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OZET

MARKA SADAKATI OLUSTURAN MUSTERI DENEYIMLERININ
NETNOGRAFIK ANALIZ ILE INCELENMESI: KAPADOKYA BOLGESI BES
YILDIZLI OTELLERI ORNEGI

OZKAN ERCIYAS, Fatos
Yiiksek Lisans, isletme Anabilim Dah
Tez Damismani: Do¢. Dr. Mehmet Selami YILDIZ
Haziran 2015, 169sayfa

Gunumuz kiresel pazarinda artan rekabetin etkisi ile sirketlerden daha
fazlasin talep eden miisterilerden olusan yeni bir diizen kurulmustur. Bu diizende
isletmeler, var olan misterilerini ellerinde tutabilmek ve yeni miisteriler
kazanabilmek i¢in daha fazla ¢aba gostermek zorundadirlar.

Miisterilerin marka sadakati gelistirebilmeleri igin ilgi ¢ekici bir miisteri
deneyimi sunmanin Onemi artmaktadir. Seckin bir miisteri deneyimi, marka
bilinirligi olusturmak, miisteri sadakatini saglamak ve en nihayetinde karlilig
arttirmak gibi faydalar saglamaktadir. Bu faydalarin elde edilebilmesinin ilk adimi
ise deneyimi anlamaktir fakat miisteri deneyimi anlagilmasi oldukca zor bir konudur.

Bu tezin genel amaci miisteri deneyiminin boyutlarin1 yazindaki eserleri
tarayarak ele almak ve vaka analizi olarak Kapadokya bolgesindeki bes yildizli
otelleri incelemektir. Calisma online ortamda yazilmis miisteri yorumlarindan
hareketle konaklama sektoriinde miisteri deneyimi ve marka sadakati arasindaki
iliskiyi incelemektedir.

Toplanan verilerin analizi Kapadokya bolgesinin incelenen bes yildizl
otellerinde konaklayan miisterilerin deneyimleri bes ana baslik etrafinda
sekillendigini gostermistir. Bunlar inceleme sirasiyla ‘rahathik’, ‘haz’, ‘yenilik’,
‘farkinda olunma’ ve ‘giizel bulma hissi’ olmustur. Olumlu miisteri deneyiminin
marka sadakatine katki yaptig1 sonucuna varilmistir.

Anahtar kelimeler: Netnografi, Kapadokya, Miisteri Deneyimi, Marka Sadakati
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ABSTRACT

INVESTIGATING CUSTOMER EXPERIENCE THAT CREATES BRAND
LOYALTY:
A NETNOGRAPHIC CASE STUDY OF FIVE STAR HOTELS IN CAPPADOCIA

OZKAN ERCIYAS, Fatos
Master of Science, Department of Business Administration
Supervisor: Assoc. Prof. Dr. Mehmet Selami YILDIZ
June 2015, 169 pages

In today’s global market, a new order has emerged where consumers have
more demands from companies. In order to keep existing customers and attract new
customers, companies need to make extra efforts.

Offering a unique experience for customers has an important role in brand
loyalty development process. Companies may benefit from providing outstanding
consumer experience by increasing brand awareness, brand loyalty and profit. The
first step to achieve these benefits is understanding consumer experience which is a
complex issue indeed.

The main purpose of this thesis aims to understand and define the underlying
dimensions of consumer experience by conducting a literature review and utilizing a
case study research of five star hotels in the Cappadocia region with Nethnography
method. The study examines the relationship between consumer experience and
brand loyalty trough analysing consumer reviews posted online.

The analysis indicates that consumer experiences of the analysed Cappadocia
hotels are grouped around five main headings: These are ‘comfort’, ‘hedonic’,
‘novelty’, ‘recognition’, and ‘sense of beauty’ in order of analysis. It is concluded

that positive consumer experience contributes to brand loyalty.

Key words: Nethnography, Cappadocia, Hotel, Consumer Experience, Brand

Loyalty
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BOLUM I

GIRIS

1.1  Arastirmammn Problemi

Gilinlimiizde miisteriler, isletme tarafindan {iriinle beraber kendilerine sunulan
degeri kabul ettikleri pasif rol yerine; daha aktif olduklari, tiretim slrecine
katildiklari, yorum yapabildikleri, yeniden tiretim imkani bulduklar1 rolleri tercih
etmektedirler. Bu degisen miisteri profilinin ihtiyaglart da farklilagsmustir.
Sirketlerden daha fazlasini talep eden miisterilerin bulundugu bu yeni diizende,
isletmeler var olan misterilerini ellerinde tutabilmek ve yeni miisteriler
kazanabilmek i¢in daha fazla ¢aba harcamak zorundadirlar. Bu noktada tiiketicilerin
iyi anlasilmasinin isletmelerin basarist igin kritik bir Oneme sahip oldugu
sOylenebilir. Miisterilerin degisen ihtiyaclarinin ve bu ihtiyaglara yanit ararken
edindikleri deneyimlerinin nasil oldugunun isletmeler tarafindan yorumlanmasi

gerekmektedir.

Miisteri deneyimi, miisterilerin degisen ihtiyaglarina yanit verebilecek olan
bir alandir ve giiniimiiz global pazarinda ilgi ¢ekici bir miisteri deneyimi dizayn
etmek isletmeler i¢in olduk¢a 6nemlidir. Segkin bir miisteri deneyimi olusturmak
isletmeler i¢in marka bilinirligi olusturmak, marka sadakati saglamak ve en
nihayetinde karliligi arttirmak gibi faydalar saglar. Bu faydalarin elde
edilebilmesinin ilk adimi deneyimi anlamaktir fakat miister1 deneyimi anlasilmasi
oldukca karmasik bir konudur. Bu noktada baslangicta sadece eglence ile ilgili
sektorlerde kullanilacagi diislinlilen ve deneyimi merkeze alan deneyim odakli
modeller, giderek daha fazla alanda kendine yer bulmaktadir. Teknolojik
gelismelerin topluma hizli difiizyonu, internet kullanimindaki artis ve sosyal medya
kullanimimin yayginlagsmasi ile deneyim giderek miisterilerin yasamlarinda daha
fazla yer edinmektedir. Bu gelismelerin de etkisi ile tuketiciler artik karar alirken
sanal ortamlardaki yorumlardan 6nemli 6lciide etkilenmekte ve siklikla bu yorumlara

gore hareket etmektedirler (Rageh vd., 2013). Bu nedenle sanal ortamlarda



misterilerce yazilmis yorumlar miisteri deneyiminin anlasilmast i¢in oldukca

onemlidir.

Deneyimleri normal pazarlama faaliyetlerinden daha onemli kilan ise
hatirlanabilirlik diizeylerinin daha yiiksek olmasidir. Deneyimi satin alan kisiler
aslinda sadece Urin ya da hizmetleri degil o anda yasayacaklar1 duygulari,
heyecanlart ve sonra hafizalarinda kalacak olan anilar1 satin almaktadirlar
(Mascarenhas vd., 2006). Deneyimsel pazarlama alan1 da bu noktada satilan tiriinden
ya da sunulan hizmetten daha ¢ok bunun miisteride birakacagi izler ile ilgilenir.
Olumlu deneyimler edinmis olan miisterinin daha sadik, yeniden satin alma istegi
olan memnun miisteri olacagi ongoriilmektedir. Bu noktada miisteri memnuniyetinin
bir adim Gtesine gegmek isteyen isletmeler miisteri deneyimini kullanmakta ve bunu
yapabilmek icin de miisteri deneyimini hangi cergevede tanimlayacaklarina ve bu
tanimlanmis c¢ergeveyi nasil yoneteceklerine dair kararlar almaktadirlar. Burada
isletmeler nihai noktada daha c¢ok kar elde etmeyi hedefleseler de bu karlilik hedefi
kisa donemli degildir. Misteri ile daha uzun vadeli iliski kurmanin, miisterinin
sirkete olan sadakat ve baghligini arttirmanin yolu olarak miisteri deneyimi
goriilmektedir. Miisterilerin igletme, iiriin ya da hizmetler ile ilgili duygusal baglarini
giiclendirme noktasinda miisteri deneyimi geleneksel pazarlama yontemlerinden bir

adim oteye gegcmektedir (Schmitt, 2003).

Miisteri deneyimine odaklanmak isletmelerin oldukg¢a karmasik bir sureci de
goze almalar1 gerektirmektedir. Zira deneyim c¢alisanlardan, isletme iist yonetimine
kadar herkesi ilgilendiren bir konudur. Deneyimin igsellestirilmedigi bir isletme

yapisinda miisteri deneyimi yaklasiminin basariya ulasmasi miimkiin degildir.

Deneyimin anlagilmasi, deneyimin miisteri sadakatine olan etkisinin
anlasilmas1 giiniimiiz diinyasinda isletmeler i¢in olduk¢a dnemlidir ve isletmeler i¢in
kendilerinin deneyimin hangi kademesinde konumlanacaklarinin, rakiplerinden nasil
ayrisacaklarinin belirlenmesi i¢in igletme tarafindan alinmasi gereken 6nemli kararlar

bulunmaktadir.



1.2 Arastirmanin Amaci

Bu aragtirmanin genel amaci miisteri deneyiminin boyutlarini ele almak ve
Kapadokya bolgesi bes yildizli otel kategorisi altinda online yapilmis yorumlardan
hareketle konaklama sektoriinde miisteri deneyimi ve marka sadakati arasindaki
iliskinin nasil oldugunu incelemek ve bu otellere yapilan yorumlar {izerinden miisteri

deneyiminin boyutlarini tanimlamaktir.

Calisma neticesinde elde edilecek bulgularin miisteri deneyimini olumlu,
hatirlanir ve paylasmaya deger kilan 6geler hakkinda fikir vermesi beklenmektedir.
Yapilan analiz sonucunun otel yonetimlerine miisteri deneyimlerini pozitif yonde
gelistirmeleri ve bu sayede miisteri sadakatini temin etmelerini saglayacak onerilerde

bulunulmustur.

1.3 Arastirmanin Onemi

Arastirmanin 6nemi, Tirkiye turizm sektorii ve akademik literatiire katki

bakimindan iki ayr1 kategori altinda ele alinabilir.

Oncelikle Tiirkiye’de turizm sektdriiniin son yillardaki gelisime goz atilacak
olursa, bu sektoriin iilke ekonomisine oOnemli katkilar1 oldugu goriilecektir.
Tirkiye’ye gelen turist sayist her yil artmakta ve aymi sekilde turistlerin toplam
harcama miktarlar1 da artmaktadir. Kiiltiir ve Turizm Bakanlig1 verilerine gére 2004
yilinda Tiirkiye’ye 17,5 milyon turist gelmistir, 2011 yilina gelindiginde ise bu
rakam 31,5 milyon kisiye yaklasmistir (tanitma.gov.tr). Tiirkiye Istatistik Kurumu
verilerine bakildiginda 2014 yilinda Tirkiye’ye gelen turist sayist 41,5 milyona
yiikselmis ve turizmden elde edilen gelir 34 milyar Amerikan Dolar1 olmustur
(TUIK, 2015). Turistler tarafindan iilkeye getirilen bu para gerek sektdrel istihdami
tesvik ederek, gerekse uretim-tiiketim iliskisi temin ederek Tirkiye’de yerel
kalkmmanm &ncii kuvvetlerinden olmaktadir. istihdama yapilan bu katkinin yaninda
turizmden elde edilen gelir iilkenin cari agi@inin kapatilmasina biiylik katki
yapmaktadir. Tiirkiye’ye gelen turist sayisinin istikrarli olarak arttign (TUIK, 2013)
da diisiiniilecek olursa turizm sektorii ilerleyen yillarda onemi arttirarak gelisecek

gibi gbzukmektedir.



Sektoriin {ilke ekonomisine katkilarinin siirdiiriilebilir olmasi ise ancak bu
sektorde faaliyet gosteren isletmelerin miisterilerini memnun etmesine ve bu sayede
miisteri sirkiildasyonunun saglanmasma baghdir. Baska bir ifadeyle, miisteri
deneyimlerinin pozitif olmasi, bu deneyimlerin paylasilmasi (basili-gorsel medya,
online, agizdan agiza gibi kanallarla) baska turistlerin de Tiirkiye’de tatillerini
gecirmeye sevk edebilir. Boylece iilke ekonomisi bu giizide doviz kaynagindan

istifade etmeye devam edebilecektir.

Kapadokya yoresi bunun giizel bir 6rnegini sunmaktadir. Kendine 6zgl
dogasi, tabii giizellikleri, tarihi ge¢cmisiyle Kapadokya birgok turiste baska yerde
tecrilbe edemeyecegi deneyimleri de sunmaktadir. Son yillarda Kapadokya bolgesine
gelen turist sayisinda da istikrarl bir artis gozlenmektedir ve senelik 2,5 milyondan
fazla turist bu yorede tatil yapmaktadir. Bolgeye gelen turist sayisinda, Tirkiye’ye
ortalamasindan daha hizli bir sekilde artmaktadir ki bu da bdlgenin her gegen yil
daha da 6nemli bir cazibe merkezi haline geldigini gostermektedir. Turizmin hizla
gelistigi Kapadokya’da her biitgeye uygun konaklama imkani da bulunabilmesi
(Hiirriyet, 2015) bolge turizminin neden hizla canlandigini agiklayan bir faktor

olabilir.

Cesitli konaklama imkanlar1 sunulmasinin yaninda Kapadokya’da en 6nemli
gelir kalemlerinden biri de ‘balon turlaridir’. Kisi basi ortalama 100-150 Avro
Odenerek yapilan yaklasik bir saatlik turlar1 diizenleyen 25 firma ve 190 civarinda
balon bulunmaktadir. Balon turlar1 yorede kazanilan toplam turizm gelirinin %14 tine
denk gelmektedir. 2000’11 yillarin basindan itibaren popiilerlik kazanan bu hizmet
yurt i¢inden ve yurt digsindan turistlerin sadece bu deneyim igin dahi bolgeye seyahat
etmelerine sebep olmaktadir (Diinya, 2015). Bunlara ilaveten 2015 yilinda ilk kez
diizenlenen ve Kapadokya’yr bir kiiltiir festivali merkezi yapmayr amaglayan
‘Cappadox’ festivalinin yOreye yeni bir soluk getirmesi beklenmektedir
(cappadox.com, 2015).

Bagka bir ifadeyle Kapadokya, Tiirkiye turizm pazarinda Onemli bir
destinasyon olarak on plana g¢ikmaktadir. Her ne kadar bolgeyi digerlerinden
farklilagtiran unsurlar (‘magara oda’, balon turu gibi) bulunsa da bu bélge de daimi

bir miisteri sirkiildasyonuna ihtiya¢ duymaktadir. Bu baglamda, bu arastirma bolgeden



secilen otellerde kalan miisterilerin deneyimlerini inceleyerek dogrudan bdlge
turizmini ilgilendiren bir kimlik kazanmaktadir. Analiz neticesinde elde edilecek
bulgular yore turizminin gelistirilmesine, daha c¢ok sayida turistin bolgeyi tercih

etmesine katki saglayabilir.

Bu arastirmanin Tiirk¢e literatiire katkisina bakilacak olunursa, miisteri
deneyimi konusu Tiirk¢e pazarlama yazininda yer almasi olduk¢a &nemli olan,
uluslararas1 yazinda oldukca ilgi goren ve tartisilan bir konudur. Tiirk¢e yazinda ise
kullanicilarca gelistirilmis igerikler, sanal ortamda agizdan agiza pazarlama gibi
miisteri deneyimini anlamanin boyutlar1 olarak kabul edilen konular ile ilgili
calismalar bulunmakla beraber, ozellikle turizm pazarlamasi alaninda miisteri
deneyimi konusu heniiz pek calisilmamis bir alandir. Ayrica uluslararas1 akademik
yazinda da Tirkiye’deki destinasyonlar ¢alisitimamis durumdadir. Turizm gelirleri
her yil artmakta olan Tiirkiye i¢in de miisteri deneyimi konusunun derinlemesine

anlagilmasinin uygulama agisindan da 6nemli olacag1 dngoriilmektedir.

Bu arastirma yalnizca icerik anlaminda degil metodolojik yonii ile de
Tiirkiye’deki akademik c¢aligmalara katki yapmay1 hedeflemektedir. Bu arastirmada
kullanilacak olan Netnografi yontemi heniiz Tiirk¢e yazinda yeterince kullanilmamis
bir nitel arastirma yontemidir. Netnografi ile yapilacak olan bu arastirmanin 6rnek
teskil etmesi beklenmektedir. Bu tezin arastirma konusuna benzer konularda
yapilacak arastirmalarla netnografi yoOnteminin turizm pazarlamasi alaninda

bilinirliginin artmas1 beklenmektedir.
1.4 Arastirma Sorular

Nitel aragtirmalarda, arastirma sorusu dongiisel, etkilesimli slrece uygun
olarak arastirma ilerledik¢e netlesir. Arastirmada arastirmaci tarafindan tanimlanan

temel arastirma sorular1 asagida siralanmistir.
o Miisteri deneyiminin boyutlar1 nelerdir?
o Miisteri deneyiminin pozitif olmasini hangi faktorler etkilemektedir?

o Miisteri deneyimi marka sadakatine katki yapmakta midir?



Bu caligmanin yiiriitiiliis siralamasinda arastirma sorular1 takip etmesi
planlanmistir. Analiz sathasinda ilkin miisteri deneyiminin boyutlar1 tespit edilmis
olacak boylece turistleri etkileyen unsurlar belli basli boyutlar altinda
kiimelenecektir. Bu boyutlar daha sonra derinlemesine incelenecektir. Takip eden
asamada miisteri deneyimini pozitif kilan etkenlerin neler oldugu arastirilacaktir. Bu
sayede elde edilecek bulgularin miisteri deneyiminin pozitif yonde gelistirmeye
yonelik fikir vermesi planlanmaktadir. Nihai asamada ise miisteri deneyiminin marka
deneyimiyle olan iliskisi gozden gegirilecektir. Turistin otelde konaklamasinda elde

ettigi tecriibenin paylastigi yorumlarina nasil bir etkisi oldugu arastirilacaktir.
1.5 Simirhliklar

Bu tezde nitel arastirma yontemi kullanilmustir. Nitel arastirma yontemi
dogas1 geregi genellenebilir ve tekrarlanabilir veri iiretmek yerine konuyu
derinlemesine anlamayi hedeflemektedir. Arastirma sonucunda genellenmis sayisal
veriler yerine daha spesifik ve sozel verilerle konu agiklanacaktir. Bu aragtirmanin

metodolojik siirliliklarindan biridir.

Aragtirma verisi www.tripadvisor.com internet sayfasindan ve Kapadokya

bolgesindeki 5 yildizli oteller igin toplanmustir. Diger yildiz kategorileri altindaki
oteller bu arastirmanin kapsami disinda birakilmistir. Bu da arastirmanin verisel

siirliligidir.

Analiz icin yorumlar secilirken sadece olumlu ve deneyim iceren yorumlar
dikkate alinmistir.  Olumsuz miisteri deneyimlerinin, miisteri  sadakati
olusturamayacagi varsayiminda bulunulmustur ve olumsuz yorumlar bu nedenle

elenmistir. Sadece olumlu deneyimlerin yer almasi bir diger sinirliliktir.

Verilerin internetten toplanmis olmasi bir diger smirhiliktir. Baska bir
ifadeyle, yorumlar1 analiz edilecek olan miisteriler internete erisimi olan ve
yorumlarmi internetten paylasmay1 tercih edenlerdir. Bu gruba dahil olmayan

miisterilerin deneyimi analizde yer alamamustir.

Analiz edilen miisteri yorumlari Tiirkge ya da Ingilizce dillerinde paylasilmis

yorumlardir. Tiirkce yorumlar oldugu gibi, Ingilizce yorumlar ise arastirmaci


http://www.tripadvisor.com/

tarafindan terciime edilerek analize dahil edilmistir. Diger dillerde paylasilan

yorumlar inceleme kapsami diginda birakilmstir.

1.6 Tez Plami

Giris boliimiinii takip eden literatiir taramasi bdliimiinde mevcut literatiirde
miisteri deneyimi konusunun nasil ele alindigi1 ve kronolojik gelisimi tartisilmistir.
Daha sonra, miisteri deneyiminin boyutlar1 hakkinda yazinda yapilan tartigmalara
deginilmistir. Turizm sektoriinde miisteri deneyiminin oynadigi roliin tartigilmasi ise
bir sonraki adim olmustur. En son olarak ise internetin miisteri deneyiminin

paylasilmasina katkis1 degerlendirilmistir.

Literatiir boliimiinii tezin yontemine dair tartismalar takip edilmistir. Ilkin
tezin felsefi yaklasimi ele alinmis ve hangi paradigmanin daha uygun oldugu
incelenmistir. Pesinden tez i¢in segilen yontem ve bu yontemin karakteristik
Ozellikleri ele alimmistir. Bu sirada netnografi ile yapilan g¢alismanin asamalari
aciklanmistir. Elde edilen veri hakkinda da bilgi verildikten sonra arastirma etigi,

giivenilirlik, gecerlilik konular tartisilmistir.

Dordiinct  bolimde netnografi  yontemiyle toplanan verinin analizi
yapilmistir. Bu béliimde toplanan yorumlardan elde edilen miisteri deneyiminin bes
boyutu incelenmistir. Her boyut kendi 06zelinde tartisilmistir. Turistlerin hangi
etkenler sebebiyle incelenen boyutu deneyimledikleri, bu deneyimlerini nasil ifade
ettikleri kendi yorumlarina dayanarak aktarilmistir. Bdylece incelenen boyutlarin

karakteristik yonlerinin daha belirgin ortaya ¢ikmasi amaglanmistir.

Tezin son boliimii ise sonu¢ ve Onerilerin tartisilacagi boliim olmustur.
Arastirmanin yiiriitiiliisii neticesinde elde edilen bulgular bu boliimde detayli bir
incelemeye tabi tutulmustur Inceleme sirasinda deginilen hususlarin ilgili sektor
temsilcilerine de faydali olmasi beklenmektedir. Hangi deneyim boyutunun daha 6n
planda oldugu, deneyimin pozitif yonde gelistirilmesi i¢in neler yapilabilecegi bu
boliimiin ana temasini olusturmaktadir. Boliimiin sonunda hem turizm sektorii igin

hem de akademik c¢aligsmalar i¢in bir takim Onerilerde bulunulmustur.



BOLUM II

LITERATUR TARAMASI

Deneyim kavraminin ne olduguna Tiirk Dil Kurumu sézliigiinden bakildig:
zaman tanim, “Bir kimsenin belli bir siirede veya hayat boyu edindigi bilgilerin
tamami, tecrilbbe, deneyim” olarak karsimiza c¢ikmaktadir. Bu tamim, Caru ve
Cova’nin (2003) tiim diller i¢in 6ngordigii sekilde giinlik yasamda elde edilen
tecriibeler ile ilgilidir. Bu tanima gore deneyim edinmek i¢in herhangi bir zaman
siir1 yoktur. Oysa pazarlama literatiirlinde deneyim konusu genellikle miisterilerin,
isletme tarafindan diizenlenmis belirli bir etkinlik sirasinda edindigi tecriibe olarak
yorumlanmaktadir. Bu noktadan hareketle pazarlama literatiiriindeki deneyim
kavramina daha detayli bakilacak olursa, deneyim konusunun pazarlama
literatliriinde olduk¢a uzun bir ge¢mise sahip oldugu goriilecektir. 1940’11 yillarda
baslayan deneyim tanimlamalarinin akademik arastirmalar kapsaminda ele alinist

1980’lerden sonra olmustur (Holbrook, 2000).

Literatiirde uzun bir ge¢mise sahip olmasina ragmen miisteri deneyimi ele
alinirken akademik camiada kabul edilmis net bir tanim bulunmamaktadir, ayrica
miisteri deneyiminin boyutlarinin neler oldugu da tizerinde uzlasiya varilmig bir konu
degildir. Cesitli calismalar miisteri deneyimi konusunu farkli boyutlar ile ele almis
ve bu boyutlardan hareketle miisteri deneyimi tanimi gelistirmislerdir. Oncelikle bu
tezin bu boliimiinde bu farkli tanimlar derlenmis, ardindan miisteri deneyiminin
boyutlar1 ile ilgili calismalar ele alinmis ve konu farkli boyutlar acgisindan
incelenmistir. Ardindan turizm baglaminda konu incelenmis ve turist deneyimi
konusu ele alimmistir. Ayrica turizm bir hizmet endiistrisi oldugu i¢in deneyim
konusu ile hizmet olduk¢a baglantilidir ve marka ismi, fiyat, reklam, agizdan agiza
pazarlama, hizmet alani, temel hizmet, hizmet 0ncesi mod gibi hizmet konusunu
etkileyen, miisteri deneyimi ile de baglantist olan konulara da kisaca deginilmis ve
son olarak da marka sadakati konusunun miisteri deneyimi ile iliskisini anlamak

adina marka sadakati konusu literatiirde incelenmistir.



2.1 Miisteri Deneyimi

Gunumuzde 6zellikle hizmet sektoriinde iyi bir miisteri deneyimi olusturmak
rekabet¢i avantaj saglamanin yollarindan biri olarak goriilmektedir (Ismail, 2011 ).
Ayrica miisteri deneyimi isletmeler tarafindan egitim, eglence, bilgi paylasimi gibi
cesitli degerlerin olusturulmas: ve miisterilere gorsel, estetik ya da kagis yollari

tanimasi agisindan oldukg¢a kiymetlidir (Holbrook 2000; Tynan ve McKechnie 2010).

Oldukca genis kullanim alanlar1 bulunan miisteri deneyimi konusu bu
baglamda literatiirde de uzun zamandir ilgi gormektedir. Oncelikle miisteri deneyimi
konusunun ilk ortaya ¢ikis noktasina bakilacak olursa, bunun temellerinin bilissel
bilgi Gretim surecinin limitli agiklama giiciine karsilik daha iyi bir cevap bulma
isteginden kaynaklandigi sOylenebilir. Giiniimiizde miisteriler kendi yasam tarzlar
ile uyumlu, bag kurabildikleri iiriinleri istemektedirler. Uriinlerde, pazarlama
faaliyetlerinde ya da iletisim kampanyalarinda deneyimle edinme imkani bulmak
istemektedirler. Artik miisterilere tirtiniin teknik 6zellikleri, kalitesi ya da miisteriye

sagladig1 teknik faydalar yeterli gelmemektedir (Schmitt, 1999).

Konunun oOnemini anlayabilmek i¢in deneyimsel tiiketim kavramindan
bahsetmek gerekir. Tlketim daha 6nce fonksiyonel ya da fayda saglayan bir faaliyet
olarak tanimlanmakta idi. Oysa giliniimiiz tiikketim dongiisiiniin ciddi bir kism1 bu iki
nedenle degil, tiketicilerin tiiketme deneyimini elde etmek istemeleri ile
aciklanabilmektedir. Fonksiyonel ya da faydaci tiikketimin yaninda ve daha gugcli
etkileri oldugu diisliniilen tiiketim bi¢cimi deneyimsel tiiketimdir. Deneyimsel
tikketim, fonksiyonel tiiketimde goz ard1 edilen, yok sayilan ya da unutulan duygulara
daha fazla Onem atfetmekte ve tuketimi sadece tiiketim &ncesi slreclerde

gérmemektedir.

Arnould ve digerlerine gore (2002) tiiketim deneyimi dort asamadan
olusmaktadir. Bunlar 6n tiketim deneyimi, satin alma deneyimi, temel tiiketim
deneyimi ve son olarak hatirlanan tiikketim deneyimidir. Bu basamaklar daha detayli

incelenecek olursa, 6n tiketim deneyimi asamasinda miisteri, deneyim igin arastirma,



10

plan ve hazirlik yapar. Satin alma strecinde Urtin ya da hizmeti segme, 6deme yapma
ve hizmet ile karsilasma yer alir. Ugiincii stire¢ olan temel tilketim deneyiminde ise
misteri Uriin ya da hizmeti satin almis ve artik fiilen deneyimlemektedir. Fiilen
deneyim agsamasinda miisteri tatmin ya da tatminsizlik duygularin1 yasamakta ve
buna gore de deneyim akisa ya da iritasyona doniisecektir. Dordiincii agamada fiilen
deneyimleme bitmistir. Miisteri hatirladig: tiikketim deneyimini hikayelestirerek baska
miisterilerin tiikketim deneyimlerine etki edecektir (Arnould vd., 2002). Tim bu

stireclerin toplami miisteri deneyimini olusturacaktir.

Schmitt (2003) ise deneyim, dort ayri1 kademeden olustugunu ifade etmistir,
bu asamalar en genisten en dara dogru su sekildedir: Miisterinin kendi sosyo-kiltiirel
gecmisinin etkisi ile yasadigi deneyim, iriin ya da hizmeti kullanirken edindigi
deneyim, Urlnln kategorisi ile ilgili deneyimler ve Grin ya da marka 6zelinde

gerceklesen deneyimdir (Schmitt, 2003).

Literatiirdeki ¢alismalar kronolojik olarak incelenecek olursa, oncelikle
tilketim deneyimi ve hazci tiiketim konusuna odaklanildigi (Hirschman ve Holbrook,
1982) goriilecektir. Alanin ilk ¢aligmas1 Hirschman ve Holbrook (1982) tarafindan
yazilmistir, bu calismada deneyimin pazarlamada kullanimi “deneysel” bir durum
olarak ele alinmaktadir. Bu c¢alismaya gore aktif ve keyif diiskiinii tiiketiciler
fantastik, eglenceli ve duygularina hitap eden etkinlikler aramaktadir. Bu ¢alismaya
gore tiiketim deneyimi, Uirlin satin alma Oncesi suregten baglayip {riiniin elden
cikarildigr noktaya kadar devam etmektedir. Ayrica duygularin tiiketim ile oldukga
giclii bir baginin olduguna da vurgu yapilmistir. Aym1 calismada tiiketicilerin
verileni alan konumunda degil, deneyimin i¢inde etkilesim halinde olan, karsilik
veren durumunda oldugu vurgulanmigtir. Miisterilerin yalnizca yasadiklar1 anda
degil, ayn1 zamanda ge¢miste yasadiklar: deneyimler ve hayal ettikleri deneyimler ile

de baglant1 kurarak tepki verdikleri ifade edilmistir (Holbrook ve Hirschman, 1982).

Bu c¢alismalar1 takiben duygular ve tiiketim deneyimi arasindaki iliskiye
vurgu yapan ¢aligmalar deneyim literatiiriinde kendilerine yer bulmaya baglamistir
(Westbrook ve Oliver, 1991; Richins 1997). Richins (1997) duygularin her tema
ozelinde degerlendirilmesi gerektigini, zira ayn1 deneyimin farkli temalarda farkli

duygularla iligkili oldugu sonucuna varmistir. Daha sonra ise Pine ve Gilmore
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(1999), yeni deneyim ekonomisi adini verdikleri teorilerini ortaya koymustur. Bu
caligmaya gore hizmet ekonomisi artik yerini deneyim ekonomisine birakmaktadir,
uriin ve hizmet tizerine yogunlasmis ekonomik yorumlamalar yetersiz kalmaktadir.
Pine ve Gilmore (1999), miisteri deneyimini, bir sirketin hizmeti ana ve trunleri de
destekleyici rollerde kullanmak sureti ile miisterilerin ilgisini ¢ekmek i¢in hatirda
kalacak bir etkinlik olusturmasi olarak tanimlamaktadir. Pine ve Gilmore (1999) bu
calismada daha cok fiziksel olarak deneyimin olusturulmasina vurgu yapmislardir ve

deneyimin bireyler ile kisisel baglar kuran etkinlikler oldugunu sdylemistir.

Schmitt’e (1999) gore ise deneyim direk gozlem ya da aktif katilim yolu ile
gercek, hayal ya da sanal diizeyde gergeklesebilir. Robinette ve digerlerine (2002)
gore, deneyim sirketler ve miisteriler atasinda bilgi, duygu ve duyularin bulustugu

birlesme noktasidir.

Miisteriler nazarinda deger olusturulmasi kavrami isletmeler i¢in oldukca
onemlidir. Schmitt (2003), deger konusunu miisteri agisindan ele almis ve miisteri
deneyiminin sosyal ve bilgi odakli deger olusturulmasindaki roliine vurgu yapmustir.
Bu calismaya gore miisteri acisindan deger duyussal, duygusal, biligsel, davranigsal
ve iligkisel olmak iizere bes farkli sekilde olabilir. Prahalad ve Ramaswamy (2004)’e
gore, miisteriler i¢in deger kavraminin ortaya ¢ikmasi ne lriine eklenebilir ne de
hizmetler ile {iretilebilir, deger ancak gergek Kkisisellestirilmis deneyimlere aktif
katilim ile olusur. Ayrica bu kisisellestirilmis deneyimlerin orijinal ve ilgi cekici
olmasi, miisterileri sasirtmas1 da deneyimin basarisinda onemli bir etkiye sahiptir
(Poulsson ve Kale, 2004). Kisisellestirilmis deneyimler 6nemli olmakla beraber, bu
deneyimin tek basina yasanmasinin en iyi deneyim sekli olmasi demek degildir,
miisteri deneyimi paylasim arttikca daha giiclii hale gelmektedir. Aile, arkadas grubu
gibi ¢esitli sosyal gruplar ile paylasimli sekilde dizayn edilmis deneyimlerde ortaya
cikan deger, bireysel deneyimler sonucu ortaya c¢ikan degere gore daha fazladir

(Tynan ve McKechnie, 2010).

Gentile, Spiller ve Noci (2007) ise miisteri deneyiminin tiiketici ve iirlin
arasindaki etkilesim ile ortaya c¢ikan fakat isletmenin miidahalesine de ag¢ik bir konu
oldugunu ifade etmistir. Bu ¢alismaya gore miisteri deneyimi oldukga bireysel ve her

miisteri i¢in farkli seviyelerde dahil olmay1 gerektiren bir suregtir.
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Ote yandan konuya daha uygulama ve yonetimsel diizlemde ele alan
Smilansky (2009), internet ortaminda yani sanal diinyada interaktif medya kullanimi

ile olusturulan deneyimleri konuya dahil etmistir.

Tynan ve McKechnie (2010) ise miisteri deneyimi konusunu derinlemesine
ele alan ¢alismalarinda konuya yeni bir bakis agis1 kazandirmistir. Miisteri deneyimi
konusunda akademik ve pratik bilgi {ireticileri arasindaki iletisim boslugunu
doldurmay1 hedefleyen bu ¢alismada Vargo ve Lusch (2004) tarafindan gelistirilmis
ve pazarlama alaninin en ¢ok atif alan ¢alismasi olan Hizmet Baskin Mantik (Service
Dominant Logic) konusu ile miisteri deneyimi konusunu agiklamislardir. Vargo ve
Lusch (2004) akademik bilgi fireticilerinin miisteri deneyimini anlamak adina
yalnizca teorik caligmalara odaklanmak yerine uygulamaya yonelik ampirik

calismalara odaklanmalarinin yerinde olacagini ifade etmislerdir.

Miisteri deneyiminin farkli yazarlarca nasil anlasildigina dair yapilan 6zet
sonrasi farkli ¢aligmalarda gecen deneyim tanimlarinin aktarilmasi uygun olacaktir.
Gentile ve digerleri (2007) ge¢mis caligmalar1 da kapsayan genis bir tanim
yapmiglardir. Bu tanima gore miisteri deneyimi miisteri ve iriin, sirket ya da
organizasyonun bir parcasinin arasindaki etkilesimlerden olusur. Bu deneyim kati
sekilde bireyseldir ve miisterinin farkli seviyelerde (rasyonel, duygusal, duyusal,
fiziksel ya da ruhsal) d&hil olmasin1 gerektirir. Miisteri deneyiminin
degerlendirilmesi ise miisterinin beklentileri ve sirketin etkilesim sonucu uyaricilar

ile yolladig: teklif ve onerilerin karsilastirilmasina baghidir.

Miisteri deneyimini agiklayan bir diger tanim ise Meyer ve Schwager (2007)
tarafindan yapilmistir. Bu ¢alismaya gore “miisteri deneyimi miisterilerin isletme ile
kurduklar1 dogrudan ve/veya dolayh iliskiye verdikleri i¢sel ve 6znel cevabidir.
Dogrudan temas genellikle satin alma, kullanma, hizmet an1 gibi durumlarda olusur
ve genellikle miisteri tarafindan baslatilir. Ote yandan dolayli temas c¢ogunlukla
sirketin Urtnleri, hizmeti ya da markasi ile ilgili temsiller ile ilgilidir ve agizdan
agiza pazarlama Onerileri ya da elestirileri, reklamlar, gazete haber ve
degerlendirmeleri gibi planlanmamis karsilagmalart igerir.” (Meyer ve Schwager,
2007: 2).
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Miisteri deneyiminin nasil yorumlanmasi gerektigi noktast da oldukca farkli
acilardan ele alinmis bir konudur. Prahalad ve Ramaswamy (2004) miisterilerin
kendi deneyimlerinin yeniden olusturani konumunda oldugunu iddia etmistir. Bu
calismaya gore miisteriler isletme tarafindan kendilerine sunulan deneyimi sadece
sunulan Onerinin fiziksel 6zellikleri ile degil ayn1 zamanda kendilerinin deneyimden
ne bekledigine gore de degerlendirdiklerini ifade etmislerdir. Bu yaklasima benzer
sekilde, Caru ve Cova (2007) sirketlerin deneyimi satmasinin ya da direk sunmasinin
miimkiin olmadigini ifade etmistir. Sirketlerin rolii ancak deneyimin gerceklesecegi
platformu saglamak olabilir. Bu platformda deneyimi insa edecek olan miisterilerin
kendisidir ve miisterilerce yeniden olusturulan bu deneyim miisteriye 6zel ve essiz

olacaktir (Caru ve Cova, 2007).

Bu noktada misteriler i¢in deneyim, iriin ve hizmetin yaninda sirket
tarafindan sunulan ek bir imkandir. Bu deneyimin hatirda kalacak sekilde olmasi
miisterinin yasadig1 essiz zamanlar ile mimkiindiir. Akilda kalan bir deneyimi
satmak degil, akilda kalan bir deneyimi yasama imkani sunmak mdiisteriler i¢in asil
degerli olandir. Bu deneyimin essiz ve olagan dis1 olmasi bir diger Ozelliktir. Son
olarak miisteri ile kisisel bag kurmasi, fiziksel ve sosyal etkilesimi miimkiin kilmasi

deneyimin bir diger kritik 6zelligidir.
2.2 Miisteri Deneyiminin Boyutlar:

Miisteri deneyiminin boyutlar1 ¢esitli ¢alismalarda farkli sekillerde ele
alinmistir. Deneyim alaninin temel eserleri olarak kabul edebilecegimiz calismalara
kronolojik olarak bakacak olursak karsimiza ilk olarak haz odakli deneyim
cikmaktadir. Bu calismada Holbrook ve Hirschman (1982) haz odakli deneyimin
boyutlarin1 duygular, fanteziler ve eglence olarak tanimlamistir.

Arnould ve Price (1993) ise deneyimi belirleyen faktorlerin diger bir deyisle
boyutlarin pozitif ve negatif ifadeler ile bu faktorlerin kisiler aras1 ve kisiler arasi
olmayan seklinde gruplanmasindan olusur. Bu ¢alismaya gore kisiler aras1 ¢aba ve
calisanlar ile kurulan baglant1 pozitif ve negatif duygular1 en biiylik oranda agiklayan
ve miisteri deneyimini etkileyen boyuttur. Bu ¢aligmaya gore miisteri deneyiminin

boyutlar1 doga ile uyum, toplu ve kisisel gelisim ve yenilenmedir.
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Pine ve Gilmore (1999) ise miisteri deneyiminin boyutlarini eglence, egitim,
estetik ve kacis olarak tanimlamistir. Poulson ve Kale (2004) ise miisteri
deneyiminin boyutlarina baktiklar1 zaman kisisel alaka, yenilik, siirpriz, 6grenme ve
katilim sonuglarmi bulmuslardir. Kisisel alaka miisterinin deneyime dahil olma
miktarin1  direk  etkilemektedir. Yenilik ise miisterinin Onceden gelen
deneyimlerinden kosullanmalarina yonelik bir ¢oziimdiir. Miisteri beklemedigi bir
durumla karsilasmas1 durumunda siirpriz boyutu kullanilmis olacaktir. Ogrenme
boyutunun gerceklesebilmesi icin katalizor gorevi géren motivasyona, giidiileri
ortaya ¢ikaracak bir isarete, bu isarete verilen bir cevaba ve bu cevabm ileride
yeniden olugmasii saglayacak bir pekistirene ihtiya¢ vardir. Tim bu sireclerin
olugmast i¢in miisterinin katilimi gereklidir (Poulson ve Kale, 2004).

Gentile ve digerleri (2007) ise miisteri deneyiminin boyutlarin1 tepkisel,
duygusal, bilissel, fayda, yasam tarzi ve baglanti olarak tanimlamistir. Bu modelde
¢ok boyutlu bir yap1 mevcuttur. Duyusal boyut deneyimin bes duyuyu nasil etkiledigi
ile ilgilidir. Burada deneyimin gérme, duyma, dokunma, tat ve koku almanin estetik
tatmin, heyecan gibi diirtiileri nasil harekete gecirdigi dikkate alinmistir. Duygusal
boyut miisterilerin modlari, duygular1 ve hissiyatlari ile ilgilidir. Biligsel boyut daha
cok zihin ve diistinme yapisi ile ilgilidir. Burada miisterilerin deneyim ile ilgili
biligsel kabiliyetlerini nasil kullandiklar1 dikkate alinmistir. Faydaci boyut eylemin
pratik boyutu ile ilgilidir. Deneyimin yalnizca satin alma sonrasi etkileri degil ayn
zamanda yasam dongiisii boyunca nasil etki ettigini anlamaya yoneliktir. Yasam tarzi
boyutu iirliniin kendisi ile {iriiniin tiketimi veya kullaniminin beraberce sirkete,
sirketin marka degerine ve miisteriye ne gibi katkilar1 oldugu ile ilgilidir. Baglanti
boyutu ise miisteri deneyiminin kisi ve {lirlin kullanim ya da tiiketimi ile diger kisiler
arasinda nasil bir iliski kurdugu ile ilgilidir (Gentile vd., 2007). Rageh ve digerleri
(2013) ise miisteri deneyimini sekiz ayri boyutta tanimlamistir. Bunlar; rahatlik, haz,
egitimsel, yenilik, farkinda olunma, iliskisel, glivenlik ve giizelliktir. Buna gore

miisteri deneyimi bu sekiz boyuttan biri iizerine insa edilebilmektedir.
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Tablo 1. Miisteri Deneyiminin Boyutlari

Yazarlar Miisteri Deneyiminin Boyutlari

Holbrook ve Hirschman (1982) || Fanteziler, duygular, eglence

Arnould ve Price (1993) Doga ile uyum, toplu ve kigisel gelisim,
yenilenme

| Pine ve Gilmore (1999) | Eglence, egitim, estetik, kag1s

Poulson ve Kale (2004) Kisisel alaka, yenilik, siirpriz, 6grenme, katilim

Gentile ve digerleri (2007) Duyusal, duygusal, bilissel, faydaci, yasam tarzi
ve baglanti

Rageh ve digerleri (2013) Rahatlik, haz, egitimsel, yenilik, farkinda olunma,

iligkisel, giivenlik ve glzellik

Yukarida da goriilecegi iizere miisteri deneyiminin boyutlarinin neler
oldugunu anlamaya yonelik literatiirde oldukca farkli yaklagimlar ve tanimlamalar
mevcuttur ve boyutlarin hangi yaklasima gore ele alinacagi ile ilgili uzlasiya varilmis
bir model yoktur. Deneyimin boyutlarini anlamak yerine deneyim Sirecine
odaklanan ¢alismalar da mevcuttur.

Miisteri deneyiminin boyutlar1 yerine miisteri deneyimini adimlardan olusan
miisteriye ulastirmak tizere planlanmis tek bir sure¢ olarak goren Schmitt (2003) bu
adimlart su sekilde tanimlamistir. Bu adimlar, miisterinin analiz edilmesi, dinamik,
cok boyutlu, birden fazla duyuya hitap eden deneyimsel alanin hazirlanmasi, marka
deneyiminin dizayn edilmesi, miisteri ara yliziiniin olusturulmasi ve bunun miisteriye
sunulduktan sonra miisteri ve isletme arasinda yenilik¢i sekilde siirdiiriilmesidir. Bu
model miisteriyi i¢ine dahil etmekle beraber 6te yandan hala miisteri ile asimetrik bir
iliski kuran ve onu degerlendiren, onun ihtiyacglarini, onunla nasil iletisim kurmasi
gerektigini tanimlayan tek yonlii ve gii¢ iliskisinin isletme yoniinde agir bastig1 bir
modeldir. Ote yandan giiniimiiz miisterisi artik yeniden insa eden, kendi istek ve
ihtiyaclarina gore yeniden triinleri, hizmetleri, deneyimleri tanimlayan bir sirecte
ilerlemektedir.

