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Keywords

Gilinlimiizde, havalimanlarinin ¢esitli miisterilere verimli ve kaliteli hizmetler sunan kendi
kendine yeterli hizmet kuruluslar1 olarak igletilmeleri beklenmektedir. Bu baglamda,
havalimani hizmet kalitesinin iyilestirilmesi ve miisteri memnuniyetinin artiritlmasi zaruri
hale gelmistir. Bu calismanin temel amaci, yerli ve yabanci yolcularm Istanbul
Havalimanina yonelik hizmet kalitesi algilarini incelemektir. Aragtirmanin bir diger amaci
ise havalimani hizmet kalitesi algisinin yerli ve yabanc1 yolcular agisindan farklilik gosterip
gbstermedigini belirlemektir. Bu amagla Istanbul Havalimanini kullanan 296 yerli ve 208
yabanci yolcuya anket uygulanmistir. Verilerin analizinde ortalama, standart sapma ve
bagimsiz gruplar t-testi kullanilmistir. Arastrma bulgular, yolcularin  Istanbul
Havalimani’nin hizmet kalitesi algilarinin yedi boyutta toplandigimi gdstermektedir.
Arastirma sonuglari, yerli ve yabanci yolculari Istanbul havalimani hizmet kalitesi ile ilgili
degerlendirmelerinin ortalamanin iizerinde oldugunu gostermektedir. Hizmet boyutlar
acisindan, en yiiksek ortalama fiziksel 6zellikler ve en diisiik ortalama fiyat faktoriine aittir.
Ayrica, hizmet kalitesi ile ilgili degerlendirmelerde fiziksel ozellikler, calisanlarin
ozellikleri, fiyat, gliven ve tamamlayici hizmetler bakimindan yerli ve yabanci yolcular
acisindan istatistiksel olarak anlamli farkliliklar oldugu tespit edilmistir.

Abstract

Airport services
Service quality perception

Istanbul Airport

Makalenin Tiirii

Arastrma Makalesi

* Sorumlu Yazar

Today, airports are expected to be providing self sufficient and high-quality services to a
variety of customers. In this context, improving airport service quality and increasing
customer satisfaction have become more important. The aim of this study is to examine
airport service quality perceptions of domestic and foreign passengers' towards on Istanbul
Airport. Another purpose of the study is to determine whether the airport service quality
perception's differs in terms of domestic and foreign passengers. For this purpose, a
questionnaire applied to 296 domestic and 208 foreign passenger who use Istanbul Airport.
Data were analyzed through mean, standard deviation, independent samples t test. The
findings of the research show that the airport service quality perceptions of the passengers
on Istanbul airport performance was gathered under seven dimensions. The results of the
research show that the perceptions of domestic and foreign passengers’ regarding Istanbul
airport service quality are above average. In terms of service dimensions, it belongs to the
highest average physical infrastructure and the lowest average price factor. In addition, it
was found that the evaluations regarding service quality showed statistically significant
differences in terms of physical infrastructure, employee' characteristics, price, confidence
and complementary services compared to domestic and foreign passengers’.
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