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Ozet

Bu calismanin amaci, konaklama igletmelerinde musgterilerle yiuz yuze iletisimde bulunan (yiyecek-
icecek ve On buro) isgorenlerin hizmet verme yatkinhgiyla ilgili tiketici algilamalarini test etmek ve
algilanan hizmet verme yatkinhdinin masteri memnuniyeti Uzerindeki etkisini belirlemektir.
Arastirmanin  evrenini, Konya'da faaliyet gosteren konaklama isletmelerinin  musterileri
olusturmaktadir. Ancak, evren genis oldugundan, arastirmada 6rnekleme yontemi olarak tesadufi
olmayan o6rnekleme yontemlerinden amaca goére Ornekleme yontemi tercih edilmis ve arastirma
kapsamina Konya’daki dort ve bes yildizli otel igsletmelerinin (n=8) mdsterileri dahil edilmistir (n=215).
Arastirmanin yontemi nicel arastirma yontemine dayanmaktadir. Anket yoluyla elde edilen verileri
test etmek igin merkezi egilim dlclleri (frekans ve yizde dagihmlari, aritmetik ortalama, mod ve
standart sapma) ile istatistiksel analiz yontemleri (korelasyon ve regresyon) kullaniimistir. Arastirma
sonucunda, konaklama isletmelerinde, musteriler tarafindan algilanan isgérenlerin hizmet verme
yatkinliginin misteri memnuniyetini 6nemli ve olumlu etkiledigi saptanmistir. Arastirmada ayrica,
musterilerin dnblro personelini yiyecek-icecek personeline gbre hizmet vermeye daha yatkin
isgorenler olarak gordikleri ve her iki bolimdeki isgérenlerin sundugu hizmetten esit ve ylksek
dizeyde memnun kaldiklari belirlenmistir.
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The Effect of the Perceptions of the Employees’ Service Orientation on Customer
Satisfaction: The Case of the Lodging Industry

Abstract

The purpose of this study to investigate the impact of hotel guests’ perceptions of the frontline
employees’ service orientation on customer satisfaction. The research population consisted of hotel
customers in Konya. Due to the extensity of population, in this study, purposive sampling metod was
used, and the sample included only the guests (n=215) of four-star and five-star hotels (n=8) in
Konya. This research method was based on quantitative research method and frequencies, percents,
means, mods, standard deviations and statistically analyses (correlation and regression) were used
to analysis the data gathered via surveys. Results showed that the hotel frontline employees’ service
orientation perceived by hotel guests affected customer satisfaction significantly and positively. In
addition, guests evaluated that front-office employees were more service-oriented than the food &
beverage employees, and satisfied with both groups’ service delivers in equal score.
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