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Gonderim Tarihi:27.07.2021 Arastirmanin amaci, otel isletmelerinde konaklayan ve hizmet aksaklig1 yasayan miisterilerin
memnuniyet diizeylerinin agizdan agiza iletisim iizerindeki etkisinde hizmet telafisinin

Kabul Tarihi:21.09.2021 diizenleyicilik roliinii ortaya koymaktir. Aragtirmada miisteri memnuniyeti digsal degisken,

agizdan agiza iletisim i¢sel degisken ve hizmet telafisi diizenleyici degisken olmak iizere {i¢
degisken kullanilmistir. Ornekleme yontemi olarak yargisal émekleme yéntemi tercih edilmis
Anahtar Kelimeler ve aragtirma kapsamina Nevsehir ilindeki dort ve bes yildizli otellerde konaklayan ve hizmet
aksaklig1 yasamis miisteriler dahil edilmistir. Elde edilen verilere normallik dagilimi, tanimlayici
istatistikler, dogrulayici faktdr analizi ve yapisal esitlik modellemesi gibi istatiksel analizler

Miisteri memnuniyeti

Hizmet telafisi uygulanmis ve model hipotezler ile test edilmistir. Arastirma sonucunda miisterilerin otel
Asizdan asiza iletisi isletmelerinden memnun olduklari, hizmet telafisi uygulamalarinin basarili oldugu ve otel
gizdan agiza iletisim isletmeleri hakkinda olumlu iletisimde bulunmak istedikleri tespit edilmistir. Arastirma modelini

test eden, miisteri memnuniyetinin agizdan agiza iletisim iizerindeki etkisinde hizmet telafisinin
diizenleyicilik roliiniin oldugunu varsayan hipotez reddedilmistir. Hizmet telafisi paradoksunu
Diizenleyici etki reddeden sonuca gore, miisteri memnuniyetinin agizdan agiza iletisim {izerindeki etkisinde
hizmet telafilerinin diizenleyici rolii bulunmamaktadir.

Otel isletmeleri

Keywords Abstract
Customer satisfaction The aim of research is to reveal the role of service recovery in the effect of the satisfaction levels
. of customers staying in hotel businesses and experiencing service failures on word of mouth. In
Service recovery the research, there are three variables; customer satisfaction is exogenous variable, word of
Word of mouth mouth is endogenous variable, and service recovery is moderator variable. As a sampling
method, the judicial sampling method was preferred and the scope of the research included
Hotel businesses customers who were staying in four and five star hotels in Nevsehir and experienced service

failures. Statistical analyses such as normality distribution, descriptive statistics, confirmatory
factor analysis and structural equality modeling were applied to the obtained data and the model
was tested with hypotheses. As a result of the research, it was determined that they are generally
satisfied with hotel businesses, service recovery applications are successful and they want to
make positive word of mouth about hotel businesses. The hypothesis testing the research model,
assuming that service recovery has a moderating role in the impact of customer satisfaction on
Makalenin Tiirii word of mouth was rejected. According to this result, which rejects the service recovery paradox,
service recovery does not have a moderator role in the impact of customer satisfaction on word
of mouth.

Moderating effect
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