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Abstract: In the tourism sector, where competition conditions are getting stiffer, some of the essential
factors to hotels stay operational include the need to achieve a sustainable structure and meet the needs
and expectations of customers. One of the ways to ensure that the customer expectations and needs are
met at the desired level is through service quality factors which are considered to increase customer
satisfaction. This study aims to establish the service quality criteria in three-star hotels in Erzurum and
to rank the importance levels of the determined criteria. The SWARA method was used to weight the
determined criteria. The results of the SWARA method show that the “Price Availability” was the most
important service quality criteria in three-star hotels. This was followed by "Courtesy and Respect
Level", "Reliability", "Service and Process Flexibility", "Restaurant Service Quality" and "Cleanliness"
respectively. The criteria considered as the least important include "Quality of Housekeeping" and
"Front Office Service Quality".
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1. Introduction
In today's information age, price has ceased to be the sole competitive factor and has lost its
significance to a large extent. Quality has come to the fore as the determining factor of the
competitive environment. In this way, factors like first-time quality, service quality, customer
satisfaction, and organizational performance, which are the basic determinants of price and
quality policies have emerged and spread rapidly (Korucuk et al., 2015).
These concepts hold as much significance in the service sector just as much as they do in the
production industry and are indeed a critical component required by all businesses that seek
sustainability and continued existence. In the tourism sector, one of the foremost service sectors,
factors like quality, especially service quality, can thus be considered as vital strategic functions.

*

Corresponding author

1

Ç. Karamaşa

Han and Baek (2004) defined the concept of service quality as the general impression left on
both the internal and external customers by the services used and rendered by a business while
in pursuit of the competitive edge.
Parasuraman et al. (1985) defined it as the difference between expected and perceived
service and outlined the dimensions of service quality as physical characteristics, reliability,
responsiveness, trust, and empathy.
In another definition, service quality is termed as the extent to which the demands and
needs of consumers and the expected features of the service are met, and the degree to which
the service has the necessary qualifications (Odabaşı, 2000).
Gilmore (2003) outlined the dimensions of service quality as tangible features as well as
non-tangible including image, reliability, responsiveness, competence, accessibility, courtesy,
communication, reputation, security, and empathy.
Kurtz and Clow (1998), however, stated that service quality standards are elements that can
only be determined by customer perceptions and through their feedback to the business. It
should be noted that the services offered are a structure that will be shaped by the perceptions
of customers of service quality standards. Businesses need to determine the service quality
based on their own standards and then redesign it according to the reactions of the customers.
They stated that the insistence of business management on their own understanding of quality
standards will lead to negative results.
Erdal and Korucuk (2016) on the other hand, state that the quality of outputs mostly
depends on the support of suppliers (and the other units providing support). When supplier
departments are not managed as part of a compatible system, they may ignore the needs of
their customers. These customers, in turn, may ignore the needs of their own customers. This
chain of neglect in all units eventually leads to compromised service quality.
The quality of service in the tourism sector, however, is defined by a variety of determinants
which include the expectations of the tourists regarding the goods and the services they are
presented with as well as other factors like security and hygiene. These factors make the service
quality elements of tourism enterprises differ from other sectors (Attallah, 2015).
Akyurt (2021) stated that hotels should keep their service quality standards high for
sustainable tourism development and demand. The tourism sector has an ever-increasing
number of similar hotels and thus the state of service quality provides a significant advantage in
the competition. The opportunities created by the advances in transport and communication
have expanded the competition in the sector beyond the borders of any nation. There is,
therefore, a need for players in the sector to distinguish themselves from the others through the
quality of their services if they are to remain sustainable.
Korucuk et al. (2019) stated that the multidimensional structure of service quality due to its
tangible and intangible elements makes it difficult to ensure its standardization. He argued that
since the increase in quality standards also directly affects the operating costs, enterprises in the
sector that deal both in products and services should examine it more intently, determining the
factors that affect the service quality and evaluating these factors as they affect the tourism
sector.
Kotler et al. (2003) stated that as much as providing service quality may prove difficult for
businesses in the tourism sector, the enterprises that attain the ideal service quality have an
ensured continuity of touristic demand. They also observed that the benefits of service quality
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to businesses consist of four items; it ensures customer loyalty, contributes to competitive
advantage, lays the groundwork for qualified personnel, and helps to reduce costs.
The dimensions of service quality in tourism and other sectors have been considered in
many studies that have used different methods to measure this phenomenon. The measurement
models for service quality in tourism and the other sectors can generally be classified as follows.
Technical and functional quality model, difference model, dimension/feature service quality
model, SERVPERF Performance-based model, service quality ideal value model, performance
evaluation and standard quality model, information technology fit model, characteristic and
overall impact model, perceived service quality, and satisfaction model, service quality,
consumer value, and consumer satisfaction model, previous effects and intermediary factors
model and internal service quality model. (Temizel & Garda, 2017).
The tourism sector, seen as one of the most important in the service sector, has seen an
increase in the number of academic and sectoral studies on service quality. These studies have
found that hotels have prioritized the issue of customer satisfaction, especially from the 1980s
onwards. The scientific studies on service quality in an academic sense have generally focused
on the service quality criteria that are considered to affect hotels. A fast race has been entered in
terms of service quality both in the academic sense and in the tourism sector. Due to the
similarity of the services offered by the hotels, the service quality level that addresses the
preferences of the tourists has become the main factor (Tsaur & Lin, 2004).
Every business, especially in today’s environment, wants to improve its competitiveness
and increase business efficiency. Most businesses often adopt a flexible structure to achieve
this. A function of this flexibility and competitiveness is service quality for businesses. Service
quality has become widely accepted as one of the key indicators that play an important role in
customer satisfaction and business success (Korucuk, 2018).
The study aims to rank hotel enterprises based on their service quality criteria due to the
emphasized significance of these criteria. This study sought to rank the significance levels of the
criteria affecting the service quality in three-star hotel businesses in Erzurum. The SWARA
method, one of the multi-criteria decision-making methods, was used.
The rest of the study proceeds as follows. The literature review on service quality has been
considered in the following section, followed by the theoretical explanations of the SWARA
method, which is the method used in the study. The next section outlines the application of the
method in Erzurum followed by the findings and the results. The last section gives the
conclusion of the study which provides recommendations regarding the limitations of the study
and the work that can be done in the future.

