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OzET

Bu calismada, otel isletmelerinde temizlik hizmetlerinin ylritilmesinde 6nerilen
suireg odakh bir modele iliskin yoénetici diistincelerinin belirlenmesi amaglanmistir.
Arastirma, Bursa, Ankara ve Eskisehir'de faaliyet gésteren oteller kapsaminda
yurdtlilmis olup, arastirmada goézlem ve goérisme ydntemleri kullanilimistir.
Arastirma sonucunda, otel isletmelerinde temizlik hizmetlerinin, giinimuzin esnek
yonetim anlayisina uymayan dikey hiyerarsi yaklasimiyla organize edildigi ve
temizlik  hizmetlerinin  sunulmasinda bu geleneksel yapinin uygulandigi
belirlenmistir. Bununla birlikte, ydneticilerin 6nerilen siire¢ modeline iliskin
dislncelerinin olumlu ve slire¢ odakh yapilanmayi destekler nitelikte oldugu
yolunda bulgulara ulasilmistir. Bu sonuglar, otel isletmelerinin temizlik
hizmetlerinde yeniden yapilanmaya ihtiyac oldugunu géstermektedir.
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A PROCESSESUAL APPROACH TO CLEANING SERVICES IN HOTELS: HOTEL
MANAGERS’ PERCEPTIONS TOWARDS A PROPOSED MODEL

ABSTRACT

This paper examines perceptions of hotel managers towards a proposed process-
based model for cleaning services in hotels. The empirical data for the research
was collected via observation and interviews from a sample of 15 hotels in Bursa,
Ankara and Eskisehir, Turkey. The findings suggest that cleaning services in hotels
are organized according to the vertical hierarchy approach which conflicts with the
flexible management view and traditional organisation models are used for
cleaning services. However, according to the research findings, the participant
hotel managers seemed to have supported the proposed process-based model.
The research findings imply that restructuring efforts are necessary for cleaning
services in hotels.
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