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Keywords

Bu calismada, hizmet kalitesi, kurumsal imaj, miisteri memnuniyeti ve davranigsal niyet
arasindaki iliskinin irdelenmesi amaglanmistir. Ayrica hizmet kalitesi farkli boyutlarda
sekillendirilerek biitiinciil bir hizmet kalite modeli olusturulmasi1 hedeflenmistir. Veriler
yiyecek icecek isletmelerinden hizmet almig 200 miisteriye uygulanmustir. Verilerin
analizinde kismi en kii¢iik kareler yontemi ile yapisal esitlik modeli kullanilmistir. Sonug
olarak, hizmet kalitesinin miisteri memnuiyeti, kurumsal imaj ve davramssal niyeti lizerinde
etkisi bulunmustur. Kurumsal imajin miisteri memnuniyeti iizerinde, miisteri
memnuniyetinin de davranigsal niyet {izerinde pozitif etkisi tespit edilmistir. Yiyecek icecek
isletme yoneticilerine ve profesyonellerine énemli 6neriler sunulmustur.
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In this study, it is aimed to examine the relationship between service quality, corporate
image, customer satisfaction and behavioral intent. Moreover, it is aimed to form a holistic
service quality model by shaping the service quality in different sizes. The data were
applied to 200 customers who were served from food and beverage companies. Partial least
squares structural equation modeling was used in data analysis. As a result, service quality
has an impact on customer satisfaction, corporate image and behavioral intent. The positive
impact of the corporate image on customer satisfaction and customer satisfaction has also
been determined. Important recommendations have been presented to food and beverage
business managers and professionals.
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