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Giliniimiizde havaalan1 sayisindaki artig ve buna paralel olarak havaalani hizmetlerindeki gelisim, yolcularin
havaalanindan beklentilerini artirmis ve havaalani yoneticileri i¢in yolcu memnuniyetinin saglanmast daha
fazla 6nem arz etmeye baglamistir. Yolcu memnuniyetinin artirilmasi yolcular tarafindan algilanan havaalani
hizmet kalitesinin artirilmasina baghdir. Yolcu memnuniyetini artirmak i¢in gelistirilmesi gereken hizmet
kriterlerinin dogru belirlenmesi 6nemlidir. Aksi takdirde havaalani yonetimin hizmet kalitesini artirict
calismalar etkili olmayacaktir. Bu ¢aligmada geleneksel performans olgiim yontemlerinden farkli olarak
hizmet kalitesine verilen 6nem ve algilanan hizmet performansi arasindaki farki esas alarak hizmet kalitesinin
dlgiilmesini saglayan, Onem ve Performans Analizinin havaalan1 hizmetlerinin degerlendirilmesinde nasil
uygulanacaginin agiklanmasi amaglanmistir. Bu amagla 6rnek olarak se¢ilen Gaziantep Havalimani i¢in hizmet
kalitesini degerlendirmek amaciyla 293 yolcuya anket uygulanmstir. {lk olarak aciklayici faktor analizi
uygulanarak havaalan1 hizmet kalitesi boyutlar1 belirlenmistir. Degerlendirmeye alinan 32 hizmet kalitesi
kriteri; check-in ve bagaj hizmetleri, terminal ambiyansi, ulagim, terminal i¢i hareketlilik, aligveris tesisleri,
fiyatlandirma, terminal tesisleri ve giivenlik olmak tizere 8 faktor altinda toplanmustir. Belirlenen hizmet
kriterleri icin Onem-Performans analizi uygulanarak Onem-Performans matrisi olusturulmustur. Onem-
Performans analizi sonuglarina gore yogunlasilmasi gerekilen, korunmasi gerekilen, diisiik dncelikli ve olast
agiriliklarin oldugu hizmetler ayr1 ayri belirlenerek havaalani i¢in dnerilerde bulunulmustur.

Anahtar kelimeler: Havaalan1 Hizmet Kalitesi, Onem-Performans Analizi, Havaalan1 Ynetimi
JEL Smiflandirma: M10, M30, Z30

Measurement of Airport Service Quality by Importance-Performance
Analysis: The Case of Gaziantep Airport

Abstract

Nowadays, the increase in the number of airports and the development of airport service have increased the
expectations of the passengers from the airport and ensuring the passenger satisfaction has become more
important for airport managers. Increasing passenger satisfaction depends on improving the airport service
quality perceived by the passengers. Accurate determination of the service criteria that will increase passenger
satisfaction and need to be developed is critical, otherwise airport management's efforts to improve service
quality will not be effective. In this study, unlike traditional performance measurement methods, it is aimed to
explain the use of the Importance-Performance Analysis for airports, which enables the measurement of
performance based on the difference between service quality and perceived service performance. For this

! Dr. Ogretim Uyesi, Gaziantep Universitesi, Havacilik ve Uzay Bilimleri Fakiiltesi, Havacilik Yonetimi
Bolimii, dilekc@anadolu.edu.tr
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Erdogan, D. (2020). Havaalani hizmet kalitesinin 6nem-performans analiziyle degerlendirilmesi: Gaziantep Havalimani1 6rnegi. Journal
of Aviation Research, 2(2), 82-100.

purpose, 293 passengers were surveyed to evaluate the service quality for Gaziantep Airport, which was
selected as a case. Firstly, airport service quality dimensions were determined by applying explanatory factor
analysis. 32 service quality criteria were collected under 8 factors: check-in and baggage services, ambiance,
transportation, in-terminal mobility, shopping facilities, pricing, terminal facilities and security. The
Importance-Performance matrix was created by applying the Importance-Performance analysis for the
determined service criteria. According to the results of the Importance-Performance analysis, the services that
need to be concentratedn (consentrate here), need to be protected (keep up the good work), low priority (lower
priority) and extremely good (possible overkill) were determined separately and suggestions were made for the
airport.

Keywords: Airport Service Quality, Importance-Performans Analysis, Airport Management
JEL Classification: M10, M30, Z30

GIRIS

Havaalanlarinda finansal ve operasyonel verimlilik seviyesinin belirlenmesi i¢in performans
Olclimiiniin yapilmasi 6nemlidir. Havaalan1 performans gostergeleri igerisinde hizmet
kalitesi gostergesinin kritik bir performans gostergesi oldugu ve karlilik ile aynm1 6dnem
diizeyinde degerlendirilmesi gerektigi bilinmektedir (ACI, 2012; Merkert ve Assaf, 2015).
Havaalan1 hizmet kalitesi, havaalanin1 kullanan yolcularin havaalanindan memnuniyet
diizeyi ile iligskilendirilmekte ve yolcularin algisina dayanilarak Ol¢iilmektedir (Francis,
Humphreys ve Fry, 2003). Son yillarda Diinya’da ve Tiirkiye’de kamu-6zel sektor is birligi,
yap-islet-devret gibi uygulamalarla &zellikle biiyiikk ve uluslararasi havaalanlar1 karl
olmayan kamu hizmetlerinden ¢ikarak ticarilesme egilimine girmislerdir. Artan rekabet,
endiistrinin liberallesmesi, havayollarinin istedikleri havaalanindan ucus diizenlemede
ozgiirlesmeleri, havayollari arasindaki is birliklerinin getirdigi yeni dinamikler ve miisterinin
artan beklentileri gibi faktorlerin etkisiyle, havaalanlar i¢in miisteri tanimi1 genislemis ve
onceden gereksinim duyulmayan pazarlama islevleri havaalanlarinin ticari stratejilerinin bir
parcasi olmustur (Kuyucak-Sengiir, 2017). Havaalanindaki bu degisim rekabet avantaji elde

etmede 6nemli bir unsur olan yolcu memnuniyetinin énemini artirmistir.

Havaalan1 hizmetleri ¢ok genis bir yelpazede gerceklesmekte olup, yolcular tarafindan
algilanan hizmet kalitesini artirmak ancak iyilestirilmesi gereken hizmet 6zelliklerinin dogru
bir sekilde belirlenmesi ile miimkiin olacaktir. Havaalaninin sundugu hizmetler igerisinde
tyilestirilmesi gerekenlerin yonetim tarafindan dogru bir sekilde belirlenmesi yonetimin
hizmet kalitesini artiric1 ¢abalarinin etkili ve verimli olarak gerceklesmesini saglayacaktir
(Lin, Chan ve Tsai, 2009). Performans degerlendirme yontemlerinden biri olan OPA (Onem-
Performans Analizi), miisterilerin hizmetlere verdikleri 6nemi ve hizmetlere yonelik
performans algilarim1 karsilastirarak yoneticiler tarafindan diisiik Oncelikli, korunmasi

gereken, yogunlasilmasi gereken ve olasi asiriliklarin oldugu hizmetlerin belirlenmesini
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saglayan bir yontemdir (Martilla ve James, 1977). Havaalani yoneticileri tarafindan
havaalan1 hizmetlerini degerlendirmeye yonelik yapilacak olan OPA, sunulan hizmetlere
yonelik olarak yolcu tercihlerini (6nem) ve yolcu memnuniyetini (performans) analiz ederek
yoneticilerin hizmetlere yonelik yonetim stratejilerini teshis etmelerinde faydali olacaktir.
Bu calismada havaalani hizmet kalitesinin degerlendirilmesinde Onem-Performans
Analizinin 6rnek bir uygulama ile agiklanmasi amaglanmistir. Bu amagla 6rnek olarak
secilen Gaziantep Havalimani i¢in 6ncelikle havaalan1 hizmet kalitesi boyutlar1 belirlenmis
ardindan Gaziantep Havalimani’nda sunulan hizmetler i¢in Onem-Performans Matrisi

olusturulmustur.
1. KAVRAMSAL CERCEVE
1.1. Onem-Performans Analizi

Martilla ve James (1977) tarafindan gelistirilen ve bir is arastirma teknigi olan Onem-
Performans Analizi (OPA), miisterinin iiriin veya hizmetin niteliklerine verdigi énemi ve
bunlarin performansim degerlendirmesine dayali olarak gerceklestirilen bir ydntemdir. OPA
hem uygulayicilar arasinda hem de hizmet kalitesine iligkin ¢aligmalar yapan arastirmacilar
arasinda siklikla kullanilan bir yontem olmustur (Matzler, Bailom, Hinterhuber, Renzl ve
Pichler, 2004). OPA’nin tercih edilen bir yontem olmasinin baslica nedenleri arasinda
uygulanmasinin pratik olmasi ve kolay yorumlanabilir olmas1 gelmektedir. OPA ile toplanan
veriler ile bunlara yonelik stratejiler ayni anda belirlenebilmektir. Bu da yoneticilerin hizmet
kalitesini artirmaya yonelik olarak kisith kaynaklarla rasyonel kararlar alabilmelerine imkan
saglamaktadir (Albayrak ve Caber, 2011).

OPA’ya gore kalite, iiriin veya hizmetin miisteri acisindan 6nemi ve miisteri tarafindan
algilanan performansinin bir fonksiyonu olarak tanimlanmaktadir (Martilla ve James, 1977).
Bu tanimdan anlasilacagi lizere hizmet kalitesi miisterilerin hizmetin daha Onceden
belirlenmis olan 6zelliklerinin kendileri i¢in 6nemini ve hizmet saglayicinin bu hizmetin
belirlenen ozelliklerindeki performansini degerlendirmesiyle oOlgiilmektedir. Havaalani
hizmetleri ag¢isindan degerlendirildiginde O6nem, her yolcu tarafindan havaalaninda
ziyaretleri i¢in 6nemli olan tesisler, hizmetler ve olanaklar hakkinda belirttikleri karar olarak
tanimlanabilir. Performans ise her yolcunun mevcut tesis ve olanaklar igin memnuniyet

diizeyi olarak tanimlanir (Jiang ve Ziang, 2016).

OPA analizinin yapilmas: igin ilk adim, degerlendirilecek olan hizmetin ozelliklerinin

belirlenmesidir. Havaalani hizmetleri ¢ok genis bir yelpazede ger¢eklesmekte olup, hizmetin
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cok c¢esitli boyutlari bulunmaktadir. Havaalani hizmetlerinin 6zelliklerini belirlemek kolay
olmamakla Dbirlikte, alanyazinda havaalan1 hizmetinin farkli boyutlar1 iizerine
odaklanilmistir. Arastirmalarda kullanilan hizmet kalitesi 6zelliklerinden bazilar1 konfor,
check-in siiresi, ¢alisanlarin nezaketi, yonlendirme isaret ve levhalari, fiyat, tesislerin
uygunlugu, giivenirlik, terminal ambiyansi, hareketlilik, internet olanaklari, fiziksel
islevsellik, giivenliktir (Bezerra ve Gomes, 2015; Dale ve Brain, 2007; Yeh ve Kuo, 2003).
Havaalan1 hizmetinin 6zelliklerinin belirlenebilmesi i¢in alanyazindan, ydneticilerin ve
yolcularin  gorlislerinden  faydalanilmaktadir. Hangi 6zelliklerin ~ degerlendirmeye
almacaginin kararmin dogru verilmesi analizden etkili bir sonug¢ alinabilmesi igin Kritik
Oonem tasimaktadir (Martilla ve James, 1977: 79). Havaalani hizmetinin o&zellikleri
belirlendikten sonra yolcularin hizmetlerin hem O6nemini hem de performansini
degerlendirecekleri 6lgek hazirlanir. Olgekte dnem ve performans siitunlari i¢in besli veya
yedili Likert sistemleri uygulanabilmektedir (Tekin, Kalkan ve Duman, 2014). Olgek
gelistirildikten sonra mail, telefon veya yiiz ylize goriisme gibi yontemlerle anketler
yolculara uygulanir. Ardindan verilerin analiz asamasina gegilir. Verilerin analiz asamasinda
onem performans matrisinin x ve y koordinatlarini belirlemek i¢in her hizmet 6zelligi i¢in
onem ve performans skorlar1 belirlenir. Ardindan 6nem ve performans skorlar1 arasindaki
fark bulunur. Onem-Performans Matrisi iizerinde kesisme noktasini belirlemek i¢in merkezi
egilim 6l¢iilerinden faydalanilir. Kesisme noktasi olarak ortalama, medyan veya 6l¢egin orta
noktas1 kullanilabilmektedir (Albayrak ve Caber, 2011). Matrisin dikey ekseni 6nemi, yatay
ekseni performans skorlarini gostermektedir. Analiz sonucunda belirlenen hizmet boyutlari
veya Ozellikleri matrisin 4 hiicresinde dagilir. Sekil 1°de gosterilen bu hiicreler
yogunlasilmasi gerekenler, korunmasi gerekenler, diisiik oncelikliler ve olasi asiriliklar
olarak adlandirilir (Martilla ve James, 1977). Korunmas: gerekenler hiicresinde yer alan
hizmetler miisteriler tarafindan hem yiiksek onem verilen hem de performansi yiiksek
bulunan hizmetlerdir. Yogunlasiimas: gerekenler hiicresinde yer alan hizmetler ise
miisteriler tarafindan 6nemli bulunmakta ancak performansi diisiik algilanmaktadir. Diisiik
oncelikliler kiimesinde yer alan hizmetlere miisteriler tarafindan gorece diisiik Onem
verilmekte ayni zamanda hizmetlerin performansi da digik algilanmaktadir. Olas:
asiriklar hiicresinde yer alan hizmetler miisteriler tarafindan goérece daha az O6nemli

goriilmekte ancak performansi yiiksek bulunmaktadir.
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Diisuk PERFORMANS Yiiksek

Sekil 1. Onem-Performans Matrisi
1.2. Havaalam Hizmet Kalitesi ve Tlgili Cahsmalar

Yolculardan farkli olarak bir havaalaninin hizmetlerini satin alan ve kullanan havayolu
isletmeleri, caligsanlar, imtiyaz sahipleri, havaalani tesislerinin kiracilar1 gibi ¢esitli miisteri
gruplar1 bulunmaktadir. Bu ¢alismada miisteri grubu olarak yalnizca havaalani hizmetlerinin
son kullanicilart olan yolculara odaklanilmigtir. Yolcularin havaalanindan beklentileri
yolcularin demografik 6zelliklerine, kiiltiirel 6zelliklerine seyahat amaci gibi faktorlere bagl
olarak farklilasabilmektedir (Park, 2011). Bu farkliliklara ragmen, tim yolcular igin
havaalani, kara ulasimindan hava ulasimia ge¢mek i¢in kullanilan bir gecis noktasidir.
Yolcularin havaalan1 se¢iminde etkili olan faktorlerin basinda ugus saati, havaalaninin
konumu, bilet fiyatlarinin uygunlugu gibi faktdrler oncelikli olarak etkili olsa da havaalam
sektoriinde artan rekabet dolayisiyla havaalanini kullanan yolcularin memnuniyetinin
saglanmasi ve artirilmasi 6nem tasimaktadir (Fodness ve Murray, 2007). Bu nedenle
havaalanlarinda yolculara sunulan hizmet unsurlarinda performans ol¢limiiniin yapilarak
eksik olunan noktalarda hizmetlerin iyilestirilmesi yolcu memnuniyetini olumlu

etkileyecektir.

Havaalan1 hizmetleri ¢ok genis bir yelpazede gerceklesmekte ve havaalani hizmet kalitesi
unsularina yonelik kesin bir tanim bulunmamaktadir (Yeh ve Kuo, 2003). Alanyazinda
havaalani hizmet kalitesini arastiran c¢alismalarda hizmet kalitesinin farkli unsurlarina
odaklanilarak hizmet kalitesi Ol¢iilmeye calisilmistir. Bunun yani sira havaalani kalitesine
odaklanan ¢alismalarda kaliteyi 6l¢mek igin kullanilan yontemlerin de gesitlilik gosterdigi
goriilmiistiir. Yabanci alanyazinda erken donemde yapilan ¢aligmalarda sadece yolcularin
algiladiklar gergek performans verileri kullanilarak hizmet kalitesi olgiiliirken, son yillarda
yapilan g¢alismalarda hizmet kalitesini 6l¢gmek i¢in yaygin olarak kabul edilen bosluk

teorisine dayal1 yontemlerin (Servqual Modeli, Onem-Performans Analizi gibi) kullamldig
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goriilmiistiir. Yabanci alanyazinda havaalani hizmet kalitesine odaklanan dikkat ¢eken

calismalardan bazilar1 asagida 6zetlenmistir.

Yeh ve Kuo (2003) tarafindan Asya iilkelerinde faaliyet gosteren 14 havaalani igin
hizmet kalitesi boyutlar1 ¢ok degiskenli karar verme yontemi ile belirlenmistir.
Calisma sonuncunda havaalani hizmet kalitesini 6l¢mek i¢in konfor, islem siiresi,
kolaylik, personelin nezaketi, yonlendirme sistemlerinin goriiniirligii ve giivenlik
boyutu olmak tizere 5 hizmet boyutu onerilmistir. Konfor boyutu; bekleme
alanlarinin/salonlarinin temizligi, aydinlatmasi ve sikisikligi ve bir biitiin olarak
havaalaninin ambiyansmi gostermektedir. Islem siiresi; yolculuk siireci, giimriik
muayenesi ve bagaj talepleri i¢in yolcunun havaalaninda gegirecegi siireleri
gostermektedir. Kolaylik (facilities); tuvaletlerin, magazalarin, restoranlarin, doviz
biirolarinin, banka para ¢ekme makinelerinin mevcudiyeti ve erisilebilirligini
gostermektedir. Personelin nezaketi; havaalaninda ¢alisan personelin yardimsever ve
samimi davraniglarini géstermektedir. Yonlendirme sistemlerinin goriiniirliigii; ugus
bilgi ekranlarinin, havaalani tesislerini gosteren yonlendirme tabelalarinin netligi ve
sikligin1 gostermektedir. Giivenlik; yolcularin havaalami giivenlik 6nlemleri ve
giivenlik tesis ve techizatlar1 hakkindaki algisin1 gostermektedir.

Dale ve Brian (2007) tarafindan ABD'deki New York Kennedy Havaalani ve
Liverpool John Lennon Havaalani ig¢in yolcu memnuniyeti sadece yolcularin
hizmetlere iligkin performans algisina dayanarak Olgmiistiir. Calismada yolcu
memnuniyetini 6lgmek icin isaret levhalar1 ve islevleri, ortam kosullari, isaret ve
semboller, tutum, davranislar, uzmanlik, verimlilik ve bos zaman aktiviteleri olmak
tizere 8 havaalan1 hizmet gostergesine odaklanilmistir.

Mattozo, Silva, Costa ve Fernandes-Nato (2012) tarafindan bosluk analizi
kullanilarak Brezilya'daki Augusto Severo Havalimani'nda yolcu memnuniyeti
arastirilmistir. Calismada, havaalani hizmet kalitesini 6lgmek i¢in 5 hizmet kalitesi
degiskeni kullanilmistir. Bu degiskenler; taksi bekleme siiresi, miisaitlik
(availability), havaalanindaki bekleme alanlarinin rahathigi, restoranlarin fiyatlari ve
tesislerin glivenligidir.

Sung ve Jin (2014), Kore’de faaliyet gosteren Incheon Uluslararasi Havaalani ve
Gimpo Uluslararas1 Havaalani i¢in 6nem performans analiziyle yolcu memnuniyetini

degerlendirmislerdir. Bu ¢alismada erisilebilirlik, havaalani tesisleri ve mekansallik

87



olmak {izere 3 havaalan1 hizmet kalitesi boyutu iizerinden yolcu memnuniyeti
degerlendirilmistir.

Jiang ve Zhang (2016), énem-performans analizi kullanarak Melbourne Havaalani
i¢in yolcularin memnuniyet diizeyini 6l¢miislerdir. Calismada havaalani hizmetleri
3 boyut altinda toplanarak temel havaalani hizmetleri, konfor, uygunluk ve eglence
ile ilgili hizmetler, is seyahati ve cocuk bakimi ile ilgili hizmetler altinda
degerlendirilmistir. Calismada Onem-performans analizinin 6tesinde ayrica
yolcularin birtakim demografik 6zelliklerine gore hizmetlerin 6nemine ve

performansina verdikleri degerin farklilasip farklilagsmadig: analiz edilmistir.

Ulusal alanyazinda dogrudan havaalani hizmet kalitesine odaklanan kisitli sayida ¢aligma

bulunmaktadir. Bu ¢alismalardan dikkat ¢ekenlerden bazilari asagida 6zetlenmistir.

Tuncer ve Gavcar (2014) tarafindan havaalani terminal hizmet faktorleri ve bu
faktorlerin terminal hizmet kalitesine etkisi arastirilmistir. Arastirma ICF Antalya ve
ATM Dalaman Uluslararas1 Havalimani dis hatlar terminallerini kullanan yolcular
tizerinde gergeklestirilmistir. Calisma sonucunda havaalan1 hizmet Kkalitesini
belirleyen faktorler sirasiyla terminal personeli, terminal fiziksel islevsellik, terminal
ortami, terminal tesisleri ve kendi yolunu bulma olarak bulunmustur.

Isildak ve Tunca (2018) tarafindan Isparta Siileyman Demirel Havaalani’nda yolcu
memnuniyetini etkileyen faktorler aragtirilmistir. Calismada havaalani hizmet
kalitesi unsurlar1 olarak terminal personeli, terminal ortami ve kendi yolunu bulma,
terminal tesisleri, glivenilir ve dogru hizmet, terminal kosullari, isteklilik ve anlik
hizmet, avantaj ve uygunluk, internet erisimi ve terminal fiziksel islevsellik olmak
tizere 9 degisken kullanilmistir.

Asik (2019) tarafindan Istanbul Havaalani’nda yerli ve yabanci yolcularin hizmet
kalitesi algilar1 arasinda farkliligin olup olmadigi arastirilmistir. Caligmada havaalani
hizmet kalitesi fiziksel 6zellikler, ¢alisanlarin 6zellikleri, hiz ve zamanlama, ulasim
ve yon bulma, fiyat, giiven, tamamlayict hizmetler olarak 7 boyutta
degerlendirilmistir. Calismanin sonuglarina goére ulagim ve yon bulma ve
tamamlayic1 hizmetler disindaki tiim hizmet boyutlar1 i¢in yerli ve yabac1 yolcularin

performans algis1 farklilik géstermektedir.

Ulusal alanyazinda havaalani hizmet kalitesini 6lgmeyi aragtiran ¢aligmalarin tamaminda

yolcu memnuniyeti yolculara yalnizca havaalaninin performansi sorularak ol¢tilmiistiir.

Gergek performans puanlarina gore yapilan bu arastirmalarda herhangi bir referans noktasi
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alinamadigi i¢in yiiksek ve diisiik performans arasindaki ayrim noktasi fark edilemez. Ulusal
alanyazinda bosluk teorisine dayanarak hizmet kalitesinin 6nem ve performans arasindaki
farka dayali olgiildiigii bir ¢alismaya ise rastlanmamistir. Albayrak (2014) tarafindan
havaliman restoranlarinda yolcu memnuniyetinin arastirildig1 ¢alismada ve Under ve Atalik
(2016) tarafindan havalimaninda giimriiksiiz satis magazalar1 i¢in yolcu memnuniyetinin
arastirildigi ¢alismada 6nem ve performans analizi kullanilmistir. Ancak havaalaninin tiim
hizmetlerine yonelik hizmet kalitesi boyutlarinin belirlendigi ardindan bu hizmetler igin
yolcularin algilarina dayali olarak Onem-performans analizinin yapildig1 bir ¢aligmaya
rastlanmamistir. Bu baglamda 6rnek olarak secilen bir havalimani i¢in hizmet Kalitesi
boyutlarinin belirlenerek ardindan 6nem-performans analizinin yapilacagi bu calismanin

havaalani ile ilgili ulusal alanyazina katki saglayacagi diisiintilmektedir.
2. YONTEM

Bu calismada 6nem-performans analizi araciligiyla havaalani hizmet kalitesini 6lgmek
amaciyla ornek olarak se¢ilen Gaziantep Havalimani’ni kullanan yolcularin havaalanindan
memnuniyet diizeyleri arastirilmistir. Gaziantep Havalimani’nin 6rnek olarak se¢ilmesinin
nedeni kolayda ulasilabilir olmasidir. 1976 yilinda hizmete agilmis olan Gaziantep
Havalimani, Devlet Hava Meydanlar1 Isletmesi Genel Miidiirliigii tarafindan isletilmekte

olup, yillik 4 milyon yolcu kapasitesine sahip i¢-dis hat terminal binasina sahiptir (DHMI).

