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OzET

Bu calismanin amaci, Kalite Fonksiyon Gdgerimi Yontemi'nin (KFG) elestiriler alan
bazi zayif noktalarinin SERVQUAL kullanimiyla gelistirilebilirliginin ve bu iki
yontemin  birlikte kullaniminin, turizm isletmelerinde uygulanabilirliginin
arastirnlmasidir. Bu amag dogrultusunda, turizm isletmelerinde sunulan hizmetlerin
kalitesini gelistirmede vyararlanilabilecek bir yéntem olan KFG'nin, SERVQUAL
modeli ile birlikte kullanilabilirligi incelenmistir. Bu cercevede, konuyla ilgili
bilimsel yazin incelemesi yapilarak ve ikincil verilerin de dederlendirilmesiyle,
SERVQUAL ve KFG'nin birbirlerini tamamlayan ve sonugta daha blytk bir yarar
sadglayan bir bicimde birlikte kullanilabilmelerine olanak veren bir slireg
olusturulmustur. Olusturulan bu slrecte, 6ncelikle bir SERVQUAL uygulamasi ile
musteri istek ve beklentileri ve turizm isletmesinin hizmet kalitesi dizeyi
belirlenmektedir. SERVQUAL ile yapilan tespitler dogrultusunda bir KFG projesi
yurttilerek hizmet kalitesinde gelistirme gercgeklestiriimektedir. Sonrasinda ise
tekrar bir SERVQUAL uygulamasi yapilarak hizmet kalitesi dlzeyi ile ilgili son
durum hakkinda geri bildirim saglanabilmektedir. Bu galisma sonucunda KFG'nin
elestiriler alan bazi zayif noktalarinin  SERVQUAL kullanimiyla ortadan
kaldirilabilecegi ve bu iki yontemin birlikte kullaniminin turizm isletmelerinde
uygulanabilirligi ve yararliigi ortaya koyulmustur.
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THE USE OF SERVQUAL MODEL AND QUALITY FUNCTION
DEPLOYMENT (QFD) IN AN INTEGRATIVE APPROACH IN
HOSPITALITY INDUSTRY

ABSTRACT

The aims of this study are to investigate the possibility of overcoming limitations
of Quality Function Deployment (QFD) by using SERVQUAL, and the applicability
of utilizing both these methods together in hospitality organizations. First, the
usability of QFD with SERVQUAL in hospitality organizaions was examined. Within
this frame, through the investigation of previous research on this area, a process
was developed which allowed utilization of SERVQUAL and QFD together. It
emerged that these two methods complete each other and create a greater value
for hospitality organizations. In this process, firstly, customer wants and
expectations and the service quality level of the hospitality business were
identified with a SERVQUAL application. A QFD project was conducted utilizing the
data generated by SERVQUAL to improve the service quality. Afterward, feedback
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about the final state of service quality level could be obtained with performing
another SERVQUAL application. As the results of this study, it is suggested that
some limitations of QFD that receive criticims from researchers could be
eliminated by using SERVQUAL. Finally, the applicability and usefulness of utilizing
these two methods in an integrative approach in hospitality industry were offered
with this study.
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