azaltma/Diizeltici
asilama ¢aligmalarindaki hizlanma ve yeni dnlemlerle Islem
yeniden mavi sulara a¢ilmaya hazirlaniyor.

03.03.2021 | Global’den yeni liman hamlesi. Global Yatirim Holding Eylemin
(GYH) istiraki ve diinyanin en biiyiik kruvaziyer liman Olumsuzluklarimni
isletmecisi Global PortsHolding (GPH), italya’da Taranto Azaltma/Minimize
Kruvaziyer Limani’n1 isletecek. Boylelikle holding, 4 kitada Etme/Ustiinliik
13 iilkede 20. Kruvaziyer limanini portfoyiine katmis oldu.

Kaynak: www.dunya.com.tr
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ARASTIRMA MAKALESI

Tablo 7. Covid-19 Salgini Kruvaziyer Turizmi ile ilgili Haberler Subat 2020 — May1s

2021 (Vira Haber-Yerli Haber Sitesi)

Tarih

Haber Baslig1 ve Detay1

Mesaj Stratejisi

26.04.2020

Kruvaziyer Turizmi Rakip Ulkelerin Kiskacinda. 95 Gemi
Tiirkiye’yi rotadan ¢ikardi. Israil ve Yunanistan talebin
oldukga daraldig: sektorde iilkemize gelen sinirlt sayidaki
gemiye g6z koydu. AB’den aldiklar1 destekle Giiney Kibris
ve Malta’nin katildig1 bu iilkeler 232 bin kisilik turiste
hizmet veriyor. Malta 200 Euro turist basina destek veriyor.
Tiirkiye 30 dolar destek verse Galataport ve THY gibi
avantajlartyla Istanbul ve Kusadasi’na turistleri
dondiirebilir. Tegvik tutari diisiik olsada tercih edilirligi
yiiksek olacaktir.

Diizeltici Islem

04.05.2021

MSC Cruises Tiim Filo Personelinin Asilanmasi I¢in
Asilama Programi Baslatt1. 2020 Yazindan giiniimiize 65
bin misafir agirladigini duyurdu.

Eylemin
Olumsuzluklarini
Azaltma/Diizeltici
Islem.

06.05.2021

MSC Seaside, Akdeniz’deki Yeni Rotalartyla Denizlere
Déniiyor. MSC Cruises’in yenilik¢i gemisi 1 Mayis
Cumartesi giinii Cenova, Italya’dan yola ¢ikt1. Italya’da 7
gecelik yolculukta Akdeniz’de siki saglik ve glivenlik
uygulamasi yapiliyor. Ilk kez korumali kiy1 gezileri ile
zengin tarihi ve arkeolojik alanlar turistlere a¢ilmis oldu.
Haziran ayinda da plaj hizmeti sunacak olan gemi, Iyon
Denizi’nde miisterilerine yiizme olanagi saglayacak.

Ustiinliik.

07.05.2021

MSC Seashore Misafirlerine Yeniden Tasarlanan Bir
Yemek Deneyimi ile Gastranomik Bir Macera Sunuyor.
Yeni Barlar ve Lounge’lar konuklara canli eglenceler, nefes
kesici manzaralar veya zarif mekanlar ile daha fazla
ozgiirliik firsat1 sunuyor. 31 Temmuz 2021°de hizmete
girecek olan sirketin amiral gemisinde konuklara yeni
yemek deneyimi sunacak, ister et lokantasi ya da taze deniz
irtinleri, ister Akdeniz mutfagi veya susi ariyor olsunlar
acik ve kapali sik alanlarda yemek ve i¢eceklerin tadini
¢ikartabilecekler.

Ustiinliik.

11.05.2021

Ege Bolgesi Deniz Turizm Sektorii Yeni Sezona Hazir.
Kruvaziyer Turizminin Tekrar Baglamasini Umit Ediyoruz.

Diizeltici Islem

Kaynak: www.virahaber.com.
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Tablo 8. Covid-19 Salgin1 Kruvaziyer Turizmi ile ilgili Haberler Subat 2020 — Mayis

2021 (Cruise Industrial News — Yabanc1 Haber Sitesi)

ARASTIRMA MAKALESI

Tarih Haber Baslig1 ve Detay1 Mesaj Stratejisi
16.04.2020 | Royal Caribbean, 11 Haziran 2020’ye Kadar Tiim Kruvaziyerleri Eylemin
Iptal Etti. Olumsuzluklarini
Azaltma/
Destekleme/Mini
mize
Etme/Diizeltici
Islem
18.03.2021 | Kruvaziyer Endiistrisinde Kadinlar Geliserek Hayatta Kaliyorlar. Ustiinliik
Ucret Farkliliklar1 ve Karryer Olanaklar1 Acisindan Biiyiik Farklar
Var.
29.03.2021 | italya Hiikiimeti Kruvaziyerleri Venedik Ziyareti Icin Yasakladi. | Eylemin
Olumsuzluklarmi
Azaltma/
Destekleme/Mini
mize
Etme/Diizeltici
Islem
02.04.2021 | CDC, Asilananlarin Kruvaziyerlerde Seyahat Edebilecegini Eylemin
Acikladi. Olumsuzluklarini
Azaltma/
Destekleme/
Minimize
Etme/Diizeltici
Islem
20.04.2021 | MSC: Yeniden Is Yapmaya Basliyoruz. Diizeltici Islem
21.04.2021 | MAN Enerji Coziimleri, Kruvaziyer Endiistrisi I¢in Emisyonu Ustiinliik
Azaltma Programi Uygulayacak.
28.04.2021 | Hurtigruten, 2020 Yilinda Yéneticilerin Ucretlerinden %58 Diizeltici Islem
Kesinti Yapacak. Sirket Yoneticilerine 1,5 Milyon Euro’luk Ucret
Yerine 621.000 Euro Odeyecek. ikramiyeler de Odenmeyecek.
01.05.2021 | MSC Cruises, Personel icin Covid-19 As1 Programi Baslatti. Eylemin
Olumsuzluklarmi
Azaltma
04.05.2021 | “Bir Isi Oldugu I¢in Mutlu”. Miirettebat Kruvaziyer Gemilerine Diizeltici Islem
Donme Heyecam Iginde.
05.05.2021 | ABD Hastalik Kontrol ve Onleme Merkezi (CDC) Kruvaziyerler | Diizeltici Islem
I¢in Bir Kilavuz Yayimladi. Yolcular ve Personelin Tiimiiniin
Asilanmasi, Dokunma Olmadan Gemiye Binme, Test, Yiiz
Maskesi Zorunlulugu, Sosyal Mesafe, Sinirlt Yerlestirme. ..Gibi
Koruyucu Onlemler Alacak.
06.05.2021 | ABD Hastalik Kontrol ve Onleme Merkezi CDC, Kruvaziyer Diizeltici Islem
Gemileri igin Kiyilarda Agilmis Self-Servis Salata ve Igecek
Barlar1 ve Biifeleri Segecek.
08.05.2021 | Biiyiik Kruvaziyer Sirketleri Yiiksek Miktarda Negatif Nakit Akis | Eylemin
Orani {le Para Harciyor. 2022’de Karayipler’de Olacak Yeni Olumsuzluklarm1
Kruvaziyer Gemisi Duyurular1 Agiklayan 3 Biiyiik Sirketin Aylik | Azaltma/
Yaklasik 990 Milyon Dolar Negatif Nakit Akis Orani ile Faaliyet | Destekleme/Mini
Gosterdigi Agiklandi. mize Etme
11.05.2021 | Silversea, 19 Haziranda Galapagos Adalarin’na Donecegini Diizeltici Islem
Acikladi.
12.05.2021 | Yeni Norwegian Prime Markasmi Ust Pazara Tasiyor Ustiinliik
13.05.2021 | Avrupa Deniz Giivenlik Ajans1 (EMSA) ve Avrupa Hastalik Diizeltici Islem
Kontrol ve Onleme Merkezi (ECDC) Covid-19 Kruvaziyer
Kilavuzu Yayimladi. Uluslararasi Denizcilik Orgiitii (IMO) ve
Birlesmis Milletler Diinya Turizm Orgiitii (UNWTO) 5 Kasim
2020’de Ortak Ag¢iklama Yaparak Kilavuzu Kabul ettigini
Acikladi.

