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Ozet

Musteri sikdyet etme davranisi ve sikayet tutumlarinin boyutlarini ve
bu boyutlari etkileyen demografik 06zellikleri belirlemek miusteri
memnuniyeti ve sadakatini sadlamak icin yararh olacaktir. Ancak
yazinda bu amagla yapilan gok fazla arastirma bulunmamaktadir. Bu
amagla, arastirma Tulrkiye'nin kuzeybatisindaki Edremit Korfezine
gelen 283 otel musterisi (zerinde sikdyet etme davranisi ve sikayet
tutumlarinin  boyutlarini  belirlemek Uzere gergeklestirilmistir.
Arastirma, otel mdusterileri (izerinde senaryo teknigine dayal ylz
yluze anket yontemi kullanilarak gergeklestirilmistir. Cevaplayicilar
kolayda ornekleme yoluyla belirlenmistir. Arastirma sonucunda,
demografik 6zelliklere gére otel musterilerinin sikayet etme davranisi
ve tutumlarinda anlamh farklihklar oldugu tespit edilmigtir.
Arastirmanin bir diger bulgusu, otel mdisterilerinin sikdyet etme
davranisi ve sikayet tutumlar arasinda anlamh iligkilerin tespit
edilmis olmasidir.
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AN INVESTIGATION TO FIND OUT COMPLAINING BEHAVIOR
AND COMPLAINING ATTITUDES OF HOTEL GUESTS

It will be useful to determine the dimensions of hotel customers’
complaining behaviors and complaining attitudes and the
demographic factors affecting these dimensions in order to obtain
customer loyalty and satisfaction. However, there are not many
studies about these issues in the literature. The investigation has
been carried out to determine the dimensions of complaining
behaviors and complaining attitudes of 283 hotel guests visiting
Edremit Bay in the northwest of Turkey. The investigation was
applied to the hotel guests with face-to-face questionnaires based on
scenario technique. Participants were found by easy sampling
method. At the end of the investigation there have been meaningful
differences in complaining behaviors and attitudes of the hotel guests
according to demographic factors. Another finding of the
investigation is that there are significant relations between the
complaining behaviors and complaining attitudes of the hotel guests.
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