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Makale Ge¢misi 0Oz

Gonderim Tarihi: 07.10.2023 Bu calismanin amaci, konaklama isletmesindeki miisteri iligkileri ydnetiminin (MIY)
isletmenin memnun oldugu ve promosyon uygulamayz tercih ettigi miisterilerin (promosyon

Kabul Tarihi: 22.12.2023 miisterisi) siralamasini nasil yapacagini ortaya koymaktir. Promosyon miisterilerinin

belirlenebilmesi adina derinlemesine bilgiye ihtiya¢ duyuldugundan nitel arastirma
yontemlerinden vaka incelemesi yapilmasi uygun goriilmiistiir. Calismanin alanmi Izmir
Cesme’deki bir butik otel isletmesinde 2022 yilinda konaklayan miisteriler olusturmaktadir.
MiY Butik bir otelin secilmesinin nedeni biiyiik otellerde misteri sirkiilasyonunun hizli olmasi
ve misterinin takip edilememesidir. Bunun sonucunda da belirlenen miisteri degerlendirme
kriterlerinde veri kayb1 yasanmasina neden olmaktadir. Buna gore 2022 yilinda butik otel
AHP ve Vikor isletmesinde konaklayan konuklardan miisteri degerlendirme kriterlerine uygun olanlar
secilmistir. Veriler, isletme yoneticileri ile yar1 yapilandirilmis goriismeler yoluyla
toplanmustir. Goriismeler yiiz yiize gergeklestirilmistir. Bu galigmada, isletme memnuniyeti
saglayan promosyon miisterilerinin siralamasini  belirlemede ¢oklu karar verme
yontemlerinden AHS ve Vikor yontemleri birlikte kullanilmistir. Miisteri siralamasi
basaril bir sekilde gerceklestirilmis ve MIY’in miisteriler konusunda izleyecegi stratejiler
icin gerekli bilgiler elde edilmistir.

Anahtar Kelimeler

Miisteri memnuniyeti

Keywords Abstract

CRM The purpose of this study is to reveal how customer relationship management (CRM) in the
accommodation business will make the customers rankings (promotion customers) that the
business is satisfied and prefers to apply promotions. Since in-depth information is needed
AHP and Vikor to identify promotion customers, it was deemed suitable to conduct a case study from
qualitative research methods. The population of the study constitute of customers that
staying in a boutique hotel in Izmir Cesme in 2022. The reason for choosing a boutique
hotel is that customer circulation is fast and customers cannot be followed in big hotels. As
a result, it causes data loss in the determined customer evaluation criteria. Accordingly,
Arastirma Makalesi guests staying at the boutique hotel business in 2022 were selected that fit in the customer
evaluation criteria. Data were collected through semi-structured interviews with business
managers. The interviews were held face to face. In this study, AHP and Vikor methods,
which are multiple decision-making methods, were used together to determine the ranking
of promotion customers that provide business satisfaction. Customer ranking has been
realized successfully and the necessary information has been obtained for the CRM
strategies that will follow regarding customers.
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