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 2WHO� HQG�VWULVL� �ONH� HNRQRPLVLQLQ� JHOLúPHVL� LoLQ� KH\HFDQODQGÕUÕFÕ�
SRWDQVL\HOL�LOH�\DúDPVDO�|QHP�WDúÕPDNWDGÕU��%X�oDOÕúPD�V|]��HGLOHQ�HQG�VWULQLQ�
EX�SRWDQVL\HOL�NDUúÕODPD\D�D\DN�X\GXUPDVÕQD�\DUGÕPFÕ�ROPD\Õ�DPDo�HGLQPLúWLU��
%X�GR÷UXOWXGD�RWHO�LúOHWPHOHULQLQ�P�úWHUL�EHNOHQWL�YH� LKWL\DoODUÕQÕ�NDUúÕODPD�LOH�
PHPQXQL\HWOHULQL� DUWÕUPD� NRQXVXQGDNL� NULWHUOHUH� .Õ\DVODPD� oHUoHvesinde 
GH÷LQLOPLúWLU�� gQFHOLNOH� NRQX\D� ÕúÕN� WXWPDVÕ� DoÕVÕQGDQ� NÕ\DVODPDQÕQ� WDULKVHO�
JHOLúLPL� HOH� DOÕQPÕú��GDKD� VRQUD� oHúLWOHUL� DoÕNODQDUDN�� LúOHWPHOHULQ� NÕ\DVODPD\D�
QHGHQ� LKWL\Do� GX\GXNODUÕ�� X\XOPDVÕ� JHUHNHQ� WHPHO� SUHQVLSOHU� YH� KHP� úLUNHWOHU�
WDUDIÕQGDQ� X\JXODQDQ� KHP� GH� ED]Õ� \D]DUODU� WDUDIÕQGDQ� |QHULOHQ� NÕ\DVODPD�
V�UHoOHUL� VXQXOPXúWXU�� 'DKD� |QFH� LúOHWPHOHUFH� X\JXODQDQ� NÕ\DVODPD�
PRGHOOHULQGHQ� |UQHNOHU� YHULOPLú� YH� RWHO� LúOHWPHOHULQLQ� VWUDWHMLN� SODQODPDODUÕQÕ�
\DSDUNHQ�NÕ\DVODPD\Õ�NXOODQDELOHFHNOHULQLQ��]HULQGH�GXUXOPXúWXU��.Õ\DVODPDQÕQ�
GDKD� L\L� NXOODQÕPÕ� \|Q�QGH� RWHO� LúOHWPHOHULQH� DGDSWH� HGLOHELOLU� VWUDWHMLOHU�
WDVDUODQPÕúWÕU��%X�NDYUDPVDO�VWUDWHMLOHU�oHUoHYHVLQGH��\DOQÕ]FD�LúOHWPH\H�YH\D�Lo�
YH�GÕú�P�úWHUL\H�GH÷LO���ONH�HNRQRPLVLQH�GH�NDU�JHWLUHFHN�YH�HQ�L\LOHUOe rekabete 
GD\DOÕ�X\JXODPDODU�JHUoHNOHúWLULOHELOHFHNWLU� 
 
$QDKWDU�.HOLPHOHU��.Õ\DVODPD��.Õ\DVODPD�7�UOHUL��2WHO�øúOHWPHOHUL�
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The lodging industry plays significant and critical roles in the 
development of national economy. This study aims to meet the potential of the 
lodging industry for economic development. In this connection, the criteria for 
meeting customers’ expectations and needs and enhancing their satisfaction were 
mentioned through benchmarking in the study. Firstly, background for 
benchmarking was given, and then types of benchmarking were explained by 
outlining the reasons about why businesses needed benchmarking. Finally, 
benchmarking processes suggested by other authors were presented. Various 
models of benchmarking employed by some businesses were provided, and it 
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was suggested that businesses would benefit from benchmarking in strategic 
planning. Strategies to be adapted to lodging operations were designed for better 
use of benchmarking. In the framework of these strategies, practices on the basis 
of competitive advantage might be implemented for the benefit of both business 
and internal and external customers. 
 
.H\�:RUGV��%HQFKPDUNLQJ��7\SHV�RI�%HQFKPDUNLQJ��/RGJLQJ�2SHUDWLRQV���
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 *HOLúHQ�YH�D÷ÕUODúDQ� UHNDEHW�NRúXOODUÕQGD� LúOHWPHOHU�� LVWHQLOHQ�DPDoODUD�
XODúPDN� LoLQ� \HQL� V�UHoOHU�� X\JXODPDODU� YH� KDWWD� VWUDWHMLOHU� JHOLúWLUPHN� \HULQH��
EXQODUÕ�GDKD�|QFH�JHUoHNOHúWLULS�EDúDUÕ\D�XODúPÕú�YH�EX�VD\HGH�VHNW|UHO�DQODPGD�
standartlar olXúWXUPXú� LúOHWPHOHULQ� X\JXODPDODUÕQÕ� NXOODQPD� \ROXQX�
VHoPHNWHGLU�� %X� VWDQGDUWODUD� XODúÕOPDVÕ� LoLQ� JHUHNOL� X\JXODPDODUÕQ� QHOHU�
ROGX÷XQXQ�DQODúÕOPDVÕQGD�ELUoRN�LúOHWPH��ELOJL\H�XODúPDQÕQ�\ROXQX�NÕ\DVODPD\Õ�
X\JXODPDNWD� EXOPXúWXU�� %|\OHFH� NÕ\DVODPD�� LúOHWPHOHULQ� NHQGL� ]D\ÕI� \|QOHULQL�
WHVSLW�HGHUHN��VHNW|UOHULQGH�\D�GD�IDUNOÕ�VHNW|UOHUGHNL�HQ�L\L�X\JXODPDODUÕQ�QHOHU�
ROGX÷XQX�EHOLUOH\LS�EXQODUÕ�NHQGL� DPDoODUÕQD�XODúPDGD�NXOODQPDODUÕ�� ELU�EDúND�
GH\LúOH� LúOHWPH�LoL�DNWLYLWHOHU�� LúOHYOHU�YH� LúOHPOHUGH�V�UHNOL�JHOLúPH�VD÷ODQPDVÕ�
LoLQ� Lo� RGDNODQPD� RODUDN� NDUúÕPÕ]D� oÕNPDNWDGÕU�� .Õ\DVODPD� V�UHoOHUL�� ELU�
LúOHWPHQLQ� SHUIRUPDQVÕQÕQ� GL÷HU� LúOHWPHOHUH� J|UH� QDVÕO� GDKD� L\L� ROGX÷XQD� GDLU�
ELOJL� WRSODQPDVÕQGDQ� GDKD� ID]ODVÕQÕ� LoHULU�� .Õ\DVODPD� �%HQFPDUNLQJ���
endüstrinin hem üretim KHP�GH�VHUYLV�NROODUÕQGD�LOHUOHPH�V�UHFLQGH�\HQL�ILNLUOHU�
�UHWPHN���]HUH�ELU�\|QWHP�RODUDN�GD�NXOODQÕODELOLU� 
 

7$1,0/$5�
  
 7�UNoH� RODUDN� NÕ\DVODPD� YH�YH\D� |UQHN� HGLQPH� DQODPÕQD� JHOPHNOH�
ELUOLNWH�� EX� LIDGHOHULQ� WDP�RODUDN� NÕ\DVODPD�NHOLPHVLQL� NDUúÕODPDGÕ÷Õ� DúD÷ÕGDNL�
WDQÕPODUGD� J|U�OPHNWHGLU�� %HQFKPDUNLQJ�� ELU� LúOHWPHQLQ� X\JXODPDODUÕQÕ� YH�
oÕNWÕODUÕQÕ� �KHP� �U�Q� KHP� GH� KL]PHW� RODUDN�� EHOLUOL� DODQODUGDNL� HQ� L\L� JOREDO�
UDNLSOHU�YH\D�HQG�VWULQLQ� OLGHUOHULQH�NDUúÕ�|OoPH�oDOÕúPDODUÕ\OD� L]OHQHQ�GHYDPOÕ�
bir süreçtir (Breiter ve Kline, 1996:46; Gülcan ve Kayaman, 1999:48). Bununla 
ELUOLNWH� HQ� \DNÕQ� DQODPÕ� LIDGH� HWWL÷L� LoLQ� oDOÕúPD� LoLQGH� NÕ\DVODPD� RODUDN�
NXOODQÕODFDNWÕU� 
 
 .Õ\DVODPD�LúOHWPHOHULQ�P�úWHUL�WDWPLQL��]HULQH�RGDNODQPDODUÕQÕ��LúOHWPH�
V�UHoOHULQL� JHOLúWLUPHOHULQL� YH� G�Q\D� oDSÕQGD� |QHPOL� ELU� LúOHWPH� KDOLQH�
JHOPHOHULQH� \DUGÕPFÕ� RODQ� J�oO�� ELU� \|QHWLP� DUDFÕGÕU� �6PLWK� YH�
GL÷HUOHUL����������� 
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 .Õ\DVODPD�� HQG�VWULOHU� DUDVÕQGD� EHQ]HU� V�UHoOHULQ� YH� LúOHWPH\H� DLW�
\DSÕODUÕQ� GLNNDWOL� ELoLPGH� NDUúÕODúWÕUÕODUDN� HQ� HWNLOL� X\JXODPDODUÕQ� YH� EX� HWNLOL�
X\JXODPDODUÕQ� SHUIRUPDQV� KHGHIOHUL� RODUDN� LúOHWPHOHUH� X\DUODQPDVÕGÕU� �&KHQ��
1998:114; Gülcan ve Kayaman, 1999:48). 
 
 hUHWLP�YH�VHUYLV�VHNW|U�Q�Q�KDWÕUÕ�VD\ÕOÕU�ELU�EDúDUÕ\OD�X\JXODPÕú�ROGX÷X�
NÕ\DVODPD��IDUNOÕ�LúOHWPHOHULQ�SHUIRUPDQODUÕQÕ�NDUúÕODúWÕUPD\Õ�YH�EDúDUÕVÕ�D]�RODQ�
LúOHWPHOHULQ�HQ�L\L�X\JXODPDODUÕ�QDVÕO�\DNDOD\DFDNODUÕQÕQ�EHOLUOHQPHVLQL�NDSVDU� 
 
 *�Q�P�]�Q� UHNDEHWoL� oHYUH� NRúXOODUÕQGD� LúOHWPHOHU� GH÷LúLPH� D\DN�
X\GXUDPD\DELOLU�� øúOHWPHOHULQ� JOREDOOHúPH\H� GR÷UX� ]RUXQOX� H÷LOLPOHri oldukça 
\�NVHN� HVQHNOLN� YH� GÕúDUÕ\D� X\XPX� JHUHNOL� NÕOPDNWDGÕU�� .Õ\DVODPD�� UHNDEHW�
�VW�QO�÷�Q�� DUWÕUPDN� �]HUH� ELOJL� ELULNLPLQLQ� GHWD\OÕ� ELU� KDUHNHW� SODQÕQD�
G|Q�úW�U�OPHVL\OH� RUJDQL]DV\RQODUÕQ� GH÷LúLP� V�UHoOHULQLQ� WDPDPODQPDVÕQGD�
etkili bir araç olabilir.� $\UÕFD� SHUIRUPDQV� JHOLúWLUPH\H� \|QHOLN� REMHNWLI�
VWDQGDUWODU�YH�KHGHIOHU�EHOLUOHPH�V�UHFL�RODUDNWD�NXOODQÕODELOLU� 
 

6PLWK�������¶H�J|UH�EHQFPDUNLQJ¶LQ�ID\GDODUÕ� 
x 0�úWHUL�LKWL\DoODUÕQÕQ�NDUúÕODQPDVÕ�LoLQ�G�]HOWLFL�\|QWHPOHU�EHOLUOHQPHVL� 
x <DUDWÕFÕ�ILNLUOHULQ�G�ú�N�PDOL\HWOH�RUWD\D�oÕNDUÕOPDVÕ� 
x 2UJDQL]DV\RQODUÕQ�NXYYHWOL�YH�]D\ÕI�\|QOHULQLQ�EHOLUOHQPHVL�YH 
x 6�UHNOL�L\LOHúPH�oDOÕúPDODUÕQÕQ�|]HQGLULOPHVL�RODUDN�VÕUDODQDELOLU�� 
 

³7XUL]P� <DWÕUÕP� YH� øúOHWPHOHUL� 1LWHOLNOHUL� <|QHWPHOL÷L´�� 7�UNL\H¶GH�
faaliyet gösteren otel tesisleri ile ilgili düzenlemeleri içeren yasal düzenlemedir. 
%X� \|QHWPHOLNWH� RWHO� LúOHWPHOHUL�� � ³\DSÕVÕ�� GRQDQÕPÕ�� NRQIRUX�� P�úWHUL\H�
VXQGX÷X� KL]PHWLQ� NDOLWHVL� JLEL� HOHPDQODUÕ\OD� X\JDU� ELU� LQVDQÕQ� DU]X� HWWL÷L�
QLWHOLNWH�JHoLFL�NRQDNODPD�WHVLVOHUGLU´�úHNOLQGH�WDQÕPODQPÕúWÕU��2ODOÕ�YH�.RU]D\��
1993). 

 
2WHO�LúOHWPHOHULQL��VH\DKDW�HGHQ�LQVDQODUÕQ�EDúWD�NRQDNODPD�ROPDN��]HUH��

yeme-LoPH�� H÷OHQPH� JLEL� LKWL\DoODUÕQÕ� \HULQH� JHWLUHELOPH\H� G|Q�N� RODUDN�
\DSÕODQGÕUÕOPÕú�� SHUVRQHOL�� PLPDULVL�� X\JXODPDODUÕ� YH� P�úWHUL\le olan bütün 
LOLúNLOHUL� EHOOL� NXUDO� YH� VWDQGDUWODUD� ED÷ODQPÕú� RODQ� LúOHWPHOHU� úHNOLQGH�
WDQÕPODPDN�P�PN�QG�U��dDNÕFÕ�YH�EDúN���������� 

 
7DQÕPODUGDQ�GD�DQODúÕODFD÷Õ�JLEL��RWHO�LúOHWPHOHUL�\DSÕ��GRQDQÕP��NRQIRU��

kaliteli hizmet sunumu, personel gibi pek çok NULWHUH� J|UH� UDNLS� LúOHWPH� LOH�
NHQGLVLQL�NDUúÕODúWÕUDELOLU��8QXWXOPDPDOÕGÕU�NL�� W�P�EX�NULWHUOHULQ�GR÷UX�úHNLOGH�
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ELUDUD\D� JHWLULOPHVL� LOH� HOGH� HGLOHFHN� VRQXoODU�� VWUDWHMLN� SODQODPD� HVQDVÕQGD�
EHOLUOHQHQ�DQD�KHGHIOHUH�LúOHWPH\L�XODúWÕUDFDNWÕU�� 
  

