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Keywords The purpose of this paper is to examine food tourists’ intentions using TPB. A
convenience sampling survey method was used to collect data. A social networking group

Food Tourism of gourmets in Turkey were selected for the sampling frame and 137 usable surveys were

Food Tourist obtained. A hierarchical regression analysis was used to test the model. The results

showed that food tourists’ intentions can be predicted simply through AtB and SN
(adjusted R?=0.29). PBC did not reveal any effect on intentions. Behavioural and
Theory of Reasoned Action normative beliefs were also significant. Research model was converted to the Theory of
Behavioral Intention Reasoned Action (TRA).
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INTRODUCTION

Food tourism describes the travels of tourists to
experience certain foods and drinks, to enjoy special or
simply savory meals, and to participate in the production
processes and festivals pertaining to these foods and drinks.
The fact that tourists, who naturally have to eat during their
travels, actively seek tastes that are more exquisite and
authentic, even making their plans in pursuit of such these
tastes and activities, is an important consideration for all
destinations, regardless of whether they are directly involved
in food tourism or not. In this context, determining the
profile and behavioural patterns of food tourists will serve to
increase the effectiveness of the marketing activities of
touristic destinations.

Among the theories that attempt to describe human
behaviour, those that are most frequently utilised by
researchers are TRA, proposed by Fishbein and Ajzen in
1975, and TPB, developed by Ajzen in 1985. The starting
point for both theories is the assumption that human
behaviour can be predicted from individual intentions. In
order to determine BI of individuals, it is important to first
identify AtB, as well as SN, deemed to be important by these
individuals. If individuals believe that they do not have full
control over their own behaviours (due to considerations
relating to money, time, talent, resources, etc.), the addition
of PBC to this model results in the TPB.

The aim of this study was to determine the extent to
which individuals’ AtB, SN and PBC affected their intention
to engage in food-related travel (FRT), and also to identify
the beliefs underlying these factors. Food tourism has started
to become more important around the world, especially in
recent years, and this is the first study to consider food
tourism within the context of TPB. In previous studies,
Sparks (2007) investigated the intention to engage in wine
tourism with the modified TPB, while Ryu and Jang (2006)
and Ryu and Han (2010) investigated the intention to
experience local cuisine while traveling by using the TRA.
However, no previous studies have been conducted within
the context of the TPB regarding the intention to engage in
food tourism (or to engage in FRT). By demonstrating the
factors that shape and determine travelers’ intention to
participate in food tourism, this study aims to serve as a
guide for businesses and destinations that wish to specialise
in food tourism.

THEORETICAL FRAMEWORK AND HYPOTHESES

According to Ajzen (1991), there are three different
determinants of Bl: (1) AtB, which represents the sum of the
assessments in favor of or against the behaviour in question;
(2) SN, which is known as the social pressure that affect
whether a behaviour can be carried out or not; and (3) PBC,
which represents whether a behaviour is perceived as easy or
difficult to perform.

AtB can be described as an individual’s favorable and
unfavorable assessments towards the behaviour in question
(Fishbein, 2001). Ajzen (1991) described that, despite the
lack of a consensus regarding the definition of attitude, there
is a general agreement that attitude constitutes a summarised
personal assessment, such as considering something as good
— bad, beneficial — harmful, pleasant — unpleasant.

4

SN describes the social feedback perceived by an
individual regarding the behaviour in question. When people
who are respected by the individual expect him to behave in
a certain way, or when they demonstrate this particular
behaviour, SN will exert a (social) pressure for the
actualisation of that behaviour.

PBC indicates whether a behaviour is part of an
individual’s own volition. PBC describes the presence or
absence of resources and opportunities considered necessary
for the realisation of a certain behaviour. However, the most
important point regarding PBC is that the ease and
difficulties perceived by the individual regarding a certain
behaviour may be different than reality.

TPB is applied for tourist behaviour last two decades.
Very limited studies modified TRA to tourism field, most
studies used TPB. In the literature, very few studies used
TPB or TRA to explain behaviour. Mostly, the aim of studies
was to understand intention, especially visit/revisit intention.
Only two studies researched the intentions to experience
local cuisine via TRA (Ryu & Jang, 2006; Ryu & Han,
2010).

Most of the studies were Far East origin. Authors
researhed intentions to visit a spesific destination (Lam &
Hsu, 2004, 2006; Quintal, Lee, & Soutar, 2010; Sparks &
Pan, 2009; Hsu & Huang, 2012; Han, Lee, & Lee, 2011).

Lam and Hsu (2004, 2006) researched Chinese /
Taiwanian visitors’ intention to visit Hong Kong, and in their
first study SN didn’t affect intentions, while SN was the most
important variable in the last one. The authors explained this
situation might be because of sampling or going abroad was
very new for Chinese people.

Hsu and Huang (2012) also researched Chinese people’s
visiting intention to Hong Kong and they revealed that TPB
explained the intention (R?=0,37); but their modified model
explained it better (R°=0,42).

Han et al. (2011) compared TRA, TPB and modified TPB
on Chinese tourists’ intention to visit Korea and found that
these models explained Bl (R?*=0,28, R?*=0,30 and R*=0,45
respectively).

Sparks and Pan (2009)’s and Quintal et al. (2010)’s
studies were similar. In both studies, it was found that SN
was the most important variable on Chinese / Chinese, S.
Korean and Japan tourists’ BI for visiting Australia.

Visiting a wine destination, world cultural heritage sites,
state parks, theme parks and green hotel were also studied
within the scope of visiting a destination (Brown, 1999;
Sparks, 2007; Shrestha & Burns, 2009; Han, Hsu, & Sheu,
2010; Han & Kim, 2010; Lai, Yu, & Kuo, 2010). Sparks
(2007) determined that PBC was the best predictor for
understanding American tourists’ intentions. Lai et al. (2010)
researched the visitors’ revisit intentions at theme parks after
service recovery, and found that only AtB and SN had
significant effects on BI, accordingly TPB was converted to
the TRA.

In another study, Han et al. (2010) examined customers’
intentions of staying at green hotels with both TRA and TPB.
TPB explained BI better (R*=0,56). Han and Kim (2010) also
examined customers’ intentions of revisiting green hotels
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with TRA, TPB and modified TPB. TRA and TPB were
succesfull (R?=0,51, R?=0,55), but the modified TPB was the
best model to explain BI (R*=0,72).

Ryu and Jang (2006) and Ryu and Han (2010), who
utilised TRA to understand tourists’ intentions to experience
local cuisine, achieved similar results. In both studies, AtB
had significant effects, while SN had no effects on BI.

When we look at the limited tourism studies on TPB, it is
obvious that TPB (and also TRA), as a well explaining
theory for both behaviours and intentions, has widely
accepted by academicians.

As summarised above, in TPB, AtB, SN, and PBC
determine the behaviours by shaping BIl. As such, the
hypotheses of the current study are as follows:

H1: AtB has a significant effect on Bl to participate in
food tourism.

H2: SN has a significant effect on Bl to participate in
food tourism.

H3: PBC has a significant effect on Bl to participate in
food tourism.

Just as behavioural intentions can be estimated by means
of AtB, SN, and PBC within the scope of the TPB,
behavioural intentions can be also estimated from beliefs,
which can be defined as the antecedents of these factors. In
this case, it is possible to evaluate AtB according to the
individuals’ behavioural beliefs (BB) and the evaluation of
these beliefs (E); SN, according to the normative beliefs that
reflect the judgment of persons with influence in the
individuals' environment (NB), and their motivation to
comply to these beliefs (MtC); and PBC, according to
control beliefs (CB) that facilitate/complicate the behaviour,
as well as the power of these beliefs (P). The other
hypotheses of this study can be listed as follows:

Hd4a: BB has a significant effect on AtB.
H4b: E has a significant effect on AtB.
H5a: NB has a significant effect on SN.
H5b: MtC has a significant effect on SN.
H6a: CB has a significant effect on PBC.
H6b: P has a significant effect on PBC.

METHOD

Data Collection

The study was conducted on a social networking group
(Facebook group) named the “Nouveau Gourmets”. A total
of 1575 members of this group were considered as the
sampling frame of the study. Data collection was performed
between May 28 and August 22, 2012 by means of a
questionnaire designed on the Internet. Following a
comprehensive review of the literature, preliminary
information regarding FRT behaviour was collected by using
the deep interview method from 10 individuals who
previously took part in FRT.

An item pool of 98 was formed based on the information
obtained from the literature review and the interviews. The

item pool that was formed was decreased to 81 items by
eliminating certain expressions. Feedback was then obtained
from a total of six faculty members (four from the discipline
of marketing and two from the discipline of economy and
tourism), and once the necessary adjustments were
performed, a questionnaire form was designed by decreasing
the item pool to 52 items. Based on the pre-test of a group of
25 students, it was determined that there were no general
problems regarding the questionnaire form.

The number of individuals who completed the
questionnaire forms within a period of approximately three
months was 140. As three of these forms were not included
due to incomplete data, the analyses were performed based
on 137 questionnaires. The rate of response for the
questionnaires was 8%. This rate is generally reported to be
between 7% and 44% for studies conducted through the
Internet (Schonlau, Fricker, & Elliot, 2002).

Reliability and Validity

The principal component analysis (PCA) was initially
performed to assess the reliability of the scale. The reliability
of the factors was then separately assessed with the
Cronbach’s alpha coefficient. For a total of nine expressions
within the scale developed in order to measure the main
structure of the TPB, a sample of 137 individuals was
available. Thus, there were 15 participants per item. This
indicated a sufficient number of samples to perform a factor
analysis. The KMO value, which indicates whether the
sample is suitable for a factor analysis, was 0.695. This was
above the lower limit of 0.60. Bartlett’s test, which indicates
whether there was sufficient relationship between the study
variables to allow for a factor analysis, was also found to be
significant (p<0.01).

Based on the results of the PCA, three factors parallel
with the theoretical framework were identified, and each
variable was assigned to the relevant factor. These three
factors with eigenvalues above one accounted for 68.67% of
the total variance. The Cronbach’s alpha values for the
factors designated as AtB, SN, and PBC were determined to
be 0.809, 0.825, and 0.489, respectively. A reliability
analysis was separately performed regarding the belief aspect
of the scale, and the Cronbach’s alpha values were
determined to vary between 0.640 and 0.88. With the
exception of the PBC factor, it is possible to claim that the
scale was generally reliable.

For studies on validity, Sencan (2005) described that the
use of more than one method instead of a single method is
more effective, and recommended measuring the validity of
the scale with various methods until the researcher was
convinced. As described above, the scale was prepared by
utilising the relevant literature and the deep interview
methodology, and designed according to the researchers’
own judgment and the opinion of experts. Aspects of the
scale that were difficult to comprehend were reviewed once,
and the scale was finally administered to the selected sample
group. Thus, the face and content validity of the study scale
was ensured. In the ensuing stage, the researchers evaluated
the construct validity of the scale.

The first method to be used for testing construct validity
is the internal consistency analysis. The Cronbach’s alpha
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value, which indicates the reliability of the scale, is
expressed as the validity coefficient of the conceptual field.
For this reason, certain researchers consider the concepts for
reliability and validity as one and the same. Except for the
PBC, it was observed that the alpha coefficients for the AtB
and SN were above 0.80. Thus, this reliability value, which
can be considered as a fairly good value, is an important
indication of validity.

To assess the construct validity, the confirmatory factor
analysis (CFA) results were also evaluated. Sencan (2005)
described that the EFA or CFA can be utilised at this stage.
In order to describe the construct validity of the factor
analysis, it is necessary to obtain analysis results that are
parallel to the factor structure, total explained variance, and
eigenvalue. In addition, the factor loading between the same
factor items must be above 0.40, while their cross loadings
must be below 0.40.

During The CFA (maximum likelihood analysis) that
was performed, the necessary procedures were carried out to
obtain three factors. In accordance with the theoretical
construct, these three factors obtained through factor
analysis included the relevant variables. These three factors
with eigenvalues above one accounted for 68.67% of the
total variance. The TAV values in the literature varied
between 50% and 75.8% , thus the TAV values in this study
were similar to the results in the literature.

With the exception of the variable PBC03, the factor
loadings expressing the correlation of all variables with the
relevant factor were determined to be between 0.52-0.99.
The factor loading of the PBCO3 variable was below the
recommended value of 0.40. In addition to this, Sencan
(2005) described that in case the researcher suspects a
relationship, the lower limit for the factor loadings can be
decreased to as a low as 0.30. While the reliability of the
PBC factor was low, it was considered suitable for
continuing the analyses regarding its relationship with the
theoretical construct. If a general assessment were to be
made, it would be possible to state that the scale had
construct validity.

RESULTS
Individual Characteristics of the Participants

The gender of the participants showed nearly equal
distribution (48.8% were female, while 51.1% were male).
The large majority of the participants were individuals
between 20-40 years of age (82.7%) and university graduates
(93.1%). More than half of the participants worked in the
private sector (54.3%), with the majority (78.6%) earning
between 1000 to 5000 TL per month. In order to evaluate
traveling behaviour, the participants were asked to describe
the socio-economic group they identified with, in addition to
their level of income. As such, the majority of the
participants identified themselves with the middle and upper-
middle socio-economic group (80.9%). Of these participants,
90% worked between 4 to 12 hours a day.

Regression Analysis for Bl

A multivariate hierarchical regression analysis was
preferred for testing the study model. This analysis method
was selected in order to identify the model that would best

explain the dependent variable. Prior to performing the
regression analysis, it was necessary to first determine
whether there was any multicollinearity between the
variables. The method most commonly used for the
identification of this problem, indicating whether there is any
correlation between the independent variables, is performing
an analysis the variance inflation factors (VIF) and the
tolerance values (TOI) (Hair et al., 2006). As value for the
VIF becomes smaller and the TOI becomes larger (VIF =1/
TOI), the probability of multicollinearity between the
variables decreases. According to Hair et al. (2006), VIF
values below ten and tolerance values above 0.10 indicate no
correlation between the variables. In this study, no
multicollinearity was identified between the variables (AtB,
SN: VIF=0.999, TOI=1.001; PBC: VIF=1, TOI=1).

When the results of the regression analysis in Table 1
were considered, it was observed that model number 2 was
the construct that provided the best explanation of BI. In this
case, H1 and H2, which describe that AtB and SN towards
participating in food tourism have significant effects on their
intention to participate in food tourism, were accepted and
considered as valid. H3 was rejected due to the lack of a
significant relationship between PBC and Bl (t=1.713,
p>0.05). With the removal of PBC from the model, the study
model was converted from TPB to TRA.

Table 1. Results of the Regression Analysis for Bl

Model

Dependent R? Adj;EtEd St;?g:rrd F
variable: Bl
1 (AtB) 0.253 0.248 0.719 45.482%
2 (AtB,SN) 0.305 0.294 0.697 29.134*
3 (AtB,SN,PBC) 0.320 0.304 0.692 20.683*
*p<0.01

When Table 1 was considered, it was observed that AtB
and SN accounted for 29.4% (adjusted R?= 0.294) of BI.
Although this ratio appears to be low, according to Cohen
(1988), 1% indicates a small effect, 9% a moderate effect,
and 25% a large effect within the context of studies
conducted in behavioural sciences. Even if an R? value of
25% does not indicate a large effect as described by Cohen
(1988), it is still considered as a significant value in
behavioural sciences. To the contrary, due to the possibility
of high similarity between the variables, high R rates of 80-
90% are viewed with suspicion. Thus, although the scale
needs to be further developed, the independent variables’
explanation rate of dependent variables can be considered
acceptable. When beta coefficients were reviewed, AtB
(0.497) was more significant than SN (0.226) in describing
Bl.

According to the multivariate hierarchical regression
analyses performed on the antecedents of TPB, it was
determined that BB and E had significant effects on AtB
(adjusted R*= 0.20), while NB and MtC had significant
effects on SN (adjusted R?*= 0.33). Only P was determined to
have a significant effect on PBC (adjusted R?= 0.10). The
results of the regression analyses are provided in the research
model in Figure 1.



Journal of Tourism and Gastronomy Studies 1/3 (2013) 3-9

Figure 1. Final Study Model (TRA) (*p<0.01)
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DISCUSSION

Based on the multivariate hierarchical regression
analyses, it was determined that AtB and SN had significant
effects, whereas the PBC had no significant effect on BI. In
the study model, Bl to participate in FRT was considered
within the context of TPB. In addition to having an effect on
BI, PBC has an even more significant effect on behaviour.
Moreover, if PBC were to actually become a real
behavioural control, the behaviour of the individuals would
be described more accurately. On the other hand, if
individuals believe that they have complete control over
their behaviours, then the theory would become TRA. The
large majority of the participants (72%) expressed that the
decision to participate in FRT depended entirely on
themselves. This situation can be considered as the
underlying cause of why PBC does not have any effect on
BI. In addition to this, in the literature, PBC cannot always
successfully explain BI.

For example, in Lai et al. (2010)’s study, evaluating the
intention of Taiwanese tourists to revisit theme parks, it was
determined that AtB and SN had effects on BI, while PBC
had no effect. Lai et al. (2010) described that this
observation stems from the fact that individuals do not
consider resources such as time, money, and energy as
significant during short vacations. In other words,
individuals do not express any concern regarding the lack of
such resources during travels of short duration.

Reddy et al. (2010) evaluated the intention of students to
participate to medical tourism, and similarly determined that
AtB and SN had significant effects on Bl, while PBC had no
significant effect whatsoever.

As emphasised by Lai et al. (2010), the underlying
reason for no effect of PBC on Bl may be associated with
individuals’ indifference towards the resources in question
due to the short-term and sometimes spontaneous nature of
food tourism (which is often effectuated as a one-day trip);
or with the fact that they travel for purely hedonistic reasons,
despite knowing the significance of the necessary resources.
In both cases, the control of the behaviour rests on the
individuals themselves. In addition to this, the fact that PBC
scale was not deemed reliable may have also precluded this
variable's effect on Bl from being significant. In future

studies, it would be more appropriate to develop this scale
and to retest this model.

As PBC was determined to be insignificant, TRA was
used to describe the intention to participate in FRT that was
considered within the context of TPB. Ryu and Jang (2006)
and Ryu and Han (2010) have also evaluated tourists’
intentions to experience local cuisine within the scope of the
same theory. In this theory, it is known that only AtB and SN
have an effect on BIl. When the results summarised in Figure
1 are considered, AtB and SN account for 29% of the change
in BI. While this ratio is not high, a review of the literature
also reveals similar numbers. Within the scope of this study,
30 different studies evaluating tourism-related intentions
(and behaviours) were considered within the context of TRA
and TPB, and it was determined that the explanation ratio
remained below 40% for one out of each three studies.

For example, in the studies of Lam and Hsu (2006) and
Hsu and Huang (2012), the relevant study variables
regarding the intentions of Taiwanese/Chinese visitors to
travel to Hong Kong were described respectively as 35% and
37%. In the studies of Sparks and Pan (2009) and Quintal et
al. (2010), tourists’ intentions to visit Australia were
respectively described as 26% and 21%-44%. In the study of
Han et al. (2011), the intention of Chinese tourists to visit
Korea was described as 28% by TRA variables, and as 30%
by TPB variables.

Philips (2009, 2012) identified that the study variables
within the context of TPB described the intention to gamble
ratio of 37% among individuals aged 65 years or above.
While the intention to visit state parks of US citizens was
explained as 32% by PBC alone (Shrestha & Burns, 2009),
tourists’ intentions to visit theme parks in a study conducted
in Taiwan was determined to have the same ratio with
variables other than PBC (Lai et al., 2010).

In the studies of Lee et al. (2012), TPB variables were
determined as 28% regarding Japanese tourists’ intention to
participate in health tourism, and as 31% regarding their
intention to participate in beauty tourism. In studies
evaluating the intention of local communities to support
community-based tourism within the context of TRA, as well
as the independent travel behaviour of Taiwanese citizens by
means of TPB, the relevant explained rates were determined
as being below 10% (Tsai, 2010; Chen & Raab, 2012).

As demonstrated by the findings in the literature, and
especially by studies conducted in behavioural sciences, it is
not possible to obtain high explanation rates in most cases
within the context of intention due to the complex nature of
consumer behaviours. In this study conducted on FRT, AtB
and SN accounted for 29% of BI. Considering the other
studies in the literature, this ratio can be accepted as
satisfactory, since this study constitutes the first evaluation of
TRA/TPB within the context of food tourism and possesses
an exploratory nature.

Within the scope of the study, not only the effects of AtB,
SN, and PBC on BI were investigated, but also the effects of
beliefs, which are described as the antecedents of these
variables, were assessed. Based on the multivariate
hierarchical regression analyses that were performed, it was
observed that BB and E were successful in describing AtB
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(adjusted R*=0.19), while the NB and MtC were successful
in describing SN (adjusted R?=0,32). Only P was determined
to have any effect on PBC, which was negative.

In TPB, Bl is described by means of three fundamental
variables without using the belief aspect. In addition to this,
the belief aspect is significant in terms of allowing the
identification of factors underlying Bl. Based on an analysis
of the belief aspect, it was understood that BB and NB had
significant effects on Bl through AtB and SN. As such, the
views that FRT is exciting, that it represents the opportunity
to spend quality time and to discover new tastes, and that it
provides a chance to learn about the local cultures had
statistically significant effects on individuals’ attitudes
towards FRT. It was determined that the family and friends
of the participants also had effects on their intention to
engage in FRT.

Only P was determined to have a significant yet negative
effect on PBC. To identify the underlying cause of this
observation, the correlation between the variables was
evaluated. The correlations of both CB and P with PBC and
Bl were generally negative and of a low value. The
participants described that aspects such money, time, and the
fatigue associated with traveling affected their decisions; on
the other hand, they also expressed that nothing could
prevent them in their decisions to participate in such travels.
Even if PBC was identified as having no significant effect on
BI, the relationship between the two was positive. In other
words, the participants expressed, on one hand, that their
decision to travel rests entirely on them and that they have an
intention to participate in FRT; while, on the other hand,
they expressed that resources such as money and time are
important, and that they also have effects on their decisions.

A similar situation was observed in Philips’ (2009) study.
In the study investigating the intention of individuals 65
years of age and older to gamble, it was identified that CB
had an effect on PBC that was negative and statistically not
significant. The author commented not on the negative
effect, but on the observation that CB was not significant,
describing that there might have been problems regarding
the scale. The same situation is also valid for the intention to
participate in FRT. As CB and P did not, as whole, have a
significant effect on PBC, the negative relationship between
the two cannot be sufficiently evaluated. Thus, it would be
appropriate to repeat the analyses by further developing
scales for both PBC and CB.

