Journal of Tourism and Gastronomy Studies

Jonrnal homepage: www.jotags.org

Otel Igletmelerinde Caliganlarin Memnuniyetine Etki Eden Faktorler Uzetine Bir
Arastirma (A Research on Factor Affecting the Satisfaction of Employees in Hotel
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Makale Ge¢misi Oz

Gonderim Otel isletmelerinde; rutin igletme faaliyetlerinin yiiriitiilmesinde, miisterilere kaliteli

Tarihi:05.10.2017 hizmet sunulmasinda, miisteri memnuniyetinin saglanmasinda ve isletmenin varligim
stirdiirerek biiylime gostermesinde c¢alisanlarin rolii son derece 6nemlidir. Bu ¢aligmada

Kabul Tarihi:07.12.2017 farkli aragtirmada otel ¢alisanlarinin memnuniyetine etki eden faktorlerin belirlenmesinde

kullanilan &lgek kullanilarak Istanbul, Kocaeli ve Sakarya illerinde otel isletmelerinde
calisanlarin memnuniyet faktorleri belirlenmis, ilgili 6lgege agiklayici ve dogrulayici
faktor analizleri uygulanmis, ayrica memnuniyet faktorlerinin ¢aligma siiresi ve ¢alisma
dizeyine gore farkliliklari test edilmistir. Anketler kolayda 6rnekleme yontemi ile 303 otel
calisanina ulagilarak doldurtulmustur. Elde edilen veriler SPSS ve AMOS programlari
Otel c¢alisanlari aracihigl ile analiz edilmistir. Calisma sonucunda oOncelikle g¢alisanlarin memnuniyet
faktorleri belirlenmis, ortaya cikan sekiz boyutlu yapt model olarak test edilmis ve
modelin kabul edilebilir degerlere sahip oldugu sonucu ortaya ¢ikmustir. Ayrica
calisanlarin c¢aligma yili siiresi arttikca memnuniyet diizeylerinin azaldigi ve yonetici
dizeyinde calisanlarin personel olarak c¢aliganlara gore daha memnun olduklar
anlagilmustir.
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Keywords Abstract

In hotel operations; the role of employees is crucial in the conduct of routine business
operations, in providing quality services to customers, in ensuring customer satisfaction,
and in maintaining the presence of the business. In this study, satisfaction factors of the
Hotel employees employees of hotel companies in Istanbul, Kocaeli and Sakarya were determined by using
the scale which is used in determining the factors affecting the satisfaction of the hotel
employees in different researches and explanatory and confirmatory factor analyzes were
applied to the related scale and the differences of satisfaction factors according to study
duration and study level were tested. Surveys were easily filled with 303 hotel employees
by sampling method. The obtained data were analyzed by SPSS and AMOS programs. As
a result of the study, firstly satisfaction factors of employees were determined, the
resulting eight dimensional structure was tested as a model and the result was that the
model had acceptable values. It has also been understood that the satisfaction level
decreases as the number of employee’s increases over the working year, and that
employees at the executive level are more satisfied than those who work as staff.
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