Kaynak: www.cruiseindustrynews.com.
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6. Sonug, Tartisma ve Oneriler

Medyada yer alan mevcut haberler igerik analizi sonuglari agisindan degerlendirildiginde
goriilecegi tizere salginin etkilerinin ilk olarak ortaya ¢iktigi tarih olan Subat 2020 ile birlikte
kruvaziyer turlarinda iptaller yasanmaya baglanmis ya da bazi turlarin destinasyonlar1 daha
giivenli olacag: diistiniilen Tiirkiye’nin Akdeniz kiyilar1 veya Asya iilkelerinde Singapur ve
Endonezya kiyilar1 gibi daha az sorun yasanacak yerlere kaydirilmistir. Salgin siiresince
uluslararast kurumlar Covid-19 ile miicadele amaciyla kilavuzlar yayimlayarak alinacak
onlemleri agiklamislardir. Krizi etkili iletisim mesaj stratejileri ile yonetmeye calisan
kruvaziyer sirketleri ¢ok sayida maliyet azaltici diizeltici onlem alarak zararlarini minimize
etmeye ¢aligmuiglardir. Kruvaziyer gemilerinin yeni turlara baslayacaklari tarih ve takvimlerin
30 Haziran 2021 tarihine kadar ertelemislerdir. Bu tarihten sonraki duruma gore ikinci sirada
alinan 6nlemler arasinda turlarin saglikli ve giivenli yapilabilmesi i¢in alinan 6nlemler ve ilave
saglhk personellerinin istihdami ile yeni olugturduklari ekipler ve donatilan saglik
ekipmanlar1 gelmektedir. Boylece almman yeni Onlemler ile {igiincii sirada ise yeni gemi
siparigleri ve endiistrinin faaliyetlerini siirdiirecegine yonelik haberler ana akim ve sosyal
medya haberlerinde yer almaktadir.

Kruvaziyer sirketlerinin halkla iligkiler ve tanitim faaliyetleri iizerinden medyada yer alan
haberlerin igerik analizine tabi tutulmasiyla, dogru iletisim stratejisi izlemenin tiiketiciler,
caliganlar ve yatirimcilar ile kamu otoriteleri agisindan verilen mesajlarin igerigi, 6nemi,
tekrarlanmasi ve genig kitlelerle bulusmasi ve 6zellikle tiiketicileri salgin hastalik korkusu
kargisinda ikna etmesi amaglanmigtir. Medya haberlerinin incelenmesi kruvaziyer turizmi
alaninda faaliyet gosteren sirketlerin miisteri kitlesinde dnce yasak nedeniyle bir durma, sonra
kademeli 6nlemlerle yavas yavas artma seklinde degisiklikler gostermistir. Farzanegan ve ark.
(2020), salgmin uzun vadeli etkilerini azaltmanm en etkili yolunun, ekonomilerini olumsuz
etkilese bile iilkelerin sinirlarini kapatmak oldugunu belirtmistir. Bu nedenle, havayollarinin
ve kruvaziyer sirketlerinin saglam ve etkili bir salgin planlama stratejisi uygulamasi

gerekmistir (Farzanegan vd., 2020).

Salgin krizi ilk ortaya ¢iktiginda ilk miicadele yolcularin giivenle evlerine ulagtirilmasi
olmustur. Sonra bosta kalan gemiler ile ne yapacagina dair zorluklari agma cabalari takip etti.
Genellikle kendi mirettebatlar1 olan 100.000'den fazla gemi c¢alisanimi iilkelerine geri
gonderilmesi gibi muazzam bir endiistri kendi gemileri ile Avrupa, Karayipler, Filipinler,
Endonezya, Hindistan ve diger bolgelere seferler yaparak gergeklestirdi. Yogun duraklama ile
kriz siirecine girmis sektor ¢ok hizhi sekilde ¢alisanlarin yurtlarma iade yilikiimluligiini
genellikle yerine getirdigi goriilmiistiir.

(Goeijenbier vd., 2017) 'nin arastirmasi, havayolu ve yolcu gemileri ile seyahat eden kigilerde
influenza kapma riskinin yiiksek oldugunu belirtti. Bu ayn1 zamanda yolcu gemilerinde Covid-
19 vakalarmmm yiiksek goriilme sikhigim da dogruluyor, bu nedenle birgok lilke kruvaziyer
gemilerinin limanlarina yanagmasini yasakladi (Qiu ve digerleri, 2020).

Kiiresellesen diinyada yabanci turist ziyaretlerinin artmasiyla {ilkelerin turizm gelirleri de
artmaktadir. Mart 2020 itibariyla {ilkelerin sinirlarin1 kapatmaya baslamasi, havayolu
ucuslarini durdurmasi, karantina siirecini uygulamast gibi 6nlemler kiiresel turizmi durma
noktasina getirmistir (Gossling vd., 2020). Kriz ile ilk miicadele niche bir piyasada faaliyet
gosteren firmalarin ellerindeki gemileri sokiip hurdaya satmasi ile sonuglanmustir.
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Kriz Siirecini her biri alt agsamalardanolusan “kriz 6ncesi donem (korliikk asamasi, eylemsizlik
asamasi ve yanlis eylem asamasi), “kriz donemi (kriz agsamasi)”, “kriz sonrasi donem (sona

erme asamasi)” olarak {i¢ boyutta ele almak miimkiindiir (Uyan, 2016).

IMO, Subat ve Aralik 2020 (IMO, 2020) arasinda gemi operasyonlar1 (bkz.Ek 1), gemi
personeli ve liman personeli i¢in Covid-19 i¢in 31 genelge yayinladi. Denizcilik sektoriine
yonelik tedbirler, IMO'nun genelgesi kapsaminda degerlendirilmektedir.

ABD Hastalik Kontrol ve Onleme Merkezi (CDC), 14 Mart 2020'de "Seyir yasag1" talimatini
yayinladi ve yolcu gemilerine yolcu girisini durdurdu. Bu talimatlarin uzantilart 15 Nisan
2020, 16 Nisan 2020 ve 30 Eyliil 2020'de yayinlanmigtir (CDC, 2020).

Cin'den Amerika ve Avustralya'ya olan turizm trendi goéz oOniine alindiginda, (Polyzos vd.,
2020), kriz doneminden sonra Amerika'nin yaklasik 12 ayda ve Avustralya'nin yaklasik 6 ayda
eski trendi yakalayabilecegini tahmin ediyor.

