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Keywords

Turizm endiistrisinde dnemli bir yere sahip olan yiyecek i¢ecek isletmeleri turizmin en énemli
sektorleri arasinda yer almaktadir. Glinlimiizde bireylerin bos zamanlarinin artmasi ve kadinlarin
caligma hayatinda aktif rol almasiyla birlikte yiyecek icecek isletmeleri hayatimizda daha fazla
yer edinmigtir. Tiim bunlarla birlikte, toplumun sahip oldugu geleneklere, yasalara ve
politikalara uyulmamasi, géz ardi edilmesi olarak ifade edilen etik kavraminin da 6nemi ortaya
cikarmistir. Bu kapsamda c¢alismanin amaci, insan odakli hizmet sunan yiyecek igecek
isletmelerinde meydana gelen etik dig1 miisteri davranislarini ortaya koyarak ¢aliganlarin konuya
iligkin goriiglerinin degerlendirilmesidir. Bu amacin gergeklesmesi i¢in Sakarya ilinde yiyecek
icecek isletmelerinde nitel bir ¢alisma tasarlanmis, yari yapilandirilmis goriisme teknigi ile
veriler toplanmig, igerik analizinden gecirilmistir. Arastirma sonucunda, yiyecek icecek
isletmelerinde etik dis1 miisteri davranislari ile ilgili ¢esitli sorunlar tespit edilmistir. Elde edilen
verilere gore en fazla gerceklestirilen etik dis1 miisteri davranislari; personeli agsagilamak, kaba
iislup ve emir kipinin kullanilmasi, taciz, para 6dememek igin ¢esitli davraniglarda bulunmak
seklindedir. Ayrica, isletmelerin miisteri kaybetmemek adina bu davraniglar1 gormezden gelmesi
ya da olumsuz bir tutum sergilememesi miisterileri bu tiir davraniglarda bulunmaya yonelttigi
anlagilmigtir. Arastirma sonunda, yiyecek icecek sektdriine ve aragtirmacilara yonelik konuya
iliskin 6neriler sunulmustur.
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Food and beverage businesses, which have an important place in the tourism industry, are among
the most important sectors of tourism. today, food and beverage businesses have gained more
place in our lives with the increase of leisure time of individuals and women taking an active
role in working life. In addition to all these, the importance of the concept of ethics, which is
expressed as not obeying and ignoring the traditions, laws and policies of the society, has also
emerged. In this context, the aim of the study is to evaluate the opinions of the employees on
the subject by revealing the unethical customer behaviors that occur in food and beverage
businesses that provide human-oriented services. In order to achieve this goal, a qualitative study
was designed in food and beverage establishments in Sakarya, data was collected using semi-
structured interview technique and subjected to content analysis. As a result of the research,
various problems related to unethical customer behavior in food and beverage businesses were
identified. According to the data obtained, the most common unethical customer behaviors are;
humiliating the staff, use of rude and imperative, harassment, and behaving in a variety of ways
in order not to pay money. In addition, it has been understood that businesses ignore these
behaviors or do not exhibit a negative attitude in order not to lose customers, leading customers
to behave in this way. At the end of the research, suggestions for the food and beverage industry
and researchers were presented.
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