OZET

Hizmet sektoriiniin gelmis oldugu son donemde firmalar miisterilerin memnuniyetini
saglamak amaciyla hizmet kalitesi algisin1 benimseyerek, kalite hizmet sunmay1 vizyonlari
haline getirmislerdir. Sektordeki rekabet kosullar1 ve tiiketicilerin her gecen giin
bilinglenmesi sebebiyle firmalarin hizmet kalitesi miisterilerin tatmin duygusuna paralel
olarak yiikselmektedir. Yiikselen bu hizmet Kalitesini standart hale gelmesi ve hizmet
kalitesinin bu standardin altina diigmemesi i¢in periyodik olarak hizmet kalitesinin 6l¢iilmesi

gerekmektedir.

Gilinlimiiz kosullarinda hizmet sektorii i¢inde yer alan her firma gibi hava tagimaciligi
hizmeti veren havayolu firmalarin da kaliteli hizmet vermesi gerekmektedir. Firmalarin
hizmet kalitesini tanimlamasi, belirli araliklarla diizenli olarak 6l¢mesi ve degerlendirmesi
sektordeki rekabetin bir parcasi olabilmesi i¢in bir zorunluluk haline gelmistir. Ciinkii hizmet

sunan firmalarin basaris1 miisterilerin memnuniyet dl¢iisiiyle dogru orantilidir.

Calismamim  ilk  bolimiinde  hizmetin  genel  Ozelliklerinden  baslayarak,
siiflandirilmasindan, hizmetin kendine has yapisindan ve bu yapinin hizmet sektoriinde
nasil sekillendiginden bahsedilmis, kalite kavrami, hizmet kalitesi, algilanan ve beklenen
hizmet kalitesi genis bir bi¢imde incelenerek hizmet kalitesini olusturan tiim detaylar
anlatilmistir. Ikinci béliimiinde ise hizmet kalitesi dlciim modelleri detayli bir sekilde
anlatilmistir. Ugiincii boliimde ise arastirmanin metodu, arastirma yapilan rneklem grubu,
verilerin ne sekilde elde edildigi ve havayolu firmas1 yolcularina uygulanmis olan anketin
ozellikleri hakkinda bilgiler verilmistir. Calismamin son kisminda ise Parasuraman, Zeithami
ve Berry tarafindan gelistirmis olan “Servqual Hizmet Kalitesi Ol¢iim Modeli” kullanilmis

ve havayolu sektoriinde hizmet veren bir firmanin yolcularina uygulanmustir.



ABSTRACT

At the point that the service sector has reached in the last period, companies have
adopted the perception of service quality in order to ensure the satisfaction of the customers
and have made it their vision to provide high-quality service. Due to the competitive
conditions in the sector and awareness of consumers increasing with each passing day, the
service quality of the companies increases in parallel with the satisfaction of the customers.
In order for this increased service quality to become a standard and the quality of service not
to fall below this standard, the service quality should be measured periodically.

Like every company, present in the service sector in today's conditions, airline
companies providing air transportation services should also offer high-quality services.
Defining service quality and its measurement and evaluation at regular intervals have become
a necessity for the companies to be a part of the competition in the sector. Because the success

of the companies offering services is directly proportional to the satisfaction of the customers.

In the first part of the study, firstly the general characteristics of the service, its
classification, its specific structure and the shaping of this structure in the service sector are
mentioned. The concept of quality, service quality, perceived and expected service quality
are examined extensively and all details that constitute the service quality are justified. And
in the second part, service quality measurement models are explained in detail. And in the
third part, information on the methodology of the research, the target sample studied, how
the data was collected and the characteristics of the questionnaire used to interview the
passengers of the airline company are given. In the last part of the study; "Servqual Quality
Measurement Model" which is developed by Parasuraman, Zeithaml and Berry was used and

it was applied to the passengers of a company serving in the airline industry.



