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Ozet

Turizm ve ticaretteki biiylime hava tagimaciliginin da hizli bir sekilde biiyiimesini saglamistir. Buradaki biiyiimeden havayollari
kadar havalimani isletmecileri de lizerine diigen payr almiglardir. Havalimanlarini kullanan yolculara sunulan hizmetlerin
cesitlendirilmesi hizmet kalitesi ile birlikte yolcu memnuniyetinin de artmasini saglamaktadir. Tim sektorlerde oldugu gibi
havacilik sektoriinde de dijitallesmenin hizla artmasi, akilli telefonlarin ve de internetin hayatimizda ¢ok daha fazla yer almaya
baslamasi mobil uygulamalarin da kullanim alanini arttirmistir. Arastirmada, havalimani isletmecileri tarafindan mobil uygulamalar
iizerinden sunulan hizmetlerin belirlenmesine ve mobil uygulama {izerinden sunulan hizmetin boyutlar1 olusturulmaya ¢aligilmistir.
Aragtirmanin orneklemi olarak Tiirkiye’de faaliyet gosteren havalimani igletmelerinin mobil uygulamalar1 belirlenmis ve ana
kiitlenin tamamina ulasilip veri elde edilmistir. Yapilan igerik analizi sonrasi Tirkiye’de faaliyet gosteren havalimani isletmelerinin
mobil uygulamalarinin tamam incelenmis ve sunulan hizmetler kategorilendirilip 12 adet hizmet kalitesi boyutu elde edilmistir.
Havalimani isletmecilerinin mobil uygulamalarinda en fazla yer verdigi boyutlarin gelen ve giden yolcular i¢in bilgilendirme,
tamamlayic1 hizmetler, finansal hizmetler, perakende noktalar ve havalimanina ulagim oldugu tespit edilmistir.
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Abstract

The growth in tourism and trade has led to the rapid growth of air transport. Airport operators, as well as airlines, have taken their
share from the growth here. Diversification of the services offered to the passengers using the airports increases the passenger
satisfaction along with the service quality. As in all sectors, the rapid increase in digitalization in the aviation sector and the fact
that smart phones and the internet have become much more common in our lives have increased the usage area of mobile
applications. In the research, it has been tried to determine the services offered by the airport operators through mobile applications
and to establish the dimensions of the service offered over the mobile application. As the sample of the research, mobile applications
of airport operators operating in Turkey were determined and data were obtained by reaching the whole of the main population.
After the content analysis, all of the mobile applications of the airport operators in Turkey were examined and the services offered
were categorized and 12 service quality dimensions were obtained. It has been determined that the dimensions that airport operators
use most in their mobile applications are information for arriving and departing passengers, complementary services, financial
services, retail points and transportation to the airport.
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