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Ozet

Dijital uygulamalar, giinimiiz rekabet ortaminda tiim endistrilerde faaliyet gosteren isletmelerin siklik¢a tercih ettigi
pazarlama araglarindandir. Turizm endistrisinde faaliyet gosteren otel isletmeleri de giintimiiz kosullarinda misterileri ile
(misafir) isletme i¢i veya digt iletisim kurarken dijital uygulamalardan yiiksek oranda yararlanmaktadir. Caligmanin amaci,
otel igletmeleri y6neticilerinin igletmelerinde uygulanan dijitallesme siireci ile ilgili distincelerinin tespiti ve bu durumun
isletme-tiiketici iligkisini nasil etkilediginin belirlenmesidir. Nitel arastirma yaklagiminin uygulandig: ¢alisma kapsaminda,
Kocaeli ili Izmit merkezli faaliyet gosteren otel isletmeleri yoneticileri ile goriisme gergeklestirilmistir. Igerisinde
bulundugumuz pandemi kosullari ¢alismanin akisini yiiksek oranda etkilemis ve ¢alisma grubunun 7 igletme yoneticisi ile
sinirlandirilmasina sebebiyet vermistir. Veri toplama siirecinin Eyliil 2021 oldugu ¢alismada yar: yapilandirilmig goriisme
teknigi kullanilmis, goriismeler sesli ve goriintiili iletisim araglariyla gergeklestirilmistir. Elde edilen verilerin
analizlerinde betimsel teknikten yararlanilmig, katilimer goriislerinden alintilara da yer verilmistir. Calisma verileri
dogrultusunda, yoneticilerin otel isletmelerinde kullandiklar: dijital uygulamalar tespit edilmis, bu uygulamalarin
konuklarin isletmeleri tekrar tercih etmelerine olan etkileri belirlenmistir. Diger yandan, otel isletmesi yoneticilerinin
ilgili pazarda rekabet avantaji saglayacagini diisindiikleri uygulamalarla ilgili goriigleri de ¢alismadan elde edilen veriler

arasinda yer almakrtadir.
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Abstract

Digital applications are among the marketing tools frequently preferred by businesses operating in all industries in today's
competitive environment. Hotel businesses operating in the tourism industry also make high use of digital applications
while communicating with their customers (guests) internally or externally. The aim of the study is to determine the
thoughts of hotel business managers about the digitalization process applied in their businesses and to determine how
this situation affects the business-consumer relationship. Within the scope of the study, in which the qualitative research
approach was applied, interviews were conducted with hotel management managers operating in Izmit, Kocaeli province.
The pandemic conditions we are in have greatly affected the flow of the study and caused the working group number to
be limited to 7 business managers. In the study, where the data collection process was September 2021, semi-structured
interview technique was used, and the interviews were conducted with audio and video communication tools. Descriptive
technique was used in the analysis of the data obtained, and quotations from the participants' views were also included.
In line with the study data, the digital applications used by the managers in the hotel businesses were determined, and
the effects of these applications on the guests to choose the businesses again were determined. On the other hand, the
opinions of hotel management managers about the practices that they think will provide a competitive advantage in the

relevant market are among the data obtained from the study.
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