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OZET

HAVAYOLU ISLETMELERINDE CALISANLARIN iS TATMINI ILE
YOLCU MEMNUNIYETI ARASINDAKI ILISKiNIN BELIRLENMESI

Kutlu Siireyya KORKMAZ

Havayollar1 arasinda yogun bir rekabetin yasandigi giinlimiiz pazar kosullarinda,
miisteri memnuniyeti hizmet kalitesi algisinin yiiksek olmasi ile saglanabilecektir. Bu
da miisterinin aldig1 hizmeti benimsemesi, ihtiyacinin ve beklentisinin karsilanmasi ile
miimkiin olabileceginden bilhassa insan faktoriiniin kritik rol oynadigr havacilik
hizmet sektoriinde bu diisiincenin pratikte uygulanabilmesi, ¢alisanlarin - i¢ miisteri
beklenti ve ihtiyaglarini karsilamak, daha konforlu, saglikli ve giiven igerisinde, mutlu
olarak ¢alismalarin1 temin etmek, maddi imkanlar ve moral agidan ¢alisanlar1 tatmin
etmekle saglanabilecektir. Calisanlarin yaptiklar isten ve is ¢evresinden duyduklar
tatmin, miisteri tatminini etkileyen en Onemli faktorlerden birisidir. Miisteri
memnuniyeti saglama amaciyla ¢alisanlarin, i¢ miisterinin tatmin diizeyi arttirildigi
zaman bu hizmeti satin alan dis miisterilere arz edilen iiriin veya hizmetin kalitesi de
artacaktir. Bu nedenle i¢ miisteri memnuniyetinin hizmet kalitesi algisina dolayisiyla
dis miisteri memnuniyeti lizerine etki eden 6nemli bir faktor oldugunu sdyleyebiliriz.
Miisteri tatmini ile hizmet kalitesi ayn1 sey olmamakla birlikte bir¢ok calisma, miisteri
tatmininin birincil belirleyicisi olarak hizmet kalitesi lizerinde durmustur. Toplam
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Kalite Yonetimi’nin (TKY) tanimlarindan birisi de, ¢alisan ve miisteri memnuniyeti
saglanabilmesi, toplam olumlu etkilesimin saglanarak is siireclerinde politika ve
stratejilerin, calisanlarin kaynak ve siire¢lerine uygun bir liderlik anlayisi ile
yonetilmesi ve yonlendirilmesidir. Bu diisiincelerden hareketle, bu ¢alismanin amaci,
calisan ve yolcularin hizmet kalitesi algilarin1 kiyaslamak, ¢alisanlarin hizmet kalitesi
algis1 ile is tatminleri arasindaki iliskiyi incelemek ve anlamli farklilik yaratip
yaratmadigini tespit etmektir. Bu amagla Dalaman Havalimani’nda THY yolculariyla
ve THY ve TGS Yer Hizmetleri firmasi1 galisanlar1 esas alinarak anket yontemi
kullanilarak bir alan ¢alismasi yiiriitilmistiir. Yapilan aragtirma sonucunda, hizmet
kalitesine yonelik alginin ¢alisan ve yolcu agisindan kalitenin ii¢ boyutunda farklilik

gosterdigi sonucuna ulasilmistir.
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YABANCI DiL. OZET

DETERMINATION OF THE RELATIONSHIP BETWEEN WORKERS ' JOB
SATISFACTION AND PASSENGER SATISFACTION IN AIRLINE
ENTERPRISES

Kutlu Siireyya KORKMAZ

ABSTRACT

In today's market conditions, where there is intense competition between airlines,
customer satisfaction can be achieved with high perception of service quality. In this
respect, it is possible to implement this idea practically in the aviation service sector,
where the human factor plays a critical role, especially when the human factor adopts
the service that it receives and meets the needs and expectations of the customer, and
that the employees - internal customer expectations and needs are met, to ensure that
they work in a more comfortable, healthy and confident, happy will be ensured by
satisfying the employees with financial means and morale. The satisfaction of the
employees about their work and the work environment is one of the most important

factors affecting the customer satisfaction (Kaplan and Norton, 1996) . when the
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customer satisfaction level of the internal customer is increased than the quality of the
product or service provided to the external customers who buy this product or service
is icreased too. Therefore, we can say that internal customer satisfaction is an
important factor affecting the perception of service quality and thus external customer
satisfaction. Although customer satisfaction and service quality are not the same, many
studies have focused on service quality as the primary determinant of customer
satisfaction. One of the definitions of Total Quality Management (TQM) is to ensure
employee and customer satisfaction, to manage and direct the policies and strategies
in business processes with a leadership approach appropriate to the resources and
processes of the employees by ensuring a total positive interaction. Based on these
considerations, the aim of this study is to compare the service quality perceptions of
employees and passengers and to determine whether they create a significant
difference. For this purpose, a field study was carried out by using THY and TGS
Ground Handling Company employees at Dalaman Airport. As a result of the research,
it is concluded that the perception of service quality differs in three dimensions of

quality in terms of employee and passenger.

Key Words: Service Quality, Customer Satisfaction, TQM, Internal Customer, Job
Satisfaction.
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