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ABSTRACT

Work processes in tourism sector are performed by close relationships and interactions among
the personnel and tourists. In the related literature, in spite of numerous studies about the
personnel and tourists’ interactions in different fields of tourism sector, number of the research
that investigates the interactions of the personnel and tourists in tours is still limited. The aim of
the study is to attempt to determine by CIT, the satisfactory/dissatisfactory experiences of the
tourists who joined local tours in Nevsehir. With this purpose, 184 critical incidents were
collected by open-ended style questionnaire from tourists. These incidents were categorized as
satisfactory and dissatisfactory critical incidents. In this way, it was attempted to measure the
current quality conditions of the travel agencies in the region and to identify the service fault.
The research resulted provide specific clues need to be taken into notice in order to improve
service quality during the local tours.

Keywords: Service quality, critical incident technique, package tour, individual tour, Nevsehir.

226



IJOESS MARCH 2019

INTRODUCTION

Under the current conditions of competition, one of the most crucial factors that travel agencies need to take
into consideration to be successful is to provide services in line with the wishes and needs of tourists. Despite
the fact that characteristics of the services such as intangibility, inseparability, non-ownership, perishability and
heterogeneity, they have vital importance for travel agencies to make a difference. A valid and reliable
measurement method is required for an effective quality management (Kavak et al., 2013; Yiimaz, 2018).
Tourists’ service quality assessments encompass the whole service encounter (Price et al., 1995; Bettencourt &
Brown, 1997; Chandon et al., 1997; Wels-Lips et al., 1998; Winsted, 2000; Farrell et al., 2001). The service
encounter is an intense interaction of tourists and personnel, and this interaction has a critical impact on the
tourists’ service quality assessments (Suprenanat & Solomon, 1987; Ardig Yetis, 2017; Yilmaz, 2018). Therefore
the interaction occurring during the service encounter should be taken into consideration for the measurement
of service quality. Personnel are a part of the service and they are effective in the perception of service quality.
Tourists gain insight about the company as they interact with the personnel. In addition, this interaction
emerges service quality perceptions and creates an impression on whether they would feel

satisfied/dissatisfied after their experience with the company.

The fact that the quality is of vital importance for travel agencies brings the necessity to utilize certain
techniques to measure it. Due to the criticisms on SERVQUAL in the recent years, different techniques have
been required for the measurement and improvement of service quality. The most important limitation of
SERVQUAL is that it cannot be sufficient to provide the expected results regarding the sectors where the
personnel-customer interaction is intense such as travel agencies. In this regard, Critical Incidents Technique

(CIT) could contribute to eliminate the constraint in question.

The aim of the study was to attempt to determine by CIT, the satisfactory/dissatisfactory experiences of the
tourist who joined local tours in Nevsehir. In this respect, an abstract section about the relevant literature was
provided at first. In the following sections, the research method was explained and the research results were

discussed. Lastly, recommendations were provided for future studies.
LITERATURE REVIEW

Providing high-quality services to tourists is one of the most important factors that would allow travel agencies
to make a remarkable difference in an intense competition environment. Therefore, it gains importance that
how the tourists perceive the service quality offered the tour and whether they are satisfied with the tour. In
order to understand whether the service quality satisfies expectations of the tourists, process of the service

encounter in the travel agencies should be examined.

As mentioned before, personnel are a part of service and they are effective on how tourists perceive the

service quality. Tourists gain insight about the company in the moments during which they interact with the
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personnel. In addition, this interaction emerges perception of the service quality and creates an impression on
whether they would feel satisfied/dissatisfied after their experience with the company. Many studies
emphasize the significant impact of the tourist-personnel interaction on the service quality (Parasuraman et al.,
1985; 1988; Solomon et al., 1985; Teare et al, 1994; Bejou et al., 1996). Bitner (1990) examined structure of the
process via the model developed in order to examine the tourist-personnel interaction within the service
encounter and emphasized that the quality of this interaction creates a positive perception of service quality. In
the same study he found that positive perception of the service quality had positive impacts on tourists’ future

behavioral intentions.

Improvement of service quality-related problems faced during the tours is an obligation for travel agencies.
However, at first, it is necessary to assert the structure of service quality-related problems from the tourists’
perspectives, and an effective measurement tool is needed it. When examining the literature, it is observed
that several techniques were used in the studies carried out on the measurement and improvement of service
quality in tourism companies (Gronroos, 1984; Parasuraman et al., 1985; Haywood-Farmer, 1988; Brogowicz et
al., 1990; Mattson, 1992; Teas, 1993; Dabholkar et al., 1996; Sweeney et al., 1997; Oh, 1999; Frost & Kumar,
2000; Brady & Cronin, 2001). The most remarkable limitation of those techniques is that they fail enabling
tourists to fully express their opinions. Via those techniques, perceived service quality is measured with the
template sentences. Therefore, it would not be possible for tourists to express their experience via their own

words. CIT gains importance for this reason.

CIT was expressed by Flanagan (1954) for the first time (Eriksson et al., 2016: 28). In the following periods, CIT
was used in many various fields of service sector such as commercial banking (Gremler et al.,1994), retailing
(Keaveney, 1995; Wong & Sohal, 2003), wine industry (Lockshin & McDugall, 1998), service technology (Meuter
et al., 2000), public transportation (Friman & Edvardsson, 2003; Sundling et al., 2016), psychological guidance
(Butterfield et al., 2005), nursing (Lewis et al., 2010), sport and entertainment centers (Howat & Murray, 2002)
and education (Shapira-Lishchinsky, 2011; Bianchi & Drennan, 2012). It is observed in recent studies carried out
in different fields of the tourism sector that CIT was used for the measurement, assessment and improvement
of service quality (Gilbert & Morris, 1995; Callan & Lefebve, 1997; Chell & Pitaway, 1998; Edvardsson &
Strandvik, 2000; Liu et al., 2001; Yilmaz, 2003a; 2003b; Pritchard & Havitz, 2006; Gavcar et al., 2006; Chang &
Yang, 2008; Tsai & Su, 2009; Agrusa et al., 2010; Lundberg, 2011; Johnson, 2012; Hu et al., 2013; Zainol &
Lockwood, 2014; Lee & Shea, 2015; Caber, 2017). Although CIT has been able to be implement in different
fields of tourism sector, it has been used a very limited number of studies (Wang et al.,2000) to measure,

evaluate and improve the quality of service within the context of the tour.

METHOD

The field research of the study was carried out on domestic and foreign tourists who visited Nevsehir and
joined in local tours via package tours or individually. Data were collected with semi-structured questionnaire

forms. Formulating the expression of questionnaire forms was benefitted from the empirical studies reviewed
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in literature for the subject of CIT. (Gilbert & Morris, 1995; Grove & Fisk, 1997; Chung & Hoffman, 1998; Wang
et al., 2000; Liu et al., 2001; Howat & Murray, 2002; Petrick et al., 2006; Lundberg & Mossberg, 2008; Tsai&
Su, 2009; Agrusa et al., 2010; Lundberg, 2011; Ro & Wong, 2012; Johnson, 2012; Hu et al., 2013; Lee & Shea,
2015; Eriksson et al., 2016). Questionnaires were conducted between the months of May and September
when the tours are organized very frequently. In the questionnaire forms the tourists were asked to write
down in a clear and detailed way any satisfactory and dissatisfactory incident they experienced during the
local tours. They were asked as close-ended questions the tourists’ demographical features like their gender,
travel purposes and educational level whereas they were preferred to open-ended questions related to their

professions, ages and nationalities.

For the implementation of CIT, there is no specific rule on how many critical incidents should be collected
(Bitner et al., 1990). At this point, how well the incidents explain the research subject is of importance.
Although 50 critical incidents are considered sufficient to create categories, 100 incidents are considered
more convenient to reach more reliable results. If the critical incidents are planned to be examined through
statistical analyses, more critical incidents should be examined in order to see whether the critical incidents
told by participants are the same or not. From this point of view, 184 critical incidents were collected within
the scope of the research, and collected critical incidents consist of 105 (57%) satisfactory critical incidents
and 79 (43%) dissatisfactory critical incidents. The satisfactory and dissatisfactory critical incidents are
analyzed by content analysis and these incidents are divided into sub-dimensions of the service quality as
tangibles, empathy, reliability, understanding customers, responsiveness, elimination of problems, assurance
and price. The next section is described how the critical incidents are categorized according to satisfactory or

dissatisfactory.