2. Literature Review
This section highlights some of the studies that measured service quality in the hotel
business.
In a study conducted across 14 different sectors, Anderson et al. (1994) examined the
positive effects of service quality on consumer satisfaction and profitability.
Kahraman (1996) gave various examples explaining how enterprises in the tourism sector
can develop and maintain their existence under tough competition conditions by relying on
high and continuity of service quality.
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Tsang and Qu (2000) surveyed 90 hotel managers and 270 tourists staying in hotels in three
modern cities of China to measure service quality. They evaluated the expectations of tourists
and hotel managers against the service quality they experienced when they came to the hotel.
Tian-Cole and Cromption (2003) stated in their study that training that incorporates the
management and staff, emphasizing the importance of quality, and providing training on
quality is likely to increase the quality of service.
Nadiri and Hussain (2005) conducted a survey among 400 international guests from
countries including England, Scotland, and Germany staying in four-star, five-star, and resort
hotels in North Cyprus and developed the Service Performance Model (SERVPERF) to
determine the service quality received by the customers.
Murat and Çelik (2007) examined the service quality of three-star hotels licensed to render
tourism services in the province of Bartın and determined the best hotel alternative by
comparatively evaluating them using the Analytical Hierarchy Process (AHS).
Hsieh et al. (2008) measured service quality using the five dimensions of the SERVQUAL
scale with a questionnaire they adapted in four spa hotels in Taiwan.
Kılıç and Eleren (2010) measured service quality on three five-star hotels operating in
Afyonkarahisar, which is considered the capital of thermal tourism, using the SERVQUAL
scale. They determined that the difference between expected and perceived quality in one of the
three hotels was less than in other businesses.
Kenzhebayeva (2012) stated in their study on service quality in the tourism sector that
income level impacts the perception of service quality.
Çabuk et al. (2013) investigated the relationship between image of the hotel in the
customers’ eyes and service quality perceptions and their repeat purchasing behavior in a study
conducted on 380 hotel customers staying in two, three, four, and five-star hotels in Adana.
Günaydın (2015) analyzed the quality and loyalty of the service provided in a five-star
accommodation business operating in Bodrum from the perspectives of the customers.
Jasinskas et al. (2016) conducted a study that considered 205 tourists staying in four-star
hotels in the Lithuanian Kaunas region. They found that the small difference between the
expected quality and perceived quality of the tourists has a significant effect on brand loyalty
levels.
Ashraf et al. (2018) investigated the effect of perceived service quality and perceived value
on brand loyalty in their study with 440 customers in the hospital, hotel, education, and
banking service sectors.
Korucuk et al. (2019) considered expert opinions and the entropy method to determine the
most important criteria that constitute the service standards for a hotel business.
Roy et al. (2019) examined the development of a Web-based hotel evaluation and selection
system using the COPRAS method.
Demirağ and Durmaz (2019) measured the effect of perceived service quality on perceived
value and attitudinal brand loyalty on 450 hotel customers staying in five-star resorts and city
hotels in Ankara and Antalya.
Kılıç et al. (2020) used AHP – TOPSIS methods to carry out the prioritization of service
quality dimensions in thermal tourism and then do a ranking of hotels.
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Onurlubaş and Öztürk (2020) examined the effect of service quality on customer satisfaction
in boutique hotels in Antalya.
Nguyen (2021) used fuzzy AHP-based SERVQUAL to measure hotel service quality.
Akyurt (2021); used the entropy method, which is one of the multi-criteria decision-making
methods, in combination with face-to-face interviews with managers drawn from four- and
five-star hotels in Ordu province to examine the service quality criteria.
Although there are several studies on the ranking of service quality criteria in hotel
businesses in the literature considered, the method employed in this study as well as the
location chosen gives this study its unique value and a different perspective of contribution to
the general literature.
Studies related to SWARA methodology can be seen as Table 1.
Table 1. Studies related to SWARA method
Author(s)

