Enstitiisii : Lisansiistii Egitim Enstitiisii

Anabilim Dal : isletme

Program : Isletme Uzaktan Ogretim

Tez Danismani : Dr. Ogr. Uyesi Murat Taha Bilisik

Tez Tiirii ve Tarihi : Yiiksek Lisans — Ocak 2020
OZET

HAVACILIK SEKTORUNDE MUSTERI HIZMETLERI
DEGERLENDIRMESI
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Isletmelerin varlik nedenleri olan miisteriler, satin alma faaliyetlerine ara
vermedikleri slire boyunca, firmalar rekabet avantaj1 saglayacaklardir. Pazarlarin
serbestlesmesi ve kiiresellesme ile beraber, miisteriler i¢in oldukc¢a cesitli
alternatifler bulunmaktadir. Miisteriler, bu alternatifler icerisinden birini segerken,
titiz davranacaktir. Firmalar ise bu se¢im siirecinde, miisterinin memnuniyetini
saglamanin ve baghliklarinin gergeklestirilmesi ile ilgili bir takim alternatif
yaklasimlarda bulunacaklardir. Giinlimiiz rekabet kosullar1 altinda isletmelerin
ayakta durabilmelerinin kosulu da budur.

Bu temel ihtiyagtan yola ¢ikarak hazirlanan tez 4 boliimden olusmaktadir.
Birinci boliimde, Havacilik sektorii tanitilmis olup, tilkemizde bu sektdriin tarihi,
gelisimi ve onemi ile ilgili bashklara yer verilmistir. Ikinci béliimde miisteri
kavrami, miisteri hizmetleri ve miisterinin 6nemi konular1 detayli olarak
aciklanmistir. Ugiincii boliim ise hava yolu tasimaciliginda miisteri hizmetleri ve
havayolu sirketlerinde miisteri iliskileri bagliklarindan olusmaktadir ve bu konu
kapsaminda Oneriler gelistirilmistir. Son olarak dordiinci boliim anket
sonuglarindan olusan bulgulara dayanmaktadir, yapilan tiim c¢alismalarin
detaylarina yer verilmistir.
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ABSTRACT

EVALUATION OF CUSTOMER SERVICE IN THE AVIATION
SECTOR
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Customers, which are the reasons for the existence of enterprises, will
provide competitive advantage during the period in which they do not interrupt their
purchasing activities. With the liberalization of markets and globalization, there are
many alternatives for customers. Customers will be meticulous when choosing one
of these alternatives. In this selection process, companies will take a number of
alternative approaches to ensure customer satisfaction and fulfill their loyalty. This
is the condition for the enterprises to survive under today's competitive conditions.
The thesis is based on this basic need and consists of 4 chapters. In the first part,
the aviation sector has been introduced and the topics related to the history,
development and importance of this sector have been given. In the second part,
customer concept, customer service and importance of customer are explained in
detail. The third part consists of customer service in airline transportation and
customer relations in airline companies and suggestions are developed with in this
scope. Finally, the fourth section is based on the findings of the survey results and
details of all the studies are given.
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