Critical Incidents Technique

In tourism sector, sometimes satisfactory and dissatisfactory incidents happen between personnel and tourists.
Those incidents can be considered as critical incidents for the companies. Each incident happened between
personnel and tourist is not considered as a critical incident. It is required that a critical incident has
satisfactory or dissatisfactory feelings and worth remembering (Oztiirk, 2000). For the tourism companies, the
term ‘critical incidents’ refers to the incidents which would create satisfaction and non-satisfactions for the
tourists, be remembered easily and be different from other incidents. With critical incidents, the companies’

service encounter could be defined, and detailed information could be obtained.

CIT is generally used to find out the possible reasons for a problem occurring within a system (Caber, 2017). In
other words, CIT is a technique developed in order to collect via observing the customer behaviors, categorize
the collected information based on whether it contains any characteristics of a critical incidents, and to analyze
those critical incidents. The essence of the technique is based on allowing consumers to narrate their
experiences. For the implementation of CIT, the incidents with the required characteristics should be collected.

The critical incidents can be collected from the individuals who have had a certain experience or problem, from
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those saying having witnessed the incidents and from the expert individuals working in relevant departments
of the companies. Data can be collected from the participants via questionnaires or interviews. It is essential
that the participants tell their satisfactory or dissatisfactory experiences in a clear, detailed and understandable
way. At first, critical incidents are put the common categories, and then the critical incidents are classified in
accordance with those categories. At this point, adjectives and verbs used by tourists or personnel notice for
the classification of the incidents. Thus, the satisfactory and dissatisfactory incidents happened during the local

tours can be specified, service failures can be introduced and improvements can be made to these failures.
FINDINGS (RESULTS) and DISCUSSION

Demographical Profile of Tourists

It is given below that participants have the demographic characteristics:

Table 1. Demographical Features of Tourists

Features (N=100) Freq. Perc.(%) Features (N=100) Freq. Perc.(%)

Gender Male 60 60 Nationality Turk 45 45
Female 40 40 Foreigner 55 55

Age 18-25 16 16 Education Primary School 4 4
26-33 21 21 Level High School 24 24
34-41 22 22 Assoc. Degree 12 12
42-49 9 9 Under Grad. 42 42
50 and over 32 32 Post Grad. 18 18

Profession Officer 25 25 Purpose of Culture 52 52
Priv. Sec. 50 50 Visit Business 7 7
Housewife/Student 10 10 Entertainment 36 36
Retired Other 5 5

15 15

45% of the participants are Turkish citizens whereas %55 of them are composed of foreign tourists from
different nationalities such as German, American and English. 60% of the participants are male and 40% are
female tourists. In addition, it is seen that tourists at the age of 50 and above (32%) are dominant among the
participants. 50% of the tourists work in a private sector. Examining the education level of the tourists, it is
understood that 42% graduated from an undergraduate program whereas 4% were high-school graduates. It

is observed that more than half of the tourists (52%) indicated culture as the reason underlying their visit.

Categorization of Satisfactory and Dissatisfactory Critical Incident

The features of the satisfactory incidents tourists experienced during the local tours are categorized as
following: tangibles, empathy, reliability, understanding customers, responsiveness, elimination of problems,

assurance and price. The distribution of critical incidents in line with these categories is presented on Table 2.
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Table 2. Distribution of Satisfactory Critical Incidents in line with Categories

Categories Frequency Percentage (%)
Tangibles 50 47
Empathy 40 38

Reliability 5 5

Understanding Customers 3 3
Responsiveness 3 3
Elimination of problems 2 2
Assurance 1 1
Price 1 1

Total 105 100

Tangibles, empathy and reliability categories are the most mentioned ones about the satisfactory incidents

they have experienced during the local tours. The incidents told at most by the tourists under the category of

tangibles are trekking and the unique beauty of the visited underground cities. It is satisfied situation under

the category of empathy that tourist guides are very knowledgeable about Nevsehir and experienced at their

professions. Participants are emphasized that the most important point leading to experience satisfactory

incidents during the local tours is their interaction with the personnel. From this point of view, the

importance of personnel delivering the services during tours comes to more forefront. The incident told at

most by the tourists under the category of reliability is that salespersons in travel agencies not only make

effort to sell a tour but also care about tourists and inform them. Examples of satisfactory incidents

experienced by tourists during local tours are given below:

231

Examples of satisfactory critical events under the category of “Reliability”

“I always wanted to visit Nevsehir, but | did not know much about the region. When | went to travel
agency to get information about the tours, the sales assistant told me everything | need to know in
detail. | was hesitant to purchase the tour and the sales assistant not only made effort to sell the tour

but also care about me and informed me. That was very pleasant.”

“Detailed information was provided for each destination planned to be arrived during the tour. When
we arrived those destinations, we had enough time to visit and view the places. We collected
beautiful photos and memories. The bus driver, the guide and the hotel we stayed were very nice. All

was perfect during the whole tour.”

Examples of satisfactory critical events under the category of “Assurance”

“We went on the tour in April. However, rain showers were a bit challenging for us. In the last day we
were thinking that the program would be cancelled because of bad weather conditions, but

everything went very well and smooth and the whole group was very happy about it.
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Examples of satisfactory critical events under the category of “Tangibles”:

“Big-sized and always clean hotel room made us very happy during our holiday. We have a little kid,
therefore we asked from hotel to arrange a room bigger than usual rooms. They took our request into

consideration and kept the room clean all the time so it was very much satisfactory for us.”

“In general, the seats in busses are narrow and uncomfortable. But the bus was preferred 2+1 for this
tour. Therefore, the seats were wide and comfortable; | said it was just for me. | had a very

comfortable travel from Istanbul to Nevsehir. It was also comfortable during the stopovers.”

Examples of satisfactory critical events under the category of “Price”:

“I came from abroad for this tour. It was worth for the money and time | spent. Everything was well-
chosen and arranged. It could not be better than this. | am very pleased to have visited the unique

and mysterious nature of Nevsehir.

Examples of satisfactory critical events under the category of “Elimination of Problems”:

“We purchased Turkish Night program together with our friends. It was mid-night when we were
back. | was too tired and feeling a bit drunk. It was the next morning when | realized | forgot my bag. |
talked to our guide about it at the breakfast and asked for help. The guide called the restaurant and
they brought my bag back before we left the hotel for the next day’s program. Everything in it was

safe and complete.”

“In the first day of the tour, | forgot my phone at the hotel. When | informed our guide, she
immediately called the hotel and told them to send the phone to Géreme Open-Air Museum with
other tour groups. When we finished visiting the museum, the driver brought my phone. | had
planned to manage my works through phone. Therefore, | appreciated to make me free from a huge

burden.

Examples of satisfactory critical events under the category of “Responsiveness”:

“Before having purchased the tour, sales assistant told us the food in the hotel was very nice. |
thought it was a bit of exaggeration; however, open-buffet was literally an open buffet. | found
everything | wanted to eat. Profiterole in the desert buffet was finished. When | let the chief
organizing the buffets about the situation, he indicated that he would bring it immediately and the

new one came while | was still trying to decide on what to eat.”
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Examples of satisfactory critical events under the category of “Understanding Customers”:

“Despite having checked everything several times, | forgot to put my drugs into my suitcase. | realized
it when | opened my suitcase and because | was not familiar with the region where we were at that
moment, | did not have any chance to go out to buy drugs. | called the reception desk and they said
they could help if | would give the names of the drugs. | did not feel so comfortable but accepted.
Even one hour did not pass when they called me to say that my drugs were ready, and | could pick
them up from the reception desk whenever | like. The receipt where the cost was written was in the

plastic bag and they added it on top of my bill. It was very nice for me.”

“While checking-in the hotel, we asked from the receptionist to give us a room with sunlight and
Nevsehir view, if possible. It was very pleasant that the receptionist took our request into

consideration and gave us a very beautiful room.”

Examples of satisfactory critical events under the category of “Empathy”:

“All the places we visited during the tour were wonderful. However, the most pleasant moment for
me was the Turkish night. Personnel were so kind and cheerful. Each time they asked for permission
before serving the food and they were really eager to help when we asked for something. Therefore,

we had a great time.”

“We informed the travel agency that we would like to purchase the tour for our honeymoon holiday.
When we arrived at the region, the agency had a surprise for us. They arranged us to discount %50
for balloon tour which was not included in the tour package. They wanted us to experience a
memorable moment. We accepted the offer very eagerly. We could not imagine immortalizing our

honeymoon in this way in Nevsehir.

