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Amag - Isletmelerin yasanan yogun rekabet sartlarinda varliklarini devam ettirebilmeleri igin
degisen miisteri isteklerini karsilayabilmeleri gerekmektedir. Bu amagla isletmelerin, miisteriler igin
o6nemli olan hizmet kalitesi, kurumsal imaj gibi konularin yan1 sira 6nemi son yillarda anlasilmaya
baslayan hizmet hatasi telafisi konularina daha fazla nem vererek fark yaratmalar1 gerekmektedir.
Literatiirde, miisteri sikayetleri sonrasinda isletmeler tarafindan uygulanan telafi stratejilerinin
miisterilerin hizmet kalitesi ve kurumsal imaj algilarim etkiledigi vurgulanmaktadir. Buradan
hareketle bu ¢alismada, turizm sektdriinde uygulanan hizmet hatas: telafi stratejilerinden her
birinin, miisterilerin hizmet kalitesi algilarina ve kurumsal imaj algilarina olan etkisini belirlemek
amaglanmustir.

Yontem — Arastirma nicel arastirma olarak tasarlanmis katilimcilarin konuya iliskin goriislerini
Ogrenebilmek igin anket yontemi tercih edilmistir. Antalya ilinde, bes yildizli otellerde konaklayan
tiim yerli turistler arastirma kapsamina dahil edilmis, anket uygulama siirecinde bu katilimcilardan
sikdyet deneyimi yasamis misafirlere uygulama yapilmistir. Elde edilen verilerin analizinde ytizde,
frekans, gtivenilirlik, faktor analizleri ve yapisal esitlik modellemesi kullanilmstir.

Bulgular - Calisma sonuglarina gore hizmet hatasi telafi stratejilerinden o&ziir stratejisinin
miisterilerin hizmet kalitesi algilarim ve kurumsal imaj algilarimi pozitif yonde etkiledigi ayrica
hizmet kalitesi algisinin, kurumsal imaj algisini pozitif yonde etkiledigi tespit edilmistir.

Tartisma — Konaklama isletmelerinde hatali hizmet sunumu ve buna bagh olarak turistlerin bu
deneyimlerini sikayet yoluyla isletmeye bildirdigi bilinmektedir. Hatali hizmet sunumunun
isletmelere yonelik hizmet kalitesi ve kurum imaj1 algilarin1 olumsuz etkiledigi dolayisiyla turist
sikayetlerinin dikkate alinarak hatali hizmetin telafi edilmesinin 6nemli oldugu diisiiniilmektedir.
Elde edilen bulgular degerlendirildiginde O6zellikle hizmet hatasi telafi stratejilerinden 6ziir
stratejisinin dnemli oldugu goriilmektedir. Konaklama isletmelerinin kalite ve imaj algilarini
olumsuz etkileyen hatali hizmet sunumunu telafi etmek igin sikayet siirecini etkili bir sekilde
yOnetmesi ve Oziir stratejisi basta olmak {izere diger telafi stratejilerini kullanmasi énem arz
etmektedir.
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Purpose — Businesses need to be able to meet changing customer demands in order to be able to
sustain their assets in the face of intense competition. To this end, businesses need to make a
difference by paying greater attention to issues such as service quality and corporate image that are
important to customers, as well as to compensate for service failures, which have become important
in recent years. In the literature, it is emphasized that compensation strategies applied by businesses
after customer complaints affect customer service quality and corporate image perceptions. In this
study, it is aimed to determine the effect of each service failure compensation strategy applied in the
tourism sector on customer perceptions of service quality and corporate image perceptions.

Design/methodology/approach — The research was designed as a quantitative research, and the
questionnaire method was chosen to learn the opinions of the participants on the subject. Percentage,
frequency, reliability, factor analysis and structural equation modeling were used in the analysis of
the data obtained.
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Findings — According to the results of the study, it was determined that the apology strategy affected
customers' perceptions of service quality and institutional image perceptions positively. Also service
quality perceptions have positively affects on corporate image perception.

Discussion — It is known that tourists report their experiences to the business about service failure
in accommodation businesses through complaints. In addition that service failure negatively affects
the service quality and corporate image perceptions of businesses. Therefore, it is considered
important to take into account tourist complaints and to compensate for service failure. When the
findings are evaluated, it is seen that the apology strategy, especially one of the service failure
compensation strategies, is important. It is important for accommodation businesses to effectively
manage the complaint process and use all compensation strategies, especially the apology strategy,
in order to compensate for service failure which negatively affects their quality and image
perceptions.
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