Pine ve Gilmore (1999) ise adim adim miisterilerin surece nasil dahil
edilecegine odaklanilmasi gerektigini belirtmistir. Calismada miisterilerin surece
nasil dahil edilecegine dair boyutlar belirlenirken iki ©6nemli konu oldugu

vurgulanmistir. Bunlardan ilki miisterinin aktif ya da pasif nasil dahil edileceginin
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belirlenmesi, digeri ise ¢evre ile nasil iliski kurulacagidir. Cevre ile kurulan iliskide
miisteri ya fiziksel olarak tamamen olaya dahildir ya da zihnen olaya dahil olmasi
saglanabilir. Ornegin futbol oynamak aktif ve fiziksel katilmi gerektiren bir

deneyimdir.
2.3 Turist Deneyimi

“Turistik aktiviteler yasanmis deneyimin i¢ine entegre olmus durumdadir”
(McCabe ve Foster, 2006: 194) ve bu aktivitelerin katilimcist durumundaki turist bir
yerin, kdlturun ya da turistik bir Grlnin tuketicisi konumunda olup turistlerin
deneyimi birgok farkli boyutu barindirmaktadir (Page ve Connell, 2006). Otto ve
Ritchie (1996) calismalarinda hizmet deneyiminin turizm endiistrisinde nasil
kullanildigini anlamaya yonelik bir calisma yapmislar ve bu ¢alisma kapsaminda
hava yollar, oteller, tur sirketleri ve turistik yerleri turizm endiistrisinin alt alanlari
olarak kabul etmislerdir. Bu ¢aligmaya gore hizmet deneyiminin miisteri ve hizmeti
saglayan arasinda nasil gerceklestigine bakmislardir ve bu g¢alismanin sonunda
arastirmacilar hizmet deneyimini tanimlayan alti farkli boyut oldugunu ifade

etmislerdir. Bunlar haz, giivenlik, rahatlik, yenilik, uyarilma ve etkilesimdir.

Deneyime duyulan istek ve ihtiya¢ turistleri iten bir faktor iken turizm
endiistrisinin sunmus oldugu imkanlar turistlerin ilgisini ¢cekmektedir. Deneyimsel
etkinlikler ile ilgili turistlerin oldukga farkli motivasyon kaynaklar1 vardir. Bunlar
rahatlama, rutin hayatlarindan kagma, merak, egitim (Shoemaker, 1989), prestij ve
statii elde etme (Mclntosh ve Goeldner, 1990), heyecan verici deneyimler yasama
istegi, aile ve arkadas kaynakli sebepler (Loker ve Perdue, 1992) bunlardan

bazilaridir.

Bu calisma kapsaminda turistlerin neden seyahat ettiklerinden ¢ok gittikleri
yerlerdeki konakladiklar1 otellerde gecirdikleri deneyimi nasil yorumladiklarina
odaklanilacaktir. Elbette secilen destinasyonun konaklama deneyimine etkisi
yadsinamaz bir gercektir. Gittikleri destinasyon ile ilgili olumlu ya da olumsuz
goriisleri onlarin modlarin1 da etkileyecek ve sonug olarak kaldiklart otel ile ilgili
deneyimleri lizerinde de bir etkisi bulunacaktir. Potansiyel otel miisterileri olan

turistler gerek konaklama yeri gerekse destinasyon kalitesi ile ilgili bilgiye erisimleri
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siirl olacaktir. Bu konularda ilgili tirin ya da hizmeti satin almadan 6nceki bilgi
toplama surecinde en temel kaynak kendi i¢sel kaynaklari yani deneyimleri olacaktir
(Fodness ve Murray, 1997).

I¢ kaynaklardan toplanan bilgiler yeterli gelmedigi zaman dis kaynaklara
bagvurmak gerekecektir. Burada miisterilerin karsisina en temelde cevrimicgi ve
cevrimdist olmak iizere bir¢cok bilgi edinme yolu karsilarina ¢ikacaktir (Murphy ve
Olaru, 2009). Cevrimig¢i yani bir diger deyisle online kaynaklara bakacak olursak,
turistik yerler ve konaklamalar ile ilgili degerlendirmelerin bulundugu platformlar
oldukg¢a zengin bir bilgi kaynagidir. Bu internet sayfalari miisterilerin bilgi edinim
slirecini kolaylastirmakta ve daha kolay sekilde hizmet kalitesi ile ilgili fikir elde

etmelerini saglamaktadir (Lee vd., 2011).
2.4 Turist Deneyimini Etkileyen Konular

Miisteri deneyimi tek basina agiklanmasi yeterli olmayan, bir¢ok konu ile ilintili
karmagik bir suregtir. Bu karmagik slreci daha iyi anlayabilmek i¢in baglantili
konularin anlasilmasi gerekmektedir. Deneyim konusunun siklikla bir arada
degerlendirildigi yer hizmettir ve turizm bir hizmet endiistrisi oldugu igin deneyim ve
hizmet oldukga baglantilidir. Marka ismi, fiyat, reklam, agizdan agiza pazarlama,
hizmet alani, temel hizmet, hizmet 6ncesi mod konular1 hizmet konusunu etkileyen
ve miisteri deneyimi ile de baglantis1 olan konular oldugu icin kisaca bunlarin
miisteri deneyimi ile baglantili yonlerine deginilecektir.

Ismail (2011), miisteri deneyiminin algilanan hizmet kalitesi ile birlikte
miisteri sadakati olusturulmasinda direk baglantili oldugunu ifade etmektedir. Bu
calismaya gore misteri deneyimini reklam, fiyat, ¢alisanlar, hizmet alani, temel
hizmet, agizdan agiza pazarlama ve hizmet dncesi mod direk etkilemektedir. Ayrica
bu bahsi gecen konulardan calisanlar, miisteri deneyimi ve miisteri sadakati ile

baglantil1 bir konudur.
2.4.1 Hizmet Alam

Hizmet alani, hizmet yapilan yerdeki cesitli cevresel degisikliklerin

tiiketicilerin duygusal ve davranigsal tepkilerini nasil etkileyecegi ile ilgilidir. Bu
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konu gerek pratik gerekse akademik ¢alismalarda kendine genis bir uygulama alani
bulmustur (Ismail, 2011). Hizmet alan1 ve onunla baglantili fiziksel faktorler miisteri
deneyimini hem olumlu hem de olumsuz etkileyebilir. Hizmet alan1i konusu
literatiirde atmosfer olarak da gecmektedir, magaza atmosferini etkileyen faktorler
oldukea cesitlidir.

Atmosfer soyut ve somut elementlerin birlesiminden olugmaktadir. Soyut
kisim bina, i¢ doseme, satin alma noktasi dekorasyonlar1 gibi alt elementleri
kapsarken, soyut kisimda renk, koku, miizik, ortam sicakligi gibi alt faktorleri
kapsamaktadir (Hoffman ve Turley, 2002). Pozitif bir atmosferin oldukga farkli
faydalarinin oldugu goézlemlenmistir, pozitif atmosfer tiiketicilerin magazada daha
uzun vakit gegirmesini, daha fazla para harcamasimi (Foxall ve Greenley, 2000) ve
isletme ile miisteri arasinda daha uzun vadeli bir iligki gelistirilmesini etkilemektedir
(Babin ve Attaway, 2000; Ismail, 2011). Ote yandan atmosferin negatif olmasi
tiiketicilerin kaginma davranisi sergilemesine ya da memnuniyetsizlik hissetmesine

sebep olabilmektedir (Turley ve Milliman, 2000).
2.4.2 Calhsanlar

Calisanlarin miisteriler ile olan iliskileri miisterilerin firma ve hizmet kalitesi
ile 1lgili algilarm etkileyen bir faktordiir (Ismail, 2011). Bu alanda yapilmis bir¢ok
calisma bulunmaktadir, genel olarak miisteri ve sirket ¢alisan1 arasindaki etkilesimin
miisteri memnuniyeti ve hizmet kalitesi i¢in gerekli oldugu ortaya konmustur
(Gronroos, 2000). Ayrica c¢alisanlarin olagan dis1 bir deneyim i¢in olduk¢a dnemli
oldugu (Jones, 1999), miisterilerin yasadiklar1 deneyimi aktarirken siklikla ¢alisanlar
ile etkilesimlerinden de bahsettigi ve calisanlar ile miisteriler arasindaki iliskilerin
hizmet kalitesi seviyesi ile paralellik gosterdigi ortaya konmustur (De Chernatony ve
McDonald, 2003).

2.4.3 Temel Hizmet

Temel hizmet, hizmet endiistrisindeki bir firmanin en temel faaliyetidir ve
miisteri memnuniyeti lizerinde direk etkisi bulunmaktadir. Bu tezde ele alinacak olan
sektor en temel anlamda turizm ve bir alt 6zelinde ise otelcilik sektorii oldugu icin bu

sektdr uUzerinden temel hizmeti ele almak yerinde olacaktir. Temel hizmet somut ve
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soyut elementleri igerebilir. Otelcilik sektoriinde en somut gdze carpan element
fiziksel alan olarak konaklamadir. Konaklama bu noktada miisteri deneyimini ya da
bir diger deyisle turist deneyimini direk etkileyen bir faktordiir. Otellerin konuklarina
daha 1iyi bir konaklama imkani sunmasi ile turistlerin deneyiminin pozitif olmasi
baglantidir ve otellerin miisterilerini hos karsilanmis rahat hissettirmesi
gerekmektedir (Page ve Connell, 2006).

Oteller i¢in konaklama en temel faktor olmakla beraber tek basina temel
hizmet olarak tanimlanmaya yeterli degildir. Otelin diger sundugu hizmetler ve bu
hizmetlerin kalitesi ve fiyati da temel hizmeti etkilemektedir. Miisterinin algiladigt
hizmet kalitesi burada en 6nemli dikkat edilmesi gereken husustur ¢iinkii miisterinin
deneyimini nasil degerlendigi ve tanimladigi algiladigi hizmet kalitesi ile ilgilidir
(Ismail, 2011).

2.4.4 Hizmet Oncesi Mod

Mod miisterinin ruh halini yansitan bir durumdur, yogun ve derinlemesine
duygulardan ¢ok daha degisken ve yiizeysel bir durumdur. Pozitif mod, miisterilerin
daha olumlu degerlendirmeler yapmasina olanak saglar. Ote yandan modu negatif
olan bir miisteri kendisine sunulan hizmet deneyimini daha negatif algilama y6niinde

bir egilime sahiptir (Mattila ve Wirtz, 2000).
2.45 Marka Ismi

Markalar glinimuzde artik sadece Uruin, hizmet ya da sirketi temsil eden birer
sembolden c¢ok daha Otesini temsil etmektedir. Markalar sirketlere ait birer deger
olmanin ¢ok Gtesinde miisterinin kendi deneyimini yeniden tanimlamasina olanak
saglayan ve her miisterinin kendi algis1 dahilinde yeniden olusturdugu sembollerdir
(Hatch ve Schultz, 2010). Marka ismi miisteriler tarafindan kendi deneyimlerini
degerlendirmede bir ipucu, bir araci rolii gormektedirler. Bu nedenle marka isminin
secimi kritik bir oneme sahiptir. Marka ismi algilanan hizmet kalitesini ve marka ile
ilgili hizmet kalitesi ile ilgili bilgi arastirmasini etkiler. Ayn1 zamanda misterilerin
karar verme sureclerinde de 6nemli bir role sahiptir (Rosenbaum-Elliot vd., 2012).

Miisteri deneyimi iizerinde marka isminin gerek marka ile ilgili 6nceden getirilen
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bilgiler, gerekse bu marka ismi ile miisterinin 6zdeslestirdigi nitelikler arasindaki

baglant1 oldukca 6nemli bir etkiye sahiptir.

2.4.6 Fiyat

Fiyat pazarlama karmasinda en soyut olan elementtir. Miisterinin fiyat ile
ilgili algis1 gercek fiyattan daha onemlidir. Miisteriler 6dedikleri para miktar ile
ilintili olarak hizmet kalitesi ile ilgili beklentilerini de sekillendirmektedirler.
Ozellikle hizmet kalitesi ile ilgili yeterli bilgiye sahip olunmadig1 zaman fiyat hizmet
kalitesinin gostergesi durumuna gelmektedir (Evans vd., 1996). Ayni zamanda
deneyimlerini degerlendirirken de Odedikleri ya da Odeyecekleri fiyat onlarin
beklentilerini ve deneyim sonundaki degerlendirmeleri sirasinda memnuniyet

duzeylerini etkilemektedir.
2.4.7 Reklam

Reklamlar genellikle miisterilerin beklentilerini yikselten bir faktérdir. Vaad
edilmis olan sozleri elde edemeyen miisteriler i¢in yasadiklar1 deneyim
degerlendirmesinin sonuglari da daha basarisiz olmaktadir. Bu da uzun vadede

basarili reklamlarin isletme i¢in basarisiz performans gostermesine sebep olabilir.
2.4.8 Agizdan Agiza Pazarlama

Agizdan agiza pazarlama miisteriler arasinda firmanin etkisi olmadan
gerceklesen bilgi aligverisidir ve sirket etkisinin bulundugu iletisim yontemlerine
gore daha guvenilir kabul edilmektedir. Agizdan agiza pazarlama olumlu ya da
olumsuz olabilen bir sozlii iletisim seklidir (Ennew vd., 2000). Feick ve Price (1987)
yapmis olduklar1 calismalarinda agizdan agiza pazarlamanin miisteri karar verme
strecinde bir girdi oldugunu ifade etmistir, Richins (1983) ise agizdan agiza
iletisimin satin alma slrecinin bir ¢iktist oldugunu belirtmistir. Yani miisteri
deneyiminin tahmin edilebilmesi ve iyi yoOnetilebilmesi icin agizdan agiza iletisim
oldukg¢a o6nemli bir role sahiptir. Algilanan hizmet Kalitesi Gzerinde direk etkisi

bulunmaktadir.
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2.5 Miisteri Deneyimi, Sosyal Medya ve Online Degerlendirmeler

Sosyal aglar ortak ilgi alanlar1 bulunan insanlar1 bir araya getiren sanal
yerlerdir. Sosyal aglar sadece sohbet etmekten, video konferans diizenlemeye, oradan
blog ya da forumlarda tartigmalara katilmaya, resim, animasyon ya da video
paylasmaya varan olduk¢a genis cesitlilikte etkilesime acik alanlardir. insanlarin
sosyal aglarda sadece yaptiklar1 eylemler degil ayn1 zamanda iletisim kurduklar
kisiler de oldukga ¢esitlidir. Bu aglarda, benzer ilgi alanlarina sahip yeni arkadaslar

edinilebildigi gibi eski arkadaglar ile de bir bulusulabilmektedir (Miguéns vd., 2008).

Bu calisma kapsaminda ele alinacak olan sosyal aglar, miisterilerin kendi
deneyimlerini paylastiklar1 ve degerlendirmelerde bulunduklar1 internet tabanli goriis
paylagma platformlaridir. Bu platformlarda amag insanlarin yeni arkadaslar edinmesi
ya da ortak hobilere sahip arkadaslar bulmaktan ¢ok kendisinden once ilgili deneyimi
yasamis, yani ilgili otelde konaklamig kisilerin degerlendirme ve yorumlarindan

hareketle kendisi i¢in bilgi toplamasina imkani bulmaktir.

Elektronik agizdan agiza pazarlama online ortamda olduk¢a farkli medya
araclar1 ile olusturulmaktadir. Miisterilerin agizdan agiza pazarlamayr nasil
kullandigin1 anlamak i¢in en erisilebilir yol online miisteri yorum ve puanlamalaridir.
Bu yorum ve puanlamalar yeni potansiyel miisteriler i¢in bir bilgi kaynagi olmasinin
yaninda ayni1 zamanda kisiler i¢in tavsiye niteligi de tasimaktadir (Park vd., 2007).
Bu yorum ve puanlamalar kullanici kaynakli bilgi sunmalar1 nedeni ile bireylerce
daha giivenilir birer bilgi kaynagi olarak goriilmektedir. Klein (1998), agizdan agiza
pazarlamanin soyut {irtinler ile ilgili bilgi edinme sorununa 6zel bir ¢6ziim buldugunu
ifade etmistir. Miisteriler i¢in hizmet alaninda faaliyet gdsteren bir igletmeyi ya da
hizmeti deneyimlemeden tam olarak anlamak miimkiin olmayabilir, oysa agizdan
agiza pazarlama sayesinde deneyimli birinin deneyiminden faydalanmak mumkin

olmaktadir.

Ozellikle turizm alaninda elektronik agizdan agiza pazarlamanin bir araci

olarak miisteri yorumlar1 giderek artan bir dneme sahiptir. Ayni1 turistik destinasyona
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gidip ayn1 oteli segen bir tanidik bulmaya gore bir iriinii kullanmig fikirlerine
bagvurulacak bir tanidik bulmak daha kolaydir. Bu nedenle turizm alanindaki her
isletme icin internet temelli yorumlar giderek daha da Onemli hale gelmektedir
(Zhang vd., 2010). Ye ve digerleri (2011) yapmis olduklar1 ¢alismadan daha pozitif
yorumlara sahip otellere yapilan rezervasyon sayisinin daha yiiksek oldugunu
analizleri sonucunda bulmustur. Yani daha pozitif miisteri deneyimi sunan oteller
daha sonra da yeni miisteriler ¢ekmek konusunda da daha basarili olmaktadirlar.
Benzer sekilde Vermeulen ve Seegers (2009) de online yorumlarin potansiyel
miisterilerin bilgi seviyelerini ve farkindaliklarii yiikselttigini bu durumunda

otellere kars1 tutumlarini gelistirdigini ortaya koymustur.

Sanal ortamdaki degerlendirmeler en temelde iki gesittir. Bunlar miisterilerce
gelistirilmis icerikler ve profesyonel editorlerce yazilmis igeriklerdir. Literatiirde
bunlarin etkisinin birbirinden farkli olup olmadigina dair calisma bulunmamakla
beraber degerlendirmeler biiyiik olglide misterilerce gelistirilmektedir (Zhang vd.,
2010). Miisterilerce gelistirilmis bu icerikler, baska miisterilerin 6zellikle deneyim
yogun {irlin veya hizmetlerin satin alinmasindaki karar verme slreclerinde oldukca
etkilidir. Geleneksel agizdan agiza pazarlamanin giicii yadsinamaz iken internet
Uzerinden yazilmis olan yorumlar araciligi ile kullanilan elektronik agizdan agiza
iletisim de giderek artan bir 6neme sahiptir (Zhang vd., 2010). Internet tabanh
kanallarda paylasilan miisteri yorumlari, yalnizca deneyimlerin aktarilmasini
saglamaktan ote, kimi zaman yeni iiriin gelistirme surecine bizzat kullanicinin dahil
edilebilmesinin yolu olabilmektedir. Fiiller ve Matzler (2007) miisterilerin sanal
ortamda firmalarin inovasyon surecine katilabileceklerini savunmusturlar. Bununla
birlikte misterilere gereginden fazla kulak vermenin iriin tasarimi siirecini soruna
cevirebilecegi uyarisinda bulunmuslardir. Analize gore firma tarafindan internet
tabanindan secilecek dogru miisterilerin iiriin gelistirme surecine olumlu katkilar

oldugunu gostermistir.

Ozetle, dzellikle son yillarda diinya genelinde web kullanimindaki iligkinin
yonii isletmeler ve miisteriler arasindaki pazarlamadan, miisteriler arasinda bilgi
paylasimi esasli bir modele dogru kaymaktadir (Kozinets, 1999). Bu degisimin

sonucu olarak kullanicilarca icerik gelistirilen internet sayfalarindaki degerlendirme
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sayis1 giderek artmaktadir. Bu internet sayfalar1 kullanicilara sundugu yorum yapma
ve yorumlara erisme imkani ile elektronik agizdan agiza iletisimin direk kaynagi

haline gelmektedirler.
2.6 Marka Sadakati

Sadik miisteriler isletmeler i¢in yeni miisteri elde etmeye gore daha karlidir.
Sadik miisteriler daha fazla para harcamaya egilimli, fiyat hassasiyeti daha diisiik ve
isletme i¢in hizmet maliyeti daha diisiik bir gruptur (Berry ve Parasuraman, 1991).
Marka sadakati miisterilerin ayni markayr yeniden tercih etmeye yonelik
gosterdikleri bagliliktir. Marka sadakati miisterilerin tekrarli aligkanlik sebepli satin
almalarindan ¢ok daha &tesidir. Marka ile kurulan duygusal baglanim burada temel

noktadir (Rosenbaum-Elliot, 2012).

Marka sadakatinin davranigsal ve tutumsal olarak iki boyutu vardir (Oliver,
1999). Davranigsal marka sadakati daha ¢ok tekrar eden satin almalar ile ilgili iken,
tutumsal marka sadakati daha uzun vadeli ve karli bir iligki saglamakta ve sadik
misteriler elde etmeye yardim etmektedir. Olumlu bir miisteri deneyimi marka
sadakati saglama noktasinda oldukga etkili bir aractir. Marka sadakati sadece
miisterinin tekrarl sekilde iirlin ya da hizmet satin almasi ile degil, miisterilerin ilgili
markay1 baskalarina tavsiye etmesini de kapsamaktadir ve sadik miisteriler yalnizca
kendileri markaya sadik olmakla yetinmemekte, markanin goniillii tanitim elgilerine
doniismektedirler. Bu ¢aligma kapsaminda internette kendi deneyimlerini paylagsmak
tizere ilgili internet sayfasina yorum yazan ve yorumlarinda baskalarina kaldiklar
oteli bagkalarina tavsiye eden miisteriler marka sadakati olan miisteriler olarak kabul

edilmistir.

Marka sadakati ve miisteri deneyimi oldukg¢a siki iliski icerisinde olup
birbirini etkileyen iki konudur. Ismail (2011), yapmis oldugu calismada turist
deneyimi ile marka sadakati arasinda olumlu bir iligki bulmus ve olumlu miisteri
deneyimi yasayan turistlerin marka sadakatlerinin de olumlu etkilendigini ortaya

koymustur.
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2.7 Turizmde Miisteri Deneyiminin Netnografik Olarak Analiz Edildigi

Cahismalar

Gelisen teknoloji ve iletisim kanallarindaki g¢esitlenme hem bilgiye erisim
yollarinin degismesine hem de ¢esitlenmesine sebep olmustur. Turistlerin seyahat
Oncesi planlar1 ve gezi sonrasi paylasimlari da bu degisimden etkilenmistir. Nitekim
Tussyadiah ve Fesenmaier (2009) Youtube.com internet sitesinde paylasilan turistik
videolarin rolii lizerine bir inceleme yapmislardir. Calisma New York sehrini konu
alan ve bireysel kullanilicilar tarafindan yiiklenen ¢esitli uzunluktaki videolara
yapilan yorumlar1 incelemistir. Calismada hem yiikleyenlerin tanimlamalarinda hem
de izleyici yorumlarinda yer alan kelime sikliklarint yedi grup altinda kategorize
edilmistir. Bu simiflamaya ilaveten, ¢alismada izleyici yorumlarini nitelik olarak da
incelenmistir. Analizin nitel kismindan videolarin iki ayri rol istlendigi sonucuna
varilmigtir. Videolar izleyenlerin ya gee¢mis kendi tecriibelerini hatirlamalarini
saglamaktadir (hatirlatma rolii) ya da izleyenlerin New York’ta bulunma hayallerini
bir nebze tatmin etmektedir (tatmin roll). Bu baglamda online video paylagimlarinin

turistlerin hedonik beklentilerini kismen cevap verdigi savunulmustur.

Turizm sektoriinde miisteri deneyimiyle ilgili bir diger netnografik calisma
Mkono (2012) tarafindan yapilmistir. Bu calismada Victoria Falls, Zimbabve’de
bulunan iki turistik restoranda hizmet alan miisterilerin deneyimleri incelenmistir.
Calisma miisterilerin ‘otantik Afrika’ ya da ‘otantik Zimbabve’yi nasil tanimladiklar
tizerinde yogunlagmistir. Victoria Falls bolgesinde trend olarak yemek sunumu
geleneksel kiiltlir gosterileri (dans, miizik, el sanatlar1 gibi) esliginde yapilmakta bu
turistlerde bir otantiklik algisi olusturmaktadir. Ancak Mkono’ya (2012) gére turistin
yore kiiltiirliyle ilk temast ¢ogunlukla internette yapilan arastirmalarla
saglanmaktadir. Birgok turist miisteri yorumlarin1 okuyarak ziyaretlerini
gerceklestirmekte ve boylece okuduklari yorumlari yeniden insa (re-construct)
etmektedir. Internetten toplanan verinin analizi de bu gériisii desteklemistir. Baska
bir ifadeyle, miisterilerin ¢ogu fikri altyapiya sahip olmadiklar1 ‘otantik Zimbabve’yi

yorumlarinda degerlendirmektedir.

Miisterilerin deneyim arayislar1 ve edindikleri deneyimleri internet ortaminda

paylagmalar1 gidilen restoranlar ya da gezilen sehirlerle siirli degildir. Morgan
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(2006) Slinci Sidmouth Folk Festival’in (2005) katilimci yorumlarini netnografi
yontemini kullanarak analiz etmistir. Calisma 2005 yilinda festivalin yeni bir
organizator tarafindan dilizenlenmesine ve birtakim degisikliklere gidilmesine
katilimcilarin nasil tepki verdiklerini analiz etmistir. Verilerin analizine gore
katilmcilarin ~ sikayetleri fiziksel mekandaki eksiklikten ziyade zamani iyi
degerlendirememekten yakinma olarak ifade edilmistir. Deneyimin merkezinde ise
onlarca farkli faaliyet segeneginin arasindan birini sec¢ip tadmi ¢ikarmak
bulunmustur. Asil faaliyet ise farkli deneyimler Oncesinde ya da sonrasinda
arkadaglarla zaman gegirmek olarak tespit edilmistir. Bu baglamda festivalin
diizenlendigi ortam, sunulan yiyecek ve iceceklerin se¢iminde organizatorlerin daha

hassas davranmasi gerektigi savunulmustur.

Internetin giinliik yasantimiza bircok ydnden etkisi oldugu muhakkak,
bununla birlikte internetten elde edilen bilgilerin okuyucular tarafinda ne kadar
giivenilir bulunulup bulunulmadiginin incelenmesi gerekmektedir. Jeacle ve Carter
(2011) calismalarinda bu konuyu aragtirmisglardir. Calismada otel ve turistik aktivite
degerlendirme sitesi olan tripadvisor.com internet sitesinin kullanicilar nazarindaki
imajin1 incelemigtir. Arastirma netnografi yontemiyle adi gecen siteden toplanan
miisteri yorumlarina dayanmaktadir. Bulgulara gore, ozellikle ‘bagimsiz gezgin’
olarak tanmimlanan kendi seyahat planin1 kendi yapan turistler arasinda
tripadvisor.com giivenilen bir bilgi kaynagi olarak ortaya ¢ikmaktadir. Bu durum
oziinde ilgili internet sayfasinin, seyahat acenteleri tarafindan verilen seyahat
planlamasi hizmetinin turistlerin kendileri tarafindan ayarlanmasia imkan vermis
olmasi vardir. Caligmada tripadvisor.com sitesine duyulan giivenin hem yorumlarin
gercek kisilerin deneyimlerine dayanmasina hem de site tarafindan olusturulan

birtakim sayisal siralamalardan kaynaklandigini savunulmustur.

Miisteri deneyiminin marka sadakatinin temini iizerindeki rolii literatiirde
tartisilmakta olan bir konudur. Bununla birlikte miisteri deneyiminin derinlemesine
analizini yapan calismalar gorece sinirhidir. Turizm sektoriinde miisteri deneyimini
inceleyen Rageh ve digerleri (2013) c¢alismalarinda literatiirdeki bu bosluga katki
yapmayl amacglamislardir. Calisma miisteri deneyiminin ne oldugunu ve hangi

etkenlerin miisteri deneyimini sekillendirdigini bulmayr hedeflemistir. Calisma
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Misir’t  ziyaret eden turistlerin internette paylastiklari yorumlarin analizine
dayanmaktadir. Analiz sonuglart miisteri deneyimin sekiz ayr1 boyutu oldugunu
ortaya koymustur: rahatlik, haz, egitimsel, yenilik, farkinda olunma, iliskisel,
giivenlik ve giizellik. Buna gore miisteri deneyimi bu sekiz boyuttan biri Gizerine bina
edilebilmektedir.

2.8 Tiirkee Literatiirde Konu ile Tlgili Calismalar

Tirk¢e yazinda miisteri deneyiminin netnografik analiz yontemi ile nitel
olarak incelendigi bir ¢calisma heniiz yoktur, fakat miisteri deneyimi konusunu farkli
yontemler ile inceleyen ya da olumlu miisteri deneyiminin bir sonucu olarak
goriilebilecek olan miisteri memnuniyeti, miisteri sadakati gibi konulara turizm

alaninda odaklanan ¢alismalar mevcuttur.

Giizel (2014) miisteri deneyimlerini online paylasilan yorumlar Uzerinden
incelemistir. Bu ¢alismada Giizel (2014) tripadvisor.com sitesinden Antalya ilinde
yer alan bir turistik tesisi incelemistir. Internetten toplanan veri icerik analizi ile
incelenmistir. Calismanin bulgularma gore dort ayri ana tema etrafinda miisteri
deneyimi gruplanmistir. Bahsi gecen temalar sunlardir: fiziksel kanit (otelin fiziksel
Ozellikleri), yeme-igme kalitesi, bos zaman etkinlikleri ve hizmet kalitesi. Her ana
tema analiz sirasinda alt bagliklara ayrilmis ve bu sekilde unsurlarin siklik
yiizdelikleri bulunmustur. Bu c¢alismada niteliksel verinin derinlemesine analizinden
cok sayisallastirilmasi on plana ¢ikmistir. Analizin bu sekilde yapilmasi neticesinde
incelenen otelde kalan turistlerin otelin hangi imkanlar1 hakkinda daha ¢ok yorum

yazdiklari tespit edilmistir.

Papatya ve digerleri (2013) tarafindan yapilan c¢alismada isletmelerin
rekabetci ortamda = siirdiiriilebilir olmalar1 i¢in faaliyetlerinin  kalitesinin
gelistirilmesine ilaveten deneyimsel deger olusturulmasinin Onemine igaret
edilmistir. Bu ¢alismada Mugla yoresinde bulunan dort ve bes yildizli otellerde
konaklayan turistler ic¢in hangi deneyimsel degerlerin 6n planda oldugu
aragtirilmistir. ki asamada dizayn edilen calismanm ilk ayaginda literatiire
dayandirilarak hipotezler olusturulmus ve uzman goriislerine danigilarak hipotezler

gelistirilmistir. Ikinci asamada anket dizaymi, evren ve Orneklemin tespiti ve
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hazirlanan anketin secilen tesislere dagitilmasi yapilmistir. Elde edilen veri, daha
sonra analiz edilerek yedi faktorun deneyimsel degere etki yaptigi tespit edilmistir.
Bu yedi faktore arasindan ise ‘eglence ve kagis’ faktorlerinin turistlerin isletmeye
olan bagliligin1 etkileyecek unsur oldugu savunulmustur. Elde edilen veriye gore
miisterilerin memnuniyetine en ¢ok katki yapan boyut ‘kacis’ boyutu olmaktadir ve
kokeninde turistlerin giinliik hayatlarinin stresinden uzaklasmak, calisma ortamindan
uzaklagmak, mutlu olmak gibi gerekceler bulunmaktadir. Bu sebepten, Papatya ve
digerleri (2013) otellerin siirdiiriilebilir isletmeler olmalar1 i¢in miisterilerin hislerine
dokunan, kritik deneyimsel faktOrlere cevap veren duzenlemelere dnem vermeleri

gerektigine isaret etmistir.

Bulgan ve Soybali (2011) turizm sektorli analizlerinde gorece daha az
yogunlagilan bir dénem olan ‘diisilk sezon’ konaklamasinda miisteri beklenti ve
memnuniyetlerini incelemiglerdir. Konaklama hizmeti veren tesislerin hizmetlerini
depolayip daha sonra ihtiya¢ halinde satisa sunamayacaklari goriisiinden hareket
eden ¢alisma, ancak miisteri beklentilerine uygun hizmet verilmesi halinde
memnuniyetin saglanabilecegini savunmaktadir. Bu goriisiin gecerliligi ise Antalya
Belek’te bulunan bes yildizli otellerde ‘diisiik sezon’ kabul edilen Ocak (2007)
ayinda konaklayan Alman turistlerle yapilan anketlerden elde edilen veri ile
desteklenmistir. Arastirma sonuglart farkli demografik (cinsiyet, medeni hal, yas,
egitim, gelir ve meslek) gecmise sahip miisterilerin otelin cesitli hizmetlerinden (6n
biro, kat hizmetleri, yiyecek-icecek ve is goren) beklentilerinin de farkli oldugunu
gostermistir. Ancak verilerden elde edilen genel kani miisterilerin beklentilerinin
yiiksek olmasina karsin memnuniyetlerinin diisiik oldugudur. Bu durumun sebebi
olarak ise otellerin arz-talep dengesindeki degisime ayak uyduramamasi olarak ifade
edilmistir. Bagka bir deyisle, miisteri memnuniyetinin azami seviyede tutulmasi igin
miisteri sayisindaki yil igindeki dalgalanmalara uygun bir strateji gelistirilmesi

gerekmektedir.

Turistlerin otelden beklentileri yalnizca sunulan hizmetten ibaret degildir.
Nitekim Erdem (2010) giiniimiizde miisterileri beklentilerinin ne yonde degistigini ve
turizm sektoriin bu degisime nasil adapte olabilecegini tartismistir. Erdem’e (2010)

gore turizm alaninda kiiresel ve yerel bazda bir rekabet ortami olusmustur. Bu durum
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standart olarak sunulmasi beklenen temiz oda, lezzetli yemek gibi imkanlari sunan
bir otelin ‘farkll’ kabul edilmemesine sebep olmustur. Miisterilerin her otelde
bulabildikleri ya da bulmayr umduklar1 bu hizmetler miisterileri yeterince tatmin
etmemektedir. Aldig1 hizmetten az hosnut ayrilan turistin ayni tesiste konaklama
istegi ise azalmaktadir. Bu baglamda, miisterinin farklilik arayan ydniine hitap
edilebilmesi 6nem arz etmektedir. Bu noktada ‘dizayn oteller’ bu rekabetgi piyasada
miisterileri cezp edebilecek otel konsepti olarak sunulmaktadir. Dizayn otelden kast
edilen ise ozellikle otelin fiziki Ozelliklerinde farklilagsmaktir. Bagka bir ifadeyle
otellerin mimari olarak digerlerinden ayrilmasi, miisterilerin hayal giiciine de hitap
edebilmesi faydali olmaktadir. Ayni sekilde ‘standart oda’ sunulmasindan ziyade
yoresel/ ulusal kiiltiirel Ogelerin oda dokusuna katilmasit bir ayirict etken

olabilmektedir.

Tayfun ve Yayla (2014) turistlerin marka sadakatini etkileyen unsurlar
sadakat yoniine etkisini incelemistir. Calisma marka sadakatinin davranigsal ve
tutumsal boyutunu incelemistir ve Ankara’daki bes yildizli otel miisterilerine
uygulanan anket verisine dayandirilmistir. Analizler neticesinde turistlerin marka
sadakatine etki eden dort faktor (fiziki yeterlilik/glven, hizmet kalitesi, marka imaj1
ve fiyat) tespit edilmistir. Bulgulara gére hem davranissal sadakati hem de tutumsal
sadakati en c¢ok ‘marka imaji’nin etkiledigi tespit edilmistir. Bagka bir ifadeyle,
markanin imaj1 her iki sadakat boyutunda da birincil 6neme sahiptir. Bu agidan
bakildiginda miisterilerin markaya olan sadakatinin siirdiiriilebilmesiyle markanin
mevcut imajin1 korumasi arasinda bir iligki oldugu sdylenebilir. Bununla birlikte,
fiyatta olusacak yukari yonlii degisimlerin marka sadakatini negatif etkiledigi de

tespit edilmistir.

Onaran, Bulut ve Ozmen (2013) yaptiklar1 galismada miisteri degerinin
miisteri tatmini, marka sadakati ve misteri iligkileri yOnetimine etkisine
bakmiglardir. Calismada miisteri degerinin dort boyutu (fonksiyonel, duygusal,
sosyal ve algilanan fedakarlik) oldugu var sayilmistir. Arastirma Afyon’da bulunan
ic termal tesisin miisterilerine uygulanan anket verilerine dayanmaktadir. Analiz
sonucunda elde edilen bulgular duygusal deger, sosyal deger ve algilanan

fedakarliklarin miisteri tatmini lizerinde etkisi oldugunu, fonksiyonel degerin ise
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anlamli bir iligki ortaya koymadigini gostermistir. Miisteri tatminin bu denklemdeki
Onemi ise, misteri tatminin gerek marka sadakatini gerekse misteri iligkileri
yonetimi performansii olumlu yonde etkilemesidir. Baska bir ifadeyle, miisteri
degeri boyutlariin  miisteri tatmini Uzerindeki etkisi marka sadakatini
yonlendirmektedir. Miisteri degerleri arasinda da en 6n plana ¢ikan deger ‘duygusal
deger’ olarak bulunmustur. Duygusal degerin hizmetten alinan zevkle ve miisterinin
kendini iyi hissetmesi ile ortaya ¢iktigi ve hedonik bir nitelik tasidigi goriisiine
dayanilarak miisterilerin hazza yonelik beklentilerinin karsilanmasi tavsiye
edilmistir. Sosyal deger ise en az etkiye sahip miisteri degeri olarak bulunmustur.
Buna gOre miisteriler termal tesiste konaklamay1 zayifca imaj, statii kaynagi olarak

nitelendirmislerdir.

Marka sadakati ile miisteri tatmini arasindaki iliskiyi inceleyen bir diger
calisma Cat1 ve Kogoglu (2008) tarafindan yapilmistir. Calismanin verisi Bati
Karadeniz’de bulunan ii¢ ayr1 otel miisterilerine uygulanan anketten elde edilmistir.
Miisteri memnuniyetini etkileyen yedi ayr1 faktor (sunulan 6zel hizmetler, personel
hizmetleri, hizmetin sunulma hizi, fiziki unsurlar, promosyonlar ve kolayliklar,
miisteri iliskileri, ulasim ve gilivenlik) oldugu belirtilmistir. Calisma kurdugu yedi
hipotezin tamami analiz sonuclar1 tarafindan kabul edilmistir. Buna gore miisteri
tatminini etkileyen faktorlerin miisteri sadakati iizerinde etkisi oldugu sonucuna
varilmigtir. Aym sekilde davranigsal sadakat ile tutumsal sadakat arasinda da pozitif

ve gliclii iliskinin oldugu bulunmustur.
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BOLUM III

YONTEM

3.1 Paradigma Segimi

Aragtirmacilarin  arastirmalarinin - metodunu  belirlerken, arastirma igin
sectikleri konunun dogasina uygun olan metodu se¢cme noktasinda oldukga hassas
davranmalar1 gerekmektedir (Neuman, 2003). Metot se¢iminin dogru yapilmasi ise
oncelikle dogru arastirma paradigmasinda ¢alisilmasina baghidir. Paradigma se¢imi
aragtirmanin kalitesi i¢in kritik bir 6neme sahiptir ve sosyal bilimlerde bir olguyu
anlamak adma yapilan arastirmalar temelde iki ana akima gore sekillenmektedir.

Bunlar pozitivizm ve yorumsamaciliktir (Malhotra ve Birks, 2006).

Her iki paradigmanin da kendi avantaj ve dezavantajlari, farkli yaklagimlara
uygun uygulamalar1 vardir. En temel anlamda pozitivizme gore yalnizca tek bir
dogru vardir ve arastirmacinin amaci, deger yargilarindan arindirilmis objektif
bilgiye ulasmaktir. Pozitivist yaklagimda bilgi iiretim slirecinde arastirmaci ve olgu
birbirinden bagimsizdir (Hudson ve Ozanne, 1988; Hirschman, 1986). Pozitivist
paradigmada arastirmaci sahaya veri toplamak {izere iner ve kendisi ile veri topladigi
konu, yer ve kisiler arasinda bir mesafe oldugunu kabul eder. Pozitivist arastirmaci
tipki doga bilimlerinde oldugu gibi tek oldugunu kabul ettigi gercegi ¢ogunlukla

deney, anket, modelleme gibi nicel arastirma yontemleri ile arar.

Ote yandan yorumsamaci yaklasima gore, gercek toplumsal olarak insa
edilmistir, coguldur ve baglama gore degisir (Tadajewski, 2006). Arastirmaci bu
gerceklikleri zaman siniri olan ve kosullara bagli ¢er¢eve i¢inde anlamaya calisir.
Bunu yaparken daha ¢ok derinlemesine miilakat, odak grup calismasi, gorsel
teknikler, etnografi, netnografi gibi nitel arastirma yontemlerini kullanir.
Gummesson (2003), arastirmacinin, arastirma ile etkilesiminin olmadig1 objektif bir
aragtirma yapmanin mimkiin olmadigin1 ifade etmis ve her iki yaklasimda da

kullanilan metotlarda arastirmacinin arastirma ile etkilesim halinde oldugunu, bunun
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da arastirmayi etkileyecegini One siirmiis ve her arastirmanin yorumsamaci bir

yaninin oldugunu ifade etmistir.

Bu arastirmada arastirmaci tek bir gercekligi degil, miisterilerin birbirlerinden
farkli, bireysel sekilde edindikleri deneyimleri anlamay1 ve bunlar1 boyutlarina gore
yorumsamaci bir yaklagim benimsemistir fakat Gte yandan arastirmaci arastirdig
ortamin bir parcast olmadigi, inceledigi konuya belli bir mesafeden baktigi igin

arastirmanin pozitivist bir yani da bulunmaktadir.
3.2 Arastirma Modeli

Bu arastirmada metodolojik olarak nitel arastirma yontemleri kullanilmistir.
Nitel aragtirma yontemleri ile arastirmacilar genellikle beseri pratikler, anlamlar ve
surecler gibi hayatin gergeklerini kesfetmeyi hedeflerler (Mason, 2002). Miisteri
deneyimi de kisilerin tatil pratiginde edindikleri kisisel tecriibeleri ile ilgili olup
coklu anlama sahip bir konudur. Ayrica “nitel aragtirma yontemleri insanlarin
davraniglarinin altinda yatan anlam ve motivasyonlar kisilerin kendi deneyim, s6z ve
fikirlerinden yola cikarak anlamaya ¢alismaktadir” (Mariampolski, 2001: 8). Ozetle,
nitel aragtirma yontemleri miisteri deneyiminin boyutlarinin anlasilmasina uygun
metot olacaktir. Nitel arastirma yontemlerinden olan Netnografi ise bu arastirmanin

temel modelidir.

Nitel aragtirma yontemlerinden olan netnografi nitel arastirmalarin dogasina

uygun olarak kesfedici bir yaklagimla aragtirmanin yapilmasi tizerine kuruludur.

Internetin  hizla gelisimi ve tiiketicilerin hayatlarmdaki &nemli rolii
yadsimnamaz bir gercgekliktir. Bunu goren pazarlama alanindaki arastirmacilar
etnografik metotlarin sanal ortamda kullanilabilir versiyonlar: ile ilgili bir arayisa
girmistir. Bu arayisin sonucunda internet tabanli yapilan bu ¢aligmalara genel bir ad
olarak ‘Netnografi’ kavramini gelistirilmistir ve bu kavram tiiketicilerin sanal
ortamda yayinladiklar diislinlimsel hikayelerin kullanilmasi iizerine kuruludur, yani
netnografi, antropolojik bir arastirma yontemi olan ve daha sonra diger arastirma
alanlarinca benimsenen etnografik ¢alisma yonteminin sanal, internet tabanli olarak

gelistirilmis versiyonudur (Kozinets, 1998, 2002).
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Netnografi, tiiketicilerin diinyasin1 anlamak adma yapilan etnografik
caligmalarin temel kriterlerinden olan ‘yogun betimleme’ (Geertz, 1973) imkanim
sunmasinin yaninda geleneksel yontemler ile erisimin ve analizin zor ve kapali

oldugu tiiketici gruplarinin anlasilmasini da saglar (Langer ve Beckman, 2005)

Netnografi sanal ortamdaki tiiketici gruplarmin ihtiya¢ ve karar alma
streclerini etkileyen faktorlerin anlasilmasinda kullanilabilecek olan, geleneksel
etnografik yontemlerle kiyaslaninca zaman kazandiran ve detayli veri sunan bir
pazarlama arastirmasi teknigidir (Kozinets, 2002). Etnografik yontemlerdeki
arastirmaci etkisini azaltmak ve arastirmacinin yerli haline gelmesi igin gereken uzun
zaman ihtiyaci netnografide oldukga kisadir. Sanal bir gruba dahil olmak fiziki bir
gruba dahil olmaktan ¢ok daha kolay ve kisadir. Ayrica netnografide isterse
arastirmaci sanal ortamdaki kisilerin bilmesine gerek olmadan herkese agik bilgilerin
bulundugu sanal ortamdaki topluluklardan ‘ortiilii’ sekilde veri toplayabilir (Medberg
ve Heinonen, 2014), sanal ortamlarda ‘gizli arastirma’ seklinde arastirmasini

yapabilir (Langer ve Beckman, 2005).

Daha 6nce de ifade edildigi lizere miisteri deneyimi ile ilgili yazinda iizerinde
konsensiise varilmamis bir konudur. Miisteri deneyiminin derinlemesine anlagilmasi
icin nitel bir arastirma yontemleri daha uygun goziikkmektedir. Ciinkii disaridan
gbzlem yapan ya da soru soran bir arastirmaci yerine miisterilerin kendi yazdiklari
yorumlardan hareketle anlagilmasi daha dogal ve gergege yakin sonuglar verecektir.
Ayrica miisteri deneyimi bireysel bir stre¢ olup tiiketicinin anlasilmasi i¢in onlari
kendi yorumlarindan analiz etmeyi miimkiin kilan netnografi, bu arastirma i¢in

uygun bir yontemdir.

Deneyim tekil, bireylerin kendilerine 06zel ve arastirmacilarin direk
ulasamayacagi bir konudur (Caru ve Cova, 2008). Arastirmacilar yalnizca kigilerin
edindikleri deneyimi sozel olarak ettikleri ifadelerden yola ¢ikarak konuyu
anlayabilirler. Kisilerin ifadeleri nitel ya da nicel arastirma yoOntemleri ile
toplanabilir. Kigilere direk gidilip deneyimlerinin sorulmasi onlarin gergek
diisiincelerinin anlagilmasinin 6niinde bir bariyer olabilir. O nedenle miisterilerin

kendilerinin kullandig1 ifadeler ile deneyimi daha iyi anlamak miimkiin olabilir
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(Ismail, 2011). Bunun icin etnografik yontemler, tiketicilerin derin duygu ve

hislerini anlamak icin daha fazla yarar saglayabilir.