Daha sonra, “Diinya kruvaziyer turizmine yon veren ve en yiliksek pazar payina sahip
isletmelerden biri olan Carnival sirketi, yilin ikinci ¢eyreginde 4.4 milyar dolar gelir kaybi
beklediklerini belirttikten sonra 6 gemi satmayi planladiklarini belirtmistir” (Tirkiye Turizm,
2020).

Prontotour Gemi Departman Miidiirii Bahadir Saf, "Kruvaziyer sektdriiniin 2020'ye ¢ok iyi
basladigini, ancak Covid-19 nedeniyle igin durdugunu sektordeki paydaslarimiz gibi 2021'e
tam olarak odaklandik. Iddiali bir kampanya baslattik” demistir (Tiirkiye Turizm, 2020).

Bu ¢ergevede alinan dnlemler su sekilde siralanmistir; (Tiirkiye Turizm, 2020).

. Ucgaga binmeden 6nce konuklar ii¢ asamali bir kontrolden gececekler: viicut 1sis1
kontrolii, saglhk durumu anketi ve COVID-19 swab testi.

. Yiiksek sanitasyon ve temizlik onlemleri: Yeni temizlik yontemlerinin tanitilmasi,
hastane sinifi dezenfektan triinlerin kullanilmasi ve mikroplarin %99,97'sini dldiiren UV-C

151k teknolojisi ile gemideki havanin sanitasyonla desteklenmesi.

. Sosyal mesafe kapsaminda, yolcularin toplam kapasitesini%70 azaltarak, kisi bast
yaklasik 10 m? ve lizeri alan saglamak.

. Egitimli ve yiiksek vasifli personele hizmetler ve Covid-19 semptomlar1 olan tiim
konuklar1 test etmek i¢in gerekli ekipmani saglayarak tim hasta misafirlere Tip Merkezinde

iicretsiz tedavi saglanmasi.

Kruvaziyer sirketleri Covid-19 salgimi krizi ile birlikte hi¢ gelir elde edemedi; boylece
Carnival Corporation ayda 530.000.000 USD, Royal Caribbean Grup ayda 270.000.000 USD
ve Norwegian Cruise Line Holdings aylik 175.000.000 ABD Dolari kaybediyor (Cruise
Industry News, 2021). Ulastirma ve Altyap1 Bakanlig1 Kruvaziyer Turizmi Istatistikleri, 2020
yilinda Tiirkiye Limanlarinda Kusadasi (3 gemi), Antalya (1 gemi), Alanya (1 gemi) limanlar
(TUAB, 2020) olmak iizere sadece 5 kruvaziyer gemisinin arandigini gostermektedir. Elbette
bu c¢agrilar, DSO tarafindan salgin ilan edilmeden 6nce 2020'nin ilk ¢eyreginde. 2019
istatistikleri, Tirk Limanlarinda yolcu gemilerinin ugrak sayisinin 344 oldugunu
gostermektedir. 2020 yilinda 2019 rakamlarina gore (TUAB, 2020). Bu rakamlar Tiirkiye’nin

salgin krizinde kruvaziyer limanlarindan kaybini gostermektedir.
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Kurvaziyer sirketleri Covid-19 salgini sirasinda karsilagtiklar: bu beklenmedik kriz karsisinda
proaktif bir strateji izlemislerdir. Gergeklesen ilk vakalar ve haberlerden sonra belirli bir
donem sessiz kalinarak ¢ekilme stratejisi izlenmis, krizin gidisati gézlemlemeye caligilmig ve
buna gore bir kriz iletisimi ve kriz yonetimi stratejisi gelistirilmeye ¢alisilmistir. Bazen tek bir
kriz iletisimi stratejisi ile krize kars1 tepki verirlerken bazen de birden fazla stratejiyi birlikte
izlemislerdir. Salgin karsisinda ilk tepki faaliyeti durdurmak, bunun yaninda personeli 6nemli
oranda izne ¢ikarmiglardir. Bazi eskiyen gemilerini Satmiglar ve salgin krizinin artan
agilanmalar ile sona ermesi sonrasi donemde rakiplere kars1 Gistiinliik saglamak i¢in yeni gemi
siparisleri vererek yeni doneme doniik yeni hizmet tiirleri gelistirerek yenilikler yapmislardir.
Yasanan finansal krizi asabilmek icin de kruvaziyer sirketleri ellerindeki gemileri hurdaya
aywrarak sokerek satmislardir. Krizin bir yili agmasi kruvaziyer sirketlerini kriz sonrasi
kosullara hazirlik ve krizden ¢ikis i¢in 40 milyar dolar1 agkin bir maliyet iistlenerek ¢oziim
yollar1 aramaya ve yeni firsatlar1 degerlendirme arayisina da itmistir. 2021 Yili Mayis ay1
itibariyle de krizi asarak yeni donemde eski giinlerine geri dénme 6zlemiyle umutlu bir

yaklagim gelistirmislerdir.

Kruvaziyer turizmi ii¢ tarafi denizlerle ¢evrili, zengin bir tarihsel ve kiiltiirel zenginlige sahip
tilkemizde daha ¢ok turisti agirlama olanagi sunmaktadir. Kruvaziyer limani sayisinin
artirllmasiyla 2019 yili itibariyle 344 kruvaziyer gemisinin yanastigi, 213,271 turistin 50
milyon dolarlik gelir getirdigi iilkemizde potansiyelin tam olarak degerlendirilemedigini
gostermektedir. Tiirkiye’nin sahip oldugu biiyiikk kruvaziyer turizmi potansiyeline Akdeniz,
Ege, Marmara Denizleri yaninda Karadeniz’i de eklemesi gerekmektedir. Sadece deniz, kum,
giines turizmi ile yetinmeyerek ki ve doga turizmine de 6nem vererek, iilkemizin spor, saglik,
gastranomi, eglence, dagcilik, su sporlart ve kiiltiir turlari ile pek ¢ok rakibine istiinliik

saglamas1 miimkiindiir.

Kaynake¢a

Akar, D. ve Digerleri (2012). Giiney Ege Bolgesi Turizm Strateji Belgesi, Giiney Ege
Kalkinma Ajansi, Mugla.

Akten, N. (2012). Kisisel Bilimsel ve Akademik sayfasi, http://www.necmettinakten.com/wp-
content/uploads/Seyir-Defteri-21-40.pdf , Erisim Tarihi: 12.11.2012.

Avrupa Kruvaziyer Konseyi (2016).
www.europeancruisecouncil.com/default.asp?ID=2&PC=2, Erigim Tarihi:
02.03.2016.

Bayazit, S. (2015). Kruvaziyer Pazari ve Destinasyonlarin Analizi: Tirk Yolculari ve
Kruvaziyer Limanlari Hakkinda Ampirik Bir Calisma. Fen Bilimleri Enstitiisii.

Biilbiil, S. (1993). “Cruising". Seyahat Yénetimi: Der: Siikrii Yarcan, Bogazigi Univ. Mat.,
Istanbul, ISBN-975-512-664-3.

Cruise Industry News. (2021). www.cruiseindustry.com, Erigim Tarihi: 04.05.2021.

Cakir, V. (2014). Kriz Iletisimi Teorileri. Kriz Yonetimi Iletisimsel Temelde Céziim Odakl
Stratejik Yaklasimlar. Ed.Akdag, M. ve Arklan U. i¢inde (67-118). Konya: Literatiirk
Yayinlari.

Cmarly, 1. (2016). Ornek Vaka Analizleri Ile Kriz Iletisimi. 1. Basim, Istanbul: Beta Basim
Yayimn Dagitim.

