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Ozet

Giintimiiz kiiresel ve yerel rekabet ortaminda miisteri iliskileri yonetimi anlayis1 gittikce 6nem
kazanmaktadir. Miisteri iligkileri yonetimi anlayis: ile otel isletmeleri miisterinin istek ve
beklentilerine uygun mal veya hizmet iiretebilmekte ve miisteri memnuniyetini
saglayabilmektedir. Boylece, miisteri sadakatini olusturabilmekte ve sadik bir mdiisteri de
isletme karliligini arttirabilmektedir. Miisteri iligkileri yonetimi anlayisinin 6nemli bir parcasi
da isgorenlerin algilamalaridir. Bu calismada Ankara’daki dort ve bes yildizli otel isletmeleri
¢alisanlarinin miisteri iligkileri yonetimi anlayisi algilarinin ortaya konmasi amaglanmistir. Bu
arastirmanin evreni, Ankara’daki 4 ve 5 yildizli 27 otel ¢alisanlar1 olusturmaktadir. 302 otel
calisani ile anket yapilmistir. Calismanin sonucunda, cinsiyet ve yas degiskenleri ile ¢alisanlarin
miisteri iligkileri yonetimi algilamalar1 arasinda anlamli bir iliski s6z konusu olmadig: tespit
edilmigtir.
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Abstract

Customer relationship management is becoming increasingly important in today's global and
local competition. Hotel management with customer relationship management strategy can
produce goods and services that match the demands and expectations of the customers and can
provide customer satisfaction. So, customer satisfaction can provide customer loyalty and
increase the profitability of the business. Employee perceptions are also an important factor in
successful customer relationship management. The population of this study is employees of
twenty-seven hotel enterprises which four and five star hotel enterprises in Ankara. A survey
was conducted with 302 hotel employees and SPSS programme has been used to evaluate data
and find out values. According to the findings, there is no meaningful relationship between
gender and age variables and employee perception of customer relationship management.
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