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Ozet

Firma sayisi, filo biiyiikliigli ve ugus noktasi agini her gegen giin artiran hava yolu
endiistrisi  yogun rekabete sahne olmaktadir. Pazar paymnin korunmasi veya
arttirilabilmesi i¢in ise hizmet kalitesi Onemli bir rekabet giicii bilesenidir. Bu
calismada, yolcularin satin alma tercihleri lizerinde Onemli etkisi olan kabin igi
hizmetlere iliskin yolcu degerlendirmeleri analiz edilmistir. Arastirma Orneklemini,
THY (Tiirk Hava Yollar) ile seyahat eden 501 yolcu olusturmustur. Calisma verilerini
Ingiltere merkezli bir danismanlik ve marka konumlandirma firmas: olan Skytrax’mn
web sayfasi iizerinden yapilan ¢evrim i¢i anket verileri olusturmustur. Veri analizinde
regrasyon, korelasyon ve varyans (ANOVA) testleri kullanilmigtir. Calisma bulgularina
gore Amerika, Avrupa ve Asya-Pasifik yolcu degerlendirmelerinin gerek kabin igi
hizmet boyutlarina gerekse fiyat-deger algilarina gore anlamli farklilik gosterdigi
anlagilmistir.
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Abstract

Airline industry is facing an intense competition as the number of companies, fleet
sizes and the network of flight destinations increase with each passing day. In order to
maintain or increase market share, the quality of service is an important component of
competitiveness. In this study, passengers’ evaluation of in-cabin services, which have
significant impact on their purchase decisions, were analyzed. The study sample
consisted of 501 passengers who travelled with THY (Turkish Airlines). The data were
gathered from an online questionnaire hosted by Skytrax, an England based
consultancy and brand positioning firm. Regression, correlation and variance (ANOVA)
tests were used to analyze data. Findings indicate that American, European and Asia-
Pacific passengers’ evaluation showed significant differences with regard to either in-
cabin service dimensions or price-value perceptions.
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