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OZET

Hava yolu ulagim sektoriinde hizmet kalitesi konuk memnuniyetine iliskin en 6nemli
bilesenlerden biridir. Kabin ic¢i yiyecek icecek ikramlari ise hizmet kalitesinin en o6nemli
bilesenlerinden biridir. Yiyecek icecek ikramlari birgok havayolu firmasi igin en énemli rekabet
unsurlarindan biri konumundadir. Bu dogrultuda kabin ici yiyecek icecek memnuniyeti ile
tavsiye karari arasindaki iliskinin analiz edilmesi ¢alismanin amacini olusturmustur. Arastirma
verilerini skytrax.com {zerinden yapilan tiketici degerlendirmeleri olusturmustur. Bu
dogrultuda 2017 yili verilerine gére Avrupa’nin en iyi ilk G¢ hava yolu firmasi Lufthansa, Turk
Hava Yollari ve Swiss International Air Lines firmalarinin kabin igi yiyecek icecek ikramina iligkin
tiketici degerlendirmeleri ile tavsiye kararlari analiz edilmistir. Veri analizinde regrasyon,
korelasyon ve varyans (ANOVA) testleri kullanilmistir. Calisma bulgularina goére Turk Hava
Yollar’nin kabin igi ikramlar konusunda Tirk mutfak lezzetlerini olduk¢a etkin kullandig
anlasiimistir.

Anahtar Kelimeler: Hava yolu sekt6ri, Kabin ici yiyecek icecek servisi, Konuk memnuniyeti.

THE EFFECT OF FOOD AND BEVERAGE REFRESHMENTS ON AIRLINE
PASSENGER SATISFACTION

ABSTRACT

Service quality in the airline transportation sector is one of the most important components of
guest satisfaction. In-cabin catering service is one of the most important components of service
quality and one of the most important competitive elements for many airline companies. In
this respect, the analysis of the relationship between food and beverage satisfaction in cabin
and recommendation decision has created the aim of this study. Consumer evaluations made
on SkyTrax.com have been gathered as study data. In this direction, consumer reviews and
recommendations on the provision of in-cabin catering service for European top three airline
companies Lufthansa, Turkish Airlines, and Swiss International Air Lines were analyzed
according to the year 2017. Regression, correlation and variance (ANOVA) tests were used in
data analysis. According to the findings of the study, it was understood that Turkish Airlines is
using Turkish culinary delicacies quite effectively in cabin refreshments.

Keywords: Airlines industry, In-cabin catering, Guest satisfaction.
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