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Ozet

Giliniimlizde havayolu tasimaciligi hizli ve konforlu ulasim hizmeti sunarak
onemli bir biiylime trendi yakalamistir. Havacilik sektoriiniin ekonomik olarak oldukca
hassas bir yapida olmasi havayolu isletmelerini rekabet avantaji elde edebilmek i¢in
hizmet kalitesini 6n planda tutmaya zorlamaktadir. Bu ¢calismada da hizmet kalitesinin
her alanda oldugu gibi havayolu tasimacilifinda oldukc¢a énemli bir unsur olmasindan
hareketle 2016 yilinda en fazla yolcu tasiyan 11 havayolu isletmesinin hizmet kalitesi
degerlendirilmistir. Caligma kapsaminda kullanilan veriler ikincil veriler olup Skytrax
web sitesinden elde edilmistir. Bu kapsamda havaalani hizmetleri, lounge hizmetleri,
ucak ici hizmetler ve kabin ekibine iligkin unsurlara iligkin yolcu goriisleri
degerlendirme kriteri olarak ele alinmistir. Oncelikle Entropi yontemi ile kriter
agirliklar1 elde edilmis, ardindan ARAS yontemi ile havayolu isletmelerinin hizmet
kalitesine gore degerlendirilerek siralanmigstir. Calisma sonucunda en iy1 hizmet kalitesi
performansint ANA (All Nippon Airways) havayolunun gosterdigi goriilmiistiir.

Anahtar Kelimeler: Cok Kriterli Karar Verme, Entropi, ARAS, Havayolu Isletmeleri.
Abstract

Nowadays, air transport has achieved a significant growth trend by offering fast
and convenient transportation service. The fact that the aviation industry is an
economically sensitive structure forces airline companies to prioritize the quality of
service in order to gain competitive advantage. In this study, the service quality of 11
airline companies carrying the highest number of passengers in 2016 was evaluated
considering that service quality is a very important factor in air transport as it is in all
areas. The data used in the study are secondary data and obtained from the Skytrax
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website. In this context, passenger opinions about airport services, lounge services, in-
flight services and cabin staff are evaluated as the evaluation criteria. First of all,
criteria weights were obtained by Entropy method and then service quality of airline
companies was analyzed and ranked by ARAS method. ANA (All Nippon Airways)
showed the best service quality performance as a result of the study.
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