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OZET

Toplumda yasanan gelismeler beraberinde toplumsal yagamin gelismesini saglamistir.
Toplumsal yasamin gelismesi ve yayginlasmasi ile teknolojide ve diger seylerde bazi
degisimler meydana gelmistir. Zamanin ilerlemesi ile bilim ve teknolojide gelismeler meydana
gelmistir. Teknolojinin gelismesi ile insanlarin refah diizeyleri artmistir. Refah diizeyinin
artmasi sonucu insanlar istedigi her tiirlii {iriine hizlica ulasmaktadir. Bu nedenle insanlarda
tiiketici bilinci olusmug ve bu biling hizla artmaktadir. Tiiketici bilincinin artmasi hizmet
sektdriinii yakindan etkilemistir. Hizmet sektdriintin 5nemi her gegen giin artmaktadir. Bir mal
veya hizmeti satin alan miisteriler i¢in bu mal veya hizmete 6dedikleri satin alma maliyeti
onemlidir. Bir hizmet satin alirken miisteriler isletme alani ile isletmenin ¢alisanlar: ile ve
hizmet ile direkt etkilesim halindedir. Hizmet sektériinde kalite §lgiimii kolay olmamaktadir.
Hizmet kalitesi i¢inde birgok farkli boyut yer almaktadir. Insani faktorlere bagli boyutlara bagli
olan hizmet kalitesini 6lgmek bu nedenle kolay degildir. Hizmet iireten isletmelerin kalitesini
Olgmek icin gelistirilmis birgok metot bulunmaktadir. Bu metotlar isletmenin miisterilerine
sundugu hizmetin seviyesi 6l¢iilmesini saglamaktadir. Bu 6l¢iimle isletmeler hizmet kalitesinin

basarisini gbzlemlemektedir.

Hizmet sektoriindeki tiim firmalar gibi hazir yemek firmalari da iyi ve kaliteli hizmet
sunmak zorundadirlar. Pazar igerisinde rekabet edebilmek igin isletmelerin hizmet kalitesini
tanimlamasi, periyodik olarak olgmesi ve degerlendirmesi gerekir. Bir isletmenin basaris

miigterinin verilen hizmetten ne kadar memnun oldugunun 6l¢iisiidiir.

Yapilmis olan ¢alismada bir catering firmasinin 4 yildir hizmet verdigi, 7 yildir hizmet
verdigi ve 13 yildir hizmet verdigi 3 farkli miisterinin bekledigi ve algiladig: kalite Servqual

olgegi kullanilarak Sl¢iilmiistiir.
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ABSTRACT

Developments occurred in society brought along the development of social life. With
the development and prevalence of social life, some changes have occurred in technology and
other things. With the advancement of time, developments have occurred in science and
technology. With the development of technology, the welfare of people has increased. People
are not able to access any type of product they want as a result of the increase in the level of
welfare. Therefore, people developed the consumer consciousness and this awareness has been
increasing rapidly. Increase in consumer awareness affected the service industry closely. The
importance of the service industry has been increasing every day. For the customers who
purchase a good or service, the purchasing cost of such good or service is essential. When
purchasing a service, customers interact directly with the business area and the employees of
the enterprise and the service. Quality measurement in the service sector is not easy. Quality of
service is included in many different sizes. It is therefore not easy to measure the quality of
service that depends on human factors. There are many methods developed to measure the
quality of service provider enterprises. These methods allow the company to measure the level
of service it provides to its customers. With this measurement, businesses are able to monitor

the success of the service quality.

As all companies in the service sector, catering companies are required to provide good
and quality services. In order to compete in the market, businesses should define the quality of
service and periodically measure and evaluate it. The success of a business is a measure of how

satisfied the customer is with the service provided.

In this study, the quality expected and recognized by 3 different customers of a catering
firm, to which the catering company has been providing services for 4 years, 7 years and 13

years respectively, was measured by using Servqual scale.



