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Hizmet Kalitesi Olciimiine Yonelik Bir Model Onerisi
Ozet
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Anahtar Kelimeler:

performansinin 6l¢iilmesi amaglanmaktadir. Bu amagla sunulan
hizmetin kalitesi, yonetim tarafindan belirlenen ve hizmetin
degerlendirilmesinde kullanilan kriter setinin -Gnem dereceleri
dikkate alinarak-, hizmetin tiiketicisi konumunda bulunan
calisanlarin alinmasi
Ol¢tilmektedir. Bu dogrultuda olusturulan CKKV probleminin
performans gostergeleri Sezgisel Bulanik sayilardan olusturulan
bir Olgek tizerinden analiz edilmistir. Gelistirilen model ile veri
toplama amaciyla gelistirilen yazilim ve donanim altyapisi ile
tedarikgi isletmenin hizmet kalitesi giinliik, haftalik, aylik zaman
periyotlarinda farkl
lokasyonlardaki degerlendirmeler ise karsilastirmalar1 olarak

degerlendirmelerinin yoluyla

dinamik olarak; hizmet sunulan

analiz edilecektir.

Hizmet Kalitesi, Bulanik Kiime Teorisi, Sezgisel Bulamik Sayilar,
CKKV

A Model Proposal for Service Quality Measurement

Abstract

In this study, it is aimed to measure the performance of the
catering service provider, which is the supplier of Sertrans
Logistics. For this purpose, the quality of the service provided is
measured by taking the evaluations of the employees, who are
the consumers of the service, by taking into account the
importance levels of the criteria set determined by the
management and used in the evaluation of the service. In this
direction, the performance indicators of the MCDM problem are
analyzed on a scale formed from Intuitionistic Fuzzy numbers.
With the software and hardware infrastructure developed for
data collection with the developed model, the service quality of




Keywords:

the supplier company will be analyzed dynamically in daily,
weekly, monthly time periods, and the evaluations in different
locations where the service is provided will be analyzed as
comparisons.

Service Quality, Fuzzy Set Theory, Intuitionistic Fuzzy Numbers,
MCDM
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