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Oz

Biiyiik Ol¢iide deneyim satan termal turizm isletmelerinin hizmet kalitesi, miisterilerin olumlu
duygular elde etmesi agisindan énemlidir. Ciinkii olumlu duygular, miisterileri gelecekte ayn1 olumlu
deneyimi aramaya tesvik edecektir. Bu ¢alismanin temel amaci, termal turizmde hizmet kalitesi,
tiiketim duygular1 ve tekrar ziyaret niyeti iligkisinin incelenmesi ve tekrar ziyaret niyetini en ¢ok
etkileyen unsurun arastirilmasidir. Arastirmada verileri, toplam 400 katilimcidan yiiz yiize anket
uygulamas1 ve kolayda ornekleme yontemiyle toplanmustir. Elde edilen veriler, istatistik paket
programinda, frekans, ytlizde, aritmetik ortalama, standart sapma, korelasyon ve regresyon analizi ile
¢Oziimlenmistir. Arastirma bulgulari, hizmet kalitesinin pozitif duygular, negatif duygular ve tekrar
ziyaret niyeti arasindaki iliskilerin anlamli oldugunu ortaya koymaktadir. Ayrica hizmet kalitesi, pozitif
duygular, negatif duygular ve tekrar ziyaret niyeti {izerinde oldukga etkilidir. Arastirmadan elde edilen
bulgular, termal turizm miisterilerinin tekrar ziyaret niyeti {izerinde pozitif ve negatif tiiketim
duygularmin hizmet kalitesinden ¢ok daha etkili oldugunu ortaya koymaktadir.
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Abstract

The thermal tourism enterprises, substantially sell the experience. Hence it is important for thermal
tourism enterprises to deliver quality services so that customers attain positive emotions. Because, the
positive emotions will encourage to seek the same positive experience in the future. The main purpose
of this study is to examine the relation between the quality of service, consumption emotion and revisit
intention in thermal tourism, and to investigate the most affecting element on the revisit intention. The
research data is collected from 400 participants by face-to-face questionnaire using convenience
sampling method. Obtained data is analyzed by using statistical package program with frequency,
percentage, arithmetic mean, standard deviation, correlation and regression analysis. The research
findings show that the relation between the quality of service, positive emotions, negative emotions,
and revisit intention is significantly. In addition, the quality of service is quite effective on positive
emotions, negative emotions and revisit intention. The findings obtain from the research reveal that the
effect of the positive and negative consumption emotions on the revisit intention are higher than the
service quality.
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