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Oz

Son yillarda sayis1 hizla artan zincir kahve isletmelerinden hizmet alan miisterilerin algiladiklar: hizmet
kalitesini 6l¢meyi amaglayan bu arastirma, Eskisehir ilinde faaliyet gosteren birer adet yerli ve yabanci
kahve zinciri isletmesinde gerceklestirilmistir. Geri doniisii saglanan ve eksiksiz doldurulan 436 anket
formu degerlendirmeye alinmistir. Arastirmada veri toplama araci olarak kullanilan anket formu iki
boliimden olusmaktadir. Ilk béliimde katiimeilarin demografik 6zelliklerini belirlemeye yénelik 5 soru
yer almaktadir. Tkinci boliimde ise Parasuraman vd., (1988) tarafindan gelistirilmis Servqual hizmet
kalitesi Olgegi bulunmaktadir. Arastirmaya katilanlarin demografik 6zellikleri ile algiladiklar hizmet
kalitesi diizeyi arasinda farklilik olup olmadigini belirleyebilmek amaciyla bagimsiz 6rneklemler igin t-
testi ve ANOVA testi uygulanmistir. Arastirma sonuglarina gore yabanci kahve zinciri isletmelerinden
hizmet alan miisteriler, yerli kahve zinciri isletmelerinden hizmet alan mdiisterilere gore aldiklar1
hizmetten daha fazla memnundurlar.
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Abstract

The aim of the study is to measure the perceived service quality of customers who received service from
the chain coffee companies increasing rapidly in recent years. It was carried out in one of each domestic
and foreign chain coffee enterprises operating in the province of Eskigehir. A total of 436 survey forms
returned and fully completed were evaluated. The survey form, which is used as a data collection tool
in the study, consists of two parts. In the first part, there are 5 questions to determine the demographic
characteristics of the participants. In the second part, there is the Servqual service quality scale which is
developed by Parasuraman et al. (1988). T-test and ANOV A test were applied for independent samples
in order to determine whether there is any difference between the demographic characteristics of the
participants and their level of perceived service quality. According to the results of the research,
customers who receive service from foreign coffee chain enterprises are more satisfied with the services
than the customers who receive service from domestic coffee chain enterprises.
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