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Keywords

Calismanin amaci, alisveris merkezine gelme nedenlerinin aligveris merkezindeki tez
yemek restoranlarina yonelik algilanan hizmet kalitesi diizeyine gore anlamli
farkliliklar gosterip gostermediginin belirlenmesidir. Bu kapsamda SERVPERF
hizmet kalitesi dlgeginden yararlanilarak bir anket formu hazirlanmistir. Arastirmada
veriler, Forum Mersin Aligveris Merkezi’nde yemek yiyen kigilerden 13 Subat-9 Mart
2015 tarihleri arasinda yiiz yiize gorisiilerek toplanmistir. Toplam 272 kullanilabilir
anket elde edilmistir. Analizlerde, tanimlayici istatistiklerin yani sira, kiimeleme, t-
testi ve Ki-kare istatistiginden yararlanilmigtir. Bulgular; arasgtirmaya katilanlarin,
algilanan hizmet kalitesi diizeyi yiiksek ve diisik olmak tizere iki kiimeye
ayrilabilecegini ortaya koymaktadir. Hizmet kalitesi algisi yiiksek olanlar, aligveris
merkezine yemek yeme nedeniyle daha sik gelirken diisiik olanlar ise daha g¢ok
aligveris yapmak veya arkadaslariyla goriismek icin aligveris merkezine
gelmektedirler. Diger taraftan, algilanan hizmet kalitesi diizeyi yiiksek olan kisilerin;
cogunlukla erkek ve bekar olduklari, aligveris merkezinde yemek yeme sikliklarinin
haftada bir kez oldugu belirlenmistir.
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The aim of this study is to determine whether there is a significant difference between
reason for visiting to the mall and perception of service quality level from fast food
restaurants in the mall. Within the scope of the study, prepared a questionnaire adapted
from the SERVPERF. The data were obtained using face to face interviews, conducted
from 13th  February through 9th March 2015 on the participants eating in Forum
Mersin Mall. In total, 272 usable questionnaires received. In addition to descriptive
statistics analysis for the data, cluster analysis, t-test and chi-square test were benefited
as data analysis techniques. The findings show that participants can be clustered as
high level and low level of perceived service quality. Participants who have higher
level of service quality perception visit to the mall with the aim of eating relatively
frequent, participant with lower level of perceived service quality make their visit with
the aim of shopping or meeting friends. On the other hand, most of the people with
high level of service quality perception are men and single, frequency of eating in the
mall is once a week.
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