Cetin M. Toprak Y. E. (2016). Kriz Iletisimi ve Sosyal Medya: Emisyon Krizinde
Volkswagen’in Facebook Kullanimi, Sel¢uk Iletisim, 9(3), 54-68.

183


http://www.necmettinakten.com/wp-content/uploads/Seyir-Defteri-21-40.pdf
http://www.necmettinakten.com/wp-content/uploads/Seyir-Defteri-21-40.pdf
http://www.europeancruisecouncil.com/default.asp?ID=2&PC=2
http://www.cruiseindustry.com/

Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 06.07.2021 Kabul tarihi: 15.11.2021
DOI: 10.14514/BYK.m.26515393.2022.sp/ 167-185

Cruise Industry News. (2021). Here’s How Much Cash the Cruise Lines Are Burning
Through. Available online: https://www. cruiseindustrynews.com/cruise-news/23908-

here-are-the-cruise-lines-operating-right-now.htm1, Erisim Tarihi: 22.03.2021.

Diinya Gazetesi. (2021). www.dunya.com.tr, Erisim Tarihi: 05.05.2021.

Diinya Kruvaziyer Birligi CLIA (2021). Retrieved from https://cruising.org/-/media/research-
updates/research/clia-2019-state-of-the-industry-presentation-(1).ashx, Erisim Tarihi:
05.05.2021.

Farzanegan, M. R., Gholipour, H. F., Feizi, M., Nunkoo, R., & Andargoli, A. E. (2020).
International Tourism and Outbreak of Coronavirus (COVID-19): A Cross-Country
Analysis. Journal of Travel Research, 0047287520931593.

Yiiksek LisansTezi, Dokuz Eyliil Universitesi F.B.E., [zmir.

Goeijenbier, M., Van Genderen, P., Ward, B. J., Wilder-Smith, A., Steffen, R., & Osterhaus,
A. (2017). Travellers and influenza: risks and prevention. Journal of Travel
Medicine, 24(1), taw078.

Gossling, S., Scott, D., & Hall, C. M. (2020). Pandemics, tourism and global change: a rapid
assessment of COVID-19. Journal of Sustainable Tourism, 29(1), 1-20. DOI:
10.1080/09669582.2020.1758708

Imeak Deniz Ticaret Odasi, (2020), 2019 Deniz Sektérii Raporu, [stanbul.

IMO. (2020). Coronavirus Disase  (Covid-19) Pandemic.  Retrieved  from
https://www.imo.org/en/MediaCentre/Hot Topics/Pages/Coronavirus.aspx#:~:text=on
board ships-,Circular Letter No.,of the United Nations system., Erisim Tarihi:
01.05.2021.

Incekara, A., Yilmaz, S. (2002). Diinyada ve Tiirkiye’'de Kruvazyier Turizmi, 1. Basim, ITO
Yayinlari, Istanbul. ISBN: 9755126643.

Kogel, T. (2007). Isletme Yoneticiligi. (11.Baski). Istanbul: Arikan.

Marti, E. B. (2008): Trends in world and extended-length cruising (1985-2002). Marine
Policy, (28) 199-211. Elsevier, London.

Muslu, A. (2018). Kruvaziyer Liman Organizasyonlarinda Inovasyon Yénetimi icin Oneriler,
In: International Conference on Intelligent Transportation Systems (BANU-
ITSC’18), 217- 220.

Ozciire, T. O. (2021). Kriz Yonetiminde Halkla Iliskiler ve Etik Degerler. (1. Baski).
Canakkale: Rating Academy Yayinlar.

Polyzos, S., Samitas, A., & Spyridou, A. E. (2020). Tourism demand and the covid-19
pandemic: an Istm approach. Tourism Recreation Research, 1-13.

Qiu, R. T. R, Park, J., Li, S. N., & Song, H. (2020). Social costs of tourism during the
COVID-19 pandemic. Annals of Tourism Research, 84(June), 102994. DOI:
10.1016/j.annals.2020.102994.

Resmi Gazete (24 Temmuz 2009). Deniz Turizmi Yonetmeligi Say1 : 27298, Karar Sayisi :

2009/15212 Retrieved from
https://www.resmigazete.gov.tr/eskiler/2009/07/20090724-6.htm,  Erisim  Tarihi:
04.03.2020.

Salgin Control ve Engelleme Merkezi CDC. (2020). Framework for Conditional Sailing and
Initial Phase Covid-19 Testing Requirements for Protection of Crew. Retrieved from
https://www.cdc.gov/quarantine/pdf/CDC-Conditional-Sail-Order_10_30_2020-
p.pdf, Erisim Tarihi: 05.05.2021.

Soner, A. (2005), The Cruise Industry: A Service Approach, International Congress on
Coastal & Marine Tourism, 15-18 Kasim 2005, Cesme.

T.C. Kiiltiir ve Turizm Bakanligi, (2009), Deniz Turizmi Y 6netmeligi, Say1: 27298

184


http://www.dunya.com.tr/
https://cruising.org/-/media/research-updates/research/clia-2019-state-of-the-industry-presentation-(1).ashx
https://cruising.org/-/media/research-updates/research/clia-2019-state-of-the-industry-presentation-(1).ashx
https://www.resmigazete.gov.tr/eskiler/2009/07/20090724-6.htm
https://www.cdc.gov/quarantine/pdf/CDC-Conditional-Sail-Order_10_30_2020-p.pdf
https://www.cdc.gov/quarantine/pdf/CDC-Conditional-Sail-Order_10_30_2020-p.pdf

Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi: 06.07.2021 Kabul tarihi: 15.11.2021
DOI: 10.14514/BYK.m.26515393.2022.sp/ 167-185

Tiirkiye Turizm. (2020). Kruvaziyer sirketi Carnival Cruises, 6 gemisini satiyor. Retrieved
from https://www.turkiyeturizm.com/kruvaziyer-sirketi-carnival-cruises-6-gemisini-
satiyor-62138h.htm, Erigim Tarihi: 05.05.2021.

T.C. Ulagtirma ve Altyap1 Bakanlig1 (2021). Denizicilik istatitikleri, kruvaziyer istatistiklerig
https://atlantis.udhb.gov.tr/istatistik/istatistik_kruvaziyer.aspx, Erigim Tarihi:
05.05.2021.

Uyan, O. (2016). Isletmelerde Kriz Yonetimi Caligmalar1 ve Isletmelerin Kriz Oncesi, Kriz
Ani ve Kriz Sonrasi Yaptiklar1 Uygulamalara Yonelik Alan Arastirmasi. VII.
International Conference on Eurasian Economies, Beykent University Publications
No: 115, 691-700, Kaposvar, Hungary, 29-31 August 2016, ISBN: 978-975-6319-26-
0

Uyan, O. (2018). 2008 Kiiresel Krizinin Borsa Istanbul’da Islem Géren Dis Ticaret Sermaye
Sirketlerinin Finansal Performansina Etkisi. In: Current Debates in Finance &
Econometrics. Goniillii, Ozan and Yildiz, Hilal (Eds.). IJOPEC Publication No:
2018/10, April 2018, London. 19, 13-31. ISBN: 978-1-912503-31-5

Vira Haber. (2021). www.virahaber.com, Erigsim Tarihi: 05.05.2021.

Ward, D. (2006). Berlitz complete guide to cruising & cruise ships 2007. Berlitz.