.,<$6/$0$1,1�*(/øùø0ø�
 
.Õ\DVODPD�ELU�\|QHWLP�ELOLPL�NDYUDPÕ�RODUDN�����¶OL�\ÕOODUGD�;HUR[
XQ�

EDúDUÕOÕ� X\JXODPDODUÕ\OD� \D\JÕQODúPÕúWÕU�� )RWRNRSL� WHNQRORMLVLQL� JHOLúWLUHQ�
$PHULNDQ�;HUR[�øúOHWPHVL����
OÕ�YH���
OL�\ÕOODUGD�SD]DUÕQÕQ�WDUWÕúPDVÕ]�OLGHUL\NHQ��
1970’lerin sonXQGD� NHQGLVLQLQ� �U�QOHULQL� PDOHWWL÷L� IL\DWODUD� -DSRQODUÕQ�
$PHULND
GD� VDWÕú� \DSPDVÕ\OD� VDUVÕOPÕúWÕU�� ;HUR[� \|QHWLPL� |QFHOHUL� -DSRQODUÕQ�
$PHULND� SD]DUÕQÕ� HOH� JHoLUPHN� LoLQ� GDPSLQJ� \DSWÕ÷ÕQGDQ� ú�SKHOHQVH� GH��
DUDúWÕUPDODUÕ� VRQXQGD� -DSRQODUÕQ� �U�QOHUL� UDNLSOHULQH� J|UH� GDKD� KÕ]OÕ�� GDKD�
NDOLWHOL� YH� GDKD� G�ú�N� PDOL\HWOH� �UHWPHOHULQL� VD÷OD\DQ� WHNQLNOHU� \DUDWWÕNODUÕQÕ�
DQODPÕúODUGÕU�� %XQXQ� �]HULQH� NROODUÕ� VÕYD\DQ�;HUR[� \|QHWLPL� YH�P�KHQGLVOHUL��
EX�SL\DVD�NRúXOODUÕQGD�UHNDEHW�HGHELOPHN�LoLQ�ELU�GH÷LúLP�SURJUDPÕ�EDúODWPaya 
NDUDU� YHULS�� UDNLSOHULQ� �U�QOHULQL� W�P� GHWD\ODUÕ\OD� LQFHOH\HUHN��
NHQGLOHULQLQNLQGHQ� �VW�Q� ELU� WDVDUÕP� YH\D� SDUoD� J|UG�NOHULQGH� EX� �VW�Q�
\DNODúÕPODUGDQ� \DUDUODQPDQÕQ� YH� GDKD� GD� JHOLúWLUPHQLQ� \ROODUÕQÕ� DUDPD\D�
EDúODPÕúODUGÕU��(NHU�������������øON�RODUDN�PDOL\HWLQL�G�ú�UPHN��]HUH�&DQRQ¶XQ�
�UHWLP� V�UHFL� LOH� NHQGL� �UHWLP� V�UHFLQL� NÕ\DVODPD� \DSPD� NDUDUÕ� DOPÕúODU� YH�
VRQXoWD�;HUR[¶XQ�IRWRNRSL�PDNLQHVL�SD]DUÕQGD�����RODQ�SD]DU�SD\ÕQÕ�����¶OHUH�
oÕNDUPÕúODUGÕU��%|\OHFH�WHNQLN�NDUúÕODúWÕUPD�YH�UHNDEHWH�GD\DOÕ�RODUDk rakip ürün 
YH� Lú� V�UHoOHULQL� LQFHOHPH� LOH� EDúOD\DQ� NÕ\DVODPD� oDOÕúPDODUÕ�� ��¶OL� \ÕOODUGD�
LúOHWPHOHULQ�NHQGL�VHNW|UOHUL�GÕúÕQGDNL�LúOHWPHOHULQ�V�UHo�ELOJLOHULQL�LQFHOHPHVL\OH�
GHYDP� HWPLúWLU�� 6HNW|U� GÕúÕ� LúOHWPHOHULQ� Lú� V�UHoOHULQL� NHQGL� úLUNHWLQH� X\DUODPD 
oDOÕúPDODUÕQD� ;HUR[� µXQ� VSRUWLI� JL\VLOHULQ� NDWDORJOD� VDWÕúÕQÕ� JHUoHNOHúWLUHQ� /�/�
%HDQ� LOH� \DSWÕ÷Õ� LúELUOL÷L� VD\HVLQGH� NHQGL� VHNW|U�Q�Q� GÕúÕQGDNLOHUGHQ� GH�
|÷UHQLOHFHN� oRN� úH\� ROGX÷XQX� NHúIHWPLúWLU�� .�o�N� ELU� KL]PHW� LúOHWPHVL� RODQ�
L.L.Bean'nin pekçok uygulaPDVÕQÕ� NHQGL� Lú� V�UHoOHULQH� X\DUOD\DUDN� JHOLúPH�
VD÷ODPDVÕ� |UQHN� YHULOHELOLU� �%RJDQ� YH� (QJOLVK�� ������� 7DNLS� HGHQ� G|QHPOHUGH�
LúOHWPHOHUFH��EHOLUOL�ELU�DODQGD�EDúDUÕVÕ�NDEXO�J|UP�ú� úLUNHWOHULQ�X\JXODPDODUÕQÕ�
GH÷HUOHQGLUPHN� \ROX\OD� X\DUODQDQ�� VLVWHPOL� ELU� \DSÕODQPD\OD� SHUIRUPDQVÕ�
JHOLúWLUPH\H�\|QHOLN��\HQL�SD]DUODUD�JLUPH��\HQL��U�Q�JHOLúWLUPH��WHNQRORML�VHoLPL�
JLEL�NRQXODUGD�VWUDWHMLN�DQODPGD�oDOÕúPDODU�\DSÕOPD\D�EDúODQPÕúWÕU� 

 
2WHO� LúOHWPHOHULQGH� NÕ\DVODPD� oDOÕúPDODUÕQÕQ� WDP� RODUDN� QH� ]DPDQ�

EDúODGÕ÷Õ� ELOLQPHmekle birlikte, 1990’lardan itibaren Starwoods ve Conrad 
JUXSODUÕQÕQ��IDDOL\HW�J|VWHUGLNOHUL�E|OJHOHUGHNL�UDNLS�LúOHWPHOHUL�NÕ\DVODPD�oDEDVÕ�
içine girdikleri görülmektedir (Angelo ve Vladimir, 1998). 
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D�øúOHWPH�øoL�.Õ\DVODPD��
�
FaaliyetOHULQL� ELUGHQ� ID]OD� LúOHWPH�� GHSDUWPDQ� YH\D� �ONHGH� \�U�WPHNWH�

RODQ� LúOHWPHOHU� NÕ\DVODPD� V�UHFLQH� IDUNOÕ� \HUOHUGH� \�U�W�OHQ� NHQGL� Lú�
X\JXODPDODUÕQÕ� NDUúÕODúWÕUDUDN� EDúODUODU�� /LWHUDW�UGH� ³,QWHUQDO� %HQFKPDUNLQJ´ 
RODUDN�DGODQGÕUÕODQ�EX�W�U�NÕ\DVODPDGD�ELU� LúOetmenin belirli bir bölümünde var 
RODQ� Lú� V�UHoOHULQLQ�D\QÕ� LúOHWPHQLQ�GL÷HU�E|O�POHULQGHNL� Lú� V�UHoOHULQGHQ�GDKD�
\�NVHN�SHUIRPDQVD�VDKLS�ROGX÷X�YDUVD\ÕPÕ�YDUGÕU� �=LEHO������������ øúOHWPH� LoL�
NÕ\DVODPD� IDDOL\HWOHULQLQ� DPDFÕ�� ELU� LúOHWPHQLQ� LoVHO� SHUIRUPDQV� VWDQGDUWODUÕQÕ�
EHOLUOHPH\H� \|QHOLNWLU�� %X� oDOÕúPDODUD� (DVWPDQ� .RGDN¶ÕQ� úLUNHW� LoL� GL÷HU�
GHSDUWPDQODUOD� EDNÕP�� GHVWHN� V�UHoOHULQL� NÕ\DVODPD� \DSPDVÕ� |UQHN� RODUDN��
YHULOHELOLU��'L÷HU�ELU�|UQHN� WH�+DZOHWW� -�3DFNDUG� �+3�¶ÕQ�\�NVHN�JHWLUL\H� VDKLS�
imalat bölümlerinden olan San Diego (plan yapan kimseler), Greeley (disk 
sürücüleri ), Roseville (terminaller) Loveland (aletler-D\JÕWODU���%RLVH��\D]ÕFÕODU���
9DQFRXYHU��\D]ÕFÕODU���&XSHUWLQR���NLúLVHO�ELOJLVD\DUODU�YH�Lú�PHUNH]OHUL��YH�/DNH�
Stevens (aletler-D\JÕWODU�� LOH� LúOHWPH� LoL� NÕ\DVODPD� oDOÕúPDVÕ� \DSPÕúWÕU�� +3¶QLQ�
EX� oDOÕúPDVÕ� LON� EDNÕúWD� IRQNVL\RQHO� NÕ\DVODPD� JLEL� J|U�QPHNOH� ELUOLNWH� W�P�
NÕ\DVODPD� RUWDNODUÕ� D\QÕ� LúOHWPH\H� GDKLO� ROGXNODUÕQGDQ� LúOHWPH� LoL� NÕ\DVODPD�
oDOÕúPDVÕGÕU��:DWVRQ����������� 

 
%X� DoÕGDQ� EDNÕOGÕ÷ÕQGD�� KHUKDQJL� ELU� RWHO� LúOHWPHVLQLQ� EDúDUÕOÕ� RODUDN�

WHVSLW� HGLOHQ� ELU� E|O�P�Q�Q� YH\D� GHSDUWPDQÕQÕQ� X\JXODPDODUÕQÕQ� KHP� D\QÕ�
RWHOLQ� GL÷HU� E|O�P� YH\D� GHSDUWPDQODUÕQGD�� KHP� GH� D\QÕ� LúOHWPH\H� DLW� GL÷HU�
RWHOOHUGH�X\JXODQPDVÕQGDQ�EDKVHWPHN�P�PN�QG�U� 
 

E��5HNDEHWH�'D\DOÕ�.Õ\DVODPD��
 
Literatürde “&RPSHWLWLYH� %HQFPDUNLQJ´� RODUDN� DGODQGÕUÕODQ� EX� W�U�

NÕ\DVODPDGD� LúOHWPHQLQ� GR÷UXGDQ� UDNLEL� RODQ� LúOHWPHOHUH� DLW� �U�QOHU�� KL]PHWOHU�
YH�Lú�V�UHoOHULQLQ�LQFHOHQPHVL�V|]�NRQXVXGXU��dDOÕúPD��UDNLSOHULQ��U�Q��V�UHo�YH�
Lú�DODQÕQGD�XODúWÕ÷Õ�VRQXoODU�KDNNÕQGD�EHOLUOL�ELOJLOHULQ�HOGH�HGLOPHVL�YH�EXQODUÕ�
NHQGL�LúOHWPHPL]GHNLOHUOH�NDUúÕODúWÕUPD\Õ�NDSVDPDNWDGÕU��:DWVRQ����������� 

 
%X� oDOÕúPDGD� LúOHWPH\L� EDúDUÕ\D� J|W�UHFHN� �� VRQXo� EXOXQPDNWDGÕU�

(Cahill, 1994: 457-467); 
 
1. Tam olarak fDDOL\HW�DODQÕQÕ�WDQÕPODPDN��NRQDNODPD�� 
��� +HGHI� LúOHWPHQLQ� NXOODQGÕ÷Õ� GH÷LúLN� WHNQLNOHUL� VHoPHN� �SD]DUODPD��

rezervasyon gibi),  
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��dDOÕúDQODUÕ�WHúYLN�HGHUHN�NDWÕOÕPÕ�VD÷ODPDN� 
���gOo�P�NULWHUOHULQL�JHOLúWLUPHN��GROXOXN��JHOLU�YE���YH 

���2GDN�JUXS�oDOÕúPDODUÕQGDQ�\DUDUODQPDN� 
 

%X� NDSVDPGD� VHNW|U� OLGHUL� NRQXPXQGDNL� RWHO� LúOHWPHVLQLQ�� |]HOOLNOH�
destekleyici ürünler (yiyecek-LoHFHN�� UH]HUYDV\RQ� YE��� NDSVDPÕQGD�
JHUoHNOHúWLUGL÷L� oDOÕúPDODUÕ� LQFHOHPHN� YH� LúOHWPHQLQ� NHQGL� IDDOL\HWOHUL\OH�
NÕ\DVODPDN� JHUHNPHNWHGLU� �/azor ve Layton, 1999: 136). Bununla birlikte 
VDGHFH�V�UHoOHUL�GH÷LO��HPHN-\R÷XQ�ELU�VHNW|U�LoLQGH�EXOXQXOGX÷X�LoLQ�LúJ|UHQOHUL�
GH�NÕ\DVODPDN�|QHPOLGLU��$QJHOR�YH�9ODGLPLU��������� 
 

F��)RQNVL\RQHO�.Õ\DVODPD��
 
)RQNVL\RQHO� .Õ\DVODPD�� LúOHWPHPL]LQ� � GR÷UXGDQ� UDkibi olan veya 

ROPD\DQ�LúOHWPHOHULQ��U�QOHULQLQ��KL]PHWOHULQLQ�YH�Lú�V�UHoOHULQLQ�LQFHOHQPHVLQL�
HOH� DOÕU�� %XUDGD� NÕ\DVODPDQÕQ� DPDFÕ�� NÕ\DVODPD� X\JXODPDVÕQD� JLGLOHFHN� EHOLUOL�
ELU�NRQXGD�P�NHPPHO�ROGX÷X�KHUNHVoH�NDEXO�HGLOHQ�KHUKDQJL�ELU�LúOHWPHGHNL�HQ�
iyi u\JXODPDODUÕ� |÷UHQPHNWLU�� %X� W�U� NÕ\DVODPD� oDOÕúPDVÕQD� IRQNVL\RQHO�
GHQLOPHVLQLQ� DPDFÕ�� LOJL� DODQÕQÕQ�� �UHWLP�� SD]DUODPD�� P�KHQGLVOLN� YH\D� LQVDQ�
ND\QDNODUÕ� JLEL� IRQNVL\RQHO� DODQODUGDNL� EHOLUOL� Lú� IDDOL\HWOHULQLQ� ROPDVÕGÕU�
�1HPOLR÷OX���������� 
 

)RQNVL\RQHO�NÕ\DVODPDQÕQ�HQ�|QHPOL�|]HOOL÷L��VHNW|U�J|]HWPHNVL]LQ�KHU�
W�U�IDDOL\HWH�RGDNODQDELOPHVLGLU��%X�W�UH��;HUR[¶XQ�IDUNOÕ�ELU�VHNW|U�Q�OLGHUL�RODQ�
/�/�� %HDQ¶ÕQ� � GHSRODPD� YH� VWRNODPD� X\JXODPDODUÕQÕ� NDUúÕODúWÕUDUDN� |÷UHQPH�
V�UHFLQL� EDúODWPDODUÕ�� 1RUWK� $PHULFDQ� &RDO¶XQ� GH÷LúLN� VHNW|UOHULQ� \�NOHPH�
IDDOL\HWOHULQL� LQFHOHPHVL�� 0DU\ODQG� %DQN� 2I� $PHULFD¶QÕQ� ,%0�� ;HUR[�� /�/��
%HDQ¶ÕQ�P�úWHUL�KL]PHWOHUL� V�UHoOHULQL� LQFHOHPHVL�YH� NHQGLQH�X\DUODPDVÕ�|UQHN�
verilebilir.  

 
%X� NDSVDPGD� LOJLOL� RWHO� LúOHWPHVL� VDGHFH� UDNLS� RWHO� LúOHWPHOHULQL� GH÷LO��

IDUNOÕ� VHNW|UOHUGH� EDúDUÕOÕ� X\JXODPDODU� JHUoHNOHúWLUHQ� GL÷HU� LúOHWPHOHUL� GH�
NHQGLVL\OH�NÕ\DVOD\DELOLU��%XQXQOD�ELUOLNWH�\�NVHN�WHPDVOÕ�KL]PHWOHUGHQ�RODQ�RWHO�
KL]PHWOHULQGH�� NÕ\DVODPD� \DSÕODFDN� úLUNHWOHULQ� KL]PHW� VHNW|U�QGHQ� ROPDVÕ��
uygulama NROD\OÕ÷Õ�VD÷OD\DFDNWÕU��

�
H��3HUIRUPDQV�.Õ\DVODPD�
�
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%X� W�U� NÕ\DVODPD� \|QHWLFLOHULQ� NHQGL� �U�Q� YH\D� KL]PHWOHULQLQ�� UHNDEHW�
LoLQGHNL� SR]LV\RQODUÕQÕ� EHOLUOHPH\H� \|QHOLNWLU�� gUQH÷LQ� RGD� IL\DWÕ�� WHNQLN�
özellikler, yan hizmetler (destek departmanlar), güvenirlik YH�GL÷HU�SHUIRUPDQV�
|]HOOLNOHUL� VD\ÕODELOLU�� 'R÷UXGDQ� �U�QOHULQ� YH\D� KL]PHWOHULQ� NDUúÕODúWÕUÕOPDVÕ�
SHUIRUPDQV�NÕ\DVODPDVÕQÕQ�WHPHOLQL�ROXúWXUXU��%X�VD\HGH�úLUNHWOHU�UHNDEHWH�NDUúÕ�
QH� GXUXPGD� ROGXNODUÕQÕ� NÕ\DVODUODU� �=L\DO�� �������� *�OFDQ� YH� .D\DPDQ��
1999:4����%X�NDSVDPGD�RWHO� LúOHWPHOHUL�KHP�oHNLUGHN��U�QOHUL�RODQ�NRQDNODPD�
IDDOL\HWL�NRQXVXQGD��KHP�GH�oHYUHOH\LFL��U�Q�NDSVDPÕQGD�RODQ�GL÷HU�KL]PHWOHUL�
NRQXVXQGD� NÕ\DVODPD\D� JLGHELOLUOHU�� g]HOOLNOH� ³6:27� $QDOL]L´� �*�oO�O�N-
=D\ÕIOÕN-)ÕUVDWODU-Tehditler), bu kapVDPGD�LOJLOL�RWHO�LúOHWPHVLQH�NDWNÕ�YHUHFHN�YH�
EX� VD\HGH� VWUDWHMLN� SD]DUODPD� SODQÕ� JHOLúWLULOHELOHFHNWLU� �/RYHORFN� YH� :ULJKW��
2002). 

 
I��6WUDWHMLN�.Õ\DVODPD�
�
*HQHO�RODUDN�VWUDWHMLN�NÕ\DVODPD�úLUNHWOHULQ�QDVÕO�UHNDEHW�HWWL÷LQL�LQFHOHU��

6WUDWHMLN� NÕ\DVODPDQÕQ� DODQÕ� oRN� GDKD� JHQLúWLU�� %X� W�U� oDOÕúPDODU� \DSDQODU�
QDGLUHQ� WHN�ELU� VHNW|U��]HULQGH�\R÷XQODúÕU��dRN�IDUNOÕ� VHNW|UOHUGH��EDúDUÕOÕ�RODQ�
ILUPDODUÕ� LQFHOH\HUHN� RQODUÕQ� EDúDUÕ� |\N�OHULQGHQ�NHQGLOHULQH� GHUVOHU� oÕNDUÕUODU��
%X� W�U� NÕ\DVODPD� X\JXOD\DQODUÕQ� EDúÕQGD� -DSRQ� úLUNHWOHUL� JHOPHNWHGLU�� �=L\DO��
1997:8). 

