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Keywords

Konaklama isletmeleri, seyahat edenlerin konaklama ihtiyaglarint karsilamak icin g¢esitli
hizmetler sunan tesislerdir. Otel, motel, pansiyon, tatil kdyii ve kamp alanlar1 gibi farkli
tiirleri bulunmaktadir. Bu isletmeler genellikle konfor, giivenlik, temizlik ve misafir
memnuniyeti odakli hizmet anlayisiyla faaliyet gosterirler. Bu baglamda bu arastirma,
konaklama igletmelerinde konaklayan miisterilerin konaklama isletmelerine yo6nelik
beklentilerinin ikili karsilastirmalara dayali 6l¢ekleme teknigi ile dlgeklenmesini ve 6nem
diizeyine gore siralanmasini amaglamaktadir. Aragtirma grubunu 19-65 yas araliginda 217
tiikketici olusturmaktadir. Veri toplama araci olarak kigisel bilgi formu ve konaklama
isletmelerinden miisteri beklentilerine dayali sekiz temel nedene dayali olarak hazirlanan;
konaklama igletmelerinden beklenti formu kullanilmistir. Konaklama isletmelerinden
beklenti acisindan tiiketiciler i¢in en 6nemli nedenin temizlik oldugu gériilmiistiir. Bunu
siras1 ile yiyecek-igecek, eglence ve aktivite, hizmet gesitliligi, personel iletisimi, otel
atmosferi, ulasim hizmetleri ve yesil girisim ¢abalari takip etmistir. Sonuglar kano modeline
gore degerlendirildiginde miisteri beklentisine yonelik eglence ve dinlenme amach
konaklamalarda temizlik, yiyecek-icecek ve eglence-aktivite kriterleriyle ilgili hizmetlerin
temel ihtiyaglar oldugu; hizmet gesitliligi, personel iletisimi ve otel atmosferi kriterleriyle
ilgili hizmetlerin dogrusal ihtiyaglar oldugu; ulasim hizmetleri ve yesil girisim cabalari
kriterleriyle ilgili hizmetlerin heyecan verici ihtiyaglar oldugu diisiiniilmektedir.
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Hospitality businesses are facilities that provide various services to meet the hospitality
needs of travellers. There are different types such as hotels, motels, hostels, holiday villages
and campsites. These businesses generally operate with a service approach focused on
comfort, safety, cleanliness and guest satisfaction. In this context, this research aims to
scale the expectations of customers staying in hospitality establishments towards hospitality
establishments with the pairwise comparisons based scaling technique and to rank them
according to their level of importance. The research group consists of 217 consumers
between the ages of 19-65. As a data collection tool, a personal information form and an
expectation form prepared based on eight basic reasons based on customer expectations
from hospitality businesses were used. It was observed that the most important reason for
consumers in terms of expectations from hospitality businesses is cleanliness. This was
followed by food and beverage, entertainment and activity, service variety, staff
communication, hotel atmosphere, transport services and green initiative efforts. When the
results are evaluated according to the canoe model, it is thought that services related to
cleaning, food and beverage and entertainment-activity criteria are basic needs; services
related to service variety, staff communication and hotel atmosphere criteria are linear
needs; services related to transport services and green initiative efforts criteria are exciting
needs.
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