Arastirmada kullanilacak 6lgegin  gelistirilmesi amaciyla ACI (Airport Council
International) tarafindan gelistirilen hizmet kalitesi 6lgegi, Bezerra ve Gomes (2015) ve
Tuncer ve Gavcar (2014) calismalarinda kullanilan 6l¢eklerden faydalanilmistir. Ayrica
Gaziantep Havalimani1 Bagmiidiirii ve 3 havacilik uzman ile yapilan gériismeler sonucunda
Gaziantep Havalimani’na uygun olarak 6l¢ek maddeleri tizerinde birtakim uyarlamalar
yapilmig, baz1 maddeler 6l¢ekten ¢ikarilmis ve yeni maddeler eklenerek olgege son hali
verilmigtir. Aragtirmanin verilerini toplamak i¢in kullanilan anketin ilk béliimiinde yolculara
iliskin demografik sorulara yer verilmistir. Ikinci boliimiinde havaalan1 hizmet Kkalitesi
boyutlarini1 gosteren 32 ifadeye yer verilmistir. Yolcularin havaalan1 hizmetlerinin hem
kendileri i¢in 6nemini (1: hi¢ 6nemli degil, 5: ¢ok dnemli), hem de havaalaninin gosterdigi
performansi (1:¢ok kotii, 5: cok iyi) 5°1i likert sistemi kullanilarak ayr1 ayri degerlendirmeleri
istenmistir. Ankette yer alan ifadelerin anlasilabilirligini kontrol etmek ve anketin ig
glivenirliligini analiz etmek amaciyla Gaziantep Havalimani’n1 kullanan 30 yolcuya pilot

anket uygulanmistir. Pilot uygulamada elde edilen verilerin analizi sonrasinda &lgek
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giivenirliligini etkileyen madde olmadigindan oOlgekte yer alan maddeler oldugu gibi

korunmustur.

Arastirmanin verileri Gaziantep Havalimani1 Bagmiidiirliigii’nden gerekli izin alinarak 26-28
Aralik 2019 tarih araliginda i¢ hatlar gidis ve bekleme salonlarini kullanan yolculardan
toplanmustir. Toplam 320 yolcu anketi yanitlamistir. Cevaplanmayan sorularin oldugu veya
hatali isaretlemelerin yapildigi anketler elenerek toplamda 293 anket verisi analize tabi
tutulmustur. Arastirmanin  katilimcilarina iliskin - demografik veriler Tablo 1’de
gosterilmigtir. Katilimcilarin demografik 6zellikleri incelendiginde yolcularin yaridan
fazlasinin (%60,4) erkek oldugu, yolcularin medeni durum dagilimimin birbirine yakin
oldugu (%55°6’s1 evli), yolcularin ¢cogunlugunun (%75,3) 35 yas ve altinda geng¢ grupta
oldugu, yolcularin ¢ogunlugunun (%76,1) lisans ve {istii egitime sahip oldugu goriilmiistiir.
Yolcularin meslek dagilimi incelendiginde ¢ogunlugunun ticretli ¢alisan (%39,9) ve 6grenci
(%32,1) oldugu goriilmektedir. Yolcularin yaridan fazlasinin (%58) seyahat amaci eglence
amachdir. Katilimeilarin yaridan fazlasinin (%65,2) yilda 2 veya daha az u¢tugu yani sik

ucan yolcular olmadig1 goriilmektedir.

Tablo 1. Katilimcilarin Demografik Ozellikleri

Yiizde Yiizde
Siklik % Siklik %
Cinsiyet Meslek
Erkek 177 60,4 Ucretli calisan 117 39,9
Kadin 116 39,6 |Isyeri sahibi 35 11,9
Toplam 293 100 Emekli 7 2,4
Medeni Durum Ogrenci 94 321
Evli 129 44 Issiz 20 6,8
Bekar 163 55,6 Diger 18 6,1
Toplam 292 99,7 Toplam 291 99,3
Yas Seyahat Amaci
18-25 116 395 |Is 89 30,4
26-35 105 35,8 Eglence 170 58
36-45 53 18,1 Diger 34 11,6
45 tizeri 19 6,5 Toplam 293 100
Toplam 293 100 | Egitim
Ugus Sikhig1 [kogretim 16 55
Yilda 1 kez veya daha az 86 29,4 | Ortadgretim 18 6,1
Yilda 2 kez 105 358 |Lise 36 123
Her 3ayda 1 veyaaydalkez 91 31,1 |Lisans 192 655
Ayda birkag kez 11 3,8 Lisanstistii 31 10,6
Toplam 293 100 Toplam 293 100,0
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3. BULGULAR

Anketin gegerliligini saglamak ve OPA’ da kullanilacak iist boyutlar1 belirlemek amaciyla
32 ifadeye AFA (agiklayict faktdr analizi) uygulanmustir. Olgegin faktdr analizine
uygunlugu Kaiser-Meyer Olkin (KMO) 6rnekleme yeterliligi degeri 0,867 (p<,01), Barlett
Kiiresellik Test degeri ise p<,01 olarak bulunmustur. Olgek maddeleri Varimax dondiirme
yontemi kullanilarak faktor analizine tabi tutulmustur. Analiz sonucunda literatiir ile uyumlu
olarak 8 faktor elde edilmistir. Elde edilen sekiz faktoriin varyans agiklama orani %78,035
olarak bulunmustur. Her bir faktor i¢cin hesaplanan cronbach’s alpha degerleri 0,760 ile 0,938
araliginda bulunmustur ve dlgek giivenilir olarak degerlendirilmistir (Hair, 1998). Tablo
2’de agiklayici faktor analizi ve giivenirlilik analizi sonuglart verilmistir. Faktorler literatiirle
uyumlu olarak kapsadiklari ifadeler g6z Oniinde bulundurularak ‘“check-in ve bagaj

hizmetleri”, “terminalin ambiyans1”, “ulasim”, “yon bulabilme”, “aligveris tesisleri”, fiyat”,

“terminal tesisleri” ve “gilivenlik” olarak adlandirilmistir.

Faktdr analizi sonucunda hizmet kalitesi boyutlar1 belirlendikten sonra OPA analizine
gecilmistir. OPA matrisi olusturabilmek i¢in 6nem ve performans skorlarma gerek
duyulmaktadir. Her bir boyuta iliskin 6nem ve performans skorlari, boyutlart olusturan
maddelerin ortalamalar1 almarak hesaplanmistir. Onem ve performans skorlari arasindaki
farkliliklarin istatistiksel agidan anlamli olup olmadigini test etmek i¢in esli gdzlem t testi
kullanilmistir. Analiz sonucunda tiim boyutlarin 6nem ve performanslar1 arasindaki farkin
anlamli (p <0,001) oldugu bulunmustur. Tablo 3’te her boyut i¢in 6nem ve performans
ortalamalar1 verilmistir. Tablo 3’e gore Gaziantep Havalimani’ni kullanan yolcularin
havaalani1 hizmetleri igerisinde en fazla 6nem verdikleri hizmetin terminal tesisleri oldugu
gortiliirken, aligveris tesislerine gorece daha az 6nem verdikleri goriilmiistiir. Hizmet Kalitesi
boyutlarinin performans ortalamalar1 incelendiginde ise yolcu memnuniyetinin en yiiksek
oldugu boyut terminalin ambiyansiyken, yolcu memnuniyetinin en diisiik oldugu boyut
havaalaninda uygulanan fiyatlardir. Havaalan1 hizmet kalitesinin tim boyutlarinda 6nem
ortalamalarinin performans ortalamalarindan yiiksek oldugu goriilmektedir. Bu durum
yolcularin havaalan1 hizmetlerine verdiklerin 6nemin havaalaninin sagladigi performanstan
yiiksek oldugunu baska bir ifadeyle havaalaninin bu hizmet boyutlarinda yolcularin

beklentilerini karsilayamadigini1 gostermektedir.

91



Tablo 2. Kesfedici Faktor Analizi ve Giivenirlik Analizi Sonuglari

Faktor Cronbach's

Madde Yiikii Alpha
Check-in ve Bagaj Hizmetleri 0,899
Check-in siirecinin etkinligi 865
Check-in kuyrugunda bekleme siiresi 846
Check-in yapan ¢alisanlarin nezaket ve yardimseverligi ,817
Geliste bagaj tesliminin hizlilig1 ,752
Bagaj yiik arabalarinin mevcudiyeti/erisilebilirligi ,632
Terminal Ambiyansi 0,891
Terminal i¢i havalandirma ,839
Terminal icerisindeki giiriiltli diizeyi 819
Terminalin genel temizligi 795
Terminal i¢erisindeki sicaklik 127
Terminalin ici kalabalik diizeyi 664
Ulasim 0,897
Otopark ve terminal arasi yiirliylis mesafesi 863
Havalimanina ulagimda toplu tasima araglarinin sikligi ,835
Aragclar i¢in yolcu indirme yerlerinin yeterliligi ,803
Ozel araglar igin otopark alanimin yeterliligi 792
Havalimanina ulagimda toplu tasima araglarinin gesitliligi 783
Terminal i¢i Hareketlilik 0,924
Terminal i¢i isaret yonlendiricilerinin yeterliligi 875
Ucus bilgi ekranlarinin yeterliligi 871
Terminal igerisinde yol bulabilme kolaylig1 ,826
Havalimani anons bilgi sisteminin yeterliligi 825
Algveris Tesisleri 0,932
Banka, ATM, PTT veya doviz biirolarimin yeterliligi 822
Restoranlarin yeterliligi ve kalitesil0 ,816
Aligveris tesislerinin ¢esitliligi ,805
Fiyat 0,938
Restoran ve yiyecek tinitelerinin uygun fiyatlilig ,897
Aligveris tesislerinin uygun fiyatlilig ,884
Otopark hizmet iicretinin uygun fiyatliligi 859
Terminal Tesisleri 0,863
Lavabo ve tuvaletlerin mevcudiyeti/erisilebilirligi ,7199
Lavabo ve tuvaletlerin temizligi ,755
Bekleme veya ugaga binis kapisindaki alanlarin rahatligi 17
Giivenlik 0,76
Giivenlik taramalarinin titizligi ,783
Terminal igerisinde kendini giivende/emniyette hissetme 129
Giivenlik personelinin nezaketi ve yardimseverligi ,663
,507

Giivenlik tarama noktalarinda bekleme suiresi
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Tablo 3. Havaalam Hizmet Kalitesi Boyutlar1 Onem ve Performans Skorlar

= —~

3 Z - | = -:E

gz < S < < =

- g g E g =

— — < [ ——1 ] o

s |32 5% |23 |32 E

= ~

p 3 S S £S | & | - &
C Check-in ve Bagaj Hizmetleri 411 3,61 49 9,843 ,000
TA Terminal Ambiyansi 4,35 3,99 ,36 8,610 ,000
U Ulasim 4,17 2,73 1,44 26,892 ,000
H Terminal I¢i Hareketlilik 4,29 3,72 ,57 11,299 ,000
AT Aligveris Tesisleri 3,93 3,32 ,61 10,584 ,000
F Fiyat 4,14 2,43 1,71 28,928 ,000
T Terminal Tesisleri 4,52 3,80 71 12,826 ,000
G Giivenlik 4,37 3,96 ,40 10,247 ,000

Havaalan1 hizmet kalitesi boyutlar1 i¢in énem ve performans skorlar1 hesaplandiktan sonra

havaalan1 hizmet kalitesi boyutlar1 i¢in dnem-performans matrisi olusturulmustur (Sekil 2).

Matrise gore terminal tesisleri, giivenlik, terminal ambiyansi1 ve terminal i¢i hareketlilik

korunmasi gereken hizmetler; ulasim, fiyat ve aligveris tesisleri diisiikk oncelikliler; check-in

ve bagaj hizmetleri olas1 asiriliklar hiicresinde yer almistir.

ONEM

4,607
' Yogunlagiimas Gerekenler Korunmasi Gerekenler
N
4,407
« TA
JH
4,201
JF
,C
4,001
AT
Ditguk Oncelikiiler Olasi Aginiliklar
2,00 250 3,00 3,50 400
PERFORMANS

Sekil 2. Hizmet Kalitesi Boyutlar1 Iigin Onem-Performans Matrisi

Hizmet boyutlari i¢in olusturulan 6nem-performans matrisi, havaalani yonetiminin hangi

hizmetleri iyilestirmesi, hangi hizmetleri korumasi gerektigi hakkinda genel bir fikir verse

de hizmet kalitesi boyutlarini olusturan tiim alt hizmet kriterlerini gdsterecek bir matrisin

daha detayli bilgi verecegi diistiniilmektedir. Bu amagla ilk olarak hizmet kalitesi boyutlarini

olusturan her bir hizmet kriteri i¢in 6nem ve performans skorlar1 hesaplanmis ve aradaki
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farkin anlamli olup olmadig1 esli 6rneklem t testi ile test edilmistir. Ardindan 8 hizmet
kalitesi boyutu altinda yer alan 32 hizmet kriteri i¢in Onem-performans matrisi
olusturulmustur (Sekil 3). Tablo 4’te hizmet kalitesi boyutlarin1 olusturan her bir hizmet
Kriteri i¢in 6nem ve performans skorlar1 ve t testi sonuglar1 verilmistir. T testi sonuglarina
gore her kriterin dnem skoru ile performans skoru arasindaki fark istatistiksel olarak anlamli
bulunmustur (p <0,005). Tablo 4’e gore yolcularin havaalaninda en ¢ok énem verdikleri 3
hizmet, lavabo ve tuvaletlerin temizligi, bekleme ve ugaga binis kapisindaki alanlarin
rahatlig1 ve glivenlik taramalarinin titizligi iken; bagaj ve yiik arabalarinin mevcudiyeti, 6zel
araclar i¢in otopark alanlarinin yeterliligi ve aligveris tesislerinin ¢esitliligi goérece yolcular
tarafindan daha az 6nem verilen hizmetlerdir. Tablo 4’e gore yolcularin performansini en
yuksek bulduklar1 3 hizmet; terminal igerisindeki sicaklik, terminal igerisinde kendini
giivende/emniyette hissetmek ve terminalin genel temizligidir. Yolcularin performansim
gorece diisitk bulduklari hizmetlerin basinda restoran ve yiyecek {initelerinin, aligveris

tesislerinin ve otopark hizmetlerinin uygun fiyathilig1 gelmektedir.

Tablo 4. Havalimani Hizmet Kriterleri Onem-Performans Skorlari

= g EE|ES|E2| - |
£ = OCE|LE|gx E
= Ol a© | o <
Check-in ve Bagaj Hizmetleri
Cl | Check-in siirecinin etkinligi 4,04 3,68 35 5,902 1,000
C2 | Check-in kuyrugunda bekleme siiresi 4,09 3,63 46 6,541 |,000
C3 Check-in yapan ¢aligsanlarin nezaket ve yardimseverligi 433 |3,79 54 9,309 |,000
C4 | Geliste bagaj tesliminin hizlilig 445 |3,53 91 12,859 |,000
C5 | Bagaj yiik arabalarinin mevcudiyeti/erisilebilirligi 3,64 |3,42 21 3,507 |,001
Terminal Ambiyansi
TAL | Terminal i¢i havalandirma 441 14,08 ,33 6,460 |,000
TAZ | Terminal igerisindeki giiriilti diizeyi 430 381 49 8,675 |,000
TA3 | Terminalin genel temizligi 4,46 4,09 36 6,984 1,000
TA4 | Terminal igerisindeki sicaklik 437 14,13 24 5,029 |,000
TAS | Terminal ici kalabalik diizeyi 423 382 41 7,032 1,000
Ulasim
Ul Otopark ve terminal arasi ylirliylis mesafesi 3,96 3,01 95 14,338 |,000
U2 | Havalimanina ulasimda toplu tagima araglarimin siklig1 439 |2,59 1,80 |24,897 |,000
U3 | Araclar i¢in yolcu indirme yerlerinin yeterliligi 416 |2,99 1,17 17,862 |,000
Ud | Ozel araglar i¢in otopark alaninin yeterliligi 393 2,60 133 18,460 |,000
US | Havalimanma ulasimda toplu tagima araglarinin ¢esitliligi 4,42 12,59 1,97 25,556 |,000
Terminal i¢i Hareketlilik
H1 | Terminal i¢i isaret yonlendiricilerinin yeterliligi 4,32 3,70 62 10,337 |,000
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Tablo 4. Devami

g . SR 2
< 5 2SI EE|5E| - | B
E = °CE|SE|E" z
= o ®) =
H2 Ugus bilgi ekranlarinin yeterliligi 433 |373 59 10,625 |,000
H3 | Terminal igerisinde yol bulabilme kolaylig1 429 |3,79 49 8,956 |,000
H4 | Havalimani anons bilgi sisteminin yeterliligi 4,24 |3,64 59 9,851 1,000
Alsveris Tesisleri
ATl Banka, ATM, PTT veya doviz biirolarinin yeterliligi 397 |333 63 9,598 |,000
AT3 | Restoranlarin yeterliligi ve kalitesi 3,96 |3,34 ,62 8,876 |,000
AT4 | Aligveris tesislerinin cesitliligi 3,86 |3,29 .56 9,616 |,000
Fiyatlandirma
F1 | Restoran ve yiyecek iinitelerinin uygun fiyatlilig 4,26 | 2,40 1,86 29,029 |,000
F2 Aligveris tesislerinin uygun fiyatliligt 4,18 |2,45 1,78 27,017 |,000
F3 Otopark hizmet iicretinin uygun fiyathiligi 397 |248 1,48 21,160 |,000
Temel Tesisler
T1 Lavabo ve tuvaletlerin mevcudiyeti/erisilebilirligi 443 13,90 52 8,861 |,000
T2 | Lavabo ve tuvaletlerin temizligi 459 |3,89 ,70 11,609 |,000
T3 | Bekleme veya ucaga binis kapisindaki alanlarin rahatign | 4,54 | 3,62 92 13,070 |,000
Giivenlik
G1 | Giivenlik taramalarinin titizligi 449 14,08 A1 7,970 |,000
G2 | Terminal igerisinde kendini glivende/emniyette hissetme |4,48 |4,10 ,38 7,805 |,000
G3 | Giivenlik personelinin nezaketi ve yardimseverligi 428 13,83 45 7,982 |,000
G4 | Giivenlik tarama noktalarinda bekleme siiresi 422 13,70 o1 9,247 1,000

32 hizmet kriteri i¢in olusturulan Onem-performans matrisi (Sekil 3) su sekilde

yorumlanabilir:

Korunmasi gerekenler: Bu hiicrede yer alan hizmetler yolcular tarafindan yiiksek énem
verilen ve performansi yiikksek bulunan hizmetlerdir. Verilerin analizi sonucunda
degerlendirilen 32 hizmet kriterinden 16’sinin (%50) korunmasi gerekenler hiicresinde yer
aldig1 goriilmiistiir. Check-in ve bagaj hizmetleri boyutu altinda yer alan C3 ve C4 kriterleri,
terminal ambiyansi boyutu altinda yer alan tiim kriterler (TA1, TA2, TA3, TA4, TAD),
terminal i¢i hareketlilik boyutu altinda yer alan tiim Kriterler (H1, H2, H3, H5), temel tesisler
boyutu altinda yer alan tiim kriterler (T1, T2, T3), giivenlik boyutu altinda yer alan 3 kriter
(G1, G2, G3) havaalani yonetimi tarafindan korunmasi gereken hizmetler olarak ortaya
¢ikmigtir. Havaalaninin bu hizmetlerde yolcularin beklentilerini karsiladigi goriilmektedir.
Havaalaninin bu hizmetlerde mevcut durumunu korumasi herhangi bir aksiyona gegmesine
gerek olmadigi ongoriilmektedir. Yogunlasilmast gerekenler: Bu hiicrede yer alan hizmetler

yolcular tarafindan yiiksek 6nemde goriilen ancak havaalaninin performansmin diisiik
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algilandig1 hizmetlerdir. Ulasim boyutu altinda yer alan iki kriter (U2- Havalimanina
ulasimda toplu tasima araglarinin sikligi ve US5- Havalimanina ulasimda toplu tagima
araglarmin gesitliligi) ve fiyat boyutu altinda yer alan 1 kriter (F1-Restoran ve yiyecek
tinitelerinin uygun fiyathiligi1) yogunlasilmas: gerekenler hiicresinde yer almaktadir. Yolcu
memnuniyetinin  artirilmast  i¢in  bu hizmetlerde iyilestirme yapilmas1 gerektigi
ongoriilmektedir. Ancak bu hiicrede yer alan kriterler incelendiginde toplu tasima araglarinin
siklig1 ve gesitliligi konular1 havaalaninin dogrudan yonetimi altinda olan konular degildir.
Sehir havaalani ulasim hizmeti daha ¢ok yerel yonetimlerin inisiyatifinde olan hizmetlerdir.
Benzer sekilde bu hiicrede yer alan restoran ve yiyecek iinitelerinin fiyatlarini belirlemek

havaalan1 yonetiminin dogrudan kontroliinde olan bir konu degildir.

Diisiik oncelikliler: Bu hiicrede yer alan kriterler yolcular tarafindan gorece daha az dnem
verilen ve havaalani performansinin da diisiik bulundugu hizmetlerdir. Check-in ve bagaj
hizmetleri boyutunun altinda yer alan 1 kriter (C5), ulasim hizmetleri boyutunun altinda yer
alan 3 kriter (U1, U3, U4), aligveris tesisleri boyutundaki tiim kriterler (AT1, AT3, AT4) ve
fiyat boyutu altinda yer alan 2 kriter (F2, F3) disiik 6ncelikliler hiicresinde yer almaktadir.
Havaalan1 yonetimi yolcu memnuniyetini artirmak i¢in bu hizmetlerde iyilestirmelere
gidebilir ancak yolcular tarafindan gorece daha az 6nemli goriildiikleri i¢in oncelikli olarak
tyilestirilmesi gereken hizmetler olmadigi ongoriilmektedir. Bu hiicredeki hizmetlere

yatirim yapilacaksa daha dikkatli bir fayda maliyet analizi yapilmalidir.

Olast asiriliklar: Bu hiicrede yer alan hizmetler yolcular tarafindan gorece az énem verilen
havaalani performansinin ise yliksek bulundugu hizmetlerdir. Havaalaninin bu hizmetlerde
yolcularin beklentisinin iizerinde bir performans sergiledigi goriilmektedir. Bu hiicrede
check-in ve bagaj hizmetleri boyutu altinda 2 kriter (C1 ve C2), terminal ambiyans1 boyutu
altinda 1 kriter (TAS), giivenlik boyutu altinda 1 kriter (G4) yer almaktadir. Havaalanm
yonetiminin bu hizmetlerde yolcularin beklentilerinin {izerinde bir performans
gostermesinden dolayr bu hizmetlerde herhangi bir aksiyon almasina gerek olmadig:

Oongoriilmektedir.
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Sekil 3. Hizmet Kalitesi Kriterleri Icin Onem-Performans Matrisi
4. SONUC VE ONERILER

Yolcu memnuniyetine dayali olarak hizmet kalitesinin degerlendirilmesinde kullanilan
yontemlerden biri olan dnem-performans analizi, geleneksel hizmet kalitesi dl¢timlerinden
farkli olarak onem ve performans arasindaki fark esas alinarak gergeklestirilmektedir.
OPA’nin hizmet kalitesi dl¢iimiinde arastirmacilar ve uygulayicilar tarafindan tercih edilen
bir yontem olmasmin baslica nedeni pratik ve kolay yorumlanabilir olmasindan
kaynaklanmaktadir. Uluslararasi hizmet kalitesi ve havaalan1 hizmetlerine iliskin
alanyazinda yaygin olarak kullamlmakla birlikte ulusal alanyazinda OPA kullanilarak
havaalan1 hizmet kalitesinin degerlendirildigi bir ¢calismaya rastlanmamistir. Bu ¢alismada
havaalani hizmet kalitesinin 0l¢iilmesinde 6nem-performans analizinin nasil kullanilacagi

ornek bir uygulama yapilarak agiklanmistir.

Calismada o6rnek OPA uygulamasi Gaziantep Havalimani icin gergeklestirilmistir.
Aragtirma kapsaminda ilk olarak Gaziantep Havalimani i¢in hizmet kriterleri belirlenmistir.
Havaalani hizmetleri; check-in ve bagaj hizmetleri, terminal ambiyansi, ulasim, terminal ici
hareketlilik, aligveris tesisleri, fiyat, terminal tesisleri ve giivenlik olmak {iizere 8 boyut
altinda degerlendirilmistir. Bu 8 hizmet kalitesi boyutunun altinda toplamda 32 hizmet
Kriteri yer almaktadir. Hizmet kalitesi boyutlari belirlendikten sonra 6nem ve performans
analizi yapilarak Gaziantep Havaalani igin dnem-performans matrisi olusturulmustur. OPA

sonuclar1 degerlendirildiginde her ne kadar yolcularin hizmetlere verdikleri 6nem skorlar
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havaalaninin performans skorlarindan yiiksek olsa da degerlendirilen 32 kriterin 16’sinin
matrisin korunmasi gerekenler hiicresinde yer almasi ve sadece 3 kriterin yogunlasilmasi
gerekenler hiicresinde yer almasi Gaziantep Havalimani’nin hizmetlerin yonetiminde
basarili oldugunun ve yolcu memnuniyetinin yiiksek oldugunun gostergesidir. Analiz
sonucunda yogunlasilmas: gerekenler hiicresinde yer alan hizmetlerin ise havaalani
yonetiminin dogrudan kontrolii altinda olmayan hizmetler olmadiginin da ayrica belirtilmesi

gerekmektedir.

Bu calismada gerceklestirilen 6rnek uygulamanin kisitlarindan bir tanesi simurli sayida
havaalani1 hizmet kalitesi unsurunun analize dahil edilmis olmasidir. Havaalani hizmetleri
cok genis bir yelpazede gerceklestigi i¢in degerlendirmeye alinacak hizmet Kriteri sayisini
daha fazla artirmak mimkiindiir. Ancak bu arastirmada katilimcilarin ankete katilim oranini
artirmak amaciyla degerlendirilecek kriter sayis1 optimumda tutulmaya calisilmistir.
Gelecekteki aragtirmalarda pasaport kontroliine yonelik islemler, internet hizmetleri,
tamamlayict hizmetler gibi kriterler eklenerek kriterler ¢esitlendirilebilir ve sayisi

artirilabilir.

