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OZET
FATMA AKGUN

Bu arastirmanin amaci, otel hizmetlerinden memnuniyetin c¢alisan milliyeti, misafir
milliyeti ve konaklama 6zellikleri degiskenleri bazinda farklilasip farklilagsmadigini
ortaya koymaktir. Misafir mennuniyetinin veya memnuniyetsizliginin sebeplerinin
arastirtlmas1 ve bu dogrultuda gerekli tedbirlerin alinmasi otel yoneticileri i¢in en
onemli konulardan bir tanesidir. Misafir memniyetini saglamanin yollarindan bir
tanesi de misafiri anlamak ve kendisinin 6zel oldugunu hissettirmektir. Bu baglamda,
misafiri en 1yi sekilde anlamak i¢in farkli milletlerden personel ¢alistirmanin 6nemi
ortaya ¢ikmaktadir. Otel isletmelerinde konaklayan misafirlerin milliyetlerine gore
hizmet beklentileri de farkli olabilir. Buradan yola c¢ikarak, otel hizmetlerinden
memnuniyetin hizmet alinan personelin milliyetine ve misafir milliyetine gore farkl
olup olmadigr arastirllmistir. Elde edilen sonuglarin, otel hizmetlerinin misafir
milliyetine gore farklilagsmasina ihtiya¢ duyulup duyulmadigini ve personel milliyeti
bazinda dikkate alinmasi gereken kriterlerin varolup olmadigim1 gostermesi
beklenmektedir. Ayrica konaklama amaci ve konaklanan oda tipi gibi c¢esitli
konaklama ozelliklerinin otel hizmetlerinden memnuniyeti degistirip degistirmedigi

de aragtirilmistir.

Aragtirmada Ozellikle son donemlerde otelcilik sektoriinde yaygin olarak istthdam
edilen yabanci personelin, misafir memnuniyeti {izerindeki etkileri 6l¢iilmiis ancak
bu noktada otel hizmetlerinden memnuniyette bir fark olmadigi goriilmistiir. Diger

taraftan, insan kaynagina egitim yatirnminin daha az yapildigi otellerde sonucun
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farkli olabilecegi unutulmamalidir. Sonuglara goére, Dogu kiiltiirlinden gelen
misafirlerin, Bati kiiltiirinden gelen misafirlere gore yiyecek-igecek hizmetlerinden
ve On biiro hizmetlerinden daha az memnun olduklari tespit edilmistir. Ayrica ¢esitli
konaklama  ozellikleri de otel hizmetlerinden memnuniyet diizeyini
degistirebilmektedir. Otel yoneticilerine sunduklari hizmetleri misafir milliyeti

bazinda degisen beklentilere gore 6zellestirmeleri onerilmistir.
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ABSTRACT
FATMA AKGUN

The aim of this study is to determine whether satisfaction with hotel services differ
on the basis of employee nationality, guest nationality and accommodation
characreristics. Investigation of the reasons for guest satisfaction or dissatisfaction
and taking necessary measures in this direction is one of the most important issues
for hotel managers. One of the ways to achieve guest memorial is to understand the
guest and make him feel special. In this context, it is important to employ staff from
differant nationalities in order to understand the guest in best way. According to the
nationality of guests staying in the business service expectations may be different.
Based on this, it has been investigated whether the satisfaction of hotel services is
different according to the nationality and guest nationality of the personnel. The
results are expected to show whether there is a need to differentiate hotel services
according to guest nationality and whether there are criteria to be considered on the
basis of personnel nationality. It was also investigated whether various
accommodation features such as the purpose of accommodation and the type of
accommodation changed the satisfaction of the hotel services. In this research, the
effects of foreign personnel employed in the hotel sector, especially recently, on
guest satisfaction were measured, but at this point there was no difference in
satisfaction with hotel services. On the other hand, it should be remembered that the
results may be different in hotels where investment in training in human resources is
less. According to the results, it was found that guests from eastern culture were less

satisfied with food and beverage services and front desk services than guest from
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western culture. In addition, a variety of accommodation features can change the
level of satisfaction with hotel services. The hotel managers were advised to

customize the services they offer to varying expectations on the basis of guest
nationality.