The features of the dissatisfactory incidents tourists experienced during the local tours are categorized as

following: tangibles, empathy, reliability, understanding customer, responsiveness, elimination of problems,

assurance and price. The distribution of critical incidents in line with these categories is presented on Table 3.

Table 3. Distribution of Dissatisfactory Critical Incidents in line with Categories

Categories Frequency Percentage (%)
Tangibles 19 24
Empathy 17 22
Reliability 15 19
Understanding Customer 8 10
Responsiveness 8 10
Elimination of problems 5 6
Assurance 4 5
Price 3 4
Total 79 100
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The categories of dissatisfactory incidents the tourists experienced during the local tours are tangibles,
empathy and assurance. Tourists mentioned at most about the dissatisfactory incidents under the category of
tangibles are that hotel rooms were not clean enough. Failing to perform tourist guides’ jobs and not having
sufficient amount of information or experience, being interested in other things during the tour are the most
mentioned incidents under the category of empathy. The inconvenient behaviors of the personnel in souvenir
shops which make tourists feel like they have to buy something is the incident told by participants at most
under the category of “Assurance”. From this point of view tour operators and travel agencies should watch
out for the physical features of their products and the interaction between personnel and tourists. In
addition, it is necessary to regard the interaction stakeholder of personnel with tourists during the tour.

Examples of dissatisfactory incidents experienced by tourists during local tours are given below:
e Examples of dissatisfactory critical events under the category of “Reliability”:

“Tour was nice at the beginning. After having arrived to our hotel, they completed check-in
procedures following a long waiting period in the lobby. On our way to our rooms, they said we could
leave the luggage to be brought by bellboy later. Since nobody brought our luggage even though we
waited for nearly one hour, we called the lobby and they said the hotel does not have a bellboy
service; therefore, we need to go and take our luggage ourselves. | was completely surprised, and

careless behaviors of the personnel | faced with when | went down surprised me more.”

“I would like to thank to our travel agency and guide because they did their best to make us
experience a very good tour experience, however, people who were trying to sell something all the
time in touristic and archeological sites made me feel a bit uncomfortable. We had free time after
having visited Derinkuyu Underground city. While sitting on a bench and reading something, | was

surrounded by children insisting on selling something. It felt nervous and anxious.”

Examples of dissatisfactory critical events under the category of “Assurance”:

“As a part of our tour, we went to a souvenir shop. | considered buying some presents for my friends.
A salesperson helped me a lot at the beginning and answered my questions in a kind way and
cheerful way. However, the prices of the products were high for me and we could not come to
conclusion. Suddenly, his attitude changed dramatically and started to behave as if | had to buy the

products. | complained about him to our guide and he made the salesperson apologize to me.”

“All of my friends having visited Nevsehir before were talking about the unique nature and beautiful
fairy chimneys. Therefore, | also wanted to visit it. Everything went very well during the tour. The
dissatisfactory incident for me happened at Turkish Night. As far as | have learned from the books of
Masnavi that Sufi whirling is done as a religious ritual and very dense spiritual feelings arise.

Watching Sufi whirling right after having danced the belly dancer was inappropriate for me. Either
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the books | have read were mistaken or such kind of religious ritual should not have been a part of the

night.”

Examples of dissatisfactory critical events under the category of “Responsiveness”:

“We ordered french fries as an extra dish for our dinner at the hotel. We started our dish while
waiting for french fries. We could not see the waiter who received our order and they did not bring
our order even at the end of the dinner. Waiter brought the bill and although we told him that they
did not bring our extra order, he insisted on us to pay the whole bill. Finally, our tour guide came and
saved us from the hassle. After this incident we paid attention to not order anything extra for the rest

of our stay in the hotel.”

“The word ‘Nevsehir’ reminds me colorful hot-air balloons flying above the uniquely beautiful fairy
chimneys. Therefore, | wanted to join a hot-air balloon tour so much. On the tour day, we were picked
up from the hotel two hours earlier than planned and had to wait outside in the freezing cold. After a

long waiting period, it was a very short trip. It was completely a disappointing experience for me.”

Examples of dissatisfactory critical events under the category of “Price”:

“I am one of those who migrated from Turkey to Germany for job. Since | do not have anybody from
my family, | wanted to see Nevsehir through a tour | purchased in Germany. The tour went very well;
however, the personnel in the hotel where we stayed wanted to put extra charge on us for wireless
connection. As far as | knew, using wireless facility in hotels’ lobbies in Turkey was free. Since German
tourists did not know it, they paid the extra price. When | mentioned about it to receptionist, she

behaved in a very rude way. | did not pay it and will report the issue to the travel agency.”

“With its unique landscape and magnificent natural beauty, Nevsehir is a must-see city. Before
purchasing the tour, we were told that everything was included in the price; however, we had to pay

for entrance to all museums and visiting cites. It was annoying for me.”

Examples of dissatisfactory critical events under the category of “Tangibles”:

“The bus arranged by the travel agency did not look safe at all. When | communicated my anxiety to
our guide, he said | should enjoy my holiday and not worry about the technical details. When we
arrived from Istanbul to Ankara, we stopped suddenly. The bus was broken. | did not want to say
anything. After one hour it was understood that the bus could not be fixed. It took two hours for new
bus to come, and we just lost 3 hours for nothing. The guide and the driver did not say a single word

to anybody.
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“Lack of maintenance and interest in visiting places made me really upset. The places we visited were
so beautiful but also full of garbage. | did not see anybody who took care of the mess. Another point

that attracted my attention was, due to my profession, the irrelevant and arbitrary restoration works.

Examples of dissatisfactory critical events under the category of “Understanding Customer”:

“The restaurant we had our lunch during the tour was horrible. It was very much dirty; the personnel
were rude and uneducated. You could see lipstick marks and fingerprints on the glasses. When we
asked waiter to change the glasses, he said they were very busy, therefore he could not. Nobody

came to serve our drinks, either.”

“Although nobody in the group wanted to visit souvenir shops, they took us there because it was
included in our tour program. We spent unnecessary one hour in the shop. We would have preferred

having more free time and chance to explore the region.”

Examples of dissatisfactory critical events under the category of “Elimination of Problems”:

“Guray Museum was one of the places that we were going to visit within the scope of our tour
program. However, our guide, without any explanation, said that it was excluded from the tour
program. They did not arrange something else, either. So we had to go back to hotel earlier than we

expected.”

“Totally covered with snow, Nevsehir had a magnificent landscape. Due to holiday period, we wanted
to visit the region as a family. Cancellation of the lhlara valley part of the tour because of heavy snow
made us very upset. They did not make an alternative plan, either. We stayed in the hotel and spent

money unnecessarily.”

Examples of dissatisfactory critical events under the category of “Empathy”:

“I was quite nervous because of being in a different country. On top of this, | had to visit Nevsehir with
a group of people from different cultures. It was not nice at all. Everybody had different demands and
interpreted what the guide narrated in a different way. There was no consistency between

conversations. It disturbed me a bit.

“Our tour started in Istanbul and we could not see our guide till we arrived at Nevsehir. During all
visits, the guide was only interested in his mobile phone and did not spend any energy on providing us
information about the places. When we attempted to complain, he said, without any embarrassment,

we could find as much information as we like on the Internet.”
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CONCLUSION AND SUGGESTIONS

In this study, it was enabled that tourists having visited Nevsehir and joined local tours conveyed their
satisfactory and dissatisfactory experiences with the CIT. In this way it was attempted to measure the current
quality conditions of the travel agencies in the region and to identify the service fault. The research results
provide specific clues needed to be taken into notice in order to improve service quality during the local tours.
Such factors as service-delivery on time, tour prices, interaction between tourists and personnel could affect
tourist satisfaction. In addition, the dissatisfactory aspects of service quality in local tours are the service

provided is not as promised by the travel agencies and feeling as being deceived during the service.

Due to inseparability of service in tourism industry, service failures might result in losing the tourist capacity,
as well as they might hinder the acquisition of potential tourists. Therefore, it is not sufficient only tour
operators and travel agencies pay attention to service quality. Other companies gathering all tour
components should adopt the same service-providing approach. Furthermore, it may be useful to make an
effort for standardization of services on tours. In this study, the results show that reliability of service is one of
the main reasons for problems of service quality. At this point, tour operators and travel agencies should have
a realistic road map on promotion activities and avoid exaggerated commitments. It should not be forgotten
that the service is as promised as being an important point in tourist satisfaction and future behavioral
tendencies. The interaction between tourists and personnel frequently plays the most important role in their
satisfaction level. It is required that satisfying to tourists primarily is satisfied to personnel named as internal

customers.