 
J��$QODúPDOÕ�.Õ\DVODPD�
�
Literatürde FRRSHUDWLYH� EHQFKPDUNLQJ olarak yer alan bu türdeki bilgi 

DOÕúYHULúL�� ILUPDQÕQ� VÕQÕIÕQGD� HQ� L\L� RODQ� �EHVW-LQ� FODVV�� ILUPDODUD� XODúDUDN��
RQODUGDQ� NHQGLVLQL� JHOLúWLUPHN� LVWHGL÷L� DODQGD�� EX� ILUPDODUÕQ� ELOJLOHULQL�
SD\ODúPD\D�LVWHNOL�ROXS�ROPDGÕNODUÕQÕ�VRUPDVÕ�LOH�EDúODU��+HGHI�úLUNHW�JHQHOOLNOH�
NÕ\DVODPD� úLUNHWLQLQ� GR÷UXGDQ� UDNLEL� NRQXPXQGD� GH÷LOGLU�� gUQHN� RODUDN�
&$'�&$0�\D]ÕOÕP� úLUNHWLQLQ��+DZOHWW� 3DFNDUG�� ,%0�YH�;HUR[¶D� VDWÕú� VRQUDVÕ�
KL]PHW� YH� GHVWHN� DODQÕQGD� NÕ\DVODPD� \DSPDVÕ� YHULOHELOLU�� %X� W�U� NÕ\DVODPD�
IDDOL\HWLQGH�� ELOJL� DNÕúÕ� JHQHOOLNOH� KHGHI� ILUPDGDQ� NÕ\DVODPD� \DSDFDN� RODQ�
ILUPD\D�GR÷UX�WHN�\|QO�G�U��.Õ\DVODPD�\DSDQ�úLUNHWOHU�KHGHI�úLUNHWOHUH�EX�ELOJL�
DNÕúÕ� NDUúÕOÕ÷ÕQGD� ED]Õ� ID\GDODU� GD� VD÷OD\DELOLUOHU� �%R[ZHOO�� ���������� %D]Õ�
NRQDNODPD� LúOHWPHOHUL�� GR÷UXGDQ� UDNLSOHUL� ROPD\DQ� úLUNHWOHUH� JHUHN� WHNQLN�
KL]PHWOHU�NDSVDPÕQGD��JHUHNVH�LúJ|UHQ�NDSVDPÕQGD��FUHW�NDUúÕOÕ÷Õ�NÕ\DVODPD�YH�
H÷LWLP�KL]PHWOHUL�YHUPHNWHGLUOHU��+DUW�YH�7roy, 1996).   

 
K��*UXS�'D\DQÕúPDOÕ�.Õ\DVODPD�
�
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.Õ\DVODPD� LoLQ� GÕúVDO� LQFHOHPH� V�UHoOHULQGH� ELOJLQLQ� HOGH� HGLOPHVL�� ELU�
JUXS� ILUPDQÕQ� EHOLUOL� IDDOL\HW� NRQXODUÕ� KDNNÕQGD� ELOJLOHULQL� SD\ODúPDVÕ� úHNOLQGH�
JHUoHNOHúHELOLU�� /LWHUDW�UGH� FROODERUDWLYH� EHQFKPDUNLQJ olarak ifade edilen bu 
ELOJL�DOÕúYHULúL�ED]HQ��YHULOHUL�WRSOD\DQ��\|QOHQGLUHQ�YH�GD÷ÕWDQ�ELU��o�QF��WDUDIÕQ�
KL]PHWL\OH� GH� JHUoHNOHúHELOLU� �%R[ZHOO�� ��������� *�OFDQ� YH� .D\DPDQ�� ������
����� 5DNLS� LúOHWPHOHUH� NDUúÕ� G�U�VW� YH� DoÕN� ELU� WDYÕUOD� \DNODúÕOPDVÕ�� RQODUÕQ�
G�úPDQ� RODUDN� J|U�OPHPHVL� NÕ\DVODPD� NRQXVXQGD� NDUúÕOÕNOÕ� LúELUOL÷LQH�
JLGLOPHVLQGH� ID\GDOÕ� RODELOPHNWHGLU�� %X� NRQX\D� |UQHN� RODUDN� '(&�� +3�� ,QWHO��
,%0�� 0RWRUROD� YH� 7H[DV� ,QVWUXPHQWV� JLEL� ��� \DUÕ-LOHWNHQ� �UHWLFLVL� LúOHWPH�
WDUDIÕQGDQ� NXUXOPXú� RODQ� $%'¶GH� EXlunan SEMATECH konsorsiyumu 
YHULOHELOLU��h\HOHU�NHQGL�LoHULVLQGH�7.<�X\JXODPDODUÕ�NRQXVXQGD�E�\�N�RUDQGD�
ELOJL� DOÕúYHULúL� \DSPDNWD� YH� RUWDN� oÕNDUODU� GR÷UXOWXVXQGD�KDUHNHW� HWPHNWHGLUOHU�
(Spendolini, 1993:19). 

 
Õ�*HQLú�.DSVDPOÕ�.Õ\DVODPD��
 
*HQLú� NDSVDPOÕ� NÕ\DVODPD�� IRQNVL\RQHO� NÕ\DVODPD\OD� ELUOLNWH�

NXOODQÕOPDNWDGÕU�� )DNDW� EXUDGD�� JHOLúHQ� ELU� NÕ\DVODPD� oHúLGL� RODUDN� D\UÕFD� HOH�
DOÕQPDNWDGÕU��*HQLú�NDSVDPOÕ�NÕ\DVODPD��LúOHWPH�RUWDNODUÕQD�YHUL�WRSODPDGD�oRN�
JHQLú�NDSVDPOÕ�LVWH÷L�WHPVLO�HWPHNWHGLU��*HQLú�NDSVDPOÕ�NÕ\DVODPD�oDOÕúPDVÕ��ELU�
LúOHWPH\L�UDNLSOHUL\OH�YH\D�DLW�ROGX÷X�HQG�VWUL�LOH�VÕQÕUODQGÕUPDPDNWDGÕU��%X�WLS�
NÕ\DVODPD� VDGHFH� RUWDNODUÕQÕQ� NULWHU� VHoLPLQGH� NXOODQÕODQ�� GL÷HU� HQG�VWULOHUH�
QDVÕO� oHYULOHFH÷LQL� DQOD\DQ� YH� EHQ]HU� V�UHoOHULQ� JHOLúPHVLQL� VD÷OD\DQ�
sÕQÕUODQGÕUPD\D�\RO�J|VWHUPHNWHGLU��*HQLú�NDSVDPOÕ�oDOÕúPD\D�\RO�J|VWHUHFHN�HQ�
L\L�ELOLQHQ�NÕ\DVODPD�oDOÕúPDVÕ��/�/�%HDQ
LQ�;HUR[�ùLUNHWL\OH�\DSWÕ÷Õ�NÕ\DVODPD�
oDOÕúPDVÕQGD� %HDQ
LQ� \�NOHPH� V�UHoOHULQLQ� DQODúÕOPDVÕGÕU� �=LEHO�� ����������
)RQNVL\RQHO�.Õ\DVODPDQÕQ�X\JXODPDVÕ�GDKD�NROD\GÕU�DQFDN��EX�W�U�LOH�YHULPOLOLN�
DUWÕúÕ�����YH��]HULQGHGLU��%XUNH������������g]HOOLNOH�]LQFLU�RWHO�LúOHWPHOHULQGH��
]LQFLUH�DLW�oRN�EDúDUÕOÕ�ELU�RWHOLQ�|UQHN�VHoLOHUHN��]LQFLUH�DLW�GL÷HU�RWHO�LúOHWPHOHUL�
WDUDIÕQGDQ�NÕ\DVODQPDVÕ�ROGXNoD�VÕN�J|U�OHQ�ELU�X\JXODPDGÕU��:RRG�������� 

 
%X� DoÕNODPDODU� ÕúÕ÷ÕQGD� .Õ\DVODPDQÕQ� \DSÕODFD÷Õ� LúOHWPHOHU�

�RUJDQL]DV\RQODU��úXQODUGDQ�ELUL�RODELOLU�( Çolak, 1995:113): 
 

a) Sektörün lideri,  
b) 5DNLS�LúOHWPHOHU� 
c) øúOHWPHQLQ�GDKLO�ROGX÷X�JUXEXQ�GL÷HU�LúOHWPHOHUL�� 
d) AyQÕ�LúOHWPHQLQ�úXEHOHUL� 
e) $\QÕ�LúOHWPHQLQ�GH÷LúLN�IRQNVL\RQODUÕ�� 
f) Tedarikçiler grubu. 
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øù/(70(/(5ø1�.,<$6/$0$<,�.8//$10$�1('(1/(5ø�
 

*HQHO�RODUDN�VWUDWHMLN�SODQODPD��NÕVD�YH�X]XQ�YDGHOL�SODQODU�JHOLúWLUPH���
WDKPLQGH� EXOXQPD� �LOJLOHQLOHQ� Lú� DODQODUÕQGDNL� WUHQG’leri tahmin etme), yeni 
ILNLUOHU� HGLQPH� �NHQGL� Lú� X\JXODPDODUÕPÕ]ÕQ� GÕúÕQD� oÕNPD��� �U�Q�V�UHo�
NDUúÕODúWÕUPDODUÕ� �UDNLSOHUL� YH\D� HQ� L\L� X\JXODPD\D� VDKLS� LúOHWPHOHUL�
NDUúÕODúWÕUPD��� KHGHI� EHOLUOHPH� �P�NHPPHO� X\JXODPDODUD� \DNODúDQ� SHUIRUPDQV�
hedeflerini yerlHúWLUPH��� UHNDEHW� HGHELOPH�� P�úWHUL� WDWPLQL� YH� SHUIRUPDQVÕ�
DUWWÕUPD�DPDFÕ\OD�NÕ\DVODPD�\DSÕOPDNWDGÕU��1HPOLR÷OX����������=LEHO������������
g]HOOLNOH�P�úWHUL� WDWPLQL�� RWHO� LúOHWPHOHUL� DoÕVÕQGDQ� E�\�N� |QHP� WDúÕPDNWDGÕU��
%X� NDSVDPGD� \�NVHN� WDWPLQ� G�]H\L� VD÷OD\DUDN� \�NVHN� GROXOXN� YH� EXQD� ED÷OÕ�
RODUDN�GD�\�NVHN�JHOLU�HOGH�HGHQ�RWHO�LúOHWPHOHULQLQ�NÕ\DVODQPDVÕ��ELU�]RUXQOXOXN�
haline gelmektedir (Hart ve Troy, 1996).  

 
øúOHWPHOHULQ�� VWUDWHMLN� SODQODPD� DúDPDVÕQGD� JHUoHNoL� KHGHIOHU�

EHOLUOHPHGH� YH� NHQGL� DODQÕQGD� HQ� L\L� ROPDN� �]HUH� EX� KHGHIOHUH� XODúPDGD�
NÕ\DVODPD\Õ� IHOVHIH� RODUDN� EHQLPVHPHOHUL� JHUHNPHNWHGLU�� .Õ\DVODPD�
oDOÕúPDODUÕ\OD�NHQGL�VHNW|UOHULQGH�EXOXQGXNODUÕ�NRQXPXQ�QH�ROGX÷XQX��UDNLSOHUH�
J|UH� J�oO�� YH� ]D\ÕI� \|QOHULQLQ� DQDOL]L� LPNDQÕQÕ� EXOPDNWDGÕUODU�� =D\ÕI� \|QOHrin 
L\LOHúWLULOPHVLQH� \|QHOLN� VWUDWHMLOHULQ� WHVSLW� HGLOPHVL� GDKD� L\L� X\JXODPDODUÕQ�
LQFHOHQPHVL�YH�|÷UHQLOPHVL� LOH�P�PN�Q�RODFDNWÕU��'ROD\ÕVÕ\OD� LúOHWPHOHU�NHQGL�
V�UHo� \HQLOHPH� oDOÕúPDODUÕQGD� UHNDEHWWH� HQ� |QHPOL� HWNHQ� RODQ� ]DPDQÕ� L\L�
kullanarak performanslaUÕQÕ�DUWÕUDELOHFHNOHUGLU��%XQXQ�\DQÕVÕUD�LúOHWPHOHU��L\L�ELU�
NÕ\DVODPD� oDOÕúPDVÕ\OD� DODQODUÕQGD� HQ� L\L� RODQ� LúOHWPHOHULQ� X\JXODPDODUÕQÕ�
NHQGLOHULQH� X\DUOD\DUDN� \HQL� ILNLUOHU� �UHWPH�� LúOHWPH� E�W�Q�QGH� YDURODQ�
EDúDUÕODUÕ� ELUDUD\D� JHWLUPH� JLEL� ID\GDODU� VD÷OD\abileceklerdir. Konaklama 
LúOHWPHOHUL� DoÕVÕQGDQ� SD]DU� E|O�POHPH� YH� E|O�POHQHQ� SD]DUD� \|QHOLN� VWUDWHMLN�
SODQODPD� \DSPD� NDSVDPÕQGD� NÕ\DVODPD� \|QWHPLQH� VÕN� VÕN� EDúYXUXOPDNWDGÕU�
(Lazer ve Layton, 1999).  
 

.,<$6/$0$� 6,5$6,1'$� 8<8/0$6,� *(5(.(1�
35(16ø3/(5�

�
Otel iúOHWPHOHUL� GH�� GL÷HU� LúOHWPHOHU� JLEL� NÕ\DVODPD� X\JXODPDVÕ�

\DSDUNHQ��PHVOHNL�HWLN�DoÕVÕQGDQ�DúD÷ÕGDNL�QRNWDODUD�GLNNDW�HWPHOLGLUOHU��:DVWL��
1996: 11); 

 
<DVDOOÕN� 3UHQVLEL� �� 6HUEHVW� WLFDUHWL� NÕVÕWOD\ÕFÕ� IL\DW� VDELWOHúWLUPH\H�

yönelik uygulamalar, ihalelerde yoOVX]OXN�� U�úYHW�� WLFDUL� VÕUODUÕQ� NDoÕUÕOPDVÕ��
LOOHJDO� WLFDUL� DQODúPDODU� YE�� GXUXPODUD� QHGHQ� RODELOHFHN� ELOJL� DOÕúYHULúL�
\DSÕOPDPDOÕGÕU� 
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$OÕúYHULú�3UHQVLEL���%LOJL�SD\ODúÕPÕ�YH�\DUGÕPODúPD�HúLW�G�]H\GH�ROPDOÕ��
\DSÕODQ� oDOÕúPD� RUWDNODUD� ND]DQo� VD÷ODPDOÕGÕU�� $\UÕFD� EDúND� ELU� LúOHWPH\H�
YHUPHNWHQ�oHNLQHFH÷LQL]�ELOJLOHU��NÕ\DVODPD�NDSVDPÕ�LoLQGH�LVWHQPHPHOL��KHGHI�
YH�EHNOHQWLOHU�ELOJL�DOÕúYHULúL�|QFHVLQGH�EHOLUOHQPHOLGLU� 

*L]OLOLN�3UHQVLEL���.Õ\DVODPD�RUWDNODUÕQGDQ�DOÕQDQ�KHU�W�UO��ELOJLQLQ�JL]OL�
WXWXOPDVÕ��EDúND�LúOHWPHOHUH�GD÷ÕWÕOPDPDVÕ�YH�RUWDNODUÕQ�RQD\Õ�DOÕQPDGDQ�KLoELU�
DoÕNODPD�\DSÕOPDPDVÕ�JHUHNPHNWHGLU� 

.XOODQÕP� 3UHQVLEL� �� (OGH� HGLOHQ� ELOJLOHULQ� YH� VRQXoODUÕQ� UHNODP��
SD]DUODPD�� VDWÕú� YE�� IDDOL\HWOHU� LoLQ� GH÷LO�� \DOQÕ]FD� LúOHWPH� LoL� V�UHoOHULQ�
L\LOHúWLULOPHVL�DPDFÕ\OD�NXOODQÕOPDVÕ�JHUHNPHNWHGLU� 

øON� *|U�úPH� 3UHQVLEL� �� .XUXODFDN� RODQ� ED÷ODQWÕ�� NÕ\DVODPD� RUWD÷ÕQÕQ�
LúOHWPH�N�OW�U�QH�X\JXQ�ELoLPGH�JHUoHNOHúPHOLGLU��6�UHoOHUGHQ�VRUXPOX�NLúLOHUH��
LúOHWPHGHNL�LON�WHPDV�QRNWDVÕ�RODQ�NLúL�YH\D�R�UROGH�ELUL�\RNVD�HQ�X\gun roldeki 
\|QHWLFL�VD\HVLQGH�XODúÕOPDOÕGÕU� 

ho�QF�� ùDKÕV� 7HPDV� 3UHQVLEL� �� .Õ\DVODPD� RUWDNODUÕQÕQ� LVLPOHUL��
NÕ\DVODPD� RUWD÷Õ� DUD\DQ� �o�QF�� LúOHWPHOHUH�� RUWDNODUGDQ� YH� LON� WHPDV� QRNWDVÕ�
RODQ�NLúLGHQ�L]LQ�DOÕQPDGDQ�YHULOPHPHOLGLU� 

+D]ÕUODQPD� 3UHQVLEL� �� øúOHWPH� V�UHoOHULQLQ� ]D\ÕI� YH� J�oO�� \|QOHULQL�
ELOPHN���Lo�oDOÕúPDODUÕ��|Oo�POHUL��DQDOL]OHUL�ELWLUPLú�ROPDN��NÕ\DVODPD�V�UHFLQLQ�
\�U�W�OPHVL� LoLQ� JHUHNOL� SODQÕ� \DSPÕú� ROPDN�� KDQJL� ELOJLOHULQ� SD\ODúÕOPDVÕQD�
ROXPOX� EDNÕOGÕ÷ÕQD� |QFHGHQ� NDUDU� YHUPLú� ROPDN�� SD\ODúÕlabilecek bilgileri 
eksiksiz ve sunulabilir halde bulundurmak, mülakat rehberi, anket vb. 
G|N�PDQWDV\RQX�KD]ÕUODPÕú�ROPDN�YH�]DPDQ�\|QHWLPL�NRQXVXQGD�KDVVDV�ROPDN�
gerekmektedir. 