Within the context of the abovementioned results, it is
possible to provide the following advices to businesses and
destinations that are engaged in food tourism: (1) When
determining a target market, they can utilise the
demographic characteristics and traveling features described
above. (2) They can perform promotional activities that
specifically target the attitudes and behavioural beliefs of
such individuals. For example, they can emphasise that
“food tourism is the most savory means to experience a new
culture and to discover new things.” (3) Another important
point regarding promotion is about the environment of the
target market. The close family and friends of individuals
interested in FRT are, unfortunately, not favorably disposed
towards such journeys, and although these individuals might
be reluctant to admit, this disposition may somewhat affect

their intention to travel. Thus, to foster a more favorable
opinion among these individuals’ close family and friends,
the influence of the media can be used to encourage FRT.

In this study investigating the behaviour patterns of
individuals who participate in FRT within the context of
TPB, only AtB and SN of the individuals had any effect on
their intention to participate in FRT. For this reason, an
attempt was made to describe the observation with TRA.
However, this study had limitations.

First, despite an attempt to include all members from a
community of gourmets consisting of individuals who
participate in FRT, response rate of only 8% was achieved
during a period of three months. This low rate of
participation renders it difficult to generalise the study results
to the group members or individuals who participate in FRT.
Further developing the scale regarding FRT; conducting
face-to-face surveys not only with groups of gourmets, but
also with individuals taking part in tourism-oriented travel;
and performing random sampling and comparing the
obtained results will ultimately contribute to food tourism
literature, and also to destinations that plan to focus on food
tourism.

Secondly, this study only considered Turkish citizens
who engaged in FRT. However, food tourism is actually an
international form of tourism. Conducting a similar study on
tourists of different nationalities will not only provide the
opportunity to perform a comparison of the results, but will
also serve as a guide for touristic destinations by allowing a
better understanding of the nature of FRT.

Another important point is regarding the research model.
As it is known, it is the behaviour that is actually estimated
by TRA/TPB model. Thus, it is necessary to analyze whether
the intention to participate FRT becomes a behaviour. To
achieve this, the behaviour aspect must also be investigated
within the scope of FRT.
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INTRODUCTION

Many researches are focused on the organizational
structure and the organizational behavior because of the
importance of the human factor in business productivity.
Especially in recent years, the employees' perceptions of
organizational justice and identification have gained
importance in the researches on the organizational behavior.
Perception of organizational justice in the work environment
can be defined as having confidence for the organization
along with job satisfaction and believing in the existence of
reasonable behavior which is considered to be important.
The perception of organizational justice is a bond that
develops between the employee and the organization in
accordance with organizations fair approach and attitude
towards employee. This is an important factor that
determines the perception of organizational justice in the
business environment (Wasti, 2001:3), (Titrek, 2009: 553),
(Sesen & Basim, 2010:171). It can be considered that
organizational identification creates a bond between the
employees and organization. If the employees see
themselves as part of the organization, it’s likely that they
will share the successes and failures of the organization.
Then organizational environment affects staff perceptions of
organizational justice and organizational identification. In
this environment, ethical leadership will play an inevitable
role.

The purpose of this study is because of the importance of
ethical leadership in the organizational environment, to
investigate the effects of employees' perceptions of
organizational justice and organizational identification. The
determination of these effects in this area will contribute to
literature and also influence the management applications. In
this context, the variables which are taken into consideration
in the study are examined in terms of the theoretical
framework of the related literature and hypotheses are
formed and tested via the data obtained from the survey.

Perceptions of Organizational Justice

Perception of organizational justice, in the form of
management justice/ unjustice behavior to employees, plays
an active role in the efficiency of the company (Argon, 2010:
139), (Cetin at al., 2011:73). Ozdevecioglu (2003:78),
(Yiiriir, 2009:239), (Onderoglu, 2010:1), (Erkutlu, 2010:534)
stated that the perception of organizational justice studies
began with Adams' The Theory of Equality and the
employees' degree of success and satisfaction were
associated with perceived equality or inequality in the work
environment (Poyraz at al., 2009:73). After 1965 in the
1990s, the perception of justice researches expanded and
focused on the social dimension of the concept of justice
(Ambrose, 2002: 804). Folger and Crosby's Theory of
Relative Deprivation is also a pioneering work in the
research of the concept of justice. This idea can also be seen
in many other studies conducted in the literature (lrak,
2004:27), (Altintag, 2006:21), (Tarkan & Tepeci, 2006:140),
(Fortin, 2008:3), (Karademir & Coban, 2011:29). An
environment where employees have the equal rights
indicates the presence of the perception of justice; this
situation reveals the results of implementation of the equal
pay for equal work, take advantage of the social rights equal
basis with others, implementation of permits and general
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rules equally (Polat, 2007:11), (Cakar & Yildiz, 2009:74).
However, organizational researches are not only interested in
the results, the practices which reveal the results are also
important (Selekler, 2007:20), (Demir, 2008: 196), (Altinkurt
& Yimaz, 2010:467). Justice is a concept that has been
under consideration since humanity existed and nowadays is
examined with its organizational dimension. When the

organizational justice perception of employee is low,
tendency of harm the organization and reductions in
productivity may occur (Yavuz, 2010:304).

Karaeminogullart (2006:10) stated that the concept of
organizational justice was used by Greenberg for the first
time in 1987. Previously, the organizational justice was
examined as the justice of distribution and the justice of
process dimensions ( Yildirim, 2007:256), (Ozer & Giinliik,
2010:462), (Tas, 2010:212), later it has been accepted a triple
approach as the justice of distribution, the justice of process,
and the interactional justice (Ozdevecioglu, 2004: 185),
(Arslantas & Pekdemir 2007:266), (Ding & Ceylan, 2008:
15), (Karriker & Williams, 2009:114), (Kutanis & Mesci,
2010:531), (DeConinck, 2010: 1350), (Demirel & Segkin,
2011: 101), (Luo at al., 2013:457), (Gelens et al 2013: 3),
finally it has been in investigated with quadruple approach,
under the justice of distribution, the justice of process, the
interpersonal justice, and the informational justice (Ozer &
Urtekin, 2007:109), (Songiir at al., 2008:85), (Iplik,
2009:108), (Sesen, 2010:203). Yolag (2009:158), by making
a binary classification as the delivery of justice and the
application of justice, stated that the application of justice
was examined with its two sub dimensions as the formal
procedural justice and the interactional justice. Greenberg
stated that is effective the decisions which is taken
emergence the perception of distribution justice, and also
perception of the procedural justice there has been decisive
role toward the attitude to organization (cite: Cakar &Yildiz,
2009:69), (Cropanzano at al. 2002: 325). Cihangiroglu et al.
(2010:68) stated that in literature survey how many
dimensions organizational justice has is controversial and
after Colquitt factor analysis study in 2001, quadruple
distinction is supported.

The presence of organizational rewards and penalties is
related to the justice of distribution. For the employee, the
balance between their equipment and the output of their
behavior is important. A well-equipped employee, who does
his duties properly, would want to get paid within the scope
of the justice of distribution. However, the researchers have
the opinion of that views related to the justice of distribution
doesn’t fully disclose the concept of organizational justice,
there is no concrete measure to evaluate the contribution of
employees to the organization and thus it is difficult to
determine a concrete response related to justice (Cropanzano
at al., 2001:167), (Chou at al., 2013:110).

Considering that the justice of distribution is inadequate
to explain organizational justice concept, the process of the
decisions taken by management is also taken into
consideration and developed the concept of the process of
justice. Criteria are; to be taken accordance with the opinion
of employees towards right, ethical, and consistent decisions,
to update decisions taken in the process, and to give up the
decisions which is considered as wrong (Yerlikaya,
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2008:28). These criteria have largely positive / negative
effects on employees' perception of fairness.

Interactional justice, regarded as the third dimension of
organizational justice and social interactional justice,
describes the relationship between employees. Also referred
as the socio-psychological dimension and in particular
addressing the relationship between employees and
management it is mentioned that trust environment occurs or
not in the working environment due to these relationship
(iscan, 2006:163), (Turung & Celik, 2010:213).
Organizational studies indicate that the employees don’t
think that they are treated fairly when they’re given only
material satisfaction; they also pay attention to the human
relationships. (Iscan & Sayin, 2010:197). In this context,
information sharing comes first, in the continuation of this,
notifying style of the decisions taken to the employees
significantly affect the employee’s perception of justice.
Within the organization especially in the manager behavior,
providing interactional justice perception to be functional
for such as the criteria; to be respectful, not to hide
information, to be frank and not to misinform are common
opinion (Yenigeri at al., 2009:87), (Cojuharenco, at al.
2011:29). Considering organizational justice in human
relations, according to the Donovan, Drasgow, and Munson,
it would not be enough to mention only the relations
between employee and manager, also relations among
employees of organization affect the perception of justice
(cite: Bas & Sentiirk, 2011:34). Employees' personality traits
and mental states may affect in the development of a positive
or negative perception of organizational justice (Gillet at al.
2013:3). The researches in the field of organizational justice,
interactional justice would not be considered as a third
dimension even is a sub-component of the
process of justice (Ozmen at al., 2007:23).

There are researches on whether there is a relationship
between gender and the perception of organizational justice.
When gender and the perception of organizational justice
perception’s sub-dimensions were examined in Yiriir's
(2008:308) study, it was observed that female employees’
perceptions of organizational justice were lower than male
employees’. In the research by Zoghbi-Manrique-de-Lara at
al., (2013:143) in Canary Island has been obtained that hotel
guests perception of “Management do not treat fairly to the
employee”.

Perceptions of Organizational Identification

There are the needs of people on the basis of
identification. Belonging is the most important necessity.
When employees feel that they belong to the organization,
that belonging need is met. The organization wants to
strengthen employees' sense of belonging. Tajfel defined the
definition obtained from this mutual relationship as,
“persons knowledge or membership of a social group or
groups and derived from membership of emotional
commitment as part of a person social context (cite: Tiiziin
& Caglar, 2008:1013). In order to understand and refer the
importance of organizational identification within the
organization, firstly, the theories need to be analyzed. Social
Identity Theory is one of them (Tak ve Cift¢ioglu, 2009: 3),
(Wu at al, 2010:192). Ashforth & Mael (1989:20) who
implemented Social Identity Theory as organizational sense
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stated that the organizational identity of employees is
important in the formation of organizational identification
(Epitropaki ve Martin, 2005: 570). This theory is, in essence,
the classification of people themselves and the people around
them according to various options. (Tizin & Caglar,
2008:1013). Realistic Conflict Theory which was developed
by Muzaffer Sharif during his summer camp work in 1966
plays an important role on the development of Social Identity
Theory. This theory has been developed in order to explain
the behavior of the group during compliance / non-
compliance of the objectives of groups. The discussions that
were developed on the following studies revealed the Social
Identity Theory (Ashforth et al., 2008:327), (Oz ve Bulutlar,
2009:37), (Otken ve Erben, 2010:97). Social Identity Theory
is based on the three psychological dimensions, these are;

— Individuals need to feel high and continuous self-esteem,

— The sources of individuals are the group(s) they belong to
and the social identities that is created this way,

— They feel the need to evaluate the group they belong to
positively in order to create a positive social identity.
(Karabey, 2005:6).

Theory of Self-classification, which approaches to Social
Identity Theory more widely and forms the basis of the
organizational identification leans on the comparison and
classification on various levels of the individuals according
to a certain criteria. Social Identity Theory and Self-
Classification Theory are assessed together and also are
referred to as Social Identity Approach. In the continuation
of the approaches the concept of social identification has
emerged, and was defined as an individual's perception of
belonging to a group (Turung ve Celik, 2010:188), (Wang, at
al. 2011:46).

When social identity and the social identification are
evaluated  within  the  organization, organizational
identification emerges (Mustafayeva, 2007:73), (Meydan vd.
2010:42). The organizational identification that is defined is
various ways; “process which is integration and
harmonization with the individual's objectives and objectives
of the organization more and more” (Ashforth & Mael,
1989:34), (Karabey ve Iscan, 2007:232). This definition
expresses the adaption of the qualifications which is formed
by the organization and the balance of the qualifications of
individuals who forms that organization (Polat ve Meyda,
2011:156). In a sense, this situation which is described as a
psychological bond (Boros, 2008:2), depending on the rate of
the adoption of qualifications, which is formed by the
organization, by individuals of that organization.
Organizational identification rate affect the employees'
motivation, dedication, sense of organizational citizenship,
organizational loyalty, cooperative behavior and employee
turnover in the long term. When it is considered from the
point of businesses dynamic working environment, having
employees with a high percentage of organizational
identification provides competitive advantage.

In an empirical research on the bank employees by Tiiziin
and Caglar (2009:284), it’s been obtained that perceived
organizational identity has no direct effect on identification
and that the perceived trust has an agent effect between
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attraction of perceived organizational identity and
identification.
Organizational identification is also defined as

occupational identification. (Giinbek, 2007:12). Big changes
in companies may reveal results like reidentification or
policies accomplishing reidentification. For example, in the
researches of Van Knippenberg and Van Schie, it’s
observed that reidentification of the individual with smaller
groups are more common and the companies can accomplish
reidentification by developing small working groups. ( cite:
Tiiziin, 2006: 83). In the literature, there are models

explaining the relationship between individual and
organization.  Kreiner  Ashforth ~ (2001)  mentions
identification, disidentification, ambivalent identification

and neutral identification) in his developed identification
model. Giddens (1984) by developing The Constitutional
Identification Model contributed to the developing
organizational identity, organizational identification and
dependence researches. (cite: Tiiziin, 2006:90). In fact there
is not an agreement on whether identification and
commitment concepts are the same or not. In Turkish
Literature, there are researches who think that the two
concepts are the same because of the cultural structure. In
the research by Cakinberk at al. (2011:107) results, showing
that identification and commitment are different, have been
obtained. In the research by Turung (2010:263) it is stated
that there is a relationship between organizational
identification and work performance, and that the
organizational identification affects the work performance
positively and meaningfully. This opinion is supported by
the researches by Zhu at al (2012:190), and Turun¢ and
Celik (2010:175) In the research on organizational
identification of teachers by Ozdemir (2010:247) it is
obtained that organizational identification doesn’t depend on
the gender.

Ethical Leadership

Leader means “leader, chief" according to The Turkish
Language Institution dictionary (http://www.tdk.gov.tr).
Given the dictionary meaning, a leader in the organization is
the person who leads the employees, who is effective in
meeting the demands and needs of the people. This feature
provides the mobilization and redirect of employees on the
realization of organizational objectives (Yilmaz & Karahan,
2010: 146). Leader must set employees an ethical example
for them to behave ecthically. (Arslantas & Dursun,
2008:112), (Ugurlu & Ustiiner, 2011:435). The concept of
ethics is derived from the Greek word ethos, meaning
character. It has been defined in The Turkish Language
Institution dictionary (http://www.tdk.gov.tr); as "morals
science; the whole behavior for the parties to meet or avoid
in the various professions; ethical science” as an adjective,
"moral, morality". Authors in the literature drew attention to
the difference between morality and ethics and they stated
that moral principles and values vary from society to society,
but ethical principles in particular professional ethics are
universal. (Eisenbeiss, 2012:2). Ethics present individuals
the values which state what to do / not to do, when it’s
analyzed in terms of organization, there needs to be values in
the organizational culture and the employees need to unite
around these values (Altinkurt ve Karakose, 2009:3),
(Gallagher& Tschudin, 2010: 224), and this task need to be
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implemented by the organization leader. Definition of ethical
leader contains this task. Ethical leader contains not only
(Yilmaz, 2010: 3950) the features being honest, reliable,
sincere, democratic, supportive of participation, kind and
sympathetic; but also being fair and behaving respective,
positively effective on employees in order to achieve the
businesses’ goals (Helvaci, 2010:395). Ethical leadership can
be described as harmony between individuals’ behaviors and
society’s behaviors and affecting others within the context of
behavior between individuals. (Brown & Trevifio, 2006:596),
(De Hoogh & Den Hartog, 2008:298). This description also
shows that the ethical leader has a social responsibility.
(Hoogh & Hartog, 2008: 298).

One of the most important purposes of businesses is to
exist in long term and the ethical leaders are important for his
purpose. (Sagnak, 2010:1120), Therefore personal features of
the leader is effective on their ethical behaviors. (Zehir
&Erdogan, 2011:1393). However, the contribution of the
business on these ethical behaviors must not be ignored.
(Brown at al. 2005:131). Especially in business which has
research groups, interaction between the leader and
organization is essential. (Lee, 2009:462). In business trading
in services sector, interaction between the leader and
organization is important for the turnover of staff. Ethical
behaviors of the leader affects if this turnover high or low.
(Kim & Brymer, 2011: 1025). In their researches,
Walumbwa at al. (2011:211), suggested that the leaders
should be trained and identification with business for the
employees media should be created for the functionality of
ethical leadership. In their researches about restaurant
management, Kincaid at al (2008) stated that the perception
of the employees suggests “successful managers act less
ethical than unsuccessful mangers”. (cite: Kim & Brymer
2011:1021)

The Relationship among Ethical Leadership, Perceived
Organizational Justice of Employees and Organizational
Identification

Employees' perception of organizational justice and
organizational identification are important for businesses to
achieve their goals and productivity. When the leader makes
fair decisions primarily employees feel that they belong to
the organization.

Belonging to the organization is the essence of the
organizational identification and it is not only limited to the
decisions taken, but also considering in terms of
organizational identity, the behavior of the leader is
important to employees. An objective and stable leader with
developed awareness of ethical can create a sense of
belonging by setting a good example for the employees.
Organizational identity and belongingness in the formation
of the resulting high rate of organizational identification,
ethical leader, the distribution of justice, the process of
justice, interpersonal justice, and informational justice is
closely related to the behavior of the scope. As a result of the
perception of organizational justice and organizational
identification which is occurred at a higher rate, performance
of the employees and the business is more positive and the
efficiency is higher.
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Research Method

In this study, it is aimed to investigate the effect of
ethical leadership on the behavior of employee’s
organizational justice and organizational identification.
Studies in the field of social sciences, descriptive research
methods are used widely. Within the scope of this study,
survey method was used to collect data and information.
Prepared questionnaires were applied to hotel and agency
employees in the province of Ankara and by making face to
face interviews with a very large part of these employees
survey was conducted. Survey was filled out by the other
participants with whom face-to-face interview could not be
made and rather done by sending prepared questionnaires via
the internet.

Structure of the Questionnaire and Scales

The purpose of the survey, as mentioned many times, is
to find out the effect of ethical leadership on the behavior of
employees’ organizational justice and organizational
identification. The survey consists of 45 (forty-five)
questions and four parts in total: in the first part general
information about the participants, in the second part
organizational identification scale, in the third part the scale
of ethical leadership and in the fourth part the scale of
organizational justice questions are asked to the participants.

Organizational Identification Scale: This scale was
developed by Mael and Ashforth (Mael & Ashforth,
1992:110) and is composed of six questions. It has been used
in many studies such as Understanding the Bond of
Identification: An Investigation of Its Correlates Among Art
Museum Members (Bhattacharya, Rao, & Glynn, 1995:50)
or Identifying Organizational Identification (Mael & Tetrick,
1992:815).

Ethical Leadership Scale: The scale which was
developed by Brown et al (Brown, Trevifio, & Harrison,
2005:131) to measure the ethical leadership was used by
Tuna and others by adapting to Turkish. While 48
expressions were in the original scale, a new scale, by testing
the validity and reliability, was created by Tuna and others
(Tuna, Bircan , & VYesiltas, 2012:144). There are 10
expressions in the new scale to measure ethical leadership.

Organizational Justice Scale: This scale was adapted by
Filiz Alper from the scale which was used in an article by
Mahmut Ozdevecioglu (Ozdevecioglu, 2003:90). The scale
has three sub-scales which are Justice of Distribution (1 - 4th
questions), Justice of Transaction (5th-14th questions) and
Justice of Interaction (15-22nd questions).

The scales of Organizational Identification, Ethical
Leadership and Organizational Justice were organized
according to the type of 5-point Likert scales. Scales have
attempted to answer with the statements which are "1:
strongly disagree, 2: Disagree, 3: Neither agree, nor
disagree, 4: Agree, and 5: Strongly agree". The section of
general information about participants consists of the
questions of gender, age, education, marital status, working
hours and department closed-ended questions has been used
in the survey, but the department was prepared with open-
ended questions.
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Validity-Reliability Analysis of Scales

Analysis of the reliability and validity of scales are made
by SPSS and the results are given in Table.1.

Organizational identification scale consists of 6
expressions which includes topics such as “company to
adopt, never mind the views of others". Cronbach's Alpha
value of these expressions who gathered under a single
component factor analysis, have been identified as 0.753.
As a result, it was appropriate to use the scale of
organizational identification with its 6 expression.

With the scale of Ethical Leadership, ethics, fair and
trustworthy attitudes of managers were investigated
against the employees. This scale consists of 10
expressions. Cronbach's Alpha value of these expressions
who gathered under a single component factor analysis,
have been identified as 0.882. As a result, it was
appropriate to use the scale of Ethical Leadership with its
10 expressions.

Organizational Justice Scale’s expressions include topics
such as “I think that I was taken fair wages, I think that
my ideas are taken into consideration when the decision
taken or | think that my performance was assessed ". This
scale consists of 22 expressions. Cronbach's Alpha value
of these expressions who gathered under a single
component factor analysis, have been identified as 0.753.
Under the second component is a result of factor analysis
statements. Although all expressions are collected under
the first component, only two expressions are collected
under the second component. According to this result, the
scale of Organizational Justice was appropriate to use
with 22 expressions.

Sample Size

Table 1. Results of Validity and Reliability Analyses For The Scales

- g Reliability
Validity Statistics Statistics
Scale KMO | Barlett '
Measur_e of . Component | Eigenvalue Cronbach’s
Sampling Sig. Alpha
Adequacy.
1 0,789 0 1 2,729 0,753
2 0,925 0 1 4,896 0,882
3 0,966 0 1 11,741 0,958
2 1,062
1: Organizational Identification, 2: Ethic Leadership, 3: Organizational
Justice

4-5 star hotels and tourism agencies of employees are in
sample of study. The study was performed in Ankara
(Turkey) and was conducted with 250 employees. The
sample was prepared according to quota sampling. These
quotas are;

The implementation of the study in Ankara,

Selecting the 4 and / or 5-star hotels,

Implementation of the to

employees.

prepared  survey

The demographic distributions of the participants
are shown in Table 2, Table 3 and Table 4.The
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following information can be obtained with the help of
these tables.

— There are more males in this sample than females.
Specifically, there are 159 males (63, 6 percent) and 91
females (36, 4 percent), giving a total of 250
participants. When worked sector considered, this ratio
shows quite a usual situation.

— Distribution of respondents by age groups
examined, 49.9% of participants (126 persons) are
between the ages of 21-30.Attractive employment
opportunities about the industry open new doors for
young individuals who are trained. The work is difficult
and require dynamism, thus it is not possible that old-
aged employees work in these positions.

— The high school or higher level of education
includes nearly all of the participants because of people
who choose the sector for Field of employment and
give importance to this sector. In the study, 85 (33.6%)
people are college graduates.

— If the Marital status is analyzed, it can be seen that

143 people (56, 5%) were single. Distribution of
marital status is almost equal for "married and single"
because of the participants working in different
departments and marital status is not effective for
employment.

Table 2. Distribution of the sample according to demographic characteristics

Sex Total
Female Male
# 91 159 250
% 36,4 63,6 100,0
Age Groups

61
20 years Between | Between | Between | Between years Total

and under the ages | the ages | the ages | the ages of and

of 21-30 | of 31-40 | of 41-50 51-60 over
# 13 125 73 21 15 3 250
% 52 50,0 29,2 84 6,0 1,2 | 100,0

Educational Status
Junior ] MSc | Total
EIZTES;?W High S|(-:|PI‘I%I2J| College | University /

School PhD
# 6 17 77 55 84 11 250
% 2,4 6,8 30,8 22,0 33,6 4,4 [100,0

Civil Status
Total
Married Single

# 110 140 250
% 44,0 56,0 100,0

The department of participants was asked in the general
information section. It is estimated that large numbers
of employees were in departments of the service and in
the front desk for they were employed in tourism
industry. Since they are employed in tourism industry,
it is estimated that large numbers of employees were in
departments of the service and the front desk. It can be
seen from the analysis of the demographic
characteristics that 24.4% (61 people) of participants
are working in Service department, 18, 8% (47 people)
of participants are working in Front desk department
(Table.3).
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Table3.Distribution of Respondents by Their Working Departments

Order No. # %
1 Service 61 24,4
2 Front desk 47 18,8
3 Accounting 30 12,0
4 Management 27 10,8
5 Food & Beverage 23 9,2
6 Public Relations 19 7,6
7 Tourism 14 5,6
8 Cleaning 12 4.8
9 Marketing 6 24
10 Other 11 44
Total 250 100,0

— As mentioned previously, young people's population is
very high in the sector. Professional experience was
examined in demographic properties. 42, 4% (106
people) of employees who are included in the sample
are working, "1-4 years" in this institution (Table 4).

Table4. Distribution of Respondents by Their Professional Experience

For less For
1-4 5-9 10-14 more
than 1 Total
car years. years. years. than 15
year. years.
# 56 106 60 14 14 | 250
% 22,4 42,4 24,0 5,6 56 | 100,0
Hypotheses
The research is constructed and applied on two

hypotheses.These hypotheses are as follows:

H;: The linear combination of ethical leadership scores
does not predict organizational identification scores.

H,: The linear combination of ethical leadership scores
does not predict organizational justice scores.

Hj: There is no statistically significant difference

between males and females in terms of mean Ethical
Leadership scores.

FINDINGS

I. For answering the research question “How accurately
can organizational identification score be predicted from a
linear combination of ethical leadership scores” we need to
test the null hypothesis:

Ho: 2 = 0 (The linear combination of ethical leadership

scores does not predict organizational identification score.)
In this case, the alternative hypothesis is:
H;:;¢ # 0 (The linear combination of ethical leadership

scores predict organizational identification score.)

For testing the null hypothesis above we need to conduct
a linear regression, since we want to predict organizational
identification score from a combination of ethical leadership
scores.
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Table 5. Model Summary®

. Std. Error .

Model R R Adjusted of the Durbin-

Square | R Square . Watson

Estimate

dimensi0n0| 4970 | 247 244 ,69214 1,834
a. Predictors: (Constant), Leadership
b. Dependent Variable: Identification

247 % of the variance (R Square = 0.247) in

Organizational Identification score is explained by Ethical
Leadership.

Table 6. ANOVA®

Model | Sum of Squares | df | Mean Square F Sig.
Regression 38,919 1 38,919 81,240 | ,000°
1| Residual 118,808 248 479
Total 157,727 249

a. Predictors: (Constant), Leadership
b. Dependent Variable: Identification

A significance value of .000< .05 for F (1, 248) = 81,240.
Hence we feel to accept Hy, and conclude thatthe linear

combination of ethical leadership  predict score
Organizational Identification.
Table 7. Coefficients®
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B | Std. Error Beta
| [ (Constant) | 1493 ,194 7,686 | ,000
Leadership | ,524 ,058 497 9,013 | ,000
a. Dependent Variable: Identification
Ethical Leadership significantly contributes to the

prediction of Organizational ldentification score, beta =
0.524, p =0.000. It explains 1 percent of variance in Ethical
Leadership score.

The linear regression equation
Organizational Identification score is:

Y =1.493 + 0.524 Ethical Leadership

I1. For answering the research question “How accurately
can organizational justice score be predicted from a linear
combination of ethical leadership scores” we need to test the
null hypothesis:

Ho: 2 = 0 (The linear combination of ethical leadership

scores does not predict organizational justice score.)
In this case, the alternative hypothesis is:
Hy: = 0 (The linear combination of ethical leadership

scores predict organizational justice score.)

For testing the null hypothesis above we need to conduct
a linear regression, since we want to predict organizational
justice score from a combination of ethical leadership scores.

for  predicting

Table 8. Model Summary®

R Adjusted R | Std. Error of Durbin-
Model R Square Square the Estimate Watson
dimension0 (1 [,604° | ,364 ,362 ,68768 1,226
a. Predictors: (Constant), Leadership
b. Dependent Variable: Justice
36,2 % of the variance (R Square = 0.362) in

organizational
Leadership.

justice score is explained by Ethical
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Table 9. ANOVA®

Model Sumof | e Mean F | sig
Squares Square
Regression | 67,199 1 67,199 |142,098 | ,000°
1 Residual 117,280 248 473
Total 184,479 249

a. Predictors: (Constant), Leadership
b. Dependent Variable: Justice

A significance value of .000< .05 for F (1, 248) =
142,098. Hence we feel to accept Hg, and conclude that the
linear combination of ethical leadership score predict
organizational justice.

Table 10. Coefficients®

Unstandardized Standardized
Model Coefficients Coefficients t  |[Sig.
B Std. Error Beta
i (Constant) | ,901 ,193 4,671 |,000
Leadership | ,688 ,058 ,604 11,920 |,000

a. Dependent Variable: Justice

Ethical Leadership significantly contributes to the prediction
of Organizational Justice score, beta = 0.688, p =0.000. It
explains 1 percent of variance in Ethical Leadership score.

The linear regression equation for predicting Organizational
Justice score is:

Y =0.901 + 0.688 Ethical Leadership

I11. For answering this research question, we need to test the
null hypothesis:

Ho:  Mmales = Hfemales (There
significant difference between males and females in terms of
mean Ethical Leadership scores)

In this case, the alternative hypothesis is:

Hi: lmates T K remalss (There is a statistically significant

is no statistically

difference between males and females in terms of mean Ethical
Leadership scores)

For testing the null hypothesis above, we need to conduct an
independent-samples t-test since we want to investigate whether
there is a statistically significant difference in the mean scores
for two groups.

Table 11. Group Statistics

Sex N | Mean | Std. Deviation | Std. Error Mean
. | Female | 91 | 3,2593 ,68912 ,07224
Leadership
Male |159 |3,2535 ,79195 ,06281

Independent Samples Test

Levene's
Test for .
Equality of t-test for Equality of Means
Variances
95%
Confidence
Interval of the
Difference
Sig.
F |Sig. | t df (2- Difl\geiirr]lce Lower | Upper
tailed)
S o
TR
g_%% ,282 | ,596 |,059| 248 ,953 | ,00588 | -8991 |,20167
o| "84
%
(5]
B s
J=-53
- a3
%%5 ,061(209,347| ,951 | ,00588 |-8282 |,19459
>
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Levene’s test statistics has a significance value 0.596
which is greater than 0.05. Hence, homogeneity of variance
assumption is not violated. Therefore, we use information in
the line corresponding to equal variances assumed.
Significance value of t-test statistics is 0.953 which is greater
than 0.05. We fail to reject Hy and conclude that there is no
statistically significant difference between males and
females in terms of mean Ethical Leadership scores.

~

2
t2 4 df
__ (0.059)*

T (0.05%)%+ 249

Eta squared =

=0.000014

Eta squared value of 0.000014 is interpreted as very
small effect by using the guidelines proposed by Cohen (.01
= small, .06 = medium, .14 = large effect).

CONCLUSIONS AND RECOMMENDATIONS

A linear regression analysis was conducted to evaluate
the prediction of Organizational Identification and
Organizational Justice score from linear combination of
Ethical Leadership. The results of the analysis indicated that
those factors did make a statistically significant contribution
to the prediction of Organizational Identification and
Organizational Justice score. The results were explained 24,7
percent of the variance in Organizational Identification
score(R=.497, F (1, 248) = 81,240, p<.05) and 36,7 percent
of the variance in Organizational ldentification score (R=
.603, F (1, 248) = 142,098, p<.05). The regression equations
for  predicting  Organizational Identification  and
Organizational Justice scores are:

Organizational Identification = 1.493 + 0.524 Ethical
Leadership

Organizational
Leadership

Justice 0.901 + 0.688 Ethical

An independent-samples t-test was conducted to compare
ethical leadership score scores for males and females. There
was no statistically significant difference in scores of males
(M=3.25, SD=0.79) and females (M= 3.26, SD= 0.69); (t
(249) = 0.059, p= .953 (two-tailed)). The magnitude of the
differences in the means (mean difference= 0.01, 95% ClI: -
.19 to .20) was very small (eta squared = .000014)

The obtained results are expected to lead in future
studies. At the same time, the examined issue can be done in
new studies by increasing the sample size.
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Keywords

Gelismis ve gelismekte olan {iilkelerde kitle turizminin yikiciligi ve geri doniisii olmayan etkileri
turistik tiiketicileri alternatif turizm tiirlerine yoneltmistir. Dogal kaynaklarin tiiketilmesi ve hasarin
fazla olmasi da iilkelerin kalkinma ve stratejik planlarinda alternatif turizm tiirlerine yer verilmesini
saglamustir. Siirdiiriilebilirlik kapsaminda yer alan ve ¢evresel tahribati en aza indirgeyerek ortadan
kaldiran turizm tiirlerinden biri de agro-turizmdir. Agro-turizm kaynaklarin koruyan, ¢evreye zarar
vermeyen, yerel halki ve isletmelerin i¢ ige oldugu bir turizm tiiriinii ifade etmektedir. Bu ¢aligmada
agro-turizm ve siirdiiriilebilirlik iliskisi incelenerek Mugla yoresindeki agro-turizm isletmelerinin
stirdiiriilebilirlik dogrultusundaki faaliyetleri ortaya konmaya caligilmistir. Arasgtirma yontemi olarak
yari1 yapilandirilmis miilakat ve katilime1 gézlem kullanilmustir. Arastirma bulgularindan elde edilen
sonuglar incelendiginde Mugla yoresinde faaliyet gosteren agro-turizm isletmelerinin ¢evreye
duyarli bir turizm tiirii olan agro-turizm dogrultusunda hareket ettikleri goriilmektedir. Katilime1
gozlem sonucu elde edilen bulgular da gelen turistik tiiketici profilinin farkindaligini ortaya
koymaktadir.

Abstract

Sustainability
Agritourism
Alternative Tourism

Destructiveness and irreversible effects of mass tourism diverted touristic customers to alternative
types of tourism. As a result of consumption of natural resources and damage, countries have given
place for alternative types of tourism in their development and strategic plans. Agro-tourism is one
of tourism types that takes part in sustainability and minimizes environmental damage. Agro-
tourism signifies that it protects resources and does not harm the environment. Also, it is
intertwined with local community and business. In this study, by examining the relationship
between agro-tourism and sustainability, activities of agro-tourism enterprises in Mugla region
towards sustainability were tried to put forth. Semi-structured interviews and participant
observation methods were used as research tool. Results obtained from the research show that agro-
tourism enterprises operating in Mugla region, act in accordance with environmentally friendly
agro-tourism. As a result of the findings obtained from participant observation revealed awareness
of touristic consumer profile.
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GIRIS

Kitle turizminin gevreye verdigi geri doniisii olmayan
zararlar, bilingli turistik tiiketicinin siirdiiriilebilir turizm
tirlerini tercih etmesini saglamistir. Dogal kaynaklarin
tikenmesi, destinasyonlarin tasima kapasitesi gozetilmeden
turistik deneyimlere agilmasi turizmin birincil derecede
onemli olan kaynaklarinin bilingsizce kullanilmasma neden
olmaktadir. Bu nedenle de Stratejik Planda ve Turizm 2023
Stratejisinde alternatif turizm tiirlerine vurgu yapilarak
cevreye ve dogaya duyarli, siirdiiriilebilir turizm tiirleri
izerinde durulmustur. Kirsal turizm tiirleri igerisinde yer
alan agro-turizmi stirdiirtilebilirlik kapsaminda
degerlendirmek miimkiindiir.

Bu c¢alismada agro-turizmin kavramsal analizine ve
geligim siirecine yer verilmistir. Agro-turizmin siirdiiriilebilir
olmasi igin basar1 kosullari siralanirken, agro-turizm ve
stirdiiriilebilirlik iligkisi incelenmigtir. Son olarak Mugla
yoresinde TaTuTa kapsaminda faaliyet gdsteren isletmeler
iizerinde yapilan aragtirmaya ait bulgulara yer verilmistir.

Alternatif turizm tiirleri agisindan zengin olan {ilkemizde
agro-turizm potansiyelini ortaya koyacak c¢aligmalar son
derece azdir. Calisma bu agidan O6nem tasimakla birlikte,
Tiirkiye genelinde daha genis kapsamli g¢alismalara 151k
tutmak agisindan da faydali olacaktir.

AGRO-TURIZMIN KAVRAMSAL ACIDAN
INCELENMESI VE GELISIM SURECI
Agro-turizm kavrami hakkinda g¢esitli tanimlamalar

yapilmistir. Temelde benzer noktalardan hareket edilse de,
cesitli iilkelerdeki aragtirmacilarin yaptigi tanimlamalarda
bazi farkliliklar da gbze ¢arpmaktadir. Bu calismalar
dogrultusunda agro-turizm kavramimi asagidaki sekillerde
tanimlamak miimkiindiir:

Agro-turizm dogrudan tarimsal ¢evreye, tarim {iriinlerine
ve tarim alanlarindaki konaklamalara bagli turizm triintidiir
(Sharpley ve Sharpley, 1997).

Agro-turizm kirsal turizmin spesifik bir alanidir. Ciftgiler
veya ¢iftlik sahipleri tarafindan tarimsal ya da bahge gibi
alanlarda yiiriitilen, hayvan ve bitki de iiretilebilen,
geleneksel metotlarin kullanildigi bir turizm tiiriidiir (George
ve Rilla, 2005).

Genel olarak agro-turizm Oncelikle tarimsal amaglarla
kullanilan bir alanda ziyaretci ve turistlerin ilgisini ¢ekmeye
yonelik yapilan uygulamalardir (Blacka vd., 2009). Agro-
turizm yapisal 6zellikleri nedeni ile bir¢ok disiplinle iliski
icersindedir. Agro-turizmin bu multidispliner 6zelligini
Sznajder vd. (2009) asagidaki sekille ifade etmistir:
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Sekil 1: Anlamda

Tanimlanmasi

. Agro-Turizmin
Agranomi Bilimsel A¢idan
i
Tammlanmasi
Hayvan Bilimi

Kaynak: Sznajder M., Lucyna. P. ve Scrimgeour, F. (2009),
Agritourism, AMA DataSet LTD: UK, p.8.

Agro-Turizmin

Multidisipliner

Digerleri

Sekil 1’e gore agro-turizm igerisinde bir¢ok kavrami
barindirdig1 ve iliski igerisinde oldugundan multidisipliner
bir 6zellik gostermektedir. Agro-turizm, faaliyetlere katilan
kisi sayisinin bilinebilmesi amaciyla istatistikle, 6zellikle
tarimsal alanlarda faaliyet gosteren isletme ve caligsanlarina
sagladigr ekonomik yarar dogrultusunda ekonomi bilimiyle,
agro-turizm faaliyetlerinin siirdiiriilebilirligi  saglanmasi
amaciyla birincil konumda 6nemli olan agronomi, hayvan
bilimi ve zooloji ile, tarimsal faaliyetlere uygun olup
olmamasi ve buna ek olarak da bir destinasyonun giiclii ve
zayif yonlerini ortaya koyabilmesi amaciyla cografya ile,
sosyolojik yOniiniin baskin olmasi nedeni ile de etnografya

bilimi ile is birligi igerisinde oldugunu sdylemek
miimkiindiir.
Agro-turizmin  baslangict  1800°’lii  yillarin  sonuna

dayanmaktadir. Agro-turizmle ilgili ilk faaliyetler sehirde
yasayan insanlarin, sehir yasantisindan uzaklagmalari ve
akrabalarim ziyaret etmeleri amaci ile kisa siireli ziyaretlerini
kapsamaktadir. Otomobilin icadindan sonra, 1920, insanlarin
kirsal alanlara ziyareti de kolaylasmistir. 1930°Iu ve 1940’11
yillarda yasanan Biiyiik Buhran ve ikinci Diinya Savas1 kirsal
rekreasyona olan ilgiyi de arttirmistir. 1960 ve 1970’lerde at
biniciligi, ¢iftlik hayvani besleme popiiler hale gelmistir.
1980 ve 1990°larda ise ¢iftlik tatili, yatak ve kahvalti olarak
geceleme ve ticari ciftlik turlar1 popiiler olmustur (Hatch,
2008).

Tiim bunlara ragmen agro-turizmin son Yyirmi yil
icerisinde yayginlastigi sOylenebilir. Bir¢ok faktér bu
egilimin artmasina katki saglamustir. Insanlarin daha kisa
siireli tatile c¢ikmalari, arabalar1 ile daha fazla seyahat
etmeleri, ig seyahatleri ile tatili birlestirmeleri, farkli turizm
tiirlerine yonelmeleri, ailece seyahat ederek kdklerini arama
istekleri bunlara 6rnek olarak gosterilebilir (Maetzold, 2004).

Gliniimiizde agro-turizm ulusal c¢apta c¢iftciler ve
isletmeler igin gelir arttirabilmek amaciyla firsat olmaya
devam etmektedir. Bazi ireticiler devlet ve federal devlet
kurumlari, iniversiteler, turizm ofisleri, profesyonel
damigsmanlar ve medya bir endiistri olarak agro-turizmin
tanitimina kaynak ayirmaktadir (Bruch, 2005).

Agro-turizm turizm sektdriiniin 6nemli bir pargast olarak
gelisimini siirdiirmektedir. Baz1 bolgeler i¢in kisa siire sonra
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en biiylik turizm sektdrii konumuna gelecektir. Sermayenin
kisa siirede kendini amorti etmesi nedeniyle uluslararasi
boyutta da yatirim Ornekleri géze carpmaktadir (Sznajder
vd., 2009).

AGRO-TURIZMDE = BASARI  KOSULLARI
SURDURULEBILIRLIK ILiSKiSi

VE

Agro-turizm faaliyetlerinde bulunan igletmelerin basarili
olabilmeleri, devamliliklarini saglayabilmeleri i¢in bir takim
sartlar1 yerine getirmeleri gereklidir. Bu sartlar Walker’a
gore (2009) asagidaki gibidir:

Plan olusturma: Isletmeyi diger isletmelerden benzersiz
kilabilecek ne gibi faaliyetlerde  bulunulabilecegi,
yonetmeliklere uygun faaliyet yapilip yapilmadig: ve karlilik
saglayip saglamayacagi gibi sorulara yanit aranmalidir.

Faaliyetleri Biiyiitme Plani: Plan olusturulduktan sonra
ikinci asama miisterileri isletmeye ¢ekebilmek igin
faaliyetlerin ¢esitlendirilesi ve ziyaret eden turistleri tekrar
isletmeye ¢ekebilmektir.

Yiikiimliiliikleri Belirlemek: Risk yonetimi konularimin
belirlenmesi, risklerin 6nlenmesi igin gerekli tespit ve 6zel
caligmalarin yapilmasi, sigorta amagl giivenlik planlarinin
uygulanmasini kapsamaktadir.

Ortakhiklan Gelistirme: Komsu ¢iftlik ya da isletmelerle is
birligini gelistirerek, mevcut planlar hakkinda destekleri ve
fikirleri alimmalidir. isletme ile ilgili ekonomik gelismeler ve
planlar Ticaret Odasina bildirilmelidir.

Cekiciliklerin Envanterini Cikarma: Tanitim planini
gozden gegirilmesi ve diger yerel faaliyetlerde yardim
saglamak i¢in turizm ofislerinden yardim alinmalidir.
Bolgedeki diger giftliklerde agro-turizm faaliyetlerde olup
olmadigint belirlenmeli ve bir ortaklik gelistirilerek tanitim
yapilmalidir.

Diger Agro-Turizm Ciftliklerin Ziyareti: Benzer faaliyeti
gosteren ¢iftliklerin ziyaretini kapsamaktadir. Bu g¢iftlilerin
ziyareti yeni fikirlerin olugmasina ve desteklemeye olanak
tanir.

Turizm Sitelerine Web Sayfasimm Ekleme: Yapilan
faaliyetlerin duyurulabilmesi ve tanitimi amaciyla tilkedeki
turizm sitelerinde web sayfasi olusturularak eklenmelidir.

Miisteri Profili Belirleme: Miisterileri stresten uzak,
rahatlama ve dogayla bas basa kalma amaciyla bu turizm
tiiriinii tercih ettikleri i¢in pazarlama faaliyetlerinde de buna
onem verilerek profil belirlenmelidir.

Ziyaretciler Icin Net Kurallar Koyma: Agro-turizm
dogrultusunda yapilacak olan faaliyetler, gelen miisterilerin
giivenligi i¢in bazi kurallar koyularak stirdiiriilmelidir.

Wicks ve Merrett (2003) ise bu 6zellikler Fikir Yaratma,
Is Plani Gelistirme, Ciftlik/Arazi Kaynaklarimi
Degerlendirme, Risk Kaynaklarin1 Degerlendirme ve Takimi
ya da Kendinizi Elestirme olarak degerlendirilmistir.

Maetzold’a gore (2004) ise basart kosullar1 kaynaklarin
degerlendirilmesi, bilgi alma, diger girisimcilerin neler
yaptigim takip etme, potansiyel miisterilere danigsma, iriin
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icin pazar arastirmasi yapma, iletisim ag1 olusturma, yardim
alma, ig ve pazarlama plam1 olusturma ve finanssal plan
olusturma olmak {izere siralanmistir.

Hatch (2008) ise bu siirecin asamalarimi kigilik

degerlendirmesi, hedeflerin tanimlanmasi, pazar analizi
yapmak, arazi kaynaklarini degerlendirmek, finanssal
kaynaklar1 degerlendirmek, zaman ve emek ihtiyacini

belirlemek, giivenlik kosullarini tanimlamak, hukuki destek
almak, sigorta segeneklerini  belirlemek, girisimin
pazarlanmasi ve ig plan1 gelistirme olarak belirlemektedir.

Tiim bu basar1 kosullarina ortak 6zellikler goriilmektedir.
Agro-turizm faaliyeti gdsteren ya da gostermeyi planlayan
isletmeler kendilerine uygun plan1 belirleyerek bu plan
dogrultusunda  hareket  etmelidir.  Sirdiirtilebilirligin
saglanabilmesi agsindan bir plan dahilinde devam etmek
olduk¢a onemlidir. Olusturulan planin basamaklar1 kontrol
edilerek  denetlenmelidir.  Hedeflenen amaglar ile
gerceklesenler arasinda bir bag olusturulmasi devamlilik i¢in
Oonem tagimaktadir.

Sirdiiriilebilirlik kapsaminda yer alan agro-turizm kitle
turizmine tezat olarak ortaya ¢ikmistir. Kaynaklarin
korunarak kullanilmasi, gelecek nesillere birakilma amaci
giitmesi, turizmin sadece ekonomik boyutuyla ele alinmiyor
olmasi agro-turizmin siirdiiriilebilir oldugunu géstermektedir.

Siirdiiriilebilirlik dogrultusunda agro-turizmin bir diger
etkisini doga dostu mimari yapilarda gérmek miimkiindiir.
Kitle turizmi ile ozdeslesen oteller yerine dogal hayata
uyumlu yapilar vardir. Bu yapilar cogunlukla dogada
bulunan malzemelerden yapilmaktadir. isletmeler tarafindan
yapilan aga¢, saman ve camur evler buna Ornek olarak
gosterilebilir.

Agro-turizmin, kitle turizmine goére kaynaklar1 koru
kullan disiincesinden hareket ederek kullandig1 sdylenebilir.
Kitle turizminin belirli bolgelerde toplanmasi ve yilin belirli
donemlerinde yogunlasmasinin aksine agro-turizm tiim yila
yayilarak gevresel yikicilig1 6nlemektedir.

Agro-turizm ekolojik agidan siirdiiriilebilir olmasinin yani
sira sosyo-kiiltiirel agidan da siirdiiriilebilirlik saglar.
Turistler yerel kiiltiiri deneyimlemeye geldikleri i¢in, yerel
kiiltiire zarar vermek yerine saygi duyarak uyum saglarlar.
Yerel halk acisindan bakildiginda da yararlarint gérmek
miimkiindiir. Unutulmaya yiiz tutan el sanatlari, ekmek
yapimi, yoresel yemekler ve zanaatlar tekrar yayginlasma
sans1 bulmaktadir.

MUGLA YORESINDEKi TATUTA CIiFTLIKLERININ
SURDURULEBILIRLIGINI ORTAYA KOYMAYA
YONELIK BiR CALISMA

TaTuTa dogrultusunda Mugla Yoresinde faaliyet
gosteren 10 isletme Fethiye, Dalyan ve Datca’dadir.
Fethiye’deki isletmeler Tangala Ciftligi, Pastoral Vadi,
Reflections Camp, Yonca Lodge, Dat¢a’da ibrahim Ohan
Ciftligi, Dat¢a Ciftlik Evi, Pigs Bay Camp, Sardunya
Pansiyon, Knidia Ciftligi Dalyan’daki ¢iftlik ise Kargicak tir.
Ciftliklerin dagilimi asagidaki haritadaki gibidir:
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Sekil 2: Mugla Yoresindeki TaTuTa Ciftliklerin Dagilimi

YATAGAN
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3
Kaynak:  http://www.mecev.org.tr  adresindeki  harita

iizerinde tarafimca diizenleme yapilmustir.

Mugla yoresinde faaliyet gosteren isletmelerin dzellikleri
asagidaki gibidir:

Tangala Ciftligi: Fethiye ilcesinin Yakakdy smurlart
icerisinde 3.5 doniim arazi {izerinde yer alan Tangala Ciftligi
yilin 12 ay1 goniilliileri kabul ederken, Mayis-Eyliil arasi ise
konuklar1 agirlamaktadir. Goniilliiler haftanin 6 giinii, giinde
6 saat calismaktadir. Ciftlikte 6zellikle peynir yapimi yogun
olarak tercih edilmektedir. Peynir atdlyesinde, gelen misafir
ve konuklara ev yapimi peynirin nasil yapildigina ydnelik
egitim verilmektedir. Tangala Ciftligi takvimine gore
faaliyetler cesitlilik gostermekle birlikte goniilliller bahge
isleri, meyve sebze toplama, ekme, ilaglama, hayvanlarin
bakimi ve sarap yapimi gibi faaliyetlerde bulunabilirler. Ek
olarak ciftlikte geri doniisiim, sifal1 ot yetistirme, doga dostu
mimari yapilarin yapimi ve geleneksel tiretim teknikleri de
kullanilmaktadir.

Pastoral Vadi: Fethiye’deki bir diger ciftlik ise Pastoral
Vadi’dir. Yaniklar kdyilinde yer alan Pastoral Vadi 42 doniim
tizerine kurulmustur. Yilin 12 ay1 hem goniillilleri hem de
konuklar1 agirlamaktadir. Ciftlikte haftanin 6 giini, giinde 6
saat calisilmaktadir. Goniilliiler bahge isleri, meyve sebze
ekme, toplama, bakma, ev isleri, hayvanlarin bakimi,
pazarlama destegi, canak ¢omlek yapimi, kilim dokuma,
ahsap oymacilik ve sepet yapimi gibi faaliyetlerde
bulunabilmektedir. Pastoral Vadi doga dostu mimari yap1
kullanirken tas kerpic¢ ve tahta evler yapilmakta ve ekolojik
yasam egitimleri, yerli tohum kullanma, geri doniisiim, doga
dostu temizlik, permakiiltiir ve sifali ot yetistirme gibi
hizmetler de verilmektedir. Bunlara ek olarak Pastoral
Vadi’de  kongre ve  konferans  organizasyonlari
diizenleyebilme olanagi da vardir. Ge¢mis senelerde yapilan
calistay, seminer ve konferanslar buna 0Ornek olarak
gosterilebilir.

Yonca Lodge: Fethiye Yaniklar kdylinde bulunan diger bir
isletme ise Yonca Lodge Eko Pansiyonudur. 14 odali butik
bir otel olan Yonca Lodge yilin 12 ay1 hem goniilliileri hem
de konuklar1 agirlamaktadir. Haftada 6 giin, giinde 5 saat
calisan goniilliiler bahge isleri, sebze meyve iiretimi, doga
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dostu enerji projelerine ve pazarlama faaliyetlerine destek
olabilirler. Gelen konuklar bunlara ek olarak yoresel
yemekleri tatma ve yapimini 6grenme firsat1 elde etmektedir.
Ayrica Yonca Lodge bahgesinde yer alan dut, erik,
bogiirtlen, nar,zeytin, limon ve portakal agaclarindaki
iiriinleri toplama ve yetistirme imkanlar1 da vardir.

Reflections Camp: Fethiye’de bulunan Reflections Camp
Kabak koyunda yer almaktadir. Yilin 12 ay1 goniilliilere,
Mayis-Ekim aylar1 arasinda ise konuklara aciktir. Haftada 7
saat ¢alisilan Reflections Camp, 9 ahsap bungalov, 2 toprak
ev ve 2 toprak odadan olugmaktadir. Reflections Camp’te
ufak bir alan permakiiltiir ve ¢icek ekimi i¢in ayrilmistir.
Yine bulundugu yer dolayisiyla ¢adir da kurulabilmektedir.
Gelen konuk ve goniilliiler bahge isleri, meyve sebze iiretimi
bakimi ve ev islerine yardimci olabilmektedir. Buna ek
olarak meditasyon ve yoga egitimleri de verilmektedir.
Mimari agidan dogaya ve dogala doniik malzemeler
kullanilmaktadir.

Pigs Bay Camp: Datca Haytbiikii’'nde bulunan Pigs Bay
Camp Mayis-Ekim aylar1 arasinda goniillilleri, Haziran-
Agustos aylarinda ise konuklar1 kabul etmektedir. Goniilliiler
haftada 6 giin, 7 saat ¢aligmaktadir. Goniilliiler bahge isleri,
meyve sebze ekme, toplama ve bakimi, ev igleri, hayvanlarin

bakimi  ve sifali ot yetistirme gibi faaliyetlere
katilabilmektedir.  Ciftlikte yaz boyunca atdlyelerde
faaliyetler, kis aylarinda ise daha ¢ok bahge isleri

yapilabilmektedir. Ciftlikte dans ve meditasyon egitimleri de
verilmektedir. Ayrica alternatif enerji kaynaklart kullanilarak
doga dostu mimari yapilara yer verilmektedir. Geri
doniistiirtilebilen iirtinler ayristirilarak tekrar  kullanimi
saglanmaya calisilmaktadir.

Dat¢a Ciftlik Evi: Datca’daki bir diger giftlik ise Datga
Ciftlik Evi’dir. 9 doniim tizerine kurulu olan Datga Ciftlik
Evi yilm 12 ay1 hem goniillileri hem de konuklan
agirlamaktadir.  Goniilliler haftada 6 giin, 5 saat
calismaktadir. Goniilliler ve konuklar Kasim-Ocak aylari
arasinda zeytin hasadi Subat ayinda zeytin hasadi, ot yolma,
fidan dikimi, asma budama, patates sogan sarimsak ekimi,
Mart ayinda liziim bagi dip kazilmasi, sebze ekimi, ¢agla
hasadi, aga¢ giibreleme, Nisan aymda {iziim bagt dip
kazilmasi, sebze ekimi Mayis ayinda ot yolma, sebze bakimu,
bag budama, sulama, Haziran ve Agustos ayinda sulama,
hasat, konserve yapimi, sarap yapimi Eyliil ayinda kislik
sebze ekimi, Ekim ayinda ise sebze bakimi ve ¢apalama gibi
faaliyetlere katilabilmektedir. Buna ek olarak badem,
avokado, elma, limon, zeytin ve kayisi agaglarindan iriin
toplama, marmelat ve dondurma yapimi da faaliyetler
arasindadir.

Sardunya Pansiyon: Dat¢a Palamutbiikii’'ndeki konumlanan
Sardunya Pansiyondur 3 doniim arazide faaliyet
gostermektedir. Sardunya Pansiyon’da goniilliller haftanin 6
giinli, giinde 6 saat calismaktadir. Yilin 12 ay1r boyunca
goniilli ve konuklarint agirlamaktadir. Goniilliler bahge
isleri, sebze meyve iiretimi ve ev islerinde bulunabilirler.
Ciftlikte ekolojik tarim yapilmakla birlikte bu iriinler
tiketim amaglhi kullanmaktadir. Ek olarak mutfak egitimi
verilerek marmelat ve regel yapimi Ogretilmektedir.
Sardunya Pansiyonun 2013 yil1 takvimine gore Ocak-Haziran
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aylar1 bahge isleri, genel tadilat ve marangozluk, Temmuz-
Eylil aylar1 aras1 yemek ve temizlige yardim, bahge isleri,
Ekim-Aralik aylar1 arasi ise bahge isleri, marangozluk ve
genel tadilatlar icin ayrimigtir. Sardunya Pansiyonda
alternatif enerji kaynaklar1 kullanilmaktadir.

Knidia Ciftligi: Datca Yazlikkdy’de 12 doniimlik bir
arazide faaliyet gosteren Knidia Ciftligi Mayis-Aralik aylari
arasinda gonillilerini, Mayis- Eylil aylar1 arasinda ise
konuklarini agirlamaktadir. Goniilliiler haftada 6 giin, giinde
6 saat ¢aligsmaktadir. Knidia Ciftliginde meyve suyu yapimu,
turung eksisi, marmelat yapimi, harnup ve sarap yapimi
ogretilmektedir. Bu faaliyetlerin disinda ise geri doniisiim,
sifali ot yetigtirme, doga dostu mimari yapilarin yapimi da
yer almaktadir. Ziyaretgilerin konaklamasi igin 4 ahsap
cardaktan olusmaktadir. Thtiyag duyulan enerji, alternatif
enerji kaynaklarindan giines ve riizgar enerjileri kullanilarak
saglanmaktadir.

ibrahim Ohan Ciftlgi: Datca’da yer alan ibrahim Ohan
Ciftligi Mart- Temmuz, Agustos-Ekim aylarinda konuklarini
kabul etmektedir. Goniilliiller ise Nisan, Agustos ve Eyliil
aylarinda kabul edilirken hafta 7 giin, giinde 6 saat
calismaktadirlar. Bu ¢iftlige gelenler sebze, meyve, sifali ot
yetistirme, bahge igleri ve ev islerine yardimda
bulunabilmektedir. Aylara gore is boliimii ise Nisan ayinda
cagla hasadi, Agustos ayinda badem hasadi ve Kasim ayinda
zeytin hasadi seklindedir. Ibrahim Ohan ciftliginde sertifikali
organik tarim yapilirken yerli tohum kullanmaya ve ekolojik
tarim yapmaya dzen gosterilmektedir. Ibrahim Ohan Ciftligi
2013 yili boyunca goniillii ya da konuk agirlamayacaktir.
2014 yilinda ise faaliyetlerini slirdiirmeye devam edecektir.

Kargicak Vadi: Dalyan Gobel Kdyiinde bulunan Kargicak
Vadi Organik Tarmm Ciftligi 2010 yilindan beri faaliyet
gostermektedir. 30 doniim arazi iizerinde faaliyet gdsteren
Kargicak Vadi’ye gelenler Mayis ayinda ot yolma, budama,
sebze meyve bakimi, Haziran ayinda sulama giibreleme,
gevre diizeni, Temmuz ayinda ot yola Agustos aymda ot
yolma, tag toplama, budama, adacay1 kekik toplama, Eyliil-
Kasim aylar1 arasinda nar mandalina hasadi, defne yapragi
toplama, defne yag1 yapimu gibi iglere yardimci olabilirler.
Ek olarak nar, mandalina, portakal agaclari, defne, adagayi,
kekik ve kapari yetistirilmektedir. Kargicak Vadi’de 2013
yilinda ingaat olmasi nedeniyle goniilli ya da konuk
agirlamayacaktir.

ARASTIRMANIN ONEMIi ve AMACI

Ulkemizde turizm hareketlerinin  giderek  &nem
kazanmas1 ve artmasina bagl olarak alternatif turizm tiirleri
ile stirdiiriilebilir turizm tiirlerinin olugsmasi ve yayginlagsmasi
yolunda ¢esitli adimlar atilmaktadir. Gerek kalkinma
planlarinda, gerekse 2023 Vizyonunda alternatif turizm
tirleri {izerinde durularak kitle turizminin yikiciligr ve
sezonluk olmas1 dolayisi ile etkilerinin en aza indirgenmesi
hedeflenmektedir. Ulkemizin konumu geregi alternatif
turizm tiirlerine uygun oldugu ortadir. Turizm tiirlerinin
cesitlendirilmesi yoluna gidilerek kitle turizmi ile algilanan
kotli imajin diizeltilebilmesi olasidir.

Calisma kitle turizmi ile 6zdeslesen tilkemizin, alternatif
turizm yoniinden nedenli zengin oldugunun gostergesi
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olmasi, tasima kapasitesi sorunu olan bolgelerde de alternatif
saglayarak bu sorunun diistesinden gelinebilmesi agisindan
model olusturabilir.  Ozellikle ¢evreye duyarhlik ve
kaynaklar1 koru-kullan diisiincesi ile siirdiiriilebilirliliginin
saglanabilmesi amaciyla agro-turizm stratejik konumdadir.

ARASTIRMA YONTEMIi

Arastirmada yontem olarak yar1 yapilandirilmis miilakat
teknigi ve katilimer gézlem kullanilmistir. Miilakat teknigin
kullanilmasinin sebebi elde edilmek istenen verilerin 6lgekli
sorularla elde edilmesinin miimkiin olmamasidir. Onceden
hazirlanmis gorlisme taslagina bagh olarak siirdiiriilen yar1
yapilandirilmis miilakat teknigi arastirmaciya daha sistematik
ve karsilastirilabilir  bilgi elde edebilme olanag
saglamaktadir (Y1ildirim ve Simsek, 2004).

Arastirmada nitel arastirma yontemlerinden miilakatin
secilmesinin bir diger nedeni de Mugla yoresinde TaTuTa
kapsaminda faaliyet gosteren isletme sayisinin azligidir. Bu
nedenle derinlemesine bilgi alabilmek amaciyla miilakat
kullanilmaistir.

Arastirmada kullanilan bir diger yontem ise katilimci
gozlemdir. Arastirma esnasinda igletmelerde konaklanarak
yapilan faaliyetler gozlemlenmis ve bu faaliyetlere katilan
kisilere  dogrudan ulagilmistir.  Katilimer  gézlemin
secilmesindeki amag¢ agro-turizm dogrultusunda yapilan
faaliyetlerin incelenmesidir. Buna ek olarak isletmelerin
stirdiiriilebilirlik  dogrultusunda yaptiklar1 faaliyetler de
gozlemlenmistir.

Arastirmanin Kapsami ve Sinirhihgi

Fethiye’de Kabak Koyunda bulunan Reflections Camp ile
13-15 Nisan,Yaniklar Kdyilinde bulunan Pastoral Vadi ve
Yonca Lodge’da 15- 17 Nisan arasinda miilakat ve katilime1
gozlem gergeklestirilirken Yakakdy’de bulunan Tangala
Ciftliginde 19-20 Nisan tarihinde hem yerel halkla hem de
isletme sahipleri ile goriigiilmistir. Belirtilen tarihlerde
katilimc1 gézlem gergeklestirilebilesi amaciyla isletmelerde
konaklanmistir. Katilime1 gézlem, goniilliller ve konuklar
tarafindan yapilan agro-turizm faaliyetleri dogrudan
gozlenebilme imkani saglamistir.

Fethiye’deki isletme yoneticileri ile yapilan miilakatlar
ortalama olarak 60 dakika stirmiistiir.

Datca Palamutbiikii’'nde Sardunya Pansiyon ile 22-23
Nisanda Hayitbiikii’nde bulunan Pigs Bay Camp ile 23-24
Nisan, Datga Citlik Evi ile ise 24-25 Nisan tarihinde miilakat
yapilmigtir.  Belirtilen ~ bu  tarihlerde  igletmelerde
konaklanarak katilimer gozlem ile bulgular elde edilmistir.
Isletme yoneticileri ile yapilan miilakatin ortalama siiresi 70
dakikadir.

Dalyan’da TaTuTa kapsamina faaliyet gosteren Kargicak
Vadi ile 3 Mayis tarihinde goriisiilmiis fakat Kargicak
Vadi’nin 2013 yil1 boyunca insaat halinde olmas1 nedenli ile
arastirmaya dahil edilememistir. Kargicak Vadi 2013 yilinda
gontillii ve konuk agirlamayacaktir.

Aragtirma smirlilign  Mugla  yoresinde agro-turizm
kapsaminda faaliyet gosteren isletme sayismin azligi
olmustur. Mugla yoresindeki TaTuTa giftliklerinin sayisi
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10°dur. 10 isletmeden Ibrahim Ohan Ciftligi ve Kargicak
Vadi 2013 yili boyunca kapali oldugundan, &n goriisme
yapilan 8 igletmeden 7 isletme arastirmaya katilmustir.
Arastirmanin diger bir sinirliligr ise bu ¢alismanin Tiirkiye
genelinde yapilmamis olmasidir. Calisma Mugla yoresindeki
TaTuTa ciftlikleri ile sinirlandirilmstir.

Bulgularin Analizi ve Yorumlanmasi

Fethiye ve Datca’da TaTuTa kapsaminda faaliyet
gosteren 8 isletmeden 7’si ile miilakat yapilmistir. Miilakat
yapilan isletme yoneticilerine ait demografik zellikler ve
isletmelerin faaliyet siireleri tablo 23’teki gibidir:

Tablo 1: isletmelere Ait Demografik Ozellikler ve Faaliyet
Siireleri

Kisiler | Cinsiyet | Yas | Egitim Meslek Faaliyet

siireleri

Pastoral
Vadi
Isletmecisi
Yonca
Lodge
Isletmecisi
Pigs Bays
Camp
Isletmecisi
Sardunya
Pansiyon
Isletmecisi
Reflections
Camp
Isletmecisi
Datga
Ciftlik Evi
Isletmecisi
Tangala
Ciftligi
Isletmecisi

Bay 65 | Universite 7 yil

Bay 30 | Universite 11 y1l

Bayan 40 | Universite 4yl

Bayan 53 | Universite 2yl

Bay 42 | Universite 11 y1l

Bayan 74 Universite 15 y1l
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G Bayan Universite [

Tablo 1’e gore katilimcilardan 3’1 bayken, 4°{i bayandir.
Katilimcilarin yas ortalamasi 48.7°dir. Katilimcilari tamami
iiniversite mezunudur. En az siire faaliyet gosteren isletme
Sardunya Pansiyon iken, en fazla siire faaliyet gosteren
isletme Datca Ciftlik Evidir.

Katilimeilarin - miilakat sorularina verdikleri yanitlar
asagidaki gibidir:

a) lsletmelerin kurulus amaci: Isletmelerin kurulus
amaglar1 farkli noktalardan hareket etse de benzer 6zellikler
tasimaktadir. Bu cevaplar derlendiginde ¢evreye duyarli bir
turizm tiiriinii yayma, ¢evreyi koruma, dogal giizelliklerin ve
kaynaklarin stirdiiriilebilirliligi, teknolojik Kirlilikten ve sehir
yasantisindan kagis gibi cevaplar iizerine yogunlagildigi
gorlilmektedir.

“... Dogal yapilarla turistik hizmet sunmaya ¢alisiyoruz.
Dogaya uygun, siirdiiriilebiliv  yasamin ilk adimlarim
saglama hedefimiz var. Amacimiz doganmin korunarak var
olan giizelliklerin arttirilmasidir.”

“

Isletmemiz ilk olarak bir aile isletmesi olarak
kurulmustur. Cevreye duyarlilik ve dogal yasami koruma,
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sehir hayatindan kagis ve teknolojik Kirlilikten uzaklagsma
amaci tagimaktayiz.”

b) isletmelerin faaliyet gosterdigi donemler: A, B D, E, F
isletmeleri yilin 12 ay1 agikken, C isletmesi Mayis-Ekim
arasinda goniilliileri, Haziran-Agustos ayinda konuklari, G
ise yilin 12 ay1 goniilliileri kabul ederken, Mayis-Eyliil arast
ise konuklarini kabul etmektedir.

“.. Yilm 12 ayi aqigiz. 9 odalr igletmemizde isterlerse
cadir kurarak da konaklama yapabilirler.”

¢) isletmelerin istihdam olanaklar: isletmelerde dénemsel
olarak calisan kisi sayisi farklilik gostermektedir. Bunun
nedeni de goniillilerin katilimmin degisiklik gostermesidir.
Bu donemsel farkliliklarla beraber A, B, C, D, F ve G
isletmesi goniilliller diginda 2 kisi, E isletmesi goniilliiler
disinda 4 kisi calismaktadir.

“... Isletmede ¢alisan Kisi sayisi donemsel olarak farkliik
gostermektedir. Mutfak islerine yardimci olan 2 ¢aliganimiz
var. Onun disinda da géniillii sayisinda degisiklik olmakla
birlikte 15- 20 Kisiyi bulmaktadir.”

d) Isletmelerin faaliyet alanlari: Isletmelerin konumlari
geregi faaliyetler cesitlilik gostermektedir. Hayvan bakimu,
sebze meyve ekimi ve toplama, zeytin hasadi, fidan dikimi,
vemek, ekmek regel ya da marmelat yapimi gibi faaliyetler
ortak faaliyetlerken, zeytinyag: yapimi, agag kiralama, sarap
yapuni, kug gozlemciligi ve dogal mimari yapilarin
yapimasi, yoga ve meditasyon egitimleri gibi faaliyetler
farklilik gosterebilmektedir.

s

Ciftlige gelenler kendi istekleri ve yetenekleri
dogrultusunda cesitli faaliyetlerde bulunabilirler.
Ziyaretciler  ¢iftligimizde  bahge  isleri,  dokumacilik,
¢omlekgilik, marangozluk, iiriin ekme toplama, zeytin yagi
yapimi, sabun yapimi ve sarap Yapimi gibi faaliyetlerde
bulunabilmektedir.”

“... Buraya gelenlerin ¢ok fazla faaliyet icinde oldugunu
soyleyebilirim. Hayvan bakimi, sebze meyve ekimi toplama,
zeytin hasad, fidan dikimi, yemek, recel ya da marmelat
yapmi  gibi seyleri ogrenebilirler. Aylara gore farklilik
gosteren etkinlik takvimimiz var. Buna gére de faaliyette
bulunabilirler. Bir de uzun yillardwr burada yasamanin
getirisi olarak nerede ne oldugunu bilen biriyim. Doga
yiiriiyiisleri yapmak isteyenlere de yol gosterici olabiliyoruz.
Esim ve ben uzun yillar yurtdisinda yasadik. Bu yiizden de
buraya gelen ya da gelecek olan Kisilere kitaplarim
getirmeleri sartiyla Ingilizce ders de verebiliyoruz.”

e) Isletmelerce iiretilen iiriinler: isletmeler arazilerinin bir
kismimi  kendi iriinlerini liretmek i¢in ayirmustir. Bu
dogrultuda organik tarim yaparak kendilerine yetebilecek
kadar iirettikleri iiriin disindakileri yerel halktan temin
ettiklerini belirtmiglerdir.

“...Uriinlerimizin ¢ogunu kendimiz iiretiyoruz. Gelen
misafir ve goniilliilerle bu iirtinleri paylasiyoruz. Yogunlugun
fazla olmadigr zamanlarda yine iiriinlerimizi kéyliilerle de
paylastigimiz oluyor.”
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f) Siirdiiriilebilirlik dogrultusunda yapilanlar: isletmeler
stirdiiriilebilirlik kapsaminda genel olarak alternatif enerji
kaynaklarmm1 kullanma, ¢opleri ayristirma, organik tarim
yapma, dogal alanlara zarar vermeden mimari doniisiim
yapma gibi etkinliklerinden bahsetmislerdir. Buna ek olarak
E isletmesi kisa vadede elektrigini ireten, yagmur suyunu
kullanan, tas, toprak ve ahsaptan olusacak iki ev projeleri
oldugunu D katilimcist ise riizgar enerjisini kullanmaya
yonelik planlari oldugunu belirtmistir.

Stirdiiriilebilirlik dogrultusunda ¢opleri
ayristirtyoruz. Geri dontisiimii saglanabilecek ¢épleri, geri
doniisiim i¢in kullaniyoruz. Giines panelleri kullanarak
elektrik tiretiyoruz. Ayrica havuzlarda belirli bir sistem ile
suyun da maksimum diizeyde verimi  kullanilmasin
saglamaktayiz.”

‘... Ilk sene beledive 4 bin ayristirma poseti hediye
etmisti. 3 ayda koyda daha énce atilmig olan biitiin ¢opleri
ayrigtirdik. Bunun diginda tamamen kendi ¢cabamizla 3.5 ton
moloz attik. Geldigimizde ¢cam agaglarinin ¢ogunda hastalik
vardi. Hava almayan sahil seridindeki orman kiif ve nemden
olmek iizereydi. Cam agaclarindaki bir ¢esit tirtil hastaligi
vardi ve hastalikli uglarin temizlenmesi gerekiyordu.
Yiizlerce agact temizledik. Ormanin yiizeyindeki birikmis ¢op
ve ¢cam ignelerini kaldirdik. Biiyiik bir bolge su an tertemiz.”

g) Isletmelerin turizme bakis agilari: Isletmeler kitle
turizmin yikicilign {izerinde yogunlasarak agro-turizmin
cevreye duyarli oldugunu belirtmislerdir.

“... Kitle turizmi ¢evreye geri doniisii olmayan zararlar
vermektedir. Agro-turizm ise ¢evreye duyarlt yontemlerin
kullanilmasi ve bilingli turistin gelmesi nedeniyle o yikiciliga
sahip degildir.”

“... Bizim yaptigimiz faaliyetler diger turizm tiirleri gibi
degil. Gelenler dinlenme, eglenme ve Jdgrenme firsati
buluyorlar. Bizi tercih eden turistler de bunun farkinda. Bu
yiizden bizim yaptigumiz turizm disindaki turizmin gevreye
zararlart ¢ok fazla. Biz dogaya ve dogala doniik yasiyoruz.”

“... Kisin yogun tempoda ¢alisan Kisiler yorgunlugunu
atmak i¢in turizme katilmaktadir. Fakat ¢ogunlukla hem
cevreye duyarli hem de konforun bir arada olmasini
istiyorlar. Oysa teknolojik kirlilik ve tiiketim ¢ilginligr dogal
kaynaklara ve c¢evreye zarar veriyor. Ozellikle de Kitle
turizminin ¢evreye verdigi zararlar ka¢inilmaz. Biz turizmin
ticari boyutuyla ele alinmasini istemiyoruz. Herkese bagka
bir yasamin da miimkiin oldugunu gésterme amacindayiz.”

h) Agro-turizmin yéreye etkileri: Isletmeler tarafindan
cesitli cevaplar verilmistir. Katilime1 A ekonomik getirisi
nedeniyle disartya gociin azaldigini, halkin sosyokiiltiirel
acidan gelistigini belirtirken F, E g¢evrenin korunmasi,
kadinlarin {iriinlerini pazarlarda satmasi gibi yararlarinin
oldugunu eklemistir.

“... Agro-turizmin Uzunyurt Kéyii'ne ekonomik faydasi
cok fazla. Kéyliiler bal, zeytinyagi gibi iiriinlerini ozellikle
yabanci turistlere satyorlar. Pansiyon isletiyorlar.”

i) Agro-turizm dogrultusunda yapilabilecek
iyilestirmeler: Isletme yoneticileri bulundugu kdylere gore
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farkli yanitlar vermistir. Genel olarak verilen yanit altyapry1
iyilestirme yoniindeyken buna ek olarak katilimcilardan A,
C, E ve F daha fazla destek ve tesvik olmasi ve tanitima
Oonem verilmesi gerektigini belirtmistir.

“... Koyliilerin evierini turizme agabilmeleri, daha fazla
bilingli turistin gelebilmesi amacuiyla vergilerden muafiyet ya
da destege ihtiva¢ duyulmaktadir. Altyapt diizenlemeleri
yapilmalidir.”

j) Isletmelerin yerel halkla olan iliskileri: Verilen genel
yanit tim igletmelerin yerel halk ile i¢ ige oldugu ve
yardimlagsmaya gittigi yoniindedir. Buna ek olarak F
rettikleri  drlinleri yerel halkla paylastiklarini  gelen
turistlerin ¢evreye ve yerel yasama saygili oldugunu
eklemistir. Katilimcilardan D ise konumlar1 geregi yerel
halkla fazla igbirligi icerisinde olamadiklar1 yoniinde aksi bir
cevap vermistir.

Yerel halkla i¢c ice olmamiz  nedeniyle
faaliyetlerimizden haberdarlar. Agro-turizmin yerel halk yok
sayilarak stirdiiriilebilirliliginin saglanamayacagni
diistiniiyorum. Yerel halkin da iginde bulundugu bir turizm
ancak varligini devam ettirebilir. Gerek isletmemizde yerel
halki ¢calistirmak olsun gerekse de aldigimiz tiriinler ile yerel
halkla isletmemiz bir biitiin olusturmaktadir.”

I

Bulgularin Yorumlanmasi

Isletmelerin kurulus amaci bazi yonleriyle farklilik
gosterse de ¢ikis noktasi olarak benzer Ozellikler
gostermektedir. Sehir hayatinin karmasasindan kagis, cevreyi
ve dogal kaynaklar1 koruma, agro-turizmin siirdiiriilebilir bir
turizm tiirii olmasi gibi etmenler isletme yoneticilerini agro-
turizm faaliyetlerine yonlendirmistir.

Isletmelerde c¢alisan sayis1 donemsel olarak farklilik
gostermektedir. Bazi isletmelerden alinan yanitlar ve
katilimc1 gozlem sonucunda yerel halktan da Kkisilerin
istihdam edilmesine olanak saglandig1 sonucunda vartlmistir.

Katilimer gozlem ile elde edilen bulgulara gore gelen
misafirler agirhikli olarak Tirklerden olusmakla birlikte
goniilliler ise agirlikli olarak yabancilardan olugmaktadir.

Agro-turizm dogrultusunda yapilan faaliyetler
isletmelerin konumuna ve Ozelliklerine gore farklilik
gostermekle birlikte genel olarak {irlin ekimi ve bakimi,
hayvan bakimi, marmelat yapimi, aga¢ dikimi, aga¢ ya da
arazi kiralama, zeytinyagi yapimi, sarap yapimi, g¢evre
gezileri ve egitimsel deneyimler gibi faaliyetleri
kapsamaktadir.

Katilimer gozlem ile elde edilen bulgulara gore isletmeler
belirli bir alani iiriin ekimi i¢in aywrmistir. Bu {riinler
ciftliklerin biiyiikliiklerine gore farklilik gostermekle birlikte
iriinlerin  tamamii  kendileri {iretemediklerinden yerel
halktan da {iriin almaktadirlar.

Agro-turizmin  siirdiiriilebilirligini  ortaya  koymak
amaciyla sorulan soruya verilen cevaplar derlendiginde
isletmelerin alternatif enerji kaynaklarin1 kullandig, organik
tarimin hakim oldugu, ¢oplerin ayristirildigi, cevredeki agag
ve bitkilerin ilaglandirildigr gézlemler sonucunda da giines
panellerinin yaygin olarak kullanildigi soylenebilir.
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Genel olarak turizme bakis agilar1 soruldugunda isletme
yoneticileri kitle turizminin uzun vadede c¢evreye ve yerel
halka verdigi zarar iizerinde yogunlastigi goriilmektedir.
Isletmelerin Agro-turizme yonelmelerindeki ana amag da
kitle turizminin olumsuzluklaridir.

Agro-turizm dogrultusunda yapilabilecek iyilestirmelere
genel olarak altyapi lizerine yogunlagmistir. Bazi isletmelere
ulasim konusunda da sikintilarin yasanmasi bu cevabin
verilmesinde 6nemli bir paya sahiptir. Ozellikle turizm
acisindan 6nemli olan turistik {iriiniin ulasilabilir olmasi
sarttir.

Yapilan miilakat, isletmelerin yerel halka da duyarh
oldugunu gostermektedir. Yerel halk igletmelerin yaptiklari
faaliyetlerden haberdarken, isletmelerin bazilar1 yerel halkin
istihdamina da olanak tanimistir. Yerel halkin yasam alanina
zarar vermeden faaliyetler siirdiiriilmektedir. Bu nedenlerden
dolayt isletmelerin yerel halkin yasam sekline saygili
oldugunu sdylemek miimkiindiir.

SONUC ve ONERILER

Turizm gelismis ve gelismekte olan iilkeler i¢in stratejik
bir konuma sahiptir. Gerek ekonomik katkilar1 gerek sosyal
yoni ile birgok agidan ilkelere katki saglamaktadir.
Ulkelerin diger iilkelere tanitilmasinda da énemli bir pay:
olan turizm, ilkelerin rekabet giiciinii etkilemektedir.
Gelismis ve gelismekte olan {ilkeler turistik {irliin ve turizm
cesitlendirmesi yoluna giderek turizmi tiim yila yayma ve
stirdiiriilebilirligini saglama amaci giitmektedir.

Agro-turizm tarimsal alanlarda yapilan, kaynaklarin
stirdiiriilebilirlik  dogrultusunda kullanildigr  bir turizm
tiriidiir. Ozellikle Akdeniz iilkelerinin Kkitle turizmi ile
konumlandirilmasi nedeniyle geri doniisii olmayan gevresel
zararlar gormesi, tagima kapasitelerinin géz ardi edilmesi
gibi sorulara yeni ¢Oziimler getirmesi bakimindan
hiikiimetlerce de desteklenmektedir.

Agro-turizm ¢iftliklerde yapilan faaliyetler dogrudan
dogruya ¢evreyi koruma ve siirdiiriilebilir adimlar atilma

yolundadir.  Ciftliklerin alternatif enerji kaynaklarini
kullanmast ~ ve  elektrigini  kendilerinin  {iretmesi
stirdiiriilebilirlik ~ dogrultusunda  yapilanlar arasindadir.

Riizgar enerjisi ve gilines enerjisi gibi alternatif enerji
kaynaklarmin kullanilmasinin yani sira, bisiklet pedalini
¢evirme seklinde de elektrik tiretilmektedir.

Agro-turizmin bir diger faydasi ¢evrenin korunmasini
saglamaktir. Diger turizm tiirlerine gore ¢evreye duyarligi
olustururken ¢evre bilinci ve farkindaligi olan turistlere
ulagsmay1 hedeflemektedir. Bu da turizmin birincil kaynagi
olan dogal ¢evrenin korumasimi beraberinde getirecektir.
Ayrica, agro-turizm ile turizm faaliyetlerinin tim yila
yayillmas1 saglamak miimkiindiir. Ciftliklerde yapilacak
faaliyetlerinin aylara gore diizenlenmesi turistlerin kis
aylarinda da tilkemizi segmesine katki saglayacaktir (Civelek
vd., 2013).

Agro-turizmin g¢evreye duyarliligini gésteren bagka bir
unsur ise ¢iftliklerde yetistirilen {rlinlerin  iiretim
yontemlerinde kullamlan tekniklerdir. Uriinler organik tarim
aracilig ile elde edilmektedir. Bu da ¢evreye zarar veren ve
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kisa siire sonra tarimsal anlamda zararlar1 olan tohumlarin
kullanilmamasi nedeniyle siirdiiriilebilirdir.

Sirdiiriilebilir  turizm tlirii  olan agro-turizm  Kitle
turizminin aksine c¢evreye duyarli ve dogal kaynaklari
koruyan bir faaliyettir. Mugla yoresinde yapilan miilakat ve
katilimc1 gdzlem sonucu, igletmelerin cevreye duyarlilik
konusunda alternatif enerji kaynaklarinin kullanilmasi, doga
dostu mimari yapilarin olusturulmasi, igletmelerde organik
tarimin yapilmasi, atiklarin ve ¢oplerin ayrigtirilmasi amact
ile yapilan faaliyetler siirdiiriilebilir olma yolunda atilan
adimlara 6rnek teskil etmektedir.

Yapilan katilimc1 gozlem ve miilakat sonucunda bazi
Onerilerin getirilmesi miimkiindiir. Bu 6neriler agagidaki gibi
stralanabilir:

Agro-turizm faaliyetleri igerisinde olan isletme sahipleri
yerel ve ulusal yonetimler tarafindan destek gormeli ve
tegvik edilmelidir

Ciftliklere ulasim konusunda problemler ve zorluklar
yasandigindan altyap1 yatirimlarina 6nem verilmelidir.

Yerel halkin agro-turizm faaliyetlerine katilmasi,
faaliyetleri gesitlendirmesi ve Uriinlerini pazarda satabilme
olanagi saglanmalidir.

Isletmeler yonlendirici levhalar ile ulasinu saglama
yoluna gitmelidir. Ozellikle ¢iftliklere ulasim zor oldugundan
yonlendirici levhalarin  olmast ulasilabilirlik agisindan
onemlidir.

Arastirma yapilan yorelerde tarim ve turizm ortak bir

payda altinda biitiinlestirilmeye stirdiiriilebilirlik
dogrultusunda hareket etmeye ¢aligilmalidir.
Agro-turizm dogal mimari yapilart  beraberinde

getirdiginden restore ¢aligmalarinin yapilmasina da yardimecit
olmaktadir.

Yurtdisi orneklerinde oldugu gibi iilkemizde de agro-
turizm faaliyetlerinin ¢esitlendirilmesi yoluna gidilmelidir.

Ulkemizde agro-turizm faaliyetlerine uygun alanlar
belirlenerek bir envanter ¢ikarilabilir. Bu envanter
dogrultusunda bolge ya da yoérenin SWOT analizi yapilarak
rakipler karsisinda giiglii ve zayif yonlerin ortaya konmast
pazarlama ve tanitum faaliyetleri agisindan yarar saglayabilir.

Bir ¢ok iilke agro-turizmin  tanitilmast = ve
yayginlastirilmasi agisindan faaliyet gostermekte ve uzun
vadeli planlar yapmaktadir. Yukarida da belirtildigi gibi
Ozellikle  agro-turizm  faaliyeti  gOsteren  isletmeler
desteklenmelidir. Bu isletmelerin sayica afazlalagmasi kitle
turizmi ile anilan iilkemizin alternatif turizm tiirleri a¢isindan
da zenginligini ortaya koyabilmek ag¢isindan Onemlidir.
Sagladig1 ekonomik getirileri ile de kirsal alanda yasayan
yerel halkin go¢ ve istihdam gibi 6nemli sorunlarina da
¢ozlim olabilir. Bu nedenle de yasal diizenlemeler ile sinirlar1
cizilerek, bolgenin tasima kapasitesi gdz Oniinde tutularak
planlamalar dogrultusunda pazarlama faaliyetlerine agirlik
verilmelidir. Arastrma sadece Mugla ilindeki TaTuTa
ciftliklerini kapsadigindan, {ilkemiz genelinde tiim TaTuTa
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ciftliklerini kapsayacak daha kapsamli bir ¢aligma yapilmasi
agro-turizmin Tiirkiye’deki potansiyelini ortaya koyabilme
acisindan yararl olacag: diisiiniilmektedir.
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Extensive Summary

Relationship Between Agro-Tourism and
Sustainability: A Research TaTuTa Farms In
Mugla Religion

Introduction

Irreversible damage to the environment of mass
tourism made conscious touristic consumer choose
the types of sustainable tourism types. Depletion of
natural resources and to open destinations to
tourism  experiences  without carrying a
consideration about capacity leads unconsciously
use of the resources which have primary
importance for tourism. For this reason, by
emphasizing alternative types of tourism, Strategic
Plan and Tourism 2013 Strategy focused on
sensitive to the environment and nature and
sustainable tourism types. So, agro-tourism which
is in the area of rural tourism can be evaluated in
the scope of sustainability. In this study,
conceptual analysis of agro-tourism and its
development process were given. Success
conditions for agro-tourism to be sustainable lined
up and the relationship between agro-tourism and
sustainability was examined. Finally, findings
belong to research done on enterprises operating in
the scope of TaTuTa in Mugla region were
presented.

Methodology

In this research, semi-structured interviews and
participant observation were used as research tool.
The reason for using interview method is scale-
interview questions are not possible to obtain
desired data. Another reason for the selection of
the interview method from qualitative research
methods is the shortage of the number of
enterprises operating under TaTuTa. For this
reason, interview method was used in order to get
in-depth information. The other used method is
participant observation. During the research by
staying in enterprises, activities done observed and
persons who involved these activities were reached
directly. The main of choosing participant
observation model is examining the activities done
in accordance with agro-tourism. In addition,
enterprises activities towards sustainability were
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observed. This study can create a model for
Turkey which has been identified with mass
tourism, to indicate that how it is rich in terms of
alternative tourism and for regions which have
capacity problem to overcome this problem.
Particularly, with sensitivity to environment and
purpose of ensuring the sustainability with the idea
of protect-use resources, agro-tourism has a
strategic position. Turkey is rich in alternative
types of tourism. However, studies which
demonstrates the potential of agro-tourism in
Turkey is extremely few. In this respect, this study
is crucial and it aims to shed light on a larger scale
studies in Turkey.

Findings

Even if the purpose of establishment of
enterprises varies from each other, they have
similar features as starting point. Factors like
escaping from the bustle of city life, protection of
the environment and natural  resources,
sustainability of agro-tourism have diverted
business executives to agro-tourism activities.

The number of employees varies periodically.
Some of the responses received from enterprises
and the result of participant observation, it is
concluded that agro-tourism allows members of
the public to be employed. Although activities
carried out in accordance with agro-tourism varies
according to location and characteristics of
enterprises, generally it contains activities like
planting and care, animal care, jam making, tree
planting, tree or land renting, olive oil making,
wine making, field trips and educational
experiences. According to findings from the
participant observation, enterprises dedicated a
particular area for product cultivation. These
products vary in the size of farms and also as they
are not able to produce all of the products, they
buy products from local people.

Complied answers which were given to the
questions asked in order to demonstrate the
sustainability of agro-tourism indicates that
enterprises are using alternative energy types,
organic agriculture is dominant, waste is separated
and trees and plant were pesticide. Beside these
things, as a result of observations it can be said
that solar panels are widely used.
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Business executives were asked about general
opinions about tourism and they focused on long-
term damage of mass tourism to the environment
and local community. Their main purpose of
heading towards the agro-tourism is negative parts
of the mass tourism. The interviews show that
enterprises are sensitive to the local community
too. Local community is aware of the activities
carried out by enterprises and some of the
enterprises allowed local community to be
employed. Activities are continuing without
harming the living area of the local community.
For these reasons, it is possible to say that
enterprises respect the way of life of the local
community.

Conclusion

Agro-tourism has a strategic position both
developed and developing countries. It contributes
to the countries with the aspect of its economic and
social ways. By diversifying their tourism products
and tourism, developed and developing countries
aims to spread tourism to whole year and provide
sustainability.

Activities carried out in agro-tourism farms
aims directly protect environment and take steps in
sustainability. Using of alternative energy sources
and producing their own electricity by farms are
among those made in accordance with
sustainability. Besides using alternative energy
sources like wind power and solar energy,
electricity is generating by turning bicycle pedals.

The other factor that shows the sensitivity of
agro-tourism to the environment is the techniques
used in farms in methods of production. Products
are obtained by means of organic farming. This is
sustainable by not using seeds which are damaging
to the environment.

Unlike mass tourism, agro-tourism which is a
type of sustainable tourism is an activity which
protects natural resources and sensitive to the
environment. As a result of the interview and
participant observation carried out in Mugla
region, activities of using alternative energy types,
eco-friendly architectures, organic farming, waste
separation can be taken as an example for being
sustainable.
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As a conclusion of interviews and participant
observation, it is possible to say that enterprises
operating in Mugla region are sensitive to the
environment and have sustainable activities. It is
thought that with incentives and restrictions to be
made agro-tourism in Turkey will develop and
contribute to the diversification of the tourism
product.
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Keywords

Bu calismada iiniversite 6grencilerinin aldiklari yemek hizmetinden beklentilerinin
isletmeci firma tarafindan ne diizeyde karsilandigi, beklenti ve algilar1 arasinda bir
fark olup olmadigi ve toplam beklenti diizeyleri belirlenmeye ¢alisilmistir. Bu amag
dogrultusunda hazirlanan anket Adnan Menderes Universitesinde farkli bdliimlerde
O6grenim goren rastgele secilmis 336 Ogrenciye uygulanmustir. Calisma verileri
degerlendirilirken tamimlayici istatistikler (Frekans, Yiizde, Ortalama, Standart
sapma) kullanilmigtir. Hipotez testlerinin analizinde ise bagimsiz 6rneklem t-testi,
varyans analizi ve Kruskal Vallis H Testi kullanilmistir. Aragtirma sonucunda;
ogrencilerin yemek hizmetine iligkin algilari isletmeci tarafindan anlayis boyutu
disinda diger tiim boyutlarda karsilanmaktadir. Ogrencilerin alinan hizmete iliskin
beklentileri cinsiyet, 6grenim goriilen okul tiirii ve yemek yeme sikligina gore
anlamli bir farklilik olmamasina ragmen isletmeyle ilgili sikayetci olma ve bu
sikayetleri iletim kanali degiskenine gore istatistiksel olarak anlamli bir farklilik
oldugu sonucuna varilmustir.

Abstract

Service Quality
Customer satisfaction
Dinesery

Despite that tourism supports many countries’ economy, touriSm industry has a sensitive
and fragile structure due to wars, terror, robbery, social and political crisis. This damaged
fragile structure as a result of political instabilities impair investment and interrupt
economic progress. During the survey valid data obtained from 770 participants and these
data analyzed in terms of percentage, frequency, t-Test, ANOVA and Tukey HSD.
According to the findings local tourists paid more importance than the foreign tourist
because of the political instability. While female tourists paid more importance relatively
to the male tourists in the context of political instabilities. Also correlation detected
between increased educational level and paid importance to the political instability.
According to the analyses nationality does not affect destination choice process while
political instabilities exist. Finally between income and paid importance to the political
instabilities there is a linear correlation was detected.
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GIRIS

Giinimiizde yasanan kiiresellesmenin de etkisiyle
miisterilerin almak istedikleri iiriin veya hizmetlere yonelik
olarak alternatifleri artmistir. Ayni iiriin veya hizmeti
alabilecekleri pek cok sayida isletme bulunmaktadir. Bir
isletmenin iiriin veya hizmetini diger isletmeden ayiran
farkliliklarin basinda da kalite gelmektedir. Kaliteli tiriin ve
hizmet sunan isletmeler ticari hayatta basarili olabilmekte,
miisteriler tarafindan tercih edilmekte iken, {iriin ve hizmet
kalitesini miisteri beklentilerini yamit verecek sekilde
gelistirmeyenler ise zaman igerisinde piyasadan kaybolmaya
mahk@m olmaktadirlar. Diger bir ifade ile basarili bir iiriin
ve hizmet sunumunun temelinde yatan en Onemli
unsurlardan birisi kalitedir. Kalite konusunda otorite olarak
algilanan  aragtirmacilarda  kaliteyi  farkli  sekillerde
tanimlamiglardir. Juran, kaliteyi “kullanima
uygunluk”  olarak;  Parasuraman  kaliteyi  “miisteri
beklentilerinin  giderilmesi” olarak; Crosby, “ihtiyaca
uygunluk” olarak tanimlamustir. Kaliteyi, bir iiriin ya da
hizmetin  degeri, eksikliklerden = kacinmak, misteri
beklentilerini kargilamak veya beklentilerin ilerisine gegmek
olarak acgiklayan tanimlara da rastlamak mimkiindiir (Avcl
ve Sayilir, 2006:123). Kisaca kalite igin standartlara
uygunluk denilebilir. Baslangigta sadece friinler igin
diisiiniilmiis olan kalite kavrami zaman igerisinde hizmetleri
icinde alacak sekilde genislemistir. Hizmet sektoriinde 6ne
ctkmasi gereken soru, herhangi bir hizmet bakimindan
potansiyel misterinin beklentilerinin neler olabilecegi ve
kendisine verilmis olan hizmeti nasil degerlendirdiginin
arastirilmasidir.  Bunun i¢in de Kkalitenin belirlenmesi
bakimindan miisterinin, hizmetin yarar saglayan ogeleri
kargisindaki tutumuyla, hizmetin gergekte verdiklerinin, bir
arada ele almmalar1 gerekli goriilmistir (Yiksel ve
Memord, 2004:193).

Hizmet sektoriinde kalite; fiziksel ortam, yeterli materyal
ve malzemeye sahip olma gibi fiziksel ve dokunulabilir
ozelliklerle ilgilidir. Ancak sunulan ¢iktilar soyut bir iriin
ozelligindedir, tiiketicilere yarar saglanilir ve bir performans
beklenilir. Hizmetlerin sunumunda, hizmeti sunan personelin
yetenegi, bilgisi ve o andaki durumu Onemli olmast
nedeniyle, hizmet kalitesinin 6l¢iimii soyut ve siibjektif bir
yargi kararinin sonucu olarak belirlenmektedir (Giirbiiz ve
Ergiilen, 2006:174). Miisterinin bir {irlin ya da hizmeti satin
aldiktan sonra hissettigi neticelerin, sahsi beklentileri ile
karsilagtirtlmasi sonucunda duydugu memnuniyet ve hayal
kirikligr hisleri misterinin tatmin olup olmadigint gosterir
(Kotler, 2000: 36). Kalite gergek ve algilanan kalite olarak
ikiye ayirmaktadir. Gergek kalite, bir iiriin veya hizmetin
gerekli sartlara uymast veya isletmenin hedeflerine
ulagmasidir. Algilanan kalite, miisterinin bekledigi kaliteyi
almasidir. Miisteri Uiriin veya hizmeti kendi agisindan
yetersiz  bulursa, aigilanan kalite diigiikk kalitedir
(Haciefendioglu ve Kog, 2009: 147-148). Benzer sekilde;
hizmet kalitesi konusunda yapilan diger bir ayrim ise
algilanan kalite, beklenen kalite ayrimidir. Beklenen hizmet
kalitesi, miigterilerin kendilerine y6nelik sunulacak olan bir
hizmete dair beklentileri ve memnun kalabilmeleri i¢in o
hizmete yoOnelik olarak istenen Ozelliklerdir olarak
tanmimlanmaktadir  (Yilmaz, 2007: 26). Zeithaml 1990
algilanan hizmet kalitesini, “miisterinin, bir iirin ya da
hizmetin istlinliigli veya miikemmelligi ile ilgili genel bir
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yargist olarak® tanimlamaktadir. Ghobadian’a 1994 gore ise
algilanan hizmet kalitesi, miisterilerin hizmetin kalitesine
yonelik sezgilerdir ve miisterilerin tatmin derecesini biiyiik
Olgiide belirlemektedir (Devebakan, 2005: 9). Algilanan
hizmet kalitesi; miisterinin  hizmeti almadan Onceki
beklentileri ile gercek hizmeti algiladiktan sonra deneyimin
karsilagtirilmasi ile meydana gelmektedir. Eger miisterilerin
beklentileri karsilanmigsa memnuniyet, miisteri beklentileri
karsilanmamigsa memnuniyetsizligin s6z konusu olmaktadir
(Parasuraman Zeithaml ve Berry, 1985: 46). Beklenen
hizmetin, algilanan hizmete esit olmasi durumunda ise
algilanan kalitenin tatmin edici olacagini, miisteriler
tarafindan algilanan kalitenin ideal kalite olarak kabul
edilmesi igin ise; beklenen hizmetin algilanan hizmetin
kalitesinden diisik olmasi gerekmektedir (Parasuraman,
Zeithaml ve Bery, 1985: 48-49). Hizmet Kkalitesini
tamimlamak ne kadar zor olursa olsun, 6nemli olan kalitenin
iiretici-satic1 tarafindan degil, tiiketici tarafindan belirlendigi
ya da tanimlandig1 gercegidir (Giirbiiz ve Ergiilen, 2006: 35).
Kaliteli hizmet daha fazla miisteri memnuniyeti, miisteri
beklentilerini agmak, kar, maliyetlerin azaltilmasi, iyi bir
kurumsal goriintii gerektirir (Roses vd, 2004:877). Ornegin
bir yemekhanede goérevli asg1 yaptigi yemekleri ¢ok
begeniyor olabilir, ama tiiketici yedigi yemegi
begenmediyse, o hizmetin kalitesi k&tii demektir. Onemli
olan tiiketicinin yemek hakkinda ne diisiindiigiidiir.

Hizmet Kalitesinin Boyutlar

Miisterilerin hizmet kalitesini degerlendirirken, yapilan
aragtirmalarda en ¢ok kabul gdren boyutlar Parasuraman,
Zeithaml ve Berry’nin arastirmalari ile elde edilmistir.
SERVQUAL modeli konaklama hizmetleri, arag servisi,
bankacilik, bireysel bankacilik ve hastaneler dahil olmak
tizere birgok sektorde hizmet kalitesinin Olglimiinde
kullanilan bir yontemdir (Kitcharoen,2004:20). Parasuraman,
Zeithaml ve Berry (1985) aragtirmalarinda  hizmet
sektoriindeki  yoneticiler ve miisterilere goére hizmet
kalitesinin temel boyutlari, miisteri algilarindaki farkliliklar,
yiiksek kaliteli hizmetlerin sunumu sirasindaki sorunlar gibi
sorulara yanit bulmaya c¢alismislardir. Sorulara alman
yanitlar derlendirilmis ve hizmet kalitesini belirleyen on
boyut belirlenmis ve bunlara hizmet kalitesinin boyutlar1 adi
verilmistir. Bu boyutlar, giivenilirlik, karsilik verebilmek,
yeterlilik, ulasilabilirlik veya erisilebilirlik, saygi, iletisim,
inanilirhik, gilivenlik, misteriyi anlamak ve fiziksel
varliklardir. Sonrasinda Parasuraman, Zeithaml ve Berry’nin
yaptiklari ¢aligmalar devam ettikge, algilanan hizmet kalitesi
ile ilgili on faktérden aslinda sadece besinin yiiksek diizeyde
iligkili oldugu bu faktorlerin kendi aralarinda da karsilikli
etkilesim icinde bulunduklar1 sonucu ortaya ¢ikmigtir
(Okumus ve Duygun, 2008: 19). Buna gore; Somut
ozellikler, giivenilirlik ve karsilik verebilmek boyutlar
korunmus, yetenek, nezaket, inanilirlik ve giivenlik boyutlari
yeterlilik boyutu i¢inde; ulasilabilirlik, iletisim ve miisteriyi
anlama boyutu ise empati boyutu igerisinde yer almistir (Saat
2003: 11). Bu boyutlar asagidaki gibi siralanmaktadir
(Eleren, Bektas ve Gormiis, 2007:78):

Fiziksel Ozellikler: Isletmenin hizmet sunumundaki
bina, arag-gere¢ ve personel goriiniimii,

Giivenirlilik: S6z verilen bir hizmeti dogru ve giivenilir
bir sekilde yerine getirebilme yetenegi,
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Heveslilik: Miisteriye yardim etme ve hizli hizmet verme
istekliligi,

Giiven: Caliganlarin bilgili ve nazik olmalart
miigterilere giiven duygusu uyandirabilme becerileri,

ve

Empati (Emphaty): Calisanlarin kendilerini miisterilerin
yerine koymas1 ve miisterilere kisisel ilgi gostermesidir.

Hizmet Kalitesinin Olciilmesine Yonelik Modeller ve
DINESERV

Hizmet  kalitesi  Olciilmesinde  birgok  yontem
kullanilmaktadir. Bu yontemlerden baslicalart Toplam Kalite
Endeksi, SERVQUAL, SERVPERF diyebiliriz. (Eleren,
Bektas ve Gormiis, 2007:78) Bu yontemler igerisinde
Parasuraman, Zeithaml ve Berry tarafindan 1983-1995 yillar
arasinda gelistirilen GAP Modeli ve buna bagl olarak
olusturulan SERVQUAL Hizmet Kalitesi 6l¢egi en ¢ok
kabul goren, en ¢ok uygulanan ¢alisma olmustur. (Alakavuk,
2007:330). SERVQUAL modeli, fark analizi, bosluk veya
aciklik modeli olarak da bilinmektedir. SERVQUAL
modeline gore algilanan hizmet kalitesi, miisterilerin hizmeti
sunan isletmeden beklentileri ile bu isletmenin
performansindan algiladiklar1 arasindaki farka dayanir.
Model iki ana kisimdan olugmaktadir. Birinci kisim olan
beklentiler boliimiinde, miisterilerin hizmetle ilgili genel
beklentilerini 6l¢gmeye yarayacak miisteri deger yargilarina
gore belirlenen degiskenler bulunmaktadir (Degermen, 2006;
s.38). Modelin ikinci kismi olan algilamalar bdliimiinde

hizmet isletmelerinde miisteri algilamalarin1  Slgecek
degiskenler karsilastirilmaktadir. Sonu¢ olarak hizmet
beklentileri karsiliyor veya beklentilerin iistiinde ise

hizmetin kaliteli oldugunu, hizmet beklentilerin altinda ise
memnuniyetsizlik hissinin s6z konusu oldugunu sdylenebilir
(Okumug ve Duygun, 2008: 20). Modelde, miisterinin

algiladigr hizmet Kkalitesinin, bir hizmet isletmesinde
meydana gelen dort agiklik tarafindan  etkilendigi
belirtilmektedir.
MUSTERI
Cevreden Kisisel Gegmis
Etkilesim Thtiyaglar Deneyimler
Beklenen
,,,,,,,,,,,,,, »| Hizmet
4 . 0@
Aciklik 5 y
Algilanan
Hizmet
Hizmetin *J_A_C_ll_(!l_k_:’l_’ Miisteriyle
: Sunulmasi Dis iletisim
HIZMETT | Ackikss 1 t
SUNAN : Algilamalann Kalite
' Spesifikasyonlarina
Aciklik 1 : Dﬁnil:lilriilmesi
: Aciklik 24
7777777777 Yonetimin Miisteri
Beklentilerini
Algilamasi

Sekil 1. Kavramsal Hizmet Kalitesi Modeli
(Kaynak: Parasuraman, Zeithaml, Berry, 1985: 44)

Sekil 1°de goriilen s6z konusu dort agiklik sunlardir
(Zeithaml, Bery ve Parasuraman 1988; 36):
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Aciklik 1: Miisterilerin beklentileriyle yonetimin miisteri
beklentilerini  algilamalar1  arasindaki  agikliktir.
Yo6netimin miisterilerin kalite beklentilerini tam ve dogru
olarak algilayamamasindan kaynaklanmaktadir.

Aciklik 2: Yonetimin miisteri beklentilerini algilamasi ile
bunlarin kalite kriterlerine doniistiiriilmesi arasindaki
acikliktir.

Acikhk 3: Kalite kriterleri ile hizmet sunumu arasindaki
acikliktir. Bir hizmet isletmesinde ¢alisanlarin tiimiinden
ayni performansit beklemek ve bunu standartlastirmak her
zaman miimkiin olmayabilir. Bunun i¢in kalite kriterleri
¢ok karmagik olmamali, tim ¢alisanlar tarafindan
benimsenmeli ve orgiit kiiltliriine uygun olmalidir.

Aciklik 4: Miisteriye verilen hizmet ile miisterinin onun
hakkinda ne bildigi arasindaki agikliktir. Bu agikligin az
olmasi veya hi¢ olusmamasi i¢in miisteri ile iletisimde
vaat edilenlerin gercek hizmette verilmesi gerekir.

Aciklik 5: Beklenen hizmet
arasindaki agikliktir.

ile algillanan hizmet

Parasuraman, Zeithaml ve Berry yukarida kisaca
aciklanan dort boslugun, SERVQUAL modelinin temelini
olusturan besinci boslugu meydana getiren baslica nedenler
olarak gostermistir. Bu bosluk olumlu oldugunda yani
algillanan hizmet beklenen hizmete esit veya beklenen
hizmeti astig1 durumlarda kaliteden s6z edilebilir. Algilanan
hizmetin beklentilerin altinda olmasi ise kalitesizlige yol
acmaktadir (Bulgan ve Giirdal, 2005: 242).

SERVQUAL o6l¢cegi model alinarak yiyecek ve igecek
isletmelerinin hizmet kalitesinin 6l¢iilmesine yonelik olarak
Stevens, Knutson ve Patton (1996) tarafindan Yiyecek icecek
isletmelerinde miisterilere sunulan hizmetin kalitesinin
Olgiimii, belirlenmesi ve yonetilmesine yardimer olacak
sekilde DINESERYV bl¢iim modeli gelistirilmistir (Kilig ve
Eleren, 2007: 103). Ilk olarak 600 kisinin katildig
aragtirmayla DINESERV hizli yemek restaurantlar, siradan
restaurantlar ve liiks restaurantlarda yapilan arastirmada
kullamlmistir. ilk arastirmada kullanilan 40 onerme 39
onermeye birlestirilerek diisiiriilmiis, ardindan bu 39 6nerme
31 Onermeye ve sonrasinda 29 Onermeye diisiiriilerek
DINESERYV 6lgegi son seklini almistir. Bu &nermelerin on
tanesi fiziksel ozellikler, bes tanesi giivenilirlik, {i¢ tanesi
heveslilik, alt1 tanesi giiven ve son bes tanesi empati
Ogelerine ait dnermeleri igermektedir (Stevens, Knutson ve
Patton, 1995). DINESERYV &lgeginde yer alan boyutlar ve ne
anlama geldikleri Kim, Nee ve Woo (2009) tarafindan
asagidaki gibi a¢iklanmistir:

Giivenilirlik: Hizmeti gergeklestirirken dogru sozlii ve
yetenekli olmak

Giiven: Calisanlarin bilgi ve becerilerine glivenmek

Fiziksel Ozellikler:
personelin goriniimii

Fiziksel ozellikler, ekipman ve

Heveslilik: Hizli servis yapmak ve miisterilere yardimda
goniillii olmak

Empati: Bireysellestirilmis dikkat ve ilgi
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Olgek son halini aldiktan sonra yiyecek igecek hizmeti
veren igletmelerin kalitesini 6l¢mede kullanmilmistir. Dineserv
Hizmet Kalitesi Olgiim Modeli ile zincir fast food
isletmelerinin karsilagtirmali olarak hizmet kalitesi ol¢limii
icin Tayvan’da zincir franchise isletmelerin miisterilerine
yapilan arastirma sonuglarina bakildiginda ise genel hizmet
kalitesini  sicak ve samimi bir ortam, hijyen, hizmette
gosterilen titizlik, konfor, igletmenin goriiniimii, uygunluk ve
i¢ dizayn olmak iizere yedi faktoriin etkiledigi gorilmiistir
(Kilig ve Eleren, 2009: 103). Kim vd. (2009) yapmis
olduklart c¢aligmalarinda {niversite yerlesim alaninda
restoran hizmeti nasil olmalidir, sorusunu temel almiglardir.
Calismanin son bulmasiyla, degisik yemek segenekleri,
degisik tarzlara sahip restoranlarin olmasi gerekliligi
sonucuna vartlmistir. Tiirkiye’de ise Bigi¢i ve Hanger (2008)
DINESERV 6lgegini kullandiklari galismalarinda iiniversite
ogrencilerinin  yiyecek icecek isletmelerindeki hizmet
kalitesiyle ilgili beklenti diizeylerinin g¢esitli nedenlerle
farklilik gosterip gostermedigini aragtirmak ve yiyecek-
icecek isletmelerinde sunulan hizmetlerin kalite 6l¢imiinii
yapmayt amaglamislardir.  Arastirmalarinin - sonucunda;
Ogrencilerin  hizmetlerini satin aldiklar1 yiyecek-igecek
isletmelerindeki beklentilerinin karsilanmadig1
belirlenmistir. Ayrica 6grenci beklentilerinin, yiyecek-igecek
isletmelerinin tipine ve Ogrencilerin bulunduklari siniflarin
diizeyine gore farklilik gosterdigi; ancak yemek yeme
sikligina, cinsiyete ve yiyecek-igecek isletmelerini tercih
nedenlerine gore ise herhangi bir farklilik gdstermedigi
ortaya ¢cikmistir. Hizmet kalitesinin miisteri tarafindan nasil
algilandig1 onlarin tatmini, bagliligi, marka degeri ve
karliligi konusunda 6nemli bir etkiye sahip oldugu igin,
hizmet yoneticileri ve aragtirmacilar acisindan oldukga
onemlidir.  Uygulayicilar  servis  kalitesindeki  6lgme
araglarinin dogru olmasinit isterler. Ciinkii, sonuglart iyi
yorumlanabilen bir hizmet kalitesi 6l¢timii, rekabet avantajt
elde edebilmek icin ve Kkaliteyi gelistirmek igin yeni
yontemlerin uygulanmasina imkan saglar (Phommavong ve
Khanophet, 2012: 80). Bu arastirma, tiniversitelerin
bulundugu bolgede gida sektdriiniin canlanmasi igin
yapilmistir. Universite yemekhanelerinde sunulan yemek ve
hizmet kalitesinin Ol¢limiiniin  6nemi  vurgulanmustir.
Universite ogrencilerinin almis olduklar1 yemek hizmet
kalitesinin iyilestirilmesi i¢in siirekli Ol¢iimlerin yapilmasi
gerekliliginin  6nemi iizerinde durulmustur. Bu ¢aligsma,
yemekhane hizmet kalitesinin 6l¢iimiiniin 6nemi konusunda
literatiire katki saglayacaktir.