As a limitation, this study was enabled that tourists expressed the satisfactory and dissatisfactory incidents
they experienced during local tours in Nevsehir. Therefore, they could be made a comparative analysis to the
opinions of tourist guides, travel agencies and tour operators in future studies. Also, the research population
was composed of domestic and foreign tourists having joined the local tours in Nevsehir. In order to obtain
more reliable and valid results, a bigger sample could be chosen, or, specific comparisons with the tours
organized across Turkey could be done. Furthermore, the study can be developed that the tourists can also
present their own solution to satisfactory or dissatisfactory incidents which they explained and experienced
during the tour. Lastly, utilizing from both qualitative and quantitative research methods in future studies

would provide more detailed information. Buraya, yorum/tartisma ve sonug kismi eklenilmelidir.
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BOLGESEL TURLARDA ALGILANAN HiZMET KALITESININ KRiTiK OLAYLAR
TEKNIGi iLE OLCULMESI

0z

Turizm sektorinde is suregleri, personel ve turist arasinda yasanan vyakin etkilesimle
siirduriilmektedir. ilgili literatiir incelendiginde, turizm sektériinii farkli alanlarinda turist-personel
etkilesimine iliskin bircok calisma yer almasina ragmen, turlarda turist-personel etkilesimini
inceleyen konu sayisi kisitlidir. Bu ¢alismanin amaci, Nevsehir'de bdlgesel tura katilan turistlerin
yasadiklari memnun edici ve memnuniyetsizlik yaratici deneyimlerinin KOT ile tespit edilmesidir.
Bu amagla 184 kritik olay toplanmistir. Bunlardan 105’i memnun edici; 79’u memnuniyetsizlik
yaratici kritik olaylar olarak kategorize edilmistir. Boylece bdlgeye yonelik turlarin hizmet kalitesi
konusundaki mevcut durumu o6lglilmeye ve yasanan aksakliklar tespit edilmeye calisiimistir. Bu
sayede yapilan turlarda hizmet kalitesinin iyilestirilmesi icin neler yapilmasi gerektigi konusunda
somut ipuglari ortaya konulmustur.

Anahtar Kelimeler: Hizmet kalitesi, kritik olaylar teknigi, paket tur, miinferit tur, Nevsehir.

GiRiS

GUnimuiz rekabet kosullarinda seyahat acentalarinin basarili olabilmesinde en 6nemli unsurlardan biri
turistlerin ihtiyag ve isteklerine gore hizmet verilmesidir. Hizmetlerin soyut olmasi, ayrilmaz olmasi,
degiskenligi, dayaniksizligi ve sahiplenemezligi gibi 6zellikler dlgtlmesini zorlastirsa da, seyahat acentalarinda
fark yaratmak icin onemlidir. Etkili bir kalite yonetimi icin ise gegerli ve glivenilir bir 6lcim ydntemine ihtiyag
vardir (Kavak vd.,2013; Yilmaz, 2018). Turistlerin hizmet kalitesine iliskin degerlendirmeleri tim hizmet sunum
siirecini kapsamaktadir (Price vd., 1995; Bettencourt ve Brown, 1997; Chandon vd., 1997; Wels-Lips vd., 1998;
Winsted, 2000; Farrell vd., 2001). Hizmet sunum siirecinde, turist-personel etkilesimi yogundur ve turistlerin
aldiklar hizmete iliskin kalite algilamalarinda bu etkilesim kritik rol oynamaktadir (Suprenanat ve Solomon,
1987; Ardig Yetis, 2017; Yilmaz, 2018). Bu nedenle, hizmet kalitesinin Ol¢liimesinde hizmet sunum siirecinde
yasanan etkilesimde distnilmelidir. Personel hizmetin bir parcgasidir ve turistin hizmet kalitesi algilamasinda
etkilidir. Turist, personelle etkilesim halinde oldugu anlarda isletme hakkinda fikir sahibi olmaktadir. Ayrica, bu
etkilesimle turistin hizmet kalitesi algisi olugmakta ve isletmeden memnun ayrilip/ayrilmayacagina iliskin bir

izlenim meydana gelmektedir.

Kalitenin seyahat acentalari i¢in bu kadar dnemli olmasi, olglimiine yonelik birtakim tekniklerin kullaniimasi
geregini ortaya g¢ikarmaktadir. Son yillarda SERVQUAL’e yonelik yapilan elestirilerden 6tiiri hizmet kalitesinin
6lclimi ve iyilestirilmesinde farkl tekniklere ihtiya¢ duyulmustur. SERVQUAL'in en 6nemli kisiti, seyahat
acentalari gibi personel-musteri etkilesiminin yogun oldugu sektorlerde beklenen sonuglari vermede yetersiz

kalabilmesidir. Bu eksikligin giderilmesinde Kritik Olaylar Teknigi (KOT) 6nemli katkilar saglayabilir.

Calismada Nevsehir'de bolgesel tura katilan turistlerin yasadiklari memnun edici ve memnuniyetsizlik yaratici

deneyimlerinin KOT ile tespit edilmesi amaglanmistir. Bu baglamda, ilk olarak ilgili literatlire ait bir 6zet
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sunulmustur. izleyen bélimde arastirma ydntemi hakkinda bilgi verilerek uygulamadan elde edilen sonuglar

tartisiimistir. Son olarak da ileride yapilacak ¢alismalara yonelik 6neriler sunulmustur.
LITERATUR TARAMASI

Seyahat acentalarinca turistlere kaliteli hizmet sunulmasi yogun rekabet ortaminda fark yaratacak en 6nemli
unsurlardan birisidir. Dolayisiyla, turistlerin giktiklari turda sunulan hizmetin kalitesini nasil algiladiklari ve
turdan memnun olup olmadiklari 6nem kazanmaktadir. Seyahat acentalarinda hizmet kalitesinin turist
beklentilerini karsilayip karsilamadigini 6grenebilmek igcin Oncelikle hizmet sunum sirecini de incelemek

gerekmektedir.

Daha once de bahsedildigi gibi, personel hizmetin bir pargasidir ve turistin hizmet kalitesi algilamasinda
etkilidir. Turist, personelle etkilesim halinde oldugu anlarda isletme hakkinda fikir sahibi olmaktadir. Ayrica, bu
etkilesimle turistin hizmet kalitesi algisi olugmakta ve isletmeden memnun ayrilip/ayrilmayacagina iliskin bir
izlenim meydana gelmektedir. Bir¢ok ¢alisma turist-personel etkilesiminin hizmet kalitesi Gzerindeki 6neminden
bahsetmektedir (Parasuraman vd., 1985; 1988; Solomon vd., 1985; Teare vd., 1994; Bejou vd., 1996). Bitner
(1990), hizmet sunum siirecinde turist-personel etkilesim siirecine iliskin gelistirdigi kavramsal modelde sirecin
yapisini incelemis ve bu etkilesimin kalitesinin turistte olumlu hizmet kalitesi algisi olusturdugunu vurgulamistir.
Ayni calismada (Bitner, 1990) olumlu hizmet kalitesi algisinin turistin gelecekteki davranis egilimlerini olumlu

etkiledigini de belirlemistir.

Turlarda yasanan hizmet kalitesi aksakliklarinin iyilestirilmesi seyahat acentalari igin zorunluluktur. Ancak
oncelikle turlarda hizmet kalitesi aksakliklarinin yapisini turistlerin bakis agisiyla ortaya koymak gereklidir ve
bunu olgebilecek etkili bir araca ihtiya¢ duyulmaktadir. Literatiire bakildiginda, turizm isletmelerinde yapilan
hizmet kalitesi olglimi ve iyilestiriimesine iliskin calismalarda birgok teknigin kullanildigi gorilmektedir
(Groénroos, 1984; Parasuraman vd., 1985; Haywood-Farmer, 1988; Brogowicz vd., 1990; Mattson, 1992; Teas,
1993; Dabholkar vd., 1996; Sweeney vd., 1997; Oh, 1999; Frost ve Kumar, 2000; Brady ve Cronin, 2001). Bu
tekniklerin en 6nemli kisiti, turistlerin isletme hakkinda asil anlatmak istediklerini tam olarak belirtmede
yetersiz kalmalaridir. S6z konusu tekniklerde turistlerin hizmet kalitesi algilamalari kalip cumleler ile
olcilmektedir. Bu nedenle turistlerin yasadiklari deneyimleri bizzat kendi ifadeleri ile aktarmalari mimkiin

olmamaktadir. KOT’ un 6nemi burada ortaya ¢ikmaktadir.

KOT, ilk kez Flanagan (1954) tarafindan glindeme getirilmistir (Eriksson vd., 2016: 28). Sonraki donemde KOT
hizmet sektori altinda yer alan ticari bankacilik (Gremler vd.,1994), perakende magazacilik (Keaveney, 1995;
Wong ve Sohal, 2003), sarap endustrisi (Lockshin ve McDugall, 1998), servis teknolojisi (Meuter vd., 2000),
toplu tasimacilik (Friman ve Edvardsson, 2003; Sundling vd., 2016), psikoloji danismanlik (Butterfield vd., 2005),
hemsirelik (Lewis vd., 2010), spor ve eglence merkezleri (Howat ve Murray, 2002) ve egitim (Shapira-
Lishchinsky, 2011; Bianchi ve Drennan, 2012) gibi ¢ok farkli alanlarda kullanilmistir. Son vyillarda turizm

sektoriinde farkli alanlarda faaliyet gosteren isletmelerde; hizmet kalitesinin ol¢lilmesi, degerlendirilmesi ve
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iyilestiriimesine yonelik olarak KOT’ un kullanildigi calismalar bulunmaktadir (Gilbert ve Morris, 1995; Callan ve
Lefebve, 1997; Chell ve Pitaway, 1998; Edvardsson ve Strandvik, 2000; Liu vd., 2001; Johnson, 2002; Yiimaz,
2003a; 2003b; Pritchard ve Havitz, 2006; Gavcar vd., 2006; Chang ve Yang, 2008; Tsai ve Su, 2009; Agrusa vd.,
2010; Lundberg, 2011; Johnson, 2012; Hu vd., 2013; Zainol ve Lockwood, 2014; Lee ve Shea, 2015; Caber,
2017). Goraldugia Uzere, KOT turizm sektértnin farkh alanlarinda uygulama imkani bulmasina karsin; tur
kapsaminda hizmet kalitesinin 6lglilmesi, degerlendirilmesi ve iyilestirilmesine yonelik olarak ¢ok sinirli sayida

arastirmada (Wang vd.,2000) kullaniimistir.
YONTEM

Bu c¢alismanin alan arastirmasi, Nevsehir'e paket tur veya minferit gelip bélgesel tura katilan yerli ve yabanci
turistler tzerinde yapilmistir. Veriler yari yapilandirilmis anket formlari ile toplanmistir. Bu kapsamda; KOT ile
ilgili literatiirde taranan ampirik ¢alismalardan (Gilbert ve Morris, 1995; Grove ve Fisk, 1997; Chung ve
Hoffman, 1998; Wang vd., 2000; Liu vd., 2001; Howat ve Murray, 2002; Petrick vd., 2006; Lundberg ve
Mossberg, 2008; Tsai ve Su, 2009; Agrusa vd., 2010; Lundberg, 2011; Ro ve Wong, 2012; Johnson, 2012; Hu
vd., 2013; Lee ve Shea, 2015; Eriksson vd., 2016) faydalaniimistir. Anket uygulamasi turlarin yogun olarak
gerceklestigi Mayis-Eylul aylarinda gergeklestirilmistir. Anket formunda turistlerin tur esnasinda yasadiklari
memnun edici ve memnuniyetsizlik yaratici bir olayi acik ve ayrintili olarak yazmalari istenmistir. Turistlere
demografik 6zelliklerinden cinsiyet, seyahat amaglari ve egitim bilgileri kapali uglu sorulmus, meslek, yas ve

milliyetlerine iligkin sorular agik uglu olarak yoneltilmistir.

KOT’ un uygulama asamasinda, kac tane kritik olay toplanilacagi konusunda kesin bir kural bulunmamaktadir
(Bitner vd., 1990). Burada toplanan olaylarin arastirilan konuyu ne kadar iyi agikladigi 6nem tasimaktadir.
Kategori olusturmak amaciyla 50 adet kritik olay yeterli sayilsa da, daha iyi bir sonug¢ ortaya koymak igin 100
olay daha uygun goriilmektedir. Ele alinan kritik olaylar istatistiki analizler kullanilarak incelenecek ise,
katimcilarin anlattiklari kritik olaylarin farkh olup olmadigini gérebilmek icin daha fazla sayida kritik olay
incelenmelidir. Bu noktadan hareketle, arastirma kapsaminda turistlerden toplam 184 kritik olay toplanilimis
ve bunlardan 105’i olumlu (%57); 79’u olumsuz (%43) kritik olaylardir. Elde edilen olumlu ve olumsuz kritik
olaylar arastirmacilar tarafindan igerik analizi yapilarak hizmet kalitesinin alt boyutlari olan somut 6zellikler,
empati, guvenilirlik, 6zel istek ve ihtiyaglarin karsilanmasi, zamaninda hizmet, aksakliklarin giderilmesi,
glivence ve fivat kategorilerine ayrilmistir. Calismada herhangi bir istatistiki analiz yapiimamistir. ilerleyen

bolimde kritik olaylarin nasil kategorilestirildiginden bahsedilmektedir.
Kritik Olaylar Teknigi

Turizm sektoriinde personel ile turistin arasinda kimi zaman memnuniyet kimi zaman memnuniyetsizlik yaratan
olaylar yasanmaktadir. Bu olaylar, isletmeler icin kritik olay olarak ifade edilebilmektedir. Personel ile turist
arasinda yasanan her olay kritik olay olarak nitelendiriimemektedir. Kritik olayin, memnun edici ya da

memnuniyetsizlik yaratici olmasi ve hatirlanmaya deger bir dzellik gdstermesi gerekmektedir (Oztiirk, 2000).
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Turizm igletmelerinde kritik olay kavrami, personel ile turist arasinda yasanan memnuniyet veya
memnuniyetsizlik yaratan, akilda kalan ve diger yasananlardan farkh olan olaylar ifade etmektedir. Kritik

olaylar ile isletmelerin hizmet lretim siireci tanimlanabilecek ve detayli bilgi sahibi olunabilecektir.

KOT, genellikle bir sistem igerisinde herhangi bir sorun meydana geldiginde, bunu ortaya cikaran nedenlerin
ortaya konulmasi amaciyla kullaniimaktadir (Caber, 2017). Baska bir ifadeyle; KOT, tiiketici davranislari ile ilgili
gozlem yaparak bilgi toplanmasi, toplanan bilgilerin kritik bir olayin o6zelliklerini tasiyip tasimadigina goére
siniflandiriimasi ve bu kritik olaylarin incelenmesi igin gelistirilmis bir yontem olarak karsimiza gikmaktadir.

Teknigin 6z, tiketicilerin yasadiklari deneyimleri hikayelestirerek anlatmalarina dayanmaktadir.

KOT “un uygulanmasi icin oncelikle istenilen niteliklere sahip olaylarin toplanmasi gerekmektedir. Toplanilan
kritik olaylar belli bir deneyimi veya sorunu deneyimlemis kisilerden, bu sorunun yasandigini gézlemleyen diger
kisilerden ya da isletmelerin ilgili bolimlerinde galisan uzman kisilerden toplanabilmektedir. Katilimcilardan
veriler bir anket formu veya milakat yoluyla toplanabilmektedir. Katilimcilarin yasadiklari olumlu veya olumsuz
deneyimi agik, detayli ve anlasilir bir sekilde anlatabilmeleri dnemlidir. Oncelikle arastirmacilar belirtilen kritik
olaylari ortak kategorilerde toplamaktadir, daha sonra ise bu kategorilere gore elde edilen kritik olaylar
siniflandiriimaktadir. Bu noktada, olaylarin siniflandirilmasinda turistlerin veya personelin bahsettikleri sifatlar
ve fiiller 6ne ¢ikmaktadir. Boylelikle tur kapsaminda turistleri memnun edici veya onlarda memnuniyetsizlik
yaratici olaylar ortaya cikarilabilmekte; hizmet aksakliklari ortaya konulmakta ve bu aksakliklara iligskin

iyilestirmeler yapiimaktadir.