7DPDPODPD�3UHQVLEL���.Õ\DVODPD�SURMHVLQLQ�]DPDQÕQGD�YH�SODQODQGÕ÷Õ�
úHNLOGH�WDPDPODQDELOHFH÷LQH�HPLQ�ROPDGDQ��RUWDNODUD�WDDKK�WOHUGH�EXOXQPDPDN�
JHUHNPHNWHGLU��.Õ\DVODPD�oDOÕúPDVÕ�E�W�Q�NDWÕOÕPFÕODUD�GR\XP�VD÷OD\ÕFÕ�úHNLOGH�
VRQXoODQGÕUÕOPDOÕGÕU� 

$QOD\Õú� YH� +DUHNHW� 3UHQVLEL� �� .Õ\DVODPD� oDOÕúPDVÕQGDQ� |QFH� NDWÕODQ�
LúOHWPHOHULQ�oÕNDQ�ELOJL\L�QDVÕO�SD\ODúDFDNODUÕ�RUWDNODúD�NDUDUD�ED÷ODQPDOÕ�YH�EX�
NDUDUD� VDGÕN� NDOÕQPDOÕGÕU�� 2UWDNODUÕQ� ELUELUOHULQGHQ� LVWHGLNOHUL� SURWRNRO� YH�
NXUDOODUD�KHU�]DPDQ�X\XOPDOÕGÕU��%�W�Q�SUHQVLSOHU��RWHO�LúOHWPHOHUL�DoÕVÕQGDQ�GD�
geçerlidir. 

 
.,<$6/$0$�6h5(d/(5ø�

 
 øúOHWPHOHUFH� JHOLúWLULOHQ� YH� DUDúWÕUPDFÕODU� WDUDIÕQGDQ�|QHULOHQ� NÕ\DVODPD�
V�UHoOHUL� LQFHOHQGL÷LQGH�� EX� oDOÕúPDODUÕQ� LúOHWPHOHULQ� ]D\ÕI� \|QOHULQL� WHVSLW�
HGHUHN�� EX� NRQXGD� VHNW|U� LoL� YH\D� VHNW|U� GÕúÕQGD� HQ� L\L� RODQ� LúOHWPHOHUL�
EHOLUOHPHOHUL�� ELU� NÕ\DVODPD� WDNÕPÕ� ROXúWXUXS� KHGHI� úLUNHWL�úLUNHWOHUL�
�RWHOL�RWHOOHUL�� ]L\DUHW� HGHUHN� |÷UHQPH� V�UHFLQL� EDúODWPDODUÕ�� HGLQLOHQ� ELOJLOHUL�
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NHQGL� IDDOL\HWOHULQH� X\DUOD\DUDN� VRQXoODUÕ� GH÷HUOHQGLUPHOHUL� YH� QLKD\HW� DQD�
X\JXODPDODUD� JHoPHOHUL� úHNOLQGH� JHUoHNOHúWL÷L� J|U�OPHNWHGLU�� .Õ\DVODPD�
X\JXODPDODUÕQÕQ� EDúDUÕ\OD� VRQXoODQPDVÕ� LoLQ�� EX� V�UHFLQ� V�UHNOL� JHOLúLP�
VD÷ODPDN��]HUH�JLULúLOHQ� IDDOL\HWOHU�ROGX÷X�DQD� ILNUL� oHUoHYHVLQGH� L\L�ELU� WDNÕP�
oDOÕúPDVÕ\OD� G�]HQOL� RODUDN� NRQWURO� HGLOLS� J|]GHQ� JHoLULOPHVL�� G|N�PDQWDO�
L]OHPHOHULQ� \DSÕOPDVÕ�� LOHUOHPHOHUH� LOLúNLQ� VRUJXODPDODU� \DSÕODUDN� JHUHNWL÷LQGH�
\HQLGHQ� \DSÕODQPD\D� JLGLOPHVL� JHUHNPHNWHGLU�� 2WHO� LúOHWPHOHUL� GH�� VWUDWHMLN�
SD]DUODPD� oDOÕúPDODUÕ� NDSVDPÕQGD� LúOHWPHQLQ� J�oO�� YH� ]D\ÕI� \|QOHULQL� WHVSLW�
HWPHNWH�YH�EXQD�\|QHOLN�SODQODU�JHOLúWLUPHNWedirler. 
 
 $úD÷ÕGD� NRQX\D� ÕúÕN� WXWPDVÕ� DoÕVÕQGDQ� OLWHUDW�UGH� \HUOHúPLú� oHúLWOL�
NÕ\DVODPD� V�UHoOHUL� DoÕNODQDFDNWÕU�� %X� oDOÕúPDGD� LúOHWPHOHULQ� JHOLúWLUGL÷L�
V�UHoOHU� YH� DUDúWÕUPDFÕODU� WDUDIÕQGDQ� |QHULOHQ� V�UHoOHU� ROPDN� �]HUH� LNL�
VÕQÕIODPD\D�JLGLOPLúWLU��%XQD�göre; 
 

øù/(70(/(5ø1�*(/øù7ø5'øöø�6h5(d/(5�
 
���;(52;�6h5(&ø�
�
;HUR[¶XQ�NÕ\DVODPD�oDOÕúPDVÕ\OD�NRQX��$%'¶GH�NÕ\DVODPDQÕQ�|QHPOL�ELU�

WHNQLN� KDOLQH� JHOPHVLQH� \RO� DoPÕúWÕU�� ;HUR[� V�UHoOHUL� DúD÷ÕGD� YHULOPLúWLU�
�6ÕQPD]����������� 

 
x øúOHWPHGHNL�JHOLúPH\H�L]LQ�YHUHQ�YH�NÕ\DVODPD�V�UHVLQFH�HQ�oRN�ND]DQGÕUDQ�

IDDOL\HWOHULQ�KDQJLOHUL�ROGX÷X�EHOLUOHQLU� 
x Bu faaliyetlerin anahtar etken ya da yöneticisi belirlenir. Rakip ya da sektör 

GÕúÕ� úLUNHWOHU� DUDVÕQGDQ� EX� IDDOL\HWOHULQ� |Q� oDOÕúPDODUÕQÕQ� \DSÕODFD÷Õ� úLUNHW�
WDQÕPODQÕU��RWHO�LúOHWPHOHUL�DoÕVÕQGDQ�HQ�\�NVHN�SD]DU�SD\ÕQD�YH�JHOLUH�VDKLS�
olan pazar liderinin seçilmesi gibi)�  

x '|QHPOHU� LoHULVLQGH�� |Q� X\JXODPDODUÕQ�� RQODUÕQ� \DSWÕNODUÕQÕQ� VRQXoODUÕQÕ�
DOPDGD� QHGHQ� YH� QDVÕO
ODUÕ� DQODPDN� YH� EDúDUÕQÕQ� VD\ÕVDO� GH÷HUOHPHVLQL�
yapmak için�VL]H�L]LQ�YHULS�YHUPHGL÷L�|Oo�O�U��\DWDN�GROXOXN�RUDQODUÕ��JHOLU�
YDU\DQVODUÕ��RWHO�NRQXNODUÕQÕQ�úLND\HW�\�]GHOHUL�JLEL�� 

x øúOHWPH�EDúDUÕVÕ�|Oo�O�U�YH�KHGHI�úLUNHW�LOH�NDUúÕODúWÕUÕOÕU��dDOÕúPDNWD�ROXQDQ�
LúOHWPHOHULQ� EDúDUÕVÕ� |Oo�OPHGHQ� |QFH� KHGHI� LúOHWPHQLQ� EDúDUÕVÕ� |Oo�O�U��
)DNDW�� LúOHWPH� NHQGL� EDúDUÕVÕQÕ� WHNUDU� |OoPHN� JHUHNVLQLPL� GX\DFDNWÕU��
d�QN���KHGHI� ILUPDQÕQ�NHQGL�EDúDUÕVÕQÕ�GH÷LúLN�|Oo�OHU�NXOODQDUDN�|OoW�÷��
görülecektir. 

x gQ� X\JXODPDODUÕ� DúDFDN� SODQODU� JHOLúWLULOLU� \D� GD� LúOHWPHQLQ� |QGHUOL÷LQGH�
daha ileriye gidilebilir, örnek olaylar gibi olabilir. 
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x 3ODQGD�\HU�DODQ�úLUNHWLQ�W�P�DúDPDODUÕQGDQ�NDWÕOÕP�VD÷ODQÕU��%X��NÕ\DVODPD�
oDOÕúPDVÕQÕQ�VHVLQLQ�GX\XOPDVÕ�LOH�LSXoODUÕQÕ�VD÷OD\ÕS�LúOHUL�GDKD�NROD\�KDOH�
getirecektir. 

x 3ODQ� WDPDPODQÕU� YH� VRQXoODU� GHQHWOHQLU� �LVWHQLOHQ� GROXOXN� RUDQÕQD� XODúÕOÕS�
XODúÕOPDPDVÕ�YH\D�NRQXN�úLND\HWOHULQLQ�D]DOPDVÕ�JLEL���

 
.Õ\DVODPD\Õ�X\JXODPDN�LoLQ�ELUoRN�\RO�YDUGÕU�YH�oR÷X�úLUNHW�NHQGL�|]HO�

JHUHNVLQPHOHULQL� NDUúÕOD\DFDN� DPDoODUD� J|UH� KD]ÕUODQPÕú� WHPHO� V�UHoOHUL� RODQ�
NXUXPODúWÕUÕOPÕú�NÕ\DVODPDODUD�VDKLSWLUOHU��%R[ZHOO���������� 

 
$úD÷ÕGD�\HU�DODQ�ùHNLO���W�P�Lú�GXUXPODUÕQGD�EDúYXUXODELOHFHN�NÕ\DVODPD�

V�UHFLQL�J|VWHUPHNWHGLU��6ÕQPD]����������� 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

ùHNLO����;HUR[¶XQ�.Õ\DVODPD�6�UHFL�%DVDPDNODUÕ��dRODN���������� 
�
��$/&$��6h5(&ø�

 
$PHULNDQ� N|NHQOL� ELU� LúOHWPH� RODQ�$OFDR�� NÕ\DVODPD� X\JXODPDODUÕ� LoLQ�

DOWÕ� WHPHO� DúDPDGDQ� ROXúDQ� ELU� V�UHo� EHOLUOHPLúWLU� �6ÕQPD]����������� %X�
DúDPDODU�úX�úHNLOGHGLU�� 
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1H\LQ� NÕ\DVODQDFD÷ÕQD� NDUDU� YHUPHN�� %X� DúDPDQÕQ� KHGHIL�� LúOHWPHQLQ�
SRWDQVL\HO� NÕ\DVODPD� IDDOL\HWOHULQL� EHOLUOHPHN� YH� EXQODUÕQ� NÕ\DVODPD�
X\JXODPDVÕQD�GH÷LS�GH÷PH\HFH÷LQL�NHVLQOHúWLUPHN��]HUH�oDOÕúPD\Õ�\|QOHQGLULFL�
DPDo�ROXúWXUPDNWÕU��gUQHN�RWHO�LúOHWPHVLQLQ�UH]HUYDV\RQ�oDOÕúPDODUÕ��KL]PHW�LoL�
H÷LWLP�X\JXODPDODUÕ��WHGDULNoL�ILUPDODUÕ��VDWÕQ�DOPD�oDOÕúPDODUÕ��LúJ|UHQ�DOÕPODUÕ�
ve benzeri konulardan biri veya hepsi seçilebilir. 

 
1H\LQ�NÕ\DVODPD�\DSÕODFD÷ÕQÕ�EHOLUOHPHQLQ�ELU�\ROX��LúOHWPHGHNL�VRUXQODUÕ�

YH�NULWLN�|QFHOLNOL�NRQXODUÕ�ELU�VRUXQ�LIDGHVLQH�G|Q�úW�UPHNWLU��%XOXQDQ�QHGHQOHU�
NÕ\DVODPD�X\JXODPDVÕ�LoLQ�ELUHU�DGD\GÕU��&DPS��������-���6ÕQPD]���������-34). 

 
.Õ\DVODPD� 6�UHFLQL� 3ODQODPDN��%X� DúDPDGD� oDOÕúPD\Õ� \�U�WPHN� �]HUH�

ELU� WDNÕP� OLGHUL� VHoLOLU�� 2WHO� LúOHWPHOHULQGH� VHoLOHQ� OLGHUOHU�� JHQHOOLNOH� VDWÕú� YH�
pazarlama bölümlerinde görev yapmaktDGÕU� �/D]HU� YH� /D\WRQ�� ������� /LGHU�
SURMHQLQ�EDúDUÕ\OD�WDPDPODQPDVÕQGDQ�VRUXPOXGXU��EX�\�]GHQ���U�QOHU��KL]PHWOHU�
YH� V�UHoOHUGH�GH÷LúLNOLN�\DSPD�\HWNLVLQH� VDKLS�ROPDOÕGÕU��/LGHU� VHoLPLQL� WDNÕP�
�\HOHULQLQ� VHoLPL� WDNLS� HGHU�� h\HOHU� oDOÕúPDQÕQ� JHUHNWLUGL÷L� \Hteneklere sahip 
RODQ� WDNÕP� �\HOHUL� DUDVÕQGDQ� VHoLOLU��7DNÕPÕQ� LON� J|UHYL�� LON� DGÕPGD� EHOLUOHQHQ�
DPDo� LIDGHVL� GR÷UXOWXVXQGD�� SURMHQLQ� P�úWHULOHUL�� SURMHQLQ� NDSVDPÕ�� |Oo�OPHVL�
JHUHNHQ� |]HOOLNOHUL� EHOLUOHPHN� YH� NRQX\D� LOLúNLQ�PHYFXW� ELOJLOHUL� GH� LoHUHQ� |Q�
proMH\L� �VW� G�]H\� \|QHWLPH� VXQPDNWÕU�� 2WHO� LúOHWPHOHUL� DoÕVÕQGDQ�� NÕ\DVODPD�
\DSÕODFDN�E|O�P�YH�GHSDUWPDQODUGDQ�VHoLOHFHN�\|QHWLFLOHULQ� WDNÕPÕ�ROXúWXUPDVÕ�
ID\GD�VD÷OD\DFDNWÕU� 

�
7DNÕP�(OHPDQODUÕQÕQ�øúOHWPH�%DúDUÕODUÕQÕ�$QODPDVÕ��%X�DúDPDGD�WDNÕP��

EDúDUÕ\Õ�HWNLOH\HQ�XQVXUODUÕ�DUDúWÕUÕU�YH�KDQJL�YHULOHULQ�|Oo�OHFH÷LQL�|÷UHQLU��(OGH�
HGLOHQ�YHULOHU��oDOÕúPD�LoLQ�ELU�\DSÕ�YH�WHPHO�RODUDN�NXOODQÕOÕU� 
 

+HGHI� øúOHWPHOHUL� øQFHOHPHN�� %X� DúDPDGD� WDNÕP�� .Õ\DVODPD� HGLOPH\H�
X\JXQ� DGD\� LúOHWPHOHU� �RWHO� LúOHWPHOHUL�� EHOLUOHU�� Oiste içinden seçimler yapar, 
úLUNHWOHUH� VRUXODFDN� JHQHO� YH� |]HO� QLWHOLNWHNL� VRUXODUÕ�� EX� VRUXODUÕQ�
FHYDSODQGÕUÕOPDVÕ� LoLQ� HQ� X\JXQ� \|QWHPL� EHOLUOHU� YH� SURMH\L� JHUoHNOHúWLULU��
$\UÕFD� SURMHQLQ� JHUoHNOHúWLULOPHVL� VÕUDVÕQGD� RUWD\D� oÕNDELOHFHN� DKOkNL� YH� \DVDO�
kRQXODU�LoLQ�\|Q�J|VWHULFL�RODELOHFHN�oDOÕúPDODU�GD�EX�DúDPGD�\DSÕOÕU� 

 
9HULOHUGHQ� %LOJL� (GLQPHN�� 7DNÕP� WRSODGÕ÷Õ� YHULOHUL� DQDOL]� HGHU�� EDúDUÕ�

DUWÕUPD\D� \|QHOLN� oÕNWÕODUÕ� VD\ÕVDOODúWÕUDUDN� EXQODU� DUDVÕQGDQ� \DUDUOÕ�
olabilecekleri belirler. Ölçülebilir hedeflHU� EHOLUOHPHN� �GROXOXN� RUDQÕ�� \DWDN�
EDúÕQD�G�úHQ�JHOLU�RUDQÕ�JLEL���LOJLOL�RWHO�LúOHWPHVLQLQ�JHUoHNOHúWLUGL÷L�NÕ\DVODPD�
oDOÕúPDVÕQÕ�GH÷HUOHQGLUPHVL�DoÕVÕQGDQ�ROGXNoD�|QHPOLGLU��.DVDYDQD�YH�%URRNV��
2001).  
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%XOJXODUÕ� .XOODQPDN�� 7DNÕP�� HGLQLOHQ� VRQXoODUÕQ� HQ� L\L� úHNLOGH� QDVÕO�

NXOODQÕODELOHFH÷LQL� YH� LúOHWPHQLQ� KDQJL� ELULPOHULQLQ� EX� SURMHGHQ� QDVÕO�
\DUDUODQDELOHFHNOHULQL�WDUWÕúPDN��]HUH��VW�\|QHWLPOH�J|U�ú�U� 

 
���$7	7�6h5(&ø�
�
$7	7� úLUNHWLQLQ� 0DO]HPH� <|QHWLPL� +L]PHWOHUL� E|O�P�� WDUDIÕQGDQ�

ROGXNoD� GHWD\OÕ� úHNLOGH� JHOLúWLULOPLú� RODQ� EX�PRGHO� ��� DGÕPGDQ� � ROXúPDNWDGÕU��
%X� V�UHFLQ� LON� DOWÕ� DGÕPÕ� � NÕ\DVODPD� V�UHFLQL� EDúDUÕVÕ]OÕ÷D� X÷UDWDELOHFHN�
HQJHOOHULQ� |QOHQPHVLQH� \|QHOLN� ROGX÷XQGDQ� |QFHOLNOL� DGÕPODU�� LNLQFL� DOWÕ� DGÕP�
LVH��NÕ\DVODPD�SURMHVLQLQ�QDVÕO�\�U�W�OHFH÷LQH�LOLúNLQ�\DSÕ\Õ�RUWD\D�NR\GX÷X�LoLQ�
V�UHo� DGÕPODUÕ� úHNOLQGH� DGODQGÕUÕOÕUODU�� %X� DGÕPODU� úXQODUGÕU� �%R[ZHOO� ������
Breiter ve Kline, 1995): 

 
gQFHOLNOL�$GÕPODU�
�
0�úWHULOHULQ� %HOLUOHQPHVL�� 0�úWHULOHU� �V�UHoOHULQL� JHOLúWLUPHN� �]HUH�

NÕ\DVODPD� ELOJLVLQL� NXOODQDFDN� RODQODU��� LúOHWPHOHULQLQ� \DSÕODUÕQD� ED÷OÕ� RODUDN�
IDUNOÕOÕNODU� J|VWHULU�� $7	7
QLQ� LNL� WLS� P�úWHULVL� YDUGÕU�� E|O�POHULQLQ� V�UHNOL�
úHNLOGH�JHOLúWLULOPHVLQGHQ�VRUXPOX�RODQ��V�UHo�VDKLSOHUL�YH�SODQOD\ÕFÕODUÕ��LOH�EX�
E|O�POHULQ�QLKkL�P�úWHULOHUL��\DQL��LúOHWPH�ELULmleri". 
 

