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e . Gizli miisteri uygulamalar1 isletmelerin hizmet kalitesini; isletmenin belirledigi standartlar ile
Gizli miisteri profesyonel bir gézle ve miisterilerin bakis agistyla degerlendirmek i¢in kullanilan bir yontemdir.
Gizli miisteri uygulamalari pazarlama ¢aligmalarinin kapsaminda genellikle miisteri odakli olarak
uygulansa da isletme icerisindeki yoneticilerin perspektifinden konuya bakmak gizli miisteri
Y dnetici bakis1 uygulamasinin uygulama siirecindeki durumunu madalyonun diger yiiziinden anlamak igin gizli
miisterileri ve gizli miisteri uygulamalarini degerlendirmek ihtiyaci ortaya ¢ikmustir. Gizli miisteri
kullanarak hizmet kalitesini 6l¢en isletmelerde calisan yoneticilerin gizli miisteri ve uygulamalart ile
ilgili diistincelerinin degerlendirilmesi, hizmeti yoneten kisilerin konu ile ilgili goriislerinin
literatiirde yer almasi agisindan Onem kazanmaktadir. Calisma kapsaminda yiyecek icecek
isletmelerinin yoneticileri, verilen hedefleri tutturma ve kalite standartlarii koruma gabasi
dogrultusunda gizli miisteri uygulamalarini gerekli bir uygulama olarak nitelendirseler de uygulama
sirecinde yaganan bazi sorunlarin da ¢oziime kavusmast beklentisinde olduklar1 yapilan
degerlendirmeler neticesinde ortaya ¢ikartilmistir. Bu c¢alisma; yiyecek icecek igletmelerinde gizli
miisteri uygulamalarmin teorik altyapisinin  olusturulmasi ve yoneticilerin gizli miisteri
uygulamalarma yonelik bakis agilarii degerlendirmek amaciyla iki kisimdan olusmustur. Birinci
kisimda ilk olarak gizli miisteri kavrami ve gizli miisteri uygulamalarinin kullanim alanlarmin
aragtirmast konular1 ele alinmistir. Tkinci kisimda ise Tiirkiye’deki cesitli illerde (Antalya, Istanbul,
Mugla) gizli migsteri uygulamalarmi kullanan ve yiyecek icecek sektoriinde hizmet veren
isletmelerdeki  yoneticilerin  gizli miisteri uygulamalarina bakis agilar1  incelenmistir.
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Mystery shopping is an evaluation technique that determines the quality of service standards set by
an operator with a professional eye and from a customer's perspective. Although mystery shopping
Mystery shopper is usually customer oriented within the context of marketing applications, it is also necessary to
Mystery shopping treat t_his issue from manage_rs’ perspectives and to c_avaluate the mystery sh_opper and_ mystery
shopping to understand the situation from the other side of the coin. Evaluating the opinions of

Managers’ perspective managers about mystery shoppers and mystery shopping is important for opinions of the people
] who manage the services to be covered within the marketing literature. Within the scope of this
Food and beverage operations study, managers of food and beverage establishments have identified mystery shopping as a

necessary practice in order to reach targets and try to maintain quality standards, but there are also
some problems in the implementation process that are also expected to be solved. This study
consists of two parts which both aim at creating the theoretical infrastructure of mystery shopping
in food and beverage business and evaluating managers' opinions on mystery shopping. In the first
part, the concept of mystery shopper and the usage areas of mystery shopping are discussed. In the
second part, food and beverage managers’ perspectives towards mystery shopping are examined
who use mystery shopping in various destinations in Turkey (Antalya, Istanbul, Mugla).

* Sorumlu Yazar.
E-posta: emrahyildizz@hotmail.com (E. Yildiz),

322


http://orcid.org/0000-0003-0206-115X
http://orcid.org/0000-0002-1136-5107
http://orcid.org/0000-0003-0206-115X�
http://orcid.org/0000-0002-1136-5107�

