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Ozet

Havayolu endiistrisi, Tiirkiye’de ve diinya genelinde en hizli biiyiliyen ve kiiresel
ekonominin yani sira turizme ve iilkelerin Gayri Safi Yurtici Hasilalarina 6nemli
katkilar yapan endiistrilerden birisidir. Son yillarda s6z konusu endiistride, uluslararasi
kuruluslarin tahminlerinin tizerinde gelismeler yagsanmaktadir. Bu durum, yogun rekabet
ortaminda ayakta kalmak ve siirdiiriilebilir rekabet avantaji elde etmek isteyen firmalar
icin kaliteli hizmetler sunarak mevcut miisterileri elde tutmalarini ve potansiyel
miisterileri kendilerine ¢ekmelerini zorunlu kilmaktadir. Bununla birlikte miisterilerin
aldiklar1 hizmete iliskin kalite algilamalari, onlarin tatmin diizeylerini ve diger insanlara
deneyimleriyle ilgili goriislerini iletmelerini etkileyebilmektedir. Ayrica, miisterilerin
ozellikleri de onlarin hizmete iligkin algilarin1 etkileyebilmektedir. Bu nedenle bu
caligmada; kadin ve erkek katilimcilarin hizmet kalitesine iliskin algilamalarinin onlarin
tatmin dilizeyleri ve agizdan agiza iletisim eylemleri {izerindeki etkisini incelemek
amaclanmistir. Verilerin elde edilmesi icin ¢cevrimigi anket diizenlenmistir ve anketlerin
gonderiminde Kolayda Orneklem Y&ntemi benimsenmistir. Calismanin evreni ¢ok
biliylik olmakla birlikte 6rneklemini havayolu ulagimini tercih eden ve c¢ogunlugu
akademisyenlerden olusan tiiketiciler olusturmaktadir. Ayrica calismada; Bagimsiz iki
Orneklem T Test ve Coklu Regresyon Analizi yapilmistir. Sonu¢ olarak; kadm
katilimcilarin “Giivenilirlik” boyutuna iligkin algilamalarinin, erkek katilimeilarin ise
“Fiziksel Gorlinim” boyutuna iligkin algilamalarinin onlarin hem tatmin diizeyleri hem
de agizdan agiza iletisim eylemleri lizerinde istatistiksel olarak anlamli ve pozitif bir
etki yaptig1 tespit edilmistir.
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Abstract

The airline industry is one of the fastest growing industries in Turkey and
worldwide and is one of the industries that make significant contributions to the global
economy as well as to tourism and the Gross Domestic Product of the countries. In
recent years, there has been an improvement over the estimates of international
organizations. This situation has made it mandatory for firms, which want to survive in
a highly competitive environment and obtain sustainable competitive advantage, to offer
high-quality services and retain existing customers and attract potential customers.
However, customer’s perceptions of service quality can affect their level of satisfaction
and their ability to communicate opinions to other people about their experiences. In
addition, customer characteristics can affect their perceptions of service. For this
reason, in this study it was aimed to investigate the effect of male and female
participants ‘perceived level of service quality on their satisfaction levels and word-of-
mouth communication. An online questionnaire was conducted to obtain the data and
the Convenience Sampling Method was adopted in the submission of the questionnaires.
The universe of the study is very large, and the sample consists of consumers who prefer
air transportation and the majority of them are academicians. In addition, Independent-
Samples T Test and Multiple Regression Analysis were performed in the study. As a
result, it was found that perceptions of the female participants about the dimension of
“Reliability” and the perceptions of the male participants about the dimension of
“Physical Appearance” had a statistically significant and positive effect on their
satisfaction level and word-of-mouth communication activities.
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