0�úWHULOHULQ�%LOJLOHQGLULOPHVL��0�úWHULOHULQ��NÕ\DVODPDQÕQ�QH�ROGX÷XQXQ�
ELOPHVL� YH� EXQXQ� \DQÕ� VÕUD� \|QHWLPLQ� HQ� L\L� X\JXODPDODUÕ� VDSWD\DFD÷ÕQÕ� GD�
ELOPHVL��RQODUÕQ�VDEUHWPH�GHUHFHVLQL�YH�GHVWH÷LQL�DUWWÕUÕU��%X�NDSVDPGD�\DSÕODFDN�
NÕ\DVODPD� oDOÕúPDVÕyla ilgili olarak tüm otel bölümlerinin bilgilendirilmesi 
gerekmektedir. 
 

dHYUHQLQ�7HVW�(GLOPHVL��0�úWHUL�WDUDIÕQGDQ�NDEXO�HGLOPH�YH�ND\QDNODUÕQ�
WDKVLV�GHUHFHVLQL�|÷UHQPHN�LoLQ�P�úWHULOHUOH�J|U�úPHOHU�\DSÕOÕU��%X�GD��JHUoHNoL�
EHNOH\LúOHULQ�YH�HQJHOOHULQ�RUWD\D�NRQXOPDVÕQD�\DUGÕP�HGHU� 

 
3URMHOHULQ� $FLOL\HW� 'HUHFHOHULQLQ� %HOLUOHQPHVL�� 0�úWHULOHULQ� SURMHQLQ�

DFLOL\HWL� NRQXVXQGDNL� G�ú�QFHOHULQLQ� |÷UHQLOPHVL�� SURMH\H� LOLúNLQ� L\LPVHUOL÷LQ�
GHUHFHVLQL� J|VWHUPHVL� DoÕVÕQGDQ� |QHPOLGLU�� 3DQLN� \D� GD� ERúYHUPLúOLN� JLEL�
tutXPODU�� EDúDUÕOÕ� NÕ\DVODPD� X\JXODPDODUÕ� LoLQ� |QHPOL� HQJHOOHUGLU�� %DúDUÕOÕ�
NÕ\DVODPD� X\JXODPDODUÕ�� P�úWHUL� LúH� DLW� V�UHoOHU� LoLQ� \HQLGHQ� \DSÕODQPD\D�
EDúYXUGX÷XQGD�\D�GD�VÕQÕIÕQGD�HQ�L\L�RODQÕ\OD�oDOÕúWÕ÷ÕQGD�RUWD\D�oÕNPDNWDGÕU� 
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.Õ\DVODPD� 8\JÕÕODPDVÕQÕQ� .DSVDPÕQÕ� YH� dHúLGLQL� %HOLUOHPHN�� Projenin 
NDSVDPÕ� YH� NÕ\DVODPD� oHúLGL�� P�úWHULQLQ� SURMHQLQ� DFLOL\HWL� YH� SURMH\H� LOLúNLQ�
G�ú�QFHVLQH��oHYUHVLQH�NÕ\DVODPD�V�UHFLQL�DQODWPDVÕQD��LVWHNOLOL÷LQH�YH�NHQGLVLQL�
SURMH\H� YHUPH� GHUHFHVLQH� ED÷OÕGÕU�� .DSVDP� �JHUHNOL� ]DPDQ�� LúJ�F�� YH� EDúND�
ND\QDNODU�� SURMHGHQ� HOGH� HGLOHFHN� \DUDUOD� RUDQWÕOÕGÕU�� gUQH÷LQ� EDVLW� ELU� J|UHY�
RODUDN�NÕ\DVODPD��LúOHYOHUH�LOLúNLQ�V�UHoOHUOH�LOJLOL�RODQÕQD�J|UH�GDKD�D]�]DPDQ�YH�
LúJ�F��JHUHNWLULU��DQFDN�HOGH�HGLOHQ�\DUDU�GD�D\QÕ�|Oo�GH�D]�RODFDNWÕU� 

 
SürHo�� $7	7� NDSVDPÕQÕ�� SURMH\L� \�U�WPHN� LoLQ� JHUHNOL� ]DPDQÕ��

NDUPDúÕNOÕN�G�]H\LQL�YH�SRWDQVL\HO�\DUDUÕ�EHOLUOHPHN��]HUH��G|UW�IDUNOÕ�G�]H\GH�
HOH� DOPDNWDGÕU��8\JXODQDFDN� NÕ\DVODPDQÕQ� oHúLGL�� KHGHI� LúOHWPHQLQ� oHúLGLQL� GH�
EHOLUOHU�� $7	7� �o� oHúLW� |UJ�WWH� NÕ\DVODPD� X\JXODPDVÕ� JHUoHNOHúWLUPHNWHGLU��
HQG�VWUL� \D� GD� IDDOL\HW� \HUL� GLNNDWH� DOÕQPDNVÕ]ÕQ� VÕQÕIÕQGD� HQ� L\L� EDúDUÕ\Õ�
gösteren (best-in-FODVV�� LúOHWPHOHU�� |UJ�W� LoLQGHNL� HQ� L\L� EDúDUÕ\Õ� J|VWHUHQ�
birimler (best-in-RUJDQL]DWLRQ��YH�HQ�L\L�EDúDUÕ\D�VDKLS�UDNLS�LúOHWmeler. 
 

.Õ\DVODPD�7DNÕPÕQÕQ�6HoLPL� YH�+D]ÕUODQPDVÕ��0�úWHUL� LOH� oDOÕúDUDN��-8 
NLúLGHQ� ROXúDQ� WDNÕPÕQ� �\HOHUL� VHoLOLU�� 7DNÕP�� NÕ\DVODPD� WHNOLILQL� ELUDUD\D�
getirmekten ve planda tavsiye edilen eylemleri uygulamak üzere 
E�W�QOHúWLUPHNWHQ� VRUXPOXGXU�� %XQXQOD� Eirlikte 2-�� DUDVÕQGDNL� WDNÕP� �\HVL��
NÕ\DVODPD� \DSÕODQ� LúOHWPH\L� ]L\DUHW� HGHU�� 7DNÕPÕQ� E�W�Q� �\HOHUL� NÕ\DVODPD�
V�UHFLQGH�H÷LWLOLU� 
 

6�UHo�$GÕPODUÕ�
�
.Õ\DVODPD� 6�UHFLQLQ� øúOHWPHQLQ� 3ODQODPD� 6�UHFL� øoHULVLQH�

<HUOHúWLULOPHVL�� .Õ\DVODPD� WDNÕPÕ�� LúOHWPHQLQ� SODQODPD� V�UHFLQLQ� ELU� SDUoDVÕ�
RODUDN�� NÕ\DVODPD� X\JXODPDVÕQÕQ� LúOHWPHQLQ� �VW� \|QHWLPL� WDUDIÕQGDQ� NDEXO�
HGLOPHVLQL�NHVLQOHúWLULU� 

 
.Õ\DVODPD�3ODQÕQÕQ�*HOLúWLULOPHVL��.Õ\DVODPD��HGLOHFHN�LúOHWPH\L�]L\DUHW�

|QFHVLQGH��WDNÕPÕQ�|UJ�WOHQPH�YH�WDNÕP��oDOÕúPDVÕ�\DSPDGDNL�EDúDUÕVÕ��WDNÕPÕQ�
HWNLQOL÷LQL� DUWWÕUDFDNWÕU�� .Õ\DVODPD� SODQÕ� JHOLúWLUHQ� WDNÕP� DúD÷ÕGDNL� NRQXODUGD�
oDOÕúPDODU�\DSDU� 

 
x Beklentileri formal bir duruma getiren bir görev ifadesi (mission statement) 

KD]ÕUODU��*HOLúWLULOHQ� J|UHY� LIDGHVL�� LOJLOL� RWHO� LúOHWPHVLQin görev ifadesinin 
NDSVDPÕQD�X\JXQ�RODUDN�VHoLOPHN�]RUXQGDGÕU�� 

x 9HUL� WRSODPDN� LoLQ�KD]ÕUOÕN�\DSDU��7DNÕPGDNL� UROOHU�GD÷ÕWÕOÕU� YH�NÕ\DVODPD�
\DSÕODFDN�NRQX�EDúWDQ�VRQD�DQDOL]�HGLOLU��<LQH�WDNÕP���]HULQGH�oDOÕúDFDN�Lú�
V�UHoOHULQL�WDQÕPODU�YH�NULWLN�|QHPGH�RODQ�DoÕN�XoOX�VRUXODU�KD]ÕUODU� 
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x .Õ\DVODPD� RUWD÷ÕQÕ� �NÕ\DVODPD� \DSÕODFDN� |UJ�W�� VHoPHN� LoLQ� ELU� SURILO��
JHOLúWLULU��7DNÕP��KDQJL�EDúDUÕ�|]HOOLNOHULQLQ�P�úWHUL�LOJLVL��|]HO��VRUXQODU�YH�
NÕ\DVODPD�\DSÕODFDN�V�UHoOHU�LOH�|]HO�ELU�|QHPH�VDKLS�EDúDUÕ��|÷HOHUL��\Dni 
DQDKWDU� |Oo�POHU�� LúOHY� EHQ]HU� QLWHOLNOL� PLNWDUODUÕ�� P�úWHUL� � WHPHOOL� �U�Q�
WLSOHUL� YH� VDWÕú� NDQDOODUÕ�� LoLQ� HQ� ID]OD� |QHPH� VDKLS� ROGX÷XQX� EHOLUOHU��
g]HOOLNOH� GD÷ÕWÕP� NDQDOODUÕ�� RWHOOHU� LoLQ� |QHPOL� ELU� NÕ\DVODPD� |]HOOL÷LGLU�
(Lazer ve Layton 1999). 

x .Õ\DVODPD� WDNÕPÕ�� N�W�SKDQHGH� YH\D� � ELU� DUDúWÕUPD� PHUNH]LQGH� |UQHN�
HGLQPH� LoLQ� G�ú�Q�OHQ� LúOHWPHOHUH� LOLúNLQ� ELOJL� HGLQPHN� DPDFÕ\OD�
DUDúWÕUPDODU� \DSDU�� %X� DUDúWÕUPD�� \DOQÕ]FD� HQ� X\JXQ� NÕ\DVODPD� RUWD÷ÕQÕ�
VHoPHN� LoLQ� NXOODQÕOPD]�� ELU� NH]� LúOHWPH� VHoLOGL÷LQGH�� R� Lúletmeyi ziyaret 
HWPHN�LoLQ�KD]ÕUOÕN�\DSÕOPDVÕQD�GD�\DUGÕP�HGHU� 

x <D]ÕOÕ�PHWLQOHU�JHOLúWLULU��%X�PHWLQOHU�LúOHWPH�]L\DUHWLQLQ�SODQOÕ�ELU�ELoLPGH�
JHUoHNOHúWLULOPHVLQH� \DUGÕP� HGHU�� <D]ÕOÕ� PHWLQOHU� � LúOHYOHU�� V�UHoOHU� YH�
J|UHYOHUH�LOLúNLQ�GHWD\OÕ�DQDOL]OHUL�YH�J|U�úPH�VRQXoODUÕQÕ�LoHULU� 

x )DDOL\HWOHUL�WDQÕPODU��7DNÕP��NÕ\DVODPD�RUWD÷ÕQÕQ�NÕ\DVODPD�\DSÕODFDN�RODQ�
IDDOL\HWOHUL�QDVÕO�JHUoHNOHúWLUGL÷LQL� WDQÕPODU��%X�IDDOL\HWOHU��NÕ\DVODQDQ�RWHO�
LúOHWPHVLQLQ�EDúDUÕVÕQÕQ�WHPHO�XQVXUODUÕ�ROPDOÕGÕU� 

x <D]ÕOÕ� PHWLQ� VRUXODUÕQÕ� WDQÕPODPDN�� IDDOL\HWOHULQ� VRPXW� ELU� WDQÕPÕQÕQ�
\DSÕOPDVÕQÕ�P�PN�Q�NÕODU� 

x 6D\ÕVDO� GH÷HUOHUL� J|VWHULU� �GROXOXN� YH� RWHO� JHOLU�RUDQODUÕ� JLEL��� )DDOL\HWOHUH�
LOLúNLQ� VD\ÕVDO� GH÷HUOHU� HOGH� HGLOLU�� %X� GH÷HUOHU�� NÕ\DVODPD� RUWD÷ÕQÕQ�
VHoLPLQGH�YH�|UJ�W�Q�EDúDUÕ�G�]H\LQLQ�DQODúÕOPDVÕQGD�\DUDUOÕGÕU� 

x =L\DUHW� ]DPDQODUÕQÕ� EHOLUOHU� YH� SURWRNROX� KD]ÕUODU�� =L\DUHW� ]DPDQODUÕ��
VHNW|U�Q�|]HOOL÷L�GLNNDWH�DOÕQDUDN�G�ú�N�GROXOXN�G|QHPOHULQGH�VHoLOPHOLGLU��
.Õ\DVODPD� X\JXODPDVÕQD� LOLúNLQ� SODQODU� KD]ÕUODGÕNWDQ� YH� KHGHI� LúOHWPH�
seçilGLNWHQ� VRQUD� WDNÕP�� KHGHI� LúOHWPH� LOH� ED÷ODQWÕ� NXUDU�� (÷HU�� LúOHWPH�
NÕ\DVODPD� RUWD÷Õ� ROPD\Õ� NDEXO� HGHUVH�� KD]ÕUODQDQ� \D]ÕOÕ� PHWLQOHU�� LúOHWPH�
]L\DUHWL�LoLQ�NHQGLOHULQH�G�úHQ�KD]ÕUOÕNODUÕ�\DSPDN��]HUH�NÕ\DVODPD�RUWD÷ÕQD�
gönderilir. Daha sonra ziyaret gerçekOHúWLULOLU�� 7DNÕP�� NÕ\DVODPD� RUWD÷ÕQÕQ�
JHUoHNOHúWLUPH� úHNOLQL� VDYXQPD]�� \D]ÕOÕ� PHWLQGHNL� VRUXQODUÕQ� KHU� ELULQLQ�
\DQÕWODQGÕ÷ÕQGDQ�YH�EHOJHOHQGL÷LQGHQ�HPLQ�ROXU� 

 
9HULOHULQ� $QDOL]� (GLOPHVL�� 7RSODQDQ� YHULOHU� P�úWHULQLQ� IDDOL\HWOHUL� LOH�

NDUúÕODúWÕUÕOÕU� YH� KDQJL� QRNWDODUGD� JHOLúWLUPH� \DSÕODELOHFH÷LQH� NDUDU� YHULOLU��
%XOJXODU�YH�IÕUVDWODU�LPNDQ�ROGX÷X�|Oo�GH�VD\ÕVDOODúWÕUÕOÕU��%DúDUÕOÕ�ELU�DQDOL]�LoLQ�
RWHO�LoLQGHQ�VHoLOHQ�WDNÕP�DúD÷ÕGDNL�QRNWDODUÕ�JHUoHNOHúWLULU��:RRG������� 

 
x øúOHWPH\L� ]L\DUHW� HVQDVÕQGD�HOGH�HWWL÷L�EHOJHOHUL� YH�ELOJLOHUL� DNÕú� úHPDODUÕQD��

NDUúÕODúWÕUPD� WDEORODUÕQD� \D� GD� PDWULNV� IRUPODUD�� EXOJXODUÕ� QHW� ELU� úHNLOGH�
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|]HWOHPHN� DPDFÕ\OD� \HUOHúWLULU�� %|\OHOLNOH�� DQDOL]� VRQXoODUÕ�� VD\ÕVDOODúWÕUPD�
IÕUVDWODUÕQÕ�VXQDELOHFHN�WHN�ELU�DQDOL]�|]HWLQH�G|Q�úW�U�OHEilir. 

