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Ozet

Kadin calisanlar igin énemli bir istihdam alani olan konaklama isletmelerinde
musteri memnuniyetinin saglanmasinda kadin g¢alisanlar dnemli bir yer tutmaktadir.
Bu calismada kadin galisanlarin misteri memnuniyetine etkisi ve musterilerin kadin
¢alisanlara bakis acisinin belilenmesi amaglanmistir. Calisma Antalya ve
Mugla’daki konaklama isletmelerinde hizmet alan 311 musteriye anket
uygulanmasiyla gergeklestiriimistir. Yapilan faktér analizi, kimeleme analizi ve
¢oklu uyum analizi sonuglarina gore arastirmaya katilan mdusterilerin genel
anlamda kadin c¢alisanlardan memnun olduklari ve kadin c¢alisanlara karsi
tutumlarinin olumlu oldugu tespit edilmistir. Ayrica kadin c¢alisanlardan duyulan
memnuniyet (zerinde kadin c¢alisanlarin niteliklerinin, katiimcilarin  kadin
calisanlara bakis acisinin ve katilimcilarin demografik dzelliklerinin de etkisi oldugu
saptanmigtir.

Anahtar sozciikler: Misteri memnuniyeti, kadin galisanlar, konaklama igletmeleri.
Abstract

Women employees play an important role in satisfying the customers in
accommodation businesses that create significant employment opportunities for
women. This study aimed at determining the effects of women employees on
customer satisfaction and the customers’ perception of women employees in
accommodation businesses. The study employed a survey instrument on 311
customers being accommodated in accommodation businesses located in Antalya
and Mugla. The results of the factor analysis, cluster analysis and correspondence
analysis revealed that the customers are satisfied with the women employees and
they have a positive attitude towards women employees in accommodation
businesses. Further it was also found that the characteristics of the women
employees, attitudes towards women employees and the demographics of the
customers all had significant effects on the customers’ satisfaction with the women
employees in accommodation businesses.
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