Son zamanlarda tlketicilerin kendi deneyimlerinin aktif Greticisi konumunda
oldugu bu nedenle tiiketicilerin kendi disiiniimsel (self-reflexsive) sureclerinin
sonucu olan ifadelerden deneyimlerinin anlagilmasi iizerine yapilan g¢alismalar
artmaktadir. Tiiketicileri kendi yazdiklari ifadeler iizerinden anlamak onlarin iiriin ya
da hizmetin kapasitesi ile ilgili fonksiyonel yorumlarindan ¢ok daha 6znel, bireysel

ve hazla ilgili deneyimlerini anlamay1 imkanli kilmaktadir (Caru ve Cova, 2008).

3.3 Evren ve Orneklem

Bu c¢alismanin evreni Kapadokya bdlgesindeki 5 yildizli otellere

www.tripadvisor.com internet sayfasi iizerinden yapilmis olan yorumlardir. Evrenin

biiyiikligii 2094 yorumdur. Bu yorumlardan 2013 ve 2014 yillar1 arasinda yazilmis
olan yorumlar, bu calismanin Orneklemi olarak se¢ilmistir. Ardindan 2013-2014
yillar1 arasinda secilmis olan 939 yorum deneyim icerip igermeyislerine gore

elemeden gecirilmis ve nihai durumda 180 yorum detayli analize tabi tutulmustur.
3.4 Netnografik Arastirmanin Basamaklari

Netnografik arastirmalarin  kokenlerini  aldigr  geleneksel etnografik
yontemleri genellikle 5 basamaktan olugsmaktadir. Bunlar, arastirilmak istenen gruba
giris yapmak, veriyi toplamak ve analiz etmek, verinin yorumlanmas: sirasinda
inandiriciligin  giivenceye alinmasi, etik kurallarin kontrolii ve son olarak iiye
kontrolii yapilmasi ya da katilimcilardan geri bildirim alinmasidir (Lincoln ve Guba,
1985; Kozinets, 2002). Kozinets (2002) geleneksel etnografik ydntem
basamaklarinin netnografide ayni sekilde yer aldigmi fakat bazi uygulama

farkliliklar1 bulundugunu agiklamistir.
3.4.1 Giris Asamasi

Giris asamas1 hangi sanal gruplarin arasgtirma ile daha ilgili oldugunun,
aragtirmacinin ilgili arastirma ile ilgili ihtiyaglarim1 karsilamaya daha uygun

oldugunun arastirilmasi ile ilgilidir. Bu adamada kullanilacak olan sanal kanalin


http://www.tripadvisor.com/
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tanimlanmasi1 gerekmektedir. Bunun i¢in elektronik ilan sayfalari, bagimsiz internet
sayfalari, sosyal medya kanallari, sanal sohbet odalar1 gibi farkli kanallardan bilgi
toplanabilir. Bu secim yapilirken arastirma sorusuna en uygun grubun seg¢ilmesi,
ilgili kanalda ytliksek diizeyde gonderi trafiginin bulunmasi, ¢ok sayida kullanicinin
olmasi, detayli ve derin bir veri havuzunun bulunmasi 6nem arz etmektedir. Ayrica
aragtirma sorusu lyeler arasinda etkilesimi gerektiriyorsa etkilesimin yogunluguna

da bakilmasi gerekir (Kozinets, 2002).

Arastirma kapsaminda arastirmaci katilimci olmayan gézlem yolu ile miisteri
deneyimlerini derinlemesine anlamak adina sanal ortamda yayinlanmis olan miisteri
yorumlarmi toplama yolunu se¢mistir. Boylelikle detayli ve derinligi olan bir veri

toplamay1 hedeflemistir.

Arastirma 6zeline inilecek olunursa, bu arastirmada Kapadokya bdlgesindeki
5 wyidizli otel kategorisindeki tesislerde konaklayip miisteri yorumu yazmig
misterilerin yorumlarinin netnografi yontemine gore analizinin yapilmasi ile miisteri
deneyiminin anlasilmasi temel metot olarak belirlenmistir. Hedefe ulagsmak i¢in veri
toplama alaninin belirlenmesi ilk adim olmustur. Miisteri deneyimlerinin elde

edildigi miisteri yorumlar1 www.tripadvisor.com sitesinden toplanmustir. ilgili internet

sayfast secilmeden Once arastirmaci turist yorumlarinin toplandigi Tiirkce ve

b 1Y

Ingilizce énde gelen internet sayfalarimi incelemistir. “Kapadokya”, “otel”, “miisteri

deneyimi”, “misteri yorumu” gibi aramalar yapilmistir. Sonug olarak gelen internet

sayfalar1 daha detayli incelenmistir.

Ilgili internet sayfasmin secilmesinin belli basli sebepleri sunlardir; bu
internet sayfasinin igletmeler ile direk bir baglantis1 bulunmamaktadir, tiiketicilerin
bu internet sayfasi lizerinden rezervasyon yapmasi miimkiin degildir, yalnizca ilgili
otellerin ve onlara rezervasyon yapilabilecek ilgili internet sayfalarinin linkleri
bulunmaktadir. Ayrica ilgili otellerde kalan kisiler bagimsiz olarak yorum
yazmaktadirlar. Bu sebeplerden kullanici tarafindan derlenmis igerikler konusunda

ad1 gegen internet sayfasi isletmelerle dogrudan baglantisi olan alternatiflerine gore

(www.hotels.com, www.booking.com, www.agoda.com gibi) daha givenilir kabul

edilmektedir.


http://www.tripadvisor.com/
http://www.hotels.com/
http://www.booking.com/
http://www.agoda.com/
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3.4.2 Veri Toplama

Kozinets (2002) ikinci basamagi veri toplama olarak tanimlamistir. Veri
toplamanin netnografik arastirmalarda iki yolu vardir. Ilki katilimcilarca sanal
ortamda yazilmis olan yorumlarin analiz yapmak adina aragtirmacinin bilgisayaria
kopyalanmasi ya da internetten indirilmesi yontemi ile olur. Ikincisi ise
arastirmacinin sanal ortamda arastirma yaparken kendi gozlemlerini, yansimalarini
saha notlar1 olarak yazmasi ile yapilir. Bu arastirmada sanal grup iiyelerinin sanal
ortamda yazmis oldugu yorumlarin arastirmacinin bilgisayarina toplanmasi ile veri
seti hazirlanmasi yolu tercih edilmistir. Veriler en basta siire ve otel yildiz

kategorisine uygun olmasi kriterleri disinda bir kriter gézetilmeksizin toplanmistir.

Veriler toplanirken ilgili internet sayfasinin arama motoru kullanilmigtir.
Analiz kapsaminda c¢aligmanin giincel olmasi adina 2013 ve 2014 yillar1 dikkate
alimmistir. Y1l se¢imi yapilirken bolgedeki 5 yildizli ilgili otellerden birisinin 2013
yilinda agilmis olmasi ve ilk yorumlarin bu yilda gelmis olmasi sebebi ile baslangic
yilt 2013 olarak belirlenmistir. Bitis tarihi dikkate alinirken ise ilgili internet
sayfasina siirekli yorum gelmesi nedeni ile tezin veri toplama asamasinda stirekli
degisiklik olmamas1 adina veri toplama sureci baslamadan 6nceki son tarih olarak
2014 yil1 sonu kabul edilmis ve 1 Ocak 2015 tarihine kadar Kapadokya bdlgesinde
bulunan 5 yildiz kategorisindeki otellere yapilmis yorumlar ilk analiz kapsaminda ele

alinmustir.

Oncelikle ilgili internet sayfasinin arama motorunda “Cappadocia” ve
“Kapadokya” aramalar1 yapilmis. Ardindan gelen oteller yildizlarina gore siiziilmiis
ve 5 yildizli olarak ¢ikan 6 otel arastirma kapsaminda ele alinmistir. Bu otellerin
isimleri su sekildedir: Cappadocia Cave Resort ve Spa, Dinler Hotels- Urgup,
Doubletree by Hilton Avanos Cappadocia, Museum Hotel, Perissa Hotel ve
Convention Center. Ardindan bu otellerin ilgili internet sayfasindaki boliimlerine
girilmistir. Yorumlardan dili Ingilizce ve Tiirkge olanlar dikkate alinmig, diger
dillerde yapilmis olan yorumlar arastirmact bu dilleri bilmedigi ve otomatik ¢eviri

kullanilmast halinde yorumlardaki miisteri deneyiminin tam olarak anlasilamamasi
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ve bu durumun arastirmanin giivenirligini zayiflatabilecegi i¢in dikkate alinmamustir.

Her otel igin ilgili tiim yorumlar analiz i¢in Nvivo programinda toplanmustir. lgili 6

otel i¢in 2 yillik stire zarfinda toplam 939 adet yorum yapilmistir.

Tablo 2. Yorumlarin Gruplanmasi

Otel Ad1/ Deneyim Kisa Deneyim
Yorum Turu Olumsuz | Igermeyen Teknik | Iceren Toplam
Cappadocia Cave

Resort veSpa 12 23 61 18 114
Dinler Hotels —

Urgup 28 19 23 4 74
Doubletree by Hilton

Avanos Cappadocia | 24 19 74 9 126
Kayakapi  Premium

Caves — Cappadocia | 10 118 230 93 451
Museum Hotel 7 19 55 50 131
Perissia Hotel ve

Convention Center 16 3 18 6 43
Toplam 97 201 461 180 939

Ardindan ilgili 939 yorumdan, olumsuz, deneyim icermeyen, kisa teknik

olanlar ayiklanmistir. Ayiklama sonrasi 6 otel icin 180 yorum, analiz asamasina

transfer edilmistir.

3.4.3 Analiz ve Yorumlama

Ugiincii asamada toplanan verilerin analiz edilmesi ve yorumlanmasi

yapilmaktadir. Bu asamada ilgili mesajin arastirma sorusu ile ilgili oldugu tespit

edildikten sonra etnografik yontemlere benzer bir sabit kiyaslamali yontem

kullanilabilir (Straus ve Corbin, 1990). Kozinets (2002) netnografide farkli olarak

bilgisayar destekli veri analiz programlarinin kullanilmasini1 6nermistir. Bu asamada

da aragtirmaci nitel arastirma analiz ve yorumlama yontemlerini kullanmistir (Strauss
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ve Corbin, 1990; Arnould ve Wallendorf, 1994). Arastirma konu ve sorusuna uygun
ilgili temalarin kiyaslanmasi, literatiirden beslenerek yeniden sekillendirilmesi

hedeflenmistir.

Nitel arastirmalarin dogasi1 geregi veri toplanirken analiz edilmeye de baglanir
ve kuramsal bilgi ile veri siirekli bir iliski i¢indedir. Aragtirmact yorumlardan ilgili
olanlar1 belirlerken ilgili yorumdaki deneyimin c¢oklugu ve derinligine bakmuistir.
Aragtirmaci topladig1 tiim verileri diizenli bir sekilde Nvivo programi altinda
toplamis ve toplanan verileri 6ncelikle verinin hangi otele ait oldugu, zamani ve

ardindan hangi boyuta uygun diistiigiine gore diizenli sekilde kategorize etmistir.

Toplanan yorumlar ilk asamada analiz edilirken Oncelikle yorumun
fonksiyonuna bakilmis, varsa promosyon amagh otellerin kendisi tarafindan birakilan
yorumlarin, reklam amagli yorumlarin silinmesi amacglanmis ve son olarak de
deneyim icermeyen otelin fonksiyonel 6zelliklerine vurgu yapan yorumlar elenmistir.
Bu elemeler yapilirken negatif ve deneyim icermeyen, ya da kisa yorumlar da
silinmistir. Olumsuz yorumlarin silinmesinin sebebi arastirma sorular1 belirlenirken
bu yorumlarin marka sadakati olusturmayacagi varsayimidir. Teknik olarak
tanimlanan yorumlar, iceriginde miisterinin konaklamasinda elde ettigi deneyim
yerine sadece kendilerine sunulan fiziksel imkanlarin yer almis olmasidir. Reklam ya
da promosyon amagli yorumlar ise miisteriler tarafindan yazilmamis olmalar1 ve
deneyim icermelerinin miimkiin olmamasi sebebi ile elenmistir. Kisa yorumlar ise
derin deneyim icermemeleri sebebi ile elenmistir. Geriye kalan yorumlar Nvivo
programi araciligi ile derlenmis ve detayli analiz i¢in bir sonraki adima aktarilmistir.
Nvivo gibi bilgisayar destekli bir program se¢menin nitel arastirmalar i¢in 6nemi
blyuktir. Gibbs ve digerleri (2002) nitel veri analiz yazilimlarinin veri analizini daha
kolay, daha giivenilir, daha tutarli ve daha seffaf hale getirdigini ifade etmistir. Bu
calismada da oldukc¢a yiiksek sayidaki yorumlarin analiz edilmesi slrecinde
bilgisayar destekli yazilim programi oldukca yararli olmustur. Verilerin
kaybolmasinin oniine ge¢mesinin yaninda arastirmacinin daha sistemli ¢alismasina

imkan saglamistir.

Deneyim iceren yorumlar deneyimin boyutlarina goére kodlanmistir. Kodlama

sonrast deneyim iceren ilgili 180 yorum 5 farkli deneyim boyutuna gore
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gruplanmistir. Deneyimin boyutlar1 haz, rahatlik, yenilik, farkinda olunma, giizel

bulma hissidir.

Netnografi ile toplanan veriler kodlama yontemi ile analiz edilmistir ve bu
analizler i¢in Nvivo programi kullanilmistir. Arastirmaci agik, eksensel ve secici
kodlama yontemlerini sirasi ile bir arada kullanmistir (Miles ve Huberman, 2002;
Spiggle, 1994; Strauss ve Corbin, 1990).  Arastirmaci Oncelikle kendini
sinirlamamak adina acik kodlama (open coding) kullanmis, benzerlik ve
farkliliklarina gore her yorum farkli kategoriler altina gonderilmistir, bu asamada
kriterlere uygun olan tim yorumlar ele alinmig hicbiri elenmemistir. Ardindan daha
net kategoriler olusturarak eksensel kodlama (axial coding) yapilmis ve gereksiz
goriilen yorumlar elenmistir. Bir sonraki adimda ise bu kategorileri ilgili literatiirle
birlestirerek se¢ici kodlama (selective coding) sonrast miisteri deneyiminin
boyutlarini tanimlamis ve bu boyutlara uygun olan ilgili yorumlari ilgili boyutlar ile
eslestirmis ve analizi tamamlamistir. Ardindan ise miisteri deneyimlerinde marka
sadakatine nasil destek verildigi incelenmistir. Ilgili internet sayfasinda yorum yazan
ve kaldiklar1 oteldeki deneyimlerini paylasmay1 tercih eden bu miisteriler arasindan
kaldiklar1 oteli baska potansiyel miisterilere tavsiye eden marka sadakati yiiksek

miisterilerin yorumlar: daha detayli olarak incelenmistir.

3.4.4 Arastirma Etigi

Netnografi ile ilgili iki temel etik konu vardir. Bunlar aragtirilanlarin onayinin
alinip alinmamasi ve sanal ortamda yayinlanan mesajlarin 6zel olup olmamasi ile
ilgilidir. Kozinets (2002) bu iki konu ile 1ilgili arastirmacilara su Onerilerde
bulunmustur. Oncelikle arastirmaci eger etkilesimde bulunacaksa arastirmaci
kimligini, niyetini agik sekilde ilgili sanal grup liyelerine bildirmelidir. Arastirmaci
kendisine arastirma kapsaminda bilgi veren kisilerin kisisel bilgilerini anonim
tutmalidir. Arastirma yaptig1 kisilerle is birligi yapmali, onlardan geri bildirim
almalidir. Aragtirmact 6zel ve umuma agik olma konusunda ihtiyathi davranmalidir.
Bu adimlan gerceklestirebilmek i¢in aragtirmacinin grup iiyeleri ile iletisim kurmasi

ve onlarm aragtirma icin izinlerini almas1 gerekmektedir (Kozinets, 2002). Ozellikle
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direkt yapilmis alintilamalarda grup tyelerinden “bilgilendirilmis riza” alinmasi

onem tasimaktadir (Kozinets ve Handelman, 1998)

Arastirmalarda genel olarak neyin herkese agik neyin kapali oldugu ile ilgili
bir konsensiis bulunmadigina vurgu yapilmaktadir (Kozinets, 2002; Langer ve
Beckman, 2005; Beaven ve Laws 2007). Bu noktada Kozinets (2002) herkese agik
yayinlanmig dahi olsa “bilgilendirilmis riza” gerekliligini goriirken, Langer ve
Beckman (2005) ile Beaven ve Laws (2007) herkese agik sekilde yayinlanmis olan
iletilerde arastirilan kisilerden onay almanin gerekli olmayabilecegini bildirmistir.
Ayrica ilgili sanal sohbet ortamlarinda kisiler gergek isimleri yerine sanal isimler
kullanmaktadir. Langer ve Beckman (2005) internet ortamindaki sanal isimlerin
gercek isim hiikmiinde oldugunu ve kisilerin sanal isimlerinin repiitasyonuna da
onem verdigini ifade etmistir, bu nedenle arastirmanin metninde kisilerin sanal
isimlerinin kullanilmayacaktir. Ayrica bazi sanal gruplarda tiye olunmasi durumunda
eger kisi onay verdi ise yas, cinsiyet, fiziksel konum, meslek gibi kisisel bilgilere
erisilebilmektedir ki bu bilgilerin dogrulugu da siiphelidir. Bu nedenlerle

arastirmacinin bunlar1 kullanmamasi daha yerinde bir tercih olacaktir.

3.4.5 Uye Kontroli

Kozinets (2002) veri toplama ve analiz asamalar1 bittikten sonra {iye kontrolii
yapmanin netnografik arastirmalarda oldukg¢a kullanish ve faydali oldugunu ifade
etmistir. Uye kontrolii yardimu ile arastirmaci yeni bilgi edinme imkan1 yakalayacak,
konu ile ilgili anlayisin1 derinlestirebilecektir. Langer ve Beckman (2005) ise iiye
kontrolii yapmanin her zaman gerekli goriilmesine karsi ¢ikmistir. Ozellikle de
hassas konularda yapilan ve arastirilanlarin arastirmadan habersiz oldugu durumlarda

tiye kontrolii yapmanin anlamsiz olacagini ifade etmislerdir.

Bu arastirma da arastirilanlardan habersiz yapilmaktadir ¢linkii arastirma
kapsaminda ele alinan yorumlarin sanal isim kullanan ve iletisim bilgileri ilgili
internet sayfasinda bulunmayan sahiplerine sanal ortamda ulagsmanin bir yolu yoktur.

Zira bu arastirmada veri, sanal birbirleri ile iliskisi olan insanlarin olusturdugu bir
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forumdan degil, herkese agik sekilde yorum yazilan bir internet sayfasindan
toplanmistir. Buna benzer kanallar iizerinden yapilan netnografik calismalarda,
katilime1 olmayan goézlem ile veri toplanmasi halinde iiye kontrolii miimkiin
olmamaktadir. Bu calismada da arastirmacinin miisteri deneyimini anlamak igin
kullandig1 yorumlarin yazarlari olan turistlere ulasmasi miimkiin olmadig: i¢in iiye

kontrolii (member check) yapilmamustir.

Arastirmaci emik-etik bakis agilarin1 ayn1 anda kullanabilmek ve ne verinin
ne de kendi bilgisinin esiri olmamak adina bolge ile ilgili kendi deneyimlerini i¢
gbzlem yaparak gdzden gecirmistir. Arastirmaci kendi Onyargi ve beklentilerini
anlayabilmek ve bunlarin ¢alismasini zayiflatmamasi adina i¢ gézlem (introspection)
yapacak ve ayrica diisiiniimselligi (reflexivity) arttirmak admna notlar tutacaktir. I¢
gbzlem arastirmaya baslarken kullanilmas1 faydali bulunan ve arastirmacinin
diisiiniimselligini (reflexivity) arttiran bir unsurdur. Onyargilarmin  konuyu
etkilememesi adina onlart kontrol etmeye calisir. Reflexivity, arastirmacinin kendi
onyargilarin1 ve beklentilerini, konu ile ilgili gecmisten getirdigi diisiincelerini
anlamak i¢in kullanilir. Arastirmaci kendisinin daha farkinda olur ve konu ile ilgili
daha etkin caligmaya baglar. Gould’a (2006) gore i¢ gozlem siure¢ hakkinda
arastirmacty1 daha giiglii kilar.

Ic gdzlem, tam olarak bir arastirma metodu olarak goriilmese de
aragtirmacinin arastirmasindan once tizerinden dikkatle gegmesi gereken bir siregtir
(Gould, 2006: 196). Bunu yapmanin ii¢ yolu vardir: iist biligsel, hikayeci ve 6znel
kisisel gézlem. Bu metotlardan iist bilissel olan daha mikro diizeydedir, hikayeci olan
ise daha makro diizeydedir. Oznel kisisel gozlem ise bu iki metodu birlestirir (Gould,
2006). Arastirmacinin Tiirk olmasi ve bdlgeyi daha dnce ziyaret etmis olmasi sebebi
ile kisisel deneyimleri de vardir. Fakat arastirma kapsaminda ele alinan otellerin
higbirisinde kalmamis olmasi onun miisterilerin deneyimleri ile kendi deneyimi
arasina mesafe koyabilmesini ve kisisel deneyimlerinin etkisini minimize etmesini

miimkiin kilmistir.
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3.5 Gegerlilik

Nitel arastirmada amacg olguyu tiim gercekligi ile ortaya koymaktir. Nitel
gecerliligin temel dayanagi teorik samimiyettir (Tracy, 2010). Samimiyet tarafsiz ve
seffaf olmay1 da igine almaktadir ve arastirmacinin yaptigl ¢alismalar konusunda

samimi, tarafsiz ve seffaf davranmaya ve detayli agiklamalar vermeye calismistir.

Burada arastirmaciyr bekleyen temel tehlike kendi Onyargilart ve
beklentilerinin oldugu bilgisinden hareketle arastirmaci dikkatli olmaya caligmstir.
Ayrica derin ve niceliksel olarak c¢ok olan veri seti i¢cinde gdz batan, carpici olan
verilerin se¢ilmesi de nitel aragtirmadaki en 6nemli tehlikelerden biridir. Bu nedenle
aragtirmaci yorumlar: tekrar tekrar okuma ve yeniden degerlendirme yoluna giderek

bunun 6niine gegmeye caligmistir.
3.6 Guvenilirlik

Gtivenilirlik genel anlamda ayn1 6lglimiin ve sonuglarin tekrarlanabilirligidir.
Oysaki nitel aragtirmanin temel varsayimlarindan birisi gergekligin degisken
oldugudur. Bu nedenle ayni calismanin farkli gruplarda tekrarlanmasi ile aym

sonuglarin alinmas1 miimkiin olmayabilir.

Gegerlilik ve guvenilirlik kavramlarinin yerine ya da bir diger deyisle onlara
esdeger olarak nitel arastirmada kullanilan yontem inandiriciliktir (Lincoln ve Guba
1985; Wallendorf ve Belk 1989). Bu ¢alismada da inandiriciligin alt basamaklari
olan kredibilite, aktarilabilirlik, tutarlilik, dogrulanabilirlik ve biitiinliikk saglanmaya

calisilacaktir.

Kredibilite, olusturulmus gercekligin temsilinde giivenilirlik ile ilgilidir. Bu
calisma kapsaminda inandiriciligin arttirilmasi i¢in arastirmac turistlerin direk kendi
yazdig1 yorumlardan hareket ederek onlarin miisteri deneyimlerini ele almigtir. Veri
kaynaklari, yontem ve arastirmacilar arasinda g¢esitleme (triangulation) yapilmistir.
Aragtirmaci topladigi verilerin dogrulugunu ve manipiile edilmeden analiz edilip
edilmedigini teyit etmek igin doktora yapmakta olan bir arastirmaci arkadasi ile

verilerini paylagsmig ve ¢apraz kontrol yapmustir.
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Tutarlilik ise bir diger kriterdir. Buna gore ilgili olguyu aciklamaya yonelik
yapilan yorumlarda tutarsizlik olmamasi gerekmektedir. Arastirmaci verileri ilk
asamada analiz i¢in Nvivo programinda elerken geriye yonelik yeniden kontroller
yapmis ve daha 6nce okudugu zaman verdigi kararlar1 yeniden kontrol etmistir. Yani
burada yapilan islem nicel arastirmada da kullanilan test-yeniden test giivenilirliginin
(test-retest reliability) nitel arastirmadaki halidir. Degisim gozlemledigi yorumlar ile
ilgili mevcut literatiirii ele aldigr literatiir calismasina geri donmiis ve burada gecen

boyutlar1 verilerine gore agiklayip agiklayamadigini test etmistir.

Dogrulanabilirlik ise verilerin ve arastirma ile ilgili gesitli kayitlarin takip
edilebilirligi ise ilgilidir. Yani arastirmacinin olgu ile ilgili yorumlar nasil elde ettigi,
nasil c¢ikarimlarda bulundugunun agik olmasit gerekmektedir. Arastirmacinin
verilerini topladigi internet sayfasi tiim kisilere agik bir alandir. Veri toplama
sirecinde ve analiz sirecinde kullandigi yontemleri acikca yazmis ve

dogrulanabilirlik kriteri i¢in gerekli sartlar1 saglamay1 hedeflemistir.

Nitel arastirmada bulunmasi gereken bir diger kriter ise butunluktir.
Arastirmacinin arastirmasinin her tiir yanilticit ve sahte bilgiden arindirilmis olmasi
gerekmektedir. Etnografik arastirmalarda saha ve arastirmaci arasinda kurulan giiven
iliskisi oldukca onem arz etmekle beraber, netnografi bu anlamda etnografiden
ayrigsmaktadir. Katilimer olmayan gozlem ile verileri inceleyen ve sonrasinda bu
verileri arastirmanin analizi i¢in toplayan arastirmact ile yorumlar1 yazan kisiler
arasinda bir iletisim ya da iliski yoktur. Digsal gecerliligin yerine nitel arastirmalarda
kullanilan ifade ise aktarilabilirliktir. Arastirmaci sadece tek bir otelde yapilmis ve
kisa sure icinde yapilmis yorumlart kullanmak yerine kapsamini genis tutmus ve
ilgili internet sayfasinda 5 yildizli otel aramasinda ¢ikan tiim otelleri kullanmis ve iki

yillik zaman diliminde bu otellere yapilmis tiim yorumlar1 dikkate almigtir.
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BOLUM 1V

BULGULAR VE YORUMLAR

Turist, tanim1 geregi, bir etkinlik ya da mekanda bir tecriibe i¢in seyahat eden
kisi konumundadir (Tussyadiah ve Fesenmaier, 2009). Bu baglamda bir turist ayni
zamanda bir tiiketici olmakta ve seyahati boyunca edindigi deneyim hizmet
standartlarinin diizenlenmesi ve miisteri sadakatinin saglanabilmesi i¢in ehemmiyet
kazanmaktadir. Isletmeler acisindan bdyle bir dneme sahip olan ‘miisteri deneyimi’
aynt zamanda mevcut ve potansiyel miisterilerin kararlarinda bir rol
oynayabilmektedir. Ilk etapta bakildiginda miisterilerin kendi yasamlariyla
bagdastirabildikleri ve kendilerini yakin hissettikleri {iriinleri tercih etme egiliminde
olduklar1 goziikkmektedir (Pine ve Gilmore, 1999). Bu ise iiriiniin fiziki goriintiisii ve
donanimi kadar miisteriye nasil bir deneyim sundugu da goz Oniinde tutulmasi

gereken bir unsur olarak ortaya ¢ikmaktadir.

Bu tez Arnould ve digerlerinin (2002) ifade ettigi dort asamali tiiketim
deneyiminin iki unsurunu inceleme imkanina sahip olacaktir. Bu unsurlara ve bu
tezin nasil bir analiz yolu izleyecegine kisaca deginmekte fayda var. Tiiketim
deneyimi miisterinin {irlin ya da hizmet ile ilgilenmesi ve kendisine uygun secenegi
aragtirmasi, bilgi toplamasi asamasidir. Bu asamayi tercihin yapilmasi ve iirtin/
hizmetten yararlanmanin O6nkosullarmin (rezervasyon, 0Odeme gibi) yerine
getirilmemsi takip etmektedir. Ugiincii asamada miisteri bizzat tecriibe makamindadir
ve bunun neticesinde tatmin olmakta ya da memnuniyetsiz kalabilmektedir. Uglincii
asama bu baglamda ‘miisteri deneyimi’nin olustugu esas asamadir ve bircok miisteri
yorumunun belkemigini bu asamada tecriibe edilenler olusturmaktadir. Dordiincii
asama ise miisterinin iriin/ hizmet ile olan tecriibe slresi deneyimini baskalarina
aktarabilecek seviyeye ulagmistir. Bu asamada her miisteri kendi deneyimini
paylasarak potansiyel miisterilerin tercihlerini etkileyebilir. Biitiin bu agamalarin bir

araya gelmesi ise miisteri deneyimini olusturmaktadir.
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Bu tezin analizinde dort agamali miisteri deneyiminin olusum surecinin ilk ve
son asamalari yer alacaktir. Birinci asama olan ‘bilgi toplama’ asamasi bazi
kullanicilarin  yorumlarinda agik¢a goziikmektedir. Ornegin, bazi kullanicilar
tripadvisor.com sitesinde okuduklar1 yorumlar neticesinde otel tercihlerini
yaptiklarin1  kimileri de otel resimlerinin tercihlerinde o6nemli rol oynadigini
belirtmistir.  Ikinci asamada  kullanicilarin ~ Onkosullart  gerceklestirmesi
beklenmektedir. Maalesef tripadvisor.com sitesi (zerindeki verilerden bu asama
analiz edilememektedir. Bununla birlikte kimi kullanicilar rezervasyon isleminin
nasil isledigine dair yorumlarda bulunmuslardir ki s6z konusu yorumlar miisteri
deneyimine bir etki yapmis goziikkmektedir. Ugiincii asama olan ‘tecriibe etme’ kismi
da tripadvisor.com sitesi vasitasiyla incelenebilecek bir asama degildir. Son asama
ise bu tezin analizinin merkezini olusturmaktadir. Zira bu asamaya kadar kaydedilen
miisteri deneyimi bu asamada digerlerini etkileyebilecek bir forma girmektedir. Bu
noktada tripadvisor.com sitesi analize veri saglayan otellerde kalan miisterilere bir

deneyim paylasma platformu olusturmustur.

Analizin gerceklestirilebilmesi i¢in tripadvisor.com adresinde yer alan
Kapadokya yéresindeki ‘bes yildizli’ otellerden veri toplanmustir. internetten elde
edilen verilerde bes farkli ana tema tespit edilmistir. Literatiirin belli bash
caligmalariyla (bakiiz Otto ve Ritchie, 1996; Gentile vd., 2007; Poulson ve Kale,
2004; Rageh vd., 2013) kiyaslandiginda gozlemlenen boyutlar sunlardir: rahatlik,

yenilik, haz, giizellik duygusu ve farkinda olunmadir.
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Sekil 1. Miisteri Deneyiminin Boyutlar1

Miisteri

Deneyiminin
Boyutlari

Farkinda
Olunma

Tez bu agamada sozii gecen boyutlari sirasiyla ele almigtir.
4.1 Rahathk

Tripadvisor.com kullanicilarinin yorumlarindan turistlerin seyahatleri suresince
konaklamalarinin rahat bir ortamda gergeklesmesini umduklarini gostermektedir.
Aragtirma bulgular1 Kapadokya gibi giin boyu fiziksel yorgunluga sebep olabilen bir
turistik destinasyonda aksam otele dondiiklerinde yeni giine zinde baslayabilecekleri
tesisleri tercih ettiklerini gdstermektedir. Ornegin ‘Kapadokya ve Goreme’deki tas
magaralar ve magara kiliseler arasinda yapilan geziden ve uzun bir giinlin ardindan
yataklar bir nimetti’ gibi yorumlar turistlerin bu beklentisini ortaya koyar niteliktedir.
Bu baglamda odanin sundugu imkanlar turistlerin giiniin yorgunlugunu atmalarina ne
ol¢iide katki sagliyorsa o miktarda memnuniyete sebep oldugu sdylenebilir. Nitekim
bir baska miisteri de bu goriisii dile getirmekte: ‘Siiitimizin giizel bir hamami vard,
icinde terleyerek ve sudan gegerek giiniin biitiin yorgunlugundan kurtuluyorduk.
Kilimden galisan somineye kadar dekordaki her detay olmas1 gerektigi gibi idi.’
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Sekil 2. Miisteri Deneyiminin Boyutlari-Rahatlik

Odanin ge¢misi
hakkinda fikir sahibi Temizlik
olma

Otel yerine evde
hissetme

Sunulan hizmetler Manzara Hamamlar

Miisterilerin  kendilerini ‘otel” yerine ‘evde’ gibi hissetmeleri onlarin
deneyimlerini hatirlanabilir ve baskalarryla paylasilabilir kilabilmektedir. Ornegin bir
miisteri bu durumu su sekilde ifade etmistir ‘Magara odalar1 ¢ok iyi diisiiniilmiis ve
yapilan son rotuslar ile ev gibi hissettiriyor’. Elbette ev hissi yalnizca odadaki
esyalar ile saglanamaz, bir misterinin belirttigi gibi ‘Her zaman, tim personelsizi
mutlu ve evde gibi hissettirmek istiyor, bu harika.” Hatta bir miisteri ev gibi hissetme

durumunu bir adim daha ileri gotiirip odayr ‘evim’ diye tanimlamistir:

Boyle olaganiistii, tarihi bir konaklamada kalmak bir ayricalik
oldu. Personelinizin de dedi gibi burasi bir otel degil, bir ev... ve
gercekten kendimi evde gibi hissettim. Odalar zarif, ayrica ses
gecirmez olmalar1 da olaganiisti bir uyku i¢in uygun,
dekorasyon da olduk¢a uyumlu. Tas is¢iligi, el sanatlar1 ve
detaylar muikemmel. Evimin [restorasyon ©ncesi] eski

fotografin1 gormeyi de oldukga sevdim.

Kimi zaman miisterilerin kaldiklar1 odanin gegmisine dair bilgi sahibi
olmalart onlarin mekan ile daha samimi iliski kurmasana sebep olmus

goziikmektedir: ‘Odalara konan detayli mobilyalar son derece rahat, sicak ve bu
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esyalar bir otel degil, neredeyse bir ev gibi hissettiriyor. Oturma odasinda bizim
odamizin Yyenileme Oncesi siyah ve beyaz halleri olan gerceveli bir resim vardi.
Buyuleyici.’. Misterilerin  otellere  verdikleri  degerlendirme puanlar1  bu
iliskilendirilmenin miisteri memnuniyetine pozitif katki yapmis oldugunu

gOstermektedir.

Baz1 durumlarda miisteriler otel odalarinin imkanlarin1 birakip Kapadokya
yoresini gezmek istemediklerini ifade edecek bir rahatlik bulmuslardir. Ornegin bir
miisterinin ifadesiyle ‘Kendine 6zel havuz, ayrica jakuzi, yemek alani ve oturma
odasi ile miikemmel. Yatak odasi giizeldi. Boyle bir odada iginizde odada kalmak
icin istek oluyor, ama biz gidip farkli yerleri ziyaret etmeyi de basarabildik.” Diger
bir miisteri de benzer bir goriisii dillendirmekte: ‘Spa kiiveti ve dus ile biiyiik bir

banyo, bir sultana layik kanepe ve asla ayrilmak istemedigim cennetten bir yatak.’

Rahatlig1 yalnizca odadaki esyalarin konforuna ya da ev gibi hissetmesine
sinirlamamak  gerekir. Bazi miisteriler mekanin temizligini de rahatlikla
iliskilendirmislerdir. Yorumlar arasinda ‘Herkes memnun hissetmenizi saglar. Yerler
tertemiz tutulur. Her yerde her zaman temizlik yapan insanlar vardir’ gibi ifadelerle
karsilagilmaktadir. Nitekim magara odalarda kalan bir miisteri temizlik konusundaki

hassasiyetini su sekilde ifade etmistir:

‘Temizlik konusunda ¢ok seciciyim, bir magara otelde
kenarlarin tozlu olacagina dair baslangictan beri endiseliydim.
Kayakapi'daki durum bdyle degildi. Her sey ¢ok temiz ve liiks-
Web sitesi resimleri odamizin hakkini veremiyor-gergekten

harika.’

Odanin  Ozelliklerine ilaveten otelin konumu sundugu manzara ile
misterilerin rahatlamasina katki saglayabilmektedir. Miisteriler otelden seyrettikleri
Kapadokya manzarasi karsisinda hayretlerini ifade etmekten geri durmamaktadirlar:
‘Manzara sasirtict. WOW, bdyle bir agiya sahip Manzara Bistro’nun terasinda her
sabah kahvalti yapma imkéanina sahip oldugunuzu diisliniin. Dagin i¢inde bulunan
odalardan bahsetmiyorum bile. Hayatin giinliik streslerinden uzak, biraz baris ve

huzur bulmak igin mukemmel yer.’.
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Konaklamalarini yalnizca aksam dinlenmesinden ibaret saymayan bir miisteri
ise su ifadeleri kullanmis: ‘Otel sadece oturup hicbir sey yapmadan sadece
rahatlamak icin mikemmel bir yer. Meyvelerin ve ¢ig¢eklerin her yerde biliyidigi
bahgesi giizel tasarlanmis. Otel ayrica sabah erkenden havalanan sicak hava
balonlarini1 izlemek i¢in miikemmel bir yer.”. Baska bir miisteri ise: ‘Otel
¢evresindeki atmosfer ve manzara sasirtict ve dinlenmek i¢in muhtesem, sakin bir
yer.” Bazen miisteriler otelin sundugu manzaradan yogun sekilde etkilenmekte ve
hatta otelde kalmay1 yoreyi gezmeye tercih edebilecek durumda olmaktadirlar: ‘Bu
otel bizim seyahatlerimiz sirasinda kaldigimiz higbir otele benzemiyor. Manzara o
kadar nefes kesiciydi ki bazen Kapadokya'nin geri kalan1 beni ¢agiriyor olsa bile,

otelden ayrilmak istemiyordum!’

Rahatligin bir boyutu da otelin sundugu hizmetlerin turistlerin tatilinin keyifle
sirdlirebilmelerine yardimci olmasidir. Bazi miisteriler otelin sundugu ve
seyahatlerini kolaylastiran hizmetlere deginmektedir: ‘Ama bu oteli gercekten iistiin
kilan tiim konuklar i¢in sunulan 5+ yildizli hizmet. Grubun geri kalanin1 yakalamak
icin transfer dizenlerler ya da basit bir kartpostal génderimi icin bile memnuniyetle
size yardimci olacaklardir.’. Bir baskasi bu yorumu destekler nitelikte: ‘Personel
sehir turlar1 6nermede ve rezervasyonlar1 yapmada ¢ok yardimci oldu. Ne sormak
icin danistiysak hemen yapildi.’. Farkli bir miisteri de otelin tur organizasyonunun
kalitesini ve bir yerde kendilerine sagladig: rahatligi dvmekte: ‘Otel, gonliiniizden

gecen geziyi 5 yildizli hizmet ile duzenler.’

Her ne kadar yaz mevsiminde tripadvisor.com sitesine yazilan yorum sayist
artmaktaysa da Kapadokya yoresi yil boyu turistlerin ilgisini ¢eken bir destinasyon
olarak 6n plana c¢ikmaktadir. Bu baglamda, Anadolu’nun kis sartlarima uygun ve
misterileri rahat hissettirecek diizenlemeler faydali olabilmektedir. Nitekim kimi
misteriler bu durumu dile getirmistir: ‘Siiit oda, sicak, rahat ve miithis donanimlara
sahipti. Sominenin verdigi ev hissi hos bir dokunus oldu. Ozel hamama ilaveten 6zel
avlular1 ve balkonlar1 sevdim.’. Magara tipi odalarda kalan bir miisteri ise bu durumu
su sekilde dile getirmis: ‘Odamiz1 1sitmaya veya sogutmaya dahi ihtiyacimiz olmadi,
odada (Oda no: 130) dogal havalandirma vardi, sesiyle rahatsiz edecek herhangi bir

havalandirma tesisat1 olmadigindan mutlak sessizlik i¢cinde ¢ok gilizel uyuduk.’
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Biitiin bu unsurlarin toplami ise miisterilerin maksimum diizeyde otelden
memnun kalmalarina neden olabilmektedir. Hatta bir miisterinin ifadesiyle kaldiklar

odaya temelli taginmayi istetmektedir:

Kasaba ve vadinin muhtesem manzarasi ile otel biiyiileyici....
Odamiz, ana yemek salonunun hemen altindaki kendine has
avlusu ve bagimsiz gibi duran sundurmasi olan bir siiite {icretsiz
yiikseltildi. I¢ mekan fuayesi, yatak odas1, biyik bir banyo ve
ayrt hamam odas1 ile en iist seviyeden bile daha iyiydi.
Konaklamamizin sonunda kendi evimizi satmaya ve buraya

taginmaya hazirdik!

Rahatlik boyutu altinda incelenen miisteri deneyimlerinden elde edilen
bulgular 6nceki ¢alismalarin (Shoemaker, 1989; Otto ve Ritchie, 1996) bulgulariyla
tutarlilik gostermistir. Miisteriler rahatlik ve rahatlama saglayan otelleri tercih etme
egilimindedirler. Turistler deneyimlerini aktarirken otelin rahatlama saglayan yoniine

dikkat ¢cekmislerdir.
4.2 Haz

Turizm konsepti igerisinde yapilan seyahatten ya da aktivitelerden haz duymak
miisteri deneyiminin Onemli bir kisminit olusturmaktadir. Haz boyutu miisteri
deneyiminde heyecan, kolayca hatirlanabilen faaliyetlerde ortaya ¢ikabilmektedir
(Otto ve Ritchie, 1996). Miisteri yorumlar1 da bu boyutun onlarin seyahatlerinin
onemli bir unsuru oldugunu goéstermektedir. Haz boyutu miisterilerin deneyiminin
farkli agilardan yer alabilir. Katilinan bir aktivite, damakta tadi kalan bir yemek,
hayran kalman bir manzara drnek olarak verilebilir. Incelenen Kapadokya ydresi
otellerinde miisterilerin ¢esitli yonleriyle bu boyutun konaklamalarindaki roliinii

onemsediklerini gostermistir.
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Sekil 3. Miisteri Deneyiminin Boyutlari-Haz

Doga ile biitiinlesmis
liks

Yiyecek ve Igecekler

Konum ve manzara Calisanlarin tutumu

Misterilerin haz aldigi ve bunu yorumlarma doktiigli unsurlardan biri
otellerin sundugu yiyecek-icecek teminidir. Otellinin restoran hizmetleri bircok
misterinin damaginda tat birakmis ve olumlu yorum yazmasma sebep olmustur.
Hatta bazi turistler tavsiyelerde bulunmaktan geri durmamistir: ‘Kahvalti, 6zellikle
talep edilince hazirlanan omlet, giizeldi. Meniisiindeki ¢itir 6rdek giizel bir baslangig

olarak olmazsa olmaz’.

Otelin kendine has olarak sundugu iriinler miisterilerin ayrica ilgisini
cekmekte ve memnuniyete katki yapabilmektedir: ‘Sabah giinesi altinda kahvalti
harika, manzaraya hayran sekilde petek bal(otelin arilar tarafindan yapilan) yeme ve
sampanya yudumlama deneyimini asla unutmayacagim.’. Elbette kimi durumlarda
yenen yiyecek kadar yiyeceklerin kimler tarafindan hazirlandigi da hafizalarda yer
edinebiliyor: ‘Daha 6nce hi¢ gérmediginiz bol taze yerel mamuller (kurutulmus
meyveler, findik, ev yapimi regeller) ve orda bulunan firinda geleneksel taze ekmek

yapan yoreden bir kadin bulunuyor’

Bazen miisterilerin belli basli bir yiyecegi daha detayli olarak anlattiklar1 da

olmustur:

‘Ben tlim diinyada yumurta yedim ve buradakiler benzersiz. Sar1

tarafi yukarida kalan kizarmis yumurtaya sasiracaksiniz. Bu
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arada, iki yumurta istemeyin, bu dort gibi anlasilir; bir siparisin
varsayilani iki yumurtadir. Bunu degistirmeyi denemeyin. Bana

bir seferde dort yumurta geldi ve o kadar guzeldi ki.’

Kimi zaman kahvalt1 miisterileri o kadar memnun etmistir ki, miisteriler i¢in
bu durum aldiklar1 hizmetin beklentilerinin olduk¢a iistiinde oldugu izlenimi

vermektedir: ¢

Son olarak, kahvalti higbir otelde yapmadigimiz kadar iyi idi.
Hayal edebileceginiz her seyi ile cennetten gibiydi. Mutfakta
taze ckmek yapimmi da izledim. Daha uzun sitre kalmak
isterdim, ama Tirkiyemin her yerinde ¢ok yogun bir
glizergahimiz vardi. Yakinda kesinlikle geri gelecek ve daha

fazla vakit gecirecegiz.’