x øúOHY�WDQÕPODUÕQÕQ�GR÷UX�ROGX÷XQGDQ�YH�NÕ\DVODPD�RUWD÷Õ\OD�HWNLQ�ELU�úHNLOGH�
NDUúÕODúWÕUÕOGÕ÷ÕQGDQ�HPLQ�ROXU� 

x 6D÷ODP�NDOLWH�LONHOHULQLQ�L]OHQLOGL÷LQGHQ�HPLQ�ROXU� 
x .Õ\DVODPD� RUWD÷ÕQÕ� � WHNUDU� ]L\DUHW� HWPHNWHQ� �EX� ]L\DUHWOHU� D\UÕQWÕOÕ� YHUL�

toplamak için�JHUHNOL�ELOH�ROVD��RODELOGL÷LQFH�NDoÕQÕU� 
x 'DKD�LOHUL�G�]H\GHNL�JHOLúWLUPH�LúOHYOHUL�LoLQ�IÕUVDWODUÕ�EHOLUOHU� 
 

gQHULOHQ� (\OHPOHULQ� %�W�QOHúWLULOPHVL�� 0�úWHUL�� NÕ\DVODPD� WDNÕPÕQÕQ�
|QHULOHQ� H\OHPOHULQL� DOÕU� YH� LúOHWPHQLQ� SODQODPD�� E�WoHOHPH�� ILQDQV�� KL]PHW�ve 
EDúND� LOJLOL� V�UHoOHUL\OH� E�W�QOHúWLULU�� %X� LúLQ� QDVÕO� \DSÕOGÕ÷Õ�� P�úWHULQLQ�
GH÷LúWLUPH�YH�KL]PHW�PDOL\HWOHULQL� L]OHPH-\�U�WPH�DUDoODUÕQÕ�QDVÕO�NXOODQGÕ÷ÕQD�
ED÷OÕGÕU��=L\DO������� 

 
+DUHNHWH� *HoLOPHVL�� 0�úWHUL�� GH÷LúLN� SODQODPD� V�UHoOHULQGH� \HU� DODQ�

eylePOHUL�X\JXODU��*|UHYOHU�GD÷ÕWÕOÕU�YH�LOHUOHPHOHU�ND\ÕW�DOWÕQD�DOÕQÕU� 
 

ø\LOHúWLUPH� øúOHYOHULQLQ� 6�UG�U�OPHVL�� %LU� NH]� IÕUVDWODU� HOH� JHoWL÷LQGH��
P�úWHUL� NÕ\DVODPD� V�UHFLQL� NXUXPVDOODúWÕUPDN� \ROX\OD�� V�UHNOL� L\LOHúWLUPH�
oDOÕúPDODUÕQÕQ� X\JXODQPDVÕQÕ� VD÷ODU�� .Õ\DVODPD� X\JXODPDODUÕ� G|QHPVHO� RODUDN�
J|]GHQ� JHoLULOPHOLGLU�� o�QN��� SD]DUGD� \HQL� |QGHUOHU� RUWD\D� oÕNWÕ÷ÕQGDQ� GDKD�
EDúDUÕOÕ� NÕ\DVODPD� X\JXODPDODUÕ� PHYFXW� RODELOLU� �%R[ZHOO��������-30). 
)DDOL\HWWH�EXOXQXODQ�E|OJHGH�\HQL�RWHO�LúOHWPHOHUL�NXUXOGX÷XQGD�YH�YH\D�pazarda 
\HQL�JHOLúPHOHU�ROGX÷XQGD��RWHO� LúOHWPHVL�NÕ\DVODPD� oDOÕúPDODUÕQÕ� UHYL]H� HWPHN�
]RUXQGDGÕU�� øOHUNL� G|QHPOHUGH� D\QÕ� RWHO� LúOHWPHVL�� NÕ\DVODPD� \DSPD� L]QL�
YHUPH\HELOLU�� %|\OH� ELU� GXUXPGD� \HQL� RUWDNODU� EXOXQPDOÕGÕU� �+DUW� YH� 7UR\��
1996). 
�

%��$5$ù7,50$&,/$5,1�*(/øù7ø5'øöø�6h5(d/(5�
�
%2;:(//¶�(�*g5(�6h5(d/(5�
�
%R[ZHOO��������JHOLúWLUGL÷L�VHNL]�DúDPDOÕ�NÕ\DVODPD�V�UHFLQGH�LON�RODUDN��

NÕ\DVODPD� \ROX\OD� Lú� KDFPLQL� HQ� \�NVHN� � G�]H\H� oÕNDUPD\D� \|QHOLN� � RWHO� LoL�
IDDOL\HWOHU�� VRQUD� EXQODUD� LOLúNLQ� NLOLW� QRNWDODU� EHOLUOHQLU�� $UGÕQGDQ� EHOLUOHQHQ�
IDDOL\HWOHUL�HQ�L\L�X\JXOD\DQ�D\QÕ�VHNW|UGHQ�\D�GD�IDUNOÕ�VHNW|UOHUGHQ�LúOHWPHOHU�
WHVSLW� HGLOLU�� '|UG�QF�� DúDPDGD� EX� LúOHWPHOHULQ� SHUIRUPDQVÕQD� LOLúNLQ� VD\ÕVDO�
YHULOHU�HOGH�HGLOLU�YH�EX�SHUIRUPDQVD�QDVÕO�XODúWÕNODUÕ�|÷UHQLOLU��6RQUDNL�DúDPDGD�
RWHO� LúOHWPHVL�� NHQGL� SHUIRUPDQVÕQÕ� |OoHUHN� HQ� L\LOHUOH� NHQGLQL� NDUúÕODúWÕUÕU��
%XUDGD� LúOHWPH� |QFH� �]HULQGH� oDOÕúDFD÷Õ� KHGHI� LúOHWPH\H� DLW� SHUIRUPDQVÕ�
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EHOLUOH\LS��GDKD�VRQUD�NHQGL�SHUIRUPDQVÕQÕ�EHOLUOH\HELOHFH÷L�JLEL��EXQXQ�WHUVL�ELU�
süreç WH� L]OHQHELOLU�� <DOQÕ]� EX� X\JXODPDGD� LúOHWPH� GDKD� VRQUD� WHNUDU� NHQGL�
SHUIRUPDQVÕQÕ�|OoPH�LKWL\DFÕ�LoLQH�JLGHELOHFHNWLU��%XQXQ�QHGHQL�KHGHI�LúOHWPHQLQ�
SHUIRUPDQVD� DLW� |Oo�WOHULQLQ� IDUNOÕ� RODELOPHVLGLU�� %XQD� |UQHN� RODUDN�� NLPL�
LúOHWPHOHUGH� RGD� EDúÕQD� G�úHQ� JHOLULQ� D\OÕN� KHVDSODQPDVÕ� YHULOHELOLU�� $OWÕQFÕ�
DúDPD� LúOHWPHQLQ� EHOLUOHQHQ� |Oo�OHUH� XODúPD\Õ� YH� DúPD\Õ� VD÷OD\DFDN� SODQODU�
JHOLúWLUPHVL� JHUHNHQ� DúPDGÕU�� 3ODQODUÕQ� DUGÕQGDQ� VRQXo� HOGH� HGLOPHVLQH�
\DUGÕPFÕ�� LúOHWPH� LoHULVLQGH� W�P� VHYL\HOHUGH� SODQD� NDWÕOÕP� VD÷ODQPDOÕGÕU�� 6RQ�
olarak plan uygulamaya konulur, elde edilen sonuçlar izlenir (Gülcan ve 
Kayaman, 1999).�

�
��%85.(¶�(�*g5(�6h5(d/(5�
 
%HQFPDUNLQJ�LoLQ�D\UÕQWÕOÕ�ELU�PRGHO�JHOLúWLUHQ�%XUNH��V�UHFL�RQ�DúDPDGD�

HOH�DOPÕúWÕU��*�OFDQ�YH�.D\DPDQ���������-62):�
�

.Õ\DVODPD� \DSÕODFDN� V�UHoOHULQ� EHOLUOHQPHVL�� .Õ\DVODPD� \DSÕODFDN�
V�UHFLQ� WDQÕPODQPDVÕQÕ� LoHUHQ� EX� DúDPDGD�� LOHUOH\HQ� DúDPDODUGD� ND\QDN�
ND\ÕSODUÕQD�\RO�DoPDPDN�LoLQ�LOJLOL�V�UHFLQ�oRN�L\L�EHOLUOHQPHVL�JHUHNLU�� 

.Õ\DVODPD� \DSÕODFDN� LúOHWPHOHULQ� EHOLUOHQPHVL��%X� DúDPD� NÕ\DVODPD\D�
X\JXQ�EXOXQDQ�HQ�L\L�LúOHWPHOHULQ�RUWD\D�NRQPDVÕQÕ�LoHULU� 

9HULOHULQ�WRSODQPDVÕ��%X�DúDPD��EHOLUOHQHQ�LúOHWPHOHUGHQ�ELOJL�WRSODPDN�
DPDFÕ\OD� JHUoHNOHúHFHN� RODQ� ]L\DUHWOHUL� YH� ]L\DUHW� VRQXo� UDSRUXQXQ�
ROXúWXUXOPDVÕQD� � LOLúNLQ� SODQODPD\Õ� NDSVDU. Burada dikkat edilmesi gereken 
QRNWD��NÕ\DVODPD�HGLOHFHN�V�UHoOHUH�LOLúNLQ�KHGHI�RWHOGHQ�HQ�GR÷UX�YH�HQ�X\JXQ�
ELOJLOHULQ�WDPDPODQPÕú�ROPDVÕGÕU� 

)DUNODU� DQDOL]L�� (OGH� HGLOHQ� ELOJLOHULQ� DQDOL]LQL�� KHGHI� úLUNHWLQ�
X\JXODPDODUÕ� LOH� LúOHWPHQLQ�X\JXODPDODUÕQÕQ�NDUúÕODúWÕUÕOPDVÕQÕ�YH�KHU� LNL� V�UHo�
VRQXoODUÕQÕQ� IDUNÕQÕQ� RUWD\D� NRQPDVÕQÕ� NDSVD\DQ� EX� DúDPD�� KHGHI� úLUNHWLQ��
X\JXODPDODUÕQD�LOLúNLQ�|]HOOLNOHU�LOH�LúOHWPHQLQ�ILQDQV�YH�GL÷HU�VÕQÕUODPDODUÕ�J|]�
|Q�QGH�EXOXQGXUXODUDN�KHGHI� úLUNHWLQ� HQ� L\L�X\JXODPDODUÕQÕQ�NHQGL� úLUNHWLPL]H�
DGDSWH� HGLOPHVL\OH� VRQXoODQÕU�� gUQH÷LQ�� NÕ\DVODQDQ� ]LQFLU� RWHOLQ� SURPRV\RQ�
oDOÕúPDVÕ\VD��E�WoHOHULQ�D\QÕ�RUDQGD�NXOODQÕOPDVÕ�P�PN�Q�GH÷LOGLU� 

*HOHFHNWHNL� H÷LOLPOHULQ� VDSWDQPDVÕ�� %X� DúDPD� HVQDVÕQGD� NÕ\DVODPD�
WDNÕPÕ�� UDNLSOHULQH� RUDQOD� JHoPLú� SHUIRUPDQVÕQÕ� LQFHOH\HUHN� YH� VHNW|UGHNL�
SRWDQVL\HO� WUHQGOHUL� |QJ|UHUHN�� LúOHWPHQLQ� JHOHFHNWHNL� SHUIRUPDQVÕQÕ�
EHOLUOHPHNWHGLU�� %X� DúDPD� LVH�� LúOHWPH� WDUDIÕQGDQ� |QJ|U�OHQ� NÕ\DVODPD�
GH÷LúLPOHULQLQ�QLFHOLNVHO�\DUDUODUÕQÕQ�WDQÕPODQPDVÕ\OD�VRQXoODQDFDNWÕU� 

6RQXoODUÕQ� VDSWDQPDVÕ� YH� V�UHFLQ� NDEXO� HWWLULOPHVL�� %X� DúDPD��
LúOHWPHGHNL�HQ�|QHPOL�NLúLOHULQ�NÕ\DVODPD�VRQXoODUÕ�LOH�LOJLOL�ELOJLOHQGLULOPHVL�YH�
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GH÷LúLP� LoLQ� EX� NLúLOHULQ� KDUHNHWH� JHoLULOPHVLQL� NDSVDPDNWDGÕU�� (÷HU� RWHO�
sahipleri ve/veya yönetimi ikna edilmezsH��X\JXODPD�RODQD÷Õ�EXOXQDPD]� 

$PDoODUÕQ�J|]GHQ�JHoLULOPHVL�YH�X]PDQODúPDQÕQ�VD÷ODQPDVÕ��%X�DúDPD��
|QFHGHQ� WDQÕPODQDQ� SHUIRUPDQV� IDUNÕQÕQ� NDSDWÕOPDVÕ� LoLQ� KHGHIOHULQ� J|]GHQ�
JHoLULOPHVLQL� YH� EX� KHGHIOHUGH� X]ODúPD\Õ� NDSVDU�� %X� DúDPDGD� \|QHWLPLQ�
RQD\ODGÕ÷Õ� YH� E�W�Q� LúJ|UHQOHULQ� DQODGÕ÷Õ� DoÕN� KHGHIOHULQ� RUWD\D� NRQPDVÕ�
JHUHNPHNWHGLU�� 2WHOOHULQ� KD]ÕUODGÕ÷Õ� NDOLWH� VWDQGDUWODUÕ�� EX� oDOÕúPDODUD� |UQHN�
olarak verilebilir (Hart ve Troy, 1996). 

)DDOL\HW� SODQÕQÕQ� KD]ÕUODQPDVÕ�� %X� DúDPD�� ELU� |QFHNL� DúDPDGD�
belirlenen hedeIOHUH�XODúPDN�LoLQ�DGÕP�DGÕP�SODQ�\DSPD\Õ�NDSVDU��%X�DúDPDQÕQ�
\DQOÕú�X\JXODQPDVÕ��\|QHWLP�WDUDIÕQGDQ�UHGGHGLOPH�YH\D�\|QHWLPFH�NDEXO�HGLOVH�
ELOH� LúOHPH\HFH÷L� RUWD\D� oÕNDFDN� RODQ� ]D\ÕI� SURVHG�UOHUOH� VRQXoODQDFDNWÕU�� %X�
DúDPDGD� QHW� RODUDN� RUWD\D� NRQPDVÕ� JHUHNHQOHU�� � Lú� X\JXODPDODUÕQÕQ� KDQJL�
G�]H\GH� JHUoHNOHúWLULOPHVL� JHUHNWL÷L�� LOJLOL� SURVHG�U�Q� KD]ÕUODQPÕú� ROPDVÕ��
\|QHWLPLQ�EX�SURVHG�U��RQD\ODPÕú�ROPDVÕ��LOJLOL�NLúLOHUH�V�UHFL�\|QHWPH�\HWNL�YH�
VRUXPOXOX÷XQXQ� YHULOPLú� ROPDVÕ� YH� X\JXODPD� SODQÕQÕQ� � ELUH\OHUH� XODúWÕUÕOPÕú�
ROPDVÕGÕU� 

3ODQODUÕ� X\JXODPD� YH� VRQXoODUÕQ� J|]GHQ� JHoLULOPHVL�� %X� DúDPD�� NDUDU�
verilen uygulama prosedürlerini güncel olarak takip etmeyi kapsar. Plandaki 
VDSPDODUÕQ� G�]HOWLOPHVL� YH� KHGHIOHUH� XODúÕOPDVÕ� DoÕVÕQGDQ� VRQ� GHUHFH� |QHPOL�
RODQ� EX� DúDPDGD� \DSÕODELOHFHN� \DQOÕú� ELU� X\JXODPD� LVH�� V�UHFLQ� NRQWURO�Q�Q�
\HWHUVL]OL÷L�GROD\ÕVÕ\OD�W�P�VRQXoODUÕQ�EDúDUÕVÕ]OÕ÷Õ\OD�VRQXoODQÕU� 

.Õ\DVODPD�HGLOHQ�IDDOL\HWOHULQ�J|]GHQ�JHoLULOPHVL��.Õ\DVODPD�V�UHFLQLQ�
G�]HQOL� RODUDN� GH÷HUOHQGLULOPHVLQL� NDSVD\DQ� EX� VRQ� DúDPDGD� LVH�� JHUHNWL÷LQGH�
V�UHo� \HQLGHQ� \DSÕODQGÕUÕOÕU�� g]HOOLNOH� RWHO� KL]PHWOHULQ� NROD\� KHED� RODELOLUOLN�
|]HOOL÷L�GLNNDWH�DOÕQPDOÕGÕU��/RYHORFN�YH�:ULJKW�������� 

 
��&+(1¶(�*g5(�6h5(d/(5 
 
&KHQ�� ����¶GH� EDúOÕFD� NÕ\DVODPD� X\JXOD\DQ� úLUNHWOHUL� LQFHOHPHVL�

sonucundD� EHú� DúDPDOÕN� V�UHo� EHQLPVH\HQ� 6SHQGROOLQL¶QLQ� PRGHOLQH� UHIHUDQV�
\DSPÕúWÕU��%XQD�J|UH�NÕ\DVODPD�X\JXODPDODUÕ�úX�EHú�DúDPD\Õ�L]OHU��&KHQ�������
4; Gülcan ve Kayaman, 1999:55): 

 
a-1H\LQ�NÕ\DVODQDFD÷ÕQÕ�WHVSLW�HWPHN 
b-%LU�NÕ\DVODPD�WDNÕPÕ�ROXúWXUPDN 
c-.Õ\DVODPD�RUWDNODUÕQÕ�EHOLUOHPHN 
d-.Õ\DVODPD�ELOJLOHULQL�WRSODPDN�YH�DQDOL]�HWPHN 
e-Harekete geçmek 
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%X� NDSVDPGD� |QFHOLNOH�� |UQHN� RWHO� LúOHWPHVLQLQ� KDQJL� IDDOL\HWOHULQLQ�
�UH]HUYDV\RQ� KL]PHWOHUL� JLEL�� NÕ\DVODQDFD÷Õ� EHOLUOHQPHOLGLU�� %XQGDQ� VRQUD�
\DSÕOPDVÕ� JHUHNHQ� Lú�� EX� NÕ\DVODPD� oDOÕúPDVÕQÕ� JHUoHNOHúWLUHFHN� WDNÕPÕ�
ROXúWXUPDNWÕU�� 5H]HUYDV\RQ� KL]PHWLQLQ� NÕ\DVODQPDVÕ� LoLQ� ROXúWXUXODQ� WDNÕPGD�
PXWODND�|Q�E�UR�GHSDUWPDQÕQGDQ�X]PDQ�NLúLOHU�EXOXQGXUXOPDOÕGÕU��5H]HUYDV\RQ�
W�UOHUL�� ND\QDNODUÕ� YH� RUDQODUÕ\OD� LOJLOL� |UQHN� LúOHWPHQLQ� VD\ÕVDO� YHULOHUL� HOGH�
HGLOGLNWHQ�VRQUD��DQDOL]�HGLOPHOLGLU��6RQ�DúDPDGD�LVH��\|QHWLPLQ�RQD\Õ�DOÕQDUDN�
LúOHWPHQLQ�UH]HUYDV\RQ�VLVWHPL�\HQLGHQ�\DSÕODQGÕUÕOÕU��� 

�
��60,7+�9(�'øö(5/(5ø¶�1(�*g5(�6h5(d/(5�
�
6PLWK� YH� GL÷HUOHUL�� ���������� NRQX\D� LOLúNLQ� ELU� VWDQGDUW� ROPDGÕ÷ÕQÕ�

DQFDN��JHQHO�RODUDN�X\JXODQDELOLU�ELU�PRGHOGH�G|UW�HYUH�EXOXQGX÷XQX�EHOLUWLUOHU��
planlama, uygulama, kontrol ve hareket. 
 

