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OZET

Bu calismada; termal otel isletmelerinde miusteri sadakatini arttirabilecek
niteliklerin belirlenmesi; bununla birlikte, bu niteliklerin, isletmeler tarafindan ne
dizeyde karsilanip karsilanmadigi ve musterilerin bu isletmelere ne 6lglide sadik
kalacaklarinin belirlenmesi amaglanmistir.. Bu amagla Balikesir-Génen Termal Otel
isletmelerinde bir alan arastirmasi yapilmistir. Arastirma verileri yliz ylize miilakat
ybntemiyle toplanmistir. Arastirma bulgularina gére; isletmeye ulasilabilirlik
(isletmenin mdisterinin  ikamet ettigi yere yakin olmasi) muisteri sadakati
artirabilecek en 6nemli nitelik olarak ortaya ¢ikmistir. Bunun yaninda arastirmada,
musterilerin sadakatlerini arttirabilecek diger 6nemli nitelikler de belirlenmis ve bu
nitelikler ile isletmelerin bu nitelikleri karsilama dlizeyi arasinda anlamli bir fark
bulunmustur. Calisma sonunda elde edilen sonuclar cgercevesinde termal otel
isletmelerine bazi dénerilerde bulunulmustur.
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AN INVESTIGATION TO DETERMINE THE ATTRIBUTES WHICH INCREASE
THE CUSTOMER LOYALTY IN THE THERMAL HOTEL ESTABLISHMENT
ABSTRACT

This study aimed to determine the attributes which increase customer loyalty in
thermal hotel establishments; identify how far these establishments meet these
attributes and whether customers become loyal to these establishments. Emprical
data was collected from the thermal hotels in Gonen, Balikesir by face to face
interviews. According to the research findings, accessibility (hotel being close to
the customers’ residence) was found the most important attribute which increases
the costomer loyalty. In addition, other related attributes were also identified and
a meaningful difference was observed between these attributes and the level of
hotels’ attributes. Based on the research findings, several suggestions were
proposed for the thermal hotel establishments.
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