Benchmark

Veskovic et al. (2018)

DELPHI-SWARA-MABAC

Alimardani et al. (2013)

SWARA-VIKOR

Aghdaie et al. (2013)

SWARA-COPRAS-G

Zolfani & Bahrami (2014)

SWARA-COPRAS

Rani et al. (2020)

Hesitant fuzzy SWARACOPRAS

Ghenai et al. (2020)

Hybrid SWARA-ARAS

Prajapati et al. (2019)

SWARA-WASPAS

Dahooie et al. (2018)

SWARA-ARAS-G

Urosevic et al. (2017)

SWARA-WASPAS

Ulutaş et al. (2020)

Fuzzy SWARA-CoCoSo

Application
Evaluating
railway
management
models
in
Bosnia and Herzegovina
Supplier selection in agile
environment
Machine tool selection in
manufacturing company in
Iran
Decision and policy making
in priority of high tech
industries in Iran.
Evaluate and select the
desirable sustainable supplier
Assessing
sustainability
indicators
for
renewable
energy systems
Identify and prioritize the
solutions for mitigating the
impact of barriers to reverse
logistics implementation
Competency
based
IT
personnel selection
Selection of personnel for the
position of sales manager in
the tourism sector
Location selection for logistics
center

3. Methodology
This study used SWARA, a Multi-Criteria Decision Making (MCDM) method, to determine
the service quality criteria in three-star hotels in Erzurum and to rank the importance levels of
the determined criteria. The choice of an MCDM method is based on their ability to be applied
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differently from statistical analysis techniques, as they can evaluate both objective and nonobjective factors together. Analyzes used in these methods follow expert opinions and can be
tailored to give results based on the opinion of just a single expert or the opinions of a group of
experts (Korucuk, 2019).
In this section, the SWARA method, which is used to rank the importance levels of service
quality criteria in hotel businesses, is explained.

3.1. SWARA Method
SWARA , considering uncertainties happened in evaluating criteria and alternatives by
linguistic expressions, is one of the mostly used MCDM methods recently (Korucuk,2019). The
main advantage of this method in decision making process is to define based on policies of
companies or countries without needing for evaluation to rank criteria (Kouchaksaraei et al.,
2015). In this context, steps of SWARA method can be summarized as below (Ruzgys et al. 2014;
Stanujkic et al. 2015):
a) Ranking criteria: Criteria are sorted in descending order based on their expected significances
according to expert opinions. Geometric means is applied and general ranking is formed too.
b) Determining relative importance of each criterion: Respondent states the relative importance
of criterion j with respect to previous criterion (j-1) by starting from the second criterion. This
process continues for each particular criterion.
c) Determining kj coefficient: kj coefficient is determined by using Eq. (1):

 1
kj  
s j  1

j 1
.
j 1

(1)

d) Calculating qj variable: qj variable is calculated according to Eq.(2):

j 1

 1

q j   k j 1
 kj


j 1

.

(2)

e) Determining importance level of criteria: Relative weights of criteria are determined
according to Eq. (3):

wj 

qj

k 1 qk
n

,

(3)

where wj represents the relative weight of criterion j.

