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Extensive Summary 
 

Introduction 
Nowadays, rapidly development of industrialization and globalization trends has 

eliminated international borders and has led to the formation of a destructive 
competition environment for all sectors (Farrell et al., 2001; Brady et al., 2002). In 
addition to other sectors, this destructive competition has also affected hotel 
management sector too and this has resulted in providing quality products and services 
to customers for today’s hotels to continue their activities (Fowdar, 2007; İkiz and 
Masoudi, 2008). Human factor is extremely important for presentation of produced 
products and services to customers with desired quality in hotel enterprises (Özkul, 
2007). As well as the dimension of communication between customers and staff and 
communication sufficiency of staff both in the production and presentation of goods and 
services have an important impact on a customer satisfaction about services, this case is 
also able to eliminate potential service failures in the presentation. For this reason, the 
communication sufficiency level of hotel staff has an important effect on customer 
satisfaction and hence on the profitability ratios of the enterprises (Sigala, 2003; Olalı 
and Korzay, 2004; Heung and Lam, 2003). 

Objective of the Study 
The aim of this study is the evaluation of the communication sufficiency level of 

hotel staff in Gaziantep by customers with higher education and to find out whether 
“gender”, “higher education level” and “job” have any effect on the perception of 
customers about communication sufficiency level of hotel staff. 

Method 
Survey method was used in obtaining the research data. The questions included in 

the survey have been prepared based on the previous studies on communication 
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sufficiency level between administration and staff (Sigala, 2003; Bakan and Büyükbeşe, 
2004; Erol, 2006; Yıldız, 2006; Erkuş and Günlü, 2009). The survey used in data 
collection consists of two parts. In the first part of the survey 42 questions intended for 
the perception of the customers about communication sufficiency levels of hotel staff 
have been asked and wanted to choose an appropriate answer ranging from 1- “Strongly 
Disagree” and 5- “Strongly Agree”. In the second part of the survey three questions 
were asked to determine customer’s demographical characteristics such as “gender, age 
and level of higher education”.  

Before being applied of the survey to the target group a pilot study was conducted 
over a hundred customers stay in hotel in Gaziantep. The survey form was restructured 
according to all recommendations of the target group during the pilot study. The 
structured survey was carried out on 400 customers stay in 7 hotels operating in 
Gaziantep in 2013.  

The developed and tested hypotheses to find out the relationships in this research 
are as follows; 

H1: The perception level of customers with higher education on communication 
sufficiency of hotel staff is generally positive.  

H2: There is a statistically significant difference between gender and the 
perception level of customers with higher education on communication sufficiency of 
hotel staff.  

H3: There is a statistically significant difference between higher education level 
and the perception level of customers with higher education on communication 
sufficiency of hotel staff.  

H4: There is a statistically significant difference between job and the perception 
level of customers with higher education on communication sufficiency of hotel staff.  

Findings and Results 
51.2% of the customers participated to the study were male and 48.8% were 

female. 35% of the customers have master and doctorate degree, 35.2% have 
undergraduate degree and 32.5% have associate degree. It has been determined that 
35% of the customers are working in the public sector, 25.8% are working as manager 
in the public sector and 23.2% are working in private sector.  

It has been determined that the customers mainly have given “agree” response in 
all 42 questions about communication sufficiency of hotel staff. Due to this finding, it 
may be said that customers with higher education degree have generally positive 
perception about the communication sufficiency levels of the hotel staff. As a result of 
this finding, H1 hypothesis developed for this purpose was accepted. On the other hand, 
“having the ability of efficient listening” ( 43,4: ) and “having the ability of clear, 
fluent and effective speaking” ( 12,4: ) are the highest perceived communication 
features of the hotel staff by customers.  

As a result of the independent samples t-test used to determine whether there is a 
significant difference or not according to gender in the perception of customers with 
higher education degree about the communication sufficiency level of hotel staff, 
statistically significant difference was not found ( 85,3: ; 80,3: ; p≥0,05). In other 
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words, the perception of the customers about the communication sufficiency level of the 
hotel staff is similar both in males and females. For this reason, H2 hypothesis 
developed for this purpose was rejected.  

The results obtained from the one way analysis of variance (One Way ANOVA) 
which is applied to determine whether there is a significant difference or not in the 
perception of customers about the communication sufficiency level of hotel staff 
according to the higher education level showed that there is not a significant difference 
( 78,3: ; 83,3: ; 85,3: ; p≥0,05). In other words, the perception of the customers 
about the communication sufficiency level of the hotel staff is similar in all higher 
education degrees. Due to this finding, H3 hypothesis developed for to test this 
relationship was rejected.  

As a result of the one way analysis of variance (One Way ANOVA) applied to 
determine whether there is a significant difference or not in the perception of customers 
about the communication sufficiency level of hotel staff according to the job, 
statistically significant difference was determined 
( 73,3: ; 81,3: ; 85,3: ; 85,3: ; 89,3: ; p≤0,05). As a result of Tukey test applied 
to determine which groups in the sample differ, it is seen that the difference is between 
the customers working in private sector ( 73,3: ) and working as manager in public 
sector ( 89,3: ) on behalf of customers working as manager in public sector (0,16). In 
other words, customers working as manager in public sector have more positive 
perception about the communication sufficiency level of hotel staff than the customers 
working in private sector. Due to this finding, H4 hypothesis developed to test this 
relationship was accepted.  

As well as most studies in the field of social sciences, this study has some 
limitations too. Being included only the customers with higher education degree and 
being excluded of the customers with lower education degree in the evaluation of 
communication sufficiency of hotel staff is the first limitation. The second limitation of 
this study is the inclusion of only the customers staying in hotels in Gaziantep region 
and the exclusion of the customers staying in other regions. At this study while Turkish 
customers included in the study to determine the communication sufficiency, customers 
from other cultures and nationalities were excluded from the scope of this research, so 
this is the third important limitation of the study.  

Thereafter, various subjects may be suggested for researchers about 
communication in hotel enterprises studies. In the future, a study can be carry out to 
determine the perception of foreign customers staying hotels in Gaziantep or other 
regions about the communication sufficiency levels of the hotel staff. In addition, 
German, Russian and British customers’ perceptions about the communication 
sufficiency level of the hotel staff and the perception differences can be offered as study 
subjects for other studies. 
  

 