Yeni Asir Gazetesi Resmi Haber sitesi (2010) Retrieved from
https://www.yeniasir.com.tr/hayatinicinden/2010/12/15/kruvaziyer _yolculari_fiziki k
osullardan_sikayetci, Erisim Tarihi: 05.05.2021.

Yercan, F. (2009). Kruvaziyer Gemi Isletmeciligi ve Izmir Limani, Iizmir Ulasim
Sempozyumu, Izmir.

185


https://www.turkiyeturizm.com/kruvaziyer-sirketi-carnival-cruises-6-gemisini-satiyor-62138h.htm
https://www.turkiyeturizm.com/kruvaziyer-sirketi-carnival-cruises-6-gemisini-satiyor-62138h.htm
https://atlantis.udhb.gov.tr/istatistik/istatistik_kruvaziyer.aspx
http://www.virahaber.com/
https://www.yeniasir.com.tr/hayatinicinden/2010/12/15/kruvaziyer_yolculari_fiziki_kosullardan_sikayetci
https://www.yeniasir.com.tr/hayatinicinden/2010/12/15/kruvaziyer_yolculari_fiziki_kosullardan_sikayetci

Beykoz Akademi Dergisi, 2022; Ozel Say1 ARASTIRMA MAKALESI
Gonderim tarihi:10.10.2021 Kabul tarihi: 27.05.2022
DOI: 10.14514/BYK.m.26515393.2022.sp/ 186-198

THE PHYSICAL FACILITIES AND SERVICES FOR CHILDREN IN
FAMILY HOTELS

Mehtap OZKAN BUZLU?, Zeynep Sevgi BALIK?

Abstract

A child-friendly tourism enterprise includes (1) physical facilities and services for children, and
(2) employees’ attitudes and behaviors that support children’s development and happy holiday
experience. In this study, we focus on the first pillar. This study aims to reveal the physical
facilities and services for children in hotels that appeal to the family market. The information
on the web pages of the top 24 family hotels that have been awarded in the family category by
TripAdvisor, a world-renowned travel review site in 2020 was subjected to content analysis.
Findings demonstrated that Kids-related amenities in hotels are related to activity areas,
activities, baby equipment, room options, kids tab on website, price options, food and beverage
options, health and safety and room with toys. Based on the findings, suggestions were given to
hotel businesses that appeal to the family market on issues that should be considered in child-
related practices and marketing communications.

Keywords: Child Friendly, Family, Hotel
Jel Classification: M31, Z32, Z33

AILE OTELLERINDE COCUKLARA YONELIK FiZIKSEL OLANAKLAR

VE HIZMETLER
Oz
Cocuk dostu turizm isletmesi, (1) g¢ocuklara yonelik fiziksel olanaklar ve hizmetler ile (2)
calisanlarin g¢ocuklarm gelisimini ve mutlu bir tatil deneyimini destekleyen tutum ve
davranislarini icermektedir. Bu ¢alisma da, aile pazarina hitap eden otellerde ¢ocuklara yonelik
fiziksel olanak ve hizmetleri ortaya ¢ikarmay1 amaglanmaktadir. ikincil verilerden yararlanilan
¢aligmada, 2020 yilinda diinyaca {inlii bir seyahat yorum sitesi olan TripAdvisor tarafindan aile
kategorisinde odiile layik goriilen ilk 24 aile otelinin web sayfalarindaki bilgiler i¢erik analizine
tabi tutulmustur. Bulgular, otellerde ¢cocuklara yonelik olanaklarin aktivite alanlari, aktiviteler,
bebek ekipmanlari, oda secenekleri, web sitesindeki c¢ocuklar sekmesi, fiyat segenekleri,
yiyecek ve igecek secenekleri, saglik-giivenlik ve oyuncakli oda ile ilgili oldugunu gdstermistir.
Elde edilen bulgulara dayali olarak, aile pazarina hitap eden otel isletmelerine ¢cocuklarla ilgili

uygulamalarda ve pazarlama iletisiminde dikkat edilmesi gereken hususlara iliskin 6nerilerde
bulunulmustur.

Anahtar Kelimeler: Cocuk Dostu, Aile, Otel
Jel Simiflamasi: M31, Z32, Z33
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1. Introduction

According to the United Nations Convention on the Rights of the Child, individuals under the
age of 18 are considered as children (the United Nations International Children's Emergency
Fund’s [UNICEF], 1989). According to (UNICEF, 2019) statistics, the child population
(2,330,774,000) makes up 30.54% of the total world population (7,631,091,040) in 2018.
Additionally, according to the Turkish Statistical Institute (2020), the child population
(22,876,798) makes up 27.5% of the total population (83.154,997) in Turkey in 2018. Families
traveling with children are recognized as an important part of the tourism industry worldwide
and are estimated to account for more than a third of revenues in the travel industry (Ben
Lahouel & Montargot, 2020: 1819). The rate of families with children in package tour sales has
reached 35% and the number of accommodation enterprises describing themselves as “child-
friendly” in the 2018 catalogs and on the sales sites have increased almost %300 compared to
previous year in Turkey (Ahipasaoglu, 2018: 15).

Over the past two decades, there has been a growing demand for amenities for children, child
care services and children's programs within the family travel market. Parents want, on the one
hand, to enjoy joint family activities that they can participate with their children, and on the
other hand, they want to enjoy their holidays while their children have fun with kids-related
programs (Gaines et al., 2004: 86; Khoo-Lattimore, Prayag & Cheah, 2015: 523). On vacation,
children want to participate in new, unique, challenging and fun activities (Gaines et al., 2004:
86). Accommodation businesses aiming to generate higher incomes by increasing their product
diversity and market share gain a competitive advantage by providing the services needed by
families with children (Tuna, Ozyurt, & Kurt, 2019: 1). Facilities and services for children
provide various benefits for the accommodation businesses such as improved guest satisfaction
and experience, increased customer retention, improved corporate image and increased revenues
(Gaines et al., 2004: 86; Liu & Filimonau, 2020: 6-7).

Today, many tourism businesses are trying to get a bigger share of the family travel market by
marketing themselves as "child friendly". Child-friendly tourism businesses are defined as
tourism enterprises that can meet the needs and demands of families with children and are
preferred because of these features (Aymankuy & Ceylan, 2013: 264). Being a child-friendly
enterprise requires two elements; (1) physical facilities and services for children, and (2)
employees’ attitudes and behaviors that support children’s development and happy holiday
experience (Ozkan Buzlu & Atg1, 2020: 3343). In this study, we focus on the first pillar. The
aim of this study is to reveal the physical facilities and services provided for children in hotels
that appeal to the family market.

Although some tour operators have their own criteria for definition, the absence of legally
binding standards required for a hotel to be considered a “child-friendly hotel" is seen as an
important problem by some tourism scholars (Tuna et al., 2019:2; Giiven, et al., 2017:633; Ozel,
2013:242). 1t is stated that standards for being a child-friendly tourism business should be
determined in order to ensure unity in practices in this regard in the world and in Turkey,
necessary legal regulations should be made, and such facilities should be certified as 'child
friendly' (similar to blue flag, green star) if they meet the criteria determined by the legislation
(Ozkan Buzlu & Atg1, 2020:3355; Ahipasaoglu, 2018:16; Giiven, et al., 2017:633; Aymankuy
and Ceylan, 2013:264).
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The main focus and common emphasis of the 1st and 2nd International Child Friendly Tourism
Congresses (25-28 April 2018; 24-27 April 2019) and the 3rd International Family, Youth and
Child Friendly Tourism Congress (23-25 June 2020) was the necessity of determining the
criteria for “Child Friendly Tourism Enterprise” (https:/fycft.beykoz.edu.tr). However, more
research is needed to determine the framework of child-friendly tourism, exemplary child-
friendly tourism practices and the qualifications that child-friendly tourism businesses should
have. Based on the issues mentioned above, this study, which reveals “exemplary” physical
facilities and services for children in hotels that appeal to the family market, will provide
important insights into the studies on determining child-friendly facility criteria.