Bu calismada OPA tiim yolcu gruplart igin ortak yapilmistir. Halbuki yolcularin
havaalanindan beklentileri ve performans algilar1 seyahat amaglarina, seyahat sikliklarina,
demografik 6zellikler gibi faktorlere gore farklilik gosterebilecektir. Bu nedenle ileriki
arastirmalarda yolcularin kendi iclerinde alt pazar boliimlerine ayrilarak (6rnegin is amach
seyahat edenler- eglence amacl seyahat edenler, sik ugan yolcular-seyrek ugan yolcular,
cocuklu yolcular- yalniz seyahat edenler vb.) OPA’nin uygulanmasi hizmetlere iliskin daha
ayrintili sonuclar verecektir. Bu da hizmetlere iliskin daha etkili stratejik kararlar alinmasini

saglayacaktir.

OPA kullanilarak havaalam1 hizmet kalitesinin 6rnek bir havaalan1 iizerinden
degerlendirildigi bu arastirmanin, havaalani ile ilgili ulusal alanyazina katki saglayarak
gelecekteki arastirmalara 151k tutmasi ve hizmet Kalitesini degerlendirmekle sorumlu olan

havaalani yoneticilerine rehber niteliginde bir ¢alisma olmasi beklenmektedir.
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Abstract

Human factors are the primary causal factor of freight-aircraft accidents. Despite dramatic improvements in
flight safety, the number of accidents in air cargo transportation remains stubbornly high. The present paper
aimed to classify the causal factors of freight-aircraft accidents. In this study, we examined investigation reports
of 15 freight-aircraft accidents that occurred over the past decade. For the analysis of causal factors, HFACS
(Human Factors Analysing and Classification System) was used as a comprehensive human error framework.
To the best of our knowledge, this is first the work that examined the causal factors of freight-aircraft accidents
by using HFACS. Based on the results, skill-based errors were the primary contributing factors, followed by
inadequate supervision and the technological environment as the second and third most significant contributing
factors. The results presented here may provide important insights into the causality of freight-aircraft accidents
and help organizations (e.g., airlines and air-cargo operators) and individuals (e.g., pilots, loadmasters, and
ground handling staff) to prevent similar occurrences in the future.

Keywords: Accident Investigation, HFACS, Human Factors, Air Cargo, Aviation Safety
JEL Classification: L91, L93, Y80

Hava Kargo Operasyonlarinda insan Faktérleri: HFACS ile Bir Analiz
Oz

Insan faktorleri kargo ucagi kazalarina sebep olan baslica faktorlerdendir. Ucus emniyetindeki carpici
gelismelerine ragmen, hava kargo tasimacihiginda meydana gelen kazalarin sayisi yiiksek seviyededir. Bu
makalenin amaci kargo ucagi kazalarina sebep veren faktorleri siniflandirmaktir. Bu ¢alismada, son 10 yil
icinde meydana gelen 15 kargo ugagi kazasi incelenmistir. Kazalara sebep olan faktorlerin analizi igin kapsamli
bir insan faktorleri analiz aract olan HFACS kullanilmistir. Bu ¢alisma bildigimiz kadariyla kargo ugaklart
kazalarint HFACS ile inceleyen ilk ¢alisma 6zelligini tasimaktadir. Elde edilen sonuglara gore kazalara sebep
veren faktorler arasinda birincil faktor olarak yetenek hatalar1 bulunmustur. Yetersiz yonetim ve teknolojik
cevre ise ikinci ve liglincil en yiiksek oranlara sahip faktdrlerdir. Burada sunulan bulgular kargo ugaklarinin
kazalaria sebep veren faktorlerin i¢ yiliziiniin anlasilmasini saglayabilir ve sirketlerin (6rn. havayollar1 ve hava
kargo sirketleri) ve kisilerin (6rn. pilotlar, kargo yiikleme uzmanlar1 ve yer hizmetleri gorevlileri) benzer
kazalar1 6nlemelerine yardimci olabilir.
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INTRODUCTION

Air cargo transport plays a vital role in the economic development of countries (Kasarda and
Green, 2005; ICAO, 2015). The demand for the air freight industry has been increased
dramatically over the past two decades (Boeing, 2018). To meet the increased demands, the
growth of global air cargo operations has shown a twofold increase every ten years since
1970 (Chang et al., 2007). Furthermore, air cargo volumes registered a significant global
growth rate (3.5%) in 2018 (IATA, 2018a). Based on the forecast published by IATA, the
number of world’s freighter aircraft will increase from 1770 to more than 3000 in the
following 20 years (IATA, 2018Db). In parallel with these growths in the air freight industry,
the number of cargo aircraft accidents has been increased (IATA, 2020a).

The Airline industry suffered twenty fatal accidents in 2019. 6 of the 20 accidents were cargo
airplane accidents. 21% of the 316 accidents occurred between 2014-2018 involved freighter
operation. Moreover, nearly half of the 41 fatal airliner accidents were freighter aircraft
accidents (Jackman, 2020). A large and growing body of literature has examined the
development strategies for the air freight industry, the dangerous goods airfreight, and air
cargo security (Chang et al., 2007; Huang et al., 2019; Hoffman, 1998). However, far too
little attention has been paid to the causality of air cargo accidents. Previous studies have
primarily concentrated on the causality of commercial passenger airline accidents (Mizrak
and Mizrak, 2020; Li et al., 2008; Daramola, 2014). However, to the best of the authors
knowledge, no previous study has investigated the causality of freighter aircraft accidents
by using HFACS. With these considerations in mind, this study aims to examine the

contributing factors to those freighter aircraft accidents mentioned above.

HFACS is one of the most frequently used conceptual frameworks for the investigation of
human error in aviation accidents (Shappell and Wiegmann, 1997; Havle and Kilig, 2019).
This analytical tool has also been utilized to analyze accidents and incidents in different
disciplines such as medicine (Diller et al., 2014), mining (Lenné et al., 2012), railway (Zhan
et al., 2017), emergency medical transport (Boquet et al., 2004), surgery operations (El
Bardissi et al., 2007), and maritime (Chauvin et al., 2013). Furthermore, the HFACS method
has been applied to examine contributing factors of training flight accidents and hot-air
balloon accidents recently (Kilic, 2019; Kilic, 2020).
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In this paper, the contributing factors (active and latent failures) of air cargo accidents have
been examined and classified by implementing the HFACS method. This study provides an
exciting opportunity to advance the understanding of causality of air cargo accidents and

may help to improve the overall safety of aviation.
1. LITERATURE REVIEW
1.1. Air Cargo Operation

Air cargo operation has become an indispensable part of aviation by direct routing and
minimizing transport time since the world’s first cargo flight took place on 7 November 1910
from Dayton to Columbus, Ohio (Allaz, 2005). It has been suggested that 52 million metric
tons of goods were transported in 2016 by airlines. This movement of air cargo accounted
for more than 35% of global trade. (IATA, 2015). Moreover, air cargo traffic is projected to
increase twofold in volume in the next 20 years (Boeing, 2018).

Along with this significant growth in air cargo operation, however, air cargo operators face
serious challenges due to the type of goods that are carried by cargo aircraft (IATA, 2020b).
The transport by air of dangerous goods, perishables, pharmaceuticals, high-value items, and
live animals are the most challenging goods that possess some risks to operators and aircraft
(Huang et al., 2019). Furthermore, the transportation of the above-mentioned goods is
associated with some risks such as fuel-cost management, restrictions and regulations, on-
time delivery, and safety issues regarding air cargo operations (Feng et al., 2015). FedEx
Express, United Parcel Service (UPS) Airlines, and DHL Express Group are the major
companies that mostly dominates the air cargo sector (Air Cargo World, 2017). Table 1
demonstrates the top 10 air cargo carriers ranked by scheduled freight tonne-kilometers
flown (IATA, 2019).

Table 1. Top 10 Air Cargo Carriers- Scheduled Freight Tonne- Kilometers Flown

Rank Airline Millions
1 Federal Express 17,499
2 Emirates 12,713
3 Qatar Airways 12,695
4 United Parcel Service 12,459
5 Cathay Pacific Airways 11,284
6 Korean Air 7,839
7 Lufthansa 7,394
8 Cargolux 7,322
9 Air China 7,051
10 China Southern Airlines 6,597

Source: IATA, 2019
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It is also remarkable that cargo operations are intrinsically different from passenger
operations. A great number of differences between cargo and passenger transport have been
reported (Bartodziej et al., 2009; Leung et al., 2009). One of the main differences between
cargo and passenger airline pilots is the work schedules (Bartodziej et al., 2009). It is highly
likely that cargo pilots perform mainly night flights which may give rise to circadian rhythm
disorders among pilots (BAA Training, 2018). It is a well-known fact that pilots suffering
from circadian rhythm are prone to make failures and may threaten flight safety (Caldwell,
2012).

Cargo aircraft accidents are generating considerable interest over the past decade. According
to the statistical summary of commercial jet airplane accidents published by Boeing,
passenger flights are safer than cargo ones (Scheiderer and Eberman, 2010). Previous
research has revealed that cargo flights pose several risks such as explosive and hazardous
materials, aircraft hijacking and sabotage, and cargo crime which may contribute to an
accident (Elias, 2009) More recently, the aviation safety network (ASN) gave a
comprehensive review on the number of fatal hull-loss accidents in the last 10 years (Table-
2).

Table 2. Number of Fatal Hull-Loss Accidents Per Year

Year | Passenger | Cargo | % of Cargo
2019 14 6 30
2018 11 3 21,42
2017 4 5 55,55
2016 9 5 35,7
2015 5 3 37,5
2014 7 10 58,82
2013 14 8 36,36
2012 11 7 38,8
2011 23 9 28,12
2010 22 8 26,66

Source: Flight Safety Foundation, 2020
In 2010, the rate of fatal cargo aircraft accidents among all airliner accidents was 26,66
percent. Cargo aircraft accidents account for 30% of the airliner accidents occurred in 20109.

The percentage of cargo aircraft accidents in all airliner accidents remains stubbornly high.
1.2.Accident Causation and Analysis

Human error is accounted for 70-80 percent of accidents in aviation. Operators (pilots, air
traffic controllers, load masters, cabin crew employee who are on duty for the flight
operation) faces numerous challenges. The main challenges faced by pilots are psychological
conditions (e.g., stress, complacency, and overconfidence)(Havle and Kilic, 2018; Kilic and

104



Kilic, B., & Gundogdu, S. (2019). Human factors in air cargo operations: HFACS analysis of 15 accidents. Journal of Aviation
Research, 2(2), 101-114.

Ucler, 2019) and physiological conditions (e.g., hypoxia, medical illness, dehydration, and

visual illusions)(Kilic and Soran, 2020) which may give rise to errors and violations.

To prevent future accidents, contributing factors of accidents related to human error have
been identified and analyzed by human error frameworks such as Management Oversight
and Risk Tree Model (MORT), HFACS, Swiss cheese model, and Accimap model (Vincoli,
2014; Shappell et al., 2006; Reason, 1990; Waterson et al., 2017). Among these accident
analyses models, HFACS is one of the most widely used technical models in the literature
for the investigation of human factors (Wiegmann and Shappell, 2003). It was developed
based on James Reason’s Swiss cheese model (Reason, 1990). This conceptual framework
has been used to analyze accidents and incidents in various disciplines such as medicine
(Diller et al., 2014), maritime (Celik and Cebi, 2009), oil and gas industry (Aas, 2008),
construction (Xia et al., 2018), railway (Zhan et al., 2017), mining (Lenn¢ et al., 2012),
security (Fu et al., 2020) and aviation (Ancel and Shih, 2012; Li et al., 2008). Furthermore,
this comprehensive analytical tool, HFACS, has been employed for investigation of
contributing factors to aviation accidents and incidents by the FAA and the Australian
Transport Safety Bureau (ATSB) (Shappell and Wiegmann, 2000; ATSB, 2004). The
HFACS framework illustrates two levels of active failures (L1- unsafe acts and L2-
preconditions for unsafe acts) and two levels of latent failures (L3-unsafe supervision and
L4-organizational influences) (Figure-1). This comprehensive framework examines an
accident within 4 levels and 19 subgroups. By implementing the HFACS method, both active
and latent errors of an occurrence can be found out. Furthermore, it aids researcher and safety
experts in anticipating accidents, being prepared, and in decreasing the number of accidents.
Namely, proactive accident prevention can be accomplished by using the HFACS
framework for the analysis of accidents and incidents. The contributing factor classification
in HFACS is more practical than other accident analysis methods (e.g., the 24 model and the
Swiss cheese model)(Fu et al., 2017; Kilic and Soran, 2019). With these considerations in

mind, the HFACS model was implemented to analyze the causality of air cargo accidents.
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2. METHOD

Air cargo accident data from the year 2010 to the year 2020 were taken from the NTSB
accident and incident database. The following criteria were selected to run the query:

= Type of occurrence: Accident

= QOperation: Part 121-Air Carrier

= Aircraft Category: Airplane

= Purpose of Flight: All

= Schedule: Non-scheduled

= Report Status: Probable Cause
= [njury Severity: Fatal & Non-fatal

Based on the query selection criteria mentioned above, 21 accidents were displayed. Out of
21 accidents, 6 were excluded from the study since they were non-revenue and non-
scheduled flights. The accident report of 15 air cargo accidents was examined in total. We
performed a coding process by using two codes (code 0 for the absence and code 1 for the
presence of the contributing factors). During the data analysis, we used only the causal
factors reported by the NTSB to prevent infusing conjecture, unwanted opinion, and

guesswork into the coding process.
3. FINDINGS

In this work, 50 contributing factors underlying 15 cargo aircraft accidents were coded. The
classification of contributing factors was carried out by using the HFACS framework. The

results obtained from the HFACS analysis are set out in Table 3.

Table 3: The percentages of contributing factors by HFACS

HFACS HFACS Frequency Percentage
Level Category of all accidents
L1 Skill Based Error 8 53,3
L1 Decision Error 5 33,3
L1 Perceptual Error 3 20
L1 Routine Violation 2 13,3
L1 Exceptional Violation 0 0
L2 Physical Environment 5 33,3
L2 Technological Environment 6 40
L2 Adverse Mental State 0 0
L2 Adverse Physiological State 1 6,66
L2 Physical/Mental Limitation 1 6,66
L2 Crew Resource Management 2 13,33
L2 Personnel Readiness 3 20
L3 Inadequate Supervision 7 46,66
L3 Planet Inappropriate Operation 0 0
L3 Failed to correct a known Problem 0 0
L3 Supervisory Violations 0 0
L4 Resource Management 1 6,66
L4 Organizational Climate 0 0
L4 Organizational Process 5 33,3
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The data analysis was performed by implementing an excel spreadsheet. The skill-based
errors have the highest percentage of accident occurrence (53.3%). The second-highest
percentage of causality (46.6%) was associated with inadequate supervision. The third-
highest percentage of contributing factors (40%) resulting in cargo aircraft accidents was the

technological environment.
4. RESULTS AND DISCUSSION

The finding of the present study suggests that human factors play a pivotal role in air cargo
operations. The most significant contributing factors to cargo aircraft accidents are skill-
based errors (e.g., failure to maintain the thrust manually, improper loading of the cargo
pallets, and improper restraint of the cargo by loadmasters). This finding seems to be
consistent with other studies that found that skill-based errors are the most common causal
factors contributing to aviation accidents (Daramola, 2014; Kilic, 2020; Kilic, 2019). The
second significant causal factor is inadequate supervision (e.g., inadequate technical
inspection, failure to perform scheduled maintenance checks, and inadequate procedures).
The third common causality of cargo aircraft accidents is the technological environment
(e.g., fatigue failure of the main fuselage, corrosion and wear in the landing gear, and aircraft

systems’ malfunction).

The present findings also suggest that decision errors (e.g., decision to continue an
unstabilized approach and perform a landing without completing the abnormal checklist for
the malfunctioning system) were associated with more than 30% of cargo aircraft accidents.
20 percent of the accidents within the present analysis were associated with perceptual errors
(e.g., failure to monitor the decaying airspeed) which were very much in-line with previous
results (Kilic, 2020). 13.3% of the cargo aircraft accidents occurred due to routine violations
(e.g., descent and fly below the minimum approach altitude). This was in good agreement
with previous findings (Shappell et al., 2006). Contrary to the findings of Kilic, physical
environment (e.g., gusty wind and ceiling prevailed at the airport) is associated with less
than half of the accidents within the present study (Shappell et al., 2017; Kilic, 2020).

What is interesting in this data is that the technological environment gave rise to 40 percent
of the accidents. This is not in-line with previous findings (Shappell et al., 2006)(Kilic,
2020). In contrast to earlier findings, however, no evidence of contributing factors which
classified within the category of supervisory violation was detected (Kilic, 2020; Havle and
Kilig, 2019). The most striking results to emerge from the data is that inadequate supervision
(inadequate technical inspection, failure to perform scheduled maintenance checks, and
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inadequate procedures) resulted in 46,6 percent of the cargo aircraft accidents which is good
agreement with findings of past studies (Cline, 2018; Daramola, 2014). Five accidents (33%)
involved contributing factors (e.g., inadequate oversight of cargo operation, non-standard
operator’s overhaul limit) which are classified in the subcategory “organizational process”.
Inappropriate training and documentation for ground personnel are associated with only one

accident and classified in the subcategory “Resource management”.

Out of the 15 accidents examined, 5 involved substandard practices. 2 (13%) accidents were
associated with the subgroup crew resource management (e.g., communication problem
between crewmember). We found much higher values for crew resource management with
respect to those reported by Filho et al. (2019). In 2019, Kilic reported that only 4,29 percent
of the training flight accidents occurred due to personal readiness (Kilic, 2019). Contrary to
the findings of Kilic, 3 (20%) accidents were associated with the subgroup personnel
readiness (e.g., lack of knowledge on procedures and regulations and the knowledge level of
loadmasters and cargo operators). Surprisingly, it is found that physical and mental
limitations accounted for 6,6 percent of the accidents and only one accident (6,6%) occurred
due to adverse mental states. These findings significantly differ from previous results
reported in the literature (Kilic, 2020; Wiegmann and Shappell, 2001). Of the 15 accidents
within the present study, 2 (13,3%) resulted in fatalities.

5. CONCLUSIONS

The purpose of the current study was to analyze the contributing factors of cargo aircraft
accidents. To the best of the authors’ knowledge, this is the first work that examines the
causality of cargo aircraft accidents by using HFACS. We have been able to demonstrate
that skill-based errors, inadequate supervision, and technological environment were the most
significant factors resulting in cargo aircraft accidents. Findings from the analysis of accident
reports demonstrated the need for proper oversight of cargo operations and core supervisory
competencies. It was also shown that proper training and documentation for loadmasters and

cockpit crewmembers are the first priority for a safe air cargo operation.

A limitation of this study is that the cargo aircraft involved in accidents within the present
analysis were relatively older aircraft such as Boeing 727, Douglas DC-9, and Douglas DC-
10. These aircraft have been used in operation for very long periods. This longer aircraft
operating time is highly likely the reason of technical issues (e.g., fatigue, wear, and
corrosion) addressed in accident reports. Future research regarding the association between
contributing factors would be interesting.
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We believe that these results provide considerable insights into the causality of air cargo
accidents. Furthermore, we believe that our findings might be useful for organizations,
aviation professionals, and decision-makers to take preventive actions and improve aviation
safety.
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Abstract

The general aviation, energetic and exergetic performance analyses of a micro turbojet engine (MTJE) used
on drones and UAVs and its major subcomponents are made for different operation modes (Mode-1,-2,-3,-4)
in detail. Used performance metrics in this study help to measure the system performance level and to
develop the system and its subsystems. The results indicate that the MTJE has the best performance values at
the maximum operation modes (Mode-4) because the military engines, especially turbojet engine, are
designed to be the most efficient in the maximum operation/take-off modes. The MTJE has the maximum
energy efficiency via 19.190% at Mode-4 when it has the maximum exergy efficiency by 18.079% at Mode-
4, respectively. Between the components, the combustion chamber has the lowest exergy efficiency values,
the lowest sustainable efficiency factors, the highest exergy destruction rates, the highest exergetic
improvement potential rates, the highest fuel exergy waste ratios and the highest productivity lack ratios for
all operation modes. When the exergetic performance parameters are taken into consideration, the bad factor
for the system is the combustion chamber by far. Therefore, all exergetic performance indicators show that
the system owners and researchers focus on the components of the compressor and combustion chamber to
improve the exergetic efficiency values of these components.

Keywords: Micro turbo jet engine, aviation, energy, exergy
JEL Classification: L93

Dronlar ve insansiz Hava Araclarinda (UAV) Kullamlan Mikro Turbojet
Motorunun Genel Havacilik ve Termodinamik Performans Analizi

Oz

Farkli ¢alisma modlar1 (Mode-1,-2,-3,-4) i¢in Dronlar ve UAV’lerde kullanilan bir mikro turbojet motorunun
(MTIJE) ve motorun alt sistemlerinin genel havacilik, enerji ve ekserji performans analizleri detayli bir
sekilde yapilmistir. Bu ¢alismada kullanilan performans 6lgiitleri; sistem performans seviyesinin 6l¢iilmesine,
sistem ve alt sistemlerinin gelistirilmesine yardimc1 olacaktir. Sonuglar; askeri motorlarm, 6zellikle turbojet
motorlarin, maksimum c¢alisma/kalkis modunda en verimli olacak sekilde tasarlanmis oldugundan
MTIJE’nin en iyi performans degerlerine maksimum c¢alisma modunda (Mode-4) sahip oldugunu
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gostermektedir. MTJE motoru Mode-4 ¢alisma modunda; %18,08 ile maksimum ekserji verimine ve %19,19
ile maksimum enerji verimine sahiptir. Komponentler arasinda yanma odasi; tim ¢alisma modlar1 igin en
diisiik ekserji verimlerine ve siirdiiriilebilir verim faktorlerine, en yiiksek ekserji yikim akislarma, ekserji
iyilestirme potansiyeli akislarina, yakit ekserjisi atik oranlarina ve tretebilirlik kayip oranlarma sahiptir.
Ekserji performans parametreleri dikkate alindiginda, agik arayla sistem igin kotii faktdryanma odasidir. Bu
nedenle, tiim ekserji performans gostergeleri; sistem sahiplerinin ve arastirmacilarin kompresér ve yanma
odast komponentlerinin ekserji verim degerlerini iyilestirmek amaciyla bu komponentler iizerinde
odaklanmalar1 gerektigini gostermektedir.

Anahtar kelimeler: Mikro turbojet motoru, havacilik, enerji, ekserji.
JEL Smmiflandirma: L93

INTRODUCTION

Aviation plays a key role in economic improvement and daily life. It contributes to our
quality of life by enabling the movement of people and products all over the globe quickly
and safely (Yilmaz, 2017). The global aviation commerce is forecasted to continuously
enlarge in forthcoming years by reason of the serious role of air transport in the present-
day world. The International Air Transport Association (IATA) announced that
approximately 3.8 billion passengers and 53.9 million metric tons of properties valued at
nearly $5.5 trillion were carried in 2016. In accordance with the IATA annual report 2017,
commercial aviation supplied 67.7 million jobs and devoted $3.0 trillion in commercial
activities in 2016. It is predicted that commercial aviation industry will frequently grow
and generated 90 million jobs and approximately $6 trillion in annual economic activities
by 2034 (as compared to $3 trillion in 2016) (Yanga et al., 2019).

This dramatic expansion in aviation sector causes to consume large amount of jet fuels
based on kerosene and to increase the environmental pollutions via exhaust gases
emissions such as carbon monoxide (CO), carbon dioxide (CO3), oxides of sulfur (SOx),
oxides of nitrogen (NOXx), hydrocarbon (HC), particulate matter (PM), toxic metals, soot
and ashes. The increasing price of petroleum fuels and the growing environmental
concerns of fossil fuel pollution have encouraged the aviation industry, especially
propulsion manufacturer, to conduct research on the reduction of fuel consumption and
exhaust emissions and on the increasing of engine efficiencies (Acikgoz et al., 2015;
Baharozu et al., 2017; Coban et al., 2017; Letnik et al., 2018). The ways reducing the
emissions in aviation sector can be the removal of older aircrafts and engines, the putting
upon the new generation aero engines, the using of clean energy resources as biodiesel and
hydrogen, the increasing the thermodynamic efficiency of aero engines and the
improvements in operational management (Saravanamutto et al., 2009). The researchers
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explore the possible improvements of the thermodynamic efficiency and ecological effects

of aero gas turbines for current engine technology (Ranasinghe et al., 2019).

Aero gas turbines are used to power both commercial and military aircrafts, unmanned
aerial vehicles (UAVS) in the aviation industry known as air breathing engines, generate
thrust to provide movement of aircraft. Performance analyses of different aero gas turbine
engines and their subsystems are realized based on general aviation metrics and
thermodynamic principles. Engine performance analyses with the aid of energy and exergy
methods prove system efficiency, improvement potential, environmental impacts, and
sustainability indicators (Sohret, 2018a, Sohret 2018b; Sohret et al., 2015). While the
energy analysis considers the fuel consumption and the desired product rate of the system,

it is not concerned with the energy losses within the system.

