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Ozet

Gliniimiiz isletmeleri hem global hem de ulusal pazarda faaliyet gosterirlerken ¢ok
yogun bir rekabetle kars1 karsiya kalmaktadirlar. Miisteri memnuniyetini saglayabilen
ve bunun stirekliligi i¢in hedef pazardaki yeni gelismeleri siirekli takip eden isletmeler
varliklarin1 pozitif ve giicli bir sekilde siirdiirebilmektedir. Otel misafirperverligi
algisinin miisteri memnuniyeti {lizerindeki etkisini belirlemek amaciyla yapilan bu
calismanin amaci, Tiirkiye’de bulunan 5 yildizli konaklama isletmelerinde konaklayan
miisterilerin, otel misafirperverligine yonelik memnuniyet algi diizeylerini tespit
etmektir. Arastirmada kullanilan 6lgme araci Antalya’da bulunan 18 adet 5 yildizhi
konaklama isletmesinde konaklayan toplam 470 yabanci turiste uygulanmistir. Analiz
yontemi olarak; betimsel istatistiklerin yaninda, Iliskisiz (Bagimsiz) Orneklemler t-
Testi, Tek Yonlii Varyans Analizi (ANOVA), korelasyon ve regresyon yapilmistir.
Miisteri memnuniyetine etki eden faktorler arasindaki iligki incelendiginde;
memnuniyete en ¢ok etki eden faktdriin misafire saygi ve yiyecek-icecek hizmetleri
oldugu; konuga saygiy1 ve yiyecek-icecek hizmetlerine yonelik en giiglii iliskinin
“ictenlik” boyutu, en zayif iligkisinin “kisisellestirme” boyutu oldugu belirlenmistir.

Anahtar Kelimleler: Otel misafirperverligi, miisteri memnuniyeti, hizmet kalitesi.
Abstract

Today's businesses are faced with intense competition while operating in both
global and national markets. Businesses that can provide customer satisfaction and
continuously follow the new developments in the target market for their continuity can
keep their assets positive and strong. The aim of this study to determine the impact of
hotel hospitality perception on customer satisfaction, determine the level of satisfaction
perception of hospitality of hotel guests staying in 5 star hotels in Turkey. The
measurement tool used in the research was applied to a total of 470 foreign tourists
staying in 18 numbers 5 star accommodation in Antalya. Independent T-test, one-way
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ANOVA, correlation and regression were used as analysis method as well as descriptive
statistics. When the relationship between the factors affecting customer satisfaction is
examined, the most influential factor of satisfaction the respect of the guests and food-
beverage services, respect for the guests and the satisfaction of food and beverage
services to the strongest relationship are “straight from the heart” and the weakest
relationship are the "personalization” dimension.
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