2. Children and Tourism

Despite its increasing importance for families with children and tourism businesses, studies on
children in tourism, tourism for children or child-friendly tourism are quite limited (I¢éz, 2018:
33). However, the number of studies on this subject has started to increase in recent years.
Studies on “tourism and children” or “child-friendly tourism” can be grouped under the
following themes (Table 1); child/family friendliness in hospitality businesses, family travelers’
decision making, family holidays and functions, child rights violations and protection of child
rights, children’s perceptions, experiences and dreams of tourism, child friendly tourism with
societal and educational perspective and accessible tourism for children.

Table 1: Focused Themes in The Child/Family Friendly Tourism Studies

Themes Specific Subjects Sources
Ceylan, 2019; Tuna et al., 2019;
child-friendly hotels Giiven, Beydilli, Ceylan &
Biitiin, 2017
complaints about child-friendly hotels Aslan, Tosun & Kurtulus, 2019
facilities and activities for children in Oztiirk, Atasoy & Arikan, 2018;
(child-friendly) hotels Ozel, 2013; Gaines et al., 2004
Lhe kids relat_ed products produced for Kahvecioglu & Topaloglu, 2018
otel enterprises
examination of food served to children
Child/family  in accommodation businesses in terms  Seker & Keles, 2019
friendliness _of health
in hospitality _service guality in family hotels Yilmaz, 2007
businesses non-child fr_|endly _beh_aw_ors of Ozkan Buzlu & Atet, 2020
employees in hospitality industry
crgatlng memorable experiences for Ben Lahouel & Montargot, 2020
children in hotels
opportunities and challenges related to . -
cﬁﬁdcare services in hote?s Liu & Filimonau, 2020
the experiences of parents and careers Lugosi, Robinson, Golubovskaya
with children in hospitality businesses & Foley, 2016
the practices in resort mini clubs Seraphin & Yallop, 2020
Kid-friendly hotels’ marketing practices  Ozel, 2015
factors affecting restaurant choice for
Family families with children Agtk, 2019
travelers’ choice process and vacation needs of Khoo-Lattimore, Prayag &
decision parents Cheah, 2015
making accommodation constraints, vacation Khoo-Lattimore, delChiappa &

needs and preferences of parents

Yang, 2018
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Emir & Pekyaman, 2010

the role of children in families' holiday
purchasing decision process

Aymankuy & Ceylan, 2013

family travelers' decision making

Kang et al., 2003

functions of family holidays

Fu, Lehto & Park, 2014

Family - -

- . . L . Lehto, Lin, Chen & Choi, 2012;
holldgys and famlly hollday activities and family Lehto. Choi. Lin & MacDermid,
functions interaction

2009
Child rights te;‘lﬁ’:i‘;fna“on and abuse of childrenin 5. 51g. Seker & Seker, 2018
violations - — - -
and protection of child rights in the tourism Schierkolk, 2019
protection of sector -
child rights child labor in tourism destinations zggg Yang & Khoo-Lattimore,
Children’s children’s cruise experiences Radic, 2019

perceptions,
experiences

children's family tourism experiences

Wu, Wall, Zu & Ying, 2019

children’s travel dreams

Demirdelen et al., 2019

3??0%22:8 children’s perceptions of tourism Ertas, Ghasemi & Kuhzady, 2021
. relationship between child friendly
Ch”d society and child friendly tourism Taner, 2019
friendly Meremikwu, Ekwueme &
tourism child-friendly tourism education Odigwe 2013
Accessible hospitality customer experiences of
: families with children on the autism Freund et al., 2019
tourism for .
. spectrum disorder
children

disabled children in tourism

fcoz, 2019

Studies on children in the field of tourism, on the one hand, reveal the sad reality of violations
of children's rights in the tourism sector, on the other hand, focus on issues that can contribute
to a happy and safe holiday experience for children. A happy holiday, which can contribute to
children's mental health, learning and developing positive relationships with their environment,
is also important in terms of contributing to the happiness of the society (Ahipasaoglu, 2018:
14).

3. Child-friendly tourism service

When it comes to presenting a child friendly tourism service it is usually understood that some
physical organisations or practices aimed to children (crib, kiddy pool, kids' menus, mini club,
etc.) are involved. In fact; apart from these, being child friendly includes establishing safe, warm
and affectionate environments which enables them to experience a happy tourism without any
problems by supporting their learning and development, and in which children can freely
express themselves and get respect (Giiven, vd. 2017: 634).

The majority of child-related services in hotels were initially developed 15 to 20 years ago
(Gaines et al., 2004: 87). Oztiirk et al., (2018) investigated the recreational activities and
facilities provided to children in child-friendly hotels in Antalya.
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They revealed that the hotels offer facilities and activities such as children's reception, mini
ampbhitheater, children's pools, aqua-park, aqua-disco, amusement park, children's restaurant,
ice cream service, outdoor playground, mini club personnel trained in childcare, children's mini
club, kettle in the room, solid food service suitable for babies, entertainment and activities for
children, baby bathtub, bottle sterilization opportunity in the main restaurant, sleeping rooms,
strollers, 24-hour hot milk, baby food, animations throughout the day, playground, cinema, mini
fitness, banana boat tour, game rooms, mini playback show, pool games, share show, dance
lessons, hobby club, horse riding, magician show, bowling tournament, Kite days, darts
tournament, face painting, mini kitchen, mini golf tournament, origami, morning gymnastics,
basketball, talent show, football, pirate games, plaster mask making, cake-cookie making
activities, costume design workshop, ballet training, environmental and recycling activities,
children’s disco, science workshop, golf and tennis lessons, competitions, volleyball, horse farm
(Oztiirk et al., 2018: 11-12).

Gaines et al. (2004) analyzed the children’s programs in hotels in the United States and revealed
that hotels offer several amenities for children such as crib, safety netting, first-aid kit, playpen,
childproof kit, stroller. Additionally, it is indicated that there were many indoor and outdoor
activities such as tennis, croquet, story-telling, swimming, computer activities, hula lessons,
etiquette classes, volleyball, biking, nature trails, playgrounds, lawn games, scavenger hunts,
arts and crafts in hotels (Gaines et al., 2004: 96-97).