BULGULAR VE YORUM

Demografik Ozelliklere iliskin Bulgular

Katihmcilarin demografik 6zellikleri asagida belirtilmektedir:

Tablo 1.Turistlere iliskin Demografik Ozellikler

Ozellikler (N=100) Frekans Yiizde(%) Ozellikler (N=100) Frekans Yiizde(%)

Cinsiyet Erkek 60 60 Uyruk Tirk 45 45

Kadin 40 40 Yabanci 55 55
Uyruklu

Yas 18-25 16 16 Egitim ilkdgretim 4 4
26-33 21 21 Durumu Lise 24 24
34-41 22 22 Onlisans 12 12
42-49 9 9 Lisans 42 42
50 ve Uzeri 32 32 Lisansistu 18 18

Meslek Memur 25 25 Seyahat Kaltar 52 52
Ozel Sektér 50 50 Amaci is 7 7
Cahsani 10 10 Eglence 36 36
Ogrenci/Ev 15 15 Diger 5 5
Hanimi
Emekli

241



IJOESS MARCH 2019

Katiimcilarin %45’i Tiirk vatandasi iken, %55’i Alman, Amerikan, ingiliz gibi cesitli yabanci uyruklu turistlerdir.
Katihmcilarin %60'1 erkek, %401 kadin turistlerden olusmaktadir. Katiimcilardan 50 ve (izeri yas araligindaki
(%32) turistlerin agirlikta oldugu gorilmektedir. Turistlerin %50’si 6zel sektor ¢alisanidir. Turistlerin egitim
durumu incelendiginde %42’sinin lisans egitimi aldigi; %4’nilin ise ilkdgretim mezunu oldugu anlasiimaktadir.

Turistlerin yarisindan fazlasinin (%52) bolgeye gelis amacini kiiltiir olarak belirttigi goralmastdr.
Turistlerin Yasadiklari Memnun Edici ve Memnuniyetsizlik Yaratici Kritik Olaylarin Kategorilestiriimesi

Turistlerin tur esnasinda yasadiklari memnun edici olaylar somut 6zellikler, empati, giivenilirlik, 6zel istek ve
ihtiyaclarin  karsilanmasi, zamaninda hizmet, aksakliklarin giderilmesi, giivence ve fiyat olarak

kategorilestirilmistir. Bu kategorilere gore kritik olaylarin dagilimi Tablo 2’de belirtilmistir.

Tablo 2. Memnun Edici Kritik Olaylarin Kategorilere Gére Dagilimi

Kategoriler Frekans Yiizde (%)
Somut Ozellikler 50 47
Empati 40 38
Guvenilirlik 5 5
Ozel istek ve ihtiyaglarin Karsilanmasi 3 3
Zamaninda Hizmet 3 3
Aksakliklarin Giderilmesi 2 2
Glvence 1 1
Fiyat 1 1
Toplam 105 100

Turistlerin tur esnasinda yasadiklari memnun edici olaylarda somut 6zellikler, empati ve glivenilirlik kategorisi
en fazla bahsedilen kategorilerdir. Somut 6zellikler kategorisinde turistler tarafindan en fazla anlatilan olay,
tur kapsaminda cikilan yiirGyis turlar ve gidilen yeralti sehirlerinin egsiz glzelligidir. Empati kategorisinde ise,
turist rehberlerinin Nevsehir hakkinda cok bilgili ve mesleginde tecriibeli olmasi memnun edici bir durumdur.
Katihmcilar tarafindan tur esnasinda yasadiklari olaylarda memnun olmalarini saglayan en énemli noktanin
etkilesimde bulunduklari personel oldugu vurgulanmistir. Bu noktadan hareketle, turlarda hizmeti sunan
personelin 6nemi ortaya ¢ikmaktadir. Glvenilirlik kategorisinde en fazla anlatilan olay, acenta satis elemaninin
turist ile sadece tur satmak i¢in degil ayni zamanda turisti bilgilendirmek icin ¢caba sarf etmesi ve ilgilenmesi
olarak gosterilmistir. Turistlerin tur sirasinda yasadiklari memnun edici kritik olaylara iliskin her bir

kategoriden 6rnekler asagida verilmistir:

o “Giivenilirlik” kategorisinde yer alan memnun edici kritik olaylardan érnekler:
“Nevsehir’e hep gitmek istemisimdir ama bélge hakkinda ¢ok bilgi sahibi degildim. Acentaya turlar
hakkinda bilgi almak igin gittigimde satis elemani tur hakkinda bilmem gerekenleri ayrintili bir sekilde
anlatti. Turu satin alma konusunda kararsizdim ve satis elemani benimle sadece turu satmak igin

degil, tur hakkinda bilgilendirmek igin ilgilendi. Bu memnun etmisti beni.”
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“Turda varacagimiz her nokta igin ayrintili bilgi verildi. Vardigimizda da ayrintili olarak gérme firsati
bulduk. Giizel fotograflar, anilar topladik. Otobiis soférii ve rehberimiz, konakladigimiz otel her sey

¢ok iyiydi. Tur boyunca her sey miikemmel gitti.”

“Giivence” kategorisinde yer alan memnun edici kritik olaylardan érnekler:

“Tura Nisan ayinda ¢iktik. Ama bahar yagmurlari bizi biraz zorladi. En son giin programin hava
sartlarinin ¢ok kétiiye gitmesinden dolayi iptal edilecegini distiiniirken her sey sorunsuz bir sekilde
ilerledi ve biz bundan grup olarak memnun olduk.”

“Somut Ozellikler” kategorisinde yer alan memnun edici kritik olaylardan érnekler:
“Konakladigimiz otelde odamizin biiyiik ve siirekli temiz olmasi tatilimiz boyunca bizi mutlu etti. Kiigiik
cocugumuz vardi. Normal odalardan biraz biiylik olsa bizim igin iyi olacagini resepsiyoniste rica olarak
séyledik. Istegimizi yapmasi ve cocuk oldudu icin odayi siirekli temizlemeleri hosumuza gitmisti.”
“Genelde otobiislerin koltuklari dar ve konforsuz olur. Ama bu turda otobiis 2+1 segilmisti. Koltuklar
bu yiizden biiyiik ve rahatti, tam bana géreydi diye bilirim. Rahat bir sekilde istanbul’dan Nevsehir’e
seyahat ettim. Daha sonra da her indi bindi de rahat bir sekilde gidebildim.”

“Fiyat” kategorisinde yer alan memnun edici kritik olaylardan drnekler:

“Yurtdisindan bu turu alarak geliyorum. Su ana kadar verdigim para ve zamanin tura deddi. Her sey
iyi segilmisti. Bundan daha iyisi olamazdi. Nevsehir’in bilinmeyen essiz dogasini gérdigim igin
memnunum.”

“Aksakliklarin giderilmesi” kategorisinde yer alan memnun edici kritik olaylardan 6rnekler:

“Turda arkadaslarla ekstra satilan Tiirk Gecesi’ne katildik. Gece yarisi ancak dénebildik. Cok
yorgundum ve biraz da alkol almistim. Cantami unuttugumu ancak sabah fark edebildim. Kahvaltida
rehberimize durumu anlattim ve yardimci olmasini rica ettim. Restorani arayarak durumu bildirdi ve
biz o giinkii program icin otelden ¢ikmadan ¢antam elime ulasti. iginde her sey koydugum gibi
duruyordu.”
“Turun ilk giinii otelde telefonumu unutmustum. Rehberimize séyledigimde hemen oteli aradi ve
telefonu diger turlarla gidecegimiz Géreme Acik Hava Miizesi’ne ulastirmalarini séyledi. Biz geziden
déndiigiimiizde tur soférii telefonu bana verdi. Tatile ¢iktigim igin isleri telefondan yiiriitecektim. Beni
bliyiik bir yiikten kurtarmis olmalarina minnettarim.”

“Zamaninda Hizmet” kategorisinde yer alan memnun edici kritik olaylardan 6rnekler:

“Satis elemani turu alirken konaklayacagimiz otelin yemeklerinin ¢ok gtizel oldugunu séylemisti. Ben
abartiyor diye diisiinmiistiim. Ama gercekten agik biife tam bir agik biifeydi. Biifelerde aradigim her
sey vardi, ¢ok cesitliydi. Tath biifesinde profiterol bitmisti. Blifeleri diizenleyen as¢iya durumu
soyledigimde hemen yenisini getirecegini séyledi ve ben daha baska tatli igin karar vermeden yenisi
geldi.”

