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OzET

Farkli milliyetten mdasterilerin sikayet davranislarinin anlasilmasi turizm ve
konaklama endistrisinde miusteri hizmetleri ve iligkilerinin iyilestiriimesine
yardimci  olacaktir. Bu calismada, Hollandah ve Tark mdusterilerin,
memnuniyetsizlik yaratici bir durumda sergilenen sikayet davranislarindaki fark ve
benzerlikler arastinimistir. Arastirma sonuglari, benzerlikten daha fazla farkin
oldugunu gostermektedir. Arastirma bulgular teori ve uygulama acilarindan
tartisiimis ve turizm isletmelerine ve bu alanda yapilacak arastirmalara 6nerilerde
bulunulmustur.

Anahtar sozciikler: Davranigsal Fark ve Benzerlikler, Sikayet Yonetimi.

COMPLAINT BEHAVIORS OF TURKISH AND DUTCH HOTEL CUSTOMERS:
DIFFERENCES AND SIMILARITIES

ABSTRACT

Understanding complaining behaviors of tourists from different countries may
benefit to better management of customer relations in a business environment
that is becoming ever multi-national. This study investigates similarities and
differences in complaining behaviors of tourists from the Netherlands and Turkey.
The research results indicate that there are more differences than similarities in
complaining behaviors of customers with different cultural backgrounds.
Implications of the research results on theory and practice are discussed, and
recommendations for practice and future research are forwarded.
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