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Ozet

Gizli musteri uygulamasi, hizmet organizasyonlarinda 6nceden belirlenmis olan
kalite standartlarina dayali olarak performans o6lgme teknigi olarak
tanimlanmaktadir. Dider bir deyisle, hizmetin sunulmasi sirasinda belirlenmis olan
kalite siireg ve kurallarina uyulup uyulmadiginin gézlenmesi igin gergek bir musteri
gibi davranan bir gizli misterinin gézlemlerine dayanan bir tekniktir.

Gizli misteri uygulamasi tim dinyada 6zellikle hizmet isletmelerinde musteri ile
ylz ylze hizmet saglayan isg6renlerin dederlendirilmesi icin kullanilan yaygin bir
metot halini almistir. Hizmet isletmeleri agisindan gizli musteri uygulamalari
hizmet kalitesinin yakalanmasinda isgérenlerin performanslarini arttirmaya ve
O6lgmeye yarayan ve mdusteri tatmin arastirmalarina destek olabilecek bir metot
olarak kullaniimasi yarar saglayacagi gérisi 6n plana cikmaktadir. Ozellikle,
isgbren performansini 6lcme amach kullanilan gizli misteri uygulamalarinin, insan
kaynaklari yonetimi uygulamalar acisindan degerlendiren bu cgalisma; gizli musteri
uygulamalarinin insan kaynaklari yonetiminin etkinligi icin nasil kullaniimasi
gerektigine yonelik tespitlerin yapilmasini amaglanmaktadir.
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Uygulamalari

AN ANALYSIS OF MYSTERY SHOPPING TECHNIQUES IN SERVICE
ORGANIZATIONS FROM HUMAN RESOURCES PERSPECTIVE

Abstract

Mystery customer application in service organizations, is defined as performance
measuring technique, regard to the quality standards determined before. In other
words, it is a technique to examine whether the rules and qualities are applied or
not during the process of service, founded the observations of a mystery customer
pretending as a real customer.

Mystery customer application became a common method all over the world
especially in the service organizations for the evaluation of the employees who
serve to the customers face to face. In terms of service organizations the idea
that the mystery customer method is useful for improving and measuring the
performances of the employees and as a support for customer satisfaction, came
into prominence. Specially , this study that evaluate the mystery customer which
is used to measure the performance of the employees in terms of human resource
applications, aimed to discover how it should be used for the effectiveness of the
human resource management.
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