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OZET

Tiirkiye’de son yillarda otelcilik sektdriinde yagsanan hizli gelismeler ¢ok fazla sorun yaratmaktadir. Otel sayilarinin artmast,
pazarin genellikle dis iilkelerde olmast ve rekabetin artmasi gibi nedenlerden dolayr otel isletmeleri sorunlar yasamaktadirlar.
Caligsmanin ana konusu da heterojenligin bir sorun olugturma ihtimalidir. Heterojenligin sorun olusturabilecegine ihtimal vermek, pazar
boliimlendirmenin yararlarint diigtinmekle aynidir. Eger pazar bolimlendirme faydaliysa bunun gereklerini ve yararlarini ortaya
koymak, heterojenligin ni¢in bir sorun olusturabileceginin anlagilmasi bakimimdan gereklidir.

Bir isletmenin pazar boliimlendirmesi ideal bir amagctir. Fakat otellerde miisteriler igin pazar bolimlendirme yapilamadigindan
heterojen olmasi kaginilmazdir. Nigin heterojenligin potansiyel bir sorun oldugu diisiiniilmektedir. Eger pazar boliimlendirme
faydaliysa bu bizde heterojenligin zararlt oldugu, bazi sorunlar yaratmaya gebe oldugu diisiincesini uyandirir. Kisacast ¢aligmanin
konusu heterojenligin sebepleri ve ne tiir sorunlara yol acti81 ya da ne kadar sorun yarattigidir.

Bu dogrultuda; ¢alismada turizm pazari, turizm pazarlamasi ve turizmde pazar boliimlendirme kavramlarina yer verilip, pazar
boliimlendirmenin énemi, kriterleri ve yararlar1 hakkinda bilgi verilip, nis pazar hedefi ve mantig1, doluluk problemi, otelin sinifi ile
biiyiikliigii arasindaki iliski, otellerde heterojenligin kaginilmazligi ve ikincil deneyim konulari agiklanmaktadir. Ayrica menii gesidi
ile otel arasindaki iliski, menii kavrami, animasyon kavrami ve 6zellikleri, beklenti ve memnuniyet iligkisi ele alinmistir. Yapilan
analizler ¢aligma boyunca oOne siiriilen disiincelerin dogrulugunu kanitlar niteliktedir. Kiigiik otellerde de biiyiik otellerde de
heterojenligin goriildiigi, otellerde konaklayan miisterilerin milliyet ¢esidi ile otellerde sunulan meniilerin genisliginin birbirleri ile
iliskili oldugu sonuglarina ulasiimistir.
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ABSTRACT

Rapid developments in recent years in the hospitality sector is creating too much trouble in Turkey. Hotel businesses are
experiencing problems due to the increase in the number of hotels, the fact that the market is usually in foreign countries and the
competition increases. The main subject of the study is the possibility of creating a problem of heterogeneity. The possibility that
heterogeneity can pose a problem is the same as considering the benefits of market segmentation. If market segmentation is useful, it
is necessary to demonstrate the necessities and benefits of heterogeneity and to understand why heterogeneity can pose a problem.
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Market segmentation of an enterprise is an ideal objective. But it is inevitable that the hotel could not do market segmentation for
heterogeneous clients. Why it is considered that heterogeneity is a potential problem. If market segmentation is useful, this may give
rise to the idea that heterogeneity is harmful, that it is conceivable to create some problems. In short, the subject of the study is the
causes of heterogeneity and what kind of problems it causes or how much problems it creates.

In this direction; in this study, the concepts of tourism market, tourism marketing and market segmentation in the tourism, the
importance, criteria and benefits of market segmentation, niche market objective and logic, occupancy problem, the relationship
between the class and size of the hotel, the inevitability of heterogeneity in hotels and the secondary experience are explained. In
addition, the relationship between the menu type and the hotel, the concept of menu, the concept of animation and its characteristics,
the relationship between expectation and satisfaction are discussed. The analyzes prove the accuracy of the ideas put forward
throughout the study. It has been concluded that there is heterogeneity in small hotels and large hotels, the nationality of the customers
staying in hotels and the wide range of menus offered in hotels are related to each other.
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