YONTEM
Evren, Orneklem ve Veri Toplama Araci

Bu c¢aligmanin evrenini Aydin ili Adnan Menderes
Universitesinde 6grenim  goren {iniversite ~dgrencileri
olusturmaktadir.  Arastirmanin  6rneklemini  {iniversite
merkez yemekhanesinde yemek hizmeti satin alan 6grenciler
olusturmaktadir. ~ Ogrencilerden  yemekhane  ¢ikisinda
tamamen kendi istekleri dogrultusunda doldurmak istedikleri
anket sorular1 dagitilmis ve bu anketleri tamamlayan toplam
337 anket arastirma kapsaminda veri olarak kabul edilmistir.
Elde edilen bu degere Orneklem sayisinin %95 giiven
araliginda yeterli oldugu kabul edilmistir
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Arastirmanin Amaci

Bu c¢aligma farkli fakiiltelerde ve yiiksekokullarda
Ogrenim goren Ogrencilerin kendi okullarindaki yiyecek-
icecek  isletmelerimdeki  hizmet Kkalitesi ile ilgili
beklentilerini, bu beklentilerin algilanma diizeylerini,
beklenen diizey ile algilanan diizeylerin bazi demografik
degiskenlere gore anlamli farklilik yaratip yaratmadiginin
belirlenmesi amaciyla gerceklestirilmistir. Bu amag
dogrultusunda Aigbedo ve Parameswaran caligmasinda
kullandiklar1 veri toplama araci esas alinarak hazirlanan
anket Ogrencilere uygulanmistir. Aigbedo ve Parameswaran
Servqual yontemini esas alarak yiyecek-igecek sektoriindeki
hizmetin  kalitesini  6lgmeyi  planlamiglardir.  Yapilan
caligmada hizmet kalitesi beklenti ve algilama diizeyleri ile
ilgili toplam 29 maddeden olusan ve 5 boyuta sahip 6lgme
araci, aragtirma kapsaminda calismayan sorular anketten
c¢ikarilmistir.  Glvenirlik  analizi  sonrasinda  ankette
calismayan sorularin belirlenmesinin ardindan bu sorularin
neden diisiik giivenirlik katsayisima sahip oldugunu
belirlemek amaciyla sorularin tekrar analizi yapilmis ve nihai
anketin 20 maddeden olustuguna karar verilmistir. Yapilan
diizeltmeler sonucunda ise 1., 2., 6., 7., 8., ve 11. sorular
fiziksel varliklar boyutunda; 10., 12., 14., 15., ve 16. sorular
giiven boyutunda; 17., 18., 19., ve 20. sorular anlayis
(empati) boyutunda; 3., 4., 5. sorular giivenirlik boyutunda;
9. ve 13. sorularin ise heveslilik boyutunda oldugu
belirlenmistir. Tiirk¢e uyarlamasi Bigici ve Hanger (2008)
tarafindan yapilan anket formunun birinci bdliimiinde
aragtirmaya katilanlarin demografik 6zelliklerini belirlemeye
yonelik 9 farkli soru yer almaktadir. Bu boliimde cinsiyet,
yas, okul tiiri, sinifi, yemekhaneye en ¢ok hangi giin gittigi,
yemekhanede haftada ka¢ kez yemek yedigi, yemekhane
hizmetiyle ilgili sikayet durumu ve varsa sikayetlerin hangi
kanaldan iletildigine  iliskin  kapali uglu  sorular
bulunmaktadir. Ikinci boliimde ise 5°li likert tipinde
diizenlenmis ve katilimcilarin her bir soru ciimlesinde yer
alan ifadeye katillm  diizeyini belirleyen sorular
bulunmaktadir. Yemekhane hizmet kalitesinin Ol¢limiinde
yer alan sorular anketin ortasinda, sorularin sol tarafinda
yemekhaneyi kullanmadan o6nceki beklenti diizeyleri ve
sorularin sag tarafinda yemekhaneyi kullandiktan sonraki
alg1 diizeylerini belirlemek amaciyla 5°1i likert tarzindaki
katilim ifadeleri yer almaktadir.

Arastirmanin Hipotezleri

Aragtirmada 6grencilerin yiyecek-icecek isletmeleriyle
ilgili beklentilerinin demografik 6zelliklere gore farklilik
gosterip gostermedigi ve genel beklenti diizeyleri ile
algilama giizeyleri arasindaki farkin istatistiksel olarak
anlamli olup olmadiginin belirlenmesi amaciyla kurulan su
hipotezler incelenmistir.

Hl1: Hizmet kalitesinin tiim boyutlarinda O6grencilerin
beklentileri isletmeci tarafindan kargilanmaktadir.

H2: Ogrenci beklentilerinin karsilanma diizeyleri cinsiyet
degiskenine gore anlamli bir farklilik gostermemektedir.

H3: Ogrenci beklentilerinin karstlanma diizeyleri grenim
gordiigii okul tiiriine degiskenine gore anlamli bir farklilik
gostermemektedir.
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H4: Ogrenci beklentilerinin karsilanma diizeyleri yemek

yeme sikligi  degiskenine gore anlamli bir farklilik
gostermemektedir.
H5: Ogrenci beklentilerinin  karsilanma  diizeyleri

hizmetle ilgili sikayetci olma degiskenine gore anlamli bir
farklilik gostermemektedir.

H6: Ogrenci beklentilerinin  karsilanma  diizeyleri
hizmetle ilgili sikayetlerin iletim sekline gore anlamli bir
farklilik gostermemektedir.

Verilerin Analizi

Arastirma kapsaminda 6grencilere yemekhane ¢ikisinda
dagitilan toplam 400 anketten 336’s1 dogru olarak
cevaplanmis ve arastirma kapsaminda uygulanan analizlerde
kullanilmustir. Veri toplama araglari ile elde edilen veriler
SPSS 19.0 (Statistical Package for the Social Sciences) paket
programiyla test edilmistir. Arastirmada Ogrencilerin
yiyecek-icecek firmasiyla ilgili beklentileri ve bu beklentiler
ile  algllanan  hizmet  kalitesi  arasindaki  farkin
belirlenebilmesi amaciyla algilanan hizmet puanlarindan
beklenen hizmet puanlarinin ¢ikarilmasiyla hizmet kalitesi
puani elde edilmistir (Parasuruman, Zeithmal and Berry,
1985). Parasuruman ve digerleri ortaya g¢ikan bu farkin
isletmelerde ortaya ¢ikan ve miisterilerin algilamalarini
etkileyen diger farklarn bir fonksiyonu olarak ifade
edilebilecegini  belirtmektedirler.  Aragtirmada  ayrica
olusturulan hipotezlerin test edilmesine ydnelik bagimsiz
orneklem t-testi (independent sample t-test), eslestirilmis
orneklem t-testi (paired sample t-test), tek yonlii varyans

analizi  (ANOVA) ve dogrulayict faktdér analizi
uygulanmistir. Biiyilikdztiirk (2010, s.126) faktor analizinde
kullanilan ~ verilerin  analiz  igin uygunlugunun ve

gecerliliginin  belirlenmesinde kullanilan Kaiser-Meyer-
Olkin (KMO) test oraninin .60’m iizerinde olmasi veri
setinin faktor analizine uygun oldugunu belirtmektedir.
Benzer faktor analizi caligmalarinda bu degerin alanda
calisma yapan arastirmacilar tarafindan kabul edildigi
goriilmektedir (Glirbiiz ve Ergiilen, 2006). Gergeklestirilen
aragtirma i¢in bu deger .83 olarak saptanmistir. Beklenti ve
algilama ortalamalarinin test edilmesi ig¢in uygun analiz
tiiriiniin belirlenmesinde verilerin normallik ve homojenlik
varsayimlarint dogrulmasi gerekir (Biiyiikoztirk, 2010).
Beklenti ve algilama toplam puanlarinin ortalamalarinin
normalligi Kolmogorov-Smirnov testi (K-S test) ile
belirlenen p>.05 degeri elde edilmis ve analizlerde
parametrik test yontemleri uygulanmustir.

BULGULAR
Aragtirmaya Katilanlarin Demografik Ozellikleri

Asagidaki Tablo.1’de arastirmaya katilan iiniversite
Ogrencilerinin cinsiyet, yas, Ogrenim gordiigii okul tiiri,
sinifi, en ¢ok hangi giin yemek yedigi, haftada ka¢ kez
yemek yedigi, yemek hizmeti ile ilgili sikayet durumu ve bu
sikayeti hangi kanaldan ilettigine iliskin Ozet bilgiler
goriilmektedir.

Tablo. 1 Ogrencilerin Demografik Ozellikleri

Degiskenl

or n % Degiskenler n %
Kadn 71 53 Pazartesi 11 55
Cinsiyet
Erkek 65 43- Salt 9 84
Yemekhane
17-22 42, de en gok
aras: 41 0 yemek Carsamba 7 18
yedigi giin
Yas 23-21 05 31, Persembe 9 22,
arasi 3 0
2832 o 26 Cuma 722
arasi 8
Tip 7 2, Hizmetten Evet 2 10,
Fakiilte 9 . . 2
. sikayetgi
. oldunuz
o Egitim 9 26, mu? Hayir 82 89,
Ogrenim Fakiilte 5 8
gordugi ":
okul Fen 21 36 Personele 1 92
Edebiy 0 s6zIii olarak '
Aydin 9 11, Sorumluya 1 9.2
MYO 6 sozlii olarak '
1.Smf 24 395v e-postaile 5 45
Hizmet ile .
2.smf 01 30 ilgili Sikayet 6 48
Simif 1 sikayeti kutusu ile
hangi
33 kanaldan Dilekgeyle
3.Smf 11 0' yonetime iist 0 0,0
iletildigi makama
1-3 1 27, iletmem 6 4.8
Haftada kez 1
ortalama
kag kez
yemek 3-5 .72, Isaretleme . 67,
yedigi kez 45 9 yapilmamis 27 6
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Tablo 1.’de goriildiigi iizere, arastirmaya dahil olan 336
6grencinin % 50,9’unun cinsiyeti kadin ve %49,1’inin
cinsiyeti erkektir. Ogrencilerin yas dagilimlar incelendiginde
%42’sinin  17-22 yas araliginda, %31,3’liniin 23-27 yas
araliginda ve %26,8’inin ise yas aralig1 28-32 arasinda yer
almaktadir. Ogrenim goriilen okullara gore dagilim
incelendiginde dgrencilerin %25,9’unun Tip Fakiiltesinde,
%26,5’inin Egitim Fakiiltesinde, %36’sinin Fen-Edebiyat
Fakiiltesinde ve %11,6’sinin Aydin Meslek Yiiksekokulunda
O0grenim gordigi tespit edilmistir. Arastirmaya katilan
ogrencilerin %36,9’unun 1.sinif 6grencisi, %30,1’inin 2.sinif
O0grencisi ve %33’linlin 3.sif Ogrencisi oldugu tesit
edilmigtir. Arastirmada 6grencilerin %27,1’inin haftada 1-3
kez ve %72,9’unun 3-5 kez yemek yedigi belirlenmistir.
Arastirmaya dahil olan dgrencilerin %35,5’inin pazartesi,
%28,4’liniin sal1, %11,8’inin ¢arsamba, %22’sinin persembe
ve %2,2’sinin cuma giinii yemekhanede yemek yedikleri
belirlenmistir. Arastirmada 6grencilerin %10,2’sinin aldiklari
hizmetten sikayetci oldugu, %89,8’inin ise alinan hizmetten
herhangi bir sikayetlerinin olmadig: tespit edilmistir. Alinan
hizmet ile ilgili sikayetlerin %9,2’si personele sozlii olarak,
%9,2’si sorumlu personele sozlii olarak, %4,5’i e-posta ile,
%4,8°1 sikayet kutular ile, %4,8’1 sikayetleri yetkililere ve
iist makama iletmedigini ve arastirmaya katilan 6grencilerin
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%67,6’s1 bu soruyla
bulunmamiglardir.

ilgili alana higbir isaretlemede

Algilanan Hizmet Kalitesine iliskin Faktor Analizi

Faktor analizi birbiri ile iliskili veri yapilarint birbirinden
bagimsiz ve daha az sayida yeni veri yapilarina doniistiirmek
amaciyla bir olusumu ya da olayr agikladiklar1 varsayilan
degiskenleri gruplayarak ortak faktorleri ortaya koymak
amactyla uygulanan yontemin adidir (Ozdamar, 2002). Bir
bagka ifade ile ¢cok sayidaki degisken arasindaki iligkilere
dayanarak verilerin daga anlamli ve oOzet bir sekilde
sunulmasini saglayan ¢ok degiskenli bir analiz tliriidiir
(Kurtulus, 1985). Arastirmada 20 degiskenden olusan hizmet
kalitesinin 6l¢limiinii amaglayan oOl¢egin hangi faktorler
altinda toplandigin1 belirlemek amaciyla faktér analizi
uygulanmistir. Yapilan faktor analizi sonucunda elde edilen

Kaiser-Meyer-Olkin (KMO) degerleri ve Barlett test

sonuglar1 Tablo 2.’de goriilmektedir.

Tablo. 2 KMO ve Barlet Test Sonuglari

Kaiser-Meyer-Olkin .863
Yaklasik 6169,80

Bartlett's Testof Sphericity df 336
Anlamlilik .000

Tablo 2.’ye gore yapilan test sonucunda elde edilen
KMO degeri bize 6rneklem biiyiikliigiiniin yeterli oldugunu,
bagka bir deyisle elde edilen .863 degeri faktor analizi
yapmak i¢in Orneklemin uygun oldugunu belirtmektedir.
Barlett’s testinde ¢ikan ki-kare degeri 6169,80 ve anlamlilik
degeri .000°dir. Bu sonuglar 6lgme aracinda yer alan sorular
icin faktor analizi uygulanabilecegini gostermektedir. Faktor
analizi sonucunda 6z degeri 1°den biiyiik olan 5 faktor tespit
edilmistir ve bu sonu¢ alan yazinda yapilan diger
calismalarla benzerlik gostermektedir (Bigici ve Hanger,
2008). Bu faktorler ve her bir maddenin faktor yiik degerleri
ile acikladigi toplam varyans degerleri Tablo 3.’te
Ozetlenmistir.

Tablo. 3 Hizmet Kalitesi ile Ilgili Faktdr Analizi Sonuglar

i i i Cronbach 5 Oz Toplam
HIZMET KALITESINE Fakidr  peser  varyans
ILISKIN SORULAR Alpha  Yiikleri

(%) (%)
Faktor 1 - Fiziksel
Varliklar 910 753 21362 21362
Sorul ’
Soru2 733
Soru6 694
Soru7 678
Soru8 637
Sorull 608

Faktor 2 — Giiven

Sorul0 .906 .853 18,694 40,056
Sorul2 .812
Sorul4 727
Sorulb5 .530
Sorul6 519
Sorull .502
Faktér 3 — Anlayiy 881 848 17,326 57,382
Sorul7 720
Sorul8 551
Sorul9 507
Soru20
Faktor 4 — Giivenirlik
Soru3 816 762 11,316 68,697
Soru4 .690
Soru5 571
Faktor 5 — Heveslilik
Soru9 820 727 10,382 79,079
Sorul3 .681
Toplam .960 79,079
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Tablo 3.’de hizmet kalitesi anketinin boyutlarin her bir
boyuta ait giivenirlik katsayilari, sorularin faktor yik
degerleri, alt boyutlarin agikladigi varyans ve agiklanan
toplam varyans degerleri verilmistir. Ayrica, bu analizle ilgili
degiskenleri gruplandirmak i¢in ‘Varimax Rotation'dan
yararlanilmigtir. Analizde 6z degeri (eigenvalue) 1'den biiyiik
degerler dikkate alinmistir. Faktor analizi sonuglar1 dikkatli
bir sekilde incelenmis ve daha sonra bu faktorlere iligkin
giivenilirlik analizi olarak cronbach alpha katsayilari
hesaplanmistir. Faktor analizinde benzer o6zellik gosteren
degiskenler bir baslik altinda toplanmustir. Bu degerlere gore;
fiziksel varliklar boyutunun giivenirlik katsayisinin .910
oldugu ve 1., 2., 6., 7., 8. ve 11. sorulardan olustugu, giiven
boyutunun giivenirlik katsayisi .906 oldugu ve 10., 12., 14.,
15. ve 16. sorulardan olustugu, anlayis boyutunun giivenirlik
katsayisinin .881 oldugu ve 17., 18., 19. ve 20. sorulardan
olustugu, giivenirlik boyutunun giivenirlik katsayisinin .816
ve 3., 4. ve 5. sorulardan olusugu, heveslilik boyutunun
giivenirlik katsayisinin .820 oldugu ve 9 ile 10. sorulardan
olustugu belirlenmistir. Olgegin tamamimin  giivenirlik
katsayist .960 olarak tespit edilmis ve elde edilen bu deger
Olgme aracinmin gilivenilir oldugunu gostermektedir. Test
maddeleri tarafindan agiklanan toplam %79,08 varyans
degeri arzu edilen .50 degerinin olduk¢a tizerindedir (Hair,
Anderson, Tatham and Black, 1998).

Diger Istatistiksel Analizler

Bu boliimde gruplar arasi ve genel olmak iizere ortalama
puanlarin karsilastirilmas: ile algilanan ve beklenen hizmet
puanlart arasindaki farkliliklar test edilmis ve asagidaki
sonuglar elde edilmistir. Tablo 4.’te hizmet kalitesinin tiim
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boyutlarinda 6grencilerin beklentileri diizeyleri ile algilama
diizeyleri arasinda fark olup olmadigina bakilmistir.

Tablo. 4 Ogrencilerin Yemekhane Hizmetlerine iliskin
Beklenti ve Algilama Diizeylerinin Karsilastirilmasi

BEKLENTI ALGILANAN
BOYUTLAR

. . FARK
N MIN MAK ORT 88 N MN MAK ORT 35§

Fizriksel 336 10 30 1139 319 $¥6 12 30 218% 3% M
Varhk

Given 336 & 13 1846 408 3100 3 1873 297 027

Anlays 336 6 20 1437 349 336 6 20 116 342 04

Gifvenirlik 336 4 13 1082 190 ¥4 15 1L O -7

Heveslilik 336 1 (VAT R B 4 10 76 136 031

TOPLAM 336 37 100 7309 1536 3% 45 1000 7437 1087 -128

Tablo 4.’te 6grencilerin aldiklari yemek hizmetlerinden
beklentileri ve algilar1 arasinda fark olup olmadigina
bakilmis ve 5 boyut i¢in denek sayisi, minimum, maksimum,
aritmetik ortalama ve standart sapma degerleri verilmistir.
Buna gore, hizmetle ilgili fiziksel varliklar boyutunda -0,24
puanlik bir fark, giiven boyutunda -0,27 puanlik bir fark,
anlayls boyutunda 0,41 puanhk bir fark, giivenirlik
boyutunda -0,72 puanlik bir fark, heveslilik boyutunda -0,52
puanlik bir fark ve toplam puanlarda ise -1,28 puanlik bir
fark gorilmektedir. Anlayis boyutu disindaki tiim boyutlarda
beklenen ve algilanan puanlar arasinda olusan fark
isletmenin Ogrencilerin beklentilerini kargiladigr seklinde
yorumlanabilir. Ancak anlayis boyutunda Ogrencilerin
beklenti puanlar1 ortalamasi (14,57) algilama puanlar
ortalamasindan (14,16) daha yiiksektir. Bu sonug igletmenin
Ogrenci anlayisina iliskin beklentilerini kargilayamadigi
seklinde yorumlanabilir. Hizmet kalitesi toplam puanlar
karsilagtirildiginda  igletmenin  6grenci  beklentilerini
karsiladigr soylenebilir. Sekil 1.’de beklenti ve algilama
diizeyleri siitun grafigi ile gosterilmistir.

MBEKLENTI  LIALGILANAN

J |

FIZKSEL  GUVEN  ANLAYIS ~GUVENIRLK HEVESLLK  TOPLAM

Sekil 1. Ogrencilerin Beklenti ve Algilama Diizeylerinin
Karsilagtirilmasi

Ogrencilerin yemekhane hizmetine iliskin algilamalar1 ve
beklenti diizeyleri karsilastirilmas1 sonucunda isletmenin
ogrenci beklentilerini karsiladigi sonucuna ulagilmis ve 1.
hipotez kabul edilmistir.

Arastirmanin 2. hipotezinde Ogrencilerin ortalama
beklenti degerlerinin cinsiyet degiskenine gore farklilig1 test
edilmigtir. Tablo 5.’te liniversitede yemek hizmeti alan kiz ve
erkek oOgrencilerin toplam beklenti puanlarmin ortalama
degerleri analiz edilmistir.

Tablo. 5 Ogrencilerin Beklenti Puanlarnin  Cinsiyet
Degiskenine Gore Farkliligi Icin t-testi

Cinsiyet N x ss sd t P
Kadin 1 72 17 302 0,157 .876
Erkek 1 73 13

Tablo 5.e gore Ogrencilerin beklenti diizeyleri cinsiyet
degiskenine gore anlamli bir farklilik gostermemektedir
t(302)=.157, p>.05. Bu sonuca gore, beklenti diizeyleri
ortalama puanlari Ogrencilerin cinsiyetine gore farklilik
gostermedigi sOylenebilir. Dolayisiyla, aragtirmanin 2.
hipotezi kabul edilmektedir. Bu sonuca goére cinsiyetin
beklenti diizeyi lizerinde anlamli bir etkiye sahip olmadigi
belirlenmistir. Baska bir ifadeyle kiz ve erkek 6grencilerin
beklenti diizeylerinin benzer oldugu sdylenebilir. Elde edilen
bu sonucun alan yazinda yapilan c¢alismalarla benzerlik
gosterdigi belirlenmistir (Bigici ve Hanger, 2008). Ancak
Yanik ve Yilmaz (2011) tarafindan yapilan caligmada
cinsiyetin yemekhaneden alman hizmetin
degerlendirilmesinde anlamli bir etkiye sahip oldugu
sonucuna ulasilmistir.

Arastirmanin 3. hipotezinde ogrenci beklentilerinin
karsilanma diizeylerinin  6grenim goriilen okul tiiri
degiskenine gore farkliligi test edilmistir. Tablo 6.’da
iniversitede yemek hizmeti alan 6grencilerin okul tiirline
gore aritmetik ortalama ve standart sapma degerleri
verilmistir.

Tablo. 6 Ogrencilerin  Ogrenim Goriilen Okul Tiirii
Degiskenine Gore Beklenti Diizeyleri

Ogrenim Goriilen Okul

Tiirii N X 58

Tip Fakiiltesi 87 74,94 16,58
Egitim Fakiiltesi 89 72,11 18,29
Fen — Edebiyat Fakiiltesi 121 72,33 11,19
Aydin Meslek 39 73.22 21,46

Yiiksekokulu

Tablo 6.’da goriildiigii gibi ortalama beklenti puanlar1 en

yiiksek olan okul tiiri Tip Fakiiltesi ( X =74,94) ve en diisiik
beklenti puanlarmin egitim fakiiltesinde Ogrenim goren

ogrencilere (X =72,11) ait oldugu belirlenmistir. Gruplar

39



Journal of Tourism and Gastronomy Studies 1/3 (2013) 33-43

arasinda ortaya ¢ikan bu farkin istatistiksel olarak anlamli
olup olmadigini belirlemek amaciyla tek yonli varyans
analizi (ANOVA) uygulanmistir. Universite dgrencilerinin
okul tiirii degiskenine gore toplam beklenti puanlari analizi
Tablo 7.’de verilmistir.