Energy analysis includes the energy efficiency, the specific fuel consumption, the specific
thrust, the thermal limit ratio, and the entalphy ratio of the investigated aero engines.
However, the exergy analysis identifies the locations, magnitudes, and sources of
thermodynamic inefficiencies within the investigated system. This data is very benefical
for improving the overall efficiency and cost effectiveness of a system or for comparing
performance of various systems (Koch et al., 2007). For eco-friendly aviation, researchers
and engineers, who work on useful solutions for the aircraft gas turbine engines, aim to
maximize the energy saving and to minimize the energy consumption for developing the
environmentally benign propulsion systems and for reducing environmental impacts for
sustainable aviation (Aydin et al., 2013). In this study, exergy analysis determines the
exergy destruction rate within the system, the exergy losses rate from the system to the
environment, the fuel exergy rate, the desired product exergy rate and some exergetic
performance metrics such as the exergy efficiency, the exergetic improvement potential,
the improvement exergy efficiency, fuel exergy depletion ratio, productivity lack ratio, and

sustainable efficiency factor.

Micro turbojet engines have become very popular in various military and commercial
applications in recent years. Some of these applications currently include cruise missiles,
drones, Unmanned Aerial Vehicles (UVA's) and Micro Air Vehicles (MAV's). These
vehicles are designed to carry out missions such as real-time reconnaissance, laser marking
of targets, surveillance and even analyzing the air for potential chemical or biological

warfare agents (Marsh, 2013). The main aim of this study is to analyze the general
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aviation, energetic, and exergetic performances of a micro turbojet engine (MTJE) at four

different operation modes.
1. SYSTEM DESCRIPTION AND MATERIALS
1.1. General Description of a Micro Turbojet Engine (MTJE)

The investigated micro turbojet (MTJE) engine produces the maximum 125 N thrust at sea
level condition. The photo of the MTJE engine running on the test bench and its simplified
schematic are shown in Fig 1. The engine consists of the five major components: the air
compressor (AC), combustion chamber (CC), gas turbine (GT), exhaust duct (ED) and the
gas turbine mechanical shaft (GTMS).

1.2. Operation Modes of MTJE

For this study, the MTJE engine was operated in four different operation modes at the test
bench. The MTJE engine was run at 60000 RPM for Mode-1, at 80000 RPM for Mode-2,
at 100000 RPM for Mode-3 and at 120000 RPM for Mode-4 operation cases. The MTJE
engine thrust was measured to be 45.04 N at Mode-1, 74.99 N at Mode-2, 100.00 N at
Mode-3 and 124.99 N at Mode-4 while JP-8 jet fuel consumption of the MTJE engine was
quantified to be 0.00225 kg/s at Mode-1, 0.00273 kg/s at Mode-2, 0.00325 kg/s at Mode-3
and 0.00388 kg/s at Mode-4, respectively. However, the air mass flow rate sucked by the
MTJE engine was gauged to be 0.1324 kg/s at Mode-1, 0.1754 kg/s at Mode-2, 0.2075 kg/s
at Mode-3 and 0.2412 kg/s at Mode-4. According to the mass conservation law, the
exhaust gases mass rate is calculated to be 0.1347 kg/s at Mode-1, 0.1781 kg/s at Mode-2,
0.2108 kg/s at Mode-3 and 0.2451 kg/s at Mode-4. The basic measured data of MTJE

engine is given in Table 1 in accordance with operation modes.

Table 1. Basic measured data of MTJE engine

Fuel flow | Air flow | Exhaust Th Exhaust
. Revolution rate rate gases rate rust gases
Operation | per Minute | 1, M m ET velocity
Modes (RPM ) F A g (N) \V;

(ka/s) | (kals) | (kg/s) /)
Mode-1 60000 0.00225 0.1324 0.1347 45.04 334.5
Mode-2 80000 0.00273 0.1754 |0.1781 74.99 421.0
Mode-3 100000 0.00325 0.2075 |0.2108 100.00 474.5
Mode-4 120000 0.00388 0.2412 0.2451 124.99 510.0
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1]
| AC: air compressor
| CC: combustion chamber
| ED: exhaust duct
. GT: gas turbine

: GTMS: GT mechanical shaft

Fig.1. The MTJE engine (a) running on test bench, and (b) simplified drawing
1.3. Presumptions
The presumptions made for this study are given as follows:

e The engine runs under the steady-state and steady flow conditions.

e The engine is fueled by JP-8 jet fuel.

e The simplified chemical formula of jet fuel is assumed to be Ci2Has.

e The lower heating value (LHV) of JP-8 fuel is consider as 42800 kJ/Kkg.

e The combustion reaction is complete.

e The air and combustion gaseous are accepted to be an ideal-gas mixture.
e The compressor and the gas turbine considered are reckoned as adiabatic.

e The velocity of air mass flow entering the engine is taken zero.

The cooling air mass flow is not considered for the analysis.
1.4. Specific Heat Capacity of Air and Exhaust Gases

Under the constant pressure, the specific heat capacity of air is only a function of
temperature. It is estimated by (Balli and Hepbasli, 2013; Balli and Hepbasli 2014):
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3.83719T 9.45378T 2 5.49031T 3 7.92981T*

The general combustion reaction equation of JP-8 jet fuel can be written as following form
(Balli and Hepbasli, 2013):

0.7448N, +
o | 0:20590; +

*1 0.0003CO, +
0.019H,0

C,H, — %,CO, + X;H,0 +x,0, + X;N, (2)

The specific heat capacity of the combustion gases is only a function of temperature under
the constant pressure. It can be written in the following form from (Balli and Hepbasli,
2013):

A A A
CPVQ(T)=@+ﬁT+ﬁT2—ﬁT3 (3)

where the temperature is evaluated in K.
For each operation mode, the air-fuel ratio (AFR) and the constants (xl..xs) for combustion

reaction balance equation were calculated and given in Table 2.

Table 2. Air-fuel ratios and combustion reaction constant values

Air-to-Fuel Ratio Constants fo;gﬁr;li:);r?tlon reaction
Operation AFR
Modes
(kg /s) X, X, X, | X, X5
Mode-1 58.844 343.892 | 12.103 | 18.034 | 53.057 | 266.447
Mode-2 64.249 375.224 | 12.113 | 18.629 | 59.509 | 290.724
Mode-3 63.846 372.871 | 12.112 | 18.585 | 59.024 | 288.900
Mode-4 62.165 363.053 | 12.109 | 18.398 | 57.003 | 281.294

However, the ideal gas constant(Rg) and the specific heat capacity constants (4,..4,) of

combustion gases were obtained and listed in Table 3 in accordance with operation modes.

Table 3. Combustion gas constant and specific heat capacity constant values

Combustion Gas | Constants for specific heat capacity of combustion
. Constant gases
Operation R
Modes g
A Z Ay Ay
(kJ /kgK)

Mode-1 0.290135 0.98839 0.01145 0.01537 -0.06690
Mode-2 0.290141 0.98821 0.01107 0.01554 -0.06720
Mode-3 0.290140 0.98823 0.01109 0.01552 -0.06718
Mode-4 0.290139 0.98828 0.01120 0.01547 -0.06709
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2. METHODOLOGY
2.1. General Aviation Performance Tools

The specific fuel consumption (SFC), specific thrust (ST), specific power (SP), overall
pressure ratio (OPR) and thermal limit ratio (TLR) are used as the general aviation
performance tools (Daly and Gunston, 1996; El- Sayed, 2008). The SFC determines that

how much fuel flow is consumed to produce engine thrust or power. It is the ratio of the

fuel flow rate to engine thrust (ET) or engine power (E;,) . Th SFC is foud by:

SFC = —& (a)
ETMTJE
SFC = - (%)

Pr,MTJE

The specific thrust (ST) determines the size of the engine required, since an engine with
high specific thrust will require lower air flows to produce a given level of thrust than one
with low specific thrust, and hence be smaller and lighter engine. The ST is increasing by
the rising in the turbine inlet temperature when the engine overall pressure ratio is
constant. Conversely, the ST is decreasing by the increasing in the overall pressure ratio of
engine when the engine turbine inlet temperature is constant. The ST is calculated by the

ratio of the engine thrust to air flow rate of the engine as flows:

ST = ETyme

m

(6)

The SP is found by the ratio of the engine power to air flow rate of the engine as follows

E
SP — Pr,MTJE 7
0 ™
The overall pressure ratio (OPR) is the compressor pressure ratio and defined as the ratio
of the compressor outlet pressure to the compressor inlet pressure. It is estimated by:

OPR =" (8)

1
The turbine pressure ratio (TPR) is the gas turbine pressure ratio and described as the ratio
of the gas turbine inlet pressure to the outlet pressure. It is counted by:

P4

TPR = %
P5

©)
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The thermal limit ratio (TLR) determines the maximum temperature resistance of materials
used on the combustion chamber and turbine section of the engine. It is accounted by the
ratio of the combustion chamber outlet (turbine inlet) temperature to the reference

environment temperature as follows:

—

TLR = -4 (10)

T
2.2. Energy Analysis and Energetic Aspects

Energy analysis includes the energy balance equations, mass balance equations, governing
equations for engine components and energetic performance metrics. According to Fuel-

Product (F-Pr) rule, the energy balance equation for any control volume at steady state is
written as (Balli et al., 2018; Balli, 2019):

EF = EPr + EL (11)

where EF, EPr and EL denote the input energy rate as fuel energy, the desired product

energy rate and the energy loss rate that does not convert to the desired product. The fuel
energy rate and product energy rate of the MTJE can be estimated from (Balli et al., 2018;
Balli, 2019):

EF,MTJF = E3,MTJE =m,LHV, (12)

. V.2
E =m. —5—
Pr,MTJE 6 2000

The governing equations for MTJE’s subsystems are given as follows (El-Sayed, 2008;
Balli and Hepbasli, 2013):

(13)

Air Compressor (AC):

m, =m, (14)
T, =Td1+— 1 (i B (15)
77AC,isen 1
Ky = 1R (16)
1- air
CP,air
E, =my(c,T, ¢, To) (17)
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E,=m, (CP2T2 - cPOTO) (18)
Es :WAC = Ez - El (19)
Combustion Chamber (CC):

m, =m, +m, (20)
E, = m,LHV, (21)
E, = m4(cP4T4 - cPOTO) (22)
E,—E
Mec = 4E—32 (23)
Gas Turbine (GT):
m, =, (24)
1—1<gaS
AR
Ts =Ty 1= 7ot jsen | 1—| = (25)
1 P5
1
K = (26)
1- %
CP,gas
E, =m (CP5T5 - CPOTO) (27)
E —W, —E,—E, (28)

Gas Turbine Mechanical Shaft (GTMS):

E. W
Netvs = E_j = VTj (29)

Exhaust Duct (ED):

My, =, (30)

E, =m, (CPGTﬁ - cPOTO) (31)
E

Mep = E_z (32)

Energy efficiency and enthalpy ratio are used to analyze the energetic performance of
MTJE. The energy efficiency of the MTJE is the ratio of product energy rate to fuel energy
rate. It is obtained by:
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Ep,
vrie = L (33)
E;

The enthalpy ratio (ER) is estimated by the ratio of the combustion chamber outlet (turbine
inlet) empathy to the enthalpy of reference environment as follows:

ER = _oucC _ (34)

2.3. Exergetic analysis and exergetic aspects

Exergy analysis is a thermodynamic method that uses the conservation laws of mass and
energy together with the second law of thermodynamics for analyzing, designing, and
developing the thermal conversion systems. The exergy is a helpful tool to recognize
locations, types and magnitudes of wastes and losses, and to obtain the meaningful
efficiencies. In accordance with Fuel-Product (F-Pr) rule, exergy balance for any control

volume at steady state is written as (Balli et al., 2018; Balli, 2019):
Ex. = EXp, + EX,e = EXp, + EXp + EX, (35)

where EX; ,EX,, , Ex,e, EXp and Ex, represent the fuel exergy rate, the product exergy

rate, waste exergy rate, exergy destruction rate and exergy losses rate, respectively. The
product exergy rate and fuel exergy rate of the MTJE can be calculated via (Balli, 20173,
b, c; Balli, 2019; Balli and Hepbasli, 2014; Balli et al., 2018):

: V2
EXPr,MTJE =M 20%0 (36)
EXe v = EXg =My LHV, (37)

Here the y. is the liquid fuel exergy grade function. It is obtained by (Rakapoulos and

Giakoumis, 2006; Balli and Hepbasli, 2014):

7. =1.04224+0.0119252 _ 0042

a a

(38)

For JP-8 jet fuel, it is calculated to be 1.0616.
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The exergy rate of air and combustion gases streams is estimated by (Yuksel et al., 2020;
Balli et al., 2018; Balli, 20173, b, c; Balli, 2019; Balli and Hepbasli, 2014):

Ex= m{cpm{T -T,-T, Ir{TLH +RT, |n(PﬂJ} (39)

The exergy balance equations for MTJE engine and its subsections are given in Table 4.

Table 4. Exergy balance relations for whole engine and its subsections

Comp. | Fuel Product Balance relations Eqgn.No.
AC | W, (Ex, —EX,) | Expac =W, - (Ex, —Ex,) (40)
cc Ex, (Ex = Exz) EXpcc = EXs — (Ex4 - Exz) (41)
oT | (Ex,—Ex,) | W, Exp or = (EX, — EXg )-W, (42)
ED | Ex, Ex, EXp o = EXs — EXq (43)
GTMS | W, W, EXp omus =W, —W, (44)
MTIJE | Ex, S — EXye vz = EXs — EXpy e (45)

EXWE,MTJE = EXL,MTJE + EXD,MTJE (46)

EXD,MTJE = EXD,AC + EXD,CC +
. . . 47)
EXD,GT + EXD,ED + EXD,GTMS

EXL,MTJE = EXs - EXPr, MTJE (48)

Some useful exergy assessment metrics are identified in the literature (Balli and Hepbasli
2014; Balli, 2017d; Balli, 2019, Sohret, 2018a, b). In addition to the exergy efficiency, the
exergetic improvement potential, the improved exergy efficiency, the waste exergy ratio,
fuel exergy waste ratio, the productivity lack ratio, and sustainable efficiency factor are
beneficial tools for evaluation of the exergetic performances of the MTJE and its

subsystem. These performance tools are listed in Table 5.
3. RESULTS and DISCUSSIONS

For this study, the values of the pressure, temperature, air flow and mass flow at the station
numbers of MTJE illustrated in Figure 1 were measured at test bench. Then, the heat
capacity values of air and combustion gases, enthalpy values of air and combustion gases,

energy and exergy rates of air, combustion gases, shaft work and engine production were

125



calculated from the thermodynamic equations given in Section 2. The stream type,
pressure, temperature, mass flow rate, specific heat capacity, enthalpy, energy rate, and
exergy rate of the MTJE’s streams at four different operation modes are listed in Tables 6

in accordance with their station numbers as specified in Fig.1.

Table 5. Exergetic performance metrics for MTJE engine and its subsections

Performance Metrics Unit Relation Eqgn. No.
l// — EXPr,MTJE
e EXF ,MTJE (493.)
Exergy efficiency (%) )
_ BXou (49b)
V/k - E
Xin,k
Exergetic improvement (kW) Ex|P (1 )E (50)
XIP =(1- X
potential Y=o
\P _ EXPr,MTJE
MTIJE = £~ < 51a
Improved exergy ) EXe wme — EXIPyrse (1a)
0
efficiency Ex
— tk 51b
B, - ExiP, o
Xink — EXIF
E.XWE MTJE
FEXWRyy = ——— (52a)
Fuel exergy waste ratio (%) g F.MIE
X
FEXWR, = X—Dk (52b)
F,MTJE
Exy
PLR = — E,MTJE
o EXPr, MTJE (53&)
Productivity lack ratio (%) )
Ex
PLR, = — > (53b)
XPr,MTJE
1
L v 42
Sustainable efficiency 0 MTIE
factor 1
SEF, = (54b)
— W
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Table 6. Measured and calculated thermodynamic data at the station numbers of MTJE

% § Streams i ! m o " : Ex
g |3 kPa) | (K) () |G |G [kw) | kw)
0 Air 101.325 | 288.15 | 0.0000 | 1.00375 | 289.23 | 0.000 | 0.000
1 Air 101.325 | 288.15 | 0.1324 | 1.00375 | 289.23 | 38294 | 0.000
2 Air 301.949 | 41850 | 01324 | 1.01559 | 42502 | 56.273 | 15.023
3 Fuel 227.500 | 298.15 | 0.0023 | - 42800.00 | 96.300 | 102.232
o |4 Gases | 286.851 | 914.15 | 0.1347 | 1.17034 | 1069.87 | 144.058 | 57.939
E Gases | 130.387 | 814.15 | 01347 | 1.14734 | 93411 | 125778 | 37.863
S |6 Gases | 127.779 | 81115 | 0.1347 | 1.14665 | 930.10 | 125.238 | 37.315
7 Work 18280 | 18.280
8 Work 17.979 | 17.979
Ex,  |Product 7533 | 7533
1 Air 101.325 | 288.15 | 0.1754 | 1.00375 | 289.23 | 50.731 | 0.000
2 Air 317.147 | 42150 | 01754 | 1.01602 | 42825 | 75115 | 20.785
3 Fuel 227.500 | 298.15 | 0.0027 | ---- 42800.00 | 116.844 | 124.042
~ |4 Gases | 301.290 | 917.95 | 0.1781 | 1.16880 | 1072.90 | 191.116 | 77.841
“E Gases | 133.907 | 81525 | 0.1781 | 1.14534 | 933.74 | 166.327 | 50.550
S |6 Gases | 131.228 | 81225 | 01781 | 1.14677 | 93147 | 165922 | 49.912
7 Work 24789 | 24.789
8 Work 24385 | 24.385
EX,,  |Product 15.786 | 15.786
1 Air 101.325 | 288.15 | 0.2075 | 1.00375 | 289.23 | 60.015 | 0.000
2 Air 332346 | 42550 | 0.2075 | 1.01660 | 43256 | 89.757 | 25.664
3 Fuel 227.500 | 298.15 | 0.0033 | - 42800.00 | 139.100 | 147.669
o |4 Gases | 315729 | 924.15 | 02108 | 1.17024 | 108148 | 227.922 | 94.061
-HE Gases | 134353 | 81842 | 0.2108 | 1.14612 | 938.01 | 197.685 | 60.399
S |6 Gases | 131.666 | 81592 | 0.2108 | 1.14764 | 936.38 | 197.342 | 59.725
7 Work 30.237 | 30.237
8 Work 20742 | 29.742
Ex,, |Product 23725 | 23.725
1 Air 101.325 | 288.15 | 0.2412 | 1.00375 | 289.23 | 69.762 | 0.000
2 Air 349.571 | 42950 | 02412 | 1.01720 | 436.89 | 105377 | 31.164
3 Fuel 227.500 | 298.15 | 0.0039 | - 42800.00 | 166.064 | 176.294
< |4 Gases | 332.093 | 939.65 | 0.2451 | 1.17445 | 110357 | 270.463 | 113.810
HE Gases | 135548 | 83135 | 0.2451 | 1.14976 | 955.85 | 234.261 | 72.994
S |6 Gases | 132.837 | 828.85 | 0.2451 | 1.15068 | 953.74 | 233.743 | 72.174
7 Work 36.203 | 36.203
8 Work 35.615 | 35.615
Ex,,  |Product 31.873 | 31873

3.1. The Results of General Aviation Assessment

When the engine power lever advances step by step from Mode-1 to Mode-4, the
revaluation speed, air mass flow, fuel mass flow, engine thrust and exhaust gases velocity

increase as seen from Table 1. Using the data given in Table 1, the specific fuel
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consumption (SFC) and specific thrust (ST) were obtained to be 0.0500 g/N.s and 0.3402
N/g/s for Mode-1, 0.0364 g/N.s and 0.4276 N/g/s for Mode-2, 0.0325 g/N.s and 0.4819
N/g/s for Mode-3, and 0.0310 g/N.s and 0.5182 N/g/s for Mode-4 operation modes.
Hovewer, the specific fuel consumption (SFC) and specific power (SP) were estimated to
be 0.2987 g/kW.s and 0.0569 kW/g/s for Mode-1, 0.1729 g/kW.s and 0.0900 kW/g/s for
Mode-2, 0.1370 g/kW.s and 0.1143 kW/g/s for Mode-3, and 0.1277 g/kW.s and 0.1321
kW/g/s for Mode-4 operation modes by using the engine power rates served in Table 1.
These results indicate that the SFC reduces while the ST and the SP rise via an increasing
in thrust or power. Additionally, the overall pressure ratio (OPR), the turbine pressure ratio
(TPR) and thermal limit ratio (TLR) arise from 2.98, 2.20 and 3.173 at Mode-1 to 3.45,
2.45 and 3.261 at Mode-4, respectively. All results of general aviation performance tools

are indexed in Table 7.

Table 7. General aviation performance metrics of MTJE for different operation modes.

Metrics Units Mode-1 Mode-2 Mode-3 Mode-4
SFC (g/N. ) 0.0500 0.0364 0.0325 0.0310
SFC (g/kW.s) |0.2987 0.1729 0.1370 0.1217
ST (N/g/s) 0.3402 0.4276 0.4819 0.5182
SP (kWig/s) |0.0569 0.0900 0.1143 0.1321
OPR ) 2.98 3.13 3.28 3.45
TPR ) 2.20 2.25 2.35 2.45
TLR () 3.173 3.186 3.207 3.261

3.2. The Results of Energy Analysis

The results of energy analysis are tabulated in Table 8. According to Table 8, the energy
efficiency of the MTJE engine rises from 7.82% at Mode-1 to 19.19% at Mode-4 by the
increasing in the engine product rate. Similarly, the isentropic efficiency of air compressor
(AC) increments from 81.01% at Mode-1 to 86.61% at Mode-4 while the isentropic
efficiency of gas turbine (GT) drops from 61.61% at Mode-1 to 58.04% at Mode-4.

Table 8. Energetic performance metrics of MTJE and its subcomponents

Metrics Units Mode-1 |Mode-2 | Mode-3 | Mode-4
Erve | (kW) 96.30  |116.84 [139.10 |166.06
Epr wmoe (kW) 7.53 15.79 23.73 31.87
E,=W,. |Kw) 1798|2438  |2074  [3561
E, =W, |K&w) 1828  |2479  |30.24  |36.20
. (%) 7.82 1351 [17.06  |19.19
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7 (%) 81.01 83.36 84.85 86.61
Mo 6T (%) 61.61 61.36 59.93 58.04
Nee (%) 90.16 98.28 98.32 98.39
Meo (%) 99.38 99.65 99.67 99.68
7 (%) 98.35 98.37 98.36 98.38
ER ) 3.70 371 3.74 3.81

These results show that an increasing in the compressor pressure ratio escalates the
compressor isentropic efficiency while an increment in the turbine pressure ratio lowers the
compressor isentropic efficiency. The mechanical efficiency of the gas turbine mechanical
shaft (GTMS) is obtained to be approximately 98.37% for all operation modes. On the
other hand, the energy efficiency of combustion chamber (CC) steps up from 90.16% at
Mode-1 to 98.39% at Mode-4 when the energy efficiency of exhaust duct (ED) climbs
from 99.38% at Mode-1 to 99.68% at Mode-4 depending on the operation modes. Finally,
enthalpy ratio (ER) of MTJE increases from 3.70 at Mode-1 to 3.81 at Mode-4. The reason
of this progress is that the enthalpy (h) value is 1069.87 kJ/kg at Mode-1 while it is
1103.57 kJ/kg at Mode-4.

3.3. The Results of Exergy Analysis

According to F-Pr rule, the values of the fuel exergy rate, product exergy rate, exergy
destruction rate, exergy losses rate and waste exergy rate at operation modes were obtained
for the MTJE and its subsystems and given in Table 9. Additionally, using the equations in
Table 5, the exergetic performance metrics of MTJE and its subsystem are calculated and
listed in Table 10 in accordance with operation modes. The main findings of the exergetic

analysis are summarized as follows:

e The exergy efficiency of MTJE is calculated to be 7.369% at Mode-1, 12.726% at
Mode-2, 16.067% at Mode-3 and 18.079% at Mode-4 operation modes. When the exergy
efficiency values of subcomponents are reviewed, the exergy efficiency of AC increases
from 83.560% at Mode-1 to 87.503% at Mode4 while the exergy efficiency of GT
decreases from 91.79% at Mode-1 to 89.845% at Mode-4. These results are are also
compatible with the isentropic efficiencies of AC and GT in exergy analysis results. The
exergy efficiency of CC rises from 41.978% at Mode-1 to 46.880% Mode-4 operation
modes. On the other hand, the exergy efficiency values of GTMS and ED are
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approximately the same in all operation modes. The exergy efficiency values of the engine
and its components are illustrated in Fig.2.

e Between the components, the CC has the maximum exergetic improvement
potential rates for all operation modes since the CC has the minimum exergy efficiency
values and maximum exergy destruction rates that the combustion processes has high
thermodynamic irreversibility caused by chemical reaction, heat transfer, friction, and
mixing. The changes in the exergetic improvement potentials of MTJE and its subsystems
are demonstrated in Fig.3.

e If the requirement improvement and development are realized in the MTJE, the
exergy efficiency values of the MTJE and its subsystems will rise for all operation modes
because the waste exergy rate (losses and destruction) will be reduced. This case can be
clearly seen from the modified exergy efficiency values in Table 10. Figure 4-9 indicates
the changes in the actual exergy efficiency and modified exergy efficiency of the MTJE

and its subsegments.