“Bzel istek ve ihtiyaglarin Karsilanmasi” kategorisinde yer alan memnun edici kritik olaylardan

ornekler:



IJOESS MARCH 2019

“Valizimi evde hazirlarken her seyi birden fazla kez kontrol etmeme ragmen 6nemli olan ilaglarimi
unutmusum. Valizi aginca fark ettim ve artik bulundugumuz yeri bilmedigim icin ¢ikip alma sansim da
yoktu. Resepsiyonu aradim ve durumu anlattim. Bana yardimci olabileceklerini ve ilaglarin isimlerini
s6ylememi en yakin eczaneden getirtebileceklerini séylediler. Giivenemedim ama kabul ettim. Bir saat
olmamusti ki telefon ¢aldi ve ilaclarimin resepsiyonda hazir oldugunu, istedigim zaman alabilecedimi
séylediler. ilag faturasi posetteydi ve hesabima yazmislardi. Bu benim ¢ok hosuma gitmisti.”

“Kayit esnasinda konakladigimiz otelde odamizin giines gbren ve miimkiinse Nevsehir manzarali
olmasini rica etmistik. Resepsiyonistin bunu dikkate alip bize giizel bir oda vermesi hostu.”

“Empati” kategorisinde yer alan memnun edici kritik olaylardan érnekler:

“Tur boyunca gittigimiz her yer ¢ok giizeldi. Ama en ¢ok memnun oldugum an Tiirk Gecesi’ndeydli.
Personel ¢ok gliler yiizlii ve nazikti. Yemekleri getirirken her defasinda “Pardon” deyip izin alarak
tabaklari koymasi ve bir sey soruldugunda yardimci olmaya hevesli olmalari keyifli zaman
gecirmemizi sagladi.”

“Tur sirketine turu satin alirken balayi icin katildigimizi sGylemistik. Bélgeye vardigimizda tur sirketinin
bize bir stirprizi vardi. Ekstra ¢ikilacak olan balon turuna balayi ¢ifti oldugumuz igin %50 indirim
uyguladilar. Bize unutulmaz bir an yasatmayi diisiinmiislerdi. Bizde sevinerek kabul ettik. Balayimizi

Nevsehir'de bu sekilde éliimsiizlestirmek hi¢ aklimiza gelmemisti.”

Turistlerin tur esnasinda yasadiklari memnuniyetsizlik yaratici olaylar somut 6zellikler, empati, glivence,

glavenilirlik, fiyat, zamaninda hizmet, 6zel istek ve ihtiyaclarin karsilanmasi ve aksakliklarin giderilmesi olarak

kategorilestirilmistir. Bu kategorilere gore kritik olaylarin dagilimi Tablo 3’te belirtilmistir.

Tablo 3. Memnuniyetsizlik Yaratici Kritik Olaylarin Kategorilere Gére Dagilimi

Kategoriler Frekans Yizde (%)

Somut Ozellikler 19 24
Empati 17 22
Glivence 15 19
Guvenilirlik 8 10
Fiyat 8 10
Zamaninda Hizmet 5 6

Ozel istek ve ihtiyaglarin Karsilanmasi 4 5

Aksakliklarin Giderilmesi 3 4

Toplam 79 100

Turistlerin tur esnasinda yasadiklari memnun edici olaylarda somut ozellikler, empati ve glvence

kategorileridir. Somut 6zellikler kategorisinde turistlerin memnuniyetsizlik yaratici olaylar olarak en fazla

bahsettigi durum konaklanan otel odasinin yeterince temiz olmamasidir. Tur rehberlerinin goérevlerini iyi

yapmamasi ve yeterince bilgili veya tecriibeli olmamalari, isi esnasinda baska konularla ilgilenmeleri “Empati”

kategorisinde en fazla bahsedilen olay olmustur. Tur kapsaminda gotiiriilen hediyelik esya magazalarinda

personelin turistlere bir sey almak zorundaymis gibi uygunsuz davranislarda bulunmalar “Glivence”

kategorisinde en fazla anlatilan olaydir. Bu noktadan hareketle, tur operatorleri ve seyahat acentalarinin
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Urunlerinin fiziksel 6zelliklerine ve gorevli personellerinin turistle olan etkilesimine dikkat etmelidir. Ayrica, tur

boyunca tamamlayici hizmetlerin alindigi isletmelerin de turistlerle olan iletisimine ve yaklasimlarini

onemsemek gerekmektedir. Turistlerin tur sirasinda yasadiklari memnuniyetsizlik yaratici kritik olaylara iligkin

her bir kategoriden 6rnekler agagida verilmistir:
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“Giivenilirlik” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan érnekler:

“Tur iyi baslamisti. Konaklayacagimiz otele geldigimizde lobide uzun bir bekleyis sonrasi oda
kayitlarimiz alindi. Odalarimiza ¢ikarken valizlerin lobide birakabilecegimizi daha sonra odalarimiza
bellboy tarafindan ¢ikarilacagi séylendi. Yaklasik bir saat beklememize ragmen valizlerimiz
getirilmedigi icin resepsiyonu aradigimizda otelin bellboyu olmadigini valizlerimizi kendimizin almasi
gerektigi séylendi. Cok sasirdim ve asadi indigimde ilgisiz personel beni bir kez daha sasirtti.”

“Tur programimiz ve tur rehberimiz ¢ok iyi bir tur olmasi igin elinden gelen her seyi yapti onlara
tesekkiir ediyorum ancak bélgede gezi ve éren yerlerinde siirekli bir seyler satmaya ¢alisan insanlarin
olmasi beni biraz huzursuz etti. Derinkuyu Yeralti Sehri ¢ikisi serbest zaman verilmisti. Bankta
otururmus bir seyler okurken aniden etrafimiz ¢ocuklarla doldu. Hepsi bir agizdan bir seyler satin
almamuz icin israr ediyordu. Cok tedirgin olduk.”

“Glivence” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan érnekler:

“Turla hediyelik esya magazasina gittik. Bende arkadaslarima hediye alirrm diye diisiindiim. Benimle
bir satis elemani ilgilendi. Baslarda ¢ok glizel ilgilendi, sordugum tiim sorulari cevapladi. Kibar ve
gliler yiizlii bir personeldi. Ancak bedgendigim lriinlerde fiyatlarin pahali olmasindan dolayi
anlasamayinca birden bire satis elemaninin davranislari dedisti. Sanki almak zorundaymisim gibi bir
tavir takindi ve daha sonra kabalasti. Rehberimize sikdyette bulundum ve elemanin benden 6ziir
dilemesini sagladi.”

“Nevsehir’e gelen tiim arkadaslarim bakir dodadan ve essiz peri bacalarindan bahsediyordu. Bu
yiizden bende gelmek ¢ok istiyordum. Her sey tur boyunca giizel gitti. Ancak benim a¢imdan garip ve
memnuniyetsizlik yasatan olay Dervis semahi sirasinda yasandi. Benim okudugum Mesnevi
kitaplarinda semah gdésterileri bir din ritiiel olarak yapiliyordu ve biiyiik bir manevi duygu yogunlugu
olusuyordu. Tiirk Gecesi’nde danséziin gébek dansi sonrasi Semah gésterisi yapildi ve bu benim
hosuma gitmedi. Ya okudugum kitaplarda hata vardi ya da bu gésterinin béyle bir gecede olmamasi
gerekiyordu.”

“Zamaninda Hizmet” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan érnekler:
“Aksam yemedinde otelde ekstra olarak patates kizartmasi siparisi vermistik. Yemegimize
baslamistik, siirekli siparisi alan garsonu gézlerimiz aradi. Ama bir tiirlii onu géremedik. Yemedgimiz
bittiginde hala siparisimiz gelmemisti. Kalkarken garson hesabi getirmisti. Siparisimizin gelmedigini
s6ylemememize ragmen hesabi édememiz konusunda israr etti. Sonunda rehberimiz geldi ve
garsondan kurtulabildik ama kaldigimiz giinler boyunca bir daha ekstra bir sey almamaya dikkat

ettik.”
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“Nevsehir deyince aklima essiz peri bacalari etrafinda rengarenk ugcan balonlar geliyor. Bu ylizden
balon turuna ¢ikmayi ¢ok istiyordum. Tur giinii normalde alinmamiz gereken saatin yaklasik iki saat
Oncesinde otelden alindik ve bosuna ayazda beklemek zorunda kaldik. Bekledikten sonrada kisa bir
tur gibi oldu. Bende balon turu biiyiik bir hayal kirikligr yasattr.”