Bir otelin sundugu tek imkan, Kapadokya gibi zengin bir yorede, ebetteki
yemekten ibaret degildir. Bir diger haz unsuru yorenin kendine has dogasina
eklenmis modern zamanin nimetleridir: ‘Demek istedigim o ki bu antik konutun
modern olanaklarla yeniden diizenlenmesi i¢imizdeki hem maceract ve hem liiks
arayan gezgini tatmin edecek sonucu ortaya c¢ikarmis.’. Miisterilerdeki liikks algisi
kimi zaman daha otele attiklar1 ilk adimdan itibaren baglamakta: ‘Bu otel kaldigim en
sagirtic ve essiz yerlerden biri oldu. Ugurumun tizerine tiinemis gibi, 6zel avlusunda
kokulu gulleri olan, siiit oda biiyilk ve gorkemli bir sekilde dekore edilmis,
banyodaki &zel hamam bir¢ok ince noktadan sadece birkaci.’. Ozellikle magara

otellerinin miisterilerin deneyimlerinde fakli bir yere sahip oldugu géziikmekte:

‘Mayis aymda bu giizel otelde kaldik. Giris yaptigimiz andan
itibaren biz 6murde bir kez olabilecek bir deneyimi
yasayacagimiz yere girdigimizi hissettik. Baktigimiz her yerde
manzara muhtesemdi ve ¢alan miizik hos bir dokunus oldu. Bu
otel aslinda bir miize olarak kayitl ve her kose bucakta giizel
eserler var. Otelin hizmeti fantastik, odalar magara odalariyd: ve

bunlar kesinlikle ¢arpici ve ¢ok rahat.’
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Kimi zaman bizzat odanin magara olmasi tek basina bir haz kaynagi
olabiliyor:‘Bolgenin dekorunu yansitan odalarda, ya da magara mi demeli, kalmak
bir zevk.’. Hig siiphesiz miisterilerin otelden memnun kalmalarinda otelin sundugu
manzara bir bagka etken: ‘Pencereden goziiken Kapadokya glindogumu ve giinbatimi
kesinlikle nefes kesici’ ve ‘Konumu rakipsiz — bdlgenin olaganiistii manzarasiyla,
ikonik, engebeli kirsal parkurlara kolay erisimiyle ve ¢evredeki magaralar1 kesfetme
imkanmiyla.” gibi yorumlarla sikca karsilagilmakta. Otelin ortak alanlarinin diizenlenis
bicimi de en az odalar kadar miisterilerin dikkatini ¢ekmekte ve konaklamadan
duyulan hazza katki yapmakta: ‘Mekan tarihi eserler ve antikalar ile gevrili ve bunu
gormek sadece nefes kesici - dekor inanilmaz. Bu otel, gezi arasinda uyumak igin

kullanacaginiz bir yerden ziyade vakit gecirmek isteyeceginiz tip otellerden.’

Bazi otellerin konumlar1 onlarin Kapadokya’da sicak hava balonlariyla
diizenlenen turlar1 otelden izleme imkani sunmaktadir ki bir¢ok miisteri aktiviteye
katilmasa da balonlar1 seyretmekten ve hayranligini ifade etmekten geri durmamustir:
‘Bu otel nefes kesici. Uzun bir yolculuk guniiniin ertesi sabahinda Kapadokya’da
magaralar vadisinin gokyiiziinii dolduran sicak hava balonlariyla karsilasmay1 asla
unutmayacagim.’. Hatta bir miisteri otelin sehre uzak olmasimin ilk defa bir avantaj

oldugunu dile getirmistir:

Kaldigim diger Hiltonlar gibi bu otelin de konumu oldukga izole
ama bu sefer bir bonus var — her sabah giindogumunda, riizgar
kosullar1 elverisli ise, 100 sicak hava balonunu otelin yakininda
ya da arkasinda siiziilirken gorebilirsiniz. Buna giinesin
yiikselisi eklenince fantastik bir manzara olusturuyor, ama erken

kalkmak i¢in hazirlikli olun.’

Bazen otel gorevlilerinin miisterilerle olan iligkileri de onlarin deneyimlerini olumlu
yonde etkileyebilmektedir. Ornegin miisterilere otelin ya da bdlgenin tarihine dair
verilen bilgiler zihinlerde yer tutabilmektedir: ‘Kapi gorevlisi Kadir ve danisma
memuru Hadi’nin paylastig otel ve yore tarihinin hikayeleri konaklamamizi daha da
unutulmaz yapti. Onlar sizinle sarap¢ilik hikayeleri ve yerel hikayeler paylasmaktan
olduk¢a mutlu olacaktir, onlara sorun,”. Bazi durumlarda bir miisterinin otel

tarafindan 6zel bir muameleye tabi tutuldugu ve otelin aktiviteleri arasinda
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sunulmayan gezilerin, faaliyetlerin duzenlendigi olmustur. Bu tip ayricalikli
uygulamalarin turistlerin konaklamalarini unutulmaz kilmaktadir. Nitekim bir

miisterinin kendi ifadesiyle:

‘Benim en sevdigim deneyim Sef Mustafa ile katildigim Pazar
gezisiydi. Ayrica Melissa, terciiman giizel geng kadin ile birlikte
kendi 6gle yemegimizi pisirmek i¢cin gerekli meyve ve sebze
segmeye kiiclik pazara gitmek yaklasik 20 dakika siirdii. Doniis
yolunda "U¢ kiz kardes" olarak bilinen inanilmaz bdlgeyi

gOrmek icin durduk.

Kocamin da bize katildigi mutfaga yoneldik. Sef, bize patlican
dolmasinin, yaprak sarmanin, giizel bir bahar salatasinin, elma
dolmasinin ve zengin krep gibi bir tatlinin nasil hazirlanacagin
gosterdi. Sef ve personeli ile yan yana olmak ¢ok eglenceliydi.
Ben Birlesik Devletlerde de bazi pisirme dersleri almistim ama

bdyle bir seyi hi¢ deneyimlememistim.’

Haz boyutu onceki c¢alismalarda (Pine ve Gilmore, 1999; Otto ve Ritchie, 1996)
miisteriler deneyimi yonii vurgulanan bir unsur olmustur. Bu tezde yapilan
incelemeler bu goriisii desteklemektedir. Turistlerin konaklama deneyimlerinde haz

arayis1 gozlemlenmektedir.
4.3 Yenilik

Turistlerin seyahatleri ve konaklamalarindan bekledikleri ve onlarin deneyimlerine
dogrudan etki yapan bir diger unsur ise yeniliktir. Miisterilerin yorumlarinda yenilik
unsurun bulundugu goézlemlenmistir. Yenilik bircok farkli durumda ortaya
cikabilmektedir. Bazen bir cografi yapi, daha 6nce denenmemis bir aktivite, bir
konaklama mekéan1 yenilik olarak miisteriler tarafindan tecriibe edilebilir. Nitekim
yenilik anlam olarak da evvelki tecriibelerden farkli olan durumlari ifade etmektedir
(Lee ve Crompton, 1992).



54

Sekil 4. Miisteri Deneyiminin Boyutlari-Yenilik

Balon gezisi Balonlar1 seyretmek

Magara odalarda Odalardaki teknik
konaklama Ozellikler

Incelemeler sonucunda Kapadokya’da turistlerin en ¢ok ilgisini geken ve
icinde yenilik bulunduran aktivite balon gezisi olarak ortaya c¢ikmaktadir. Bir¢ok
miisteri tarafindan balon gezisi yapmak ve Kapadokya’yr havadan seyretmek bir
‘olmazsa olmaz’ hiikmiindedir. Miisteri deneyimleri yorumlarmna yansimistir ve
memnuniyetlerini ifade etmektedirler: ‘Sabah sicak hava balonu deneyimini
kagirmayin liitfen. 7000 fitte hava soguk olabiliyor, yiinliiler ile hazirlikli olun.” ve
‘nefes kesen bir manzara Urgiip ve havada onlarca balon’. Bir baska miisteri balon
deneyimini tekrar yasayamayacak olmaktan hayiflanmaktadir: ‘Royal Balloon ile
balon yolculugu, bizim simdiye kadar yaptigimiz en parlak, giizel ve heyecan verici

etkinlik oldu. Tek pismanligimiz ise ikinci kez gidememek oldu.’

Otellerden biri ayn1 zamanda bir balon firmasin1t da isletmekte ve
resepsiyondan rezervasyon imkani sunmaktadir. S6z konusu otelin yorumlarinda
misterilerin bu firmay1 tercih ettigi ve deneyimlerinden son derece memnun

ayrildiklar1 gézlemlenmektedir:

‘Harika hizmetlerinin diger bir kism1 da Royal Balloons ile bize
sicak hava balonu gezisi diizenlenmeleri oldu. Herhangi bir
depozito veya 6n 6deme gerekmiyor ve her sey otel tarafindan

hallediliyor.
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Yapmamiz gerecken tek sey bize soyledikleri vakitte
resepsiyonda olmaktit ve sonra biz hayatimizin en sasirtici, en

unutulmaz deneyimlerinden biri i¢in tura gotiriildiik.’

Yine aym sekilde rezervasyon yapan bir baska turist de benzer goriisleri

dillendirmekte ve memnuniyetini ifade etmektedir:

‘Balon yolculugumuz igin kendi balon firmalar1 olan Royal
Balloons’u segtik ve hayatimizin en iyi deneyimlerinden biriydi.
Balon egitmeni, ¢ok samimi ve komikti, bizim yolculugumuzu

oldukc¢a unutulmaz yapti.

Balon yolculugundan sonra, ucus ekibi kiigiikk icecek ve
atistirmalik tezgdhi kuruyor ve bir madalya ile tiim yolcular

tebrik ediyor.’

Her ne kadar balon gezisi bir¢ok turist i¢in bir yenilik niteligi tasisa da kimi
miisteriler gesitli gerekcelerle (zaman olmamasi, ylikseklik korkusu, gezinin maliyeti
gibi) bu yeniligi deneyimleyememistir. Ancak bir miisterinin de ifade ettigi gibi
balonlar1 otelden seyretmek daha basli basina farkli bir deneyim olmaktadir: ‘Eger
yakindaki Goreme’den kalkan sicak hava balonlariyla gezinti yapmaya cesaretiniz
yoksa yapabileceginiz en iyi sey erken uyanmak (saat 7.30 gibi) ve onlarca balonun
havaya vyiikseligsini ve tam otelin iizerinden gecisini seyretmek. Kalmak i¢in
inanilmaz bir yer’. Balonlar1 seyretmek bazi miisteriler i¢in giine giizel bir baslangi¢
yapmanin anahtari olabilir: ‘Gline baslamak i¢in higbir sey terasta yapilan nefis ve
her zaman taze bir kahvalt1 gibi olamaz, ayrica o teras, erken kalkabilecek kadar

sansliysaniz, ileride ucan balonlarin goriintiisiinden keyif alacaginiz yerdir.’

Otelde daha uzun silire konaklama yapan miisteriler hem balonlar1 izlemeyi

hem de balon gezisi yapmay1 deneyimleyebilmektedirler:

Sabah saatlerinde teras sicak hava balonlarinin inanilmaz
toplulugunu izleme imkani1 sunuyor. Balonlar farkli renkleriyle
gOkyuzind doldurur ve sessizce kayar. Sicak hava balonu

deneyimi rezervasyonu igin resepsiyondan bilgi alin. Bu gezi
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zevk almak ve yukaridan yerel bolgeleri géormek i¢in harika bir
yol. Merak etmeyin... Balonlar tecriibeli, sertifikali pilotlar
tarafindan isletilmektedir. Balon gezisinin bitiminde, pilotunuz
ve ekibi geleneksel “"sampanya" ve cilek, tost ile size ikramda
bulunacak. Ne eglenceli. Ne miithis ani. Terasta sevdiginiz
icecek ile giiniiniizii tamamlayin ve ayin yiikselisini izleyin. Ince
bir kazak getirin. Yaz aylarinda dahi geceleri biraz serin

olabiliyor. Enfes.

Turistler tarafindan yenilik olarak nitelenen bir diger faaliyet ise magara
odalarinda konaklama. Her otel bu deneyimi turistlere sunamiyorsa da miisteriler
tarafindan deneyimi aranan ve yorumlarda da tecriibe edilmesi Onerilen bir deneyim
olarak 6n plana ¢ikmakta: ‘Otel yoOnetimi ve miithis personeli icin sapka
cikartyorum! Ik kez bir magara otel gordiik ve kaldik ki bizim igin inanilmaz bir
deneyim oldu ve hayatta unutmayacagiz.” ve ‘magarada yasamanin bu kadar
eglenceli olabilecegini hi¢ diisinmemistim’ gibi yorumlarla karsilasilmaktadir.
Kapadokya’ya gelen turistlerin bir kismu1 tur firmalariyla gelmekte ve yalnizca bir
gece burada konaklamaktaysa da magaralar1 deneyimlemek i¢in gelen miisteriler de
bulunmakta: ‘Buray1 gergekten seviyorum. Dekor ¢ok otantik ve geleneksel, 3gln
boyunca bir magarada yasama koyle giizel bir zevk ki! Benim i¢in bunu Kapadokya

disinda bir yerde yapmak asla miimkiin olamazdi.’

Her ne kadar bazi miisterilerin magarada konaklama konusunda endiseleri
olsa da bunlarin istesinden gelip kalmaya karar vermis goziikmekteler. Elbette
otellerin sundugu rahatligin da bunda bir pay1 olduguna dair yorumlar bulunmakta:
‘Klostrofobik hissetme konusunda biraz endise duymustuk ama igerideki ferahlik
duygusu ile kendimizden gectik ve kucuk bir bahce, balkondan seyir nefes
kesiciydi.’. Bir bagka miisteri toz endisesine yer vermekte: ‘Toz ve kirli olmak ile
ilgili yorumlar1 g6z ardi edin, bir magaradasiniz! Yerlerde biraz toz vardi, ama bu da
deneyiminin bir pargasi.’. Kimi miisteriler i¢in yalnizca magarada kalmak degil,

Kapadokya gibi bir yoreye gelmek dahi basli bagina bir yenilik ifade etmekte:

‘2 erkek ¢ocukla deniz veya su kaydiraklarinin olmadigi bir yere

gitmek cesur bir hamle gibi gelebilir (ne zaman tatile gitsek
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ogullarimin sorduklart ilk sey otelde su kaydiragi olup olmadigi)
Ama bana inanin, hepimiz zevk aldik ve siradan bir tatilden
fazlasiyd.

Bir magarada kalmak biiyiik bir deneyimdi ve ¢ok eglenceliydi.’

Genellikle balon gezisi ve magarada konaklama en yaygin yenilik unsuru
olarak 6n plana ¢iksa da bazi miisterilerin yorumlarinda yer alan diger yenilik
yansimalarina bakmakta yarar var. Ornegin, yine Kapadokya yodresinin ¢dmlek
atolyeleri bunlardan biridir: ‘Kizilirmak’in yaninda 6gle yemegi yedik ve neredeyse
200 yillik aile isletmesi olan bir ¢dmlek fabrikasini ziyaret ettik. Comlegin nasil elde
yapilabilecegini gordiik ve hepimizin bir seyler yapma sansi oldu - gergekten
eglenceli idi ve bizim kizlar bunu SEVDILER.’. Bir diger yenilik unsuru ise odada
bulunan ve baz1 turistlerin ilgisini ¢eken bir mekanizma ile ilgilidir: ‘Odamizda sarap
muslugu olmasini ¢gok benzersiz ve sasirtict bulunduk. Tipki su lavabosu kullanir gibi
vanay1 g¢eviriyorsunuz ve sarap dokiilmeye basliyor. Suda oldugu gibi Sicak ve

Soguk mevcut degil, tabi ki Kirmiz1 ve Beyaz!’

Yapilan analizler miisteri yorumlarinda seyahatlerinin yenilik yoniiniin
kendine yer buldugunu gostermistir. Elde edilen bulgular (Poulson ve Kale, 2004;
Rageh, 2013) ile tutarlilik i¢indedir.

4.4 Farkinda Olunma

Farkinda olunmadan kast edilen turistlerin kendilerini 6zel hissetmelerini saglayan,
baskalarmin kendi hallerinin farkinda oldugunu, onlar1 diisiinen birileri oldugu hissi

veren tutum ve davraniglardir (Otto ve Ritchie, 1996).
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Sekil 5. Miisteri Deneyiminin Boyutlari-Farkinda Olunma

Kisiye 6zel sunulan Cocuklara yonelik

Calisanlar hizmetler sunulan hizmetler

Konaklanan yerin
nitelikleri

Yemek secenekleri

Miisteri yorumlarinda bu boyut diger boyutlar1 besleyen ve diger boyutlardan
daha fazla gozlemlenen bir boyut olarak ortaya ¢ikmuistir. Bu boyutun en bariz
sekilde ortaya ¢ikaran ise otel ¢alisanlarinin turistlerin kendilerini 6zel hissetmelerini
saglayan davraniglari olmustur. Bu noktada personelin miisterilere gosterecekleri en
ufak bir alaka dahi ¢ok buyik etki yapabilmektedir. Nitekim bu boyut otelin sundugu
batin hizmetlerde bulunabilmektedir: ‘Museum hoteli gercekten farkli kilan asilinda
otelin her yerinde verilen kisiye 6zel hizmet... resepsiyonda, danigmada, barda,

kahvaltida... gercekten fevkalade...’

Miisterilerin otelle olan temaslarmin ne zaman ve hangi sartlar altinda
basladig1 da onlarin deneyimlerini etkilemektedir. Bir miisterinin de ifade ettigi gibi:
‘Otellerin ¢ogunda hizmet geldiginiz andan itibaren baglar. Kayakap: Premium
Caves’de boyle degil. Burada ise rezervasyon yaptiginiz zaman hizmet baslar.
Rezervasyonu yaptigim anda tatilimizi en iyi sekilde yapmamiz ig¢in turlar ve
etkinlikler éneren bir e-posta aldim.’. Bir bagska miisteri de otelde sunulan biitiin
hizmetlerin daha otele giris dahi yapmadan nasil ayarlanabildigini ve bunun

seyahatlerini nasil etkilendigini dile getirmekte:
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‘Konaklama rezervasyonumuzu Ocak ayinda yaptim ve hemen
bir karsilama e-postast aldim. E-posta yoluyla, yonetim bizim
i¢cin havaalanindan ulasim, ATV safarisi, sicak hava balonu turu
ve 0Ozel rehber ayarlandi. Gezinin planlayicist olarak, bu
diizenlemelerin bizim adimiza halledilmesi harika ve bize

gercekten yardimei oldu’

Tripadvisor.com sitesindeki yorumlardan turistlerin yalnizca kendilerine 6zel
sunulan hizmetlerin daha ¢ok farkinda olduklar1 ve bundan memnun olduklari
anlagilmaktadir: ‘Sabah erkenden yapilan balon turunun serin olacagindan
korkuyordum ve bana her ihtimale karsilik sicak tutacak bir sal sagladilar. Sala
thtiyactm olmadi ama bu ne kadar diislinceli bir davranis degil mi?’. Miisteriyle
kurulan iliskinin otele giris yapmadan baslamasinin etkisi oldugu gibi bu iliskinin
‘cikis’ isleminden sonra da sona erdirilmemesi miisterilerin memnuniyetine katki

yapmaktadir:

‘Hizmet kalitesinden oda giizelligine kadar her sey mikemmel!
Muhtemelen boyle gizel hizmeti c¢ok uzun bir slre
goremeyecegimizi bilmenin kalbimizdeki agirhigr ile ayrildik
aslinda. Otel kahvalti baslamadan Once ayrilmak zorunda
kaldigimiz1 6grenince, bizim i¢in 0zel kahvaltt kutular
hazirlatti. Yalnizca bu jest dahi bir misafirin aradigindan daha

fazlasini sunmakta.’

Cocuklu aileler i¢in seyahatlerin keyif aldiklar1 aktivitelere dontisebilmesi
yalnizca kendi aldiklar1 hizmete degil ayn1 zamanda ¢ocuklarinin aldig1 hizmete de
baglidir ve otelin yetiskinler kadar c¢ocuklara da kaliteli hizmet sunmalari
gerekmektedir: ‘Herkes ¢ocuklarimin rahat ve miithis zaman gegirdiginden emin
olmak ic¢in ellerinden geleni yapti. Bu oteli sevkle tavsiye ederim.’. Bazi miisteriler
Tiirkiye’de kaldiklar1 baska otellerle kiyaslayarak memnuniyetlerini  dile
getirmiglerdir: ‘Personel harika ve bizim 5 yasindaki ikiz kizlarimiz ve Ozel
ihtiyaclart olan 11 yasindaki oglumuz olan 3 haylaz gocugumuza nazikti. Cilgin

Istanbul'da gecen 4 giinden sonra tedavi gibi geldi!’.
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Her ne kadar ¢ocuklar i¢in bir aktivite alani ihtiyagmis gibi goziikse de bazi
misterilerin yorumlari iyi muamele gosterildiginde bunun bir mecburiyet olmadigini
gostermektedir: ‘Yaslar1 10 ve 11 olan iki ¢ocugumuzla Kayakapi'da 4 gece kaldik.
Seyahatleri tamd1 ve kolayca eglendiler. Buna deginiyorum ¢iink{ burada bir ¢ocuk
kulubtu ya da bahcgesi gibi cocuk etkinlikleri yok.” Oteller ¢ogunlukla yetiskin
miisterileri agirlamak {izere dizayn edilmekte, elbette bu durum daha kiigiik
miisterilerin ihtiyaglarinin karsilanmayacagi anlamina gelmiyor. Aksine, miniklerin

ihtiyaclarini giderecek bir muamele pozitif sonuglar getirmekte:

‘Personel bize ve iki yasindaki oglumuza kars1 olaganiistiiydii.
Elvan ve resepsiyon personeli biz otele gelmeden 6nce bile bizi
evde hissettirdi. Cocugumuz icin daha biiyiik ve daha derin bir
besik gerekliydi, bu yizden ¢ok hizli bir sekilde kendi kardes

otellerinden birinden gonderilmesini sagladilar.’

Birgok turistik otel miisterilerine ¢esitli yemek segenekleri, Tiirk ve diinya
mutfagindan lezzetler sunmakta, ancak buna ragmen kendilerine uygun yiyecek
bulamayan miisteriler de ¢ikmakta. Boyle bir durumda kisiye 6zel yapilacak bir jest
turistlerin takdirini kazanmakta: ‘Restoran, bizim icin 6zel olarak vejetaryen
yemekler hazirladi ve rahatimizdan emin olmamizi sagladi. Yonetici Riizgar elinden
geleni yapt1 ve biz yemek i¢in ne istersek tam olarak sefe agikladi.’. Bir baska
miisteri de ayni durumdan memnuniyetini dile getirmekte: ‘Biz yaglar1 75 ila 13
arasinda olan 8 Hintliden olusan bir gruptuk. Burasi1 hepimize uygundu. Aramizda 4
de vejetaryen bulunmasina ragmen, sef akildan Hint mutfagiyla geleneksel Tiirk

yemeklerini milkemmel harmanlandig1 5 fantastik yemek hazirladi.’.

Miisterilerin  taleplerinin  gdzetildigini hissetmeleri de onlarin  6zel
hissetmelerine sebep olabilmekte: ‘Agik biife kahvalti oldukga blylktl ve ¢ok iyiydi.
Ayrica, bizim i¢in 6zel yapilacak bir sey ister miyiz diye soran birileri hep vardi.
Miisteri hizmetleri her anlamda muhtesemdi.” Ve elbette ki her miisterinin aylara
gore degisebilen ihtiyaglarini unutmamak: ‘Ramazandi ve biz orug tutuyorduk, Elvan
hanim gezimizin "Ramazan dostu" olmasini saglamak i¢in odamiza sahur dahi

getirtti.’
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Aslinda miisterilerin kendilerini 6zel hissetmesine sebep olabilecek birgok
davranig olabilmektedir. Mesela bir dogum giinii siirprizi: ‘Kocamin dogum giiniinde
yaptigimiz Royal Balloon ugusunun sarap ve Elvan’in organize ettigi siirpriz pastayi
ozellikle belirtmeli. Hepsi ekstra dokunustu ve personelin gdsterdigi samimi sahsi
alaka konaklamamizi unutulmaz kildi.’. Bazen de verilen hizmeti tanimlamakta
zorlanan miisteriler olmustur: ‘Prenses gibi hissettiren bir muamele gordigimii
sOylemekten bagka deneyimimiz hakkinda konusamam’. Bir bagkasi otel biitiin

hizmetlerinin biitliniin kendini nasil hissettirdigini su sekilde ifade etmis:

‘Kendini diinyanin en 6nemli insantymis gibi hissettiren yerdir.
Otel personelinin inanilmaz ilgisi, misafirperverligi, giiler
yiizliliigli son zamanlarda hi¢bir yerde bulamayacaginiza
eminiz. Size yardimci olan gezi personelleri, balon gezisi
firmast vs ile sehirde gorebileceginiz en iyi firmalarla olan

anlagmalartyla giivenli ellerde oldugunuzu hissediyorsunuz.’

Personelin tutumunun yaninda misterilerin kaldiklar1 odalarin nitelikleri de
kendilerini 6zel hissetmelerine sebep olabilmekte: ‘Kapadokya’nin mistik havasina
tam da yakisir bir otel olarak tasarlanmis otel odalari... Insanin ruhunu bu atmosfere
kaptiriveriyor. Gerek odalardaki mimari detaylar gerekse i¢ tasarimdaki aksesuarlar
bu ruhu hissetmedeki en biiyiik etken. Sizi oldukca 6zel hissettiriyor.”. Bir baska
turist odanin kendilerini nasil hissettirdigini su sozlerle ifade etmis: ‘Biz mevcut en
'temel' siiit odada kaldik ki o da paraya deger muhtesemlikteydi ve bizi kraliyet
mensubu gibi hissettirdi’. Otelin miisterilerine verece8i kiiclik hediyeler de

hatirlanmakta ve bu hediyelerin sahsilestirilmesi ise daha etkili olmakta:

‘Manzara bir tarafa, otel yaptiklar1 kii¢iik dokunuslar ile kendini
farklilagtirtyor. Biz ilk geldigimizde, bir kutu Tiirk lokumunu
bizi bekliyor bulduk. Odadaki Ucretsiz Nespresso kahveleri ve
cay gibi kiiciik seyler de hos bir dokunustu. Cikis yapinca, bize
icinde yerel taslardan yapilmis, (zerinde oda numaramizin
oldugu bardak altiklar1 olan bir kutu aldik. Biiyiik dokunus!
Neredeyse sonraki yerel ucusumuz i¢in ¢antalarimizin kilosunu

asmis olduk ama sahsilestirilmis hediyeyi gercekten sevdim.’



62

Seyahatler ister is i¢in, ister aktivite olarak diizenlensin hosca vakit gecirmek
istenen zaman dilimleridir. Bununla birlikte bazen isler rast gitmemekte ve bu
noktada otel yonetiminin gosterecegi ilgi, alaka miisterilerin takdirini kazanmakta:
‘Havayolundan kayip valizimizin getirilmesinde yardimci olan danisma memuruna
da tesekkiirler.”. Kaybettiginiz esyalarinizi bulmanizda dahi otel bir rol oynayabilir
ve bu miisteriler i¢in olduk¢a onemli olabilir: ‘Kocam kirsalda cep telefonunu
kaybettiginde otel yoneticisi yerel halka ulasip telefonu bulmamizi saglad:r’.
Esyalarin1 unutan miisteriler de olabilmekte: ‘Odada birka¢ parca elbise kaldigini

onlara yazdigimda bana zaten postalamislardi ve benden hi¢bir 6deme istemediler!’.

Seyahat siresince hastalanmak, 6zellikle gocuklarin hastalanmasi, pek
arzulanmasa da basa gelen vakalardan ve bu noktalarda bulunan ¢o6ziimler de
miisteriler icin kritik bir 6neme sahip olabilmektedir: ‘Bu tesisin personeli
sorumluluklarimin 6tesinde hizmet veriyor. Elvan Kismet, Halkla Hiskiler Miudiiri,
sadece olaganiistii. Cocuklar hasta oldugu zaman kontrol ettirmek i¢in bir doktor
getirdi ve hatta eczaneye ilag almak igin giderken de bize eslik etti!’. Bir turistin
basina gelebilecek en beklenmedik olaylardan biri yabancisi oldugu bir Ulkede
kendini (ve ailesini) bir toplumsal olaymn ortasinda bulmak ve ne yapacagini

bilmemek olabilir:

‘Personelden s6z etmeye gerek dahi yok, personel 6zellikle
Elvan hanim Kapadokya’dan ayrilip Istanbul’a vardigimiz giin
Istanbul eylemlerinin (Gezi Parki ingaat projesi nedeniyle olan
protestolar) ortasinda kalan bana ve aileme inanilmaz derecede
yardimc1 oldu. O Tann tarafindan bana bir hediyeydi ve otelden
¢ikis yapmis oldugumuz halde 6liime benzeyen deneyimde bize
yardim edisine layikiyla tesekkiir edemem. Dahasi, Istanbul’da
yapilacak her seyi ve ziyaret, yemek ve eglence i¢in gidilecek
yerleri bize anlatti!!! Onun sayesinde Istanbul’da miithis bir gezi

yaptik.’

Bazen personelin miisterilere gosterdikleri alaka Oyle bir sekilde
gelismektedir ki turistler kendilerini evlerinde gibi hissetmektedirler: ‘Tiim personel

muhtesem, her zaman sizi mutlu etmeye ve evde gibi hissettirmeye caligiyorlar. Eger
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unutulmaz bir deneyim istiyorsaniz bu otelde kalmanizi Oneriyorum. Bu oteli
sectigim icin sanslt hissediyorum.’. Kimi zaman personelin tutumlari onlarin bir

akraba gibi algilanmasina dahi sebep olabilmistir:

‘Rezervasyonu yaptigim andan itibaren, Elvan Kismet hanim
sanki ailesinden biriymisim gibi bana her anlamda yardimec1
oldu. Bir ton e-posta sorularini cevapladir ve her ayrintiya dikkat
etti. Ben li¢limiiziin aym1 hafta i¢cinde dogdugunu ve orada
dogum giinii kutlayacagimizdan séz etmistim, o ise bize 6zel bir
siirpriz hazirlamug. ilk gece restoranda yemegimizi bitirdikten
sonra, 1giklar aniden loslasti, liciimiiz i¢in mumlar1 olan giizel
(ve lezzetli) bir pasta geldi. Nasil da glizel oldu. Bir sabah orda
iken, benimle konusmak icin durdu. Ne harika, nazik bir kisi.
Ben gergekten bir siiredir gormedigim bir akraba ile goriisiiyor

gibi hissettim.’

Rezervasyonla baslayan otel-turist iliskisi yukarda gorildigi kimi
durumlarda miisteri otelden c¢ikis yaptiktan sonra da devam etmektedir. Yukarida
bahsi gecen miisteri gibi eylemcilerin arasinda kalma durumu her zaman yasanacak
bir olay olmasa da her miisteri otelden ¢ikis yapmaktadir. Bu ¢ikis aninin dahi kiiciik
bir hediye ile degerlendirilebildigini ve miisterilerin bundan hosnut oldugunu
sOyleyebiliriz. Elbette ¢ikis sirasinda miisterileri 6zel hissettirecek baska eylemler de
olabilir: ‘Temiz calisanlar, harika miidiirler giderken arabamiza kadar ugurlayip
suyumuza kadar ikram ettiler, cok samimi ve ictendiler’. Cikis saatlerinde esnek

olmak da kalic1 pozitif izlenimler birakabilmekte:

‘Konaklamamiza dair en keyifli sey insanlardi aslinda. Ogle
saatlerinden sonra ugusumuz vardi ve ge¢ ¢ikis yapmak istedik
ki derhal kabul edildi. Ayrica, baska higbir yerde bize taksi
beklerken bir ¢cay ya da bir limonata sunulmadi veya ¢alisanlar
bize bir sise su getirmek i¢in taksiye beklemesini sdyleyip otele

kosmadi. Eger geri donersek, burada tereddt etmeden kaliriz.’
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Bu tezde toplanan verinin incelenmesi farkinda olunma boyutunun miisteriler
icin Onem atfettigini gOstermistir. Turistlerin kendilerini 6nemli hissettiren
isletmelere karsi1 daha pozitif yorumlar yazdiklari, daha ¢ok sayida kisinin yorum

paylastig1 anlagilmistir. Elde edilen bulgular Otto ve Ritchie (1996) ile uyumludur.
4.5 Guzel Bulma Hissi

Insanlar iginde giizellik 6gesi bulunan cisimleri, mekanlar1 ve deneyimleri daha
degerli bulmaktadirlar (Pine ve Gilmore, 1999). Bununla birlikte giizel bulma hissi
bir¢ok farkli noktada ortaya cikabilmektedir. Bu his insan yapimi bir el eserinde, bir
mimari yapida olabilecegi gibi bir manzara, bir tabiat olayr karsisinda da

g6zlemlenebilir.

Sekil 6. Miisteri Deneyiminin Boyutlari-Guzel Bulma Hissi

Manzara Mimari yap1

Yerel kiiltiir yansimalari Tabiat

Miisteri yorumlarindan turistlerin otelin sundugu manzarandan oldukca
etkilendikleri ve bu durumun otel degerlendirmelerine yansidigi gozlenmistir. Mesela
otelden izlenen balonlar bu etkiyi yapmistir: ‘Vadi boyunca goriinti harika -birgok
balonun siiziiliisiinii seyretmek i¢in erken kalktik -inanilmaz bir manzara’, ve
‘Tesisin konumu sebebiyle avantajli, disariya bakan bir odada kaldik ve balkondan
goziiken karla kapl degisken doga manzarasi ve sabah saatlerinde siiziilen balonlarin
gorlintiisii bliyiileyiciydi’. Baz1 miisteriler yalnizca biiyiilenmekten bir adim 6tede bir
his yasamis olduklarin1 ifade etmektedirler: ‘Orada yapabileceginiz her seyi
yapmanizi tavsiye ediyoruz, balonlar bu diinyadan degiller, sabahin 4’iinde kalkip ve

odanizdan ¢ikip biitiin balonlar1 karsinizda gordiigliniizde nutkunuz tutulur’.
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Giintin ilk dakikalar1 ve aksam giinbatim1 da turistlerin begenisini kazanan
anlardan olmakta: ‘Sabah ve aksam tiim vadinin panoramik resimlerini elde
edebileceginiz odanin goriis agis1 paha bicilemez. lyi tasarlanmis odalarin
teknolojiyle tarihe dokunusu en segici miisterileri bile memnun edebilmektedir.’.
Glinbatim1 ayr1 bir yer tutmakta: ‘Vadiye ve Goreme’ye bakan manzara muhtesem,
ozellikle giinbatiminda’ ve ‘Yiizme havuzuna yansiyan Kapadokya manzarasi nefes

kesici, bilhassa giinbatiminda’. Bir bagka miisteriye goreyse:

‘Inanilmaz bir otel, gdriiniimii betimlemek hi¢ miimkiin degil,
gormeniz gerek!! Odamiz ¢ok iyi, ¢cok temiz ve diizenliydi,
ayrica iki sandalye ve bir masast olan bir balkonumuz vardi.
Ogleden sonra uzun bir yiiriiyiis ve iistiine banyo... Balkondan
goriinimii diisliniin... giin batim1 magaralar ve bacalar, sadece

super!’

Mimari yapinin bizzat kendisi de bir begeni sebebi olabilmektedir. Nitekim
bazi miisteriler magara odalarin giizelligi, otellerin estetigi, dekor se¢imi gibi
konularda yorumlarmi yazmugstir. Ornegin: ‘Otelin zeminleri ve binalar1 giizel ve
Ozeldir. Giizel Tirk halilart ve duvar siisleri tesisin genelinde sergilenmekte.’.
Magara odalarda kalmak kadar bu odalarin nasil modern suitlere g¢evrildigiyle
ilgilenen ve bu doniisiim surecini begeniyle takdir eden miisteriler de vardir: ‘Birgok
insanin 7 yilik ¢aligmasinin sonucunda kirsal cografyada bir elmas gérme sansi
sunulmakta - sadece para, sadece zevk veya sadece zaman yeterli degil.. Hepsinin bir
araya gelmesiyle tarih, kdltlr, luks, doga, hayranlik deneyimi igin konuklarin
ayagina kadar gelmis..” ve ‘Uzun vadeli plan oteli genisletmektir. Miiteahhit ile
konusma firsatimiz oldu, bélgeyi ve cevreyi korumak icin karsilagtiklar1 zorluklar

g0z Online alarak oteli inga etmis olmalar1 bizi daha da etkiledi’.

Odalarin miisterilere sunduklar1 da bir bagka begeni unsuru olabilmekte ve bu
begeni unsurunu dile ddkmek miimkiin olmamaktadir: ‘Oday1 biiyiilii demek disinda
betimlemek olduk¢a zor oldugu icin blogumuzda odanin bir videosu var’. Elbette
misterilerin begenisini kazanan bir mekidn ayn1 zamanda unutulmaz anilar
yasanmasinit da saglamaktadir: ‘Kapadokya’nin biiyiilii atmosferine Kayakapi’nin

harika konumu, etkileyici dekore edilmis odalar1 ve tiim c¢alisanlarinin sicak ilgisi



66

eklenince unutulmayacak anlar yasamaniz garanti oluyor. Odalar harika bir zevkle ve

en ince ayrintisi bile diigiiniilerek désenmis.’.

Yerel kiiltiiriin odada hayat bulmasi, lokal giizelliklerin turistler tarafindan
daha iyi gozlemlenebilmesine imkéan vermektedir: ‘Yastik kiliflar1 ve ortlide
kullanilan kumaslar giizel, odalara ¢ok sik ve geleneksel bir doku vermis. Oda
tasarim1 ve dekorasyon se¢iminde yerel gelenek ve mirasin ¢ok Onemli bir
yonlendirici oldugu izlenimi vermekte.”. Bunlarla iliskili olarak da otelin
yonetimindeki ustaliga dikkat ¢ekilmektedir: ‘Otelin her yoniiyle ¢ok iyi ve dikkatli
yonetildigini hissettik: I¢ ve dis mekanlar zevkle yenilenmis (odadaki halilar ¢ogu
diikkkanda gordiiklerinizinden ¢ok daha hos ve otantik) ve tiim modern imkanlari ile
magaralarin orijinal goriiniim ve dokusunun entegrasyonu uyumlu’. Son olarak giizel
bulma hissi o kadar etkili ki bir katalogda goriilen resim bir turisti arastirip bir oteli

bulmaya sevk edebiliyor:

‘Hani hep goriiriiz ya "6lmeden 6nce gidilmesi gereken 100 yer"
basliklarini. Bence Tiirkiye’de mutlaka gidilmesi gereken bir
otel ve aslinda bir yasam alani. Yurt dis1 seyahatimde ugakta
yabanci bir dergide bir otel odasi gérdiim. Muhtesem bir
fotograf. Arastirdim, dergiyi aradim ve o fotografin Tirkiye’de
bir otelden oldugunu O6grendim. Birka¢ hafta siren bir
aragtirmadan sonra o odanin CCR Hotel'de oldugunu 6grendim.
Sag olsun gorevliler tarifle o odanin hangi oda oldugunu da
buldular. Disar1 manzarasi diger odalara gore biraz zayif
oldugundan biitlin yatirim odanin i¢ine yapilmis olaganiistii bir
delixe oda. Kag numara mi1? Merak edenlere yazarim. Ama

mutlaka gidin derim :)’

Miisteri deneyiminin bir pargasi olarak giizel bulma hissi tabiata kars1 ya da
sunulan imkanlarla iligkili olarak ortaya ¢ikabilmektedir. Elde edilen veri Rageh

(2013) ile tutarlilik arz etmektedir.
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BOLUM V

SONUG VE ONERILER

5.1 Sonug

21. yiizyilin degisen sartlarinda miisteriler sadece bir iiriiniin, bir hizmetin
tiikketicileri olarak nitelenmemektedir. Bunun aksine giiniimiizde miisteriler aldiklar
iriin ve hizmetler hakkinda goriislerini agiklayabilmekte ve rekabet¢i ortamda
varliklarini siirdiirebilmek i¢in ilgili firma ya da kurumlar bu goriisleri dikkate almak
durumunda olmaktadirlar. Giiniimiizde yasanan teknik ve teknolojik gelismeler de
miisteri ve isletme arasindaki bilgi akis sirecini hizlandirmistir. Internetin
yayginlagmas1 ve genis kitlelerce erisilebilir olmast bu durum i¢in kilit rol
oynamigtir. Nitekim sosyal medya kanallarim1 kullanan misteriler kendi
deneyimlerini paylagsmakta ve bu yorumlari okuyanlarin tercihlerinde bir etki
olusturabilmektedir. Glinlimiizde internet arama motorlarinda (Google, Bing, Yandex
gibi) aranacak herhangi bir driin (telefon, bilgisayar gibi), bir hizmet (restoran,
hastane, otel gibi) ya da bir firma (ulasim, haberlesme gibi) hakkinda miisteriler
tarafindan olusturulmus olumlu-olumsuz yorumlarla karsilasmak miimkiindiir. Bu
durum ise Uriin ve hizmet saglayicilar1 i¢in bahsi gecen yorumlar: daha da 6nemli

kilmaktadir.

Miisteri deneyimlerinin potansiyel miisterileri etkiledigi bir ortamda,
isletmelerin de bu iletisim kanallarina erigsmesi, yorumlar1 gdzden gecirmesinin
isletmenin siirdiiriilebilirligi iizerinde etkileri vardir. Giiniimiiziin kiiresellesen pazar
yapist i¢inde miisterilerin ilgisini ¢ekecek deneyimler sunabilmek ozellikle hizmet
sektoriinde faaliyet gdsteren isletmeler icin kritik &neme sahiptir. Ilgi ¢eken
deneyimlerin sunulmasi marka bilinirliginin olusturulmasi, miisteri-hizmet arasinda
baglarin sikilagtirllmasi isletmenin daha karli bir tablo c¢izebilmesinde rol
oynayabilir. Pozitif miisteri deneyiminin faydalarii bu sekilde siralamak miimkiinse
de, bu deneyimi etkileyen faktorlerin analizi ve bu analize gore planlama yapabilmek

isletmeler i¢in pek de kolay bir konu degildir. Bu baglamda, miisteri deneyiminin
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analiz edilebilecegi, miisterinin deneyimini paylastigr ve kitlelere ulastig1 kanallar

olan sosyal medya, analiz i¢in bir firsat sunmaktadir.

Bu tezde Kapadokya yoéresinde bulunan bes yildizli otellere yapilan miisteri
yorumlar1 incelenmis ve miisteri deneyimi ile marka sadakati arasindaki iliski
arastirilmistir. Tiirkge literatiirde yeni sayilabilecek olan turizm sektoriinde miisteri
deneyimini inceleyen bu tez literatiire icerik ve metodolojik katki yapmayi

hedeflemistir.

Tezin igerik katkisi Kapadokya yoresinde bulunan bes yildizli oteller
hakkinda yapilan ilk miisteri deneyimi aragtirmasi olmasindan ileri gelmektedir.
Metodolojik katki ise YOK Tez Bankasi’na gore Tiirkiye’de turizm sektdriinde

‘netnografi’ yontemi kullanilarak analiz yapan ilk tez olmasindan ileri gelmektedir.

Miisteri yorumlarinin potansiyel miisterilerin tercihlerini etkileme glclnin
bulundugu ve giiniimiiz diinyasinda internetin bilgiye erisimin hizli bir yolu oldugu
bu tezin farkli bolimlerinde tartistlmistir. Ayni sekilde sirketlerin varliginin
devamliginin, miisterilere bagli oldugu da ifade edilmistir. Bu baglamda miisterilerin
aldiklart iirlinden ya da hizmetten memnun kalmalari, tekrar ayni firmayi tercih
etmeleri ya da bagkalarma tavsiye etmeleri 6nem arz etmektedir. Miisteri
deneyiminin direkt miisterinin yorumlarindan, hizli ve giivenilir bir sekilde
anlasilabilmesini saglayan netnografi yontemi miisteri deneyimi ve miisteri sadakati

arasindaki iliskiyi arastirmak icin bu tezde uygulanmastir.

Nitel yontemler arasinda smiflandirilan netnografi, nitel aragtirmalarin
ozelliklerine uygun olarak arastirmanin kesif slrecCiyle yiiriitiilmesine dayanir.
Netnografiyi etnografik arastirmalarda kullanilan usullere benzer bir yaklasimin
internet tabanina uygulanmasi olarak degerlendirmek miimkiindiir. Bu baglamda
bahsi gecen yontemin olusumu internetin yayginlagsmas: ve daha ¢ok insanin
erisimine agilmasiyla gerceklesmistir. Kozinets (1998, 2002) tarafindan gelistirilen
bir yontem olan netnografinin pazarlama alaninda uygulamasi ise miisterilerin sanal
ortamda paylastiklar1 yorumlarin, deneyimlerin ve goriislerin arastirma verisi olarak
kullanimi ile yapilir. Netnografi yontemi, arastirmaci ile aragtirmaya muhatap olanlar

arasinda dogrudan bag kurmayarak etnografik arastirmalarin kaygist olan
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arastirmaya muhatap olanlar {izerindeki aragtirmacinin etkisinin azaltilmasini
kolaylastirmistir. Bu tezin arastirmast yorumlarini paylasan miisterilerle temas
kurulmadan ve onlarin yorumlar1 yonlendirilmeden yiiritiilmiistiir. Misterilerin

yorumlari oldugu gibi alinarak kullanilmistir.

Bu yontem sayesinde miisterilerin kendi istedikleri dogrultusunda olumlu-
olumsuz sekilde paylastigi deneyimler incelenmistir ve arastirmacinin bu slrecte
higbir etkisi olmamistir. Boylece elde edilen verinin gergege daha yakin olmasi
hedeflenmistir. Buna ek olarak her miisterinin deneyimi kendine has olmasi
sebebiyle miisteri deneyiminin miidahalesiz bir sekilde aktarilmasi arastirma

sonuclarinin glivenilirligi i¢in 6nem arz etmektedir.

