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Ozet

Bu calismada kat hizmetleri departmaninda hizmet kalitesi
boyutlarinin belirlenmesine calisiimig, kat hizmetleri ydneticilerinin
hizmet kalitesine iliskin gortsleri dederlendirilmistir. Bu amacgla,
Eskisehir ilinden secilen 10 otel isletmesinde gbérev yapan kat
hizmetleri  yo6neticisi, c¢alismanin  6rneklemini  olusturmustur.
Arastirmada kisisel gérisme vyoluyla anket yontemi kullaniimistir.
Olusturulan veri derleme araci vyardimiyla kat hizmetleri
yOneticilerinin hizmet kalitesine iliskin gorisleri alinmis ve elde edilen
veriler, gok boyutlu dlgcekleme, kimeleme analizi gibi istatistiksel
analizlerle dederlendirilmistir. Arastirmadan elde edilen bulgular, kat
hizmetleri yo6neticilerinin hizmet kalitesine iliskin goérlslerinin (g
boyutta toplandidini ortaya gikarmistir. Bu boyutlar; personel, genel
temizlik ve fiziksel 6zellikler olarak adlandiriimistir. Calismadan elde
edilen sonuclar, otel isletmelerinde kat hizmetleri departmani
kapsaminda hangi kalite boyutlar (zerinde ©6nemle durulmasi
gerektigi hususunda yol gosterici olmasi bakimindan énemlidir.

Anahtar Kelimeler: Hizmet kalitesi, kat hizmetleri departmani, gok
boyutlu dlcekleme analizi, kimeleme analizi, Eskisehir.

HOUSEKEEPERS’ OPINIONS ABOUT SERVICE QUALITY
DIMENSIONS IN HOTEL ESTABLISHMENTS: ESKISEHIR
SAMPLE

Abstract

The purpose of this study is to determine the service quality
dimensions in housekeeping departments and to evaluate
housekeepers’ opinions with regard to service quality. For this
purpose, housekeepers of 10 hotel enterprises in Eskisehir were
selected as the sample of this study. Personal interviewing technique
was employed for research data collection. Housekeepers’ opinions
with regard to service quality were determined with the help of
guestionnaire developed and research data were analysed with multi
dimensional scaling and cluster analysis. Findings of the study show
that housekeepers’ opinions with regard to service quality constituted
three dimensions. These dimensions were labeled; human resources,
public cleaning and physical characteristics. The results of the study
have importance in terms of determining which quality dimensions
should be taken into account in housekeeping departments in hotel
enterprises.
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