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Keywords

Giliniimiizde yiyecek-igecek isletmelerinde rekabetin yogunlasmasiyla birlikte restoranlar
mevcut migterilerini en iist diizeyde memnun etmeye c¢abalamaktadirlar. Miisteri
memnuniyeti olusturmada miisteriyi anlamak ve istek ve ihtiyaglarini 6nceden tahmin
edebilmek 6nem arz etmektedir. Bu sebeple miisteri dinlenmeli, sikayetleri bilinmeli ve en
kisa silirede ¢oziime kavusturularak miisteri memnuniyeti saglanmasi gerekmektedir. Bu
calismada restoran igletmeleri lizerinde miisteri sikdyet davranisi analiz edilmektedir.
Calismada miisteri sikayet davranisi ile cinsiyet, yas, medeni durum, egitim diizeyi ve
gelir durumlar1 gibi demografik 6zelliklerin iliskisi bu degiskenler arasindaki farkliliklar
verilerek tespit edilmektedir. Arastirma 604 restoran miisterisi lizerinde yapilmistir. Elde
edilen veriler SPSS 22.0 paket programinda analiz edilerek ki-kare testi yapilmustir.
Arastirma sonucunda; miisterilerin bilyiik bir kisminin herhangi bir sikayet durumunda ilk
olarak restoran yonetimine bildirdikleri, sikayetleri neticesinde isletmenin geri bildirimde
bulunmasindan memnuniyet duyduklart ve sikdyetlerinin ¢dziime kavusmamasi
durumundaysa restoran tercihlerini degistirmeyi disiindiikleri belirlenmigtir. Ayrica
miisterilerin cinsiyet, yas, medeni durum, egitim diizeyi ve gelir durumlar1 baglh olarak
sikayet davraniglarinin degistigi tespit edilmistir.
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Today, restaurants try to satisfy their current customers at the utmost level due to intense
competition in food and beverage businesses. Understanding the customer, and being able
to predict his/her wishes and needs in advance are significant in building customer
satisfaction. So, customer satisfaction should be achieved by listening the customer,
knowing the complaints of the customer, and solving the problem in the shortest time. In
this study, customer complaint behaviour at restaurant businesses is analysed. In the
research, the relationship between customer complaint behaviour and the customer’s
demographic characteristics such as gender, age, marital status, level of education, and
income status are revealed by giving the differences among these characteristics. The
study was done on 604 restaurant customers. The data obtained was analysed in SPSS
22.0 package program, and chi-square test was performed. It has been determined that
most of the customers initially informs the restaurant management about any complaints,
they feel pleased when they get feedback about it, but they think about their restaurant
preferences if their problems are not solved. And it has also been determined that the
complaint behaviours change according to gender, age, marital status, education level and
income status of the customers.
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