<D]DUODU�� EHOLUOHGLNOHUL� EX� G|UW� HYUH� LoLQGH� ELOLQHQ� �o� IDUNOÕ� NÕ\DVODPD�
V�UHFLQL� HOH� DODUDN� W�P� NÕ\DVODPD� V�UHoOHUL� LoLQ� JHQHO� KDWOÕ� ELU� VWDQGDUW�
JHOLúWLUPH\H�oDOÕúPÕúODUGÕU��*�OFDQ�YH�.D\DPDQ��������6PLWK��5LWWHU�YH�7XJJOH��
1993). 
 
 
 
 
 
 
 
 
 
 
 
7DEOR����'|UW�$úDPD�øoLQGH�.Õ\DVODPD�0RGHOOHULQLQ�.DUúÕODúWÕUÕOPDVÕ�
�
$64&� 4XDOLW\� 3URJUHVV�
0DJD]LQH��������S����

$7	7�$67'�1DW¶O�
5HSRUW������

&$03�´%HQFKPDUNLQJ´�
$64&�4XDOLW\�3UHVV�������
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3/$1/$0$�
øKWL\DoODUÕ�GH÷HUOHQGLUPH�WDNÕPÕ 
 
1.Tüketicilerin belirlenmesi 
��øKWL\DoODUÕQ�EHOLUOHQPHVL 
 
.Õ\DVODPD�WDNÕPÕ 
��.ULWLN�EDúDUÕ�IDNW|UOHULQLQ�
belirlenmesi 
2.Rakiplerin, liderin  
belirlenmesi 

 
 
 
1.Projelendirme 
2.Planlama 
 
 
3.Ön veri toplama 
4.En iyinin veya liderin seçimi 

 
 
 
��1H\LQ� NÕ\DVODQDFD÷ÕQÕQ�
SODQODQPDVÕ 
 
 
��.Õ\DVODQDFDN� úLUNHWOHULQ�
belirlenmesi 
 

8<*8/$0$�
��9HULOHULQ�WRSODQPDVÕ 

 
5.En iyilere ait verilerin 
WRSODQPDVÕ 

 
3.Veri toplama yöntemini seçip 
uygulama 

.21752/��
��%XOJXODUÕQ�DQDOL]L 
 
��øOHWLúLP�NXUXOPDVÕ 
 
��6WUDWHML�ROXúWXUPD 

 
��'H÷HUOHQGLUPH 
 
��8\JXODPD�SODQODPDVÕ 

 
��0HYFXW�SHUIRUPDQV�IDUNODUÕQÕQ�
belirlenmesi 
5.Gelecekteki performans 
düzeyinin öngörülmesi 
��.Õ\DVODPD�EXOJXODUÕQÕQ�
iletilmesi ve kabul görme 

+$5(.(7�
7.Sorunun giderilmesi 
 
��*HOLúLPLQ�L]OHQPHVL�YHULOHULQ�
J�QFHOOHúWLULOPHVL 
 
9.Gri bildirim ve tekrar 

 
8.Uygulama 
 
9.Tekrar düzeltme 

 
7.Fonksiyonel hedeflerin 
belirlenmesi 
��+DUHNHW�SODQODUÕQÕQ�
JHOLúWLULOPHVL 
9.Belirli hareketlerin 
X\JXODQPDVÕ�LOHUOHPHQLQ�
gözlenmesi 
���.Õ\DVODPDQÕQ�\HQLGHQ�
düzenlenmesi 
 

.D\QDN�6PLWK��*�$���5ÕWWHU��'��YH�7XJJOH��:�3�´%HQFKPDUNLQJ��7KH�
Fundamental Questions” Marketing Management, Vol 2, No3, 1993, s: 45.�

�
��<$6,1�9(�=,00(5(5¶(�*g5(�6h5(d/(5�
 
<D]DUODU��NÕ\DVODPD�V�UHFLQGH�X\JXODQDFDN�IDDOL\HWOHUL�YH�EX�IDDOL\HWOHU�

VÕUDVÕQGD� LOJLOHQLOPHVL� JHUHNHQ� NRQXODUÕ� '�ú�QPH�+DUHNHWH� JHoPH�
'H÷HUOHQGLUPH�3ODQODPD�+HGHIOHPH�úHNOLQGH�EHOLUOHGLNOHUL�EHú�DúDPD�LoHULVLQGH�
HOH�DOPÕúODUGÕU�(Gülcan ve Kayaman, 1999; Yasin ve Zimmerer, 1995). 
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7DEOR���%Hú�$úDPDOÕ�.Õ\DVODPD�6�UHFL�YH�$úDPDODUGDNL�)DDOL\HWOHU�
�
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$ù$0$� )$$/ø<(7� ø/*ø/(1ø/(&(.��.218/$5�
'�ú�QPH� Problem konusunu belirleyin 

9HULOHULQ�NXOODQÕFÕODUÕQÕ�WDQÕ\ÕQ�
gQHPOL�EDúDUÕ�QRNWDODUÕQÕ�WHVSLW�Hdin 
.Õ\DVODPD�RUWD÷ÕQÕ�WDQÕ\ÕQ 

+DUHNHWH�JHoPH�

.Õ\DVODPD�WDNÕPÕQÕ�ROXúWXUXQ 
 
 
 
 
 
.Õ\DVODPD�úLUNHWLQL�EHOLUOH\LQ 
 
 
 
 
 
.Õ\DVODPD�YHULOHULQL�WRSOD\ÕQ 

.XOODQÕFÕODUÕ�LúLQ�LoLQH�NDWÕQ 
dDSUD]�IRQNVL\RQOX�WDNÕP�NXOODQÕQ 
7DNÕP�E�\�NO�÷�Q��J|]�|Q�QH�DOÕQ 
6ÕQÕUOÕOÕNODUÕ�J|]|Q�QGH�EXOXQGXUXQ 
+HP�GHVWHNOH\LFLOHUL�KHP�GH�NDUúÕ�RODQODUÕ�
WDNÕPD�GDKLO�HGLQ 
 
øKWL\DoODUD�X\JXQ�RUWDN�VHoLPL 
$QDOL]�G�]H\LQL�WDQÕ\ÕQ 
9HULOHUL�VÕUDODQGÕUÕQ 
)DUNOÕ�YHUL�WRSODPD�\|QWHPOHULQL�WHVSLW�
edin 
 
2UWDNOÕN�SURWRNRO�Q��ELOLQ 
.Õ\DVODPD�ELOJL�PDWriksindeki verileri 
düzenleyin 

'H÷HUOHQGLUPH� Verileri analiz edin 

9HULOHULQ�DQODPOÕÕ÷ÕQÕ�NRQWURO�HGLQ 
9HULOHUL�|]HWOHWLQ��LVWDWLVWLNOHUL�KD]ÕUOD\ÕQ 
6WDQGDUW�YH�NROD\�RUDQODUÕ�NXOODQÕQ 
.DSDQPDVÕ�NROD\�IDUNODUÕ�EXOXQ 
dÕNDQ�IDUNODUÕ�WHVSLW�HGLQ 

3ODQODPD�

PlaQODUÕ�JHOLúWLU 
 
 
 
 
8\JXQ�SODQODUÕ�X\JXOD 

(Q�L\L�VRQXo�LoLQ�VWUDWHML�ROXúWXU 
.Õ\DVODPD�UDSRUXQX�KD]ÕUOD 
2UWDNODUÕQÕ]OD�VRQXoODUÕ�SD\ODúÕQ 
 
gQFH�NÕVPL�X\JXODPD�\DS 
)DUNOÕ�X\JXODPDODUÕQ�\HULQH�JHWLULOPHVLQH�
öncelik verin 
<DSÕODFDN�GH÷LúLNOLNOHUL�X\JXODPDGDQ�|nce 
GH÷HUOHQGLU 
<HQL�X\JXODPDODUÕQ�\HULQH�JHWLULOPHVL�
VRQXFX�ROXúDQ�H÷LOLPOHUL�L]OH\LQ 

+HGHIOHPH� $PDFÕQD�XODú 
.Õ\DVODPDQÕQ� VWDWLN� GH÷LO�� GLQDPLN� ELU�
V�UHo�ROGX÷XQX�XQXWPD\ÕQ 
6�UHNOL�L\LOHúWLUPH\L�G�ú�Q�Q 
6�UHNOL�L\LOHúWLUPH�LoLQ�|G�O�VLVWHPL�NXUXQ 

�
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Kaynak:Yasin, M.M; Zimmerer,T.W. “The Role of Benchmarking in Achieving 
Continuous Service Quality”, International Journal of Contemporary Hospitality 
Management, Vol 7, No 4,  1995,s:
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���-2//(<¶(�*g5(�6h5(d/(5�
 
-ROOH\��������X\JXODQDELOHFHN�G|UW�DúDPDOÕ�ELU�V�UHo�EHOLUOHPLúWLU��%X�G|UW�

DúDPDOÕ�V�UHFL�RWHO�LúOHWPHOHUL�DoÕVÕQGDQ�\HWHUOL�J|UPHNWHGLU� 
 

x gUQHN�LúOHWPHQLQ�GR÷UX�RODUDN�WHVSLW�HGLOPHVL� 
x øOJLOL� RWHO� LúOHWPHVLQH� \|QHOLN� GR÷UX� |Oo�P� NULWHUOHULQLQ� EHOLUOHQPHVL� YH�

uygulamaya gidilmesi, 
x Uygulama sonucu elde HGLOHQ�oÕNWÕODUÕQ�DQDOL]L�YH 
x <DSÕODQ� DQDOL]H� J|UH� \HQL� G�]HQOHPHOHULQ� X\JXODQDUDN�� X\JXODPD�

VRQXoODUÕQÕQ�GH÷HUOHQGLULOPHVL�� 
 

%LU� RWHO� LúOHWPHVL� EDúDUÕVÕ� DúD÷ÕGDNL� NULWHUOHUH� J|UH� GH÷HUOHQGLUHELOLU�
(Jolley, 2001:1): 

 
x *HoHQ�\ÕOD�RUDQOD�GDKD�\�NVHN�NRQXN�G|Qgüsü, 
x *HoHQ�\ÕOD�RUDQOD�GDKD�\�NVHN�ND]DQo� 
x %HNOHQHQGHQ�GDKD�G�ú�N�PDOL\HW� 
x 'DKD�\�NVHN�GROXOXN�RUDQÕ� 
x Olumlu konuk geri bildirimleri ve 
x )L\DWODUÕ�\�NVHOWHELOPHN 
 

%XQXQOD� ELUOLNWH�� \XNDUÕGD� VD\ÕODQ� NULWHUOHU� WHN� EDúÕQD� HOH� DOÕQGÕ÷ÕQGD�
\DQOÕú� GH÷HUOHQGLUPHOHU� V|]� NRQXVX� RODELOLU�� gUQH÷LQ�� GROXOXN� RUDQÕQÕQ� JHoHQ�
\ÕOD� J|UH� ��� DUWWÕ÷Õ� ELU� RWHO� LúOHWPHVL�� D\QÕ� oHYUHGH� IDDOL\HW� J|VWHUHQ� RWHO�
LúOHWPHOHUL� GROXOXN� RUDQODUÕQÕ� ���� DUWÕUGÕNODUÕ� WDNWLUGH� NHQGLQL� EDúDUÕOÕ� RODUDN�
J|UPHPHOLGLU��%X�|UQHN�\XNDUÕGDNL�GL÷HU�NUiterler için de geçerlidir.  

 
<XNDUÕGDNL� DoÕNODPDODU�� RWHO� LúOHWPHOHULQLQGH� GL÷HU� LúOHWPHOHU� JLEL�

NÕ\DVODPD� X\JXODPDODUÕ� \DSDELOHFH÷LQL� J|VWHUPHNWHGLU�� %XQXQOD� ELUOLNWH��
NRQDNODPD�VHNW|U�QGH�GH�NÕ\DVODPD�KDWDODUÕ�RODELOLU��%XQODUÕ�NÕVDFD�DoÕNODPDNWD�
fayda YDUGÕU��-ROOH\���������� 

 
x 'R÷UX� UDNLSOHULQ� VHoLOPHPHVL�� g]HOOLNOH� D\QÕ� KL]PHW� NDOLWHVLQGH��

EHQ]HU� IDDOL\HWOHUOH� �U�QOHU� VXQDQ� YH� D\QÕ� GHVWLQDV\RQGD� \HU� DODQ� RWHOOHU�
seçilmelidir, 

x *HUHN� LúOHWPHQLQ�� JHUHNVH� UDNLS� RWHOOHULQ� |Oo�P� NULWHUOHULQLQ� GR÷UX�
belirlenmHPHVL�� gUQH÷LQ�� NÕ\DVODPD� \DSÕODQ� RWHO� LúOHWPHOHULQLQ� E�WoH� KHVDS�
\|QWHPOHUL�X\XPODúWÕUÕOPDOÕGÕU� 



 26 

x )DUNODUÕQ� RUWD\D� NRQDPDPDVÕ�� 2WHOOHU� DoÕVÕQGDQ� RUWD\D� oÕNDQ�
rakamsal farklar, nedenleriyle belirtilmelidir, 

x .Õ\DVODPD� VRQXFXQGD� X\JXODQPDVÕ� JHUHNHQ� VWUDWHML� Ye taktikler 
EHOLUOHQPHOL� YH� ]DPDQ� SODQODPDVÕ� \DSÕOPDOÕGÕU�� gUQH÷LQ�� NRQXN� úLND\HWOHUL\OH�
LOJLOL�QH�W�U�ELU�L\LOHúWLUPH�YH\D�H÷LWLP�SURJUDPÕ�X\JXODQDFD÷Õ�RUWD\D�NRQXOPDOÕ�
YH�]DPDQÕ�EHOLUOHQPHOLGLU� 
 
 
 
 
 ���%5$+$0¶$�*g5(�6h5(d/(5�
�
 2WHO�LúOHWPHOHUL�LoLQ�|QHPOL�NÕ\DVODPD�oDOÕúPDODUÕQGDQ�ELULVL�GH�RUWDN�
VWDQGDUWODUÕQ� EHOLUOHQPHVLGLU�� %X� VWDQGDUWODUÕQ� EHOLUOHQPHVLQGH� KDUHNHW� QRNWDVÕ�
NRQXN�WDWPLQL�ROPDOÕGÕU��2UWDN�VWDQGDUWODU�|QHP�VÕUDVÕQD�J|UH�DúD÷ÕGDNL�úHNLOGH�
EHOLUWLOPLúWLU��%UDKDP���������� 
 

x Otel genelinde yüksek standartlarda temizlik 
x 'X\DUOÕ�YH�HWNLQ�oDOÕúDQODU 
x <�NVHN�NDOLWHGH�YH�\HWHUOL�WHoKL]DWOD�GRQDWÕOPÕú�EDQ\R 
x .DOLWHOL�\DWDN�YH�\DWDN�WDNÕPODUÕ 
x Sessiz ve rahat oda 
x dHNLFL�YH�KRú�ELU�\DWDN�RGDVÕ 
x 2GD�YH�\DWDN�oHYUHVLQGHNL�ÕúÕNODQGÕUPDQÕQ�\HWHUOLOL÷L 
x Düzenli�YH�HWNLQ�JLULú��FKHFN-LQ���oÕNÕú��FKHFN-RXW��LúOHPOHUL� 
x (WNLOL�YH�KÕ]OÕ�UH]HUYDV\RQ�KL]PHWOHUL� 

 
8QXWXOPDPDOÕGÕU� NL�� \XNDUÕGDNL� VWDQGDUWODU� NRQXN� J|U�úOHULQL�

\DQVÕWPDNWDGÕU�� EXQODUÕQ� GÕúÕQGD� JHUoHNWH� RWHOLQ� IDDOL\HW� YH� ILQDQVDO� EDúDUÕVÕQÕ�
ölçecek son dereFH�|QHPOL�ED]Õ�NULWHUOHUGH�YDUGÕU� 

 
2WHO�LúOHWPHOHULQGH�NÕ\DVODPD�HGLOHELOHFHN�V�UHo�YH�oÕNWÕODU�DúD÷ÕGDNL�

WDEORGD�J|VWHULOPLúWLU��%UDKDP���������� 
 
7DEOR� ���2WHO� øúOHWPHOHULQGH�.Õ\DVODPD�<DSÕODELOHFHN� 6�UHo� YH�

dÕNWÕODU�
�

Hizmetler 
Faaliyetler .RQXNOD�øOJLOL�6�UHoOHU 
Süreç Kontrolleri 

øúOH�øOJLOL�6�UHoOHU (÷LWLP 
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øú�$QDOL]OHUL 
Pazarlama 
Konuk Tatmini dÕNWÕODU øúOHWPH�%DúDUÕVÕ 

 
Kaynak: Braham, B. “Benchmarking for Smaller Hotels” (1996) 
www.bournemouth.ac.uk/si/bbraham_website_i.../h_benchmarking.htm 

 
<XNDUÕGD�YHULOHQ�WDEORGDQ�KDUHNHWOH��LOJLOL�RWHO�LúOHWPHVLQLQ�J�oO��YH�]D\ÕI�

yönleri ortaya konabilir. 
 
