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Ozet

Havayolu ile yolcu tasimacilig1 diinyada ve Tirkiye'de her gecen sene biiyiime
gostermektedir. Bu biiyiime ile birlikte sektordeki rekabet de yogunlagmakta ve
havayollart i¢in yliksek bir hizmet kalitesi diizeyinin saglanmas1 zorunlulugu ortaya
cikmaktadir. Havayollarinda, diigiik maliyetli ve tam hizmet sunan havayollar1 olmak
iizere iki ana is modelinden bahsedilebilir. Bu calismanin amaci, Tiirkiye'de diisiik
maliyetli ve tam hizmet sunan havayollarinin misterilerinin hizmet kalitesi beklentileri
arasinda fark olup olmadigmin arastirilmasidir. Veriler, kolayda ve kartopu érnekleme
yontemleri ile belirlenen 370 kisiden, online anket yardimiyla toplanmistir. Soru
formunda Zeithaml ve dig. (1990) tarafindan gelistirilerek Sultan, Simpson (2000)
tarafindan havayollarina uyarlanan bes boyutlu hizmet kalitesi (SERVQUAL) 6l¢egi
kullanilmistir.  Arastirma sonucunda, diisik maliyetli ve tam hizmet sunan
havayollarmin miisterilerinin hizmet kalitesi beklentileri arasinda istatistiksel olarak
anlamli bir fark olmadigi belirlenmistir. Bununla birlikte, tim kalite boyutlar i¢in
ortalamalarin yliksek olmasi, havayolu miisterilerinin hizmet kalitesi beklentilerinin,
Odenen bilet fiyatindan bagimsiz olarak, oldukca yiiksek oldugunu gostermektedir.
Ayrica, havayolu tercihi yaparken, diisiik maliyetli havayollarinin misterilerinin en ¢ok
fiyat1 dikkate aldiklari, tam hizmet sunan havayollarinin miisterilerinin ise gec¢mis
deneyimleri géz dniinde bulundurduklar1 belirlenmistir.
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Abstract

Passenger transport by air achieves growth every year in Turkey and in the
world. Along with this growth, competition in the sector is intensifying and necessity of
providing a high level of service quality for airlines is emerging. Two basic business
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models of airlines are low cost and full service. The purpose of this study is to
investigate whether there is a difference between service quality expectations of low
cost and full service airlines' customers, in Turkey. The data were collected via online
questionnaire from 370 individuals determined by convenience and snowball sampling
method. The five-dimensional SERVQUAL scale, developed by Zeithaml et al. (1990)
and adapted to the airline by Sultan, Simpson (2000), was included in the
questionnaire. As a result, it was determined that there was no statistically significant
difference between the service quality expectations of customers of low cost and full
service airlines. However, the high averages for all quality dimensions suggest that
airline customers' service quality expectations are quite high, regardless of the ticket
price they pay. In addition, when making an airline choice, it has been determined that
low-cost airlines 'customers consider mostly the price, while full-service airlines’
customers consider their past experiences.

Keywords: Service Quality, Low Cost Carriers, Full Service Carriers.

Isletme Arastirmalar: Dergisi 529 Journal of Business Research-Tiirk



