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Ozet

Bu calismanin amaci; diisiik maliyetli bir havayolu isletmesini tercih eden
yolcularin hizmet kalite algisin1 6lgmeye ¢alismak ve demografik ozelliklerin hizmet
kalite algis1 lizerindeki olas1 etkilerini arastirmaktir. Calismada 465 katilimcidan anket
yontemi ile elde edilen veriler, SPSS istatistik paket programi kullanilarak analiz
edilmistir. Orneklem seciminde tesadiifi olmayan drnekleme yontemlerinden kolayda
ornekleme yontemi kullanilmistir. Anket calismasindan elde edilen verilere frekans
analizi, faktor analizi, bagimsiz iki degiskenli t testi, tek yonli ANOVA ve korelasyon
testleri uygulanarak elde edilen sonuglar tablolastirilmis ve yorumlanmastir.

Aragtirmanin temel sonuglarina gore; hizmet kalitesinin boyutlar1 olan fiziksel
ozellikler, giiven, heveslilik, giivenilirlik ve empati bilesenleri birbirlerini pozitif yonlii
etkilemektedir. Calismaya konu olan isletmenin lineer fiyatlandirma politikasi sebebi
ile genel bir fiyat-kalite degerlendirmesi yapilmasi giigtiir. Bununla birlikte, farkli gelir
diizeyine sahip katilimcilarin hizmet kalitesi algilar1 arasinda anlamli bir fark yoktur.
Ayrica yas ve egitim durumu gibi diger demografik 6zellikler, hizmet kalite algisini
degistirmemektedir.
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Abstract

The purpose of this study is to try to measure the service quality perception of
passengers who prefer a low-cost airline operation and to investigate the possible
effects of demographic characteristics on the service quality perception. In the study,
the data obtained by the survey method from 465 participants were tried to be
interpreted by using the SPSS statistical package program. In the selection of the
sample, sampling method was used convenient sampling procedure. The data obtained
from the survey method were analyzed using SPSS statistical package program.
Frequency analysis, factor analysis, independent bivariate t test, one-way ANOVA and
correlation test results were tabulated and interpreted.
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According to the basic results of the research; physical qualities, reliability,
responsiveness, reliability, and empathy components, which are dimensions of service
quality, positively affect each other. Due to the linear pricing policy of the airline to be
studied, it is difficult to conduct a general price-quality assessment. However, there is
no significant difference between service quality perceptions of participants with
different income levels. In addition, other demographic characteristics such as age and
educational status do not change the perception of service quality.
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