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ABSTRACT

Of late years in Turkey, the number of passengers who prefers air transportation has been increasing
expeditiously. In that case, understanding the wants, satisfaction levels and complaining behaviors of passengers
has been obligatory for airline companies. Therefore in this study, Turkish passengers’ complaining behaviors and
Turkish-oriented airlines’ service recovery efforts toward those complaints have been searched. The study results
indicated that most of the passengers have experienced a service failure and complain. Turkish passengers mostly
complain about physical evidence, employee behaviour, airline’s attitudes and make their complaints face to face
to the airline employees. If they satisfy with the airlines’ service recovery efforts, they are willing to recommend
the airline and fly again with the same airline. In addition, the education level of passengers has been found as an
important variable effecting their complaint behavior and satisfaction level with the airlines’ service recovery
efforts.
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OZET

Son yillarda Turkiye’de, havayolu tasimaciligini tercih eden yolcularin sayisi hizli bir sekilde artmaktadir. Bu
durumda, yolcularin isteklerini, memnuniyet diizeylerini ve sikayet davranislarini anlamak, havayolu isletmeleri igin
zorunlu olmaktadir. Bu nedenle bu ¢alismada, Tirk yolcularin sikayet davranislari ve Tirk menseli havayolu
isletmelerinin bu sikayetlerin ¢ézimine yonelik ¢cabalari arastirilmistir. Calisma sonuglari géstermistir ki, yolcularin
gogunlugu bir hizmet hatasiyla karsilasmis ve sikayette bulunmustur. Turk yolcular gogunlukla fiziksel unsurlar,
galisanlarin davranislari ve havayollarinin sikayetlere yonelik tutumlari konusunda sikayet etmekte ve havayolu
¢alisanlarina yiiz yuze sikayette bulunmaktadir. Yolcular, eger havayolu isletmesinin sorunun ¢oziimiine yonelik
¢abalarindan memnun kalirlarsa, ayni havayolu ile tekrar u¢gma ve bu havayolunu digerlerine tavsiye etme
konusunda istekli olmaktadir. Ayrica, yolcularin egitim diizeyi, yolcularin sikayet davranisini ve havayolu
isletmesinin sorunun ¢6ziimine yonelik cabalarindan memnuniyetini etkileyen 6nemli bir degisken olarak
bulunmustur.
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