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Ozet

Universite kamplisii icerisinde faaliyet gdsteren yiyecek igecek isletmelerinin hizmet kalitesinin
degerlendiriimesi ve hizmet kalitesinin musteri memnuniyetine etkisini saptamak amaciyla yapilan bu
arastirmanin émeklemini Mugla Sitki Kogman Universitesi kampiisiinde faaliyet gosteren yiyecek
icecek isletmelerinden faydalanan 400 6grenci olusturmaktadir. Veri toplama araci olarak soru formu
kullaniimigtir. Arastirma sonuglarina gére musterilerin biyik codunlugu ulasim kolayligi ve fiyatin
uygun olmasindan dolayl kampus icindeki isletmeleri tercih etmektedir. Musterilerin hizmet kalitesi
degerlendirmelerinde fiyat ve deger faktdérinin aylik ortalama butcelerine, okulda kaginci yil
olduguna, isletmeden yararlanma sikligina gore; personel faktériinin ise aylik yiyecek ve igecege
ayirdiklari butcelerine ve isletmeden yararlanma sikhdina gére farklilik gdsterdigi belirlenmistir.
isletmelerin sunmus oldugu hizmetin kalitesinin misterilerin memnuniyet diizeyleri Gizerindeki etkisini
tespit etmek igin yapilan regresyon analizinde hizmet kalitesi boyutlari ile memnuniyet arasinda pozitif
iliski tespit edilmistir. Buna gdre butiin hizmet kalitesi boyutlari musteri memnuniyetini dogrudan
etkilerken, sikayet bildirimi ve ¢6zimul, yemek Kkalitesi, fiyat ve deger boyutlarinin memnuniyet
Uzerinde diger boyutlara gore daha etkili oldugu saptanmistir.

Anahtar Kelimeler: Yiyecek igecek igletmesi, hizmet kalitesi, misteri memnuniyeti, Universite,
kampus.

Abstract

This study was conducted to evaluate the service quality of food and beverage enterprises
operating in university campus and to determine the effect of the service quality on the customer
satisfaction. The sample of this research is 400 students who are benefiting from the food and
beverage business operating in Mugla Sitki Kogman University. Questionnaire forms were used as
data collection tool. According to the results of the study, most of the customers choose the
enterprises operating in campus due to ease of access and price eligibility. Customers’ evaluations of
the service quality revealed that price and value factors differ from the monthly budget, school years,
and the frequency of using the enterprise; and staff factor differs from the monthly budget for food and
beverage and the frequency of using the enterprise. In order to examine the impact of service quality
offered by the enterprises on customer satisfaction, regression analyses was performed and the
results indicated that there is a positive relationship between service quality dimensions and
satisfaction. According to this result, while all of the service quality dimensions directly influence
customer satisfaction; complaint reporting and solving, food quality and value dimensions have more
impact on customer satisfaction than the other dimensions.
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