Table 9. Exergy rates for MTJE and its subsystems

Modes | Components EX, EXy, BX, | B EXue
(kW) | (kW) | (KW) | (kW) | (kW)

Mode- | AC 17.979 [15.023 [2.956 |0.000 |2.956
1 |cC 102.232 [42.915 |59.317 [0.000 |59.317
GT 20076 |18.280 [1.796 |0.000 |1.796
GTMS 18.280 [17.979 |0.301 |0.000 |0.301

ED 37.863 |37.315 [0.548 [0.000 |0.548
MTJE 102.232 [7.533 |64.917 |29.782|94.699

Mode- | AC 24385 |20.785 |3.600 |0.000 |3.600
2 [cc 124.042 |57.057 |66.985 [0.000 |66.985
GT 27.291 |24.789 |2.502 |0.000 |2.502
GTMS 24789 |24.385 |0.405 |0.000 |0.405

ED 50550 |49.912 [0.639 [0.000 |0.639
MTJE 124.042 |15.786 |74.130 |34.126 | 108.256
Mode- | AC 29.742 25664 |4.078 |0.000 |4.078
3 [cC 147.669 |68.397 |79.271 |0.000 |79.271
GT 33.663 |30.237 [3.426 [0.000 |3.426
GTMS 30.237  [29.742 |0.495 |0.000 |0.495

ED 60.399 |59.725 |0.674 |0.000 |0.674
MTJE 147.669 |23.725 |87.944 |35.999|123.943
Mode- | ac 35615 |31.164 |4.451 |0.000 |4.451
4 [cc 176.294 [82.646 |93.647 |0.000 |93.647
GT 40816 [36.203 [4.613 [0.000 [4.613
GTMS 36.203 |35.615 [0.588 |0.000 |0.588

ED 72.994 |72.174 [0.821 |0.000 |0.821
MTJE 176.294 [31.873 [104.12040.301|144.421
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Figure 2. The exergy efficiency values of the MTJE and its components

Table 10. Exergetic performance metrics for MTJE and its subcomponents

Modes | COMPo 4 ExIP v FEXWR | PLR SEF
°0 hents | 6) | (W) | ) |6 [ | ®)

Mode-1 | AC 83.560 [1.749 |85.881 2.891 39.237 6.083
CcC 41978 |123.899 |63.282 58.022 787.423 |1.723

GT 91.056 |0.578 [91.790 1.756 23.836 11.181
GTMS |98.352 |0.018 |98.379 0.295 3.999 60.678
ED 98.554 [0.029 ]98.574 0.536 7.269 69.144
MTJE |7.369 126.273 [ 11.217 92.631 1257.121 |1.080
Mode-2 | AC 85.237 1913 |87.136 2.902 22.804 6.774
CcC 45.998 |130.223 |64.934 54.002 424331 |1.852
GT 90.833 |0.826 |91.602 2.017 15.849 10.908
GTMS |98.367 |0.024 |98.393 0.326 2.564 61.238

ED 98.737 |0.029 ]98.752 0.515 4.045 79.155
MTJE [12.726 |133.015[18.125 87.274 685.771 |1.146

Mode-3 | AC 86.290 |2.013 |87.943 2.761 17.187 7.294
CcC 46.318 | 153.196 | 65.069 53.682 334.123  1.863
GT 89.823 [1.255 ]90.763 2.320 14.439 9.827
GTMS |98.363 |0.029 |98.389 0.335 2.087 61.075
ED 98.884 |0.027 ]98.896 0.457 2.842 89.589
MTJE ]16.067 |156.520 |22.771 83.933 522412 1.191
Mode-4 | AC 87.503 [2.002 [88.891 2.525 13.964 8.002
CcC 46.880 | 179.083 | 65.308 53.120 293.816 |1.883
GT 88.698 [1.877 [89.845 2.617 14.474 8.848
GTMS |98.376 | 0.034 [98.402 0.334 1.845 61.567
ED 98.876 [0.033 |98.888 0.466 2.575 88.932

MTJE ]18.079 |183.030 | 25.406 81.921 453.118 [1.221
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e Fuel exergy waste ratio (FEXWR) shows that how much fuel exergy rate wastes via
exergy destruction and losses. Between the components, the CC has the maximum FExXWR
values for all operation modes since the CC has maximum exergy destruction rates. The
FEXWR values of the MTJE and its components are shown in Figure 10.

ED
M Mode-4 | W Mode-3

GTMS H Mode-2 | M Mode-1

GT

Engine and its components

Ccc

-

0 20 40 60 80 100
FEXWR (%)

Figure 10. Fuel exergy waste ratio values of MTJE and its components.

e Productivity lack ratio (PLR) expresses that how much product exergy rate loses by
waste exergy rate. Between the components, the CC has the maximum PLR values for all
operation modes since the CC has maximum exergy destruction rates. The PLR values of
the MTJE and its components are showed in Figure 11. Figure 11 indicates that PLR
values reduce depending on operation modes. The PLR is the minimum at Mode-4
operation because the engine and the CC have the maximum efficiency values at this

operation mode.
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e The components or system with high exergy losses and destruction are more
harmful to environment. Sustainable efficiency factor (SEF) states which components are
sustainable and less environmental impacts. The SEF values of the MTJE and its
subcomponents are illustrated in Figure 12. According to Figure 12, the ED has the
maximum SEF values by high exergy efficiency values for all operation modes while the

CC has the minimum SEF values via low exergy efficiency values for all operation modes.
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Figure 11. Productivity lack ratios of the MTJE and its components
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Figure 12. Sustainable efficiency factors of the MTJE and its components
4. CONCLUSION

This study presents the general aviation, energetic and exergetic performance metrics to
analyze the evaluation of a micro turbojet engine used on drome and UAV. These metrics
help the system designers, owners, and researchers to measure the system performance
level and to develop the system and its subsystems. The significant results of this study are

abridged as flows:
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e The specific fuel consumption (SFC) of the MTJE is 0.0500 g/N.s at Mode-1,
0.0364 g/N.s at Mode-2, 0.0325 g/N.s at Mode-3, and 0.0310 g/N.s at Mode-4 operation
modes. While the specific thrust (ST) is 0.3402 N/g/s at Mode-1, 0.4276 N/g/s at Mode-2,
0.4819 N/g/s at Mode-3, and 0.5182 N/g/s at Mode-4 operation modes, respectively.

e Thermal limit ratio (TLR) of the MTJE is obtained to be 3.1725 at Mode-1, 3.1857
at Mode-2, 3.2072 at Mode-3, and 3.2610 at Mode-4, respectively

e The energy efficiency of the MTJE is determined to be 7.730% at Mode-1,
13.510% at Mode-2, 17.070% at Mode-3, and 19.190% at Mode-4 when the exergy
efficiency of the MTJE is found to be 7.367% at Mode-1, 12.726% at Mode-2, 16.067 at
Mode-3, and 18.079% at Mode-4, respectively. Exergy efficiency values are lower than
energy efficiency values because the fuel exergy is higher than the fuel energy.

e By an increasing in air flow, fuel flow and engine thrust, the isentropic efficiency
of air compressor (AC) increases from 81.010% to 86.610% when the isentropic efficiency
of gas turbine (GT) decreases from 61.610% to 58.040%. Similarly, the exergy efficiency
of AC rises from 83.560% to 87.503% while the exergy efficiency of GT declines from
91.056% to 88.698%.

e Between the components, the CC has the lowest exergy efficiency values (from
41.978% to 46.880%), the lowest sustainable efficiency factors (from 1.723 to 1.883), the
highest exergetic improvement potential rates (from 123.899 kW to 179.083 kW), the
highest fuel exergy waste ratios (from 58.022% to 53.120%) and the highest productivity
lack ratios (from 787.423% to 293.816%) depending on the operation modes since the CC
has the maximum exergy destruction rates.

e If any improvement or development is made on the components, the exergetic
performance indicators of both the MTJE and its subsystems will be thrived. This case can
be clearly seen from the modified exergy efficiency values.

e When the exergetic performance parameters are taken into the consideration, the
worst component and bad factor of the system is the combustion chamber by far.
Therefore, all exergetic performance indicators show that the system designer, owner, and
researchers focus on the components of the AC and CC to improve the exergetic efficiency

values of these components.

The recommended performance metrics and methodology in this investigation can be

beneficial to analyze the similar aviation systems and other energy conversion systems.
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NOMENCLATURE

AC air compressor

AFR air-fuel ratio

CcC combustion chamber

Cp specific heat capacity (kJ/kg. K)

E energy rate (kW)

ED exhaust duct nozzle

ER enthalpy ratio (-)

EP engine power (kw)

ET engine thrust (kN)

Ex exergy rate (kW)

ExIP exergy improvement potential rate (kW)
FEXWR fuel exergy waste ratio (%)

GT gas turbine

GTMS GT mechanical shaft

h enthalpy (kJ/kg)

LHV lower heating value of fuel (kJ/kg)
m mass flow rate (kg/s)

MTJE micro turbojet engine

P pressure (kPa)

PLR Productivity lack ratio (%)

R universal gas constant (kJ/kg K)
SEF sustainable efficiency factor (-)
SFC specific fuel consumption (g/N.s, g/kW.s)
SP specific power (kW/g/s)
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Subscripts
air

AC

CcC

D

ED

F

gas

GT

GTMS

MTJE

out

specific thrust (N/kg/s)
temperature (K)
thermal limit ratio (-)
velocity (m/s)

work rate (kW)

energy efficiency (%)
fuel exergy grade function
exergetic efficiency (%)

modified exergetic efficiency (%)

air

air compressor
combustion chamber
destruction

exhaust duct nozzle
inlet streams, fuel
combustion gaseous
gas turbine

gas turbine mechanical shaft
input

the k’th component
losses

micro turbojet engine

output, outlet
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P pressure

Pr product

T temperature

tot total

WE waste exergy

0 dead state conditions
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Glinlimiizde havacilik isletmeleri misterilerinin taleplerini karsilamak ve kusursuz bir hizmet anlayisiyla
hareket etmek durumundadirlar. Kiiresellesmeyle birlikte rekabetin artmasi, havayolu sirketlerinin
varliklarim1 devam ettirebilmeleri i¢in her zamankinden daha fazla hedef kitleye ulagsmalarimi gerekli
kilmaktadir. Dolayisiyla, havacilik igletmelerinin genis kitlelere ulasabilmesi ancak iyi bir pazarlama iletisimi
ile miimkiindiir.

Gelisen ve degisen diinya sartlart isletmelerin yalnizca miisterilerin taleplerini kargilamakla kalmayarak,
toplum yararinin gézetilmesi, insanlarla iyi iligkiler kurulmasi ve sosyal sorumluluklar gibi yeni faaliyetlerin
isletmelerin pazarlama iletisimi karmasina eklenmesini gerekli kilmaktadir. Nitekim, isletmeler bu
faaliyetleri gergeklestirebilmek i¢in halkla iligkilere ihtiya¢ duymakta, faaliyetler gerceklestirilirken halkla
iliskilerin bir uygulama alani olan sponsorlugun etkileri de isletmeler i¢in biiyiik 6nem tagimaktadir.
Havayolu sirketleri hizmet agirlikli bir sektdrde faaliyet gosterdikleri i¢in miisterileriyle cogu alanda
dogrudan iletigim halinde olmalar1 gerekmektedir. Halkla iliskiler ve sponsorluk faaliyetleri alanlari itibariyle
daha ¢ok miisteriye ulasmak, iyi bir imaj olusturmak, markay1 tanitmak i¢in daha ¢ok 6n plana ¢ikmakta,
havacilik isletmeleri ise diger isletmelerden farklilasan bazi 6zellikleri sebebiyle bu uygulama alanlarini daha
etkin ve daha yogun bir sekilde kullanmak zorunda kalmaktadirlar.

Caligma kapsaminda pazarlama iletisimi elemanlarindan biri olan halkla iliskiler ve halkla iligkilerin
uygulama alani olan sponsorluk ¢aligsmalart havacilik isletmeleri 6zelinde incelenmis, Tiirk Hava Yollari’nin
son 10 yillik siiregte yaptig1 sponsorluk calismalan stratejik agidan ele almarak irdelenmis ve sponsorluk
faaliyetlerinin Tirk Hava Yollar’’nin prestijine, kurumsal imajma ve marka degerine olan katkilari
degerlendirilmistir. Caligmanin alani itibariyle halkla iligkiler ve sponsorluk uygulamalarma havacilik
isletmeleri 6zelinde katki saglamasi beklenmektedir.

Anahtar kelimeler: Havayolu, Havacilik, Halkla iliskiler, Sponsorluk, Tiirk Hava Yollar1
JEL Smiflandirma: L21, L22, 193, M10, M31

A Strategic Evaluation on Public Relations and Sponsorship Practices of
Aviation Enterprises: A Sample of Turkish Airlines

Abstract

Nowadays, aviation enterprises must meet the demands of their customers and act with a flawless service
understanding. Increasing competition with globalization requires airlines to reach more target population
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than ever before to survive. Therefore, it is possible for aviation enterprises to reach the major population
only with a good marketing communication.

Developing and changing world conditions require that enterprises not only meet the demands of customers,
but also add new activities to the marketing communication mix of enterprises, such as social benefit, good
relations with people and social responsibilities. As a matter of fact, enterprises need public relations to carry
out these activities, and the effects of sponsorship, which is an area of public relations practices, are also very
important for enterprises.

Airlines, which operate in a service-oriented sector, need to be in direct contact with their customers in most
areas. Public relations and sponsorship activities come to the forefront in order to reach more customers,
create a good image, promote the brand, and aviation enterprises have to use these application areas more
effectively and intensely due to some features that differ from other enterprises.

Within the scope of the study, public relations, which is one of the marketing communication elements, and
sponsorship studies, which are the field of application of public relations, were examined in aviation
companies. The sponsorship studies carried out by Turkish Airlines in the last 10 years have been examined
strategically. Contribution of sponsorship activities to Turkish Airlines' prestige, corporate image and brand
value was evaluated. By field of study, it is expected to contribute to public relations and sponsorship
practices in aviation enterprises.

Keywords: Airline, Aviation, Public Relations, Sponsorship, Turkish Airlines
JEL Classification: L21, L22, L93, M10, M31

GIRIS
Kiiresellesmeyle birlikte isletmelerin, miisterilerinin taleplerini karsilamanin G&tesinde

toplum yararim1 gézetme, iyi iligkiler kurma, sosyal sorumluluk ¢ergevesinde faaliyetlerde

bulunma gibi gorev ve sorumluluklarinin daha da arttig1 gortilmektedir.

Isletmelerin tiim bu faaliyetleri yiiriitiirken kullandig1 alanlardan biri olan halkla iligkilerin
her gecen giin dénemi daha da artmaktadir. Insanlar kendilerine iiriin veya hizmet sunan
isletmelerden iyi bir iletisim kurma, etik bir anlayisa sahip olma, diiriist, giivenilir bir
isletme olmalarin1 beklemekte, igsletmeler de miisterilerinin bu beklentilerini karsilarken
halkla iligkiler alanindan biiylik 6l¢lide yararlanmakta ve bu sayede daha basarili bir hale
gelmektedirler. Halkla iliskiler, isletmenin mevcut veya potansiyel miisteriyle karsilikli iyi
niyete dayali bir iliski olusturulmasinda isletmenin temel bir alani olarak goérev
yapmaktadir. Halkla iligkiler bu gorevini yerine getirirken ayni zamanda uygulama
alanlarindan biri olan sponsorluk faaliyetleri ile isletmeyi daha ¢ok tercih edilen, iyi bir

imaja sahip ve bilinen bir isletme haline getirmektedir.

Havacilik isletmelerinin faaliyetlerini yiiriitirken bircok isletmeye gore daha tutarl,
kusursuz ve kaliteli bir hizmet sunmalar1 beklenmektedir. Nitekim alani itibariyle
havacilik, insanlarla dogrudan iletisimi gerektirmektedir. Hava tasimaciliginin her gecen
giin 6neminin daha da artmas1 havacilik sirketlerine biiyiik sorumluluklar yiiklemektedir.
Yogun rekabet ortaminda, iyi bir marka imaj1 olusturarak, hedef kitleye hitap eden bir

havayolu sirketi olmak ancak iyi bir halkla iliskiler ¢alismas1 ile miimkiindiir. Havayolu
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sitketleri marka imajin1 giliglendirmek, prestijlerini artirmak i¢in g¢ogunlukla halkla

iliskilerin bir uygulama alan1 olan sponsorluk ¢alismalarindan yararlanmaktadirlar.

Havayolu sirketleri alanlari itibariyle uluslararasi pazarlarda kiiresel miisterilere hizmet
sunduklar i¢in diger sektdrlerden farkli sponsorluk alanlarina yonelmektedirler. Nitekim,
kiiresellesme ile havayolu sirketlerinin daha fazla miisteriye ulasabilmesi ancak iyi bir
pazarlama iletisimi ile miimkiindiir. Bu kapsamda ¢alismanin halkla iligkiler ve sponsorluk

uygulamalarina havacilik isletmeleri 6zelinde katki saglamasi beklenmektedir.

Bu minvalde, ¢alismada halkla iligskiler ve sponsorluk kavramlari incelenmis, halkla
iligkiler ile karigtirilan alanlar ve bu alanlarin halkla iliskilerle farkliliklar1 irdelenerek,
halkla iligkilerin bir uygulama alani olan sponsorluk faaliyetlerinin tiirleri ve yapilma
amagclar1 havacilik isletmeleri 6zelinde degerlendirilmistir. Calisma kapsaminda; havacilik
isletmelerinde halkla iligkiler kavram, halka iliskilerin uygulama alanlari, halkla iligkilerin
havacilik isletmeleri agisindan énemi ve sagladig katkilara deginilmistir. Calismanin son
boliimiinde ise halkla iliskilerin bir uygulama alani olan sponsorluk faaliyetleri Tiirk Hava
Yollar1 6zelinde incelenmis, sponsorluk yapilma amaglar1 ve sponsorluk faaliyetlerinin

sirketin marka, prestij ve kurumsal imajina yansimalar1 degerlendirilmistir.
1. KAVRAMSAL CERCEVE
1.1.  Halkla lliskiler

Halkla iliskiler “kamu ya da 6zel sektor kuruluslarinin olumlu bir imaja sahip olmalar1 igin
gerekli tanitim politikasinin saptanmasi, kuruluslarin bu dogrultuda yonlendirilmesi, insan
gruplartyla kuruluglar arasinda bilgi akisinin saglanmasia yonelik planli faaliyetlerden”

olugsmaktadir (Kocabas, Elden ve Celebi, 2000: 70).

Baska bir tanima gore halkla iliskiler, “Bir kurum ve taraflar1 / paydaslar1 arasinda
karsilikli iletisim ve is birligine dayanan ve bu is birligini siirdiirmeye yardimci olan
kendine 6zgli bir yonetim fonksiyonudur; isletmenin temel sorunlarini ¢ézmeye yonelik
yonetim faaliyetlerini icerir, yonetimin bilgi sahibi olmasini saglar ve kamuoyuna cevap

verilmesine yardimci olur” (Grunig ve Hunt, 1984:6; Kalender, 2013:5).

Buradan hareketle halkla iliskiler kavraminin, bir yonetim fonksiyonu olmasinin yani sira,
isletme ve toplum arasinda saglikli bir iligki kurma, bu iliskiyi yonetme ve her iki tarafa da
fayda saglama temelinde iliski yonetimine dayali bir siire¢ oldugu da s6ylenebilir. Nitekim

halkla iliskiler, isletmelerin toplumla daha saglikli bir iligki kurabilmesi i¢in bir iletisim
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aract olmaktan &te, toplumun sorunlariyla ilgilenmeli, ¢6zim {iretmeli ve toplumun

isteklerinin karsilanabilmesi i¢in her tiirlii caba icerisinde oldugunu gostermelidir.

Genel olarak degerlendirildiginde, halkla iliskilerin isletme ve toplum faydasi i¢in her tiirlii
ugras icinde olan ve isletmenin hedeflerinin gerceklestirilebilmesi icin c¢aba sarf eden
onemli bir iletisim fonksiyonu oldugu gorilmektedir. Halkla iligkilerin daha net
anlasilabilmesi icin halkla iligkiler ile karistirilan bazi1 alanlarin belirtilmesi ve agiklanmasi

faydali olacaktir.
1.1.1. Halkla Iliskilerle Karistirilan Alanlar

Halkla iligkilerin bir¢ok benzer iletisim alaniyla karistirildigi goriilmektedir. Bu alanlarin
halkla iligkiler ile arasindaki benzerlikler ve farkliliklar1 agiklamak, halkla iligkiler

kavraminin daha iyi anlasilmasina yardimc1 olacaktir.
Reklamcilik

“Reklamcilik bir malin ya da hizmetin satisin1 arttirmak amaciyla gerek basinda gerek
yayin organlarinda zaman satin alma olarak tanimlanmaktadir’> (Mihgioglu, 2019: 108).
Buradan hareketle reklamciligin gayesinin, {irtinlerin satilmasi oldugu sdylenebilir.
Reklamcilikta {iriiniin satilmasi i¢in harcanan ¢abanin yaninda, iicret ddenmesi de sz
konusudur. Halkla iligkiler bilgilendirme yolu olarak basin toplantilar1 gibi yontemlere
basvurabilir ancak bu bilgilendirmeler de iicret 6denmesi gibi bir durum séz konusu
degildir. Reklam, bir iirlin veya hizmetin satisina odaklanirken; halkla iliskiler, bu {iriin
veya hizmeti sunan isletmenin tanitiminin yapilmasma odaklanmaktadir. Bu iki alanin
birbirlerinden yararlandiklar1 ortak noktalar da bulunmaktadir. Nitekim, halkla iliskiler bir
mesaj1 duyurmak i¢in reklamciliktan, reklamcilik ise tiiketicileriyle olan iliskilerinde halkla

iliskilerden yararlanmaktadir.
Pazarlama

Pazarlama, “kisisel ve orgiitsel amaglara ulagsmay1 saglayacak degisimi ortaya ¢ikarabilmek
i¢cin mal, hizmet ve fikirlerin gelistirilmesi, fiyatlandirilmasi, dagitimi ve tutundurulmasina
yonelik planlama ve uygulama siireci” olarak tanimlanmaktadir (Bulut, 2018: 14).
Pazarlamanin odak noktasi; miisterilerle iliski alisverisi, miisteri isteklerinin karsilanmasi
ve kurumun ekonomik amaglarinin basarilmasidir (Cutlip vd., 1994: 8). Buradan hareketle
halkla iliskilerin, bu istek ve ihtiyaglar1 karsilamak yerine, karsilanacak ihtiya¢c ve
isteklerde kullanilacak olan {iriin ve hizmetlerin tanitilmasinda yardimci bir alan oldugu

sOylenebilir. Pazarlamanin igletme hedeflerinden birisi karlilik iken, halkla iliskilerin ise
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isletmenin toplum nezdinde iyi imajinin korunmasi ve marka bilinirliginin arttirilmasidir.
Pazarlama ve halkla iligkiler birbirlerine sagladiklar1 desteklerden ve bu destekleri

saglarken kullandiklar1 yontemlerden dolay1 birbirleriyle karistirilabilirler.
Propaganda

Propagandanin halkla iligskiler ile benzer yanlart olsa da temelde birbirlerinden
ayrilmaktadirlar. Propaganda; “ilk asamada zihinsel bir de§isim yaratma, ardindan da
degisimi kasitli ve sistematik bir sekilde davranislara yansitma ¢abasidir” (Yilmaz, 2014).
Bagka bir tanima gore ise propaganda; “Onyargilar ve duygular {izerinden diisiinceleri
sekillendirme ve bu yolla aliciy1 6nceden kararlastirilmis bir fikre yakinlastirma ¢abasidir”
(Jowett ve O'Donnell, 2017: 29). Halkla iliskilerde de insanlarin diisiincelerinin
etkilenmesi her ne kadar soz konusu olsa da Propaganda da insanlara aktarilan bilginin
dogrulugu oOnemsenmeden, ahlaki kurallar goézetilmeden sadece dayatilmak istenilen
fikirler 6nemsenmektedir. Halkla iliskilerde ise boyle bir durum s6z konusu degildir.
Propaganda ve halkla iliskiler kavramlarinin ayrildigt en Onemli nokta budur.
Propagandanin iletmek istedigi mesaj1 dogruluk kaygis1 gézetmeden iletmesi ve ilettikten
sonra insanlar iizerindeki etkileri ile pek fazla ilgilenmemesi, halkla iliskilerle ile
farklilagtig1 en 6nemli noktalardan biridir. Propagandanin burada tek yonlii bir iletisimi ele
aldig1 soylenebilir. Halkla iligkiler ise propagandadan farkli olarak iki yonli bir iletisimle
hareket etmektedir. Halkla iliskilerin ilettigi mesajlarin insanlar iizerindeki etkileri,
insanlardan alinacak geri doniislerin 6nemsenmesi ve bir sonraki adimin buna gore
atilmasmin disliniilmesi de halkla iliskilerin propagandadan farklilastigi noktalardan
biridir.

