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Amag - Calismada X, Y ve Z kusak tiiketicilerin konaklama igletmelerindeki hizmet beklentileri
arasindaki farkliliklarin ortaya konmas: ve isletmelere beklentileri karsilastirarak gelecekteki
stratejilerini belirlemekte yol gosterici olmak amaglanmaktadir.

Yontem - Calismanin 6rneklem grubunu Ankara ilinde bulunan X, Y ve Z kusagini temsil eden
tiiketiciler olusturmaktadir. Calismada veri toplama araci olarak anket yontemi kullanilmustir.
Verilerin analizi R Programi ve SPSS 23.0 programu ile gerceklestirilmistir. Arastirmaya katilan
katihmeailarin  kigisel ~&zelliklerinin analizi igin frekans, yiizde, ortalama, standart sapma
gerceklestirilmistir. Arastirmada bagimsiz ve bagimli degiskenler arasindaki farklilik ve iligkileri analiz
etmek icin Ki- Kare Uyum testi, Ki- Kare Bagimsizlik Testi, Z Testi, Tek Yonlii Varyans Analizi, Tki
Yonlii Varyans Analizi kullanilmistir.

Bulgular — Arastirma sonuglarma gore belirlenen hipotezlerin bircogu saglanmistir. Yapilan analizler
sonucunda X, Y ve Z kusaklar1 arasinda 6n biiro, kat hizmetleri, mevsimsellik, genel hizmetler ve is
gorenler alt boyutlar1 bazinda anlamli bir farklilik oldugu; yeme- igme alt boyutu bazinda anlamli bir
farklilik olmadig1 goriilmektedir. Kusaklarin cinsiyetlerine gore hizmet beklentileri arasinda anlamli
bir farklilik oldugu goriilmektedir. Kusaklarin rezervasyon yapacaklarinda kullandiklar1 arag tercihleri
ve Odeme yapacaklarinda tercih ettikleri yontemler arasinda anlamli bir farklilik oldugu
goriilmektedir. Kusaklarin konaklama isletmelerinde ¢alisan personelin davranis tutumlarma yonelik
beklentileri arasinda anlamli bir farklilik oldugu belirlenmistir.

Tartisma — Konaklama isletmeleri turizm faaliyetleri igerisinde 6nemli hizmet isletmelerinden biridir.
Bu ylizden de isletmelerin tiiketicilerin beklentilerine gore hizmetler sunmalar: i¢in her kusagin
beklentilerinin ortak ve farkli yonlerinin belirlenmesi gerekmektedir. Konaklama isletmelerinin hizmet
sunumlarini her kusagin istek, ihtiyag ve beklentilerine uygun hale getirmeleri, tiiketici beklentilerinin
karsilanmasi agisindan gerekli 6nemin verilmesi ve buna uygun sekilde kendilerini revize etmeleri
gerekmektedir.
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Purpose - In this study, it is aimed to show the searches between the service expectations of X, Y and
Z generation consumers in accommodation businesses and to be guiding in determining their future
strategies by comparing what is expected to be operated.

Design/methodology/approach — The sample group of the study, those representing the X, Y and Z
generations in Ankara. The survey method was used as a data collection tool in the study. The analysis
of the data was carried out with the R Program and the SPSS 23.0 program. Frequency, percentage,
average and standard deviation were used to analyze the personal characteristics of the participants.
In the study, Chi-Square Fit Test, Chi-Square Test of Independence, Z Test, One-Way Analysis of
Variance, Two-Way Analysis of Variance were used to analyze the relationships and relationships
between independent and dependent variables.

Findings — Many of the changeable hypotheses were provided according to the research results. In the
analysis, there is a meaningful quote on the basis of front office, housekeeping, seasonality, general
services and employees between the X, Y and Z generations; There is a writing information on the basis
of eating and drinking sub-dimension. It seems that there is a precious value among the service
expectations of generations according to their gender. It is seen that there is a significant difference
between the preferences of the vehicles used by the generations in their reservations and the methods

1 Bu makale Prof. Dr. Mehmet BAS damigmanliginda hazirlanan Sena ALTIN’ in doktora tezinden uyarlanmistir.
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they prefer. As well as there is a significant difference between generations' expectations for the
behavior of personnel working in hospitality businesses.

Discussion — Hospitality businesses tourism is one of the third university service businesses. Therefore,
the demands of the common and different aspects of the expectations of the enterprises are expected to
provide services according to the expectations of their consumers. It may be necessary and appropriate
for accommodation businesses to adapt their service offerings to their needs and expectations and to
meet the demands of the consumer.
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