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Ozet

Bu arasgtirmanin amaci, restoran igletmelerinde hizmet kalitesi, miisteri
memnuniyeti ve miisteri sadakatinin agizdan agiza pazarlamaya etkisini incelemektir.
Arastirmanin evrenini, Amasra destinasyonunda faaliyet gosteren balik restoranlari
olusturmaktadir. Arastirma verileri, anket teknigi kullanilarak edilmistir. Elde edilen
veriler, Lisrel 8.7 paket programi kullanilarak analiz edilmistir. Analiz sonucunda,
restoran isletmelerinde miisteri memnuniyetinin agizdan agiza pazarlamay1 hizmet
kalitesinden ve miisteri sadakatinden daha fazla etkiledigi belirlenmistir. Buna ek
olarak, restoran isletmelerinde hizmet kalitesi bilesenlerinden ¢ikti kalitesinin miisteri
memnuniyetini, fiziksel ¢evre kalitesinin ise miisteri sadakatini daha fazla etkiledigi
tespit edilmistir. Arastirmada ayrica, restoran isletmelerinde miisteri memnuniyetinin
miisteri sadakatini yliksek diizeyde pozitif yonli etkiledigi saptanmustir.
Anahtar kelimeler: Hizmet kalitesi, miisteri memnuniyeti, miisteri sadakati, agizdan
agiza pazarlama, restoran isletmeleri

Abstract

The aim of this research is to examine the effect of service quality, customer
satisfaction and customer loyalty on the word of mouth marketing in restaurant
businesses. The research population consists of the seafood restaurants operating in the
Amasra destination. Research data was collected using a questionnaire technique. The
obtained data were analyzed using the Lisle 8.7 packet program. As a result of the
analysis, it has been determined that customer satisfaction in restaurant businesses has
more influence on word of mouth marketing than service quality and customer loyalty.
In addition, it is determined that while output quality which is component of service
quality have more effect upon customer satisfaction, on the other hand the quality of the
physical environment further affects customer loyalty. The findings also revealed that
customer satisfaction had a positive impact on customer loyalty at high level in
restaurant businesses.
Keywords: Service quality, customer satisfaction, customer loyalty, word of mouth
marketing, restaurants.



