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Ozet

Bu aragtirmada kis turizm merkezlerindeki hizmet kalitesinin, miisteri memnuniyeti ve destinasyon sadakati iizerindeki etkisinin
Olgiilmesi amaglanmustir. Arastirmanin  evrenini  Erzurum Palandoken Kis Turizm Merkezi’ni ziyaret eden misafirler
olusturmaktadir. Aragtirma kapsaminda kolayda 6rnekleme yontemi ile belirlenen 414 kisiye 2021 Subat-Mart aylarinda anket
uygulanmigtir. Elde edilen veriler yapisal esitlik modellemesi kullanilarak analiz edilmistir. Analiz sonucunda kis turizm
merkezlerinde hizmet kalitesinin miigteri memnuniyeti tizerinde pozitif etkisinin oldugu belirlenmistir. Diger taraftan miisteri
memnuniyetinin destinasyon sadakati iizerindeki pozitif yonde anlamli bir etkiye sahip oldugu ortaya ¢ikmigtir. Son olarak
Palanddken’de hizmet kalitesinin destinasyon sadakati iizerinde pozitif yonde anlaml etkiye neden olmadigi belirlenmistir.
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Abstract

In this research, it is aimed to measure the effect of service quality in winter tourism centers on customer satisfaction and destination
loyalty. The population of the research consists of guests visiting Erzurum Palandéken Winter Tourism Center. Within the scope of
the research, questionnaires were filled in 414 people determined by convenience sampling method in February-March 2021. Data
were analyzed using structural equation modeling. As a result of the analysis, it has been determined that service quality in winter
tourism centers has a positive effect on customer satisfaction. Beside, the effect of customer satisfaction on destination loyalty is
also positive. Finally, it was determined that service quality did not cause a significant positive effect on destination loyalty in
Palanddken.
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