“Fiyat” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan ornekler:

“Ben gurbetgi Tiirklerdenim. Ailemden kimse olmadidi icin Nevsehir’i Almanya’dan satin aldigim turla
gérmek istedim. Turumuz sorunsuz sekilde ilerledi ancak konakladigimiz otelde kablosuz internet
baglantisi igin tiim gruptan ekstra lcret istendi. Benim bildigim Tiirkiye’de otellerin lobilerinde
kablosuz internet baglantisi licretsizdi ancak otel hepimizden licret almak istedi. Almanlar bilmedikleri
igin bu tcreti ddediler. Ben durumu séyleyince resepsiyonist ¢ok kaba davrandi. Bende bu licreti
6demedim ve gidince acentaya oteli sikdyet edecegim.”

“Essiz manzaralar1 ve muhtesem dodgasiyla Nevsehir gercekten gériilmesi gereken bir yer. Tur
kapsaminda her sey dahil olarak konusulmustu ama girdigimiz tiim miize ve éren yerlerinde ekstra
cebimden para vermek beni rahatsiz etti.”

“Somut Ozellikler” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan érnekler:
“Acentanin ayarladigi otobiis hig glivenli géziikmiiyordu. Rehberimize diisiincemi séyledigimde tatilin
keyfini ctkarmami, teknik islerin onlarin gérevi oldugunu séyledi. istanbul’dan Ankara’ya geldigimizde
birden durduk. Sorun otoblis bozulmustu. Ben dedim demek istemedim. Tamir edilemeyecedi bir
saatlik bir ugras sonunda anlasildi. Yeni otoblisiin gelmesi yaklasik iki saati buldu ve bizim li¢ saatimiz
¢ope atildi. Bu bekleyis boyunca rehber ve sofér gruptan hic kimseye bilgi vermedi ve ilgilenmedi.”
“Gezi yerlerindeki bakim ve ilgisizlik beni ¢ok lizdii. Gezdigimiz yerler ¢ok giizeldi ama her yer ¢éptii.
Gezimiz boyunca ilgilenen kimse yoktu. Ayrica yapilan restorasyonlarin ¢ok alakasiz ve gelisiglizel
yapilmasi da benim isim sebebiyle ilgimi ¢ceken bir diger konu oldu.”

“Bzel istek ve ihtiyaglarin Karsilanmasi” kategorisinde yer alan memnuniyetsizlik yaratici kritik

olaylardan 6rnekler:

“Tur esnasinda 6gle yemedi yedigimiz restoran bir faciaydi. Restoran ¢ok kirli, personel ¢ok ilgisiz ve
editimsizdi. Masadaki bardaklar ruj ve parmak izleri ile pislik igcindeydi. Garsona bardaklarimizi
degistirmesini séyledigimizde, su anda ¢ok yogun olduklarini degistiremeyecegini séyledi. Yemek
boyunca da kimse gelip icecek servisi yapmad..”

“Hediyelik esya satan yerlere tiim grup istememesine ragmen rehberimiz programda oldugdunu
soyleyerek gétiirdii. Burada gereksiz bir saat harcadik. Onun yerine serbest zaman olsaydi ve bélgeyi
kesfetme firsati bulabilseydik.”

“Aksakliklarin Giderilmesi” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan

ornekler:

“Tur programimizda bize acentada anlatildiginda Giiray Miize’de vardi. Ama rehberimiz nedenini
aciklamadan miizenin programdan ¢ikarildigini séyledi. Bu degisiklik icin baska bir ayarlama da

yapilmadi ve otele erkenden gétiiriildiik. Bos bos otelde oturmak zorunda kaldik.”
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“Kisin karlar altinda Nevsehir ¢cok muazzam bir gériintiiye biiriinmiis. Tatil olmasi sebebiyle ailecek
bélgeye geldik. Ihlara’ya gidecegimiz giin kar nedeniyle programin iptal edilmesi bizi ¢ok izdi. Bu
degisiklik yerine alternatif baska bir programda yapilmadi ve bizim bir giiniimiiz otelde gereksiz
harcamalar yaparak gecgti.”
e “Empati” kategorisinde yer alan memnuniyetsizlik yaratici kritik olaylardan 6rnekler:

“Baska bir llkede olmaktan yeterince rahatsizdim. Bunun lzerine birde karma bir turda farkli
kiltirlerden insanlarla Nevsehir'i gezmek zorunda kalmak benim igin hi¢ hos dedildi. Herkes farkli
seyler istiyor, rehberin anlattiklarindan farkli anlamlar ¢ikariyordu ve sohbet birden farkl konulara
kayiyordu. Bu beni biraz rahatsiz etti.”

“Turumuz Istanbul’dan basladi ve Nevsehir'e kadar rehberi hic gérmedik. Tiim geziler boyunca
rehberimiz telefonuyla ilgilendi ve bize gezdigimiz yerler ile ilgili hi¢bir anlatimda bulunmad. Sikdyette

bulunacak gibi olunca gezdigimiz yerlerin internette ¢ok giizel anlatildigini piskin bir sekilde séyledi.”
SONUC VE ONERILER

Bu calismada Nevsehir'e gelen ve bolgesel tura katilan turistlerin yasadiklari memnun edici ve
memnuniyetsizlik yaratici deneyimleri KOT ile aktarmalari saglanmistir. BOylece bdlgeye yonelik turlarin
hizmet kalitesi konusundaki mevcut durumu 6lgiilmeye ve yasanan aksakliklar tespit edilmeye galisiimistir. Bu
sayede yapilan turlarda hizmet kalitesinin iyilestirilmesi icin neler yapilmasi gerektigi konusunda somut
ipuclari ortaya konulmustur. Turistler turda zamaninda hizmet verilebilirlik, tur fiyati, hizmet aldigi personelle
etkilesim gibi unsurlarla turistlerin memnuniyeti etkilenebilmektedir. Ayrica, turistler igin turun hizmet
kalitesinin memnuniyetsizlik yaratici yonleri, verilen hizmetin vaat edildigi gibi olmamasi; ayni zamanda

kendilerini aldiklari hizmet esnasinda kandiriliyormus gibi hissetmeleridir.

Turizm isletmelerinde Ulretim ve tiketimin es zamanl olmasindan dolayi hizmetin aksamasi mevcut turistin
kaybedilmesine neden olabilecegi gibi potansiyel turistin de kazanilmasina engel olusturabilmektedir. Bu
anlamda, sadece tur operatorleri ve seyahat acentalarinin hizmet kalitesine dikkat etmeleri yeterli degildir.
Ayni zamanda tur bilesenlerini bir araya getiren diger isletmelerinde ayni hizmet anlayisini benimsemeleri
gerekmektedir. Ayrica, turlarda hizmetlerin standartlastirilmaya calisilmasi faydal olabilecektir. Calismada
hizmet kalitesi aksakliklarinin temel nedenlerinden biri, hizmetin givenilirligi olarak ortaya ¢ikmistir. Bu
noktada, tur operatorleri ve seyahat acentalari tutundurma faaliyetlerinde gercekgi bir yol izlemeli, asiri ve
abartili vaatlerden kaginmalidir. Hizmetin vaat edildigi gibi olmasinin turist memnuniyetinde ve gelecekteki
davranis egilimlerinde 6nemli bir nokta oldugu unutulmamalidir. Turistin hizmet kalitesi algisinda ve
isletmeden memnun ayrilip ayrilmamasinda personel ile etkilesimi ¢cogu zaman en Onemli paya sahiptir.
Turistin memnuniyetinin saglanmasinda oncelikle i¢c misteri olarak adlandirilan personelin memnuniyetinin

saglanmasi gerekmektedir.

Calismada tur kapsaminda turistlerin memnuniyet veya memnuniyetsizlik yasadiklari olaylari bizzat aktarmalari

saglanmistir. ileriki calismalarda turist rehberlerinin, seyahat acentalarinin ve tur operatérlerinin diisiincelerini
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yansitacak karsilastirmali analizler yapilabilir. Arastirma evreni, Nevsehir'de bolgesel tura katilan yerli ve
yabanci turistlerden olusmaktadir. Sonuglarin daha giivenilir ve gecerli olmasi icin daha genis bir 6rneklem
kitlesi ile galisilabilecegi gibi; Turkiye genelinde yapilan turlarla karsilastirma da yapilabilir. Ayrica, turistlerin tur
boyunca memnuniyet veya memnuniyetsizlik yasadiklari olaylari anlatmalarina ek olarak bahsettikleri konulara
iliskin kendi ¢6ziim Onerilerini de sunabilecekleri bir arastirma gelistirilebilir. Son olarak, gelecekte yapilacak

calismalarda hem nitel hem de nicel yontemlerin birlikte kullaniimasi daha detayli bilgilerin elde edilmesini
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