Tablo. 7 Ogrencilerin Okul Tiirii Degiskenine Gore Tek
Yonlii Varyans Analizi Sonuglari

Varyansin  Kareler Kareler iruplar
Kaynag Toplam Ortalamasi P F;?ﬁ(l
Gruplar 43890 3 146,30 60 614 -

Arasi

Gruplar Igi  72880,53 300 242,94

Toplam 73319,42 303

diizeyleri istatistiki agidan farkli degildir. Elde edilen bu
bulguya gore yemek yeme sikligmin beklenti diizeyleri
tizerinde herhangi bir etkiye sahip olmadi sdylenebilir. Elde
edilen bu sonug alan yazinda yapilan ¢aligmalar ile benzerlik
gostermektedir (Bicici ve Hanger, 2008).

Arastirmanin 5. hipotezinde 6grenci beklentilerinin
karsilanma diizeylerinin aliman hizmet ile ilgili sikayetci
olma durumu degiskenine gore farklilifi test edilmistir.
Tablo 9.’da iiniversitede yemek hizmeti alan Ogrencilerin
alinan hizmetle ilgili sikayetci olma degiskenine gére toplam
beklenti puanlarinin ortalama degerleri analiz edilmistir.

Tablo. 9 Ogrencilerin Beklenti Puanlarmin Hizmetten
Sikayetci Olma Degiskenine Gore Farkliligi Icin t-testi

Tablo 7.’ye gore dgrencilerin beklenti diizeyleri 6grenim
gordiikleri okul tlirline gore anlamhi bir farklilik
gostermemektedir F(3,300)=.60, p>.05. Bu bulguya gore,
ogrencilerin 6grenim gdrdiikleri okul tiirtine gdre beklenti
diizeyleri ortalama puanlar1 arasindaki fark anlamli degildir.
Dolayisiyla arastirmanin 3. hipotezi kabul edilmektedir. Bu
sonuca gore Ogrencilerin fen edebiyat, tip veya egitim
fakiiltesi ya da meslek yiiksekokulunda 6grenim goérmeleri
onlarin yemekhaneye iliskin beklenti diizeylerinde farklilik
olusturmamaktadir. Bagka bir ifadeyle farkli okul ve
boliimlerde 6grenim goren Ggrencilerin beklenti diizeyleri
benzerlik gosterdigi sonucuna ulasilmigtir. Alan yazinda
yapilan inceleme sonucunda bu alanda yapilan gorgiil
aragtirma bulgusuna rastlanamamustir.

Arastirmanin 4. hipotezinde &grenci beklentilerinin
kargilanma diizeylerinin yemek yeme sikligi degiskenine
gore farkliligr test edilmistir. Tablo 8.’de tiniversitede yemek
hizmeti alan 6grencilerin yemek yeme sikligi degiskenine
gore toplam beklenti puanlarinin ortalama degerleri analiz
edilmistir.

Tablo. 8 Ogrencilerin Beklenti Puanlarinin Yemek Yeme
Siklig1 Degiskenine Gore Farkliligi Igin t-testi

Hizmet ile _
ilgili N X ss sd t p
sikayetiniz
oldu mu?
Evet 32 63.33 19.67
280 3,22 .001
Hayir 282 73,62 14,46

Yemek Yeme —
Sikhgi N X ss sd t p
(Haftahk)
1-3kez 91 75,45 10,89 302 1,73 .084
3-5kez 245 72,08 17,09

Tablo 8.’e gore Ogrencilerin beklenti diizeyleri yemek
yeme sikligi degiskenine gore anlamli bir farklilik
gostermemektedir t(302)=1,73, p>.05. Bu sonuca gore,
beklenti diizeyleri ortalama puanlar1 6grencilerin haftada kag
kez yemek yedigine gore farklilik gostermedigi soylenebilir.
Dolayisiyla, aragtirmanin 4. hipotezi kabul edilmektedir. Bu
sonuca gore haftada 1-3 kez yemek yiyen ve 3-5 kez yemek
yiyen Ogrencilerin beklenti diizeyleri arasinda anlaml
farklilik bulunmaktadir. Bu sonuca goére hemen hemen
haftanin biitiin gilinleri yemekhaneye giden &grenciler ile
haftada bir iki kez yemek yiyen Ogrencilerin beklenti

Tablo 9.’a gore Ogrencilerin  beklenti  diizeyleri
yemekhane hizmeti ile ilgili sikayet¢i olma durumuna gore
anlamli bir farklilik gostermektedir t(280)=3,22, p<.05. Bu
sonuca gore, beklenti diizeyleri ortalama puanlari alinan
hizmet ile ilgili sikayet¢ci olma degigskenine gore farklilik
gostermektedir. Bu nedenle arastirmanin 5. hipotezi
reddedilmektedir. Hizmet ile ilgili sikayeti olan 6grencileri

ortalama puani ( X =63,33) sikayet¢i olmayan Ggrencilerin

ortalama puanindan ( X =73,62) daha diisiiktiir ve gruplar
arast puan farkli istatistiksel olarak anlamlidir. Bu sonuca
gore, alinan hizmetle ilgili sikayette bulunan 6grencilerin
hizmetle ilgili herhangi bir sikayeti bulunmayanlara kiyasla
daha diisiik beklentiye sahip oldugu sdylenebilir. Elde edilen
bu sonu¢ hizmetten sikayet¢i olma durumumun beklenti
diizeyinde anlamli bir etki yarattigini gostermektedir. Bagka
bir ifadeyle alinan hizmetten sikayet¢i olmayan 6grencilerin
daha diisiik beklenti igerisinde olduklar1 sdylenebilir. Alan
yazinda yapilan inceleme sonucunda bu alanda yapilan
gorgiil aragtirma bulgusuna rastlanamamustir.

Aragtirmanin 6. hipotezinde &grenci beklentilerinin
karsilanma diizeylerinin alinan hizmet ile ilgili sikayeti hangi
kanaldan tniversite yonetimine iletildigi degiskenine gore
farklilig1 test edilmistir. Tablo 10.’da {iniversitede yemek
hizmeti alan 6grencilerin beklenti puanlari ortalamalarinin
hizmet ile ilgili sikayetlerini iletim kanallarma gore
farklilagip farklilagmadigi Kruskal Vallis H testi ile stnanmus,
test sonuglari agagidaki tabloda verilmistir.

Tablo. 10 Ogrencileri Beklentilerinin Sikayetlerin Iletim
Kanalina {liskin Kruskal Vallis H Testi Sonuglari

Sira 2 Gruplar
Sikayet Kanah n d X p Arasi

Ortalamasi Fark
Sozlii iletim 1 37,29 3 39,91 .000 1-3
Birim 1 45,58 1-4
sorumlusuna
e-posta ile 15 70,00 2-3
iletmem 8 4,50 3-4
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Tablo 7.’ye gore ogrencilerin beklenti diizeyleri hizmet
ile ilgili sikayet kanalina gore anlamh farklilik

gostermektedir, x? (sd=3, n=85) =39,91, p<.001. Bu nedenle
aragtirmanin 6. hipotezi reddedilmektedir. Arastirma sonucu
elde edilen bu bulgu, sikayetlerin iletim kanalinin beklenti
diizeyleri iizerinde anlamli bir etkiye sahip oldugunu
gostermektedir.  Gruplarin  sira  ortalamalar1  dikkate
alindiginda, en yiliksek beklentiye sikayetlerini e-posta ile
iletenler ve bunu sirasiyla birim sorumlusuna dogrudan,
sozIi iletenler ve higbir iletimde bulunmayanlarin izledigi
goriilmektedir. Gruplar arasi gozlenen anlaml farkin, hangi
gruplar arasindaki anlamli farklara bagli olarak ortaya
ciktigini belirlemek amaciyla Biiytikoztiirk’iin (2010, s.162)
de belirttigi gibi gruplarin ikili kombinasyonlar1 {izerinden
Mann Whitney U-testi uygulanarak anlamli farkliliga sahip
gruplar belirlenmistir. Buna gore, sozlii iletim ile e-postayla
sikayetlerini iletenler ve hi¢ iletmeyenler arasinda; birim
sorumlusuna dogrudan iletenler ile e-posta ile sikayetlerini
iletenler arasinda; sikayetlerini e-posta ile iletenler ve hig
iletmeyenler arasindaki beklenti puanlari arasindaki farkin
anlamli oldugu bulunmustur. Alan yazinda yapilan inceleme
sonucunda bu alanda yapilan gorgiil arastirma bulgusuna
rastlanamamustir.

SONUCLAR VE ONERILER

Onceleri kamu kurumlarinda yemek hizmeti, kurumlarin
kendi biinyelerinde istihdam ettikleri personel yardimiyla
saglanirken, giiniimiizde yiklenici firmalar aracilifiyla bu
hizmet karsilanmaktadir. Ulkemizde kamu kurumlarindan
biri olan tniversitelerin sayilarinda son yillarda dnemli bir
artis olmus ve bu artiga paralel olarak iiniversitelerin 6grenci
kontenjanlarinda da artis goriilmiistiir. Universite say1 ve
kontenjanlarindaki artigla birlikte bir hizmet isletmesi olan
tniversiteler — arasindaki  rekabette de  artmaktadir.
Universitelerin dgrencilerin beklentilerini iyi anlaylp bu
beklentilerini karsilayip, yeme-igme, barinma, vb. temel
ihtiyaglarin saglamasi gerekmektedir. Miisteri durumunda
olan dgrencilerin aldiklart yemek hizmeti ve bu hizmetten
sagladiklari memnuniyet iniversiteler i¢in  oldukca
onemlidir. Bu kapsamda hizmet sektoriinde asil sorun,
herhangi bir hizmet bakimindan potansiyel miisterilerin
beklentilerinin neler olabilecegi ve kendisine verilmis olan
hizmeti nasil degerlendirdiginin aragtirilmasidir. Bu asamada
miisteri memnuniyeti mal veya hizmetten beklenen
performans ile elde edilen performans arasindaki iliskide
yatar. Miisterilerin mal ve/veya hizmeti satin almadan 6nceki
beklentisi ile o satin aldiktan sonraki algiladigi performans
arasindaki farkliliktan dogan tutarsizligin  fonksiyonu
memnuniyet olarak ele alinmaktadir. Ulkemizde gida
sektoriinde yapilan bazi ¢aligmalarda miisteri memnuniyetini
incelemis, miisteri memnuniyetinin hizmet kalitesi ile dogru
orantili olarak degistigi ayrica memnuniyet iizerinde fiyat,
personel davranisi ve isletme temizliginin de etkili oldugu
ortaya konulmustur.

Bu calismada Adnan Menderes Universitesinde farkl
fakiilte ve yliksekokullarda 6grenim goren tesadiifi olarak
secilmis Ogrencilerin hizmet kalitesi ile ilgili beklentilerini,
bu beklentilerin algilanma diizeylerini, beklenen diizey ile
algilanan diizeylerin bazi1 demografik degiskenlere gore
anlamli  farklilik  olusup  olusmadigi  belirlenmeye
calistlmistir. Bu kapsamda elde edilen bulgulara gore dlgegin
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anlayls boyutu disindaki tiim boyutlarda isletmenin
ogrencilerin beklentilerini karsiladigt goriilmiistiir. Bu durum
ogrencilerin  aldiklar1  yemek  hizmetinden = memnun
olduklarimin bir gostergesidir. Arastirmada alinan hizmetten
memnun olma durumunun cinsiyet degiskenine goére farklilik
gostermedigi gorilmistiir. Bunun yaninda Tip Fakiiltesi,
Fen-Edebiyat Fakiiltesi, Egitim Fakiiltesi ve Meslek
Yiksekokulunda o6grenim goren Ogrencilerin aldiklari
hizmetten beklenti diizeyleri arasinda istatistiksel agidan bir
farklilik bulunmamaktadir. Bu durum 6grenim goriilen okul
tiirtinlin algilanan hizmet kalitesinde farklilik yaratmadigim
gostermektedir. Ogrencilerin okuldaki merkez yemekhanede
yemek yeme sikliklarinin da beklenti diizeyleri {izerinde bir
farklilik yaratmadigi goriilmiistiir. Ancak aldiklar1 hizmet ile
ilgili sikayetci olan ve olmayan Ogrencilerin beklenti
diizeyleri arasinda istatiksel agidan anlamli bir farklilik
bulunmustur. Benzer sekilde sikayetlerini yonetime hangi
kanaldan ilettikleri degiskenine gore de beklenti diizeyleri
arasinda farklik tespit edilmistir. Bu sonu¢ beklenen bir
durum olarak yorumlanabilir. Eger bir 6grencinin aldigt
hizmetle ilgili sikayeti varsa ya da alman hizmete iliskin
olumsuz bir yagantist olmussa bu durum onun beklenti
diizeyinin yiiksek iken bu beklentisinin karsilanmadiginin
gostergesidir. Bu durumda sikdyetgi olan ve olmayan
ogrenciler arasinda beklenti diizeyleri arasinda farklilik
olusmasi tarafimizca beklenen bir sonugtur. Arastirma
sonucunda  Ogrencilerin  aldiklart  hizmetten —memnun
olduklar1 goriilmiistiir. Ancak bu sonucun iiniversitenin
geneli igin yorumlanmasi yanhs olacaktir. Universitenin
merkez kampiis disindaki ilgelerinde de benzer caligmalar
yapilarak mevcut durumun ortaya ¢ikarilmasi dnerilmektedir.
Gelecekte yapilacak calismalarda alinan hizmetle ilgili
sadece Ogrenci goriigleri almak yerine akademik ve idari
personelin de goriisleri alinabilir.  Ayrica  §grenci,
akademisyen ve idari personelin beklenti diizeyleri
arasindaki iligki arastirilarak daha ayrintili sonuglar elde
edilebilir. Gelecek c¢alismalar igin farkli dniversitelerde
orneklem sayisi daha genis, farkli fakiilteleri kapsayan
calismalar ile tiniversitelerin yemek  hizmetleri
karsilastirilabilir.



Journal of Tourism and Gastronomy Studies 1/3 (2013) 33-43

KAYNAKLAR

Alakavuk E. (2007). Hizmet Kalitesi Degerlendirme Olgegi:
SERVQUAL” Hizmet Kalitesi Kavramlar, Yaklasimlar
ve Uygulamalar. Ankara: Detay Yaymcilik.

Avcr U. ve Sayilir A. (2006). Hizmet Kalitesi Cercevesinde
Calisanlarin ~ Roliine  ve  Yeterliliklerine  Iliskin
Karsilagtirmali Bir inceleme Ticaret ve Turizm Egitim
Fakiiltesi Dergisi 1:123-138.

Bigici F. ve Hanger M. (2008). Kusadasi ve Didim’deki
Universite Ogrencilerinin Yiyecek-icecek Isletmelerinde
Sunulan  Hizmetlerle Tlgili Beklentileri ve Bu
Hizmetlerin Kalite Olgiimii Dokuz Eyliil Universitesi
Sosyal Bilimler Enstitiisii Dergisi 10 (3): 49-67

Bulgan U. ve Giirdal G. (2005). Hizmet Kalitesi Olgiilebilir
Mi?, UNAK’ 2005 Bildiriler. Bilgi Hizmetlerinin
Organizasyonu ve Pazarlanmasi. Unak Yillik Toplantis,
Kadir Has Universitesi : 240-259.

Degermen A. (2006). Hizmet Uriinlerinde Kalite, Miisteri
Tatmini ve Sadakati. Istanbul: Tiirkmen Kitabevi.

Devebakan N. (2005). Saglik Isletmelerinde Algilanan
Hizmet Kalitesi ve Olgiimii. Izmir:Dokuz Eyliil
Universitesi Saglik Enstitiisii

Eleren A. ve Kili¢ B. (2007). Turizm Sektdriinde Servqual
Analizi Ile Hizmet Kalitesinin Olgiilmesi ve Bir Termal
Otelde Uygulama Afyon Kocatepe Universitesi 1.I.B.F.
Dergisi IX (1): 243-263.

Eleren A. Bektas C. ve Gormis A. S. (2007). Hizmet
Sektoriinde Hizmet Kalitesinin SERVQUAL Yontemi
ile Olgiilmesi ve Hazir Yemek Isletmesinde Bir
Uygulama. Finans Politik ve  Ekonomik Yorumlar
44(514): 75-88

Giirbiiz E. ve Ergiilen A. (2006). Hizmet Kalitesinin Ol¢iimii
ve Grénroos Modeli Uzerine Bir Arastirma 1.U. Siyasal
Bilgiler Fakiiltesi Dergisi 35:173-190.

Haciefendioglu S. ve Kog¢ U. (2009). Hizmet Kalitesi
Algilamalarinin Miisteri Bagliligina Etkisi ve Fast-Food
Sektoriinde Bir Arastirma Kocaeli Universitesi Sosyal
Bilimler Enstitiisti Dergisi 18: 146 — 167.

Hair, J. E., Anderson, R. E., Tatham, R. L., & Black W.C.
(1998). Multivariate Data Analysis. (5th ed.). Upper
Saddle River, NJ: Prentice-Hall.

Kilig B. ve Eleren A. (2009). Turizm Sektoriinde Hizmet
Kalitesi Olgiimii Uzerine Bir Literatiir Arastirmasi
Alanya Isletme Fakiiltesi Dergisi 1(1) : 91-118

Kitcharoen K. (2004). He Importance- Performance Analysis
Of Service Quality In Administrative Departments Of
Private Universities In Thailand: ABAC Journal 24 (3):
20-46.

Kotler P. (2000). Pazarlama Yonetimi
Muallimoglu. Kirklareli: Beta Basim

Woo G.K. Yen C. ve Yen-Soon K. (2009). Influence of
Institutional Dineserv on Customer Satisfaction, Return
Intention, and Word-of-Mouth International Journal of
Hospitality Management 28 (1): 10-17

Ceviri Nejat

42

Okumus A. ve Duygun A. (2008).Egitim Hizmetlerinin
Pazarlanmasinda Hizmet Kalitesinin Olgiimii  ve
Algilanan Hizmet Kalitesi ile Ogrenci Memnuniyeti
Arasindaki iliski Anadolu Universitesi Sosyal Bilimler
Dergisi 8 (2):20-38.

Parasuraman A. Zeithaml V.A and Leonard V.B. (1985).
Problems and Strategies in Services Marketing: The
Journal of Marketing 49(2) Spring: 33-46

Phommavong P. and Khanophet S. (2012) Service Quality of
Metropolitan Public

Hospitals in Lao PDR: SIU Journal of Management
2(2): 78-109

Roses L.K. Hoppen N. and Henrique J.L.
Management of perceptions of

(2009)

information technology service quality: Journal of
Business Research 62: 876-

882

Saat M. (1999). Kavramsal Hizmet Modeli ve Hizmet
Kalitesini Olgme Araci Olarak Servqual Analizi Gazi
Un. 1.I.B.F. Dergisi 3: 107 108.

Sample Size Calculator, Erigim tarihi: 23 Ekim 2013,
http://www.surveysystem.com/

Stevens P. Knutson B. and Patton M. (1995). Dineserv: A
Tool for Measuring Service Quality in Restaurants
Cornell Hotel and Restaurant Administration Quarterly
36 (2) :56-60.

Yanik, A. ve Yilmaz, E. (2011) Disardan Yemek Hizmeti
Alman Bir Egitim ve Arastirma Hastanesinde Personelin
Yemek Hizmetlerinin Degerlendirilmesi,

Electronic Journal of Colleges, Aralik 2011:126-
139.

Yilmaz 1. (2007). Otel Isletmelerinde Hizmet Kalitesinin
Miisteriler Ve Yoneticiler Acisindan Olgiilmesi: Izmir
Ornegi, Doktora Tezi. izmir:Dokuz Eyliil Universitesi
Sosyal Bilimler Enstitiisii.

Yiiksel U. ve Mermod Yiiksel A.
Pazarlamasi. Istanbul: Beta Yayinlari.

Zeithaml V.A and Leonard V.B. and Parasuraman A.
(1988). Communication and Control Processes in the
Delivery of Service Quality. Journal of Marketing 2 (2)
April. 35-48.

(2004). Hizmet


http://www.surveysystem.com/

Journal of Tourism and Gastronomy Studies 1/3 (2013) 33-43

Extensive Summary

Analysis of Expectation Levels of University
Students Enrolled In Different Schools

According To Some Variables

Introduction

Today, in line with the effects of
globalization, the alternatives for customers
have increased regarding the products or
services they would like to buy. Satisfaction or
disappointment the customers feel as a result of
the comparison of the outcomes of their
feelings after buying a product or a service with
their personal expectations indicate whether
they are satisfied or not. The dimensions of
SERVQUAL model obtained by the studies of
Parasuraman, Zeithaml and Berry are the most
commonly accepted dimensions to evaluate

service quality of customers. Based on
SERVQUAL scale, Stevens, Knutson and
Patton  (1996)  developed  DINESERV

measurement model to help measurement and
identification of the quality of service provided
to the customers in catering firms.

Method

Population of the study consisted of
university students enrolled in Adnan Menderes
University in Aydin province of Turkey. The
sampling of the study consisted of the students
who purchased food services from central
cafeteria of the university. A total 337
questionnaires were used as data. SPSS 19.0
packet program was used to test collected data.
Service quality score was obtained by
subtracting expected service scores from
perceived service scores to determine the
difference between the expectations of the
students about the catering firm and their

perceived service quality. Independent
sampling t-test, paired samples t-test, one way
analysis of variance (ANOVA) and

confirmatory factor analysis were used to test
the hypotheses. Kaiser-Meyer-Olkin test score
was found to be .83. Normality of mean
expectation and perception total scores was
found to be p>.05 using Kolmogorov-Smirnov
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test (K-S test) and parametric test methods were
used for analyses.

Results and Suggestions

This study aimed to determine the
expectations of randomly selected university
students enrolled in different faculty and
vocational schools at Adnan Menderes
University about service quality, perception
levels of these expectations and whether
expected and perceived levels significantly vary
according to some demographic variables. Our
findings showed that the catering firm satisfied
the expectations of the students in all
dimensions, excluding understanding dimension
of the scale. It was observed that satisfaction
with the received service did not vary according
to gender variable. There was no difference
between expectation levels of the students
enrolled in faculties or vocational high schools.
We observed that eating frequency of the
students in central cafeteria did not cause a
variation in their expectations levels. However,
there was a statistically significant difference
between the expectation levels of the students
who lodged and did not lodge a complaint about
the catering service. Similarly, there was a
difference between the expectation levels of the
students according to the variable of the mode
of sending these complaints to the management.
If a student complained about the food service
or if he/she had a negative experience about this
service, this indicates that the student had a high
level of expectation, however that expectation
was not satisfied. Our results showed that the
students were satisfied with the service they
received. Future studies can also take into
account the opinions of academic and
administrative personnel about the services.