Ozel (2013) assessed the facilities and services of 77 kid-friendly hotels in Turkey through the
examination of web sites. In the study, facilities and services offered in kid-friendly hotels has
been grouped into five main categories: “room options for children”, “food and beverage options
for children”, “activities for children”, “price options” and “children’s health and safety”. It has
been revealed that the kid-friendly hotels provided facilities and services such as room
furnishers suitable for families with children, special welcome for children, decoration materials
appealing to children, mini club and several activities under the sub-categories of entertainment,
sports, classes and workshops, swimming and sunbathing, handicraft skills, computer games
and electronic toys (Ozel, 2013: 244). In another investigation aiming to determine the priorities
of kid-friendly hotels’ marketing practices, it has been revealed that the practices in order of
importance were children’s health and safety, price options for children, activities for children,
food and beverage options for children and room options for children (Ozel, 2015). According
to the findings of the study, the most important practice about children’s health and safety was
doctor and nursing services and this was followed by the pedagogically trained mini club staff,
antibacterial floor in mini club, camera system in mini club and babysitting service. Large
family room was the most important practice within room options for children, which is
followed by baby cot and child reception. Section devoted to children in the main restaurant and
child buffet in the main restaurant were two important practices within food and beverage
options for children. Outdoor swimming pool was the most important practice within the
activities for children. Age segmentation in mini club, animation shows for children and mind
developing games were the other important practices. Free accommodation for children was the

most important practice within the price options for children category (Ozel, 2015: 9).
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4, Method

This study in which the physical facilities and services provided for children in hotels that appeal
to the family market are revealed is a descriptive study in terms of purpose (Ural & Kilig, 2013:
18-19). In this study, carried out based on qualitative study approach (Rubin & Babbie, 2008),
secondary data were used. Data was collected between 23 March and 9 May 2021. The web
pages of the top 25 hotels that had been awarded in the family category by TripAdvisor, a world-
renowned travel review site in 2020 were examined. The content on the website of one of the
hotels (All Inclusive VilaVip Hotel Fazenda, Brasil) could not be accessed because it was closed
due to the pandemic (www.hotelfazendaserranegra.com.br/). Information about facilities and
services for children on the websites of 24 hotels (Table 2) were subjected to content analysis.
In content analysis, it is tried to reach a conclusion by looking at the content of written texts,
images or discourses, and by looking at which concepts, events or thoughts are emphasized the
most or least (Kozak, 2014: 138).

Table 2: Sampled Award-Winning Hotels

Name of the Hotel* Country Website

1 Max Royal Kemer Resort Turkey https://www.maxxroyal.com/

2 Padma Hotel Bandung Indonesia https://www.padmahotelbandung.com/

3 Welcomhotel The Savoy India https://www.itchotels.com/in/en/welcomhotelthesavoy-

mussoorie

4 Club Family Hotel Riccione Italy https://www.clubfamilyhotelriccione.com/

5 Albatros Aqua Park Sharm Egypt https://www.pickalbatros.com/

6 Tulemar Resort Costa Rica https://www.tulemarresort.com/

7 Chandys Windy Woods India https://www.chandyswindywoods.com/

8 Potidea Palace Hotel Greece https://www.potidea-palace.com/

9 Max Royal Belek Golf Resort Turkey https://www.maxxroyal.com/

10  Cavalino Bianco Family Spa Grand ltaly https://www.cavallino-bianco.com/en/family-holidays-italy/1-
Hotel 0.html

11 Vinpearl Resort & Golf Nam Hoi An  Vietnam https://vinpearl.com/vi/hotels/vinpearl-resort-golf-nam-hoi-an

12 Parto Sani Greece https://sani-resort.com/our-hotels/porto-sani

13 U Coral Beach Club Eilat Ultra All Israel https://www.fattal-hotels.com/hotels_in_israel/eilat_hotels
Inclusive

14 HD Parque Cristobal Tenerife Spain https://www.hdhotels.com/es/hd-pargue-cristobal-tenerife/

15  Rocking Horse Ranch Resort USA https://www.rockinghorseranch.com/

16  The Papandayan Indonesia https://thepapandayan.com/

17  Tui Magic Life Skanes Tunisia https://tuimagiclifeskanes.com-tunisia.com/en/

18  Recanto Alvorada Eco Resort Brasil https://www.recantoalvorada.com.br/

19  The Grand Bliss at Vidanta Nuevo Mexico https://www.vidanta.com/web/nuevo-vallarta/the-grand-bliss
Vallarta

20  Club Med Sahoro Hokkaido Japan https://www.clubmed.com.tr/saoc

21 Just Sleep Hualien Zhongzheng Taiwan https://www.justsleep.com.tw/hualien/en

22 Serenity Fun City Egypt http://www.serenityhotelsegypt.com/de/hotel/serenity-fun-city
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Name of the Hotel* Country Website
23 Isrotel Lagoona Israel http://www.isrotel.co.il/
24 Club Med Ixtapa Pacific Mexico https://www.clubmed.com.tr/r/ixtapa-pasifik/y

* Tripadvisor, Top 25 Family Hotels, (https://www.tripadvisor.com.tr/TravelersChoice-Hotels-cFamily, d.a.
21.03.2021), made by authors.

In this study, frequency analysis has been carried out among the types of content analysis.
Frequency analysis reveals the frequency of countable units (for example, concepts) in
numerical and percentage manner (Bilgin, 2014:18). Relevant information about physical
facilities and services for children on the web pages was examined and codes were determined
according to the content of the data (for example; bottle warmer, changing mat etc. was coded
as “baby equipment”) based on the consultation between the researchers. In addition, Ozel's
(2013) research findings were taken into account in naming some of the codes (room options
for children, food and beverage options for children, activities for children, price options and
children’s health and safety). The generated codes are listed and crosstabs are created in
Microsoft Excel where the frequencies and percentages of each code are calculated with the
corresponding sum and percentage formulas.

It is seen that some studies in the literature examine the facilities and services in child-friendly
hotels (Ozel, 2013; Oztiirk et al., 2018). However, in this study, award-winning family hotels
were deliberately chosen to be examined instead of child-friendly hotels. This is because,
currently, there are no legally binding standards (criteria) required for a hotel to be considered
a "child-friendly hotel". This situation leads to different practices under the name of child-
friendly enterprise in hotels, and it can be seen that some facilities introduce themselves as child-
friendly hotels even based on child discounts (Giiven et al., 2017: 637). Additionally, it is
thought that the facilities and services in award-winning family hotels can provide different
expansions than previous studies in terms of child-friendly tourism literature. The findings
obtained are presented under the following heading.

5. Results

Among the sampling hotels, 41% (n=10) are five star hotels, 38% (n=9) are 4 star hotels and the
rest (21%, n=5) are 3 star hotels. Findings related to the physical amenities and services provided
for children in hotels (N=24) are summarized in the table below (table 3).

Table 3: The Physical Amenities and Services Provided for Children in Hotels

Generated Codes N %
(N=24)*
Activity Areas for Children (activity areas divided by age groups, children 18 75,00
swimming pool/aquapark, fun fair, mini disco etc.)

Activities for Children (family activities and children activities) 16 66,67
Baby Equipment (baby cot, changing mat, bottle warmer, bath seats etc.) 12 50,00
Baby-Care Services 11 45,83
Room Options (rooms with bunk bed, connected family rooms, child’s 11 45,83
washbasin, kids tent in room)

Kids Tab on Website 11 45,83
Price Options (child discount) 9 37,50

Food and Beverage Options for Children (Kid’s menu, kids’ restaurant, 8 33,33
baby corner)
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Generated Codes n; %

(N=24)*

Health and Safety (lifeguard, kid’s doctor, bathroom with double access, 6 25,00
bed guards)

Room with toys (car, doll house, etc.) 2 8,33

*N= Total number of the hotels

The two most frequently mentioned content on websites appear as ‘activity areas for children’
and ‘activities for children’. Activity areas for children includes swimming pools, playgrounds,
fun fair, mini disco, game room, aqua-park, sleeping room, theme park, laser tag. According to
the findings of the present study, it was determined that 18 of the 24 hotels included in the study
had special activity areas for children. However, it has been observed that the activity areas are
separated according to age groups in some hotels (table 4).

