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Ozet

Bu calismanin amaci, orgitsel hizmet odakliik kavramini agiklamak ve orgltsel
hizmet odakliigin hizmet isletmeleri agisindan énemini ortaya koymaktir. Orgiitsel
hizmet odaklilk en basit sekliyle mikemmel hizmet yaratan ve sunan nispeten
kalici temel bir dizi 6rgltsel uygulamalar toplulugu olarak tanimlanmaktadir. Bu
uygulamalar dort ana boyut altinda toplanmaktadir. Bu boyutlar; (A) Hizmet
Liderligi Uygulamalari, B) Tiketicilerle Temas Uygulamalari, C) Insan Kaynaklari
Yénetimi Uygulamalari ve D) Hizmet Sistemleri Uygulamalar. Orgiitsel hizmet
odaklilik isletmelerin mikemmel hizmet sunmasini saglamakta, misteri tatmini ve
sadakatini arttirmakta ve isletme performansini etkilemektedir. Bu nedenle,
orgutsel hizmet odakllik, hizmet isletmelerinin rekabet Ustinligld elde etmesinde
bir arac olarak kullanilabilir.
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Ustiinltga

ORGANIZATIONAL SERVICE ORIENTATION AS A TOOL FOR COMPETITIVE
ADVANTAGE IN SERVICE ORGANIZATIONS

Abstract

The purpose of the study is to explain concept of organizational service orientation
and to state the significance of organizational service orientation for service
businesses. Organizational service orientation may be defined as fundamental set
of relatively enduring organizational practices that establish creation and delivery
service excellence. These practices are categorized four major areas. These are;
(A) Service Leadership Practices, (B) Service Encounter Practices, (C) Human
Resource Management Practices, and (D) Service System Practices. Organizational
service orientation provides delivery of outstanding service enhances customer
satisfaction and loyalty and impacts on business performance. Thus,
organizational service orientation can be used as a tool for service businenesses in
gaining competitive advantage.
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