Journal of Tourism and Gastronomy Studies, 2020, 8 (4), 3362-3377

JOURNAL OF TOURISM AND GASTRONOMY STUDIES

ISSN: 2147 — 8775 §

Journal homepage: www.jotags.org

Jﬂ R ;"

Tiuketicilerin

COVID-19

Salgin1  Suirecinde  Yiyecek-igecek Isletmelerinden

Bekledikleri Hizmetin Niteligine Iligkin Bir Aragtirma (A Study on the Quality of the
Service Consumers Expect from Food and Beverage Enterprises During the COVID-19

Outbreak)

Nurhayat IFLAZOGLU *

, ¥Mustafa AKSOY °

@ Hatay Mustafa Kemal University, School of Tourism and Hotel Management, Department of Gastronomy and Culinary Arts,

Hatay/Turkey

® Ankara Hac1 Bayram Veli University, Faculty of Tourism, Department of Gastronomy and Culinary Arts, Ankara/Turkey

Makale Ge¢cmisi

Oz

Génderim Tarihi:31.08.2020

Kabul Tarihi:10.12.2020

Anahtar Kelimeler

Covid- 19
Yiyecek igecek isletmeleri
Hizmet niteligi

Tiiketiciler

Keywords

Covid-19 salgini ekonomiyi ve sosyal hayati olusturan bir¢ok sektor lizerinde yikict bir etki
olustururken, yiyecek-icecek sektdrii de bu durumdan en fazla etkilenen sektdrler arasina
girmistir. Olusan saglik temelli kriz kosullari, tiiketici talebinin salginla birlikte yiyecek
icecek igletmelerine yonelik degerlendirmelerine ve beklentilerine iliskin bilgileri, cok daha
onemli hale getirmistir. Dolayisiyla bu arastirmanin temel amaci; restoranlarin yeniden
acilmalariyla birlikte salginin, yiyecek igecek hizmetleri talebine etkileri ve tiiketicilerin
isletmelerden bekledikleri hizmetin niteligini belirlemektir. Bu ama¢ dogrultusunda nicel
yontem kullanilmis ve arastirmaya iliskin veriler, anket araciligiyla toplanmistir. Toplamda
410 ankete ulagilmis ve tamami degerlendirmeye alinmistir. Arastirma kapsaminda yiizde,
frekans, aritmetik ortalama, t-testi ve tek yonlii varyans analizi yapilmistir. Ayrica
katilimeilara yoneltilen 4 adet agik uglu soruya verilen cevaplar betimsel olarak analiz
edilmistir. Sonug olarak bu arastirmada, Covid-19 salgini siirecinde tiiketicilerin restoran

secimlerinin ve bekledikleri hizmet niteliginin degistigi tespit edilmistir.
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While the Covid-19 outbreak has a devastating effect on many sectors that make up the
economy and social life, the food and beverage industry has become one of the sectors most
affected by this situation. The health-based crisis conditions that have occurred have made
the information about the evaluations and expectations of consumer demand for food and
beverage enterprises much more important with the epidemic. The main purpose of this
research is to determine the effects of the epidemic on the demand for food and beverage
services with the reopening of restaurants and the quality of the service consumers expect
from enterprises. For this purpose, quantitative method was used and data related to the
research were collected through a questionnaire. A total of 410 questionnaires were accessed
and all of them were evaluated. Percentage, frequency, arithmetic mean, t-test and one-way
analysis of variance were conducted within the scope of the research. In addition, the
answers given to 4 open-ended questions posed to the participants were analyzed
descriptively. As a result, in this study, it was determined that consumers' restaurant choices
and the quality of service they expected changed during the Covid-19 outbreak.
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