Table 4: Grouped Activity Areas

Age Activity Areas ni %

Groups (N=24)*

0-3 nap room, soft playground, gym area, paddling pool, room 11 45,83
with the animals decorating the walls

4-7 sports area, theatre, swimming pool 10 41,67

8-12 mini disco, activity room 9 37,50

13-17 game room with options such as play-station, pinball, 7 29,17

billiards, laser tag, DJ courses
*N= Total number of the hotels

Designated activity areas for each age group are nap room, soft playground, gym area, paddling
pool, room with the animals decorating the walls for 0-3 age groups; sports area, theatre,
swimming pool for 4-7 age group; mini disco, activity room for 8-12 age group and game room
with options such as play-station, pinball, billiards, laser tag, DJ courses for 13-17 age group.

It has been observed that the hotels offer special activities for children, as well as activities that
the whole family can participate in. Family-oriented activities can contribute to family cohesion
by increasing the positive interactions among family members on vacation (Lehto, et al., 2012:
845). Additionally, family oriented activity programs which can encourage parent—child
interactions are one of the important aspects that families seek from hotels (Khoo-Lattimore et
al., 2015: 523). For this reason, children-oriented and family-oriented activities in hotels are
grouped separately and shown in Table 5 in two categories. Educational activities for families
such as cooking class (snacks, pancake parties, baking workshops), art class (local crafts,
painting) petting zoo, fishing, family contests (sports tournaments, treasure hunts, puzzles, sand
and castle competitions, skill and logic games), family water fun, sailing, trekking prepared only
for families are considered as “family-oriented activities”. Children-oriented activities are
special events, baby gym, early learning, baby walks, birthday parties, mural paintings, musical
and artistic activities, educational games, sport lessons such as tennis and swimming, cooking
class, child theatre (which kids play apart), contests, crafts, tour organizations, club events,
online games designed by the hotel, toy blocks, treasure hunts, and trips.
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Table 5: Kinds of Activities

Activities %
(N=24)
special events, baby gym, early learning, baby walks,
birthday parties, mural paintings, musical and artistic
activities, educational games, sport lessons such as tennis and

Ch!ldren— swimming, cooking class, child theatre (which kids play 16 67
oriented L .
apart), contests, crafts, tour organizations, club events, online
games designed by the hotel, toy blocks, treasure hunts, and
trips
Educational activities for families such as cooking class
(snacks, pancake parties, baking workshops), art class (local
Family- crafts, painting) petting zoo, fishing, family contests (sports
. 5 21
oriented tournaments, treasure hunts, puzzles, sand and castle

competitions, skill and logic games), family water fun,
sailing, trekking

After the activities and activity areas for children, the most frequently mentioned content on the
websites is baby equipment (n=12, 50%). Equipment such as baby cot, changing mat, bottle
warmer, bath seats, bedding and hangers, bottle sterilizer, buggies, strollers, thermometers,
audio/video monitors, highchairs, cot mosquito net, potty chair, toilet seat, baby toiletries etc.
are included in the scope of baby equipment. It has been observed that baby-care services (n=11,
45,83%), room options (n=11, 45,83%), and kid’s tab on website (n=11, 45,83%) are repetitive
to the same degree. Baby-care services are important because it provides special times to
parents. Room options contains bunk beds for kids, connected family rooms, child’s washbasin,
and the most interesting is the room tent service for children. Web site tab for kids are important
as it helps parents easily find about hotel amenities related to children. Otherwise, this
information can be viewed at the room preferences tab in the absence of this tab, but it contains
much less information. In addition, aspects such as price options (n=9, 37%), food and beverage
options (n=8, 33%), and health and safety (n=6, 25%) have less frequency ratings. Food and
beverage options contains kids restaurant, kids buffet and baby corner (baby food and preparing
equipment, bottle warmer, sterilizer, etc.). It was observed that two hotels in the sample supply
toys to the rooms or had family rooms containing toys such as doll house, toy cars road
mat/equipment, etc. Health and safety indicators are child doctor, 24-hour medical support, soft
playground for babies and toddlers, nursing room, safe environment, and bathroom with double
access.

We could not find any child-related information on the websites of three of the hotels.
Additionally, as a child related information, one of the 24 hotels only has 50% child discount
information on its website.

6. Conclusion

This research was conducted to identify and analyze the physical amenities and services
provided for children in hotels that appeal to the family market. According to the results of the
research, it is an important element that there is kid’s tab on website that will allow parents to
easily access the information about hotel amenities related to children.
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In addition to this, organizing the activity areas according to age groups will not only satisfy the
needs of children of different age groups, but also help to provide a safer environment especially
for children in younger age groups. Additionally, activity areas and activities should be
presented under separated headings on their web sites by hotels.

As family activities supports child development (Axelsson & Wilder, 2014) and have a positive
effect on the holiday experience by increasing the parent-child interaction that families need
during the holiday (Lehto, et al., 2012; Khoo-Lattimore, et al., 2015), the inclusion of family
activities in hotels can be an important element towards becoming a child-friendly (or family-
friendly) hotel. Baby equipment such as baby cot, changing mat, toilet bowl, bottle warmer,
thermometer, sterilizer, feeding chair are other important facilities that hotels should offer to
families with children. However, the fact that the best rated hotels do not touch on the price
possibilities can be interpreted as families paying more attention to experience than price. This
finding shows that child discounts are not a sufficient factor to attract families with children and
that hotels that appeal to families with children should definitely try to strengthen their service
facilities for children.

One of the interesting results is that, although health and safety aspects of children are one of
the most important issues for families with children in their choice of accommodation
businesses (Khoo-Lattimore, et al., 2018; Khoo-Lattimore, et al., 2015; Emir & Pekyaman,
2010), very few of the web pages of hotels contain information on this subject. It is
recommended that hotels appealing to families with children should have the necessary facilities
regarding child health and safety, and should include explanations on this issue on their web
pages. Although welcome baby or children's reception are an important experience that makes
children feel special (Lahouel & Montargot, 2020), it has been observed that very few of the
hotels we have reviewed indicate this on their website. This is another important point that hotels
should pay attention to.

This study, which was carried out by sampling 24 top-rated hotels that appeal to the family
market in 16 different countries from 5 continents, provides some additional insights into child-
friendly hotel practices beyond supporting the findings of previous studies investigating
programs and amenities for children at hotels in specific destinations; namely in Antalya
(Oztiirk et al., 2018), in Turkey (Ozel, 2013) and in the United States of America (Gaines et al.,
2004). The information gathered in this study is expected to benefit the accommodation
businesses appealing to family travel segment by increasing the awareness of child friendly
practices. Additionally, the study offers various suggestions that can guide businesses in their
decisions regarding child-friendly practices and marketing communications. This study, which
reveals "exemplary" physical facilities and services for children in award-winning hotels that
appeal to the family market, will also shed light on the studies on determining child-friendly
facility criteria.

The fact that the data is limited to the relevant information on the websites of the hotels and that
the reviewed accommodation businesses consist of only 24 hotels that have been awarded in the
family category by TripAdvisor should be considered as important limitations of the study.
Since the data is limited to the information presented on the web pages of the hotels, the analyzes
in the study were carried out at a descriptive level.
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Although the sampled hotels were from 16 different countries, no local differences were
observed in terms of physical facilities and services for children. In future research, the physical
facilities and services provided for children in different tourism establishments can be
researched by using different data gathering techniques.
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