Ayrica sunu da ifade etmek gerekir ki miisterilerle kurulacak olan dogrudan
temas onlarin deneyimlerini oldugu gibi aktarmalarinin 6niinde bir engel teskil
edebilir ve deneyimlerini direkt paylasmak yerine degistirerek aktarabilirlerdi.
Miisterilerin deneyimlerinin siizgegten gecirilmeden paylasabildigi ortamlar olan
sosyal medya iizerinden toplanan veriler miisteri deneyiminin anlasilmasi i¢in faydali
olabilmektedir. Mevcut yorumlarin analizi vasitasiyla arastirmaci iirtin ya da hizmeti
degerlendiren fonksiyonel yorumlarla deneyimsel yorumlar1 birbirinden ayirmis ve
miisteri deneyimini daha iyl anlamayr amaglamistir. Bu agidan bakildiginda da

netnografi yontemi bu tezin arastirmasi i¢in uygun bir yontem olmustur.

Toplanan verilerin analizine yakindan bakildig1 zaman su sekilde bir tablo
ortaya cikmaktadir: Kapadokya bdlgesinin arastirma kapsaminda incelenen bes
yildizl1 otellerinde konaklayan ve ilgili internet sayfasina yorum yazan kisilerin
deneyimleri bes ana baslik etrafinda sekillenmistir. Bunlar inceleme sirasiyla

‘rahatlik’, ‘haz’, ‘yenilik’, ‘farkinda olunma’ ve ‘giizel bulma hissi’ olmustur.

Rahathk bashig altinda incelenen miisteri yorumlar1 turistlerin
konaklamalarini rahat bir ortamda gecirmeyi beklediklerini gostermektedir. Bir¢ok
miisterinin yorumunda Kapadokya’da gilin boyu yapilan aktivitelerin fiziksel
yorgunluga sebep olabildigi ve bu yorgunlugun otelde giderilmek istendigi
anlasilmaktadir. Ozellikle Kapadoya’da yalnizca bir giin konaklayan ve ertesi giin
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baska bir destinasyona hareket edecek olan miisterilerin yorumlarinda bu durum daha

sik sekilde gozlemlenmektedir.

Konaklamadan beklenen, bu baglamda, giin sonu halsizligini giderecek
ortamin ya da imkanlarin saglanmasi olmaktadir. Otellerin sundugu yataklarin
rahatlik ve konfor derecesi miisterilerin yorumlarinda kendine yer bulmaktadir.
Nitekim yogun bir giiniin ertesi sabahina zinde kalkan miisteriler pozitif yorumlarda

bulunmaktadirlar.

Miisterilerin rahatlik deneyimlerinde yer kendine bulan bir baska unsur ise
baz1 otellerde sunulan suit odalardaki hamamlardir. Odaya has hamam deneyimi
birgok yabanci turist i¢in farkli bir deneyimdir ve miisterilerin bu tecriibelerinden
memnun kaldiklar1 anlasilmaktadir. Hamam sisteminin hem bir sauna hem de banyo

gibi ¢ift fonksiyonlu bir nitelikte olmasi da bu yorumlarda vurgulanmaktadir.

Rahatlik boyutu sadece fiziksel imkanlarin teminiyle elde edilememektedir.
Miisteri yorumlarinin analizinde kaldiklari mekani ‘otel odasi’ yerine ‘ev’ olarak
tanimlama egiliminde olan miisterilerin daha pozitif deneyimlere sahip olduklar
sOylenebilir. Kaldiklar1 oday1 ‘ev gibi’ diye tanimlayan miisteriler oldugu gibi
aidiyetlerini ve duygusal baglanimlarimi gosterecek sekilde kaldiklar1 odalara ‘evim’

diye miisteriler de mevcuttur.

Bir otel odasiyla kurulan bu duygusal bagin sebebi ne olabilir? Arastirma
konusunun o&tesinde olmasma ragmen daha sonraki aragtirmalara fikir vermesi
acisindan bu soruya miisteri yorumlarindan yola ¢ikarak su sekilde yorum yapilarak
yamit aranabilir: Oncelikle otelin miisterilere samimi bir oda temin ettigini
sOyleyebiliriz, konforlu ve modern olmalarinin yaninda odalara bir ‘samimiyet’ hissi
verilmistir. Odalarin niteliklerine ilaveten otel personelinin gostermis oldugu ilgi ve
alaka yine bu ‘ev gibi’ hissinin yaganmasina katki sagliyor olabilir. Bu duygunun
miisteriler tarafindan hissedilmesi i¢in 6zelikle danisma, resepsiyon, restoran gibi
miisteriler ile direk temas halindeki boliimlerde bulunan personele 6nemli rol
diisiiyor gibi goziikkmektedir. Bir baska faktor ise kisilerin kaldiklart mekanin

gegmisine dair bilgi sahibi olmalari -ki bu bilgi s6zel ve gorsel olabilir- onlarin odaya
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bir kimlik vermelerine ve kaldiklar1 odalar1 daha ¢ok benimsemelerini sagliyor

olabilir.

Otellerin sundugu rahatlik deneyimi bazen miisteriler i¢in isletmelerce arzu
edilebilecek bir sikintiya doniisebildigini sdylemek miimkiindiir. Nitekim bazi
miusteriler otelin sundugu hizmetten, odalarin konforundan ziyadesiyle memnunlardir
ki gezi planlarinda olan mekanlara gitmek istemeyip otelde vakit gecgirmek
istemektedirler. Baska bir ifadeyle, otelin sundugu rahatlik turistteki gezip-gorme

istegine galip gelebilecek boyutlarda olabilmektedir.

Ozellikle magara odalarda kalan miisterilerin temizlik hususunda endiseye
sahip olduklart ama bu deneyimden de geri durmak istemedikleri anlagilmaktadir. Bu
acidan degerlendirildiginde, magaralarin sundugu nezih konaklama odalarin

konforuyla birlesince miisterilere beklentilerinin {istiinde bir rahatlik vermektedir.

Kapodakya’nin kendine has cografi yapisi miisterilere farkli bir deneyim
sunmakta ve otelin sundugu imkéanlar nispetinde bir rahatlik unsuru olmaktadir.
Nitekim bazi otellerin sahip oldugu Kapadokya manzarasi hem miisterilerin begeni
duygularina dokunmus hem de stresten uzak diisiincelere dalmalari i¢cin miikemmel
bir imkan sunmustur. Miisteri deneyimlerinden elde edilen veriye gore miisteriler
boyle bir manzaraya sahip otellerden daha memnun ayrilmaktadir. Miisteri
deneyiminde otelin sundugu fiziki olanaklar kadar otelin konumunun da yer tuttugu

soylenebilir.

Sunulan hizmetler bir otele ekstra deger olarak geri donmektedir. Ornegin,
sehre gorece uzak bir otelin temin edecegi licretsiz hizmet ya da tur ve gezi
planlamasinda yapilacak Oneriler miisterilerin deneyimlerini olumlu ydnde
etkilemektedir. Baska bir ifadeyle, otellerin yalnizca oda-kahvalti konsepti digina
cikmalar1 miisterilerin otelin hizmetlerinden daha fazla deneyim elde etmelerine ve

cogunlukla daha pozitif yorumlarda bulunmalarina sebep olmaktadir.

Dort mevsim turistik aktivitelerin siirdiigii Kapadokya’da miisteriler i¢in her
mevsime uygun odalarin tasarlanmasi1 gerekmektedir. Isitma ve sogutma sistemleri

misterilerin odalarinda rahat edebilmelerini gozeterek se¢ilmesinde fayda vardir.
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Miisterilere biitiin yonleriyle rahatlik hissi verebilen bdylesine bir yapinin neticesi ise

kimi zaman evini satip otel odasina taginmayi istemek olabilmektedir.

Haz baghgi altinda incelenen yorumlardan haz almman unsurlarin miisteri
deneyiminin olumlu bir seyir kaydetmesine sebep oldugu anlasilmaktadir. Haz hissi
musterileri heyecanlandiran, hatiralarina yer edinen biitiin eylem ve ortamlarda
mevcut olabilmektedir. Incelenen yorumlarda miisteri deneyiminin haz boyutu birgok
fakl durum karsisinda gbozlemlenmistir. Yorumlardan miisterilerin

konaklamalarindan haz almay1 da umduklari1 anlasilmaktadir.

Arastirma sirasinda karsilasilan haz unsurlarindan biri miisterilere sunulan
yiyecek-icecek hizmetiyle ilgilidir. Miisteriler otelde tattiklar1 yemeklerden aldiklar
lezzeti yorumlarindan da eksik etmemislerdir. Miisteri yorumlarinin etkisi
tartisilirken  bahsi  gecen yorumlarin  potansiyel miisterilerin  tercihlerini
etkileyebildigi bilinmektedir. Bu tip yorumlara haz baghg altinda rastlamak
mimkunddr. Nitekim yeme-igme tavsiyeleri sunan miisterilerin ve tadina
doyamadigi yemekler i¢in tekrar otelde konaklamak istedigini ifade eden

miisterilerin yorumlariyla karsilagilmaktadir.

Yeme-icme faaliyetinden alinan haz miisterilere baska yerden alip tatma
imkani bulamayacaklar1 —6zel Uretim bal, recel gibi- Grtinlerin sunulmasiyla artiyor
gibi goziikmektedir. Miisterilerin ayni tad:r bagka yerde bulamayacak olmalarindan

liziintli duymalar1 da bu goriisii destekler niteliktedir.

Kimi durumlarda miisteriler yedikleri yiyeceklerin iiretim surecini de takip
edebilme imkani bulabilmislerdir. Tiirkiye’de birgok yorede kolayca yapilan gézleme
gibi yiyecekler, bunlari hazirlayan gorevliler miisterilerin dikkatini ¢ekmekte ve
onlarin Tirk kiiltiiriiyle karsilasmalarinin bir pargasini olusturmaktadir. Yemeklerin
hazirlanis1 hakkinda bilgi sahibi olmak da miisteri deneyimlerinin i¢inde kendine yer

bulmustur.

Liks {riinler kimi miisteri yorumlarinda bir haz unsuru olarak ortaya
cikmistir. Ozellikle otellerin dekor secimleri, odalarda kullanilan esyalarin se¢imi —

en ince ayrintisina kadar- miisteriler tarafindan incelemeye tabi tutulmustur. Elbette
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Ozellikle magara otel konseptini benimseyen firmalarda haz hissi eski (magara) ile
yeninin (modern esya) zit goziikken ancak uyum icinde bir araya getirilmesiyle

miisterileri etkiledigi gézlenmistir.

Kimi yorumlarda magara odalarda konaklamak basli basma bir haz unsuru
olarak belirmektedir. Ozellikle 20’inci yiizyilda dahi insanlar tarafindan kullanilmis
ve modernize edilip otele doniistiiriilmiis bir mekanda konaklama fikri miisterilere
farkl1 bir deneyim sunmaktadir. Nitekim odadaki hosa giden modernite kadar bu
gozilkmeyen ama yoOnetim tarafindan aktarilan antik ortam de farkli miisteri

yorumlarina bir boyut katmaktadir.

Otellerin peyzaj diizenlemesi de en az odalarin tasarimi kadar 6nem atfedilen
unsurlardan olarak yorumlarda kendine yer edinmektedir. Bazi otellerin peyzaj
diizenlemesi yapilirken bazi hayvanlar i¢in bir yasam alani olusturularak farkli bir
ortam olusturulmustur. Birgok miisteri i¢in otel bahgesinde ¢esitli hayvanlar gormek
hayret uyandiran ve hoslarina giden bir an1 olmustur. Kendine has kii¢iik bahgeleri
olan odalar hem dogal giizelligin hem odadaki liikksiin harmanlanmasini saglamis ve
miisteri yorumlarinda pozitif bir yer edinmistir. Bir bagka otelin peyzajini antika
eserler siislemekte, bu da benzer sekilde turistler icin tarihle ig-ice bir konaklama

deneyimi anlamina gelmektedir ki bu durumdan haz duyan miisteriler mevcuttur.

Hig siiphesiz Kapadokya’nin essiz dogal yapisi balon turlarina katilan ya da
otellerinden balonlar1 izlemeyi tercih eden miisterilerin yorumlarinda 6nemli bir yer
tutmaktadir. Miisterileri yorumlarindan turistlerin bilhassa sabah saatlerinde kah tura
katilmak i¢in kah seyir i¢in erken kalktiklar1 ve onlarca balonun Kapadokya

semalarinda siiziiligiinden keyif aldiklar1 anlagilmaktadir.

Miisterilerin kendileriyle konakladiklart mekén arasindaki mekéan arasinda
daha kuvvetli bag kurmalar i¢in o mekana dair daha fazla bilgi sahibi olmalarinin
faydali oldugu anlasilmaktadir. Nitekim gerek otel gerekse de Kapadokya yoresi
hakkinda kimi hikdyeler dinleyen miisterilerin yorumlar1 konaklamalarimi daha
unutulmaz yapmis gibi goziikmektedir. Bu nokta da personele turistlerin otel ve
bolge ile iliskilendirilmesi vazifesi diigmektedir ve kimi otellerde bu gorev basariyla

yerine getirilmistir. Baz1 durumlarda miisterilerin unutulmaz bir deneyime sahip
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olmalar1 onlarla 6zel ilgilenmesine bagli olmustur. Bir miisterinin otelin hizmetleri
arasinda yer almayan mutfak alisverisine dahil edilmesi, sefle birlikte kendi yemegini

hazirlamasi boylesine 6zel muamelenin bir 6rnegidir.

Yenilik baslig1 altinda analiz edilen yorumlardan miisterilerin kendileri igin
yeni olana kars1 bir ilgi oldugu anlasilmaktadir. Miisteri deneyiminde yenilik boyutu
birgok farkli noktada gelisebilmektedir. Bir aktivite, bir tat, bir cografi yapi, bir

mimari yap1 biinyesinde yenilik unsuru bulundurabilir.

Miisteri deneyimlerinin incelenmesinde i¢inde yenilik unsuru barindiran ve
goze ilk carpan aktivite Kapadokya’da yapilabilen balon gezisidir. Turistlerin ¢ogu
icin balon gezisi ‘yapmadan donme’ hiikmiinde oldugu yorumlarindan
cikarilmaktadir. Bir¢ok miisterinin ‘biiyiileyici’ diye adlandirdigi Kapadokya’da
balon gezisi yapmak ve bu cografyayr gokyiiziinden seyretmek baslt basina bir
deneyimdir. Bununla birlikte, hi¢ siiphesiz bu aktiviteyi ‘yenilik’ yapan bir baska
sebep de birgok miisterinin daha once bu sekilde bir balon gezisi yapmamis
olmalaridir. Bagka bir ifadeyle miisterilerin hatiralarinda bu gezinin yer etmesinde
Kapadokya’nin cografyast kadar gokyliziine balonla yiikselme deneyimi de rol

oynamis goziikmektedir.

Bazi oteller balon gezisinin ayarlanmasinda, firma se¢imi gibi konularda araci
rolii iistelenmektedir. Hatta bir otel kendi balon firmasini isletmekte ve otelde
konaklayan turistlerden bazilar1 bu firmay1 tercih etmektedir. Bu durum igletmenin
iki farkli kanaldan (otel ve balon gezisi) gelir elde etmesini sagladigi kadar, s6z
konusu isletmenin sorumluluk seviyesini de artmasma sebep olabilir. Miisteri
yorumlarindan anlasildigr kadariyla turistler bu sekilde organize edilen geziden
memnun olmuglardir. Elbette bu memnuniyette hem gezinin miisteriler i¢in eglenceli
kilinmas1 hem de gezi sonrasinda takdim edilen madalya ve ikramlar da bir rol
oynamig olabilir. Baz1 miisterilerin de ifade ettigi gibi turistlere verilen madalya

benzeri ‘kii¢iik dokunuslar’ miisteri deneyimlerini olumlu yonde etkilemektedir.

Balonlarla gezinti yapmanin bir yenilik oldugu birgok miisteri yorumlarindan
anlasilsa da, bazi turistler birtakim sebepten (zaman, korku ve maliyet gibi) 6tiirii bu

yeniligi deneyimleyememektedir. Bu durumda bazi miisteriler otelden balonlarin
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hava siiziiliigiinii seyretmeyi tercih etmektedir ki bu deneyimin de yine pek ¢ok turist
icin yenilik oldugu anlasilmaktadir. Elbette bir giinden daha uzun konaklama yapan

miisteriler i¢in her iki yeniligi de deneyimleme imkan1 dogmaktadir.

Miisterilerin 6nemli bir kesimi i¢in magarada konaklamak bir diger yeniliktir.
Incelemeye tabi olan otellerden ii¢ tanesinde bdyle bir imkdn mevcut degildir, bu
sebepten bu otellerde kalanlar magarada konaklamaya dair bir deneyim
belirtmemislerdir. Ancak sozii gecen otellerde kalan bazi miisterilerin bir sonraki
seferde magarada kalmay1 tercih edeceklerini, magarada konaklamay1 deneyimlemek
istediklerini ifade ettikleri olmustur. Diger otellerde kalanlarin yorumlari
incelendiginde ise bir¢ok miisterinin magarada konaklamaktan son derece memnun

ayrildig1 gozlemlenmektedir.

Magarada konaklama imkani1 birgok turist tarafindan ‘baska yerde
bulunamayacak’ sekilde aktarilmistir ki bu deneyimin bir ‘yenilik’ oldugunu bariz
sekilde ifade etmektedir. Oyle ki baz1 miisteriler endiselerine (odanin dar, karanlik ya
da tozlu olabilecegi gibi) ragmen bu odalarda kalmaya cesaret edebilmislerdir.
Konaklama sonrasinda miisteriler bu korkularinin yersiz oldugunu ifade etmislerdir.
Nitekim, daha once ifade edildigi lizere magara odalarin bir restorasyon siirecinden
gecmesi ve modern, liiks esyalarla dosenmesi bu korkulari yersizlestirmekte rol

oynamis olmalidir.

Akla bir endise unsuru gibi gelmese de bazi ¢ocuklu aileler icin magarada
kalma karar1 zor bir karar olmustur. Zira ¢ocuklar i¢in uygun eglence imkanlarinin
olmayacag diisiincesi bir bagka endise konusu olusturmustur. Buna ragmen ¢ocuklu

miisteriler dahi magara deneyimin zevk aldiklari ifade etmislerdir.

Farkinda olunma baslig1 altinda yapilan analizler farkinda olunma hissinin
miusterilerin ilgi alaka goérdiikleri, kendilerini 6nemli hissetmelerini saglayan tutum
ve davranislardan ya da bu hisse sebep olan maddi imkanlardan kaynaklandigini
gostermektedir. Bilhassa otel personelin miisterilerle olan iligkileri bu hissin
yasanmasinda Onemli paya sahiptir. Farkinda olunma boyutu incelenen miisteri

yorumlart i¢inde en sik goriilen deneyim boyutudur.
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Bu boyut otel tarafindan sunulan biitiin hizmetlerde goriilebilir, miisteriler
sunulan bu hizmetlerin butiniinden ya da herhangi birinden kendilerini 0zel
hissedebilirler. Boyle bir hizmet miisteriyle kurulan ilk temasta olabilecegi gibi
miisterilerin yoredeki aktivitelere yonlendirilmesi, kisiye 6zel hallerin gozetilmesi
gibi durumlarda da ortaya ¢ikabilir. Farkinda olunma boyutu diger boyutlara nazaran

miisteri deneyimlerinde daha uzun soluklu etkiye sahip gibi géziikmektedir.

Bir¢ok otelde miisteri-otel iliskisi otele ‘giris” yapmasiyla baslamaktadir.
Yaygin uygulama bu yonde olmasi sebebiyle miisteriyle ilk olarak resepsiyonda
temasa gegen bir isletmenin yargilanmasi beklenmez. Bununla birlikte bir otelin bu
temas slrecini biraz erken baslatmak istemesi durumunda -ki incelenen
isletmelerden biri bunu uygulanmaktadir- bu durum turistler tarafindan hizla fark
edilmektedir. Nitekim miisteri yorumlari turistlerin gezilerini dnceden planlamalarina
yardimci olan bu otelin verdigi hizmetten son derece memnun kaldiklarini
gostermektedir. Sunu da belirtmekte fayda var ki otelin miisteriyle rezervasyon
sonrast temas kurmasi miisteride farkinda olunma hissi olusturdugu gibi, miisterilerin
baska tiirlii haberdar olmayacaklar1 aktiviteleri (ATV safarisi gibi) deneyimlemeye

de tesvik edebilmektedir.

Hizmetlerin sahsilestirilmesi, kisiye 6zel sunulmasi, miisterilerin kendilerini
daha 6zel hissetmelerine saglamaktadir. Mesela otelden erken ayrilmak zorunda
kalip kahvalt1 yapamayacak olan bir miisteri i¢in hazirlanan kahvalti paketi turistin

otel tarafindan 6nemsendigini hissetmesinde rol oynamaktadir.

Bazi ¢ocuklu aileler i¢in seyahatin glizelligi ¢ocugun gegirdigi hos vakitle
dogru orantili goziikmektedir. Miisteri deneyimlerinden anlasildigi kadariyla otel
personelinin  c¢ocuklartyla  Ozellikle ilgilendigi turistler bu  durumundan
memnuniyetlerini yorumlarinda paylasmislardir. Bir miisterinin de ifade ettigi gibi
incelenen otellerde ¢ocuklara yonelik pek bir aktivite yoktur, ancak buna ragmen
cocuklarin  hosca vakit gecirebilmeleri personelin onlarla ilgilenmesinden
kaynaklaniyor goziikmektedir. Bazi durumlarda da cocuklara uygun {iiriin temini
(farkl1 ebatlarda bir besik gibi) ihtiyaci ortaya ¢ikabiliyor ve bu sorunun ¢oziilmesi,

¢Oziilmesi i¢in kaydedilen c¢abanin her adimi miisterilerin  dikkatinden
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kagmamaktadir. Neticede turistler, ¢ocuklarinin rahati i¢in ¢alisan bu personellerin

gayretlerini pozitif yorumlarina dahil etmislerdir.

Tirk mutfagi yorumlarda gogunlukla zenginligiyle ve lezzetli yemekleriyle
On plana ¢ikmaktadir. Bununla birlikte bazi miisterilerin deneyimlerinden kendilerine
uygun yemek bulamadiklari, fakat personelin onlara bu konuda yardimc1 olduklart ve
onlara 0Ozel yemekler hazirladigi anlagilmaktadir. Elbette bdyle bir muamele
miisteriler tarafindan takdirle karsilanmistir. Bu baglamda, miisterilerin ihtiyaglarmin
birebir gozetilmesinin gerekli oldugu sodylenebilir. Nitekim miisterilerin talepleri
yilin ayina gore de (niyetli bir Miisliman i¢in Ramazan gibi) degismektedir ki boyle

bir degisim ancak 6zel ilgi gosterilirse fark edilebilmektedir.

Bir biitiin olarak degerlendirildiginde personel-turist iliskisinin miisterilerin
kendilerini 6zel hissetmelerini saglayan temel eleman oldugu sdylenebilir. Nitekim
misterilerin 6zel anlarii takip eden, siirpriz hazirlayan, memnuniyetlerini kontrol
eden bir igletmenin yorumlart son derece pozitif olmaktadir. Boyle bir muameleyi
baska yerde bulamayacagini, kraliyet mensubu gibi hissettigini sdyleyen miisterilerin

yorumlari ile karsilagilmaktadir.

Bununla birlikte personelin gosterdigi yakin ilginin yaninda otel odalarinin
miisterileri tatmin etmesi de bir etken onarak miisteri yorumlarindan anlasilmaktadir.
Nitekim bazi1 miisteriler odalardaki modern ¢izgiden etkilenirken, bazilari ise odanin
bolgenin ‘mistik’ havasini yansitmasindan etkilenmekte ve o©zel hissettiklerini
dillendirmektedir. Miisterilere verilecek kaldiklar1 odayla iligski kurabilecekleri sahsi
hediyelerin verilmesi de onlarin otelden c¢ikis yaptiktan sonra otel tarafindan

diistiniildiiklerini hissettirmektedir.

Bir turistin yolculugunda karsilasmak istemeyecegi durumlar da mevcuttur,
mesela valizinin kaybolmasi, telefonunun kaybolmasi gibi haller stres kaynagi
olabilir. Nitekim bunun gibi durumlarla karsilasan miisterilere otelin yardimci
olmasi, onlar adina sirecleri takip etmesi miisteri yorumlarinda olumlu tepkiler

verilmesini saglamistir.
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Otel personelinin miisterilerin farkinda olmasi yalnizca onlarin 6zel anlarin
takip etmesinden ibaret degildir. Ayn1 sekilde, turistlerin sikintili anlarinda da onlarla
ilgilenilmesi gerekebilmektedir. Hastalanma gibi durumlar da otel personelinin
yardime1 olmasi takdir edilmekte ve miisteri deneyimlerinden anlasilmaktadir. Bazi
durumlarda otelden ¢ikis yapan ve hatta bagka bir sehre gitmis bulunan miisterilere
yardim eli uzatma ihtiyact dogmaktadir ki miisteriler bu sartlarda gelen yardimi

unutamamaktadir.

Farkinda olunma boyutunun en kritik kaynagi otel personeli olarak
goziikmektedir. Nitekim miisteriyle rezervasyon aninda ya da otelde giris yaptiktan
sonra kurulan ilk temas, turist otelden ¢ikis yapana ve hatta daha sonrasina kadar
devam etmektedir. Biitiin bu siire zarfinda miisteri kendisiyle alakadar olunmasindan,
ihtiyaglarin1 gbzeten birilerinin var oldugunu bilmesinden olumlu etkilenmekte ve

bunu deneyimlerini aktarirken dillendirmektedir.

Bu noktada personelin bir arkadas, hatta bir akraba gibi algilanmas1 dahi
miimkiin olabilmektedir. Otel odas1 bir ev kimligine biirlinebilmekte, seyahat farkli

duygular1 biinyesinde toplamaya baslamaktadir.

Guzel bulma hissi incelenen son deneyim boyutu olmustur. Incelenen
miisteri deneyimleri turistlerin gilizel bulduklari nesnelere, manzaralara, yapilara

yorumlarinda yer verdiklerini géstermektedir.

Kapadokya yoresinin turistlere sundugu deneyimin bir pargasi olan essiz doga
manzarast miisteri deneyimlerinde kendine siklikla yer bulmustur. Otelin ortak
alanlarinin ya da odalarinin giizel bir manzaraya sahip olmasi bu nokta 6nem arz
etmektedir. Nitekim miisterilerin yorumlar1 da Kapadokya’nin tabiat giizelligi kadar
otelin bu dogayr seyir imkdni verdigi durumlarda ortaya ¢ikmaktadir. Ornegin,

balonlarin siiziiliisii ancak bazi otellerden takip edilebilmektedir.

Miisteri deneyimleri bilhassa sabah ve aksam saatlerinin verdigi giizellik
duygusuna vurgu yapiyor goéziikmektedir. Giindogumu ve gilinbatimi manzarasi
turistlerin begenisini kazanan, onlarin unutulmaz anlar yasamasimi saglayan

vakitlerdir
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Insan yapimi mimari yapilar da tabiat kadar miisterilerin begeni duygusunu
oksayabilmektedir. Bazi miisteriler kaldiklart magara odalardan ¢ok etkilendikleri
gibi bu magaradan otel odasina doniisiim sdreci hakkinda daha fazla bilgi sahibi
olduklar1 zaman ayrica bu bilgi edinim kaynakli begenilerini de dile getirmislerdir.
Ortaya c¢ikan tatmin edici sonucun yogun bir caligmanin eseri olmasi miisteriler
tarafindan takdir edilmistir. Turistleri odalarin doniisiim slrecini aragtirmaya sevk
eden unsurlardan biri kaldiklar1 odalarin onlara sundugu giizel ortam olabilir. Miisteri
yorumlarinin incelenmesi sirasinda bazi miisterilerin begenilerini ifade edecek

kelime bulamaklarini soyledikleri kaydedilmistir.

Turistlerin bazilar1 yerel kiiltiirii merak etmekte ve daha fazla bilgi sahibi
olmak istemektedir. Bu noktada bazi otellerin yerel kiiltiirel dokuyu otelin ortak
mekanlarina ve/ veya otel odalarina yansitmalari, miisterilerin yoresel el sanatlarini
daha yakindan incelemelerine imkan verebilmektedir. Hatta bazi durumlarda
misterilerin otelde gordiikleri esyalar1 en ince ayrintisina kadar inceledigi izlenimi
edinilmistir. Otelin teshir ettigi eserler miisterilerin estetik zevkine ve kiiltiirii tanima
meraklarina dokunmustur. Bu durum bazi miisteri yorumlarinda o kadar bariz sekilde
ortaya ¢ikmaktadir ki, turist resmini gordiigii ve hayran kaldig1 yeri arayip bulmaya

sevk edebilmektedir.

Ozetle ¢alisma kapsaminda ele alian miisteri deneyiminin bes boyutu vardir.
Bu boyutlar rahatlik, haz, yenilik, farkinda olunma ve giizelliktir. Ilgili boyutlar
gecmis akademik calismalar ile (Shoemaker, 1989; Otto ve Ritchie, 1996, Pine ve
Gilmore, 1999; Poulson ve Kale, 2004; Ismail 2011, Rageh ve digerleri, 2013) ile
tutarlilik gostermektedir. Elde edilen bulgular miisteri deneyiminin bes boyutunun da
olumlu miisteri deneyimi elde edilmesinde bir yer tuttugunu, ancak en Onemli
boyutun ‘farkinda olunma’ oldugunu gostermistir. Olumlu miisteri deneyimiyle
ayrilan turistlerin yorumlarinda marka sadakatiyle iligkilendirilen otelden ‘hig
ayrilmama’ beklentisi, otele ‘tekrar gelme’ istegi ve oteli bagkalarina ‘tavsiye etme’

hali tespit edilmistir.
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5.2 Yonetimsel ve Akademik Oneriler

Miisteri deneyimleri genel olarak degerlendirildiginde ortaya sOyle bir tablo
cikmaktadir. Incelenen alt1 otel miisterilere sunduklar1 olanaklar ve karsiliginda
aldiklar1 yorumlar birbirinden farkli olmustur. Otellerden tgii (Cappadocia Cave
Resort veSpa, Kayakapi Premium Caves — Cappadocia ve Museum Hotel) daha az
sayida odaya sahip ve biitiinliyle ya da kismen ‘magara oda’ konsepti sunmaktadir.
Kalan Ug¢ otel (Dinler Hotels — Urgup, Doubletree by Hilton Avanos Cappadocia ve
Perissia Hotel ve Convention Center) ise ¢ok odali, konferans salonu temin edebilen,
daha cok tur operatorlerinin tercih ettigi otellerdendir. Bu farkliligin analize
yansimasi ise deneyim igeren miisteri yorumlarinin ¢ogunlukla ilk grup otellerden
gelmesi olarak gozlemlenmistir. Bu noktada miisteri deneyimine 6nem veren ve
miisteri deneyimleri aracilii ile marka sadakati olusturmak isteyen otellerin artik
geleneksel hizmetler sunmak yerine daha az odali kisisellestirilmis hizmetler

sunabilen konseptlere yonelmesi gerekmektedir.

Miisteri deneyimleri bes ayr1 boyut etrafinda toplanmis ve bunlar arasinda en
on plana ¢ikan, diger boyutladi besleyen boyut ise ‘farkinda olunma’ boyutudur.
Farkinda olunma hali miisterilerin konaklamalarindan memnun olmalarin1 saglamis
ve tekrar ayni yerde kalmayi istemelerine biiylik katki yapmis goziikmektedir.
Miisterilerin kendilerini 6zel hissettikleri bu boyutun yorumlara yansiyabilmesinde
en biiyiikk rol otel personeline diismektedir. Otel personeline diisen bu 6nemli
sorumlulugun yerine getirilebilmesi de calisanlarin calistiklar1 yeri sahiplenme
diizeyi ile ilgilidir. Bu noktada otel yonetiminin calisanlarinin g¢alisgtiklar1 yeri
sahiplenmesi, onlarin memnuniyetini arttirmasi gerekmektedir. Calismanin sonuglari
gostermistir ki memnun ¢alisanlar, deneyimce zengin konaklamalar olusturulmasini
saglamaktadirlar. Ayrica c¢alisanlarin yaninda kisisellestirilmis deneyimlerde
cesitlendirme yapmak da miisteri deneyimini zenginlestirmektedir. Ornegin oda
numarasinin yazili oldugu anahtarliklar hediye etmek, miisterilerin adlarmin bas
harflerinin islenmis oldugu havlular hediye etmek, onlarin zevk ve tercihlerine uygun
yemekler hazirlamak, siireglere miisterileri dahil etmek olumlu miisteri deneyimine

katk1 saglamaktadir.
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Personelin tutum ve davranislari, miisteriyle kurulan temaslarin samimiyeti,
miisteriye verilen hizmetin sunulus sekli bir biitiin olarak miisteriler tarafindan
degerlendirilmektedir. Otellerin ‘oda kahvalti’ konsepti disinda hizmet vermesi ve
miisterileriyle daha ¢ok temas kurmasi bu noktada faydali olabilmektedir. Turistlere
sunulacak kiiclik hediyeler ya da yapilan siirpriz bir etkinlik oldukga etkili sonuglar
vermektedir. Ayni sekilde otelde verilen yeme-igme hizmetinde miisteriye Ozel
seceneklerin  sunabilecek imkanin olmasi, standart giinlik meniiniin disina
cikilabilmesi daha olumlu miisteri deneyimi saglamaktadir. Iletisimin giicii bu
calismada da bir kez daha teyit edilmis durumdadir. Daha etkili iletisim kurabilen

oteller daha olumlu miisteri deneyimi de sunabilmektedir.

Turistlerin seyahatlerinin daha akilda kalici olmasi i¢in gezi planlarinda
aracilik yapilmasi ya da detayli tavsiyelerde bulunulmasi sonug vermekte ve pozitif
yorumlarin gelmesiyle neticelenebilmektedir. Miisteri-personel iligkisinin ‘i iliskisi’
olmaktan uzaklasip ‘arkadas/ akraba iligkisi’ gibi algilandigi durumlarda yapilan
seyahatin turist lizerinde daha manidar etki biraktig1 gézlenmistir. Bu baglamda, otel
personelin miisterilerin ihtiyaclarin1 gozetebilecek yetenek olmasi gerekmekte ve

yeter miktarda kalifiye personel istihdam etme ihtiyact ortaya ¢ikmaktadir.

Elbette her otel miisterilerine bir ‘yenilik’ olarak degerlendirilen ‘magara
oda’da konaklama imkani1 sunamamaktadir. Ancak bu duruma ragmen odalarda ya da
otelin ortak alanlarinda yapilacak bazi diizenlemeler miisteri deneyiminin farklh
boyutlaria hitap edebilir. Dekor olarak yore kiiltiiriine ait el sanatlarinin otelin her
tarafinda goriiliir olmasi, ayn1 sekilde odalarin yerel kiiltlirii yansitacak sekilde
dizayn edilmesi miisterilere farkli bir deneyim sunabilir. Otelin peyzaj
diizenlemesinde miisterilerin 1ilgisini ¢ekebilecek objelerin yerlestirilmesi de

diistiniilebilir.

Yapilan analiz pozitif miisteri deneyiminin miisterileri tekrardan bahsi gegen
otelde kalmay1 istemeye sevk ettigini gostermistir. Bununla birlikte bu ¢alismanin
siirliliklart vardir ve bagka caligmalarla desteklenmesi daha giivenilir sonuglar elde

edilmesine katki yapabilir.
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Bu tezin en 6nemli siirlili§i ayn1 zamanda metodunun giiclii yanidir: veri
internetten toplanmistir ve bu ise yalnizca deneyimini internette paylasan turistlerin
gorlslerine yer verilmesiyle neticelenmistir. Aym1 konuda diger nicel ya da nitel
arastirma yontemleriyle tekrardan veri toplanmasi farkli sonuglar verebilecegi gibi bu

tezin arglimanlarini da destekleyebilir.

Bu tezde yapilan analiz, miisteri deneyiminin pozitif olmasina en ¢ok katki
yapan unsurun otel personeli oldugunu gostermistir. Turistle kurulan ilk temastan
itibaren personelin etkin sekilde miisteriyle muhatap oldugu g6z Oniinde
tutuldugunda, otelin misteri sadakatini saglamasinda personelin kritik 6nemde
oldugu sdylenebilir. Bir baska arastirma Onerisi olarak miisteri deneyiminde otel
personelin rolii daha detayli incelenebilir. Bdylece personelin kendi rolleri
hakkindaki goriisleriyle bu tezde elde edilen wverilerin tutarli olup olmadigi

incelenebilir.

Elde edilen veriden hareketle Kapadokya yoresinde 6n plana ¢ikan iki
etkinlik géziikmektedir: magara odalarda konaklama ve balon gezisi. Her iki etkinlik
de bazi yonleriyle bu tezde tartisilmistir. Ancak bu tez yalnizca Kapadokya’da
bulunan ve www.tripadvisor.com sitesi tarafindan ‘bes yildizli” kabul edilen otelleri
incelemistir. Bagka bir ifadeyle, yoredeki diger magara oda konseptini sunan oteller
ve buralarda konaklayan miisterilerin deneyimleri bu calismada mevcut degildir.
Yapilacak yeni bir calismada farkli kategorilerde olan magara oda konseptli otellerin
incelenmesi yeni bulgular elde edilmesini saglayabilir. Benzer bir ¢alisma sadece
‘balon turu’na odaklanacak sekilde dizayn edilebilir. Bagka akademik Onerilere yer
verilecek olursa, bu c¢alisma kapsaminda misteriler Ozelliklerine gore
gruplanmamistir. Yalnizca oteller bazinda bir gruplama yapilmistir. Daha sonraki
calismalarda, otel miisterilerinin yas, yasam dongiisii, cinsiyet, mensgei lilkelerine
gore de yeni bir arastirma dizayn edilebilir. Ayrica miisterilerin konaklama streleri
dikkate alinarak dizayn edilecek yeni bir calisma da anlamli sonuglar verebilir.
Konaklama siiresi uzadikca deneyimin yogunlugunun degisip degismedigine
bakilabilir. Bu ¢alisma kapsaminda sadece 5 yildizli oteller ele alinmistir. Daha sonra
yapilacak bir ¢calismada daha diisiik biitcelere hitap eden oteller ele alinip otel yildizi,

otel fiyat1 ve miisteri deneyimi arasindaki iligski incelenebilir. Son olarak bu calisma
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nitel bir arastirma yOntemi olan netnografiyi kullanmistir. Daha sonra yapilacak
calismada nicel arastirma yontemlerinden anket kullanilarak daha sayisal veri

toplanabilir.
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EKLER

Analiz i¢cin Se¢ilmis Olan 180 Tane Miisteri Yorumu

“Wow - unique luxury in Cappadocia”

Reviewed 31 December 2014

We LOVE this place. We stayed for 3 nights and had 2 rooms for a family of 6
including 3 kids (ages 5, 5 ve 11). We had a fantastic pool suite (rm 106) which is
perfect for 4. Our twins slept in an adorable cave room attached to our room and
when everyone awoke, the kids went for a swim each morning in our private pool.
Rm 113 is stunning also. It has its own private hamam, sitting room and views of the
underground caves. The staff is wonderful and kind to our 3 rowdy children - twin 5
year old girls and our 11 year son who has special needs. This is such a treat after 4
packed days in crazy Istanbul! It's worth every penny and we wish we can stay
longer!

Stayed December 2014, travelled with family

“Magical Property and Experience”

Reviewed 28 December 2014

My husband and | adored our stay. | highly recommend this property for a romantic
getaway, a unique holiday, and a true example of Anatolian hospitality. We have
been spreading the word to all of our friends, family, and even strangers...go to
Capadoccia, stay at this hotel. 5-star quality all around...little touches galore.
Beautifully appointed suites and an accommodating staff. I'm sure it would be even
more spectacular in summer, with the outdoor pool and being able to enjoy the
amazing terraces...however, the off season still has all the charms to make your stay
special.

Stayed November 2014, travelled as a couple

“A wonderful experience”

Reviewed 21 December 2014

Nestled in the hills above Urgup, one of the quieter towns in Capadoccia, Kayakapi
was a lucky find. It is a cave-style hotel that manages to maintain the charm of
underground living with 5-star quality and service.
There are a variety of rooms and features to choose from. The hotel also has modern
facilities including an atmospheric hamam, spa and gym.

Big thanks for the help from guest services in preparation for our stay and to the
dining room management and staff service for all their good nature, as well as
concierge for assisting with reuniting us with our missing luggage from the airline.

I hope the peace and calm of this hotel remains as the word gets out on this gem.
Stayed November 2014, travelled as a couple

“Wonderful Experience”
Reviewed 11 December 2014
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We stayed in Kayakapi in November 2014,and had a wonderful time there. The
rooms were beautiful and were exquisitely restored. the entire property had a
beautiful view of the valley. the services provided were excellent. special mention to
the chef at the restaurant. He realised that as vegetarians we were not really enjoying
the breakfast so he prepared a lovely dish himself for us. the rooms were very
comfortable. The staff was courteous, helpful and friendly.

We also had a good experience with their day tours. Though expensive, they were
able to give us a really good english speaking guide who took us around making our
experience meaningful and complete. Thank you!!

definitely recommend this place!!

Stayed November 2014, travelled as a couple

e “Fantastic hotel”

Reviewed 26 November 2014

This relatively new hotel was amazing. It is a little bit out of the main area but well
worth it! The cave- like hotel is cut into the side of a mountain. When we arrived we
were given welcome drinks of their delicious grape juice which become my drink of
choice at their restaurant. We were upgraded to a suite which was spotlessly clean,
huge and just amazing! The unique shower was an experience in itself and the
shower and bathroom area alone were nearly the size of some hotel rooms! We had a
private courtyard and pool which we shared with only 2 other rooms. There was a
box of turkish delight in our room as a welcome gift and we were given a
personalised farewell gift upon departure (I won't ruin the surprise!). The hotel has
spectacular views of the surrounding area and the staff were incredibly friendly and
welcoming. One of my best hotel experiences ever - this hotel is a must!!! Wifi was
good.

Stayed October 2014, travelled as a couple

e “Kayakapi makes Cappadocia visit unforgettable”
Reviewed 26 November 2014
My expectations for the Kayakapi Premium Caves were high based on the photos in
the property website. However, once | was there | felt the website was short compare
to the real experience. Since | made the reservation the hotel contacted me to asked
me anything | needed before my trip. The scheduled the shuttle pickup at the airport,
and when | arrived they were waiting for me, did the registration quickly and then
they took me to the room. The rooms are tastefully decorated with all amenities of a
5 start hotel. They did a great work trying to preserve the historical part but with a lot
of modern details but in a subtle manner. The hotel spa is great (too bad I was just for
two nights). The swimming pool has a magnificent view. All the staff is great,
always looking to please you and make you feel like home. I would recommend to
stay in this hotel if you want to have an unforgettable experience. I feel lucky to have
selected this hotel.
Thanks a lot to all the staff.
Stayed November 2014, travelled solo

e “Allow some time to enjoy this beautiful hotel”
Reviewed 16 November 2014
This hotel was a gem!
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We wanted to stay in a cave hotel but had no idea it could be so plush and luxurious
and had only booked it because it was recommended by our tour operator. Our suite
consisted of three beautiful rooms, tastefully decorated and were warm and airy. We
had been a little worried about feeling claustrophobic but were blown away with the
sense of space and the view from our little garden balcony was breathtaking.
The hotel itself is build on a steep hill and we thought about asking for lifts in the
golf cart to get around. But instead we walked, enjoying the work out and the chance
to appreciate the view of the valley below, or the skies and the stars above, whenever
we went to the gym or the restaurant.

The restaurant was excellent for dinner and breakfast and the staff were so very
attentive.

We enjoyed the gym and the sauna and would love to have had a Hamaan but time
wise we just couldn't fit it in (plus it was a little pricey)

All the staff we encountered were extremely pleasant and helpful. On our last
morning, when we had an early flight, they organised a "breakfast box" to take on the
coach journey to the airport.

Our only ‘complaint’ was that we did not allow enough time in Cappadocia, -there is
so much to see and experience. Kayakapi was the icing on the cake and we would
have loved to enjoy it a little longer!

The photos do not do it justice and | would recommend this place to anyone

Stayed October 2014, travelled as a couple

¢ “Unforgettable experience”
Reviewed 14 November 2014
Honestly i have nothing negative to write about this place, it was almost perfect and
a dream come true.
The caves are authentic and historical. Each room has a name commemorating the
person who loved in it before.
Our room had a king size bed, a living room and a wonferful bath tub in the
bathroom. The floors are heated since it gets cold in the caves. My faivorite is that
they had a fire place such a romantic ambiance.
The staff are so friendly and inviting. Always answeriny any inquiries we had.
The hotel arranges any trip your heart desires with 5 star services.
We did the hot air balloon ride, northern and southern Cappadocia private tours. Our
tour guides Ozkhan and Rana were so friendly and took there time expalining
everything and answering all our questions.
The hotel offers free shuttle rides to the town but you get back by taxi which costs
around 7 turkish lira.
The hotel management/owner also gave us a welcome gift upon arrival yummy
coconut dusted turkish delight. And upon departure gave us a memory stone plank
with the name and number of our room.
The whole trip felt like a romantic getaway/ honeymoon.
Thank you so much Kayakapi hotel and management for such a wonderful
unforgetable experience
Stayed November 2014

¢ “Premium experience in Cappadocia”
Reviewed 2 November 2014
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We stayed for 4 nights at Kayakapi with our two kids ages 10 ve 11. They are well
travelled and easy to entertain. | mention this as there are no kid activities like a kids
club or playground here. There is a pool just outside the main restaurant which
wasn't heated.

