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Caligmanin amaci belgeli rehber ve sahte (belgesiz) rehber ile tura katilan kisilerde
rehberden memnuniyet ve tur kalitesi algisinin karsilagtirilmasidir. Belgeli rehberle tura
¢itkmis 285 ve belgesiz rehberle tura ¢ikmig 285 yerli turist olmak tizere toplam 570 yerli
turiste anket uygulanmistir. Anket ¢aligmasi, demografik 6zellikler, rehberden memnuniyet
ve tur kalitesi algisim 6l¢en boliimlerden olugmaktadir. Calismadan elde edilen bulgularda,
gruplar arasinda yapilan karsilagtirmalarda belgeli rehberle tura katilanlarin sahte turist
rehberiyle tura katilanlara oranla tiiketici haklar1 ve rehberlik meslegi konusunda daha
yiiksek bilgiye sahip oldugu goriilmiistiir. ki grup arasinda rehber dzellikleri acisindan
yapilan kargilastirmada belgeli rehber ile tura katilan grupta rehberin hizmet kalitesi,
rehberden beklentiler, rehberin imajmna yonelik algi, rehbere iligkin algilanan deger,
rehberden memnuniyet ve rehbere sadakat anlaml sekilde yiiksek bulunurken; rehberden
sikayet diisiikk bulunmustur. Tur kalitesine iligkin algilarin karsilastirilmasi i¢in yapilan
analizlerde de ulastirma memnuniyeti, konaklama memnuniyeti ve yeme-i¢gme tesislerinden
memnuniyetin belgeli rehber grubunda anlamli bir sekilde yiiksek oldugu goriilmistiir. Elde
edilen bulgular belgeli rehberligin tur kalitesini artirdigini gostermektedir.
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The aim of the study is to compare the satisfaction of the guide and the perception of the
quality of the tour in the persons who have attended the tour with the certified guide and the
illegal (non-certified) guide. A total of 570 domestic tourists were surveyed, 285 of them
were tour guides and 285 local tourists were on tour. The questionnaire consists of 3
chapters, including demographic features, satisfaction from the guide, and sections
measuring the perception of tour quality. In the findings of the research, to compare the
groups, it was seen that the participants with the certificate guide had a higher knowledge
about the consumer rights and guidance profession. In the comparison of the characteristics
of the guide between the two groups, the quality of the guide, the expectations from the
guide, the perception towards the image of the guide, the perceived value of the guide, the
satisfaction from the guide and the loyalty to the guide were significantly higher in the group
who attended the tour with the certified guide. The findings show that certified guidance
increases the quality of the tour and suggests that policies should be produced to prevent
non-certified guidance.
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