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Oz

Kiiresellesen diinyada calisan insan sayisinin artmasiyla ev disinda gerceklestirilen sosyal aktiviteler
yaygin hale gelmistir. Bir sosyallesme araci olarak da goriilen restoranlar giiniimiiziin en popiiler ticari
ve rekreasyon mekanlar1 olarak nitelendirilmektedir. Restoran isletmelerinin servis bolimi
miisterilerle dogrudan iletisim kuran bdliimlerden birisi olup, bu boliime aliacak isletme
personelinden diizgiin diksiyon, kibar ve sabirli bir kisilik, sorun ¢6zme yetenegi gibi 6zelliklere sahip
olmasi arzu edilebilmektedir. Bu arastirma ile restoran miisterilerinin personellerin becerilerine yonelik
algilarimi 6lgmek ve isletme ¢alisanlarinin yeterlilik diizeylerinin saptanmasi amacglanmaktadir. Hizmet
kalitesi baglaminda arastirma Antalya Muratpasa’daki restoranlar1 tercih etmis olan miisteriler
iizerinde yapilmustir. 400 kisiyle yapilan anket sonucunda ¢alisan bilgi ve iletisim boyutu, problem
¢ozme ve is becerisi ve calisanin miisteriye olan tutumunda, bolge restoranlarinda calisan
performansinin yiiksek oldugu goriilmektedir. Miisterilerin cinsiyet, yas, medeni durum, gelir gibi
degiskenlere gore alg1 diizeylerinin farklilastigi egitim seviyesine gore ise algi diizeylerinin
farklilasmadig: tespit edilmistir. Ayrica miisterilerin restorana gitme sikligi ve restorana kiminle
gittigine gore calisan becerilerini degerlendirmeleri farklilik gostermektedir.
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Abstract

With the increase in the number of people working in the globalizing world, social activities outside the
home have become common. Restaurants, which are also seen as a means of socialization, are described
as the most popular commercial and recreational venues today. The service department of restaurant
businesses is one of the departments communicating directly with customers, and it is expected that the
personnel to be recruited to this department should have features such as proper diction, a polite and
patient personality, and problem-solving skills. In this study it is aimed to measure the restaurant
customers’ perceptions about the employees’ skills and to determine the proficiency levels of the
business employees. In the context of service quality, a survey was conducted on customers who
preferred a la carte restaurants in Muratpasa district of Antalya. According to the data obtained from
400 customers preferring a la carte restaurants, it was found that the performance of the employees in
the regional restaurants is high in terms of knowledge and communication, problem solving and
business skills, and attitude to the customer. It was also determined that the customers’ perceptions
differed according to variables such as gender, age, marital status, income, but their perceptions about
the education level did not differ. It was also concluded that customers’ evaluation of employee skills
differs according to the frequency of going to the restaurant and who they go to the restaurant with.
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