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Makale Gecmisi Oz

Gonderim Tarihi:06.10.2021 Giliniimiizde 6nemi giderek artan turizm endiistrisinin en 6nemli kollarindan biri konaklama
isletmeleridir. Farkli rekabet kogullarinda degisen miisteri ihtiyaglarina cevap verebilmek

Kabul Tarihi:23.11.2021 ve rekabet {istiinliigii kazanabilmek igin biitiin igletmeler gibi konaklama igletmeleri de

hizmet kalitesine dnem vermek zorundadir. Son yillarda biiyiik gelisme gosteren hizmet
kalitesinin, konaklama isletmelerinde yiyecek igecek bdliimiine ve bu bdliimiin alt birimi
olan mutfak yonetimine etkileri oldugu goriilmektedir. Bu nedenle arastirmada bas as¢inin
Hizmet kalitesi hizmet kalitesine olan yeterliligi degerlendirilerek hizmet kalitesine olan potansiyelinin
belirlenmesi amaglanmistir. Bu amagla Ankara’da bulunan bes yildizli otellerin yiyecek
icecek yoneticilerine, kendi biinyelerinde ¢alistirdiklart mutfak yoneticisi olan bas ag¢inin
Mutfak yonetimi hizmet kalitesine olumlu veya olumsuz etkilerinin olup olmadigi ve saglanan hizmet
kalitesine olan artilar1 yiiz yilize goriisme teknigiyle sorulmustur. Gorlismelerde nitel bir
yontem olan yari yapilandirilmig goriisme teknigi benimsenmistir. Arastirma sonucunda,
tiim katilimcilarin sorulara genel olarak olumlu yanitlar verdigi gozlemlenmistir. Ayrica
goriismelerden yola ¢ikarak, hizmet kalitesi agisindan 6nemli bir potansiyele sahip olan bag
ascinin, kaliteyi belli bir standartta siirdiirdiigli, misafir memnuniyetini ve sadakatini
arttirdigs tespit edilmistir.
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Service quality One of the foremost branches of the tourism industry, whose importance is increasing day
by day, is accommodation establishments. In order to respond to changing customer
demands in several competitive conditions and to gain a competitive advantage,
Kitchen management accommodation businesses, like all businesses, must attach importance to service quality.
It is seen that the service quality factor, which has shown great improvement in recent years,
has effects on the food and beverage department and the kitchen management, which is the
sub-unit of this department for accommodation establishments. For this reason, it was
aimed to determine the potential for service quality by evaluating the proficiency of the
head chef in service quality. For this purpose, it was asked whether the food and beverage
. managers of the five-star hotels in Ankara and the head chef, who is the kitchen manager
Makalenin Tiirii they employ, have positive or negative contributions to the service quality and the
advantages of the service quality provided by face-to-face interview technique. Semi-
structured interview technique, which is a qualitative method, was adopted in the
interviews. As a result of the research, it was observed that all participants gave positive
answers to the questions in general. In addition, based on the interviews, it can be stated
that the head chef, who has an important potential in terms of service quality, maintains the
quality at a certain standard and provides guest satisfaction and guest loyalty.
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