1.1.2. Halkla lliskilerin Baz1 Uygulama Alanlar1

Halkla iliskilerin birden fazla uygulama alani oldugu sdylenebilir, bu uygulama
alanlarindan duyurum, medya, lobicilik, sponsorluk, kriz yonetimi, sosyal sorumluluk ve
isletme-calisan iliskileri gibi uygulama alanlarini agiklamak, halkla iligkilerin islevlerinin

daha iyi anlagilmasini saglayacaktir.
Duyurum

“Duyurum, bir igletme ya da isletmenin sundugu mal ve hizmetlerle ilgili kisa ve ayrintili
haber niteligi tagiyan hikaye, makale ya da {iriin/hizmet duyurumunu, ¢esitli kitle iletisim
araclartyla yaymlamak ve bu yayin araglarina dogrudan bir iicret 6demeden isletmeye

yonelik yapilan olumlu tanitim ve benimsetme etkinlikleridir” (Eser ve Korkmaz, 2017,
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211-243). Duyurum yapilirken 6zel haberler, basin bildirileri arag¢ olarak kullanilabilir.
Diger taraftan duyurumu yapilacak konunun haber niteligi tagimasinin yani sira inanilir

Ozellik tasimas1 da 6nemli bir konudur.
Medya

Isletmeler kendileriyle ilgili bilgileri aktarirken, iyi bir imaj olusturmak ve ¢ift yonlii
iletisimin sonucu olarak, kitlelerden gelebilecek geri bildirimleri analiz edebilmek ig¢in

medyay1 kullanmaktadirlar.

Medya gelisim diizeyi ve profesyonelligi, halkla iligkiler faaliyetlerini etkileyen toplumsal
faktorlerden biridir. Ciinkii medyaya kimin sahip oldugu ya da medyay1 kimin kontrol

ettigi halkla iliskiler mesajlarinin giivenilirligini etkilemektedir (Becerikli, 2013: 211).
Lobicilik

Lobicilik; “bireylerin, orgiitlerin ve {ilkelerin karar alma siirecinde siyasal aktorleri
etkileyerek, kendi ¢ikarlart dogrultusunda karar alinmasini saglamaya yonelik ¢alismalar”
olarak tanimlanmaktadir (Kazanci, 2007: 374). Lobiciligin halkla iliskiler alanindaki
uygulamasinda ise; isletmenin hedef kitlesini etkilemeye yonelik olarak kendi lehine

sonu¢lanmasini istedigi durumlar i¢in yaptig1 calismalar 6rnek gosterilebilir. Bu ¢alismalar

yapilirken hedef kitlenin goziinde ¢izilen olumlu imaj olduk¢a énemlidir.
Sponsorluk

Sponsorluk; “spor, sanat, kiiltiir ve benzeri faaliyet alanlarinda kisi veya kurumlara para,
arag/gerec veya hizmet destegi verilerek katkida bulunmay1” ifade etmektedir (Peltekoglu,
2007: 363). Sponsorluk uygulanirken para, hizmet, ara¢ gere¢ desteginin yaninda, isletme
lehine bir marka ayricaligi olusturmak ve olumlu bir imaj yakalamak isletmenin
sponsorluk faaliyetlerine iliskin amaglarin1 olusturmaktadir. Bu noktada halkla iligkiler

sponsorluk faaliyetlerinin isletme lehine en uygun sekilde uygulanmasini saglar.
Kriz Yonetimi

Kriz, “isletmelerde umulmadik zamanlarda ortaya ¢ikan durumlar olarak
tanimlanmaktadir. Bir isletmenin krize rastlayip rastlamamasindan ziyade, krizin ne ¢esit
bir kriz oldugu, karsilagilan duruma nasil bir yaklasim sergilenecegi ve siirecin nasil

yonetilecegi onemli bir konudur” (Oran ve Demir, 2016; Tok, 2020)

Giliniimilizde, insanlarin tepkilerini ortaya koymalarinda iletisim araclarinin aktif rol

oynamasi ve medyanin giicliniin her gegen giin artmasi kriz yonetimi kavramini daha da
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onemli hale getirmektedir. Isletmelerin kriz yonetimi konusunda &nceden hazirhikli
olmalari, medya ile giizel iligskiler kurmalari, isletme ile ilgili olumlu haberlerin medyada
sitkca yer bulmasini saglamalari, halkla iliskiler 6zelinde kriz yonetimi agisindan

isletmelere fayda saglayacaktir.
Sosyal Sorumluluk

Giliniimiizde isletmeler artik tirettikleri liriinler veya hizmetleri ile degil, topluma kattiklari
degerler ile 6n plana ¢ikmaya baslamistir. Sosyal sorumlulugun temelinde “topluma geri
verme” ilkesi yer almaktadir. Bu nedenle isletmeler sosyal sorumluluk projelerine eskiye

gore daha fazla 6nem vermektedir (Cavusoglu, 2011; Akgiil, 2014).

Nitekim insanlarin da sosyal sorumluluk konusundaki olumlu tutumlarinin, giin gectikce
daha da arttig1 goriilmektedir. Isletmelerin sosyal sorumluluga énem vermeleri hedef
kitlelerinden alacaklar1 geri doniislerin olumlu olmasina, marka imajinin daha iyi yerlere
gelmesine ve insanlarin algisinda daha olumlu bir hava olusturulmasina yardimer olacaktir.
Olusturulan bu olumlu hava sayesinde isletmeler rakiplerine nazaran daha g¢ok tercih
edilen, desteklenen ve miisterilerinin goziinde toplum yararim1 gozeten isletmeler haline

geleceklerdir.

Isletmelerde sosyal sorumluluk, goéniillii yardimlarin yapilabilecegi, kiiltiirlere deger
verilebilecegi, insanlarin yararina olan faaliyetler ve etkinliklerde bulunulabilecegi bir

uygulama alani olarak goriilmektedir.
Isletme-Calsan Iliskileri

Isletmelerin basar1 siirecini etkileyen en biiyiik itici giiclerden biri sirketin kendi
calisanlaridir. Calisan etkinliginin yiliksek oldugu isletmelerde yoOnetim, calisanlarini
diizenli etkinliklerle motive ederek, yeni katilan ¢alisanlara yonelik 6zel tanitim ve tanisma
organizasyonlar1 diizenleyerek, diizenli egitimlerle ¢alisanlarin bilgilerini ve yeteneklerini
giincel tutarak, calisanlarmin gelismesini saglayarak isletmenin daha olumlu sonuglar

almasina yardimci olmaktadirlar.
1.2.  Sponsorluk
1.2.1. Sponsorluk Kavrami

Sponsorluk karsilikli olarak kazang hedefinin giidiildiigii bir pazarlama faaliyetidir. Bir
kurum ya da kurulusun, kurumsal amaglarina uygun olarak katilmakta fayda gordigi

etkinliklere nakdi veya ara¢/materyal gibi donanim saglayarak desteklemesidir. Boylece
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sponsorluk, kurum imaj ve prestijini artirma, marka farkindalig1 yaratma, kurum amag ve
hedeflerinin desteklenmesi i¢in masraflarin iistlenilmesi ve etkinliklerin diizenlenmesidir

(Fourdevent, 2015).
1.2.2. Sponsorlugun Amaglari

Sponsorluk faaliyetleri isletmeler tarafindan halkla iligkiler, reklam ve pazarlama
Faaliyetlerini desteklemek amaciyla kullanilabilmektedir. Bu kapsamda, sponsorlugun

yapilma amaglar1 3 baslikta gruplandirilabilir; (Global Enstitii, 2018)

. Sponsorlugun Halkla Iliskiler Amactyla Kullanilmasi
. Sponsorlugun Reklam Amaciyla Kullanilmasi
. Sponsorlugun Pazarlama Faaliyetlerini Desteklemek Amaciyla Kullanilmasi

Sponsorlugun Halkla iliskiler Amaciyla Kullamlmasi: Isletmeler, kuruluslarmin
isimlerini hedef kitlelere duyurabilmek, isletmelerinin kurum kimligini ve imajim
gelistirebilmek, toplumun isletmeleri ile ilgili olumlu diisiinmelerini saglayabilmek, medya
ile yakin iligkiler kurabilmek ve isletme iginde karsilikli iligkileri gelistirebilmek igin
sponsorluk faaliyetlerini halkla iliskiler amaciyla kullanabilmektedirler. Nitekim,
Yokohama Tires, Japonya merkezli araba lastigi iireticisi bir firma olup, bugiin Chelsea
Futbol Kuliibiiniin sponsorudur. 2000’li yillarda ¢ikan bilgisayar oyunu “Need For Speed
Underground 2” oyunu ig¢inde reklamlar yaparak; kurulus, ismini araba yariglarindaki
takimlara yani hedef kitlelere duyurmus ve Avrupa pazarinda taninirligini artirmistir. Diger
taraftan, Pirelli lastik firmasi ¢ok uzun yillardir Italyan takimi Inter’in sponsorlugunu
yapmaktadir, hatta Inter dendiginde akla ilk gelenlerden birisi de Pirelli markasidir. Ayni
sekilde, Pirelli lastik firmasi Tiirkiye’de 1970 yilinda Kocaeli’de Pirelli ilkokulunu
hizmete agmis, 2007 yilinda ise Izmit Kosekdy Pirelli Anadolu Lisesini hizmete acarak,
bolgenin kalkinmasina destek olmustur (MuhasebeNews, 2017). Bu sayede Pirelli’nin,
marka tanmrhi@int artirdigl, kurum imajimi gelistirdigi ve halkin iyi niyetini kazandig:

sOylenebilir.

Sponsorlugun Reklam Amaciyla Kullamlmasi: Isletmeler, gorsel veya yazili medya
araclar1 iizerinden reklaminin yapilmasi yasak olan {iriinlerinin lansmanimi yapmak,
rtinlerini tanitmak ve farkli reklam olanaklarindan faydalanmak i¢in sponsorluk
faaliyetlerini reklam amaciyla kullanabilmektedirler (Global Enstitiisii, 2018). Nitekim,
Reklam yasagi olan alkol ve sigara firmalar1 {iriinlerini tanitmak veya miisterilerinin

zihninde triinlerini canli tutmak adina takimlara, etkinliklere sponsor olabilmektedirler.
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Nitekim, Efes Pilsen Tiirkiye Milli Futbol Takimi ana sponsorlugunu iistlenmis, Marlboro,
“Formula 1” takimlarinin sponsorlugunu yapmis ve yine bir diger bira markasi olan

Carlsberg, Liverpool Futbol Kuliibiiniin sponsorlugunu iistlenmistir.

Sponsorlugun Pazarlama Faaliyetlerini Desteklemek Amaciyla Kullanilmasi:
Isletmeler, yeni iiriin veya hizmetlerini tanitmak, mevcut {iriin veya hizmetlerini yeniden
konumlandirmak, {iriin veya hizmetlerinin kullanimii artirmak ya da uluslararasi
pazarlama faaliyetlerine katki saglamak amaciyla sponsorluk faaliyetlerini pazarlama

faaliyetlerini desteklemek amaciyla kullanabilmektedirler (Global Enstitiis, 2018).
1.2.3. Sponsorluk Tiirleri

Sponsorluk faaliyetleri, karsiliginda bir iirlin veya hizmetin saglanmasi seklinde “Ayni
Sponsorluk™ gerceklestirilebilecegi gibi finansal kaynak aktarimi seklinde de “Maddi
Sponsorluk” gerceklestirilebilir.

Isim Sponsorlugu, isletmenin sponsor oldugu projeye kendi kurum isminin eklendigi en
kapsamli sponsorluk ¢esididir. Genel olarak biiyiik 6l¢gekli ve uzun soluklu projelerde isim
sponsorlugu anlasmas1 yapilmaktadir. Spor kuliiplerine ait stadyumlar ile spor kuliiplerinin
isimlerinin Oniinde ya da diizenlenen spor miisabakalar1 / karsilagmalar1 veya etkinlik
isimlerinin 6niinde kullanilmaktadir. Isim sponsorlugu, bir projenin en &nemli sponsoru
olup aynm1 zamanda ana sponsorluk goérevi de gormektedir. Nitekim, “Euroleague

Basketball” Avrupa basketbol liginin isim sponsorlugunu Tiirk Hava Yollar1 yapmaktadir.

Ana Sponsorluk, isim sponsorlugundan farkli olarak bir projeyi sahiplenmek isteyen
isletmelerin tercih ettigi bir sponsorluk tiirii olup, projeyi birden fazla ana sponsor
sahiplenebilir. Daha ¢ok spor miisabakalarinda / karsilagsmalarinda ya da farkli spor
branslarinda, forma {izerindeki kurum logosu caligmalari ana sponsorluk kapsaminda
degerlendirilmektedir. Nitekim kiiltiir-sanat faaliyetlerinde etkinlik siiresinde tanitim,
reklam, afis vb. calismalarda ana sponsor olarak igletmelerin isim, marka ve logolarinin 6n
plana ¢iktig1 goriilmektedir. Aktivite ya da faaliyet bazli etkinliklerde de “Altin Sponsor,

Gilimiis Sponsor, vb.” olarak da birden fazla ana sponsora rastlamak miimkiindiir.

Diinya genelinde sponsorluklarin biiylik bir ¢ogunlugu; futbol, basketbol, golf vb. gibi
daha ¢ok spor kuliipleri / aktiviteleri 6zelinde veya Sinema, Tiyatro, Sergi, Opera, Resim
vb. gibi  kiiltir-sanat  faaliyetleri  6zelinde ana  sponsorluk  kapsaminda
gerceklestirilmektedir. Bunlarin disinda; Fuar, kongre, konferans, zirve, panel vb. gibi

etkinlik / proje bazli islerde; televizyon programlari, diziler, festivaller, oyunlar, yarigmalar

150



Yilmaz, M.K. (2020). Havacilik igletmelerinin halkla iliskiler ve sponsorluk uygulamalar: iizerine stratejik bir degerlendirme: Tirk Hava
Yollar1 6rnegi. Journal of Aviation Research, 2(2), 142-167.

vb. gibi eglence / medya bazli aktivitelerde ya da blog, internet sitesi, Youtube vb. gibi
internet bazli projelerde de ana sponsorluk anlagmalar1 yapildigi goriilmektedir (Ana

Sponsorluk ve Iletisim Danismanligi, 2014).

Resmi Sponsorluk, isim sponsorlugu ve ana sponsorluktan farkli olarak bir projeyi
desteklemek ve karsilikli fayda saglamak amaciyla gorece daha kisithh bir biitceyle
gerceklesebilen bir sponsorluk ¢esididir. Resmi sponsorluk kategorisi altinda genel olarak

birden fazla kurum ya da kurulus bulunabilmektedir.

Uriin veya Hizmet Sponsorlugu, bir isletmenin finansal bir kaynak aktarimi yapmak
yerine kendi faaliyet konusu ile ilgili olan iiriin veya hizmetleri sponsor olunan isletmeye
kullandirmasidir. Nitekim, Fenerbah¢e’nin ihtiyagc duydugu su iirlinleri sponsorluk

anlagmasi imzaladiklar1 “Sirma” firmasi tarafindan karsilanmaktadir.
1.3.  Havacilik Isletmelerinde Halkla iliskiler

Pazarlama iletisimi kapsaminda her gegen giin etkinligini daha da arttiran halkla iliskilerin
havacilik isletmeleri 6zelinde de biiyilik bir 6neme sahip oldugu goriilmektedir. Havacilik
isletmelerinin yaptig1 sponsorluklar, kriz aninin en etkin bi¢imde yonetilmesi, iyi bir marka
imaj1 olusturulmasi, havacilik isletmelerinin ana kaynagi olan insanlarla karsilikli fayda
temelinde iyi iligkiler kurulmasi, isletmenin genel amaglar1 ve yasamini siirdiirebilmesinin

saglanmasi i¢in halkla iliskilerin biiytik bir rol iistlendigi goriilmektedir.
1.3.1. Havacilik isletmelerinde Halkla iliskilerin Uygulama Alanlar

Halkla iligkilerin uygulama alanlarinin havacilik isletmeleri acisindan sagladigi fayda ve
uygulanma yontemleri, havacilik igletmelerinde halkla iligkilerin daha iyi anlasilmasina

yardimc1 olacaktir.
Havacilik Isletmelerinde Sponsorluk

Havacilik isletmelerinde de diger isletmelerde oldugu gibi sponsorluk faaliyetlerinden,
“sirkete ait tiim iletisim kanallar1 ve altyapis1 kullanilarak, kurumsal amaglara ulasabilmek,
iletisim politikalar1 i¢erisinde yer alan halkla iligkiler, reklam ve pazarlama, satis gelistirme

amaglarimi gerceklestirebilmek™ amaciyla faydalanilmaktadir (MEB, 2011: 3).

Nitekim Havayolu endiistrisi, yarattigi milyarca dolarlik ekonomisiyle geleneksel olarak
sponsorluk faaliyetlerine en fazla yatirnm yapilan sektorlerin basinda gelmektedir

(Sportcal, 2017). Oyle ki, her gegen giin biiyiimekte olan yolcu pazarindan ve farkli cografi
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segmentlerden daha fazla pay almak isteyen havayolu sirketleri arasindaki rekabetin diizeyi

artarak devam etmektedir (Sezer, 2019).

Bu durum yogun rekabetin yasandigi havayolu pazarinda etkin bir pazarlama iletisimini

gerekli kilmakta, halkla iliskiler ve sponsorluk faaliyetlerinin 6nemini ortaya koymaktadir.
Havacilik isletmelerinde Kriz Yonetimi

Havacilik sektorii hassas ve maliyeti yiiksek bir sektor oldugu icin kriz anlarinda diger
sektorlerin yasadigi kriz agirhigindan daha fazla etkilenmektedir. Isletmelerin kriz
durumlarinda genellikle pazarlama faaliyetlerine daha fazla miidahale ettikleri ve satislarin

artirilmas1 konusunda 6nlem almaya gittikleri goriilmektedir (Inceoglu, 2017).

Bundan dolay1 havacilik isletmelerinde olusabilecek bir kriz aninin ¢ok iyi ydnetilmesi
gerekmektedir. Risk toleransi diisiik bir alan olmasi sebebiyle olasi krizler havacilik
isletmelerinde geri doniisii olmayan hasar ve kayiplara yol acabilir. Havacilik
isletmelerinde yapilan faaliyetlerin 6nemi ve bu faaliyetlerin temelinde gerek miisterilerin
hayat1 gerek her tiirlii gilivenligini etkileyebilecek riskler barindirmasi sebebiyle kriz
yonetimi havacilik isletmeleri igin apayr1 bir dneme sahiptir. Ornegin; bir havayolu
sirketinin ugaginin diismesi sonucu insanlarin yasamini yitirmesi, isletme i¢in ¢ok biiyiik
maddi ve manevi kayiplara yol agabilir. Kaza sebebiyle isletmeye duyulan giivenin
azalmasi, diger isletmelere gore daha az tercih edilen bir havayolu sirketi haline gelmesine

sebep olabilir.

Diger taraftan havayolu sirketlerini son yillarda hedef alan siber saldirilarda kriz yonetimi
acisindan 6nem arz etmektedir. Miisteri bilgilerinin internet korsanlarinca ele gegirilmesi,
havayolu sistemini ¢Okertmeye ve operasyonlari durdurmaya yonelik siber saldirilar

havayolu sirketlerine duyulan giiveni olumsuz yonde etkilemektedir.

Nitekim 2016 yilinda Soutwest Havayolu sirketinin yasadigi teknoloji krizi sebebiyle
havayolunun bilgisayar sistemleri 12 saati askin bir siire ¢alismamis, 2000’e yakin ugus

iptal edilmis, binlerce yolcu magdur olmustur (Arslan, 2019).

Kriz anindan sonra bu siireci en iyi iletisimi gerceklestirerek, araliklarla medyaya bilgi
aktararak, isletmenin zayif noktalarinin saptanmasini ve Onlemlerinin alinmasin
saglayarak; krizi dogru kisilerle, dogru sekilde yonetmek isletme i¢in hasarin en aza

indirilmesine yardimci olacaktir.
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Havacihik isletmelerinde Medya iliskileri

Diger tiim sektorlerde oldugu gibi havacilik isletmeleri i¢in de olmazsa olmaz iletisim
alanlarindan biri medya ile olan iliskilerdir. Havayolu isletmeleri kendileri hakkinda bilgi
aktarimlarini, glincel haberler ve tanitimlarini, isletmelerinin web sitesinden, sosyal medya
hesaplarindan veya basin agiklamalar1 sayesinde yapabilirler. Web sitesinden veya sosyal
medya hesaplarindan yapilacak bu bilgilendirmelerin giincel, dikkat ¢ekici ve dogru bir
icerige sahip olmasi isletmelerin hedef kitlesi i¢in 1yi bir iletisim araci olusturulmasina
imkan saglayacaktir. Glinlimiizde havacilik isletmeleri halkla iligkiler faaliyetlerinde sosyal

medya hesaplarini ve web sitelerini aktif olarak kullanmaktadirlar.
Havacihik isletmelerinde Sosyal Sorumluluk

Bir havayolu sirketinin sosyal sorumluluga gereken 6nemi vermesi kurumsal itibarina,
imajina ve tercih edilebilirligine katki saglamaktadir. Havayolu sirketleri de diger
isletmelerde oldugu gibi sosyal sorumluluk faaliyetlerini gerceklestirirken farkli yollar

izlemektedirler.

Nitekim, Havacilik isletmelerinde de sosyal sorumluluk caligmalari Carroll’un sosyal
sorumluluk piramidinde oldugu gibi ekonomik, yasal, etik ve goniilliik olmak iizere 4 ana
boyutta incelenmektedir (Carroll, 1991). Bu baglamda havayolu sirketleri, ekonomik
boyutta; hissedar ve yatirimcilarina yonelik kar etme, yiiksek doluluk oraniyla ugma, hisse
degerini artirma gibi sorumluluklarin1 yerine getirirken, Yasal boyutta; rakipleri
ilgilendiren sorumluluklarinda rekabet hukukuna uygun davranma, g¢evreyi ilgilendiren
sorumluluklarinda devletin ve havacilik otoritelerinin ¢evreyle ilgili mevzuatlarina ve
miisterilerle ilgili yonetmelik, talimat ve genelgelere uygun bicimde hareket etme, Etik
boyutta; yoneticiler ve calisanlarla ilgili etik kurallara uyma ve buna yonelik el kitaplari
olusturma, goniilliiliik boyutunda; yoneticiler ve calisanlarla ilgili onlara sosyal haklar
saglama, calisanlar1 eglendirecek faaliyetler gerceklestirme, kadin istihdamina Snem
verme, toplumla ilgili olarak sagliga destek verme, ¢ocuklara destek verme, dini ve milli
bayramlar1 kutlama, egitim ve Ogretime destek verme, ihtiya¢ sahiplerine giyinme,
beslenme ve barinma yardimlarinda bulunma, sivil toplum kuruluslarina destek verme gibi

sponsorluk faaliyetlerinde bulunmaktadir (Kurt ve Besler, 2019).

Diger taraftan, kullanilan yakit miktarinin en aza indirgenmeye ¢alisilmasi, motor
giiriiltiilerinin azaltilmasi, dogaya kars1 siirdiiriilebilirlik uygulamalari, ihtiyac sahiplerine

licretsiz yardim gotiirme c¢alismalari, olas1 bir afet/ felaket durumunda insanlarin bir yerden
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bir yere tasinmasi, ihtiya¢ duyuldugu zaman ilag, gida gibi ihtiyaglarin goniillii olarak

tasinmasi da bu kapsamda degerlendirilebilir.
Havacilik Isletmelerinde isletme-Cahsan iliskileri

Havacilik sirketleri acisindan biiyiik bir 6neme sahip olan bir diger uygulama alani da
isletme-calisan iliskileridir. Havacilik sektoriiniin hata kabul etmeyisi, hatalar sebebiyle
olusabilecek felaketlerin insan hayatina etki edecek diizeyde sonuglar dogurmasi havacilik
sektoriinii  diger sektorlerden farklilastirmaktadir. Diger sektorlere gore havacilik
sektorliniin hizmet- emek yogun bir sektor olmasi sebebiyle is yiikii genel olarak ¢aliganlar
tarafindan iistlenilmektedir. Oyle ki havacilik calisanlarmin  isin  gerektirdigi
sorumluluklarinin yan1 sira ugus emniyeti ve giivenligi ile ilgili de biiylik sorumluluklar
oldugu soylenebilir. Bu kapsamda havacilik isletmelerinin operasyonlarini emniyetli ve
giivenli bir sekilde siirdiiriilebilmek icin de galisanlarinin 6zverisine ve yeteneklerine
ihtiya¢ duymaktadirlar. Boylesi bir ortamda ¢aliganlardan en yiiksek verimi alabilmek i¢in

de isletme ve ¢alisan iligkilerinin ¢cok saglam temeller iizerine oturtulmasi gerekmektedir.

Isletmeler, ¢alisanlarma yonelik &zel haklar taniyarak, kisisel gelisimleri igin gerek sirket
ici gerek sirket dis1 egitim imkanlar1 yaratarak, calisanlarinin arasinda veya yeni katilan
calisanlar i¢in oryantasyon faaliyetleri diizenleyerek, primler vererek, motivasyon
calismalar1 yaparak, ¢alisanlarini 6zel hissettirerek hem ¢alisanlarina hem de uzun vadede

isletmelerine katki saglayabilirler (Yilmaz, 2019: 243).
14. HAVACILIK iISLETMELERINDE SPONSORLUK

“Sponsorluk faaliyetleri, sponsor olan sirketin kurumsal marka ve logosunun farkina
varilmasina, kurumsal kimligin taninmasina ve konumlandirilmasina katki saglamaktadir”

(MEB, 2011: 8).

