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Bu ¢aligmanin amaci rekabetin giderek arttigi konaklama isletmelerindeki hizmet kalitesi
algilamalarimu tiiketici (hizmeti alan) ve yonetici (hizmeti yoneten) agisindan karsilagtirmali
olarak degerlendirerek ilgili bilgi birikimine katki saglamaktir. ilgili literatiir ortaya
koymaktadir ki konaklama isletmelerinde hizmet kalitesinin dl¢lilmesine yonelik yapilmis
olan c¢aligmalarda hizmet kalitesi algilamalarinin sadece tek yonli yiritildigi, bu
calismada oldugu gibi tiiketici ve yonetici algilamalarini karsilastirmali olarak bir arada
degerlendiren ¢aligmalara ihtiya¢ duyulmaktadir. Bu baglamda, bu ¢alismada Kapadokya
Bolgesindeki konaklama isletmelerinde sunulan hizmet kalitesi tiiketici ve yonetici
acisindan biitiinciil bir bakis ile ele alinarak ilgili bilgi birikimine katki sunulmaktadir. Bu
calisma ile ortaya konulmaktadir ki konaklama isletmelerinde kalite yonetimine yonelik
olarak ytiriitillen ¢aligmalar bir taraftan yetersiz olarak degerlendirilirken diger taraftan da
konaklama isletmelerindeki hizmet kalitesi boyutlarina iliskin tiiketici ve yOnetici
algilamalar1 arasinda anlamli farkliliklarin bulunmasina bagli olarak hizmet kalitesinde arzu
edilen diizeye ulagilamamaktadir.
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The aim of this study is to contribute to the relevant body of knowledge by evaluating the
both the consumers’ (as being the service receiver) and the managers’ (as being the service
manager) perceptions of service quality in the accommodation establishments where the
competition is increasing gradually. The literature reveals that service quality perceptions
in accommodation establishments are generally carried out only from the one point of view.
There is a need for studies that comparatively evaluate the perceptions of consumers and
managers, as in this study. In this context, in this study, the service quality offered in the
accommodation establishments in the Cappadocia Region is addressed from the perspective
of the consumer and the manager with a holistic perspective and contributes to the relevant
knowledge. This study demonstrates that the studies conducted for quality management in
accommodation establishments are considered insufficient on the one hand, and on the other
hand, the desired level of service quality cannot be achieved due to the presence of
significant differences between consumer and manager perceptions regarding service
quality dimensions in accommodation establishments.
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