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OZET

Hizmet kalitesi, tiim sunulan hizmetlerde oldugu gibi kentsel rekreasyon alanlarinda sunulan hizmetlerde de etkinligi ve
niteligi agisindan 6nemlidir. Bu arastirma, kentsel rekreasyon alanlarindan hizmet alan bireylerin aldiklari hizmetlere iligkin
kalite beklentileri ve kalite algilar1 sorgulanmakta, beklentilerinin ne diizeyde karsilandigi arastirilmaktadir. Ayrica
ziyaretgilerin aldiklar1 hizmetlere iligkin kentsel rekreasyon alanlarinin kullanim orami ve sikliginin ve tanimlayici
ozelliklerinin hizmet kalite beklentisi ve algisinda etkisinin olup olmadigi da sorgulanmistir. Bu dogrultuda, kisisel bilgi
formu ve Servqual hizmet kalitesi 6lgeginden olusan anket formu; Anketlerden elde edilen veriler bilgisayar ortaminda SPSS
21.0 istatistik paket programi araciligiyla degerlendirilmistir. Arastirma sonucunda, ziyaretcilerin kentsel rekreasyon
alanlarindan aldiklar1 hizmetlerin kalitesini yiiksek diizeyde algiladiklari, ancak beklentilerin daha yiiksek diizeyde
olmasindan dolay1, beklentilerinin karsilanamadigi belirlenmistir. Ziyaretgilerin 6grenim ve gelir durumlarina gore hizmet
kalite algilarinda; yas, gelir ve 6grenim durumlari agisindan hizmet kalite beklentilerinde istatistiksel agidan anlamli
farkliliklarin olmadig1 saptanmustir.
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ABSTRACT

SERVICE QUALITY IN URBAN RECREATION AREAS: SAMPLE OF ANKARA

Quality of service is also important in terms of efficiency and quality of offered services in urban recreation areas as in all
services. In this research is questioned quality expectations and perceptions of individuals who receive services in the urban
recreation areas and is searched which level of their expectations met. It is also questioned whether usage rate and frequency
of urban recreation area related of received services by visitors and the identifying features impact on expectation and
perception of service quality. In this context, a questionnaire that consists Servqual service quality scale and personal
information form; the data obtained from the surveys were evaluated using SPSS 21.0 statistical software package on the
computer. As a result, it is determined the visitors perceive highly quality of services in the urbal recreation areas but due to
the higher level of their expectations, and it could not meet their expectations. It is found that there are not statistically
significant differences in their quality perceptions according to their income and education status; in their service quality
expectations in terms of their age, income and education status .
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