Havacilik isletmelerinde sponsorluk faaliyetleri onemli bir yer teskil etmektedir. Diger
sektorlerde oldugu gibi havacilik isletmelerinde de sponsorluk, uzun vadeli bir yatirim ve
kazang araci olarak goriilmektedir. Oyle ki, havayolu isletmeleri spor, sanat, kiiltiir vb.
etkinliklere yalnizca destek olmak amaciyla degil, uzun vadede katki ve getiri saglamak
amaciyla sponsor olmaktadirlar. Giiniimiizde diinyanin 6nde gelen havayolu sirketleri
futbol ve basketbol takimlarina, futbol takimlarinin stadyumlarina, basketbol liglerine vb.
spor brans ve etkinliklerine sponsor olmaktadirlar. Havayolu isletmelerinin kiiltiir ve
sanata, medyaya, etkinlik ve projelere nazaran daha c¢ok spor sponsorlugu yaptigi

goriilmektedir.
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Nitekim, havayolu sponsorlugu alaninda yapilan uluslararasi analizlerde, diinyanin en
bliyiik havayolu sirketleri tarafindan futbolun, en ¢ok sponsorluk yatirimi yapilan bir
etkinlik alani oldugu goriilmektedir (Scott, 2016). Spor sponsorlugu alaninda son yillarda
Korfez bolgesi havayolu sirketlerinin sponsorluk harcamalar siralamasinda ilk siralarda
yer aldiklari, bu sirketler arasindan Emirates ve Etihad’in yillik sponsorluk harcamalarinin
yaklagik 250 milyon dolar1 buldugu ifade edilmektedir. Yillik 180 milyon dolar1 asan
sponsorluk biitcesi ile Emirates’in kiiresel oOl¢ekte yapilan havayolu sponsorlugu
harcamalarinin yaklasik ylizde 35’ini tek basina gergeklestirdigi goriilmektedir (Scott,
2016). Devasa biiyiikliikte bir sponsorluk biitcesine sahip olan Emirates, ayni zamanda
Arsenal, AC Milan ve Real Madrid gibi biiylik futbol takimlarinin da sponsorlugu
yapmaktadir (Khan, 2014).

Diger taraftan, havayolu tasimacilig: iilkeler acisindan stratejik onem tasiyan sektorlerin
basinda gelmektedir. Kiiresel Olcekte faaliyet gosteren bir¢ok havayolu sirketi, aym
zamanda bulunduklar1 iilkelerin bayrak tasiyicis1 konumunda olduklari i¢in mensei
bulunduklar iilkenin imajin1 da temsil etmektedirler. Bu kapsamda yapilacak sponsorluk
anlagmalar1, uluslararas: ticari iligkilerde temsil ettikleri pay itibariyle hem havayolu
sirketlerine hem de {ilkelere politik bir giic “yumusak gii¢” kazandirmaktadir. (Chadwick
ve Widdop, 2017).

Havacilik isletmelerinin dogru ve stratejik olarak, ileri gorisliiliik becerisi ile anlagmaya
vardiklar1 sponsorluk anlagmalarinin isletmeye beklenenin Otesinde fayda saglamasi
beklenmektedir. Yapilan sponsorluk anlagmalari sonucunda kurumun sponsorluk
amagclaria ulagmasi ve nihayetinde sponsorlugun ticari bir kazanca doniismesi, havayolu

isletmeleri i¢in sponsorlugun énemini agikca gostermektedir.

Bu kapsamda havacilik isletmelerinin, toplum iizerinde kendi sirketleriyle ilgili bir iyi
niyet algist olusturabilmek, marka bilinirliklerini arttirabilmek, kurum imajlarini
gelistirebilmek, yeni hedef pazarlara ulasabilmek, miisteriler iizerinde farkindalik
yaratabilmek, satiglarin1 ve pazar paylarimi arttirabilmek, rakiplerle rekabette avantaj

saglayabilmek amaciyla sponsorluk faaliyetlerine yoneldikleri sdylenebilir.
2. YONTEM
2.1. Arastirmanin Amaci

Havayolu isletmelerinin yapmis olduklar1 sponsorluk anlagmalarinin hangi alanlar tizerinde

yogunlastigini tespit etmek, sponsorluk yapma amaglar1 ile sponsorluklar neticesinde
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havayolu sirketlerinin kazanimlarin1 belirlemek ve gelecek caligmalar ile ilgili ¢6ziim

Onerileri ortaya koymaktir.
2.2. Arastirmanin Yontemi

Arastirmada nitel veri toplama yontemi kullanilmis olup, Tiirk Hava Yollari’nin son 10 yil
icerisinde yapmis oldugu sponsorluk anlagmalar1 icerik analizi yontemiyle incelenmis,
sponsorluk anlasmalar1 degerlendirilmis ve oOnerilerde bulunulmustur. Icerik analizi,
birbirine benzer verilerin belirli bir sistematik igerisinde bir araya toplanmasi ve anlamli

hale getirilmesidir (Yildirim ve Simsek, 2011).
2.3.  Arastirmanin Kapsam ve Simirhliklar:

Sponsorluk faaliyetlerinin havacilik igletmelerinin marka imajina ve prestijine kisa vadede
olumlu yansimalari, havacilik alaninda sponsorlugu halkla iligkiler faaliyetlerinde ¢ok sik
bagvurulan bir etkinlik alani1 yapmistir. Bu kapsamda, havacilik isletmelerinde sponsorluk
faaliyetlerinin pazarlama iletisimi temelinde stratejik olarak ele alinabilmesi igin, Tiirk
Hava Yollar’nin son 10 yillik siirecte yapmis oldugu sponsorluk anlagmalari incelenmis ve
sponsorluk faaliyetlerini yapma gerekceleri, amaglart ve neticesinde kazanimlar
degerlendirilmistir. Arastirma kapsaminda Tiirk Hava Yollar’nin incelenme sebebi;
Tiirkiye’de ulusal dlgekte, kiiresel ag yapisina sahip, diinyanin en fazla noktasina ugan tek
havayolu sirketi olmasidir.

3. HAVAYOLU SIRKETLERINDE SPONSORLUK UYGULAMALARI: TURK

HAVA YOLLARDI’NIN SPONSORLUK FAALIYETLERINE STRATEJIK BiR
BAKIS

Ulkemizin ulusal havayolu sirketi ve bayrak tastyicisi Tirk Hava Yollar, birgok
sponsorluk faaliyeti alaninda, 6zellikle spor alanindaki sponsorluk uygulamalari ile biiyiik
basarillara imza atmis, prestij ve marka bilinirligini artirmig, adin1 tim diinyaya

duyurmustur.
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Sekil 1. Tirk Hava Yollari’nin FC Barcelona Sponsorlugu

Kaynak: THY. (2020b). https://www.turkishairlines.com/tr-tr/haberler-ve-basin-bultenleri/?p=261
adresinden alinmistir.

Tiirk Hava Yollari, 2009 yilinda diinya devi ve o yilin sampiyonlar ligi sampiyonu Katalan
ekibi FC Barcelona ve 2010 yilinda diinyanin en zor liglerinden birinde top kosturan ve
diinyanin ilk kurulan futbol kuliiplerinden biri olan Manchester United ile sponsorluk
anlagsmasi imzalamis, bu kuliiplerin resmi sponsoru olmus ve tasiyiciliklarini {istlenmistir.
Ayrica bu kuliiplerle reklam filmleri de ¢ekmistir. “Tiirk Hava Yollari’'nin FC Barcelona
ile ilk reklam filminde verdigi mesaj “Diinya devlerinin yanindayiz. Barcelona bizi tercih

ediyor ve bize gliveniyor” seklindedir (THY, 2020a).
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Sekil 2. Tiirk Hava Yollari’nin Manchester United Sponsorlugu

Kaynak: THY. (2020c). https://www.turkishairlines.com/tr-tr/haberler-ve-basin-bultenleri/?p=260
adresinden almmugtir.

Tiirk Hava Yollari’nin Manchester United ile ¢ektigi ilk reklam filminde verilen mesaj ise;
“Manchester United, Tiirk Hava Yollari’nin konforunu tercih ediyor” seklindedir. Béylece
bir havayolunun vermek isteyecegi en 6nemli iki mesaj “giiven ve konfor” gerceklestirilen
sponsorluk uygulamalar1 sayesinde, diinyadaki miisterilerin algisinda yer etmeye
baslamistir. Ozellikle, 2009 yilinda Amsterdam Schiphol Havalimaninda yasanan ucak
kazasiyla Tirk Hava Yollari’nin sarsilan kurumsal imaj ve prestiji, yapilan bu biiyiik
sponsorluk anlagmalariyla telafi edilmeye c¢alisilmistir. Tiirk Hava Yollar1 sponsorluk
sonrast yaptig1 agiklamalarda doluluk oranlarinin arttigini, 6zellikle uluslararasi pazarlarda
spontane bilinirlik ve yardimsiz marka taninma oranlar1 agisindan sponsorluklarla birlikte
onemli kazanimlar elde ettigini belirtmistir (Ercis, 2012: 124) Tiirk Hava Yollar1 diinyaca
tinlii basketbol oyuncusu Kobe Bryant ve Futbol cambazi Messi ile de reklam g¢aligmalari

yapmis, kurum “sporun yildizlar1 bizimle uguyor” mesajini vermistir.
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Sekil 3. Tiirk Hava Yollari’nin Kobe Bryant ve Messi ile Reklam Calismalari

Kaynak: THY Resmi Facebook Sitesi. (2020a). https://www.facebook.com/TurkishAirlinesTR/photos/a.
112189238836917/436103153112189/ adresinden alinmustir.

Tiirk Hava Yollari, Besiktas, Trabzonspor, Fenerbahge, Galatasaray ve Basaksehir ile de
sponsorluk anlagmalar1 yapmis, bu takimlardan Galatasaray, Basaksehir ve Trabzonspor ile
olan anlagsmalar1 halen devam etmektedir. Yerel kuliiplerin yaninda Tiirkiye Futbol
Federasyonu ile yiiriitiilen Milli Takim sponsorlugu da yillardir siirdiiriilmektedir. Futbolun
yani sira basketbolda da etkisini gostermek isteyen Tirk Hava Yollari, Avrupa’nin en
biiyiik basketbol ligi Euroleague ile sponsorluk anlagmasi imzalamis ve bu dev ligin isim
sponsoru olmustur. Ayrica FIBA EuroChallange Final Four miisabakasinin da ana

sponsorlugunu yapmustir (THY, 2020a).
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Sekil 4. Tiirk Hava Yollari’nin EuroLeague Basketball Sponsorlugu

Kaynak: THY Resmi Facebook Sitesi. (2020b). https://www.facebook.com/TurkishAirlinesTR/photos/a.
112189238836917/233154020073771/ adresinden alinmustir.

THY A Milli Basketbol Takiminin da ana sponsorlugunu tistlenmektedir. Sporun diinyada
cok genis bir kitleye hitap ediyor olmasi THY’nin isminin daha ¢ok duyulmasina,
taninmasina ve toplum {izerinde olumlu imaj yaratmasina etki etmektedir. Ozellikle spor
sponsorlugu yapan havayolu isletmelerinin, sporun genis kitlelere hitap ediyor olmasindan
dolay1r hedef pazarlarimi genisletmek ve satislarimi arttirmak amaciyla bu alandaki

sponsorluklari tercih ettikleri soylenebilir.

Markalar, sponsor olacaklar1 spor kuliiplerini tercih ederken sportif basarilar1 yiliksek olan
kuliipleri segme yoluna giderler, zira bu durum sponsor olan sirketlerin marka degerlerinin
de artmasma olanak saglar. (Cavusoglu, 2011). 2009 yilinda FC Barcelona’nin
sampiyonlar ligi sampiyonlugu, Manchester United’in Forbes dergisinde yayinlanan 2010
yili Diinyanin en degerli kuliipleri siralamasinda 1. Sirada yer almasi, Tirk Hava
Yollar’nin basarili bu iki kuliip ile sponsorluk anlagsmasi imzalamasi bu disiinceyi
desteklemektedir. Ayn1 zamanda bu iki kuliiblin diinya ¢apinda cok fazla taraftara ve

seyirciye sahip olmasi, yerel ve uluslararasi organizasyonlarda basari gostermeleri ve
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yiiksek popiilariteye sahip olmalari, Tiirk Hava Yollari’nin diinyanin en iyi kuliipleriyle
calistyor olmasi imajini, sirketin uluslararasi marka bilinirligine ve tiniiniin artmasina katki
saglamaktadir. Tiirk Hava Yollar1 yalmizca basketbol ve futbol kuliiplerine sponsor
olmamis; golf, Amerikan futbolu, dalis, atli sporlar, buz hokeyi, bisiklet turu, maraton ve

kriket gibi spor branslarinda da sponsorluk anlagmalarina imza atmistir (THY, 2020a).

Sekil 5. Tiirk Hava Yollart’nin World Golf Cup Sponsorlugu

Kaynak: THY. (2020d). https://golf.turkishairlines.com/turkish-airlines-world-golf-cup/the-series/
adresinden almmugtir.

“Golf sporunun belli bir kesim tarafindan tercih edilen elit bir spor olmasi ve devamli
seyahat eden {iist segment is insanlarinin 6nemli bir ¢ogunlugunun golf turnuvalarina
katilmalar1 sebebiyle, golf sporu havayolu sirketleri tarafindan hedef kitleye yonelik hizli
ve kolay bir tanitim yolu olarak goriilmektedir. Tirk Hava Yollar’'nin 2010 faaliyet
raporunda; Tenis ve golf sponsorluklariyla potansiyel {ist segment First Class / Business
Class yolcu gruplarinin hedeflendigi, bu sponsorluklarla birlikte kurumun prestiji ve marka
algis1 lizerine olumlu yonde katki saglandigi belirtilmistir. Golf sporuyla birlikte Tiirk
Hava Yollari’nin hedefledigi kitleye yani devamli seyahat eden iist segment is insanlarina

ulastig1 ve sponsorluk hedeflerine ulastigi sdylenebilir” (Tekin ve Eskicioglu, 2015)
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BATMAN y SUPERMAN

JUSTICE

Sekil 6. Tiirk Hava Yollari’nin Batman & Superman Film (Warner Bros ile) Sponsorlugu

Kaynak: THY. (2020e). https://www.turkishairlines.com/tr-tr/basin-odasi/one-cikanlar/batman-v-superman-
dunya-promiyeri-gerceklestirildi/ adresinden alinmisgtir.

Diger taraftan, Tiirk Hava Yollar1 sporun yani sira ‘Batman & Superman: Adaletin Safagr’
filmi i¢cin Warner Bros ile sponsorluk anlasmasi imzalamis, ugaklara Batman ve Superman
figiirleri resmedilmis, Batman ’in araci Batmobile Turkish Cargo ile tasinmistir. Bu
sponsorluk anlagsmas ile Tiirk Hava Yollar1 sanatla ilgilendigini gostermistir. Yapilan bu
anlagsma neticesinde Tiirk Hava Yollari’nin, sinema, film ve ¢izgi film izleyen Kkitle,
ozellikle Detective Comics (DC) fanlar1 lizerinde olumlu bir imaj yaratigi, hedef pazarini
genislettigi ve diger havayolu sirketleriyle arasindaki farki fark ettirmeye c¢alistig

sOylenebilir.
4. SONUC VE ONERILER

Calisma kapsaminda, havayolu sirketlerinin mevcut piyasa kosullarinda siirdiiriilebilir bir
rekabet avantaji saglayabilmek, farkli miisteri gruplarina hitap ederek, genis bir hedef
kitleye ulagabilmek amaciyla geleneksel tutundurma faaliyetlerinin yani sira pazarlama
iletisimi temelinde farkli miisteri gruplarmi hedef alacak sekilde halkla iligkiler ve

sponsorluk faaliyetlerine yoneldikleri goriilmektedir.

Tirk Hava Yollari’nin yapmis oldugu sponsorluk faaliyetleri degerlendirildiginde; genel
olarak marka bilinirligi yiiksek, insanlarin agina oldugu, géz Oniinde olan kurum ve
kuruluglarla sponsorluk anlagsmalar1 yapildigi, bu anlasmalarda Tiirk Hava Yollari’nin
kurumsal imaj ve prestijini sponsorluk yapilan firmalarin marka giicii ve prestiji ile

iliskilendirerek 6n planda tutmaya c¢alistig1, daha ¢ok spor alaninda sponsorluk anlagmalari
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yaptig1 ve sponsorluk faaliyetlerinden elde ettikleri kazanimlar1 geleneksel tutundurma

faaliyetlerinden biri olan reklam calismalari ile de pekistirdigi goriilmektedir.

Havayolu sirketlerinin halkla iliskiler ve sponsorluk uygulamalarina stratejik olarak kazan-
kazan perspektifinde yaklastiklar1 goriilmektedir. Bu kapsamda, halkla iliskiler ve
sponsorluk faaliyetlerinin amacina ulasabilmesi igin, sponsorluk Oncesinde anlagsma
yapilmasi planlanan kurum ve kuruluslara iligskin iyi bir stratejik planlamanin yapilmasi
gerekmektedir. Aksi halde yapilmasi planlanan sponsorluk anlagmasi sirketin amacina
hizmet etmeyecegi gibi mali bir kiilfet yaratacaktir. Havacilik isletmeleri 6zelinde
sponsorluk anlagsmalarinda basta spor sponsorlugu olmak tizere, kiiltiir- sanat ve etkinlik-

proje bazli sponsorluk faaliyetlerinin 6n plana ¢iktig1 goriilmektedir.

Diger taraftan gerck literatiir taramasi neticesinde gerek calisma O6zelinde havayolu

sirketlerinin sponsorluk anlagmalar1 yaparak;

. Kendi havayolu marka / imajin1 gii¢lendirmeyi.

. Uriin / hizmet sunumunda farklilasmaya giderek, farkli miisteri gruplarina
ulagmay1, hedef pazar1 genisletmeyi,

. Ugus emniyeti, konfor, kaliteli hizmet ve gilivenlik konularinda kendilerini
On plana ¢ikarmayi,

. Yeni finansman kaynaklar1 yaratmayz,

. Mevcut tecriibelerden faydalanarak katma degeri yiiksek yeni sponsorluk

anlagmalar1 yapmayi,

. Siirdiiriilebilir bir rekabet avantaji saglamayi,

. Rakip havayolu sirketlerinden farklilagsmayn,

. Satiglarini ve pazar paylarini artirmayi,

. Miisterilerin algisinda karsilikli gliven ve iyi niyete dayali bir iliski kurmay1

amagladiklar goriilmektedir.

Pazarlama iletisimi temelinde sponsorluk anlagsmalarinin hedef kitlenin algisindaki etkisi
g6z ard1 edilemez. Bu kapsamda, havayolu sirketlerinin agirlikli olarak sadece spor
sponsorlugu alaninda halkla iligkiler faaliyetine devam etmeleri uzun vadede c¢ok da
stirdiiriilebilir bir stratejik egilim degildir. Zira benzer sekilde rakip havayolu sirketleri de
ayni1 pazarlama yontemlerini kullanarak rakiplerinin izinde gitmektedirler. Nitekim yapilan
uluslararasi analizlerde (Scott, 2017; Khan, 2014; Chadwick ve Widdop, 2017) havayolu
sirketlerinin agirlikli olarak spor sponsorlugu alanina yoneldikleri goriilmektedir. Diger

taraftan sponsorluk anlagsmalarinin yalnizca ekonomik kaygilarla yapilmasi uzun vadede
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misterilerin algisindaki giiven duygusunun ve kurum itibarin zedelenmesine neden
olabilir. Sponsorluk faaliyetlerinin tek tarafli, ekonomik kaygilardan uzak, tiim alanlari
kapsayacak sekilde gesitlendirilmesi, havayolu sirketlerinin sponsorluklar neticesindeki
kazanimlarina daha gergekgi bir sekilde yaklasmalarina olanak saglayacaktir. Bu durum
irlin ve hizmet ¢esitliliginin yani sira en iist segment ucan yolcudan lowcost ucan yolcuya

kadar genis bir miisteri kitlesine ulasmay1 miimkiin kilacak, kolaylastiracaktir.

Havayolu sirketlerinin faaliyet gosterdigi kiiresel veya yerel pazarlar da sponsorluk
faaliyetlerini ve tiirlinli 6nemli dl¢lide etkilemektedir. Yapilacak sponsorluk anlagmalarinin
hedef pazarin ozelliklerine uygun olarak sekillendirilmesi, 6zellikle yerel pazarlarda
kiiltiirel farkliliklarin dikkate alinarak marka imajinin konumlandirilmast havayolu
sirketlerinin dikkat etmesi gereken 6nemli hususlardan biridir. Havayolu sirketlerinin yeni
pazarlara, dolayisiyla yeni miisterilere ulagabilmesi i¢in pazarlama stratejilerini yerelden
kiiresele, dogru ve etkin bir sekilde konumlandirmalar1 gerekmektedir. Bu baglamda, bu
calismanin Tiirk Hava Yollari’na benzer 6zellikler gosteren havayolu sirketlerine katki
saglamasi beklenmektedir. Farkli cografi segmentte farkli yerel ve kiiltirel 6zelliklere
sahip benzer c¢alismalarin yapilmasi havacilik isletmeleri 6zelinde global stratejilerin

gelistirilmesine imkan saglayacaktir.

Genel olarak; c¢alismanin pazarlama iletisimi temelinde havacilik isletmelerine halkla
iliskiler ve sponsorluk ¢alismalar1 kapsaminda, sponsorluk faaliyetlerini ¢esitlendirmeleri,
salt bir sponsorluk alaninda yogunlagmamalari, kiiresel ve yerel pazarlara gore sponsorluk
faaliyet ve tiirlerini kiiltiirel farkliliklar 6zelinde degerlendirmeleri hususunda katki

saglamasi beklenmektedir.
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Abstract

Increasing the interaction between firms and customers relation in the service system led to changes in the
value creation processes. Value is co-created between actors who have high communication and information
sharing, unlike traditional approaches. In this context, the study focusing on the value co-creation process
between passengers and airline firms; it aims to reveal the effect of the dialogue and transparency on passenger
trust, as well as the effects of the trust on affective and normative commitment. The data set obtained from
participants by the questionnaire form applied online to airline passengers. The study hypotheses tested through
the Least Squares-Structural Equation Model (PLS-SEM). The findings show that dialogue and transparency,
which are the determinants of the value co-creation process, have an impact on passenger trust. Especially the
acceleration of multi-directional information flows and minimizing the losses during these flows affect the
trust levels of the passengers in value co-creation processes. The results also show that the relationship between
passengers' trust and their affective and normative commitment to the airlines. This relationship between
passenger trust and commitment (affective and normative) is a long-term investment. At the same time, the
passengers' trust and commitment are the determinants of indirect and/or direct value co-creation processes.

Keywords: Value co-creation, trust, dialogue, transparency, commitment.
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Ortak Deger Yaratmada Diyalog ve Seffafhik: Havayolu Yolcularinin
Ampirik Analizi

Oz

Hizmet sisteminde firmalar ve miisteriler arasindaki etkilesimin artirtlmasi, deger yaratma siireclerinde
degisikliklere yol agmistir. Deger, gelencksel yaklagimlarin aksine, yiiksek iletisim ve bilgi paylasimina sahip
aktorler arasinda birlikte yaratilmaktadir. Bu baglamda, yolcular ve havayolu firmalar1 arasindaki deger
yaratma siirecine odaklanan ¢alisma; diyalog ve seffafligin yolcu giiveni lizerindeki etkisini ve yolcu giiveninin
duygusal ve normatif baglilik ilizerindeki etkilerini ortaya ¢ikarmayi amaglamaktadir. Caligmanin veri seti
havayolu yolcularina ¢evrimigi olarak uygulanan anket formu ile olusturulmus ve hipotezler En Kii¢lik Kareler-
Yapisal Esitlik Modeli (EKK-YEM) ile test edilmistir. Bulgular, deger yaratma siirecinin belirleyicileri olan
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diyalog ve seffafligm yolcu giivenini etkiledigini ortaya koymaktadir. Ozellikle ¢ok yonlii bilgi akislarmin
hizlanmasi ve bu akislar sirasinda kayiplarin en aza indirilmesi, yolcularin deger yaratma siire¢lerine duydugu
giiven diizeylerini etkilemektedir. Sonuglar ayn1 zamanda yolcularin giiveni ile havayollarina duyduklari
duygusal ve normatif baglilik arasindaki iliskinin de oldugunu gostermektedir. Yolcu giiveni ve baglilig:
(duygusal ve normatif) arasindaki bu iligki uzun vadeli bir yatirnmdir. Ayn1 zamanda, yolcularin giiven ve
bagliliklar1 dolayli ve / veya dogrudan deger ortak yaratim siireglerinin belirleyicisidir.

Anahtar Kelimeler: Ortak deger yaratma, giiven, diyalog, seffaflik, baglhilik.
JEL Smiflandirma: M10, L93, M30

INTRODUCTION

With the effects of the customers’ changing habits, traditional perspectives of the firms have
been a witness to radical changes. These changes evolved the traditional Goods-Dominant
Logic (G-D Logic) to Service-Dominant Logic (S-D Logic). S-D Logic, which locates the
customer as a creator of value, argues that the interaction between customers and firms is
value co-creation oriented (Vargo & Lusch, 2004). Value co-creation concept which
suggests that firms should shift their closed systems (from their headquarters) to more
collaborative platforms dedicated to creating co-value (Albinsson et al., 2016) is defined as
a new collaborative production process which customers dynamically contribute (O’Hern &
Rindfleisch, 2009). High-quality interactions in value co-creation processes create unique
experiences between customers and firms and it causes a new way for competitive
advantage. Therefore, the value must be created jointly by both firm and customer (Prahalad
& Ramaswamy, 2004).