The hotel is an absolute experience in Cappadocia. As we were shuttled from the
airport to here by dropping off other travelers we felt we might have missed out on
better options. The other hotels were tucked away on streets close to town or near
interesting sights. That was all dispelled once we arrived at Kayakapi! Suddenly we
felt like we had made the best choice. It is away from all the bustle and traffic of the
valley below and is easy walking distance from restaurants and the winery in Urgup.
The two wine tasting tours we did stopped at the same tasting room which was a
15min walk from our front door, shorter if you take the free shuttle. Good
inexpensive wines you can carry back to your room! The location also has a stunning
panoramic view of the valley below. Two mosques serenade you during the day.
Closing the front door you can't hear a thing. I'll review the bistro and restaurant
separately but say here they were both nice, good options and worth staying for in
the evenings after a long day of touring. If you want to explore Goreme it's only a
15min drive via free shuttle provided by the hotel. To return you'll need to get a taxi
though, free shuttle is only 1 way.

Overall a very pleasant experience. Good sleep, tasty food, full bar selections and
attentive staff. If you like to be pampered away from the noise and traffic of a tourist
city this is the place to stay!

Stayed October 2014, travelled with family

e “It doesn't get better than this!”

Reviewed 13 October 2014

This was one of the most amazing and unique places | have ever stayed in. Perched
high on the cliffs, private courtyard with fragrant roses, the suite was huge and
sumptuously decorated, the private hammam in your bath were just a few of its many
fine points. My friend and | sat on the deck, drinking locally made wine and eating
mezze, view was so expansive, sounds of the calls to prayer in the distance. The staff
was superb, the tour guide they arranged was fantastic. They even packed us a
breakfast to go for our early transfer to the airport when leaving. They really made
my trip to turkey incredible. | can't say enough about them, you should go! Don't
forget to try the spa and hammam at the fitness center.

Stayed October 2014, travelled with friends

¢ “ONE OF BEST EXPERIENCES OF MY LIFE”
Reviewed 25 September 2014
My boyfriend and | had the best experience at Kayakapi! From the moment we
arrived, the staff was super friendly, the hotel was gorgeous, our suite was spacious,
beautiful, clean and comfortable. | have stayed at many five star luxury hotels and I
would stay at Kayakapi over them anytime! | mean our rooms were inside caves, and
it was very spacious! The spa/hammam was perfect. Every morning they had an
amazing breakfast layout, followed by swimming in their pool and very attentive
staff. Also, be sure to sign up for the balloon ride from the hotel because that was
also an experience | will never forget. Enjoy!
Stayed September 2014, travelled as a couple
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® “Yes!”
Reviewed 19 September 2014
| absolutely LOVED Kayakapi! Everything about this place was amazing. The
location was wonderful as well. | was able to look out of my window and watch the
hot air balloons float slowly by while I was on the terrace with a cup of tea. This
place was a real treat and so unique. The bathroom was HUGE and | had my own
personal Sauna which was awesome. It was nice have a living room as well. It was
so much better than a standard hotel. | would certainly recommend this place to
anyone wanting a a truly amazing experience.
Stayed August 2014, travelled on business

e “Great Place!”

Reviewed 19 September 2014

I just returned from Turkey last night. | stayed at the Kayakapi for 3 nights and |
have to say the place is magnificent! The food was very good and the breakfast
buffet was very good. Everyone makes you feel welcomed. The place is kept
immaculate. There are people cleaning all the time everywhere, The views are
fabulous. The rooms were extremely spacious and just sitting outside on your own
terrace watching the stars at night is beautiful. I had the best massage of my life and |
am a "spa chick™" Her name is Layla. She was great! There is nothing they will not do
to make your stay enjoyable. | miss this place already. My only problem is the lack
of air conditioning. But we opened all the windows and at night it was cooled down
enough to sleep. Wish | was still there!

Stayed September 2014, travelled as a couple

e “Magnificent!”

Reviewed 16 September 2014

Our stay in Kayakapi was outstanding. From the quality of the service to the beauty
of our room, everything was perfection! We left with our hearts heavy since we knew
we would probably not see service this nice for a very long time now and in fact,
when the hotel found out that we had to leave before their breakfast starts, they
packed special breakfast boxes to go for us. This gesture alone was more than a guest
can ask for. Overall | would say that out of all the hotels I've stayed in, Kayakapi
would make a very easy top 5!

Stayed September 2014

e “Our stay at Kayakapi Premium Caves Cappadocia”

Reviewed 8 September 2014

We are leaving the Kayakapi Caves right now with a heavy heart. We had the most
beautiful stay at this gorgeous resort. The property is breathtaking with the arches,
plantation and views of Cappadocia. This was our first impression as we drove onto
the property. We were greeted graciously and taken to our room. The rooms are very
unique and natural, yet filled with all the modern comforts. The staff is very helpful
with suggesting tours around the city and making reservations. We would just call to
ask for something and it was done immediately. Last but not least, the food at the
main restaurant was delicious. We ate several different dishes during our two night
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stay and all were impeccable. All in all, we had a truly memorable experience at
Kayakapi and would come back in a heart beat. Five stars for this resort!
Stayed September 2014, travelled as a couple

¢ “Beautiful and enchanting hotel”
Reviewed 7 September 2014
We stayed here based on a friend who recently stayed there and recommended it. It's
a beautiful enchanting hotel in Urgup which is the non-touristy area (10 min taxi ride
to Gerome). It's a large property that has been restored and they have done have a
good job of keeping true to its local surroundings. The staff were wonderful and
helpful and made sure we enjoyed our stay. We also used their sister company
(Royal Balloons) for our balloon ride which was wonderful. Staying at a cave hotel is
a must-do if you are visiting Cappadocial
Stayed August 2014, travelled as a couple

¢ “Excellent hotel experience”
Reviewed 27 August 2014

We had a fantastic experience at Kayakapi - the restoration is spectacular! The suites
are extremely spacious, beautifully designed with all amenities including adapters,
iPhone5 docks and nespresso machines :). The staff are extremely accommodating
and very efficient. I would not think twice about staying here. Used Royal Balloons,
their sister company for our balloon ride and this was also fantastic. Whirling dervish
show at Saruhan was memorable.
Swimming pool has a small wading area for younger children.
Cave hotel is a must-do if you're visiting Cappadocia. The view from Kayakapi is
breathtaking!
Stayed August 2014, travelled with family

e “Incredible stay at Kayakapi Premium Caves”
Reviewed 16 August 2014
Kayakapi Premium Caves exceeded our greatest expectations. It was such a special
hotel. Our room was magnificent and there are photos within the suite of the cave
home before the renovation and the suite is named after the family who had loved
there paying homage to them. The service and staff were terrific and the suite was
incredible...spacious, elegantly decorated, charming, comfortable and with all
amenities we could possibly need. The pool was great as was the spa. We did a 60
minute Royal Balloons ride which was great and a full day private tour- both
arranged by the hotel. They were both great. Our guide was named Mustafa and a
real expert about Cappadocia and he spoke English very well. We would have done a
group tour if others were interested for same day at our hotel to save money but were
very happy with our private tour. If thinking about doing the group tour, let the hotel
know in advance so they have a better likelihood of being able to schedule it.
Stayed August 2014, travelled as a couple

e “An exclusive place in a stunning area”
Reviewed 10 August 2014
We spent 3 nights end of July with our two kids (12 and 17) in the Majestic Cave
Suite N°105 (particularly suitable for 4 persons), and we enjoyed very much. We
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arrived late evening and the view of the hotel at night is really marvelous. If you are
looking for quietness, it is really the place: you are not bothered by neighbors during
the night !besides, the temperature in the room is really cool without need for air-
con. The hotel is small and you feel you are really a privileged guest. Large variety
of food for the breakfast.

The pool area is really beautiful and gives a stunning view of Urgup.
We have been warmly welcomed by Mert who was dedicated for providing the best
service during our stay.

Kayakapi Premium Caves is really an exclusive hotel in an exclusive site !

Stayed July 2014, travelled with family

e “Historical Gem”
Reviewed 4 August 2014
Outstanding accomodations with historical significance as a World Heritage Sight.
Excellent service provided by staff especially by Mert, the evening manager who
helped retrieve our lost luggage, contact our tour company, and provided us with a
personal tour of the surrounding sights. The view is incredible, property pristine and
well designed in preserving the ambience of the original cave dwellings. This is a
special place and the service and amenities provided also made it special. Beautiful
breakfast buffet, breathtaking view, gorgeous Hamman, and incredibly attentive
staff! Cannot say enough about our experience other than | felt | was treated like a
princess.
Stayed July 2014, travelled as a couple

e “Great quality, good value and very unique”
Reviewed 30 July 2014
We stayed at this hotel for 4 nights with another family as part of a 3 stop holiday
around Turkey. It was our first trip to Turkey and we used Trip Advisor to help us
select our destinations / hotels. Cappadocia is a very striking landscape and was a
complete contrast to our first stop in Istanbul. We took the hotels advice on trips /
transport and there are some striking things to see. The highlight was an early
morning balloon flight - we were all a bit dubious but it was well worth the money
and the early start ! The hotel is new and is literally built into the hillside above the
town with a gym , sauna and pool. The rooms are all unique in terms of layout and
size and are spacious / well fitted out / clean / comfortable. The bathrooms are in an
antique / luxurious style with an old fashioned bath tub - very stylish but I would
have preferred a 'normal’ shower as well ! We ate at the hotel restaurant most nights
and the food was excellent quality and well priced. The hotel is a very high quality
and still being expanded - you are sometimes aware of construction workers, but they
were quiet and unobtrusive. The hotel staff were excellent and very helpful. I
imagine that this hotel will be able to charge a lot more than it does once it is
completely finished and at the moment it represents excellent value for money for a
high quality.
Stayed July 2014, travelled with friends

e “Beautiful room, great service, sweet touches”
Reviewed 28 July 2014
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As everyone else has mentioned, this is definitely a unique hotel. It's up high on a
rocky hill and has spectacular views. In the early mornings, you can see hot air
balloons floating above the martian landscape. The hotel itself is fashioned out of
really old cave homes which they have enlarged and modified accordingly. It was
also built with recognition from UNESCO unlike all the other cave hotels in the area.

Aside from the view, the hotel sets itself apart by the little touches they do. When we
first arrived, we had a box of Turkish delight waiting for us. The little things in the
room like the free Nespresso coffees and tea were also a nice touch. When we
checked out, we also received a box of coasters made of local rock with our hotel
room number on it. Great touch! Nearly set our bags overweight for our next
domestic flight but that really liked that personalized gift.

Note that there is no air conditioning in the room but the fan is good enough. We like
sleeping under the covers and the fan will still allow you to do that. Breakfast was
okay, good amount of healthy choices, just watch out for the bees which seem to
really like the cold cuts for some reason..

Stayed July 2014, travelled as a couple

e “Best Small Hotel I've stayed anywhere”
Reviewed 27 July 2014
If you are fortunate enough to travel to Cappodocia, | would very highly recommend
this hotel. The rooms are named after the latest occupants who lived in the hillside
cave dwellings decades ago. Much has been spent upgrading the dwellings to a hotel
and done very tastefully. I would skip rooms with a private "cave pool" as the pool
only steps away from our room has a beautiful view. We stayed in the "Kunduraci
Fehmi Efendi” suite (107), with its private "very authentic” hamam. The suite even
had a separate small wine tasting building with a fireplace (I imagine for colder
winters) with a stunning view. The hotel manager was very courteous and helpful in
giving sightseeing tips. If you do not have the courage to do the hot air balloon rides
that take off from nearby Goreme, the next best thing is to wake up early (~7:30AM)
and watch the dozens of air ballons rise up in the air and drift right over the hotel.
This is an amazing place to stay.
Stayed July 2014, travelled with family

¢ “A really unique hotel set in a stunning landscape”
Reviewed 27 July 2014
We recently visited the Kayakapi Premium Caves hotel as two families, both families
with grown-up daughters (aged 18 and 20). The rooms of this hotel have been
created by restoring and updating original cave dwellings. None of us were quite sure
whether staying in a "cave" would actually be desirable so we approached the hotel
with some trepidation. The first impression for all of us as we drove up the access
road to the hotel was "Wow" - the hotel rooms are built into the stone of a soft rock
of a volcanic hill overlooking Urgup and the some stunning landscapes of
Cappadocia. We were shown to our rooms, the parents having standard rooms whist
the daughters were treated to a junior suite. The girls were immediately on the phone
from their room excitedly telling us how amazing their suite was. In addition to a
bedroom and living room they had an anteroom and a sauna room/bathroom; they
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were certainly very impressed. The standard rooms, whilst lacking the sauna and
anteroom were really spacious and very well furnished and decorated. A
complimemtary box of delicious Turkish Delight was provided in each room. The
fabrics used in the cushion covers and bedspread were beautiful and gave the rooms
a very classy and traditional feel. One got the impression that local tradition and
heritage are very important drivers in defining the design and decoration of the
rooms. Two of the rooms we were allocated were derived from actual caves and thus
didn't have air conditioning - we were told that the cave temperatures very rarely
fluctuate so air-con is not necessary. Certainly, there were no complaints about the
temperature of these rooms from the occupants. Our bedroom looked like a mainly
new build extension to an existing cave and did have air-con. Again, no complaints
about the comfort of the room. The rooms were all spacious and well maintained.
The bathrooms were large and luxurious and there was plenty of storage space. The
only minor quibble was that in the two standard rooms there was a hand-held shower
attached to the bath rather than a shower room. Other facilities in the hotel included a
smallish but well maintained pool surrounded by adequate chairs, loungers and
parassols all with a commanding view of Urgup. We used the small fitness centre,
which was basic but adequate and there was also a spa, hamam and massage rooms
but we did not use these. Breakfasts were well presented and offered a good variety
of choices and the chef was happy to cook eggs to your individual specification. The
breakfast room also doubled as the restaurant in the evening. We found the restaurant
food to be of very good quality and quite reasonably priced. Three of our party were
vegetarian and we were more than adequately catered for; the mushroom risotto was
well cooked and very tasty. The staff were plentiful and all very hepful and
accomodating. We organised a ballon trip via the hotel and also a private taxi tour of
Cappadocia (Goreme open-air museum, the fairy chimneys Avalos pottery, etc) -
both worked out very well. We ventured into Urgup on a couple of occasions and
this small town has a number of shops and restaurants to visit. The hotel offers a free
shuttle into Urgup and a taxi fare back to the hotel was about 9 Turkish Lira.

We were delighted with our choice of this hotel and can throroughly recommend it.
The cost of our stay represented exceptional value considering the quality of the
hotel and it's facilities. It provided an opportunity to stay in a reasonably unique
setting which blends the traditional with the modern. In that context, we were
presented with a gift, upon leaving, of a stone plaque which represented the one on
the wall outside each of our rooms. Apparently, the names on the plaques relate to
the people who previously inhabited the actual caves - a nice touch.

Stayed July 2014, travelled with family

¢ “One of the best hotels I have ever stayed at”
Reviewed 25 July 2014
This place is truly spectacular, and an incredible deal. The rooms are palatial and not
just the standard high-end hotel, but with all sorts of fascinating and idiosyncratic
detailing, from Turkish baths to elevated couches and beds. The staff is incredibly
competent and considerate. When 1 left a bunch of clothes in the room they already
had them shipped off to me by the time | wrote to ask and didn't ask me to pay
anything! They arranged a thousand frustrating logistics for us. There is also
something magically relaxing about the place. | recommend this to absolutely anyone
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coming to Cappadocia; in fact, | would label this place as one the leading attractions
to bring you to the region!
Stayed July 2014, travelled with family

e “A special place, worth every lira”
Reviewed 17 July 2014
This was one of the most unique hotel stays of all our travels. Everything is
impeccably managed and cared for. The setting will take your breath away, and the
common areas are spectacular—both the views and the facilities themselves. Our
room was one of the less expensive rooms, but it was “glorious” as they say with
living area, lovely bathroom, bedroom that was cool even in the heat, and a lovely
outdoor area. The staff was wonderful every step of the way, especially the manager
in the restaurant, who went above and beyond to take care of us. The hamam and
fitness areas are lovely. The location is brilliant. Quiet and tucked away but within
easy driving distance of Urgup and slightly longer (10 minutes) to Goreme. (Rental
car highly recommended for Cappadocia—much more freedom.) Kayakapi would be
a perfect honeymoon spot, but highly recommended for anyone traveling to the area.
A little pricier than some choices, but worth every single penny. A great travel
memory.
Stayed July 2014, travelled as a couple

e “Kayakapi Premium Caves”
Reviewed 13 July 2014
I have traveled around the world and this is a very unique hotel. It is located on a hill
with a view of the valley below. It is actually built into the hillside incorporating
some of the original cave dwellings here. Be warned that if you have any mobility
problems or bad knees this is not an ideal hotel; because it is built on the hillside,
getting around involves walking up and down a few levels. The staff were amazing;
always helpful, always available and just plain nice. Our Turkish is non existent but
the staff speak English well enough there was never a problem. It is clean and well
maintained with gorgeous landscaping. The long term plan is to expand the size of
the hotel. We had an opportunity to talk to the contractor and were even more
impressed by what they have built, given the challenges of the location and the need
to protect the environment. The breakfast buffet offers a huge number of selections
of really good food. | second everything that reviewers Luckyjade and Shahana S
report. There is a shuttle van that will take you to town without charge. There are
plenty of taxis in town to take you back to the hotel. We had one of the suites which
comes with a pool inside. It was great to go into the pool after a hot day to cool down
and relax. The room can however smell like chlorine because of the pool and we
found the water pump noisy at night. But the staff was great about turning off the
pump at night and if we kept the door and windows open for a while the chlorine
smell disappeared. | was impressed that they come and check the quality of the water
every day to make sure it is clean.
Stayed July 2014, travelled with family

¢ “Fantastic stay at a top tier property”
Reviewed 11 July 2014
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My husband and | stayed here two nights in July 2014 and wish we had planned for
more time. We arrived pretty late in the evening (10pm) and yet we received the
same warm welcome as | would have expected only during regular business hours.
Mert, the concierge, was incredible. He told us the story of the property and made us
feel like we were home in the room. We had one of the standard cave rooms, and
there was nothing standard about it! It was huge, the bathroom was great (with a
huge tub), and there even was a welcome gift of Turkish delight (which my husband
polished off in a day). They had all the amenities you could ask for in a luxury hotel -
a pool with amazing views and soft lounge chairs, gym and spa (but you'll likely be
doing so much hiking in Cappadocia that a gym is unnecessary), and a great buffet
breakfast with omelets made to order. We requested late check out - which was not a
problem, and when we left they gave us a lovely gift of coasters with our room
number on it!

I would recommend this place hands-down to anyone who is staying in the
Cappadocia area. Also, Urgup is much less of a touristy town as Goreme, in case you
were trying to choose between the two. That means, better places to eat, which is all
you should be thinking about when traveling in Turkey.

Stayed July 2014, travelled as a couple

e “Amazing!”
Reviewed 8 July 2014
We stayed at the Kayakapi Premium Caves June 2014 and spent 2 nights. | wish we
could have had more time here. We have a family of 5 (3 kids, ages 15, 13, 10) |
don't know who loved it more - my husband and I or our children. It is just such an
unforgettable experience. We enjoyed breakfast and dinner at the hotel - the service
is exceptional - the staff goes above and beyond what is expected to make sure the
clients are having a wonderful time. Of course the rooms and the huge bathrooms are
just too beautiful. They have all the best amenities when it comes to soaps, lotions -
all from the local region - it's just one of those special touches. We had adjoining
rooms - with a secret bookcase that connected the 2 rooms. If you are able to, |
would highly recommended staying here. You wont regret it. We had an early
morning flight - where we had to leave at 5:30am, before breakfast - they had
organized to-go breakfast boxes for us to eat on our way to the airport! So
thoughtful. Thank you to all at the Kayakapi Caves!!
Stayed June 2014, travelled with family

e “5 star stone age feeling !!!”
Reviewed 7 July 2014
We spent 2 nights in this hotel recently on our honeymoon,
Duygu and her colleage at the reception greeted us warmly with a local grape drink.
Once they knew we were on our honeymoon, they upgraded us to a "Glorious Cave
Suite"(No.112).
The hotel looks like a fortress, top of a hill overlooking Cappadocia, the view is just
breathe taking.
All their rooms have their own special amenity, like a hamman, terrace etc.
Their pool must have been operating by now and when we saw the finishing stage of
the pool back in June, it looked amazing...
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The breakfast spread is nice with outdoor and indoor seating overlooking the town.
They offer a free shuttle service to go down to the town and to come up you can
always catch a cab( would cost approx 10 Turkish Liras).

Their in house Olive oil products are so00 niceeee...

We choose their own balloon flight brand Royal Balloons for our balloon ride and it
was one of the best experiences of our life. The balloon instructor was so friendly
and funny,made our ride so memorable.

Post the balloon ride, their team set up a small drinks and snacks counter and
felicitate all the passengers with a medal.

Other then the balloon ride we just went around Urgup town by foot, trying their
local icecream , baklava and turkish teas.

One must go to Firin Express(for vegeterian food) and Merkez(ice cream and pista
baklava). Both these places are next to eachother in town.

We just made full use of our luxury cave and just enjoyed every moment of it.

We would definately love to go back !

Stayed June 2014, travelled as a couple

o “Turkish royalty!!”
Reviewed 2 July 2014
Right from when we stepped into the hotel we were thoroughly impressed. The road
leading to the hotel which is on a hill makes it very exclusive. The views from the
room, (which was more like a villa) overlooking the valley were enchanting specially
at night when the hotel looked like a fortress overlooking the kingdom. We were a
group of 5 and requested them to upgrade us and we were more than happy with the
adjacent rooms overlooking the wvalley with a private terrace balcony.
Every room has a private hamam and the room has a natural cooling system as it is in
the cave which makes it wvery cozy as well as luxurious.
Their pool is fabulous and the water is very fresh unlike the usual chlorine overload
and the views from the pool area make it even more enjoyable.
The restaurant specially made some vegetarian dishes for us and made sure we were
comfortable. The manager Ruzgar went out of his way and explained to the chef
what exactly we'd like to eat.
Will definitely stay here and recommend it to everyone visiting cappadocia as just
like the hot air balloon it's another experience one must not miss when visiting the
region and speaks volumes about Turkish hospitality.
And it's safe to say it is the best hotel in cappadocia as the tour guide was showing it
to other tourists as one of the most luxurious hotels.
Stayed June 2014

e “Just incredible. . .”

Reviewed 2 July 2014

We arrived at night, not knowing what to expect for a 4 night stay. The hotel is
magical. . .with spectacular views of the town and valley. We were upgraded to a
suite just below the main dining room, with its own courtyard and separate sitting
building like a free standing, detached porch. The interior was over the top with a
foyer, living room, bedroom, massive bath with separate hamam. By the end of our
stay we were ready to sell our home and move in here!
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This property is a work in process as they are still building and expanding (as are
many of the hotels in Cappadocia). But this is one of the truly unique and special
hotels from an architectural perspective that you will find anywhere in the world and
should not be missed.

Also, the hotel arranged private tours for us for our entire stay. The tours and guide
were perfect and are highly recommended.

Lastly, as special as the property is, it would be unfair not to mention the service and
attention to detail provided during our stay. From the airport transfers to help with
dinner reservations, the staff was genuinely friendly and considerate. Stop looking
and start booking. You will be happy you did. . .

Stayed June 2014, travelled with family

e “We’ll never forget our stay at this stunningly beautiful hotel!”
Reviewed 23 June 2014
This is your hotel in Cappadocia!!!
Everything about this hotel is superb! The view! The outstanding service! The
unique and beautiful cave rooms! The exquisite architecture of the entire
complex....this is unlike any hotel we have ever stayed in during our travels.
The view was so breathtaking, sometimes I didn’t even want to leave the hotel, even
though the rest of Cappadocia was calling!
Besides the view, the thing that stood out most was the excellent service.
As soon as we arrived they took us by golf cart to the reception area. While they
were delivering our luggage to our room, we were greeted with a cold glass of juice
and then given an introduction to the hotel, it’s amenities, services and given advice
and answers to any questions we had about sightseeing, etc. Nothing was too much
too ask of them.
And when we did ask for things, like a fan for the room or a bucket of ice, it was
delivered immediately.
We stayed 4 nights in Room 124 which | specifically requested after viewing the
photos of all the rooms and rates on their website.
They happily guaranteed me that room (I did book 6 months in advance so you may
not get your choice if booking close to your arrival date).
The room was beautiful (as they all appear to be). We loved the authentic Turkish
ambience of the decor. You definitely felt like you were in Turkey, not just some
random hotel in any ‘ol place.
Their website goes into great detail about what is included in each room individually,
so I won’t go into specifics here. But everything lived up to expectations.
If 1 were to nitpick about one thing it would be that the room was a bit warm for our
comfort level.
The temperature at night in the bedroom was around 74-75 degrees (23-24 celsius)
and there is no AC. But the fan really helped and they were more than happy to
supply one.
The free wifi in the room was fast.
There was a complimentary box of Turkish Delight in the room upon arrival and a
large bottle of water was provided daily in your room, free of charge.
The breakfast at the Bistro restaurant included staples such as olives, cheeses, salads,
breads, fruits, nuts, pastries, yogurts, coffee and juices. Eggs were made to order and
there were usually at least 2 other hot dishes on the buffet.
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There is no describing the feeling of sitting outside and seeing that view each
morning!

When we checked out they gave us two stone coasters as a gift with the hotel’s logo
and and our room number on it...nice touch.

Another part of their wonderful service was that they arranged our hot air balloon
ride with Royal Balloons. They did not require any deposit or pre-payment and
everything was taken care of by the hotel.

All we had to do was show up at reception at the time they told us and we were
whisked off for one of the most amazing, unforgettable experiences of our lives!
We also highly recommend Royal Balloons and their professionalism and safety
standards. (I’ve submitted a separate review for Royal Balloons here on TA).
Some hotel stays just fade into the background of your memory. But this hotel will
be a place I will always remember!!!

It is truly a one of kind, breathtaking place and | cannot recommend it highly
enough!

YOU’LL LOVE YOUR STAY AT KAYAKAPI PREMIUM CAVES!!!
And lastly, a few tips:

---1f you do the balloon ride (which you most definitely should!) book through the
hotel as they give you a discounted rate (150EURpp as opposed to 175EURpp for the
60 min Queen Flight on Royal’s website)

---Rent a car. There is free parking on site at the hotel. It is so easy to drive yourself
and there are so many wonderful places and towns to explore. Everything is well
signed, the roads are in great shape and you will have so much more freedom than
trying to adhere to bus schedules or using taxis.

---Buy the Museum Pass

The pass is valid for 72hrs from the first time you use it (not from when you
purchase it) and costs 45TL

Valid at:

Goreme Open Air Museum + Karanlik (Dark) church

Zelve Open Air Museum

Underground Cities of Kaymakl1, Derinkuyu and Ozkonak

Ihlara Valley

Enjoy your stay!

Stayed June 2014, travelled as a couple

e “Amazing hotel, excelent services”
Reviewed 22 June 2014
I am writting this review just days after returning from our amazing trip to Turkey
and was eager to rate the hotel we stayed at during our visit in Cappadocia. Kayakapi
Premium Caves was an exquisite experience itself, apart from the beauties of the city
and the awesome hot air balloon flight.
My husband and | were welcome at the reception with grape juice and showed to our
beautiful suite which had a garden, a living room with fireplace, a spacious bedroom
and a gorgeous bathroom.
We experienced living in an old cave house in Kayakapi,restored and brought back
to life by the Dinler family.
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The history and beauty of the stone blended perfectly with the modern touches, the
wood work completed marvelously the chambers and the decorations perfected the
entire atmosphere.

We felt pampered during our stay and we really appreciated the quality of the service
offered.

Amazing place indeed!

Plus the food was of best quality and the view from the restaurant breathtaking!
Stayed June 2014, travelled as a couple

¢ “The best rooms we have ever stayed at anywhere! (Beware of Wild Dogs)”
Reviewed 22 June 2014
We stayed at Kayakapi Premium Caves - Cappadocia for three nights and got
upgraded rooms each time. Our last night we had a private pool in our room, which
was truly fantastic.
The rooms here were huge and very nice. We had our own Hamam which we made
sure to use each day. Very relaxing!
The breakfast buffet was fairly large and was very good. Additionally, someone was
always there to ask us if we wanted something made special for us. The customer
service all around was spectacular.
We had complimentary candy waiting for us in our room. They offered free shuttles
into town. The pool was a little cold but they had someone raise the temperature for
us. The espresso machine was fantastic. All the extra amenities truly were
outstanding.
The only complaint we have was about the wild dogs in the area that we were not
warned about. We took a shuttle into town our last night and decided to walk back
and enjoy the views that evening which only took maybe 15 minutes. The scary thing
was the next morning when our taxi took us from the hotel to the airport down that
same road we were attacked by several large wild dogs. Our taxi driver kept going
and we heard a few of the dogs cry as their paws were ran over. We couldn't help but
wonder what would have happened to us had we ran into that pack of wild dogs the
previous evening. Scary thought ...
Stayed June 2014, travelled as a couple

Reviewed 15 June 2014

On our wonderful 14 day trip to Turkey we stayed for 3 nights at the fantastic
Kayakapi Premium Caves. When my husband and | walked up the steps in the
evening onto the shared patio, we were stunned by the beauty of the place. Then we
we opened the door to our suite #127, we cried. The suite design, look and feel was
beyond our wildest fantasy. The design, the furniture, the layout and the feel of the
stone floors and walls made us feel like we were living in the caves, but with
windows. The vistas of the land were breathtaking. The staff was exceptional and the
walk down the dead end road to the Russian Orthodox church was a wonderful
journey down history lane. Our group wants to have a reunion at Kayakapi in a
couple of years. Guess we have to start planning now. This is a must stay place when
visiting Turkey. Thank you Kayakapi Premium Caves for making our trip magical.
Stayed June 2014, travelled as a couple
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e “Amazing !”
Reviewed 2 June 2014
My two friends and | stayed at Kayakapi Premium caves. It was the highlight of our
week trip to Turkey. The caves are nestled in history with the modern benefits of
large luxurious rooms. We felt like royalty. The staff made you feel welcomed and
were so happy to help with anything and everything. Mehmet was the very best !!!
His customer service is amazing! The introduction is a kind gesture of warm Turkish
tea and bright smiles plus handling any need at anytime. Hospitality is obvious at this
hotel and their guests are their priority. The view of the hotel overlooking the town
was magnificent, especially at night. The short steps into the local village was so
charming and memorable. I highly recommend this hotel and our vacation will be
forever apart of our hearts!
Cyndi- USA
Stayed May 2014, travelled with friends

¢ “Wonderful and Unique Stay”

Reviewed 2 June 2014

My friend and | stayed here for two nights while visiting Cappadocia. The rooms
were beautiful and unique, the views were amazing, and the staff was incredible. In
my experience, what really sets a hotel apart is the level of service provided by the
employees. | booked our stay back in January and received a welcome email almost
immediately. Via email, management arranged our airport transport, ATV rides, hot
air balloon ride, and private tour guide. As the primary trip planner, it was wonderful
and a real help to have all of these arrangements taken care of for us. Once we
arrived, we were greeted warmly and were given an extensive and interesting tour of
the grounds (definitely worth taking as the area has a rich history). | highly
recommend this hotel, not only for the beautiful rooms and location but also because
of the exceptional staff.

Stayed May 2014, travelled with friends

¢ “The finest cave living you can imagine!”

Reviewed 2 June 2014 via mobile

Upon our arrival, the hotel informed us that they had upgraded our family of five to
the largest cave at the hotel (cave 123). All our jaws dropped when we stepped foot
inside our room. Not only was it huge, but it was over the top in terms of decor and
amenities too. We were so sad we only had one night here. The restaurant was very
good. We ate dinner here as well as enjoyed the lovely breakfast buffet. I can't think
of anything negative that | can say about the hotel. It was a wonderful experience
that my family will always remember. By the way, we were traveling with my 70 yr
old father and two children ages 7 and 10. Our room was a great family set up.
Stayed May 2014

e “Great Experience while feeling you have helped history to stay alive”
Reviewed 29 May 2014
Stayed at Kayakapt for 3 magnificient days with my family.
Having 2 boys and going somewhere without sea or waterslides may sound a brave
move.(when we are going to a holiday first thing my sons are asking is if there is
water slide at the hotel)
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But believe me we all enjoyed it and it was for sure something more than a regular
vacancy.

Staying in a cave was a great experience and very joyfull.

No need to mention about the wonderfull hospitality of the WHOLE team. Be sure i
will come again.

Thank you Kayakap1 Hotel for letting ud to have that experience and also saving the
history.

Also i advice you to try baloon and watch the natural beauties of cappadocia from
above. It was amazing.

Y.Benli

Stayed May 2014, travelled with family

¢ “Beautiful Hotel and Most Unique too!!”
Reviewed 25 May 2014
It was just my husband and | wanted to find the nicest hotel with cave rooms in the
area. | found it and was even more impressed than | thought. They upgraded us to an
even nicer room with a King Bed, a semi loft area with a super large area for kids to
sleep if they wanted, a large stone roman tub with a shower, a sauna and a steam
room. The bathroom tile was gorgeous, and they had 2 old-fashioned working
phones, one in the bedroom and one in the bathroom. They had a welcome basket
with 2 gourmet chocolates and a bunch of fruit, and the view from the enormous
large front patio/deck was beautiful. The hotel turned 1 year old the day we left and
it's set on a hillside above the town, so you can see the village below. Lastly, the
breakfast was the best breakfast we've ever had at a hotel. It was heavenly with
everything you can imagine. Plus | watched them making fresh bread in the kitchen.
I wish we had stayed more than one night, but we had a very busy itinerary all over
Turkey. We will definitely come back and spend more time soon.
Stayed May 2014, travelled as a couple

e “Gorgeous hotel in the middle of gorgeous Cappadocia”
Reviewed 19 May 2014
We stay at this hotel for 2 nights and will check out 20 May 2014. At first we
upgrade to this hotel because this hotel is recommended by our Indonesian tour
operator, Panorama Tour (in conjunction of local operator Renk United) by paying
$200/person more for 2 night stay.
When we pay, we were told that the upgrade price has been increased to $250/person
for 2 nights. And we almost consider to change our mind to upgrade.
But upon arrival on 18 May 2014, we're so glad we upgrade anyway. We arrived late
at night after 13 hours trip from Pamukkale, and we didn't pay too much attention
except the rooms are exceptionally big (consists of spacious bedroom, dressing room,
and bathroom). And it's stone/wooden flooring and ceiling that makes the experience
unique.
The next day when we wait for pick up from Royal Balloon (which are the same
group as this hotel), and | found out that Kayakapi was nestled on the side of the
mountain, facing valley with citilights at wee-hour and twilight. The narrow road
was lighted by soft yellow light, accenting the structure of the buildings facade.
The restaurant where we have breakfast was exceptional too, from the selection of
the food, up to the pretty surroundings.


http://www.tripadvisor.co.uk/ShowUserReviews-g297989-d4090921-r206900012-Kayakapi_Premium_Caves_Cappadocia-Urgup_Cappadocia.html#CHECK_RATES_CONT
http://www.tripadvisor.co.uk/ShowUserReviews-g297989-d4090921-r206212637-Kayakapi_Premium_Caves_Cappadocia-Urgup_Cappadocia.html#CHECK_RATES_CONT

109

But what makes this hotel really outstanding is their 5+ star service for all guest.
From simple postcard mailing to arranging transfer to catch up with the rest of the
group, the staffs will gladly assist you. Receptionist is more like a warm ve friendly
area, away from the coldness of big hotel lobby. And their staffs explicitly states that
they are proud to work for Kayakapi.

1 thing to improve: | do wish the fire place on the yard is actually working :)

Stayed May 2014, travelled as a couple

e “What an experience”
Reviewed 13 May 2014

What to say about Kayakapi Premium Caves:
Firstly, the staff were excellent, not a single negative thing to say. Mehmet, Mustafa,
Yusuf, Duygu and Co. were great. They we'll go out of there way just to make sure
that you get the most out of the experience. Suggesting the best destinations in the
area to explore. From arranging the Hot Air Balloon ride to arranging a private, one
on one guided tour of the area of Cappadoccia.
Secondly, location, location, location. The landscape is amazing. Imagine having to
wake up every morning having breakfast on the terrace of the Manzara Bistro with a
view like that, WOW. Not to mention the rooms located inside the mountainside. It's
the perfect place to get some peace and tranquility from the everyday stresses of life.
I would just like to give a shout out to Mustafa Gulgen. Mate | had a great time on
your tour. Not just because of your knowledge of the area and it's history, but
because you're also a great bloke.
Also one final shout out to the Hot Air Balloon chief operator Saut and your crew for
running a professional operation.
It was my first time in Cappadoccia and hopefully it will not be my last.
I've enjoyed every minute of it.
Thank you all
Regards
Mohammad from Sydney
Stayed May 2014, travelled solo

e “THE place to stay in Cappadocia”
Reviewed 12 May 2014
With most hotels the service begins from the moment you arrive. Not so with
Kayakapi Premium Caves. Here it starts from the moment you make your
reservation. As soon as | booked I received an email with suggestions of tours and
activities to make the most of our holiday.
Everything about this hotel is high quality. The rooms are beautiful, the food is
locally sourced and delicious and the staff are outstanding, a real asset to the place.
They couldn't do enough for us. The location offers spectacular views across Urgup
and we enjoyed sitting on the terraces.
Our 4 night stay here was very special. My husband and | were celebrating our
wedding anniversary and also an early celebration of my husband's 50th birthday.
The hotel provided a beautiful surprise cake following our meal in the restaurant.
The staff were absolutely charming and gave us wonderful service.
Thank you to everyone, especially Duygu, Ruzgar, Emre, Gulcin and the other
restaurant staff and drivers whose name | cannot remember, for making this trip a
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holiday full of cherished moments. The tour guides arranged by Duygu were also
excellent and the balloon flight was an incredible experience. | will write a review
for Royal Balloons separately.

The best thing about Kayakapi though, is knowing that as a guest, you are also
contributing to the very worthwhile work being carried out for the restoration of the
area. It is most heartwarming to see this work being carried out with such attention to
detail. We hope very much to return to see the project in it's finished state.

Stayed May 2014, travelled as a couple

e “Best Hotel, Best Destination”

Reviewed 9 May 2014

Words can't describe how awesome this property and the entire Cappadocia region
is. My wife and | stayed at Kayakapi as part of a 6 week trip we are taking. When we
first arrived | was slightly disappointed that my room didn't have a turkish bath (hard
to find a turkish bath in Minnesota), when they found out that | had really been
hoping for a turkish bath they upgraded our room so we could have that experience.
The staff really do care about your well-being, the concierge recognized us walking
back to the hotel from the city center, pulled over, and offered us a ride. Great views,
amazing rooms (each one is unique). Important to know that Kayakapi is a work in
progress, there is ongoing construction, the place will be simply stunning when it is
finished. 1 wish they had offered tours of the construction as that could be an
attraction in itself. This is a top tier hotel. I've been gone only a day and | already
want to go back to wonderful Kayakapi in beautiful Cappadocia.
Used Royal Balloon while in Cappadocia (highly recommend, different review), and
my travel in Turkey was arranged by Travel Atelier (Best decision | ever made, also
separate review)

Stayed May 2014, travelled as a couple

¢ “Unique experience and great service”

Reviewed 30 April 2014

We stayed in Kayakapi for 3 days during our vacation in Cappadoccia and it's
definetely the highlight of our entire Turkey trip. We were impressed at first sight
seeing a string of caves lighting up at the edge of the plateau cliff, and the views
from the hotel is amazing from morning to dawn - you can see the entire little town
laying beneath your feet and layers of valleys and rocks unfold in front of your eyes.
The staff are nice and extremely helpful, we couldn't thank Duygu and Mehmet
enough for the thoughtful arrangement of tours, wonderful recommendations of
resturants and all the extra miles they went to make us feel comfortable there. They
even kindly offered us a much later check out on our last day so that we can refresh
after a long, exhausting hiking adventure in the valleys.

We feel like this hotel is very well and carefully managed in every aspect: The
interior and exteriors are nicely renovated with taste (the carpets in the rooms are
much nicer and more authentic than what we see in most of the shops), and all the
modern facilities are harmoniously integrated into the original look and texture of the
caves; the staff love their jobs and are all proud of the hotel: Mehmet knows exactly
where the carpets are from and arranged us to meet with the owner of the carpet
business; we hear drivers talking proudly about the future blueprint of the hotel
expansion, and waiters in the resturant carefully examine each potted flower in the
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garden as if it is his own backyard. And most of all, the hotel saved the otherwise
collapsing caves and brought life back to the beautiful landscape and tradition.
Stayed April 2014, travelled as a couple

¢ “Excellent place to stay for holiday”
Reviewed 29 April 2014
Our family of 4 stayed at this great hotel for one evening. The hotel staff were very
helpful even before our arrival. | had some issues with booking dates and Mehmet
kindly helped out even though he's not required to, we really appreciate that. The
view was beautiful, both in the morning as well as the evening. Upon arrival we were
upgraded free of charge to a suite (essentially like having two caves), which was very
spacious and lovely, we had a hamman in one of the caves! We loved it, it was our
first encounter of Turkish culture. The hotel is really unique, unlike anywhere else
we've stayed at before -and we travel quite often. Breakfast was good, nice selection
of food, the view is just perfect. The staff were very kind and friendly to our
children.
Our only regret was that our schedule does not allow us to stay longer at this
wonderful hotel!
Stayed April 2014, travelled with family

e “Magical”
Reviewed 26 April 2014
By far the most luxurious and interesting of the many cave hotels in Cappadocia, set
in the Kapakali mountainside looking over the small but lively village of Urgup. The
village square is just 10 minutes walk down the dusty road from the hotel, and en
route you can see the Kapakali UNESCO project in process, and witness the careful
and artful transformation of abandoned cave houses into luxury suites. We stayed in
the most 'basic' suite available which was excellent value for money and still made us
feel like royalty. We enjoyed the beautiful lounge, comfortable bed and the huge
tiled bath so much that it became a challenge to go outside!
The delicious buffet breakfast could be enjoyed inside an elegant dining room or on
the sunny terrace with hot air balloons frequently passing above.
We would highly recommend staying at Kapakali, not only to enjoy its magical
charm but to support it's worthy growth and development.
Stayed April 2014, travelled as a couple

¢ “Fabulous - Hotel ve Hospitality”
Reviewed 13 April 2014
We stayed here for 3 days in March 2014 and absolutely loved the place.
Considering the large number of Hotel options in Cappadocia, we decided to go with
Tripadvisors number 1 Hotel and we were not disappointed at all. It is hard for
anyone to live up to high expectations but Kayakapi Premium Caves far exceeds any
expectations.
The first thing that stands out is their efficiency and hospitality - | must have
exchanged more than 10 emails with their reservations/guest relations team before
booking. Inquiring about a range of things from location, transfers, itineraries,
suggestions, guide hire, hot air ballon bookings, etc. Their guest relations, especially,
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Ms. Elvan Kismet was absolutely amazing, she was efficient, warm, and responded
to all queries promptly.

The place itself is superb, the room we stayed in was brilliant (105) and the whole
property is massive and perched on a hill with beautiful views. From one side of the
restaurant one could see the snow capped mountain top - a happy view while having
coffee on the restaurant terrace.

The service continued to be exceptional all around, from the restaurant staff (Mr.
Rozgar) to the guest relations to every one who works there. We decided on using
their sister company - Royal Balloons for the Hotair balloon ride as well as their
sister travel company for a private guided tour of the region. | would highly
recommend the sister companies as they uphold the same level of professionalism,
efficiency and warmth.

The Dinler family owns the place and it was great to see members of the family
actually involved in the day to day functioning and add a personal touch to the entire
process.

Overall - 1| highly recommend the Kayakapi Premium Caves and the sister
companies.

Stayed March 2014, travelled with family

e “Great stay at Kayakapi Premium Caves”
Reviewed 1 April 2014
Amazing hotel! The location was even better than being located in Goreme (which
was one of my concerns)-- It was convenient yet far enough to feel secluded, and the
views were amazing. The suite was comfortable, warm, and had great amenities. The
fireplace was a nice touch, adding to the home feel. Loved the private hammam, as
well as the private courtyards and balconies. The breakfasts in the morning were
delicious. However, not only was the property beautiful, but the customer service
was unrivaled. Elvan and the staff were great at assisting us in our plans, as well as
arranging transportation to the city as well as with the tour companies. We had a
fabulous stay and would not hesitate to stay here again when we return to
Cappadocia.
Stayed March 2014, travelled as a couple

e “Perfect combo of history, nature, comfort ve adventure”

Reviewed 30 March 2014

Even though | had read a good chuck of the reviews before we showed up, our
experience at Kayakapi has far exceeded our expectations. To our delight not only
our 8 year old loved the place, especially the cave rooms, bathtub and the hammam,
but also our 15 month old kept himself well-occupied running around in the
courtyard. (a gate would have been helpful though we made a barrier out of chairs:).
My sense is that the place will get even better for families with kids after the
construction for the common areas gets completed in a few months.
Accommodation is quite extraordinary because of the fact that you live in a centuries
old cave neighborhood perched on top of the hill overlooking Urgup. The Dinler
Family should be commended for their massive investment in transforming this
historic strip.