4. Findings
In this study, multi-criteria decision-making methods were used to evaluate the factors to be
used in the service quality criteria in three-star hotels in Erzurum. First, the service quality
criteria factors in hotel enterprises were determined using expert opinions and literature
review. The determined criteria were then weighted since they were not of equal importance.
The SWARA method was then used to list the service quality criteria factors in three-star
hotels. The following table was created based on the views of academicians and hotel managers
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in addition to the studies done by Parasuraman et al.; (1985), Gilmore; (2003), Sulek and
Hensley; (2004), Murat and Çelik (2007), Kılıç and Bekar; (2012) and Korucuk et al.; (2019).
Table 2. Decision Criteria
Criteria

Mark

Quality of Housekeeping

C1

Quality of Restaurant Services

C2

Quality of Front Office Service

C3

Cleanliness

C4

Flexibility of Service and Transaction

C5

Reliability

C6

Price Compliance

C7

Degree of Courtesy and Respect

C8

A total of 5 questionnaires were presented to academicians (2) and hotel managers (3) who
are the stakeholders considered for their expert opinions. Firstly decision matrix is constructed
and shown as Table 3.
Table 3. Decision Matrix of Decision Makers Based on Criteria
Criteria
DM1
DM2
DM3
DM4
DM5
Geometric Mean
C1

7

7

8

4

5

6.001

C2

6

5

3

4

3

4.043

C3

4

7

8

2

6

4.852

C4

5

4

4

6

3

4.282

C5

6

5

5

3

2

3.898

C6

5

5

3

2

4

3.594

C7

4

3

3

3

2

2.930

C8

5

3

3

2

4

3.245

Then kj coefficient is calculated and formed as below in terms of two decision makers.
Table 4. Calculation of kj coefficient according to two decision makers
Decision Maker 1
Decision Maker 2
General
ranking
C7

sj

kj

sj

kj

-

-

-

-

C8

0.10

1.10

0.15

1.15

C6

0.15

1.15

0.20

1.20

C5

0.10

1.10

0.15

1.15

C2

0.10

1.10

0.15

1.15

C4

0.15

1.15

0.20

1.20

C3

0.20

1.20

0.05

1.05

C1

0.10

1.10

0.15

1.15
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Following to that qj variable is computed and seen as Table 5 in terms of two decision
makers.
Table 5. Calculation of qj variable according to two decision makers
Decision Maker 1
Decision Maker 2
General ranking

sj

kj

qj

sj

kj

qj

C7

-

-

1.00

-

-

1.00

C8

0.10

1.10

0.909

0.15

1.15

0.870

C6

0.15

1.15

0.790

0.20

1.20

0.725

C5

0.10

1.10

0.718

0.15

1.15

0.630

C2

0.10

1.10

0.653

0.15

1.15

0.548

C4

0.15

1.15

0.568

0.20

1.20

0.457

C3

0.20

1.20

0.473

0.05

1.05

0.435

C1

0.10

1.10

0.430

0.15

1.15

0.378

Finaly wj values are computed and criteria are ranked as in Table 6.
Criteria
C1

Table 6. wj values and ranking of criteria
Aritmetic
Geometric
wj values

Ranking

0.078
Means
0.115

0.078

8

C2

0.078
means
0.115

0.115

5

C3

0.088

0.088

0.088

7

C4

0.101

0.101

0.101

6

C5

0.132

0.132

0.132

4

C6

0.144

0.144

0.144

3

C7

0.180

0.180

0.180

1

C8

0.162

0.162

0.162

2

According to the Table 6, “Price Availability” was found as the most important service
quality criteria in three-star hotels. This was followed by "Courtesy and Respect Level",
"Reliability", "Service and Process Flexibility", "Restaurant Service Quality" and "Cleanliness"
respectively. The criteria considered as the least important include "Quality of Housekeeping"
and "Front Office Service Quality".

Conclusion and Recommendations
In the present environment, service quality has come to hold an important role in businesses
when it comes to ensuring customer satisfaction and affording the business the highly needed
competitive advantage. To this end, the determination of the criteria affecting the service
quality and establishing the ranking of the said criteria have become significant considerations
for any business. Innovations and standards in service quality are expected to reduce operating
costs in the long run, as well as support profitability rates and a sustainable business presence.
This study administered a survey on managers of three-star hotels in Erzurum, some
managers working in the tourism sector, and academicians. The result of the survey led to the
ranking of service quality criteria based on the levels of importance of the criteria. The ranking,
in order of importance, of the service quality criteria considered was "Price Availability",
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"Courtesy and Respect Level", "Reliability" "Service and Process Flexibility", "Quality of
Restaurant Services" and "Cleanliness". "Quality of Housekeeping" and "Front Office Service
Quality", respectively were found to be the least important main criteria for service quality. In
this study, experts who were thought to be stakeholders in the subject area were interviewed.
However, due to time constraints, the research only considered Erzurum Province. Future
studies may choose to expand the area of coverage to include and compare the results in more
provinces. Similarly, research may also be considered in different fields other than that
considered in this study. Furthermore, other multi-criteria decision-making methods and/or
other parametric or non-parametric methods could be applied in future studies. Adding fuzzy
logic and comparing the results could also be considered as a way of improving future studies
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