The value co-creation experience is the social, physical, temporal, and/or spatial context that
differentiates goods and services (Gronroos, 2009). Dialogue, which is one of the important
variables of the value co-creation experience, expresses the indefinite, content-rich, and on-
going interactions between the firm and its customers (Zaborek & Mazur, 2019). On the
other hand, it helps the firm to recognize the social, emotional, and cultural context of the
customer experience. Dialogue also offers the opportunity for interaction, participation,
equal communication, and learning for both parties (Tanev et al., 2011). Transparency, one
of the other important variables of value co-creation, is an indicator of the extent to which a
firm has succeeded in reducing the information asymmetry in its relations with its customers
(Zaborek & Mazur, 2019). The more transparency the firm is towards its customers
regarding its information, the more successful its interaction will be (Ramaswamy, 2005;
Tanev et al., 2011), and the value co-creation process will continue without any interruption.
The interaction and information sharing processes between the firm and the customers will

provide a continuous sense of trust over time. Trust provides a fascinating journey for
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researchers trying to better understand the dynamics of cooperation and competition
(Deutsch, 1962; Gambetta, 2000), resolution of conflicts (Lewicki & Stevenson, 1997), and
facilitation (Lewicki et al., 2006). It plays a role in the process of value co-creation by
affecting the variables of dialogue and transparency between the firm and its customers
(Ching et al., 2011).

One of the main reasons for the trust between the firm and the customer is the feeling of
mutual commitment. The relationship between trust and commitment plays an important role
in customer behavior (Morgan & Hunt, 1994). The feelings that customers have with firms
and the degree of these feelings (affective commitment) and / or their commitment arising
from obligations (hormative commitment) are related to the level of trust (Shukla, Banerjee,
& Singh, 2016). In this context, the study aims to address the interaction between airlines
and their passengers in the airline service system in the value co-creation process. The fact
that both actors (airline-passenger) in the airline service system are involved in a long-term
trust-based relationship is one of the important requirements for the value co-creation. When
the airline firm is open to communication and sharing the information clearly, it will
facilitate the participation of the passenger to the value co-creation process. By this way of
creating the trust will affect the passengers’ commitment to the firm through the emotions

and norms.
1. LITERATURE REVIEW
1.1. Value Co-Creation and Trust

S-D Logic approach (Vargo & Lusch, 2008), the value of which is co-created as a concept
in the interactive process between actors, has emerged as an alternative to the traditional G-
D logic perspective (Vargo, Lusch & Akaka, 2010). S-D logic states that value is created by
all actors by defining the customer as active participants in relational change and co-creation
(Vargo & Lusch, 2004). The role of the customer in the process of re-creating the value,
which expresses the participation of firms and customers in the value creation process, has
evolved (Prahalad & Ramaswamy, 2004). The active participation of customers in value
production processes also contributes to the development of the value experienced in the
service (Van Beuningen, de Ruyter, & Wetzels, 2011). Co-creation of value leads to the
combination of suppliers and customers in the co-production processes, leading to more

effective solutions in identifying needs and demands (Lusch & Vargo, 2006).
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In the recreation processes, which are handled differently from the traditional point of view,
customers are in dialogue with the supplier from the design process of the product or service
until the post-delivery (Payne et al., 2008). This dialogue between the firm and the customer
IS an interactive process in terms of learning and co-creating (Ballantyne, 2004). The
dialogue, which is an interactive co-learning (Ballantyne, 2004), developing relationships
and generating information (Varey, 2002), creates a commitment between the actors in the
service system (Prahalad & Ramaswamy, 2004). The form of the product or service may not
be clear before the dialogue in the co-creation process. In order to increase the efficiency of
the customer and to determine a solution, the firm can develop a dialogue in the process of
value co-creation. Therefore, the dialogue is not only information exchange but also the key
to the discovery of new ideas and value co-creation (Jaworski & Kohli, 2006). However, the
dialogue will be difficult if customers do not have equal information (i.e. lack of
transparency) due to information asymmetry. For this reason, transparency has a critical
point for a meaningful dialogue process (Prahalad & Ramaswamy, 2004). Transparency and
usability of information are needed to develop the potential of value co-creation (Krenz et
al., 2015). Transparency, which accelerates the adoption processes of the customers
regarding the products or services of the firms, also provides detailed information about the
process of value re-creation (Nagarethenam et al., 2018). Dialogue and transparency affect
the processes of creating common value based on the mutual trust relationship between the
firm and the customers. Trust, which is one of the topics that is discussed extensively in the
marketing literature, has become more prominent in the relationship between the actors, and
productivity can be achieved through the creation of value in different ways and the
commitment created (Ballantyne & Varey, 2005). Therefore, the study offers the following
hypothesis.

Hi: There is a positive relationship between dialogue and passengers’ trust.
Ha2: There is a positive relationship between transparency and passengers’ trust.
1.2. Commitment and Trust

One of the most important determinants of long-term relationships among the actors in the
service system is the concept of commitment. While commitment shows the importance of
the relationship between the actors, it also reveals the intention to maintain this relationship
in the future (Wilson, 1995). Commitment is critical in the relational exchange between the
firm and the customer and leads to significant consequences such as reduced customer

intention to change firms (Porter, Steers, Mowday & Boulian, 1974) and higher motivation
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in the relationship (Farrell & Rusbult, 1981). The concept of commitment, which is defined
as an implicit or explicit relational continuity promise among the actors in the service system
(Dwyer et al., 1987), is evaluated in this study as customer commitment, which is defined as
a permanent attitude or desire for a particular brand or firm (Moorman, Zaltman &
Deshpande 1992). The commitment and sincerity feelings of the customers' personal
attitudes provide motivation to maintain the relationship. Customer commitment refers to
the motivation to maintain a relationship, and loyalty refers to the intention to maintain the
relationship (Wetzels, De Ruyter & Leminnk, 2000). The development of customer
commitment is important in creating and maintaining marketing relationships (Lacey, 2007).
In the literature, the commitment, which is handled under different titles, was dealt with
affective and normative subtitles in the study. While affective commitment emerges due to
sympathy and identification between the customer and the firm; normative commitment
arises due to the obligations of actors to maintain their relationships (Cater & Zabcar, 2009).
Affectively committed customers continue to prefer the firm because they love their
suppliers and enjoy working with them (Fullerton, 2005). On the other hand, normative
commitment takes place due to different obligations, including the relationship between the

customer and the supplier and moral imperatives (Kumar et al., 1994).

When trust is established, which expresses the expectations of the firms in terms of fulfilling
the activities they promised, commitment to the brand will emerge (Lacey, 2007). This is a
result of the causal relationship between trust and commitment. The more customers trust
the firm they serve, the more they will feel the necessity of maintaining their relationship
(De Ruyter & Semejin, 2002). Accordingly, it can be stated that the increase in trust between

passengers and the airline will lead to increased affective and normative commitment.

Fullerton (2005) suggested that marketing is less relevant with normative commitment, it is
highly related to emotions (O'Reilly, Chatman & Caldwell, 1991) and its effects on
relationship behavior are weaker than affective commitment (Gruen et al., 2000). Passengers
believe that they should travel with this airline firm because of the psychological bond they
feel for their preferred airline firm. In other words, passengers may have the intention to
travel with that airline because of the positive experiences they had in the past (Cater &

Zabcar, 2009). In this context, the study offers the following hypothesis.
Hs: There is a positive relationship between passengers’ trust and affective commitment.

Ha: There is a positive relationship between passengers’ trust and normative commitment.
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Hs: There is a positive relationship between passengers’ affective commitment and

normative commitment.
2. METHODS

To test the hypotheses data were collected from a sample of airline passengers by the
developed questionnaire from literature. For this purpose, by using a convenience sampling
method, the data for this study were gathered through an online survey for airline passengers
in Turkey. Among the 450 participants contacted through the internet, only 217 participants
have filled the questionnaire. Therefore, the final data set for the study comprises answers

given by these 217 participants.

The items in the questionnaire were adapted from the related literature. There are five
different constructs, dialogue (DIA), transparency (TRP), trust (TRUST), affective

commitment (AFFCOM), and normative commitment (NORCOM). The items for scales.
€ DIA and TRP have been adapted from Albinsson, Perera, & Sautter (2016),
€ TRUST has been adapted from Arnott, Wilson, Kingshott & Pecotich (2007)
4 AFFCOM and NORCOM have been adapted from Cater & Zabkar (2009).

3. RESULTS

The data set collected from air passengers which test the effects of dialogue and transparency
in the process of value co-creation on passengers' trust and the effects of trust on affective
and normative commitment, was analyzed using Partial Least Squares Structural Equation
Model (PLS-SEM). PLS-SEM is a nonparametric method that minimizes the amount of
unexplained variance. This technique differs from the maximum probability-based technique
that requires normal data distribution and considers the need to use normally distributed data.
PLS-SEM model analyzed with SmartPLS 3.2.8 package program (Hair et. al., 2017).

Before the hypotheses test the validity and reliability of the scales used in the study were
observed. Primarily the factor and reliability (composite and Cronbach's Alpha) analysis
were performed for the variables (Table 1). As seen from the table all the constructs have
enough factor loadings and reliability as their values are higher than the suggested value of
0.7.
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Table 1. Factor Loadings snd Reliability Scores

. Composite Cronbach’s

Item Factor Loadings Construct Relia%ility Alpha
DIA1 0,713
DIA2 0,826
DIA3 0,811
DIA4 0,876

DIAS 0,847 DIA 0,950 0,940
DIA6 0,874
DIAY 0,819
DIA8 0,813
DIA9 0,823
TRP1 0,857

TRP2 0,914 TRP 0,920 0,870
TRP3 0,898
TRUST1 0,845
TRUST2 0,820
TRUST3 0,834

TRUST4 0.875 TRUST 0,935 0,916
TRUSTS 0,864
TRUST6 0,800
AFFCOM1 0,817
AFFCOM?2 0,908

AFECOM3 0,893 AFFCOM 0,923 0,889
AFFCOM4 0,845
NORCOM1 0,906

NORCOM2 0,903 NORCOM 0,925 0,878
NORCOM3 0,880

After the reliability tests to measure the validity (convergent and discriminant) of the scales
the study were used the Average Variance Extracted (AVE) score for the convergent validity
and the square root of AVE with the correlations among constructs for the discriminant
validity. Base on the literature acceptable level of convergent validity, AVE should be 0.50
or higher (Fornell & Larcker, 1981). For discriminant validity, the square root of AVE which
shown in parentheses (Table 2) should be greater than the absolute values of these
correlations. As seen from the table all the constructs satisfy this criterion. Therefore, it was
concluded that the measures in the study have enough convergent and discriminant validity.

Table 2. Validity Scores

Inter Construct Correlations
Constructs AVE
TRUST AFFCOM |[NORCOM| DIA TRP

TRUST 0,706 (0,840)
AFFCOM 0,751 0,682 (0,867)
NORCOM 0,804 0,611 0,706 (0,897)

DIA 0,678 0,562 0,562 0,514 (0,824)

TRP 0,793 0,583 0,503 0,422 0,688 | (0,890)
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The structural model of the study is shown in Figure 1.
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The path coefficients, the corresponding significance values, and the hypotheses results of
the model are summarized in Table 3. As seen from the table, all the coefficients are

statistically significant, and all hypotheses of the study accepted.

Table 2. Structural Model Coefficients and Hypotheses Results

Hypotheses Path coeﬁ)‘fa:::?en t gf:/ T Stats p Values Results
Hi DIA->TRUST 0,304 0,090 3,367 0,001 Accepted
H> TRP->TRUST 0,374 0,088 4,234 0,000 Accepted
Hs TRUST->AFFCOM 0,682 0,035 19,699 0,000 Accepted
Hs TRUST-> NORCOM 0,242 0,066 3,643 0,001 Accepted
Hs AFFCOM-> NORCOM 0,541 0,071 7,618 0,000 Accepted

4. CONCLUSIONS

The data obtained in the study aiming to reveal the effects of dialogue and transparency - in
the process of creating common value between airline firms and their passengers -variables
on passenger trust and the passenger trust variable on firm commitment (affective and

normative) were collected via a questionnaire.

The study aimed to look at the value co-creation process, the measurement of which is
carried out through different variables, from the dialogue and transparency in the literature.

For this purpose, the study was established to links between dialogue, transparency, and
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passengers' trust, and commitment in the airline industry. As a result, it was observed that
the variables of dialogue (p<0.01) and transparency (p<0.01) were effective in passenger
trust. These findings are similar to the results in the literature. Trust has a creative and
collaborative effect on airline-passenger interactions (Baumann & Le Meunier-FitzHugh,
2014). Dialogue and transparency, two important variables of value co-creation, also affect
passengers' trust. The better the quality of the dialogue between airline and passenger, the
better will be due to the increased trust in the experience created together (Binkhorst &
Dekker, 2009). Also, the fact that symmetrical sharing of information during airline-
passenger interactions will increase the passengers' trust (Spena et al. 2012). Transparency
in the active dialogue process between firm and customer will increase the level of trust and

facilitate value co-creation by improving the customer experience (Solakis et al., 2017).

Findings on how the firm commitment (affective and normative), (Baumann & Le Meunier-
FitzHugh, 2014) is affected by passengers' trust has been shown to affect the affective
(p<0,01) and normative (p<0,01) commitment to the airline. Trust based on past behavioral
patterns allows actors to think about the future and ultimately become determined. When
passengers trust to the firm, they make short-term sacrifices because of their strong belief in
the potential of the relationship in the future. A passenger with a high level of commitment
will become more vulnerable and will only interact with firms they can trust (Walter &
Ritter, 2003). In the literature, it was observed that trust had positive effects on commitment
(e.g. Kumar et al., 1995, Nyaga et al., 2010, Vijayasarathy, 2010). Since the level of
commitment between airline and passenger brings a vulnerability to both parties, the parties
are only looking for a reliable partnership (Morgan & Hunt, 1994). Trust between airline
and passenger will also increase the levels of commitment associated with emotional and/or

obligations, and this relationship will be long-term (Nyaga et al., 2010).

Airlines not only provide services to the passenger but also seek ways to create common
value by including the passenger in the service process. The findings imply that
implementing a value co-creation process can be beneficial for airline firms. In airline-
passenger interaction, the dialogue will help the firms to support the information flows; and
transparency will give correct information to them in these flows. So, these determinants of
value co-creation process will contribute to passengers' trust. it has been demonstrated that
it is necessary to be in dialogue and transparency with its passengers, especially for airline
firms to gain long-term relationships by gaining the trust and commitment of their passengers

in the value co-creation process.
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The most important limitation in the study tested through the survey data collected from
airline passengers is the issue of time and cost. Considering these limitations, it is important
for generalizability to expand the sample in later studies and to include different models

related to value co-creation in the study.

177



REFERENCES

Albinsson P. A., Perera B. Y., & Sautter P. T. (2016). DART scale development: diagnosing
a firm’s readiness for strategic value co-creation. Journal of Marketing Theory and
Practice, 24(1), 42-58.

Arnott D. C., Wilson D., Kingshott R. P., & Pecotich, A. (2007). The impact of psychological
contracts on trust and commitment in supplier-distributor relationships, European
Journal of Marketing, 41(9/10), 1053-1072.

Ballantyne D. (2004). Dialogue and its role in the development of relationship specific
knowledge. Journal of Business & Industrial Marketing, 990

Ballantyne D., & Varey R. J. (2008). The service-dominant logic and the future of marketing.
Journal of the Academy of Marketing Science, 36(1), 11-14.

Baumann J., & Le Meunier-FitzHugh K. (2014). Trust as a facilitator of co-creation in
customer-salesperson interaction—an imperative for the realization of episodic and
relational value? AMS review, 4(1-2), 5-20.

Binkhorst E., & Den Dekker T. (2009). Agenda for co-creation tourism experience research.
Journal of Hospitality Marketing & Management, 18(2-3), 311-327.

Cater B., & Zabkar V. (2009). Antecedents and consequences of commitment in marketing
research services: The client's perspective. Industrial Marketing Management, 38(7),
785-797.

Ching R. K., Hui A. C., & Chen J. S. (2011). The study of service Co-creation, In 2011
International Joint Conference on Service Sciences, 116-119, IEEE.
10.1109/1JCSS.2011.30

De Ruyter K., & Semeijn J. (2002). Forging buyer-seller relationships for total quality
management in international business: the case of the European cement industry.
Total Quality Management, 13(3), 403-417.

Deutsch M. (1962). Cooperation and trust: Some theoretical notes, Nebraska symposium on
motivation, 275-320, Lincoln: Nebraska University Press.

Dwyer F. R., Schurr P. H., & Oh, S. (1987). Developing buyer-seller relationships. Journal
of marketing, 51(2), 11-27.

Farrell D., & Rusbult C. E. (1981). Exchange variables as predictors of job satisfaction, job
commitment, and turnover: The impact of rewards, costs, alternatives, and
investments. Organizational Behavior, and Human Performance, 28(1), 78-95.

Fornell C., & Larcker D. F. (1981). Evaluating structural equation models with unobservable
variables and measurement error. Journal of Marketing Research, 18(1), 39-50.

Fullerton G. (2005). The impact of brand commitment on loyalty to retail service brands.
Canadian Journal of Administrative Sciences/Revue Canadienne des Sciences de
I'Administration, 22(2), 97-110.

Gambetta D. (2000). Can we trust trust, Trust: Making and breaking cooperative relations?
Department of Sociology, University of Oxford, 13, 213-237.

Gronroos C. (2009). Marketing as promise management: regaining customer management
for marketing. Journal of Business & Industrial Marketing, 24(5/6), 351-359.

178


https://doi.org/10.1108/08858620410523990
https://doi.org/10.1109/IJCSS.2011.30

Sesliokuyucu, S.0., & Polat, 1. (2020). Dialogue and transparency in value co-creation: An empirical analysis of airline passengers
Journal of Aviation Research, 2(2), 168-181.

Gruen T. W., Summers J. O., & Acito F. (2000). Relationship marketing activities,
commitment, and membership behaviors in professional associations. Journal of
Marketing, 64(3), 34-49.

Hair Jr. J. F., Sarstedt M., Ringle C. M., & Gudergan S. P. (2017). Advanced issues in partial
least squares structural equation modeling, SAGE publications.

Jaworski B., & Kohli A. K. (2006). Co—creating the voice of the customer, In Lusch R. F.,
Vargo, S. L. (Eds.). The service dominant logic of marketing: Dialog, debate and
directions, 109-117, Armonk, NY: M.E. Sharpe.

Krenz P., Basmer-Birkenfeld S. V., Buxbaum-Conradi S., Redlich T., & Wulfsberg J.
(2015). Facing the conflict of transparency and non-disclosure of knowledge within
value creation networks. In 2015 Second International Conference on eDemocracy
& eGovernment (ICEDEG), 26-33, IEEE. DOI:10.1109/ICEDEG.2015.7114468

Kumar N., Hibbard J. D., & Stern L. W. (1994). The nature and consequences of marketing
channel intermediary commitment, Report-Marketing Science Institute Cambridge
Massachusetts.

Kumar N., Scheer L. K., & Steenkamp J. B. E. (1995). The effects of perceived
interdependence on dealer attitude. Journal of Marketing Research, 32(3), 348-356.

Lacey R., (2007). Relationship drivers of customer commitment. Journal of Marketing
Theory and Practice, 15(4), 315-333.

Lewicki R. J., & Stevenson M. A., (1997). Trust development in negotiation: Proposed
actions and a research agenda. Business & Professional Ethics Journal, 16(1-3), 99-
132.

Lewicki R. J., Tomlinson E. C., & Gillespie N., (2006). Models of interpersonal trust
development: Theoretical approaches, empirical evidence, and future directions.
Journal of Management, 32(6), 991-1022.

Lusch R. F., & Vargo S. L., (2006). Service-dominant logic: reactions, reflections and
refinements. Marketing theory, 6(3), 281-288.

Moorman C., Zaltman G., & Deshpande R., (1992). Relationships between providers and
users of market research: The dynamics of trust within and between organizations.
Journal of marketing research, 29(3), 314-328.

Morgan R., & Hunt S., (1994). The Commitment-Trust Theory of Relationship Marketing.
Journal of Marketing, 58(3), 20-38.

Nagarethenam R., Shamim A., & Ghazali Z., (2018). The DART Perspective on Value Co-
Creation between Frontline Employees and Internal Service Providers, In SHS Web
of Conferences, 56, 01005, EDP Sciences.

Nyaga G. N., Whipple J. M., & Lynch D. F., (2010). Examining supply chain relationships:
do buyer and supplier perspectives on collaborative relationships differ? Journal of
operations management, 28(2), 101-114.

O’Hern M. S., & Rindfleisch A., (2010). Customer co-creation: a typology and research
agenda. Review of Marketing Research, 6(1), 84-106.

O'Reilly C. A., Chatman J., & Caldwell D. F., (1991). People and organizational culture: A
profile comparison approach to assessing person-organization fit. Academy of
Management Journal,34(3), 487-516.

179


https://doi.org/10.1109/ICEDEG.2015.7114468

Payne A. F., Storbacka K., & Frow P., (2008). Managing the co-creation of value. Journal
of the Academy of Marketing Science, 36(1), 83-96.

Pia A., Albinsson B., Yasanthi P., & Pookie T. S., (2016). DART Scale Development:
Diagnosing a Firm’s Readiness for Strategic Value Co-creation. Journal of
Marketing Theory and Practice, 24(1), 42-58.

Porter L. W., Steers R. M., Mowday R. T., & Boulian P. V., (1974). Organizational
commitment, job satisfaction, and turnover among psychiatric technicians. Journal
of Applied Psychology, 59(5), 603.

Prahalad C. K., & Ramaswamy V., (2004). Co-creation experiences: The next practice in
value creation. Journal of Interactive Marketing, 18(3), 5-14.

Ramaswamy V., (2005). Co-creating experiences with customers: new paradigm of value
creation. The TMTC Journal of Management,8, 6-14.

Shukla P., Banerjee M., & Singh J., (2016). Customer commitment to luxury brands:
Antecedents and consequences. Journal of Business Research, 69(1), 323-331.

Solakis K., Pefia-Vinces J. C., & Lopéz-Bonilla J. M., (2017). Dart model from a customer's
perspective: an exploratory study in the hospitality industry of Greece. Problems and
perspectives in management, 15(2), 536-548.

Spena T. R., Carida A., Colurcio M., & Melia M., (2012). Store experience and co-creation:
The case of temporary shop. International Journal of Retail & Distribution
Management, 40(1), 21-40.

Tanev S., Bailetti T., Allen S., Milyakov H., Durchev P., & Ruskov P., (2011). How do value
co-creation activities relate to the perception of firms' innovativeness? Journal of
Innovation Economics Management, 1, 131-159.

Van Beuningen J., De Ruyter K., & Wetzels M., (2011). The power of self-efficacy changes
during service provision: Making your customers feel better about themselves pays
off. Journal of Service Research, 14(1), 108-125.

Varey R. J., (2002). Relationship marketing: dialogue and networks in the e-commerce era,
Chichester: Wiley.

Vargo S. L., & Lusch R. F., (2008). Service-dominant logic: continuing the evolution,
Journal of the Academy of Marketing Science, 36(1), 1-10.

Vargo S. L., Lusch R. F., & Akaka M. A., (2010). Advancing service science with service-
dominant logic, In Handbook of service science, 133-156, Springer, Boston, MA.

Vargo S. L., & Lusch R., F. (2004). Evolving to a new dominant logic for marketing. Journal
of marketing, 68(1), 1-17.

Vijayasarathy L. R., (2010). Supply integration: an investigation of its multi-dimensionality
and relational antecedents. International Journal of Production Economics, 124(2),
489-505.

Walter A., & Ritter, T., (2003). The influence of adaptations, trust, and commitment on
value-creating functions of customer relationships, Journal of Business & Industrial
Marketing, 18(4/5), 353-365.

Wetzels M., De Ruyter K., & Lemmink J., (2000). Antecedents and Consequences of Service
Quality, Handbook of services marketing and management, 343-356. Thousand
Oaks, ca: Sage.

180


https://www.emerald.com/insight/search?q=Achim%20Walter
https://www.emerald.com/insight/search?q=Thomas%20Ritter
https://www.emerald.com/insight/publication/issn/0885-8624
https://www.emerald.com/insight/publication/issn/0885-8624

Sesliokuyucu, S.0., & Polat, i. (2020). Dialogue and transparency in value co-creation: An empirical analysis of airline passengers
Journal of Aviation Research, 2(2), 168-181.

Wilson P. A., (1995). The effects of politics and power on the organizational commitment
of federal executives, Journal of Management, 21(1), 101-118.

Zaborek P., & Mazur J., (2019). Enabling value co-creation with consumers as a driver of
business performance: A dual perspective of Polish manufacturing and service
SMEs, Journal of Business Research, 104, 541-551.

Bu eser Creative Commons Atif-GayriTicari 4.0 Uluslararasi Lisansi ile lisanslanmustir.

181


http://creativecommons.org/licenses/by-nc/4.0/

	JAR_2-2_Kapak
	JAR_2_2_Tümü
	0_JAR_2-2_Kapak
	1_JAR_2_2
	2_JAR_2_2
	3_JAR_2_2
	4_JAR_2_2
	5_JAR_2_2




