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Ozet

Ulasimin sadece hava ve denizle kisith oldugu ada destinasyonlarinda faaliyet
gosteren firmalarin  sunduklari hizmetlerin  kaliteli olmasi blyldk ©6nem
tasimaktadir. Bu durum o6zellikle toplam ulasimin gok bulylk bir kisminin hava
yoluyla karsilandigi Kuzey Kibris Turk Cumhuriyeti'nde gok daha gecerlidir. Bu
noktadan yola c¢ikarak bu calisma, Kuzey Kibris Tirk Cumhuriyeti'nin ulusal
havayollari mdusterilerinin  hizmet kalitesine ydnelik algilamalarini  dlgcmeyi
amaclamaktadir. Belirtilen amaca ulasabilmek igin Bari ve dig.’nin (2001) hava
yollari hizmet kalitesi algilamalarini 6lgmek icin gelistirmis olduklari 44 maddeli
AIRQUAL o6lgedi benimsenmistir. Analiz sonuglari, bes boyuttan- havayolunun
somut o6zellikleri, havaalaninin somut 6zellikleri, personel, empati, imaj- olusan
AIRQUAL o0lgeginin guvenilirlik ve gecerlilik kriterlerini yerine getirdigini
gostermektedir. Gergeklestirilen yol analizi sonuglari ‘hava yollarinin somut
Ozellikleri'nin *hizmet kalitesi algilamalari’ni etkileyen en 6nemli boyut oldugunu ve
‘hizmet kalitesi algilamasi’ ile ‘misteri tatmini’ arasinda olumlu ve anlamli bir iligki
oldugunu gostermektedir. Ayrica, calisma sonuglari ve cikarimlar metin iginde
tartisiimaktadir.

Anahtar Kelimeler: Algilanan Hizmet Kalitesi, Misteri Tatmini, Ulusal Havayollari
ve Kuzey Kibris Tirk Cumbhuriyeti.

CUSTOMERS’ SERVICE QUALITY PERCEPTIONS OF NATIONAL AIRLINE OF
TURKISH REPUBLIC OF NORTHERN CYPRUS

Abstract

Providing quality service is vitally important in the case of companies supplying
transportation services for island destinations where transportation is limited with
air and see. This is especially valid for Turkish Republic of Northern Cyprus where
majority of the transportation is carried out by airlines. By considering this point,
the aim of the present study is to measure the customers’ service quality
perceptions of national airline of Turkish Republic of Northern Cyprus. To do so,



44-item measurement scale - AIRQUAL - which is developed to measure service
quality perceptions by Bari et al. (2001) has been utilized. Result of the analysis
show that 5 dimensions of AIRQUAL scale, namely airline tangibles, terminal
tangibles, personnel, empathy and image, have fulfilled the reliability and validity
criterion. Path analysis results revealed that ‘airline tangibles’ had been the most
influential dimension on ‘perceived service quality’ and there is a positive
significant relationship between ‘perceived service quality’ and ‘customer
satisfaction’. Moreover, results and implications are discussed in the study.

Keywords: Perceived Service Quality, Customer Satisfaction, National Airline, and
Turkish Republic of Northern Cyprus.
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