.RQXNOD�øOJLOL�6�UHoOHU�

� +L]PHWOHU��ø\L�KL]PHW�GHQLOLQFH�NRQXNODU�HWNLQ��GLNNDWOL�YH�GRVWoD�ELU�KL]PHW�
DOJÕODPDNWDGÕUODU�� .RQXN� LVWHN� YH� úLND\HWOHUiyle ilgilenme veya rezervasyon 
NROD\OÕNODUÕ�EXQODUD�|UQHN�RODUDN�YHULOHELOLU��

)DDOL\HWOHU��)DDOL\HW�NDYUDPÕ�LOH�KHP�RWHOLQ�oHNLUGHN��U�Q��RODQ�NRQDNODPD�
IDDOL\HWL� KHP� GH� ]HQJLQOHúWLULOPLú� �U�Q� NDSVDPÕQGD� SDUN�� \L\HFHN� YH� LoHFHN�
benzeri faaliyetler kastedilmektedir (Braham, 1996:4). Dekorasyon ve 
PRELO\DODU�GD��EX�NDSVDPGD�GH÷HUOHQGLULOPHOLGLU��.DSSD��1LWVFKNH�YH�6FKDSSHUW��
1997).�
� 6�UHo� .RQWUROOHUL��%X� NDSVDPGD� NDW� KL]PHWOHUL� IDDOL\HWOHUL� �RGD� WHPL]OL÷L�
YE���� EDNÕP� YH� RQDUÕP� KL]PHWOHUL� �NOLPD�� VX�� ÕVÕWPD� YE��� YH� LGDUL� \DNODúÕPODU�
�IDWXUDODPD�� úLND\HWOHUOH� LOJLOHQPH� YE��� G�ú�Q�OPHNWHGLU� �%UDKDP�� ������
Kasavana ve Brooks, 2001). 
�

øúOH�øOJLOL�6�UHoOHU�
(÷LWLP�� .RQXN� WDWPLQL� VD÷ODQPDVÕ� DPDFÕ\OD� oDOÕúDQODUD� SHUL\RGLN� RODUDN�

H÷LWLP�YHULOPHVL�oR÷X�NRQDNODPD�LúOHWPHVLQGH�\D\JÕQODúPÕúWÕU��
øú� $QDOL]OHUL�� %X� NDSVDPGD�� RWHOLQ� SHUIRUPDQV� DQDOL]LQLQ� \DSÕOPDVÕ�

JHUHNPHNWHGLU��)L\DWODU��GROXOXN�RUDQODUÕ� YH�PDOL\HWOHU� Lú� DQDOL]L� DoÕVÕQGDQ�|QH�
oÕNPDNWDGÕU��*HOHFHN�G|QHPOHUH�\|QHOLN�IDDOL\HW�SODQODUÕ�GD�XQXWXOPDPDOÕGÕU���

3D]DUODPD�� 3D]DUÕQ� DQODúÕOPDVÕ�� SD]DUÕQ� KDUHNHW� \|Q�� DQDOL]� HGLOPHOL� YH�
EXQD�X\JXQ�RODUDN�VWUDWHMLN�SD]DUODPD�SODQÕ�JHOLúWLULOPHOLGLU��
� .RQXN� WDWPLQL� YH� LúOHWPH� EDúDUÕVÕ�� LNL� WHPHO� oÕNWÕ� RODUDN� RWHO� LúOHWPHOHUL�
WDUDIÕQGDQ�NDEXO�HGLOPHNWHGLU��%X�oÕNWÕODU��\XNDUÕGD�NÕVDFD�DoÕNODQPD\D�oDOÕúÕODQ�
NRQXN�YH�LúOH� LOJLOL�V�UHoOHUH�ED÷OÕGÕU��2WHO� LúOHWPHOHULQLQ�NÕ\DVODPD�oDOÕúPDODUÕ�
VDGHFH� ELU� V�UHFH� \|QHOLN� �|UQH÷LQ�� NRQXNODUD� \|QHOLN�� ROPDPDOÕ� KHU� LNL� V�UHo�
ELUOLNWH�HOH�DOÕQPDOÕGÕU��.Õ\DVODPD�HGLOHQ�LúOHWPHOHULQ�KHU�LNL�V�UHo�X\JXODPDODUÕ�
YH�YHULOHUL�GH÷HUOHQGLULOPHOLGLU��.DVDYDQD�YH�%URRNV�������� 
�
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2WHO� LúOHWPHOHUL� LoLQ� UDNLS� NÕ\DVODPD\D� GD\DQDQ� \HGL� EDVDPDNOÕ� ELU�
EHQFPDUNLQJ�V�UHFL�JHOLúWLUPHN�P�PN�QG�U��:RRG���������� 

 
x 2WHO� RODUDN� QH\LQ� NÕ\DVODPD� HGLOHFH÷LQH� NDUDU� YHUPHk gerekir. 

'ROXOXN�RUDQÕ��NRQXN�úLND\HW�RUDQODUÕ��IL\DW�D\DUODPDODUÕ�JLEL�GH÷LúLN�
NULWHUOHU�HOH�DOÕQDELOLU� 

x 1DVÕO� |Oo�OHFH÷LQLQ� NDUDUODúWÕUÕOPDVÕ� JHUHNLU�� *|]OHP�� P�ODNDW��
NDUúÕOÕNOÕ� GRV\D� DoÕPÕ� JLEL� \|QWHPOHU� RWHO� LúOHWPHOHUL� WDUDIÕQGDQ�
NXOODQÕODELOLU� 

x HaQJL�UDNLS�RWHO�LúOHWPHVLQLQ�VHoLOHFH÷LQLQ�EHOLUOHQPHVL�JHUHNLU��$\QÕ�
VWDQGDUWODUGD� RODQ� LúOHWPHOHU� VHoLOPHOLGLU�� 2WHO� VHNW|U�QGH� |]HOOLNOH�
pazar liderleri, seçilecek otel olarak önde gelmektedir. 

x 5DNLS�RWHO�YHULOHULQLQ�WRSODQPDVÕ��2WHO�LúOHWPHOHULQGH�UDNLS verilerinin 
WRSODQPDVÕ� GL÷HU� LúOHWPHOHUGH� ROGX÷X� JLEL� ELU� \ÕOOÕN� V�UH� LoLQGH�
GH÷HUOHQGLULOPHPHOLGLU��'ROXOXN�RUDQODUÕ�KHP�\ÕOOÕN�KHP�GH�VH]RQOXN�
RODUDN� GH÷HUOHQGLULOPHNOH� ELUOLNWH� GL÷HU� |QHPOL� NULWHUOHU�� |UQH÷LQ�
RUWDODPD�VDWÕú�IL\DWODUÕ��JHOLUOHU�YE��\ÕOOÕN�RODUDN�GH÷HUOHQGLULOPHNWHGLU� 

x 9HULOHULQ� DQDOL]� HGLOPHVL� YH� IDUNODUÕQ� RUWD\D� NRQXOPDVÕ�� 5DNLS� RWHO�
LúOHWPHOHULQLQ� YHULOHUL� HOGH� HGLOGLNWHQ� VRQUD� UDNDPVDO� RODUDN� RWHOLQ�
NHQGL� YHULOHUL\OH� NDUúÕODúWÕUÕOPDOÕ� YH� IDUNODU� JHUHN� SR]LWLI� JHUHNVH�
negatif olarak orWD\D�NRQPDOÕGÕU� 

x +HGHIOHULQ� EHOLUOHQPHVL� YH� IDDOL\HW� SODQODUÕQÕQ� JHOLúWLULOPHVL�� 5DNLS�
RWHOLQ� EDúDUÕOÕ� ROGX÷X� X\JXODPDODU� HQ� NÕVD� V�UHGH� RWHO� LoLQ�
X\DUODQPDOÕGÕU�� .Õ\DVODPD� X\JXODPDVÕQÕQ� GDKD� EDúDUÕOÕ� ELU� RWHO�
LúOHWPHVL� RODELOPHN� LoLQ� JHUoHNOHúWLULOGL÷L� KLçbir zaman 
XQXWXOPDPDOÕGÕU� 

x 6RQ� RODUDN�� IDDOL\HW� V�UHoOHUL� \DNÕQGDQ� WDNLS� HGLOPHOLGLU�� *HUHN�
GX\XOGX÷XQGD� G�]HOWLFL� H\OHPOHU� X\JXODQPDOÕGÕU�� %LU� NRQDNODPD�
LúOHWPHVLQL� EDúDUÕ\D� J|W�UHQ� KHUKDQJL� ELU� X\JXODPD�� EDúND� ELU� RWHO�
LúOHWPHVLQGH�EDúDUÕOÕ�ROPD\DELOLU� 

 
6218d�

 
.Õ\DVODPD�� ����� VRQODUÕQGDQ� EX� \DQD� \DSÕODQ� oDOÕúPDODUOD� DUWÕN�

OLWHUDW�UGH�VÕUDGDQ�ELU�WHULP�KDOLQH�JHOPLú�YH�E�\�N�LúOHWPHOHUFH�7RSODP�.DOLWH�
<|QHWLPL�SURJUDPODUÕQÕQ�ELU�SDUoDVÕ�RODUDN�X\JXODQPD\D�EDúODPÕúWÕU��%X�NRQXGD�
SHN�oRN�WDQÕP�JHOLúWLULOPLúWLU��*|]H�oDUSDQ�ELU�E�\�PH�LOH�SRS�ODULWHVL�DUWPDNOD�
ELUOLNWH�� oR÷X� ]DPDQ� GD� \DQOÕú� NXOODQÕOPDNWD� YH\D� DOJÕODQPDNWDGÕU��.Õ\DVODPD�
UDNLS� NDUúÕODúWÕUPD� oDOÕúPDODUÕ\OD� NDUÕúWÕUÕOPDNWDGÕU� NL�� EX� oDOÕúPDODU� VDGHFH�
EHQFPDUNLQJ¶L�ROXúWXUDQ�SDUoDODU�DUDVÕQGDGÕU� 
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6HNW|UHO� DQODPGD� NDEXO� HGLOHELOLU� VWDQGDUWODU� JHOLúWLUPLú� LúOHWPHOHULQ��
X\JXODPDODUÕQÕ�� V�UHoOHULQL�� VWUDWHMLOHULQL� EHQLPVHPHN� RODUDN� RUWD\D� oÕNDQ�
NÕ\DVODPD�� DPDoODQDQ� KHGHIOHUH� XODúPDN� YH� UHNDEHW� �VW�QO�÷�� VD÷ODPDN� � LoLQ�
NXOODQÕODQ�\|QWHPOHUGHQ�ELULGLU�  
 

dDOÕúPDGD� WDQÕWÕODQ� NÕ\DVODPD� PRGHOOHUL� LQFHOHQGL÷LQGH� LúOHWPHOHU�
WDUDIÕQGDQ�JHOLúWLULOHQ�YH�\D]DUODU� WDUDIÕQGDQ�|QH�V�U�OHQ�oHúLWOL� V�UHoOHU�ROGX÷X�
YH�VWDQGDUW�ELU�PRGHO�EXOXQPDGÕ÷Õ�J|]OHQPLúWLU��øúOHWPHOHU�NHQGL�DPDoODUÕQD�HQ�
uygun modeli benimseyip uygulama yoluna gidebilmektedirler. Ancak, seçilen 
PRGHOLQ�EDúDUÕ\D�XODúPDVÕ�LoLQ�EX�X\JXODPDODUÕQ�GLQDPLN�ELU��V�UHFL�LoHUGL÷LQL��
V�UHNOL� J|]GHQ� JHoLULOLS� \HQLOHQPHVL� YH� KHP� \|QHWLP� KHP�GH� oDOÕúDQODUÕQ� WDP�
NDWÕOÕPÕQÕQ��YH�GHVWH÷LQLQ�VD÷ODQPDVÕ�JHUHNWL÷L�GH�GLNNDWH�DOÕQPDOÕGÕU� 

 
2WHO� LúOHWPHOHUL� GH� GL÷HU� VHNW|UOHUGHNL� LúOHWPHOHU� JLEL� \|QHWLP�

IDDOL\HWOHULQGH�NÕ\DVODPD\Õ�NXOODQDELOLUOHU��%XUDGD�KHP�UHNDEHWH��GD\DOÕ��KHP�GH�
IRQNVL\RQHO� NÕ\DVODPD� W�UOHULQL� RWHOOHU� DoÕVÕQGDQ� GH÷HUOHQGLUHUHN� |Oo�P�
kriterlerini içeUHQ� \DNODúÕPODU� LIDGH� HGLOPLúWLU�� %XQD� J|UH�� RWHO� LúOHWPHOHUL�
P�úWHUL� EHNOHQWL� YH� JHUHNVLQLPOHULQL� NDUúÕODPD� LOH� PHPQXQL\HWOHULQL� DUWWÕUPD�
NRQXVXQGD�NÕ\DVODPD\D�EDúYXUGXNODUÕ�WDNWLUGH��|QFHOLNOH�QH\L�NÕ\DVOD\DFDNODUÕQD�
NDUDU�YHUPHOLGLUOHU��%X�DúDPDGD�.RQXNOD� øOJLOL�6�UHoOHU, øúOH� øOJLOL�6�UHoOHU ve 
dÕNWÕODU� NDUúÕPÕ]D� oÕNPDNWDGÕU�� %X� V�UHo� YH� PHYFXW� oÕNWÕODU� GDKLOLQGH�� RWHO�
LúOHWPHVL� J�oO�� YH� ]D\ÕI� \|QOHULQL� RUWD\D� NR\DUDN�� ]D\ÕI� \|QOHUL� L\LOHúWLUPH� YH�
JHOLúWLUPH\H� \|QHOLN� KDQJL� UDNLS� RWHOL� YH�YH\D� RWHOOHUL� NÕ\DVOD\DFD÷ÕQÕ�
EHOLUOHPHOLGLU�� gOo�POHULQ� QDVÕO� \DSÕODFD÷ÕQD� NDUDU� YHULOGLNWHQ� VRQUD�� YHULOHULQ�
WRSODQPDVÕ��EXQODUÕQ�DQDOL]�HGLOHUHN� IDUNODUÕQ�RUWD\D�NRQPDVÕ�JHUHNLU��6RQXoODU�
GR÷UXOWXVXQGD� \HQL� KHGHIOHU� EHOLUOHQLS�� X\JXQ� IDDOL\HW� SODQODUÕ� JHOLúWLULOHUHN�
X\JXODPD\D� NRQXOPDOÕGÕU�� )DDOL\HW� V�UHoOHUL� G�]HQOL� RODUDN� J|]GHQ� JHoLULOHUHN�
JHUHN� GX\XOGX÷XQGD� \HQLGHQ� \DSÕODQGÕUÕOPDOÕGÕU�� 6�UHoOHULQ� GR÷UX� EDúODWÕOPDVÕ�
YH�G�]HQOL�RODUDN�J|]GHQ�JHoLULOPHVL��RWHOL�EDúDUÕ\D�J|W�UHFHN�WHPHO�HWPHQOHUGLU��
2WHO� LúOHWPHVLQLQ� EDúDUÕVÕQÕQ� YH� P�úWHUL� WDWPLQL� VD÷ODQPDVÕQÕQ� VDGHFH� RWHO�
NDUOÕOÕ÷Õ� LOH� VÕQÕUOÕ� NDOPD\ÕS�� D\QÕ� ]DPDQGD� �ONH� HNRQRPLVLQLQ� JHOLúPHVL�
DoÕVÕQGDQ�\DúDPVDO�|QHP�WDúÕ\DFD÷Õ�XQXWXOPDPDOÕGÕU� 
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