The hotel staff went above and beyond trying to accommodate our requests including
making special food for the baby, washing bottles, even playing with the kids while
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we were eating. Elvan and Duygu who are in charge of booking expeditions made
sure we got the best tour guides. When my husband lost his cell phone out in the
country, the hotel manager made calls into local folks to make sure it got found!
Each day in Cappadocia was filled with a new adventure exploring sites and nature.
We traveled the world quite a bit, this place is certainly among the top on our list.
Stayed March 2014, travelled with family

¢ “Fantastic Hotel and Restaurant”
Reviewed 25 March 2014 via mobile
We stayed at Kayakapi for our honeymoon and could not have been more pleased
with our stay. The hotel grounds are beautiful and our room (#124) was great. | am
very picky when it comes to cleanliness so | was initially worried that a cave hotel
would be dusty or rough around the edges - this was NOT the case with Kayakapi.
Everything was very clean and luxurious - the website pictures did not do our room
justice --- it was really wonderful. We saw a few of the other hotels in the Urgup and
Goreme areas and Kayakapi really was vastly superior in terms of aesthetics (since
we didn't stay at the other hotels we can't comment on their service, etc.)
We also enjoyed the breakfast buffet every morning at the on-site restaurant Manzara
Bistro (tip: they will make you eggs to order in addition to the buffet) and we had a
really fantastic set dinner there as well. All of the staff we encountered were great
but we have to give a special acknowledgment to Ruzgur at Manzara Bistro (not sure
if he was the manager) --- he really brightened all our our meals and was extremely
hospitable.
If you are planning a trip to Cappadocia, definitely stay at Kayakapi!
Stayed March 2014, travelled as a couple

e “Awesome Stay!!! I will go back again :-)”
Reviewed 23 March 2014
Definitely a place | will come back to!
We were celebrating our wedding anniversary trip with a group of friends and had
booked 4 rooms in this cave resort. The hotel staff took great care of us right from
the reception staff, restaurant staff to the room service staff. The staff did not hesitate
to help us at all.
The cave resort is clean ve the decors are enchanting. We were dipped in luxury. We
went during the winter season when it was snowing. We just wanted to stay indoors
and watch the snowfall from the windows. The resort looks royal when it is lit up at
night. It is definitely my best hotel stay experience.
Not to mention - the restaurant of Kayakapi also offers some great Turkish food that
one can indulge in.
While leaving, the hotel staff presented us with souvenirs (tiles engraved with our
room numbers).
One can choose to stay in Kayakapi for a honeymoon or even for a family holiday.
Most importantly, we felt the services and stay were value for money. Best place to
stay in Cappadocia!
Stayed March 2014, travelled as a couple

o !1lKayakapi - made our trip memorable!!! A big THANK YOU!”
Reviewed 22 March 2014
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A king size treatment with unforgettable hospitality is Kayakapi. We were seven
friends took 4 rooms stayed one day at this hotel. From the day we checked in the
hotel till we were boarded back to airport we had a great time in kayakapi. All
comfort guaranteed with full assistance with a enthusiastic smile. | remember from
manager at the reception till the person who helped us to get our luggages back in the
van for airport drop. Everyone were waiting to serve us with full suncerity. Hats off
to the hotel management and the great staff! It is the first time we were seeing a cave
hotel and staying there was an amazing experience for us and will never forget in
life. We appreciate from the bottom of the heart, the management, who made this
hotel a reality with such a fantastic cozy rooms with antique show pieces on the
walls, lighting a, bathrooms etc etc. if i ever get a chance to go back to capadocia
even for a day, i will not think of any other hotel,its Kayakapi. We owe you for your
hospitality and the care you showed us! Thank you very much and i strongly
recommend without even a single second thought, the Kayakapi.

Stayed March 2014, travelled with friends

¢ “Incredible experience, so good that you will forget that you are in a hotel.”
Reviewed 10 March 2014
| have traveled to many countries and stayed at numerous five star hotels, however,
none as an amazing of an experience as this one. The hotel is not only a most
beautiful resort situated on top of a mountain top but the staff here is top notch and
will do whatever they takes to make your experience a memorable one.
The rooms are pristine clean and the room that we stayed at even had a turkish sauna
(in our room!). I can't say enough wonderful things about this place. Even before
arrival, the staff sent a wonderful welcome email asking what they could do to make
our experience an exceptional one, and they accomplished it.
If you stay in capadoccia and you can afford the room rates here, don't think about it
twice and book before they sell out of rooms as it is a smaller resort!
Stayed March 2014

e “My top 3 hotels for sure!”
Reviewed 28 February 2014 via mobile
I really love this place. The decor is so authentic and traditional, and being able to
live in a cave for 3 days is such a treat! | would never have been able to do so
otherwise except in Cappadocia. The food was really good and breakfast was
excellent. The prices for food were really reasonable for a five star hotel, which I
totally love. The staff were attentive and detail oriented. We had an extra bed in the
room with no extra charge. Also, definitely choose their sister company "royal
balloons" if you should choose a balloon ride. They have good reviews and though
there may be slightly cheaper options right there, it's worth the safety and
professionalism of their experienced pilot. My brother celebrated his birthday on the
balloon and we even had a birthday cake ready and prepared when he landed. This
place is a gem, | want to return SO MUCH.
Stayed February 2014

® “Amazing”
Reviewed 19 February 2014
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My wife and | stayed there in January. Upon arrival, the staff was very polite and
helpful with all of our questions. We were given a free upgrade to a room with a
fireplace and a Turkish bath. I am a pilot for an international airline and I've stayed
in many hotels in many countries over the years and | can say that this is a one of a
kind! Disregard the reviews about dust and being unclean, you're in a cave! There
was a little dust in places but, it's part of the experience. The breakfast is really good
and the view while having it is incredible! The only downside gore us was you have
to take a taxi no matter where you go but it is a very short and inexpensive ride to
Urgup, so no big deal. I would also suggest bringing a few of your own nespresso
capsules if you're a coffee drinker. I will be recommending this place to my friends
and coworkers.

Stayed January 2014, travelled as a couple

e “Utterly Unique”
Reviewed 13 February 2014
I made a quick two day stop in Cappadocia during a long trip through Turkey,
France, and Germany and | would have to say that Kayakapi was one of the best
parts of the trip. Cappadocia is a beautiful region and the hot air balloon rides are a
must but I could have stayed at the resort the whole time and been 100% happy with
my two days in Cappadocia. The resort has taken a piece of historical treasure and
renovated it beyond top notch. The resort takes up the entire side of a mountain and
used to be a town unto itself until it fell into disrepair and the government forced the
occupants to abandon their cave homes. The caves homes were dug into the
sandstone cliffs so degradation is just a fact of nature unless they are maintained
properly. The current owners are local so they have gone out of their way to restore
the property in a way that respects their people's history while still providing a high
class resort. Every square inch of the place is unique and oozing with authentic
charm. | toured many of the finished units (they had finished 20-30 when | visited
out of the planned 200-300) and every one was amazing in its own way. | know its a
little hard to book because every room is different and its hard to pick one, but take it
from me you will be more than happy with any room. If you are traveling through the
region there are 3 musts: stay at Kayakapi, take the Cappadocia hot air balloon ride
(all the companies do the same exact same thing so just find the cheapest option),
and the Cappadocia Home Cooking restaurant (trust me!).
Stayed October 2013, travelled solo

e “This is the place! Look no further!”
Reviewed 27 January 2014
Imagine a full staff welcoming you to your cave hotel. Imagine a breakfast buffet
being served to you. Imagine only the best quality linens, and amenities. Imagine a
clean suite and a free shuttle into town. Imagine a peaceful, quiet and panoramic
view of the town below. Imagine the best room service and imagine everyone you
see smiling at you and going above and beyond to make you happy...
This is a hotel so comfortable and luxurious that you do not want to leave and is
worth every penny. My expectations were exceeded in every way. Thank you for a
wonderful experience!
Stayed January 2014, travelled solo
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e “Cave living at its best!!”
Reviewed 23 January 2014
Unique experience !! Cappodecia it's self was a never to be forgotten experience but
living at kayakapi is not to be missed. It just highlighted and perfected our trip to this
incredible region. The cave rooms are converted from actual cave dwellings, people
lived in these rooms till as late as 1969. Each cave has the name of the family that
inhabited it, written on a plaque at the entrance of the cave, which is such lovely
unique idea. It just made the experience of living in an ancient dwelling more
exciting. Every room has pictures of before and after renovations, quite something to
see. Our dwelling consisted of 2 separate rooms a drawing room and sleeping area, a
balcony and terrace overlooking a spectacular vista. Lot of thought and imagination
has gone into the decor of the caves. It's perfect, rustic, yet elegant and very
comfortable. The wooden floors had a very good heating system Which was so
comfortable and cozy specially in January. Even the bathrooms have been decorated
done with great thought , everything kept in mind , what it actually is, ancient cave
dwelling. Not an easy task but kayakapi has done a great job. Our only grouch, was
the food. The restaurant has to evolve a bit more . Food should be better, menu
should be carefully thought of , and the restaurant should be redecorated , it's looks
shabby and unkempt, unlike the rest of the resort. Kayakapi caves was a unique
experience, which I think should not be missed!!
Stayed January 2014, travelled as a couple

¢ “Amazing property and the eggs are to die for”
Reviewed 4 January 2014
This amazing property is located in the hills above Urgup riddles with the ruins of
cave houses. In conjunction with Unesco, the property is restoring the caves with
minimum of alteration and operating a luxury hotel. The hotel is a work in progress
with unrestored ruins next to rooms.
Nothing in Urgup or the surrounding area even comes close to comparison. While
this isn't the best hotel I've ever stayed in, it is certainly the most unique.
If you can afford it, there is no doubt about where you should stay.
Some unsorted tips and opinions:
The breakfast has a decent selection of local cheeses, breads, dried fruits and some
hot items including hard boiled eggs. But what should be mentioned in particular are
the home made jams, delicious and the eggs.
I've had eggs all around the world and these are unique. Have the fried eggs sunny
side up and you'll be amazed. By the way, don't ask for two eggs, that translates as
four; one order is by default two eggs. Don't try changing this. | had four eggs at a
go, it is so good.
However | hate reviews that can't find any issues with a property. We stayed at one
of the suites with our own hamaam. In the whole suite, there are only two tiny dust
bins. Consequently always overflowing. The hamaam is ok, it doesn't get hot enough.
Please remember that these are caves, so there's some fine dust on the floor. Hotel
slippers aren't good enough, you need proper bedroom slippers for these rooms.
The bar is stuck in a corner of the restaurant and hasn't been designed by someone
who likes a drink. The drinks themselves are unbelievably expensive, $15 for a
single vodka!
What the hotel could use is a nice bar with a lounge to sit and relax.
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We had dinner twice and the food at the restaurant is average and expensive.

However there are free shuttles down to the town below provided by the hotel. Just
call them up and once in town you'll find many more dining choices as well as liquor
stores. Cab fare on the return is only TL 10.

Allow they're excellent Guest Services Manager Elvan Kismet to manage everything.
She'll set up the balloon, tours and side trips. Just sit and have a chat and your
holiday is sorted.

Of course like most extraordinary destinations in the world, Cappadocia is full of
tourist traps and touts waiting to rip you off. So allow Elvan to organise everything.
Our tour guide was names Unlu and he's very good.

One point about the tours, they'll inevitably include a visit to a ceramic factory and a
carpet cooperative. In both these places you'll get a personal tour by the owner or
manager and then offered to buy their wares, at no obligation. Naturally after 45
mins you're feeling a little obligated.

You should only visit these places if your holiday in Turkey includes plans of buying
a ceramic souvenir or a rug. Otherwise give it a pass, although there's no obligation
to buy it's hard to leave a carpet showroom empty handed and they don't have
placemats or fridge magnets. These stops eat up 45 mins to an hour.

Also when taking the the tour, ask Elvan in advance to book a home cooked lunch.
Far more interesting than a restaurant, our one regret we forgot to do this.
We visited in the off season, but even then there were four or five tour buses parked
at all the attractions. In peak season it may get unpleasant at the sights. Also, the
weather is nice and cold now and the fire place was fun.

Finally, keep a few hours to explore the unrestored parts of the property. Eventually
they'll be restored and there would be 200 rooms. So go now. Oh and before | forget,
Cappadocia was one of the most amazing places | have seen in my life.

Stayed January 2014, travelled with family

¢ “A most amazing experience!”
Reviewed 2 January 2014

We made the choice of this hotel based on TripAdvisor reviews and we were amazed
at how truly wonderful the Kayakapi Cave Hotel really is! From the moment we
were picked up at the airport, to check in, to our upgraded accommodations, to the
incredible service throughout our stay, every single aspect of our few days in
Cappodocia was memorable. Elvan set up a personal guide for us (Unluer Kogan) as
well as an amazing balloon "tour” (Royal Balloon). Her recommendations were
excellent. And when we needed to return to the airport very early in the morning, our
driver had breakfast packed up for us to take on the trip. We have stayed in many 5
star hotels around the world and this is at the top of the list. My son and daughter-in-
law as well as my husband and I did not want to leave the splendor of our rooms and
all the amenities, right down to our fireplace being lit for us at a moment's notice. We
will be talking about our experience for years to come.

Stayed December 2013, travelled as a couple

e “Thank you”
Reviewed 31 December 2013
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We spent three nights and had a blast at this small but first class hotel. We are not
high rollers but everyone treated us very well, from the moment of check in, to
breakfast, the engineer handling our fireplace turn on service, the valet driver helping
us get around and most important Elvan who treated us like old friends or family.
She even took my wife shopping into town to buy curtains that as my wife said, we
will always remember such a wonderful trip and new friends.

If you ever have an opportunity to experience something different, we highly
recommend staying at this place for several nights, three just was not enough for us.
You really are living in a cave. Try and book a suite for a few extra dollars as you
might find yourself loving the view, people and food. Explore during the day and
relax at night with a fire or spa style bed and bath.

Oh the restaurant is nice and cozy, food is good and you will also enjoy when
wanting to eat in town.

Food in Cappadocia was ten times better than Istanbul. Ask Elvan to request Turan
and | apologize his drivers name Is.... | misplaced the card.

We also recommend this hotel highly in the offseason of the winter, the rooms are
just suited to enjoying the fireplace or outdoor fire pit. We will always go during the
offseason as the only difference is no crowds and a few sweaters.

Thank you.

We hope to be back in a couple of years.

Stayed December 2013, travelled as a couple

¢ “They make you feel like family”
Reviewed 18 December 2013
This review is long overdue since we visited in October 2013. But can | just say -
WOW! The staff were phenomenal to us and our two year old son. Elvan and the
reception staff made us feel right at home before we even got to the hotel. We needed
a bigger and deeper crib for our toddler, so they arranged one to be sent over from
one of their sister hotels very quickly. Windy and the rest of the restaurant staff were
always smiling and helpful and loved to play with our son. The breakfast was fresh
and delicious - the jam was excellent and the coffee isn't Nescafé! It's good - for
those who have travelled in Turkey, you will understand and appreciate. They have
fresh juices which are also delicious. The reception staff helped us with
recommendations and never steered us wrong. Thank you Elvan, Windy and the rest
of the staff for a great and memorable stay!
Stayed October 2013

e “Great service, accommodating, beautiful hotel, spacious rooms”

Reviewed 12 December 2013

Great hotel in a great location. | trusted tripadvisor and this hotel has worked to
achieve- and earn, their status at the top. From the start in contacting the hotel to the
transport back to the airport after our three night stay, holding a gift from the hotel,
we truly enjoyed our stay and overall experience. The staff were friendly, helpful and
provided great service. The food was tremendous, great breakfast included. We
stayed in a majestic cave suite (105), which was an upgrade from what we booked
on-line with the hotel, and we were amazed at the size of the rooms. There were two
bedrooms with a connecting hallway, an inside sitting area and outside private
terrace. We enjoyed the fireplace one night during a cold spell in November. The
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bathroom was incredible, a jacuzzi tub and our own Turkish Hamam. In floor heat so
the rooms stayed very comfortable. Great place, great location, great service and still
aiming to improve. | could go and on, but I think you get the point if you've read any
other reviews of this hotel by now...

Stayed November 2013, travelled as a couple

e “Impeccable Service”
Reviewed 6 December 2013
We stayed at Room 112 at Kayakapi Premium Caves for 3 nights and it was an
amazing experience. The room was clean and very spacious. It had it's own living
room, a room with an old style fireplace, an ensuite bathroom and even a bath tub
right next to our King size bed! We were provided with complimentary Nespresso
and a selection of teas each day. It was very relaxing to just kick back here and just
forget about everything in this world. However, you can also explore the area around
if you wish. They provide a free shuttle bus to Urgup, or you can catch a Taxi to
where you want to go - Just ask the front desk and they will be more than willing to
assist you.
This room was high up and had a particularly good view of Urgup when you step out
onto the porch. All the staff here are incredibly friendly and we enjoyed having
breakfast at the restaurant (there is only one, and it is near Room 112) and being
greeted by Ruzgar and llyas who take the time to get to know you and remember
your names! The breakfast is more than enough with a selection of hot food, eggs
cooked to order, pastries, cereals, tea ve coffee, juices - recommend the cherry juice.
We had a complimentary dinner at the restaurant here for one night, but I don't think
we would recommend eating here when there are so many better options in the cities.
As for what activities to do, | can only comment on the things we did whilst we
stayed here:
We took a taxi to the town of Goreme - it costs just under 30 TL one way. At
Goreme, there are many restaurants, the Goreme Open Air Musuem, and places
where you can rent a quad bike or other modes of transport to explore Cappadocia.
We also booked a hot air balloon ride through Kayakapi - don't forget to do this, it
was our first time in a hot air balloon and we loved it! The balloon company is run
by Royal Balloons - it was fantastic. We took the 1-hour ride which cost 150
EUR/person. - It also included early morning pickup from Kayakapi and then a hot
breakfast at the Royal Balloons offices before you fly off on a magical ride across
Cappadocia. They also drop you back at Kayakapi before 8.30 AM, so if you are still
hungry, you can still make it in time for your normal breakfast at Kayakapi.
We were so sad to leave this place, and when we left, we were also presented with a
small gift from the staff at the front desk which was a lovely touch. The place was
more expensive compared to other places in the area when we were searching for
accomodation, but for the experience that you get, I still believe it is value for money
if the price is within your budget.
Stayed November 2013, travelled as a couple

e “It doesn't get much better”
Reviewed 2 December 2013
We just sent four days at Kayakapi Premium Caves, and | would be hard pressed to
find even a constructive criticism, as this place has thought of everything. The hotel
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was built into the side of cliff on the site of an old village. Each of the rooms, and for
that matter the public spaces are cave, carved out of the side of the cliff face. We
ended up in Room 107, which consisted of a sitting room, a bed room, an enormous
bathroom with our own personal hamam, and "Kosk" or private cabin in front of our
room with a fireplace and spectacular views of the valley and Urgup town. The Kosk
came in very handy for late nights with local wine and a fire - the hotel staff would
even come and light the fire for us.

To a person, the staff could not have been friendlier - the front desk, Elvan and
Mehmet arranged for all of our tours guides and balloon excursions (a must in
Kapadokya). In fact, Elvan continued to help us with recommendations and bookings
as e journeyed on to Istanbul later in the week. The restaurant manager, Ruzgar, told
us that his name means "windy" and that if we said his name three times he would
appear. That was not far from the truth. He would arrange for anything we wanted -
setting up a dinner service for four in our Kosk, lighting the fire, bringing more
wood, etc. The food in the restaurant was very good - especially breakfast, and there
are several good options in town as well. Plus the local wines are terrific - there is a
winery on the opposite side of the hill from the hotel.

The room itself was great. The cave rooms were very tastefully decorated. The floors
were heated, so you would never guess that you're in a cave, except for the fact that
you can see the chisel patterns from when it was carved. The sleep was perfect, and
the ham am in the bathroom was a special bonus.

Apparently the hotel is still in early development and will continue to expand into
additional caves in the former settlement. You can see them up the cliff face. As a
result, they have not completed all of the facilities, so there is no gym or spa, but we
didn't feel deprived for a second, and plan to return as soon as we can.

Stayed November 2013, travelled as a couple

e “Five star ++”
Reviewed 27 November 2013
Outstanding hotel with an excellent staff who could not have done more to make our
stay truly memorable! In particular, Elvan arranged a balloon flight for my wife and |
on my birthday and even had a cake waiting for me at the end of the flight! She also
booked tours for us and gave us lots of suggestions for sites to see which were all
great. Also Ruzgar in the restaurant was very friendly, helpful and always had a big
smile on his face!
The rooms were amazing, old cave dwellings that have been converted to gorgeous
rooms yet they have tried to retain as much of the character of the original cave
dwelling. Part of the old cave dwelling in our room was used for making wine, the
hotel has retained those facilities and incorporated them into the room! Our room
also had a Turkish bath and a sauna which were a perfect way to finish a busy day of
touring beautiful Cappadocia.
If you want to treat yourself to an amazing experience, book a few nights at the
Kayakapi Premium Caves hotel, you will not regret it!
Stayed November 2013, travelled as a couple

e “Great staff, well appointed room”
Reviewed 27 November 2013
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It's an interesting concept, taking the old Cappadocian cave homes that residents of
ages past and updating them with a high-end spin. It certainly isn't a new concept as
there are many "Cave Hotels" throughout Cappadocia, however it is perhaps the
execution that makes the difference.

By this | mean how this antique dwellings were redressed with modern amenities
with a result that will satisfy both the adventurer and luxe traveller in us. It's an
exercise in muted, but pleasing, contradiction. Each room works with the ancient
architecture yet the cup of Nespresso is but a button push away; the facade of the
fireplace is updated and modern implements surround it, but upon reflection (and a
glance at pictures on the wall documenting the changes made to the room) one
realizes that this is the dwelling's old fireplace, merely given a facial.

It's excellent value to be sure. Arriving in the off season (which for me is perhaps the
best time in Cappadocia) we were upgraded to a two-room suite, which comes with a
small ante-room AND a spacious patio that overlooks the town. That comes with a
delightful buffet breakfast that, while less replete that those decidedly excessive
spreads in bigger hotels, is more than adequate. Again it is a contrast, for it manages
to retain the taste, feel, and freshness of a traditional country breakfast.

The welcome and warmth of the staff is what binds the experience; at the front desk
no request seems impossible. A last minute cancellation of a scheduled tour was met
with a simple "okay, | will tell them™ with nary a further worry on our part. Of
special mention are the delightful Elvan, and the affable Ruzgar whose brand of
service is entertaining at the least.

Other accomodations will offer comfort, or choice, or warmth, or unique style.
Rarely will one hotel have all of them. That perhaps describes - and differentiates - a
stay at Kayakapi Premium Caves.

Stayed November 2013, travelled as a couple

e “The highlight of our honeymoon!”

Reviewed 2 November 2013

My husband and | stayed at Kayakapi during our second week in Turkey, having
spent the first half of the first week in Istanbul in an unexpectedly cold and damp
apartment and the second half in a cosy but very small hotel room. Thus when we
came to Cappadocia, our minds were blown when we checked into our spacious
room. | remember whilst getting off the airport transfer bus, two tourists remarked,
"You've certainly got yourselves a very lovely hotel!™ How right they were, and that
comment was made simply from the exterior of the whole establishment.
Kayakapi is built within a vast area filled with ancient caves, giving visitors a feel of
historic richness whilst providing all modern amenities. Our room, as seen in the
panorama pictures, consists of two sections - the living room and the bedroom. I
spent many happy hours in front of the fireplace, reading and chilling out. The rooms
are filled with detailed furnishings which made the place feel extremely cosy, warm
and almost like a home, not a hotel. There is a picture framed in the living room,
consisting black and white images of what our room used to be like before the
renovation. It was magical. In fact, during our 3-night stay at Kayakapi, we felt we
were spending too much time out with day tours which we have already signed up
for since our time in Istanbul. I truly feel that even if I didn't do many tours to see the
area, | would still be immensely happy just camping within Kayakapi. | slept like a
cat during my stay, the bed was huge and comfortable. There was even an elevated
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platform consisting of a daybed in our bedroom, for adventurous visitors who like a
variety of beds perhaps!

The staff at Kayakapi were all absolutely top notched - professional, friendly and
with a true understanding of what quality service is about. Elvan, Erkhan and Ruzgar
made our stay such a memorable one we vow to return soon.

If you worry that Ugrup is a town far away from Goreme, where most of the tours
are conducted, you shouldn't. Most tours provide transport pickup directly from your
hotel and Ugrup is just a mere 10 mins away from Groeme. In fact, the reason why |
liked Kayakapi so much is the fact that it is away from the hustle and bustle where
things can get a bit claustrophobic at times, yet accessible enough to the sights.
Kayakapi also provides free shuttle to Ugrup town where you can explore the
wineries (Turasan is a great one) and marvelous local restaurants (don't miss the Han
Ciragan). Like I said, with its premium service quality, all your requests or questions
will be answered by the staff at Kayakapi.

Coming from the densely populated Singapore, the gorgeous mountainous landscape
that greeted us every morning outside our room was a welcoming change. The air
was fresh, the view was breathtaking, the breakfast spread was amazing - there's
nothing not to love about it.

We will definitely return. Thank you, Kayakapi - for giving us such a memorable
time during our honeymoon!

Stayed October 2013, travelled as a couple

e “one of the best not only in Turkey but also in our life”
Reviewed 23 October 2013
As listed in other comments, there are very many features to highly recommend.
Extremely nice room and fancy environment, turkish bathroom,excellent view, good
service, breakfast,coffee, etc, etc. Room rate was incredibly inexpensive when
compared with this real 5 star hotel quality with all advantages of family operated
small inn at the same time.
Further, | strongly support their policy to develop cave hotel while conserving its
original environment. | observed the construction/remodelling site that was
extremely interesting.
There are a few minor points to improve, indeed. My wife complained the cable of
the hair dryer was too short. Restaurant was good and friendly but too expensive for
no choice of fixed menu. Maps appear on the web is tricky: in fact access is very
easy but the pathway is not a public road and therefore not shown. We understand
this hotel has recently opened and need more time to become mature. The real regret
| have to write here is, | do not expect this hotel gets too popular and too busy to
book again. We will certainly come back for sure.
Stayed October 2013, travelled as a couple

e “Amazing Hotel - Amazing Location”
Reviewed 13 October 2013
I traveled with my adult son and daughter to Turkey. While in Cappadocia we stayed
at Kayakapi Premium Cave Hotels. Emphasis here is on the word Premium.
Premium in every way. The room was spectacular. Everything about our stay there
was beyond everything we could have imagined. From the moment | booked the
reservation, Ms Elvan Kismet helped me in every way as if | were her family. She
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answered a ton of email questions, attended to details in every way. | happen to
mention to her that the three of us were there celebrating our respective birthdays, all
within a week of each other, she arranged a special surprise for us. After finishing up
a meal at the restaurant on our first night, the lights were suddenly dimmed, out came
a beautiful (and delicious) cake with candles for the three of us. How beautifully
done. One morning while at there, she stopped to talk to me. What a wonderful, kind
person. I really felt like I was catching up with a relative | hadn't seen in a while. She
also attended to details and gave me many ideas on what to do and was willing to
arrange everything for us.

The room was amazing. So beautiful in every way. We had a cooler night and they
came and lit the fireplace for us. Service was exceptional. The staff here cannot do
enough for you. Everything is brand new, so there isn't anything anyone will find that
is not in great condition and all the appointments in the room are top notch; great
attention to detail to bring out the culture.

The restaurant was smaller than | had expected, but then Elvan explained that it will
be a small bistro and there is to be a large restaurant which is opening with phase 2.
Excavation is still going on, but it's not like you would know it (totally out of sight
and couldn't be heard).

The food here is great. There is absolutely nothing less than perfection for me to
report on. If you want an exceptional experience, in an exceptional hotel, with
exceptional service, this is the place. And on our last morning, the wind had all the
balloons floating our way. What a great way to have breakfast.

I'm a terrible photographer (amateur at best) and | had a new camera for the trip
(couldn't figure out what setting to use). So not all the photo's are the best. | don't
think | am capable of taking a picture good enough to capture the beauty. It was
majestic.

Stayed September 2013, travelled with family

¢ “Beautiful Outstanding Accomodations”
Reviewed 21 September 2013
On September 10th to 12th of this year | recently had the opportunity to stay at the
Kayakapi Premium Caves. It was privilege to stay at such extraordinary, historic
accommodations. It was like your staff said, a home not a hotel, it really did feel like
a home. They are exquisite, so sound proof which makes for an exceptional sleep,
decorating was so fitting. The stonework, craftsmen ship and detail was superb. |
liked seeing the photograph of my home before. The staff made us feel very special.
The food ve service was exceptional. Thank you so much for the parting gift of the
coasters with the name of my home it was a very nice touch. I’'m exceptionally
pleased on how you choose to honour the locals by naming units after each of them.
My stay will be forever in my memory. Everyone | show the photos to is amazed of
what you created. I’'m so thankful I had an opportunity to experience such a place. I
wish you much success with the Kayakapi Project and your vision.
Stayed September 2013, travelled solo

e “More then a cave, magic”
Reviewed 16 September 2013
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Bear cave? Bat cave? Cavemen? Any preconceived ideas on caves will be blown out
of the water. There are no animals, semi-humanoid species or superheroes in these
caves, but you may find Russell Crowe or TWB.

We have a video on our blog of the room since it's so hard to describe other then
magic. Our room was not far from reception, through a private gate and into a double
room cave with connecting private hallway. It included a spacious living room
complete with big screen TV playing English-speaking shows. A bedroom with a
huge bed, big enough for 4, but the kids weren’t staying with us. Next-door was
another cave with study desk and similar giant bed. Down a small set of stairs was a
beautiful bathroom complete with it’s own private hamam (Turkish sauna).
The view was outstanding, being on top of a mountain overlooking the whole valley.
The inhouse restaurant had a delicious breakfast with some of Turkey’s best
homemade jam.

Stayed August 2013, travelled with family

¢ “A magical stay in Cappadoccia..”
Reviewed 2 September 2013
My husband and | have just spent 4 days in the beautiful Kayakapi Premium Cave
Suites. | had booked this stay as a birthday surprise for my husband. from the very
first email contact with Ms Elvan i was most impressed with her followup,
professionalism and suggestions. When | finally met Elvan in person | immediately
felt a genuine warmth and hospitality. | had seen the photos of the cave suites but
upon entering the drive at dusk and seeing our suite (119) we were both amazed and
impressed with the panorama over Urgup and beyond and the stunningrestoration of
our cave suite. Our suite complete with indoor pool, hamam and separate living room
was decorated with candles and flowers and a framed photograph. Complimentary
dinner was served on our first night in the Bistro terrace overlooking the stunning
valley view.Breakfast was served here daily and we were impressed with Rozegar
our exceptional waiter. We ate lunch/drinks in Urgup and while husband walked up
the hill on one occasion ( 30 min) we made use of the shuttle service to and from the
hotel. elvan was most helpful assisting and organising private guides and car/drivers
to take us on numerous excursions.( quad biking, hiking,Underground City, Ihlara
Valley) The highlight was of course the Royal Balloon flight on my husbands
birthday complete with sparkling wine and surprise birthday cake organised by
Elvan! It was all the extra touches and warm personalised attention by all the staff
that made our stay especially memorable. We will definitely return - to see the fairy
chimneys covered in snow and to meet up with Elvan and the Kayakapi family
again!
Stayed August 2013, travelled as a couple

¢ “An amazing stay. Could not have been better.”
Reviewed 20 August 2013
Our stay was indeed wonderful. The service was impeccable. Thanks to its guest
relations manager Ms. Elvan.
The experience started even beyond our stay. She contacted us almost as soon as we
booked! Offering assistance and suggestions on what we should do and explore
within our 2 days stay and providing all possible alternatives according to different
preferences and budget.
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The Royal Hot Air Balloon suggested by her was indeed the highlight of our trip. It
IS a MUST to whoever is in Cappodacia. Even the private tour was perfect.
As it was Ramadhan and we were fasting, miss Elvan even ensured that our trip was
"Ramadhan friendly" and provided sahur to the room.

Our unit was huge. We had a private garden, a patio, a living room and finally the
actual room. Perfect for my 4 yrs old son to run around.

The hotel was just 3 moths old during our stay hence everything was brand new.
Indeed a place for those who want something authentic Cappodocia (as in staying in
a cave) but yet professionally managed.

The best hotel during our trip in Turkey.

Stayed August 2013

¢ “Fairy holiday in the land of fairy chimneys”
Reviewed 15 August 2013
Lovely crew! They make you feel at home with their hospitality, while living the
atmosphere of Cappadocia in the cave rooms. The Hotel is supported by UNESCO
and World Heritage Center. The design of the rooms reflects the soul of the region.
They all have decorative gardens and sauna where you can relax after the cultural
tours. If you give some clues of yourself, they will schedule the most suitable
program for you.The ones who has no fear of height, should try balloon riding.
Considering the meaning of Cappadocia -Land of beautiful horses-, riding horse
along the Red River is another must to do. Although it takes around 1 hour to get
there, half-day trekking tour in lhlara Valley should not be skipped. Creating your
own master piece in the potteries is so much fun to do. The hotel cooperates with the
most reliable firms and gets you discount prices both for regular and private tours.
They have free transportation in Urgup. It is almost impossible to start a bad day
with this wonderful view, breakfast with home-made jams and energetic people. You
won't want to wake up from that dream! Many thanx to all...
Stayed August 2013, travelled with family

® “Amazing experience!”
Reviewed 1 August 2013
Never thought living in cave would be so much fun :). Where to start?, people of
course. Very nice, super friendly, helpful, attentive and accommodative staff. I really
have to acknowledge two people. Guest Relations Manager Elvan Kismet was
constantly in touch to ensure best experience during the stay. She not only arranged
balloon ride and local tour, which I would highly recommend to anyone, she even
went out of the way to help arrange the tour for my Ephesus visit. Mehmet,
supervisor at the restaurant, was such a wonderful host!.
Hotel was on top of the hill with great views and aesthetic looks, rooms were
gorgeous and luxurious, food at the restaurant was delicious. Everything at Kayakapi
was just so perfect and service was at its best...Wish | could stay longer, but I'm
looking forward to going back...
Thanks everyone at Kayakapi for making my trip so wonderful!...
Stayed July 2013, travelled solo

e “Kayakapi Premium Caves-Outstanding in every way!”
Reviewed 18 July 2013
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My husband and | spent 5 glorious nights and 4 days in early July at Kayakapi
Premium Caves in Urgup. Our stay at Kayakapi and in Cappadocia was the absolute
highlight of our 3 week trip to Turkey. | have read all of the previous trip advisor
reviews from the other guests and agree with their comments whole-heartedly. While
this was our first trip to Turkey, we are world travellers and have stayed at some
pretty amazing places. What truly sets this very special place apart and elevates it to
the pinnacle of success is the unparalled level of service-beginning with pre-booking
the trip and that continues until after you have arrived home safely. We had the
distinct pleasure of meeting the owner and General Manager, Mr. Yakup Dinier,
whose professionalism, dynamism, passion for his work and innate knowledge of
customer delight transcends to all members of his staff. In some instances you feel
more like a cherished friend than a hotel guest. Kayakapi effortlessly provides what |
would call “your wish is our command philosophy”. Unlike the proverbial genie in a
bottle who only grants 3 wishes, the staff at Kayakapi keep on making your dreams
come true. As other travellers have mentioned, the beautiful and charming Guest
Relations Manger, Ms Elvan Kismet works tirelessly on your behalf to ensure that
every aspect of your stay is exceptional. Nothing is overlooked and any request no
matter how big or how small is handled immediately and flawlessly. For many
travellers, venturing out to Cappadocia is very far from home. Ms. Kismet was in
constant communication with us throughout our holiday via phone or blackberry to
ensure that all was well. She was like our very own fairy godmother and guardian
angel. This was very reassuring and most appreciated. We are also so grateful to Ms
Kismet for having coordinated our hot air balloon ride with Royal Balloon, a sister
company of the Dinier hotel chain that has a perfect safety record. Even Martha
Stewart felt safe in their capable hands. We have always been very nervous about the
idea of a hot air balloon ride and have always declined in the past. However, Ms.
Kismet set us up with David Parkes, a pilot with over 25 years experience and over
3500 flight hours. Lift off was so smooth we didn’t even realize when we were
airborne! Landing was so gentle and precise-our pilot could land on a small coin. The
balloon ride with Royal Balloon was the most brilliant, beautiful and exciting activity
we have ever done. Our only regret is that we didn’t go a second time. When
scheduling your balloon ride, be sure to book it for the first day or two of your visit.
If you leave it to the end, the winds could change and the trip could be cancelled.
Avoid disappointment and take our advice and book early. The other huge advantage
with Royal Balloon is that they use smaller baskets as you only travel with about 10
people-unlike other companies that herd about 30 people together. Also they launch
and land far away from their competitors. We felt completely safe with them at all
times. At Kayakapi dining at the Manzaro Bistro was a very special treat. While
there are many wonderful dining options in Cappadocia, we were so happy to have
most of our meals at Kayakapi. Attentive and polished service by Mehmet and Mr.
Ilyas and the succulent meals prepared by their chefs kept us coming back for more.
We were made to feel so welcome. When you are treated like royalty why would you
want to go elsewhere? A huge thank you to everyone at Kayakapi from the bottom of
our hearts. We yearn for a return visit.

Stayed July 2013, travelled as a couple

e “What luxury is supposed to be”
Reviewed 13 July 2013
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It's hard to imagine a better place to stay than Kayakapi Premium Caves. Most
luxury hotels leave me wondering why my ideas of luxury don't seem to match
anyone else's. At Kayakapi, everything seemed perfectly coordinated for maximum
satisfaction. The views were spectacular; the rooms were stunning and luxurious; the
food was delicious; the service was matchless. | envy anyone who is staying there for
the first time.

Our suite featured a beautiful hamam where we baked and rinsed away the exertions
of our day in Cappadocia. Every detail of the decor was just right, from the beautiful
rugs to the working fireplace.

Breakfast under the awning at the Manzara Bistro was delicious, introducing me to
the delights of Van Otlu Peyniri, the herbed cheese of Van, along with delicate
GoOzleme and a bewildering array of other delicacies. The previous evening, we
celebrated our friends' 34th wedding anniversary with a memorable meal where
practically the entire staff collaborated to serve us.

All in all, I can't imagine a trip to Cappadocia without a stay at Kayakapi Premium
Caves.

Stayed June 2013, travelled as a couple

e “"Best Cave Hotel- Uniquely wonderful"”
Reviewed 9 July 2013
We reached Cappadocia on a friends recommendation to visit the city and | booked
Kayakapi Premium Caves on tripadvisor without any expectations based on certain
reviews on the website. Having a 5 star expectation from the hotel was all me and my
family expected.
Guess | was wrong. | would rate this hotel as a 7 star + property not only because it
is one of the most beautiful cave hotels me and my family have visited but also one
of the most warm hotels we have stayed in. From the moment when we reached the
airport till the time we actually checked out our experience was just amazing. Miss
Elvan (the relations manger at the hotel and also a great friend now) came to receive
us personally at the airport and made our stay one of the most memorable. She
helped us with everything from taxis, guides, food, shopping as well as gossips of the
town and her family ! We all loved her being around us all the time.
The entire staff of the hotel was very welcoming and warm as well. They served us
great food in the hotel and entertained us during breakfast and lunch hours with their
jokes. They served us very well and made sure we were cormfotable in all ways.
The hotel is situated on the top of a majestic hill which overlooks the city. You can
sit outside of your garden rooms and have a view of the entire countryside while
sitting tea and enjoying with friends/family.
The hotel rooms are very spacious and comfortable with massive bathrooms and all
amenities available with wifi in the rooms. Even though one is in such a secluded
area of the world away from the hustle bustle of the big towns one is always made to
feel at home because of the amazing decor and friendly atmosphere.
Moreover, we were also recommended to have a tour of the hot air ballon ride (Royal
Air Ballon) by Miss Elvan which was a great expereince as one can see the entire
area of Uchesar and beyond while in the air. It is a must do thing to do !!
All in all i would recommend this to anyone who is planning to visit Cappadocia. Do
not even think of going anywhere else.
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Miss pretty Elvan is the person you need to speak to and she will make your holiday
the best you have ever had. She should be proud of working for such a premium
hotel and we are proud that she is doing so well for herself.

Not to mention, the staff and in particular Miss Elvan helped us tremendously as me
and my family got stuck in the Istanbul riots the day we checked out of Cappadocia
and reached Istanbul (protests happening in Istanbul due to Gezi park construction
project). She was a God sent gift to me and I cannot thank her enough the way she
helped us out of that near death experience even after we had checked out of the
hotel. Further, she told us about everything to do in Istanbul and the places to visit,
eat and party !'! We had a great trip in Istanbul only because of her.

All in all, this trip of Turkey has been the best | have ever had without a doubt.

I recommend it to all (young and old, married or unmarried)

You will love it

Arjun Talwar

INDIA

Stayed July 2013, travelled with family

e “Awesome”
Reviewed 22 June 2013
My father, my mother, my sister and | stayed in the kayakapi caves for 3 night and it
was fabulous the faculty was very very nice. Elvan. A faculty was so nice to us she
helped us around and she and my sister were so fond on of each other. She misses
Elvan so much and | feel it is the best place to be in Capadocia. The breakfast was
served with a great variety for vegetarians and my younger sister Vedika also really
enjoyed specially because of the nice faculty. And so much to do like our room had a
Turkish bath and etc. | suggest anyone reading this message to please take a look at
the Internet about this hotel it is not just a hotel but your home. It is worth it.
Vedant Agarwal
Agarwalla family Calcutta India
Stayed June 2013

e “Kayakapi Premium Caves”

Reviewed 6 June 2013

My wife and | spent two wonderful nights and three days at the hotel. It was early
May and the hotel had only been open a couple of days and we were almost the first
people to stay there. We found it almost by accident as we were checking on
availability at the Dinler Hotel. They had a brochure on the counter of the Caves and
we asked about it. Turns out they are both owned by Mr Dinler. They sent a driver
with us to the Kayakapi where we were met by Miss Elvan Kismet the PR Manager.
She showed us around the complex and gave us our choice of rooms. Each room is
ultra modern in a cave that is hundreds of years old. Dinler Hotels are doing a
fantastic job of retaining all the history of the site and caves while adding luxury to
them. The Turkish gov't is very fortunate to have somebody like Mr Dinler
preserving such a historical site. While we were there | celebrated my birthday and
the whole staff came and had some cake with us. Mr Dinler also sent a handwritten
card to the impromptu party. | have to thank Miss Kismet and the total staff for their
hospitality, professionalism and dedication to this new hotel. Mr Dinler and all your
staff thank you for the wonderful unique experience. Anyone going to the
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Cappadocia region of Turkey should make a point of staying at the hotel as it is a
Must See. Jim and Dorcas Dingey, British Columbia, Canada.
Stayed May 2013, travelled as a couple

e “Unique Luxury Cave Hotel Experience”
Reviewed 4 June 2013
KayaKapi Premier Caves is a superb hotel. Every bedroom suite, with its own
terrace, is beautifully restored from individual ancient cave houses, full of history,
attention paid to every detail and creating a magnificent hotel through an important
and fascinating restoration project. We had one of the special pool bedrooms —
spectacular. The views are wonderful across the valley — we were up early to watch
several balloons float by — an amazing sight. The professional staff are friendly and
helpful and the food was excellent. This was a unique unforgettable experience for
us. We have already booked our return visit. Brian and Finola O’Sullivan, Ireland.
Stayed June 2013, travelled as a couple

e “Kayakapi Premium Caves”
Reviewed 1 June 2013

We have stayed two nights at the Premium rooms. From the arrival to the departure
the staff and the management could not be more helpful. Overall the service and food
was excellent
Rooms are out of this world , staying in them is a once in a lifetime experience. We
had a small swimming pool in our room and a terrace outside with most incredible
views.
Hotel is part of a heritage site and additional rooms are added one by one under the
strict supervision of the government and world heritage organisation. When we
stayed the spa and the souvenir shop was not opened yet.
We will defiantly go back.
Pamela Conger
Stayed May 2013, travelled with friends

e “Two Thumbs Up!!!”
Reviewed 29 May 2013
My family and | had a fabulous experience staying at Kayakapi last week. We had 4
rooms and each of these rooms was more unique than the other. | had Room 106 with
it's own stone clad hot tub! I've attached the photos.
The staff at this resort go above and beyond their call of duty. Elvan Kismet, the PR
Manager, was just outstanding. She got a Doctor to check the kids when they fell
sick and even accompanied us to the pharmacy to get the medicine! They have an
amazing Chef who whips up the best 'home made' Turkish Food you can find.
| had the pleasure to meet Mehmet Dinler, whose family owns this resort and the
Royal Baloon Company which is rated as one of the safest in Cappadocial
This truly is Paradise and | highly recommend a dose of it!!!
Stayed May 2013, travelled with family

¢ “Cok keyifli ve konforlu”
Reviewed 9 October 2014
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Giizel ve kaliteli mobilyalarin kullanildigi, tepeden tirnaga tamamen dogal tas
malzemelerden renove edilerek yeniden yaratilmis genis bir mekanda konfordan
mahrum kalmaksizin, ¢ok eskileri hissedeceginiz bir atmosferde bulunmak, kafanizi
dinlemek, tertemiz havasini solumak veya Kapadokya cevresini gezmek istiyorsaniz
ideal bir otel. Personel ¢ok yardim sever ve nazik, tefris tertemiz, bakimli ve yeni.
Kullanmadik ama otelin SPA's1, acik havuzu, sarap mahzeni de var. Odamizi
1sitmaya veya sogutmaya dahi ihtiyacimiz olmadi, odada (Oda no: 130) dogal
havalandirma vardi, sesiyle rahatsiz edecek herhangi bir havalandirma tesisati
olmadigindan mutlak sessizlik icinde ¢ok giizel uyuduk. Kahvaltis1 da 6zel bir
mekanda ve zengindi.En azindan 2-3 giin kalmak {izere tavsiye edebilecegim bir
otel. Tarkut.

Stayed October 2014, travelled with family

e “KAPADOKYA'NIN BUYULU DUNYASINA AYNI BUYU ILE CEVAP VEREN
BIR OTEL!!!!”
Reviewed 1 September 2014
Kapadokya seyahatimize karar verdigimizde hangi otele gitmemiz gerektigine dair
hi¢ bir fikrimiz yoktu, bilgisayarin karsisina gecip oradaki otellerle ilgili bilgi
edinmeye basladik.Kayakap1 Premium Caves ile ilgili yazilan giizel seyler agikcasi
bizim bu oteli secmemize yardimei oldu. Ancak ne zaman Kapadokya'ya gidip otele
check in yapinca yazilanlardan ¢ok daha fazlasiyla karsilastik. Doku olarak yasanilan
mekana tam anlamiyla uyum saglamis bir tesis.Insanin ruhunu dinlendiren ve huzur
veren bir mekan.
Otele adim attiZimiz andan itibaren gordiigimiiz ilk sey giilimseyen
yuzlerdi.Isimlerini tek tek yazmak isterdim ama tim personelin ismini burada
yazmak imkansiz.Burada gecirmis oldugumuz 3 giin muhtesemdi. Kapadokyay1 tam
anlamiyla yasamak isterseniz Kayakapi Premium Caves dogru bir tercih olacaktir.
Stayed August 2014, travelled with family

e “MUTLAKA GIDILMESI GEREKEN TESIS”
Reviewed 21 May 2014
Sevgili  Dinler ailesinin saygideger yoOneticilerilerine tesekkiir ediyorum.
Turizmin bagkenti olan Antalya’dan 17 Mayis 2014 C.tesi giinii Kapadokya’ nin ilk
tarithi yerlesim merkezlerinden olan Kayakapi mahallesinde bulunan ve gerek tarihi
yapilarin Ornegine uygun muhafazasiverestorasyonu ve gerekse konaklama yapan
bireylerin yasadiklar1 an1 tamamen igsellestirmelerine ve muazzam duygularla
evlerine geri doniisiinli saglayan havast nedeniyle ailem ile birlikte
unutamayacagimiz bir tatil yasadik.
Herseyden 6nce tarihi dokunun tamamen korunarak yillar siirenveslrecek olan bu
kadar zor ve Onemli/anlamli bir projeye imza atmis olmanizdan dolayr sizleri
kutluyorum.
Bu tatil 45 yasinda , hep deniz ve kum yaklasimai ile tatil yapms birisi i¢in 6zellikle
farkl1 bir deneyimdi.
Calisanlarimizin istiin  miisteri memnuniyeti odakli tarzi, iletisimde gercekten
anlamlarimiz1 ortaklastirabileceginiz ve canla basla miisteriyi memnun etme cabasi
olaganiistiiydii. Yiyecek sunumunun bir sanat olarak yapildigi, mutfakta bir sanatkar
var dedirtecek kadar basarili ve hizli calisanlarinizin anlayis ve yaklasimi bizleri
gercekten Omiir boyu bu tesise ve grubunuza baglayacak bir yaklasim oldu.
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Klasik kelimesinin ;lizerinden zaman gectigi halde degerinden higbirsey
kaybetmeyen kelime anlami sanirim sizin tesisiniz ile biitiinlesecek ve bu 6rnek tarihi
ile , mimari ve dokusu ile herkesin mutlaka bir kez hayatinda bu tesiste tatil yapmasi
gerekir dedirtecek soylemi Kayakapit Premium caves i¢in rahatlikla kullanabiliriz.
Gegmisten gelecege bizlere yolculugu bizzat yasatan, unutulmaz anlar1 ve personeli
ile fark yaratan sizlere bu vesileyle tesekkiir ediyor;

Iyiki bdyle bir tesise imza atmissiniz diyorum.

Eger tesisinize 100 {izerinden bir puanlama yapilacak olursa sanirim en c¢ok 100
puani sizin tesisiniz hakkediyor diyebilirim.

Sevgiler

[brahim Savas

Stayed May 2014, travelled with family

e “Mukemmel odalar guler yuzlu calisanlar...”
Reviewed 8 March 2014
Mersinden geldik esimle 2 gun dinlenmek icin cok guzel bir otel advisorden arastirip
yorumlari okuyarak gelmistik hakkatende geldigimize degdi yorumlarda anlatilanlar
kadar varmis biz mehmet tokat evinnde kaldik odanin icinde havuz hamam salon
somine her sey var boyle bi oda simdiye kadar gormedim odanin onune kadar sahsi
aracinizla geliyorsunuz otel icin soylenecek bir sey yok her seyi cok guzel cok guler
yuzlu hizmet var ama o kadar ucrete sadace kahvalti bence bi eksiklik... sehre
gelirsek cok guzel gezilecek yerler var seramik falan almak isterseniz kucuk is
yerleri daha uygun buyuk atolyelerdense mutlaka pazarlik yapin ve baloon olayina
gelirsek turistlere yonelik oldugu icin 150 eurodan agizlarini aciyolar kanmayin 70
80 euronun ustu aracinin komisyonu iyice pazarlik yapin bence ...
Stayed March 2014, travelled as a couple

e “Riiya gibi”
Reviewed 19 January 2014

Esimle 17 Ocak Cuma gecesi bu otelin Mehmet Tokat Evi'nde kaldik. Oda
beklemeyin sakin otelde konaklama, tarihi ve dogal oyma ve tas evlerde saglaniyor.
Urgiip iin en eski mahallesindeki bu evleri restore etmisler ve miikemmel bi sey
cikarmiglar ortaya. Bizim kaldigimiz ev tek kelimeyle miikemmeldi. Yatagin hemen
karsisinda kapali havuzumuz vardi. Ayrica bir salon, ve tabi salonda bir bagka tv var.
Kendi evinizde kendi hamaminiz var diisiintin. Ev buram buram dogal tas yapis1 ve
tarthi dokusuyla bas dondiiriicli. Biz biraz erken geldik.Giris 14.30 olmasina ragmen
bizden dnce kalanlar 9.30 da ¢ikis yaptiklari igin ricamiz lizerine yarim saatte evimizi
hazirlayip bizi aradilar giris yapabiliriz diye.Inanilmaz ilgililer.Tek 6nemli olan sizin
memnuniyetiniz bunu hissettiriyorlar. Hi¢ doénmek istemedik:( Bu arada c¢ikis
yaparken, dogal tastan sik bardak altliklar1 hediye etmeleri de ¢ok hos bir
jestti.Pahali falan diye diisiinmeyin. Kendini seven herkesin en azindan bir kere
yasamasi gereken bir deneyim.Muhteseemmm

Stayed January 2014, travelled as a couple

e “mimari kesinlikle kapadokyay:1 tasvir etmekle birlikte konuklar biraz daha o6zel
hissettirilebilir”
Reviewed 19 October 2013
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kapadokyanin mistik havasina tam da yakisir bir otel olarak tasarlanmis otel odalari
insanin ruhunu bu atmosfere kaptiriveriyor. gerek odalardaki mimari detaylar
gerekse i¢ tasarimdaki aksesuarlar bu ruhu hissetmedeki en biiyiik etken. sizi olduk¢a
Ozel hissettiriyor.

lakin yeni bir otel olmasindan dolay1 oldugunu diisiindiiglim mutfak moniisii i¢in ¢ok
olumlu elestirilerde bulunamayiz. her ne kadar zengin bir ¢esitlilige sahip olsa da
sunumun ¢ok daha basarili gergeklestirilebilecegini  ve konuklar1 6zel
hissettirebilecek uygulamalarin daha etkin olabilecegini soyleyebiliriz.

bir diger husus ise kahvaltiniz1 yaparken kapadokyanin atmosferinden sizi koparan
miizik segimleri. secilen tiirk halk miizigi eserleri orta anadolu kiiltiiriiniin bir pargasi
olabilir. ancak bu secimler sizi kapadokya atmosferinden ¢ok uzaklara goturiyor.
gene orta anadolu enstriimanlarinin esliginde yapilmis yiizlerce eser var atmosfere
uygun gidebilecek. bu eserler malesef otelin se¢imi olan tiirkiiler degil. bu konuya
biraz daha ihtimam gosterilebilir.

Stayed October 2013, travelled as a couple

e “Masal gibi bir tatil, Muhtesem anlarin garantisi ...”
Reviewed 5 August 2013
Muhtesem tatilin tarifi nasil yapilir bilmiyorum ama Kayakapi Premium da
konaklamaniz bu tarif i¢cin oldukca yeterli. Bugiine kadar yaptigim en harika tatil
diyebilirim. Kapadokya nin biiyiilii atmosferine Kayakapi nin harika konumu,
etkileyici dekore edilmis odalar1 ve tiim calisanlariin sicak ilgisi eklenince
unutulmayacak anlar yagamaniz garanti oluyor. Odalar harika bir zevkle ve en ince
ayrintist diisliniilerek désenmis.Calisanlar her daim giileryiizlii ve kendinizi sicacik
bir sohbetin i¢inde buluyorsunuz.Miisteri iliskileri oldukga basarili. Ozellikle Elvan
Hanim 1n harika sohbeti ve ilgisi karsisinda kendinizi evinizde ya da dost ortaminda
hissedyorsunuz. Ilk karsilasmamizda aksam ne yapabilecegimizi sormustuk ve
Onerilerini bizle paylasmisti. Akabinde odamiza yerlestik ve 5 dk i¢inde Elvan Hanim
bize duydugu yeni bir etkinlik haberi vermek {izere aramist1. Sayesinde ¢ok giizel bir
mekanda Jazz dinleme imkan1 bulduk. Her ince ayrintinin ¢ok giizel diisiiniildiigi
Kayakap1 Premium bugiine kadar gittigim 5 yildizli pek ¢ok otelden ¢ok daha artisi
ile hizmet sundu bize. 3 giinliik tatilimizi masal gibi anlara doniistiiren tiim
KAYAKAPI PREMIUM ekibine tesekkiir ediyoruz. Kahvaltisinda bulunan ev
yapimu regelleri de mutlaka deneyin ( biz karpuz ve ceviz receline bayildik ) Riizgar
Beyin de kahvaltimiz sirasindaki misafirperveligi ve sohbeti de oldukca keyifliydi.
Kapadokya tatili i¢in tartismasiz diistiniilecek ilk yer KAYAKAPI Premium Caves
ve inanin verdiginizin ¢ok daha fazlasini alacaksimz. Asli ERGIN
Stayed August 2013, travelled as a couple

e “great hoel.”

Reviewed 15 October 2014

This was the 6th hotel we stayed in on our tour of turkey,with by far the best rooms,
we stayed 2 nights. Our room 681 was spacious, very clean ve had amazing views of
the morning ballooning a real bonus. The bathroom was small but adequate for our
needs, clean ve tidy. Breakfast ve dinner were served in the restaurant, breakfast
could have had more selection, but had the usual meat, cheese, eggs, coffee, juiceve
bread. Dinner was a very good selection of foods suitable for all tastes, the restaurant
staff were very efficient clearing away plates after each course. The hotel is located
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alittle bit out of the way but if your feeling energetic the town of urgup is about
20mins walk away but it is up ve downhill to get there, but worth the effort. All in all
a good hotel, i would recommend staying there, a good swimming pool but avoid the
pool table in the bar, its in urgent need of a spirit level.

Stayed October 2014, travelled as a couple

¢ One of the best”
Reviewed 28 April 2014
We too stayed here as part of the Treasures of Turkey tour and found it to be large,
but clean, friendly and efficient. Our room was of a good size and the bathroom was
more than adequate but as usual, it was too warm for me, so opening a window or
putting on the air-con was necessary. The air con won, as the room faced a walkway
which, although not noisy, was frequented by other guests once or twice. The dining
room was large, once again, and the food adequate at least, if not a bit better than
some of the others we stayed in. There is an excellent photo opportunity for hot-air
balloon watching from the terrace at 7a.m.. We counted 32 in the air at any one time.
On the whole we were pleased to stay here on our penultimate night before coming
home.
Stayed April 2014, travelled as a couple

e “Over run With Tour Bus Tourists”

Reviewed 2 July 2013

If you can obtain a room looking west into the sunsets or even to see a regular
morning's hot air balloons rising, this is a lovely place. Nice swimming pool. Clean,
well appointed. But the buffet-style mass produced meals does leave something to be
desired. Unfortunatley, for many people bus tours are the only way to see places like
Cappadacia so one needs to compromise. There is a nice restaurant and a bar for an
escape from the mobs of tour groups.The hotel is modern, rooms a bit more spacious
than many older Turkish hotels and the rooms atr clean. Staff were attentive to the
needs of some foreign tourists although we did hear expressions of concern about the
behaviour of some bus tour groups from non-European sources.

Stayed April 2013, travelled as a couple

e “Very Nice Hotel”

Reviewed 27 June 2013

Having stayed in a few hotels in my lifetime, | was interested to see what a "5-star
Hotel™ in a remote vacation/tourist trap area would be like in Turkey. Other than a
few minor details that 1 would expect from a 5-star Hotel, | was not disappointed.
The rooms were very clean and well kept. The walls were nice and thick to where we
were not listening to everyone else's conversation in the adjoining rooms. The
shower had very strong pressure, which is sometimes a problem in some areas
(Would have been nicer if toiletries were included free - like shampoo, conditioner,
tissues, etc...). There was a wonderful outside pool area that was well staffed with a
walk-up bar, or you could have poolside service. There was a Gift Shop, Market
store, Wi-Fi available throughout the Hotel, an Internet accessible room with 4
laptops, a bar, a nice comfortable lounge/sitting area, a Disco onsite (Although we
were unable to frequent it due to early morning departures on our tour), a game
room, massage, Jacuzzi, an inside pool, and an acceptable Fitness room (Although it
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could have had more devices - only had 1 bike, 1 treadmill, a Life Fitness Universal
gym, and a free weight tree that lacked anything resembling 25 Ibs or more). The
best parts though were the beds and food. The beds were very firm, which were a
blessing after a long day of sight-seeing and walking amongst the stone caves and
churches in Cappadoccia and Goreme. The food was an Open Buffet with a very
large and varied selection of food. There were entries for various nationalities, a
salad bar, bread and roll bar, and an arrangement of sweets to satisfy most any
craving. The only down side was that the drinks (If you wanted something other than
coffee, tea or water) were extra. But other than these few exceptions mentioned
above, this was a very nice hotel and comfortable to stay in.

Stayed June 2013, travelled as a couple

e “The best hotel during our trip in Turkey ?”

Reviewed 10 April 2013
We stayed for 2 nights (3 and 4 April) as a group tour, | must say that this is the best
hotel.

Clean and spacious room with basic toiletries ( cotton pads/soap/shower cap), no
toothbrush and toothpaste though !
We used the Turkish Baths/Massage in the hotel (package 2), quite expensive but
worth a try (especially when a couple can enjoy their privacy...), very relaxing
especially after 6 days on the road...
You might want to open the windows because the central heating is ON whether you
like it or not... and remember to close the windows if you don't want to be woken up
the CALLING at 5am ???

Stayed April 2013, travelled with friends

e “Perissia Otel'de kalmak bir ayricalik..”
Reviewed 30 January 2013
Acikgast otele ve Kapadokyaya gelmeden dnce otel hakkinda yazilanlardan dolay1
tereddiit etmistim fakat yine de Perissia Hotele gelmeyi tercih ettim.lyiki
etmisim.Ciinkii basta otelin goriintiisii ve konforu insani ¢ekiyor.Kaldigim 3 giin
boyunca(Ekim ay1) personelin ilgisi gayet iyiydi.Ozellikle 6n  biro
calisanlari.Konaklama siiresince her tiirli konuda yardimci oldular ve ayrica
Kapadokya ile ilgili aktiviteleri(gezi ve balon turlar1) en uygun fiyata yapmamu
sagladilar.Urgiip yemeklerinin giizel ve lezzetli oldugunu duymustum.Hem
Urgiipteki restoranlarda hemde otelde gayet lezzetli yemekler yedim.Oteldeki zengin
yemek ¢esidini begeneceksiniz.Ayrica SPA Center'da hamam ve saunay1 rahatlikla
kullanabilirsiniz.Oteli herkese tavsiye ederim.Kapadokyaya yine geldigimde adresim
yine Perissia Hotel olacak.Y6netime ve tiim personele tesekkiirler..
Stayed October 2012, travelled solo

e “Unique.”
Reviewed 28 December 2014
The Museum hotel is truly unique not only in its location, rooms, service but with the
small zoo it has and Joe the dog where he joined us during the hotel tour!
We had a very short two nights stay, the location was breathtaking especially early
morning were you see the balloons in the horizon. Service was outstanding from all
the staff which were very accommodating.
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Rooms or shall I say the caves were a pleasure to stay in reflecting the region’s
décor. We had a suite facing the valley; even the bathroom had a window facing the
valley with L'Occitane amenities.

The weather was freezing cold but the room was properly heated including
bathrooms. The room had all the touches of a luxury hotel like a Nespresso coffee
machine, artisan tea, a pillow menus, etc.

The breakfast was real delight, service was excellent and availability of authentic
Cappadocian dishes was an added plus. Not to mention the lady with her oven to
bake you fresh bread with whatever required putting in.

The hotel was nearly an hour drive from Kayseri airport and had many stairs going
up and down the hotel which might be little challenging.

My daughter is already is asking when we will be back to Museum hotel!

Stayed December 2014, travelled with family

e “Beautiful”

Reviewed 23 December 2014

Museum hotel... the name says it all! It’s really a museum, full of antiques. | stayed
there for two nights, and | have to say that | spent the best two days in my life there,
beautiful scenery, good service, the breakfast was perfect as they offered a lot of
authentic Turkish dishes. The only drawback for us were the staircase, since it was
located on a hill, it was difficult for my mother to cross her way there. And there was
no cut...otherwise, it was great. I have stayed with my mother in “gulistan”, very
beautiful furnished cave. In the morning we could see the balloons up in the air.
Stayed December 2014, travelled with family

¢ “THE most elegant place to stay in Cappadocia”
Reviewed 2 December 2014
Centrally located in Uchisar, Cappadocia region, The Relais et Chateaux Museum
Hotel is a one-of-a-kind accommodation. Every room is unique and decorated with
beautiful carpets and antiques.
Amenities abound and service is warm and wonderful. Breakfast is included and it's
a buffet like you've never seen with abundant fresh local items (dried fruits, nuts,
homemade jams) an on-site oven with attending local woman to make fresh
traditional bread. Servers are delightful and speak very good English. The grounds of
the hotel, from the pool to the terraces, overlook the valley and make it seem as if
you are floating by on a balloon, eye-level with the actual balloons which carry
tourists on an overview of the extraordinary "fairy chimneys" of the area. It was end
of October, gray and drizzly, when we were there so: no balloons, no terrace sitting
(though some did) and no pool lounging. Fine restaurant (besides the breakfast room)
in the hotel.
People with mobility issues probably will not appreciate the many steep and uneven
stairs throughout the property. No wheelchair accessibility.
Stayed October 2014, travelled as a couple

¢ “Unbelievable Setting”
Reviewed 7 November 2014
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This hotel is just....breathtaking. After a long travel day, I will never forget waking
up the next morning to a sky-full of hot air balloons over the valley of caves of
Cappadocia.

The room was very large - our 2 boys had their own beds in the living room of the
cave and my husband and | were in the back room of the cave. The bathroom was
also HUGE with gorgeous views of the valley.

The staff was very friendly and accommodating. The breakfast had so many choices
and had something for everyone. And the restaurant was the best in the area.

Our family loved all the simple touches like turtles in the garden, the pool
overlooking the valley and all the special nooks and crannies throughout the hotel.
Stayed August 2014, travelled with family

¢ “One of a Kind”
Reviewed 24 October 2014
Admittedly, at first we were a bit hesitant on the cleanliness and dampness of staying
inside a cave. But, our Museum Hotel cave room was amazing! The bathroom had
large bathtub and well-ventilated. Our bedroom and livingroom had great lights from
the windows with amazing views of the valleys - we could see the hot air balloons
against the stunning landscapes. Following the advice of other travelers on
TripAdvisor, we did a lot of research on selecting the right room for us. Thank you to
all.
The private day tour that we booked through the hotel was excellent. (FY. the hotel
uses Matiana.) Our tour guide (Utum? His name is escaping us but he has shoulder-
length curly blond hair) was by far the best tour guide we've had in Turkey. He was
very knowledgeable about the history and facts of the region, and seems to really
care about us. His passion for the region clearly shows through his explanations. We
wanted to visit the underground city straight from the airport which wasn't originally
part of the plan and he was able to rearrange our day within 10 minutes with no
problem so we got to visit everything we wanted to see in a day! He went above and
beyond a tour guide level of service throughout the entire day!
The private hotel vans used for tours and airport transfers were very luxurious,
equipped with free WIFI, high ceilings, wood-furnishings interior, and large
comfortable leather seats. The interior is similar to that of a limo's, but even more
comfortable because the van has much higher ceiling!
One minor annoyance was when the hotel restaurant charged us money for still
water. It wasn't a lot of money but we get complimentary water bottles inside our
room and every other Relais ve Chateaux hotels we've ever stayed at always have
complimentary drinking water for the guests. So beware when you order a glass of
water within the hotel.
Stayed October 2014, travelled as a couple

e “Turn left at the Kaftan”
Reviewed 20 October 2014
We arrived at the Museum Hotel after midnight and were greeted by a beautiful
young woman wearing a long, flowing robe. She took us to our rooms using a lantern
and as we walked through the museum that is also a hotel our directions were "turn
left at the kaftan". That has never happened to us before! We were shown to our
room and she then took our two travel companions to their room. We were stunned
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in so many ways. The beauty of the Lalezar Suitewas remarkable. It was on many
levels with traditional furnishings and, of course, museum pieces. Soon we were not
so pleased as we explored because our room was on many levels with very little
lighting at all and the traditional furnishings did not include anywhere to sit other
than the floor or anywhere to open a suitcase except for one luggage rack. We went
to bed but were afraid to get up until it was light as our bathroom was down 3
different sets of stairs and several turns.

When we did wake up we had a gorgeous view and peacocks waiting outside our
window. Amazing! Before we set out for the day we asked if it would be possible to
change rooms and they said it would. When we returned in the late afternoon we
were move to the Tandirli Cave Suite which was more acceptable. How ungrateful |
sound with this description and yet we felt the first room was actually dangerous.
The grounds here are amazing. Late the day after arrival we were taken on a tour of
the hotel by the concierge which was amazing. The employees are all dressed in
costumes that would put a production of the Arabian Nights to shame. How many
other hotels have turtle gardens and rooms with wine taps? (Red and white!)

We stayed here through Medhill Travel and this was a last minute change. We were
actually on our trip when we were notified of our hotel change. We were very lucky
to have this opportunity.

Stayed September 2014, travelled with friends

e “Just wonderful!”
Reviewed 10 October 2014
Six of us flew into Kayseri after staying at Pera Palace in Istanbul. Wish we could
have stayed longer than two nights; it is simply beautiful and charming and delightful
- very special in every way. The staff is wonderful, we all loved our rooms and baths
and three in our group did the balloon ride - I took great pictures from the terrace.
We had a private guide arranged so saw all the sites nearby including a pretty
difficult tour of one of the underground cities! Cappadocia is not to be missed.
Although the restaurant is lovely, and service great, we weren't terribly impressed
with the menu or the food - breakfast buffet which we had included, is terrific, tho
wish they had the delicious pastries and breakfast rolls we had at Pera Palace, but it
was so nice to sit on the terrace. There is literally no place like this and it's surely the
best place to stay in Cappadocia!
Stayed September 2014, travelled with friends

e “DIFFERENT TYPE OF HOTEL”

Reviewed 8 October 2014

Unique cave hotel in a mountain.Great views. Upgraded room was excellent (there
are only 30 rooms), no room numbers, only names and it can be difficult finding your
room the first couple of times. Have to learn the layout of the place. Had a view from
our bed of the early morning balloons, 50 or so right in front of us. Went out to the
patio for some spectacular photos.Absolutely breath-taking. Really good breakfast
and dinner was excellent also. Lovely pool with 6 peacocks on the grounds. This is
the place to stay in Cappadocia.

Stayed August 2014, travelled as a couple

¢ “Five star gem in Cappadocia”
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Reviewed 30 September 2014

We spent just one wonderful night at the Museum Hotel. Absolutely breathtaking
hotel built into the mountainside! The decor of the rooms, the terraces, the gardens,
the resident peacocks- everything was fabulous. My husband and | had a huge suite
with red and white wine dispenser. We were a family of 5 in three rooms and every
room was unique, with special antique knick knacks and furnishings. The staff was
great, especially the two young ladies at the desk. One was Amanda and
unfortunately I dont remember the name of the other one. The dinner service was
slow, but we had a fabulous breakfast on the terrace on the morning of my birthday
and it was the perfect way to begin the day. I also had a massage in the spa which has
all glass windows so you felt as if you were outside. Two thumbs up and five stars
for Museum Hotel. We booked our trip as a complete package so | am not sure of the
rate we paid, but looking at the website prices, I think it is worth every penny!

Stayed August 2014, travelled with family

e “It's very different.”
Reviewed 22 September 2014
Mr. Omer Tosun got it right! What a historic treasure the "The Museum Hotel of
Uchisar (meaning the highest castle), Cappadocia” was. Mr. Tosun's attention to
details exceeds expectations. With approval from the Turkish Ministry of Culture, he
took 10 abandoned prehistoric stone houses and over 60 cave ruins, once inhabited
by Cappodocians for thousands of years, and turned it into a 5 star hotel. The
compound is sitting on one of the highest points in the region. Each guest room is
unique in its design. Our room was once a cave for pigeons to roost thus giving it it's
name of the "Pigeon” suite. Upon arrival to the hotel we were greeted by the staff,
given a cool drink and a tour of the facility. The hotels restaurant food was delicious
with breakfast served as a buffet. You may dine outdoors on the terrace or in the
beautiful dinning room.
Our suite was comfortable but it did take me a bit to get comfortable with the very
low ceiling (not all rooms have low ceilings). After all you are in a "cave". Once |
got over the mild discomfort of feeling a bit claustrophobic, my husband and I settled
into the room very nicely. The bed was the most comfortable bed I've slept in on my
many trips. The room had free Wi-Fi, cable TV, A/C, a safe/ and lovely thick bath
towels and toiletry items all enjoyed in the Jacuzzi tub.
The hotel grounds can be a bit of a challenge for any one with ambulatory issues.
There are many pathways that are up and down narrow steps with no hand rails and a
need for a few more lights to make it a bit safer. The grounds are filled with beautiful
flowers, peacocks, pigeons, and turtles! The infinity pool located on the terrace is
lovely with a extraordinary view of the region as far as the eyes can see.
Early morning on the terrace, brings an amazing site of hot air balloons. They fill the
sky with their many colors as they quietly drift by. As the front desk about the
reservations for the hot air balloon experience. Something you will enjoy and a
wonderful way to see the local sites from above. Don't worry...the balloons are
operated by seasoned certified pilots. At the completion of the balloon excursion,
your pilot and his crew will treat you to the traditional "champagne" and
strawberries, toast. What fun. What great memories. Finish your day with your
favorite drink on the terrace and watch the moon rise. Bring a light sweater. It can be
a bit cool at night even in the summer. Delightful.
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Final note, this resort is better suited to couples and the solo traveler.
Stayed September 2014, travelled as a couple

¢ “Comfortable rooms with unique atmosphere”
Reviewed 19 September 2014
I've spent 3 nights in this lovely place right in the center of Cappadocia and enjoyed
it very much.
Refreshing pool with a view over the valley - once you're over the first shock from
the surprisingly cold water! Same great view from bar and restaurant terrace, or
during massages. If you get up early enough you can see 100+ balloons floating up
(and don't miss the experience to ride a balloon yourself !)
Breakfast in the hotel restaurant is excellent with local and international buffet plus
freshly prepared omelette and 'pancakes'. Lovely gardens with peacocks, turtles and
lots of the traditional pigeons.Friendly and helpful staff.
Free Wifi code for 24h, although signal strength fluctuates a bit (it actually worked
for 2 days and | didn't bother to get a new code for the remaining time).
Had dinner in the hotel restaurant one night - a local dish, which was very good,
although a bit pricey.
Short walk uphill into Uchisar town, with a few restaurants, shops and the hilltop
castle. 5-10 min taxi ride into Goereme for wider choice. Ask for their map of the
area at check-in (I received mine only at check-out, after | had already found a good
map from a friendly rental shop owner in town).
Stayed September 2014, travelled solo

e “So Unique”

Reviewed 9 September 2014

Incredible and different. This hotel was a wonderful experience!!! We stayed in the
Sultan Cave Suite and it was a superb mix of traditional and modern luxury. A
network of connected caves divides this room into a living/work area, a seating area
with a hookah pipe (with great views over the valley), a modern bathroom with jet
tubs, the master bedroom (again with another amazing valley view), and a private
wine cellar! The caves retain much of their "original cave" character and are
decorated with beautiful, local artifacts. The pool is a great place to relax and look
out over the valley. The breakfast was one of the best we had in Turkey. My only
complaint is that we were only there for 3 nights - plan to stay longer if you can!
Note: there is a restaurant in Urgup called Muti - it is delicious, one of the best we
ate at in Turkey... a must try!

Stayed June 2014, travelled as a couple

e “Great service, great amenities, great view”
Reviewed 3 September 2014
Museum hotel is located in uchisar - with an amazing view of goreme from almost
everywhere in the resort. the hotel itself is a site to see. aptly called museum hotel -
scattered around the hotel are artifacts, handicrafts and antique things from the region
- even in your room! the grounds of the hotel is perfect place to just sit down and just
relax and do nothing. the garden is beautifully curated with fruits and flowers
growing everywhere. the hotel is also a perfect location to watch the hot air balloons
in the early morning.
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the service is exceptional. everyone speaks good english and is able to help you with
everything - arrange tours, suggest places to eat, serve food, clean room etc. it seems
they will do their best to make your stay better.

the rooms are in the caves - but fully equipped with modern amenities: cable tv,
airconditioning, nice smooth bed sheet and blanket and the toilet is new and modern.
the rooms are also very spacious - almost like a suite. the only thing i would add to
the rooms would be more lighting. it is dark in the rooms.

if you have difficult walking or climbing stairs, this may not be the place for you and
it requires climbing up and down stairs to reach the rooms.

the breakfast buffet is excellent. you can sit outdoors enjoying your morning coffee.
the dinner fare however is average.

Stayed August 2014, travelled with family

¢ “Top of the Line Relais et Chateaux in Unique Location”
Reviewed 1 September 2014
The service and feel of this hotel fully echoes what we would expect from a top
Relais and Chateaux in France, while the ambiance and the views are spectacularly
Cappadocia (Kapadokya). The cave rooms are phenomenally beautiful but at the
same time quite modern and comfortable. We stayed in the Catalkaya Cave Suite,
which had a separate sitting area, its own private garden, and incredible views from
all three large windows. The last morning we threw open our door to step into the
garden, and there must have been 50 hot air balloons filling the air in front of us.
Looked like the web page come to life.
We arranged two days of private tours of Cappadocia through the hotel, and had
Adem as our guide. We pretty much saw it all and did it all, with expert personal
information--Cave churches and dwellings in Goreme national open air museum,
fairy chimneys, fine ceramics being hand made and hand painted, hiking the Ilhira
Valley, Underground City, etc. The timing and pace were such as to not be
overwhelmng--starting about 10 and ending about 3:30 - 4:00. This left us some
unwind time in the afternoon, before heading to dinner at Lisa (the hotel's restaurant)
or Sira (hotel up the street). Both were excellent Turkish restaurants, which I will
review separately.
The outdoor pool had a panoramic view of the Goreme valley below. There was an
outdoor bar and sitting area next to it. If | lived closer to Istanbul, Munich or
Frankfort for example, I could easily see spending long weekends here, just for the
hotel and its amenities. Btw, Nevsehir airport is less than an hour by air from
Istanbul, and only about 15 minutes from the hotel.
My only note of advice would be for those who have trouble with stairs to request a
room close to the pool / retaurant level. The hotel is built into a cliffside, which
provides the natural beauty and views, but also means multiple levels. There is no
elevator.
Stayed August 2014, travelled as a couple

e “excellent service in a unique location”
Reviewed 30 August 2014
the location of the hotel has been very fully taken advantage of in the design of the
common areas which all have the view which has made the region famous. reading a
book on the terrace, a drink at the bar, a swim in the pool or breakfast on the balcony
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of the restaurant, all are experiences taken to another level by the view.
the structure is unparalleled and the size of the room and bath area we were in, that
of a medium sized apartment...

but what really sets museum hotel apart is the personalized service at every step of
the way...at the reception, the concierge, the bar, at breakfast...

truly exceptional....

Stayed August 2014, travelled as a couple

¢ “A wonderful view”

Reviewed 6 August 2014

Our 3 day stay at the Museum Hotel was fantastic. The hotel is by far the best
alternative for a luxury stay in Cappadoccia. All rooms are literaly a piece of
museum. The service (except the concierge) is very good (in particular the restaurant
maitre). The restaurant has a superb view of the valley; the food is good for the local
standard, one will most likely not find anything better around. The pool is a perfect
place to relax and enjoy the view. Forget about rooms with wine in the taps, the wine
is not worth it. And if you are not balooning, a must, at least wake up early to see the
magnificient view of 50 plus baloons in the air by sunrise; priceless!

Stayed July 2014, travelled as a couple

¢ “An Unique Experience”
Reviewed 1 August 2014
This upscale luxury hotel sits high on a hill affording guests wonderful views from
your room or when dining on their outdoor patio. As a Relais Chateaux member, the
Museum Hotel certainly meets their standard of excellency. The hotel offers
wonderful breakfasts that can be taken on their outdoor dining patio affording guests
the opportunity to take in all the views, bird life, and even the ballon riders in the
sky.. Dinner is excellent and is also served on the patio. Watching the sunset is an
experience my wife and | will never forget. Our room was really large and well
appointed. We even had a large jacuzzi tub to soak in after a full day of touring. The
hotel does offer free wi-fi and many English language TV channels.
In keeping with Cappadocia's past, the hotel's rooms are "cave like". It is obvious
that a lot of attention and care was given to making sure guests had all the modern
conveniences and also a Cappadocia experience . The grounds and buildings within
the hotel are just beautiful and unique. Beautiful Turkish carpets and wall hangings
are displayed throughout the property. The staff was friendly and helpful. Excellent
service. The hotel is well worth the price given the experience.
One tip. Have a cocktail on the terrace and watch the sunset. A memory for life.
Stayed July 2014, travelled as a couple

e “An amazing experience!”
Reviewed 21 July 2014
This is undoubtedly one of the best hotels I've stayed at. The service is excellent!
Extremely friendly staff and very responsive! Has amazing views of Pigeon Valley .
We were upgraded to a suite room which had superb decor and facilities. Special
mention for the service and attention we got from Eda and Arzu. Love the gardens
with peacocks, turtles and pigeons. The pool is fantastic. Just felt that the food at
Lila's was not upto the mark for a Relais ve Chateau hotel. We just had one meal
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there and the maitre'd tried his best to change our orders. Maybe it was just a bad
day. The dessert was delicious though! Breakfast was great too.
I'd recommend this hotel blindly to anyone.

Stayed July 2014, travelled with family

¢ “Luxury Hotel Gets it Right in Cappadocia”
Reviewed 21 June 2014
If you're visiting Cappadocia, you won't find much better than the Museum Hotel in
Uchisar.
The hotel is built right into the side of the bluff, with many of the rooms personalized
into unique cave dwellings. The grounds themselves are gorgeous, with a beautiful
mosaic-tiled pool and rich gardens complete with roaming peacocks and turtles. The
view over the valley and out towards Gerome is spectacular, especially at sunset. As
for the food, the breakfast spread is mouth-watering. The spread is fresh and the
chefs certainly know what they're doing -- we even were served champagne one
morning (it's never too early for champagne in my book). We never dined at the
restaurant at night, so | can't comment on that. The room service at night was good
but nothing too spectacular.
My only real complaint is that when we asked the front desk for help in terms of
organizing activities (hot air balloon, horseback riding, etc.) we were immediately
given a hard sell without being provided options. For example, we were told that we
needed to immediately book the hot air balloon trip through them for $175 even
though when we looked on our own we were able to find a really high quality
company offering the same services for significantly cheaper. We also found that we
could save quite a bit of money by organizing our own airport transportation rather
than relying on the hotel's services. It would not surprise me at all if the hotel was
making money as some kind of quasi-travel agency.
Anyway, the hotel ranks overall as one of the top places I've ever stayed. The
location is splendid, the rooms are unique, comfortable and memorable and the
service is top notch.
Stayed June 2014, travelled as a couple

e “A splendid day cooking with Chef Mustafa”
Reviewed 15 June 2014
We loved staying at the Museum-Hotel in Cappadocia. This serene and sophisticated
cave hotel is a treasure. We spent 4 days here, which gave us time to not only see the
sights but to relax at this beautiful and unique hotel.
My favorite experience was joining Chef Mustafa on a trip to the market. Along with
Melissa, a lovely young woman who translated for us, we drove about 20 minutes to
a small market to choose the fruits and vegetables we would need to cook our own
lunch. On the way back we stopped to view the amazing site known as "the three
sisters."
We headed into the kitchen where my husband joined us. Chef showed us how to
prepare stuffed aubergines, stuffed grape leaves, a lovely spring salad, stuffed apples,
and a rich crepe-like dessert. Side-by-side with the chef and his staff was so much
fun. 1 have taken some cooking classes in the states but never experienced anything
like this.
Stayed May 2014, travelled as a couple
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¢ “Beautiful cave hotel”
Reviewed 13 June 2014
The Museum Hotel is aptly named, for it does in fact contain a large number of
beautiful Turkish artefacts and antiques spread throughout the hotel in both the
public areas and the extremely spacious rooms. Bathrooms are also very generous
and superbly equipped. Rooms are situated on multiple levels winding the way down
the hillside. Flower gardens with peacocks, turtles etc. pop up around hidden corners.
Each room is distinctive and ours overlooked the broad valley for a stunning view.
Service is first rate. We only ate breakfast at the hotel during our four night stay and
it was excellent. For those so inclined, you can get an early morning shave by a
Turkish barber on the terrace overlooking the valley. All in all, a stunning property.
Stayed June 2014, travelled with friends

e “True Gem - from view, to room to the unbelievably servicable staff!”
Reviewed 8 June 2014
The Museum Hotel is just that, a beautiful "cave" hotel set into the mountain. The
picturesque views and magnificent sunsets, the rooms, which, much to our surprise
had white and red wine spigots and the most modern design, despite being built out
of original caves-- all of it was dwarfed by a level of service that continues to make
you feel pampered, special, even loved. I am convinced that Arzu, the dining
manager, will some day run the place, as she is efficient, sweet, and entirely
competent! If you are traveling to Cappadoccia (Kapedoke in Turkish), the Museum
Hotel is a must. Tell Arzu I send love!
Stayed May 2014, travelled as a couple

e “What a Magical Place!”
Reviewed 7 June 2014
I can't imagine having visited Cappidocia and not stayed at the Museum Hotel. My
husband and | were there for 4 wonderful nights in the Lazy Hunter room. This is a
cave hotel with 5 star ammenities and service. The property and the views are
outstanding, the staff are very engaging and completely service oriented and the
breakfast was over the top. Everything is organic, homemade and local. We were
skeptical whether we would enjoy the food (our first visit to Turkey) and we could
not have been happier with the variety of fruits, meats, vegetables, jams and local
Turkish specialties. The service was outstanding, with a special note to the chef and
the woman who runs the dining room. She was sweet, hospitable and genuine. The
young man who is studying tourism and very interested in wine (a hobby of ours)
was also very nice. We discussed the local wines and were shown the suite which has
its own wine cellar - what fun! Also, | was afraid it would be cool in the early
morning of my balloon ride and they provided me with a warm wrap just in case. |
didn't need it but how thoughtful is that? I didn't realize it but | had left an earring in
the room after checking out and while we were still there, the maid ran up to the
front desk to give it to me....so sweet and greatly appreciated. | have no reservations
recommending this hotel to anyone. This was our first stop on a trip where we would
stay at 8 other 5 star hotels and this one set the bar very high for the others and was
our favorite out of them all.
Stayed May 2014, travelled with friends
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e “Fairy Tale Stay in Cappadocia”
Reviewed 29 January 2014
Arriving by car and driving ca. 3 hours (from Ankara) through a very flat desert style
landscape a mountainous outlook seemed unreal.
It was not before 10km and passing the town Nevsehir when the landscape started to
change and we started climbing up towards Uchisar with an impressive castle on top.
The narrow cobblestone road leading to the Museum Hotel was not very promising.
But the miracle unfolded when arriving at Museum Hotel. A dream!!
The reception with its rare and precious antiques was like wonderland.
But than I found out I had arrived in wonderland!!
The staff is extremly friendly and my luggage was swiftly taken to the room while |
was enjoying the magic view from the terrace. Soon it would be dark, it was late
afternoon in november, but roses were still in full bloom and it was incrediably
peaceful. The landscape was breathtaking. While Joe, the shepard dog was checking
out the traffic down below the road, | met his owner Omer Tosan who is the owner
of Msueum Hotel. He had started to buy old houses and abonded caves where
nobody wanted to live anymore and transformed them piece by piece into a Most
Magic Cave Hotel and that was 10 years ago.
Recently he had joined Relais Chateaux and it is the first Relais Chateaux Hotel in
Turkey.
When moving into the Room (Divan) Suite | was greeted by beautiful water fountain
full of exotc little fish swimming in circles and a breathtaking Panorama View
overlooking Cappadocia!!! Gigantic.
With a chimeney in the Salon, a coffemaker, and a nespresso Machine, Tea
maker..and a beautiful whirlpool in a bathroom that would be normally a double
room.. this was like One Thousand and One night...but I only stayed 3 nights.
Every corner and cave is a surprise. The unusual and beautiful interior of the
Museum Hotel is priceless. The Restaurant is a discovery of most unique Antiques
and Carpets of Turkey, all listed at Topkapi Museum 1 was informed later.
The breakast cannot be topped anywhere in the world, whether for most unusual
display on very rare antiques (under glass) or fresh bread baked in the cave. Try a
piece of fresh honey combs with amonds and some raisins, delicios, or Quince
marmelade, rose petal jam..the variety is unbelievable. There are only 27 rooms and
suites and in this time of the year we were only a handful of guests but the massive
varieties and breakast challenges left me speechless.
Not to mention the immense selection of fresh fruits - coming from owners own
orchards. He said he is cultivating over 7000 Apricots trees, 5000 apple trees, Orange
Trees..you just name and count it ...... it is sheer abundance!!!
Prince Charles was here and the "Whos is Who " of the world. It is all natural and
that might be the secret of this unique Gem in Central Anatolia.
It is UNIQUE! Excellent service and the smile of friendly staff is real. Can't wait to
go back and discover the Museum Hotel this Spring or Summer when the Turtles are
coming up from the ground again and followng their sign >Turtle crossing < and the
Peacocks showing off and everything is green and in full blossom.
Stayed November 2013, travelled solo

e “Ultimate in cave hotels”
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Reviewed 9 November 2013

This hotel is simply amazing! It isn't only a hotel, it's a registered museum, and as
such is full of wonderful and historic items. The views from the swimming pool over
the Cappadocia landscape are breath-taking, especially at sunset. Our room was
huge, and a cave, but one with faucets for red and white wine! Huge bathroom with
spa tub and shower, a couch fit for a sultan, and a heavenly bed | never wanted to
leave. They have a menu for your pillow selection, that is the level of attention to
detail you will find. Huge breakfasts, gourmet dinners and first-rate service. Would
we stay there again? In a heartbeat!!

Stayed September 2013, travelled as a couple

e “Perfect”
Reviewed 6 November 2013
The place, the location, the service.
The Museum hotel is a breathtaking place to be, and you can't get enough of the view
of the Kapadokya valleys - the blue sky with the balloons.
For people who like History, like my husband and I, the objects in display around the
common areas and rooms are something to be seen and admired.
The service is perfect, every staff member is very attentive and nice.
Breakfast is wonderful - I will never forget the experience of eating honeycomb
(made by the hotel's bees) and sipping champagne under the morning sun, admiring
the view.
Stayed October 2013, travelled as a couple

e “Off the beaten path”
Reviewed 23 October 2013
My parents and | stayed at this amazing boutique hotel for 2 nights. It was amazing
to sleep in a cave, yet modern and luxury. It is a Relais ve Chateux property, so now
you can imagine the 6-star service they offer. It serves a wonderful breakfast buffet.
We enjoyed it outside of the restaurant with amazing views to Cappadocia and its
hot-air balloons up in the sky. Truly unique! It is a bit humid inside the rooms,
remember they are caves and it could get a little cold by night. We enjoyed the pool
area, which was fantastic and relaxing after a long day of exploration. The name of
your room is written in your key, no numbers but a name...so keep that in mind when
they ask for your room name so that charges are applied to the correct room and
always check your statement before check-out just to double check if charges were
indeed made by you and your party. There was a mistake on ours...apparently
someone else ordered drinks and they were charge to our room...Pronouncing
correctly  the name of  your room will avoid mistakes.
After all, it was a great place and dog-friendly for those who may want to bring their
pet.
Stayed August 2013, travelled with family

e “Living in a cave dwelling”
Reviewed 20 October 2013
We had a great time here with our family from Australia with three grand children.
The Museum hotel is a wonderful and magical hotel with all rooms made up as cave
dwellings. The art works are great and the room service was magnificent. The food
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in the hotel was sensational at night with wonderful Turkish crusine and all sourced
from local produce. The breakfast was wonderful with the most amazing foods, you
were lost for choice. Great staff in all areas of the hotel and we were given excellent
advice and treated very well, especially the children.

Stayed October 2013, travelled with family

¢ “Highly Recommended”
Reviewed 1 October 2013
The location is magical and the Hotel is simply gorgeous. Its Relais and chateau so
the standard is very good. The hotel is located at the top of the hill and its terraced
with amazing gardens, peacocks, flowers. This Hotel really is a dream. On arrival a
very welcome cool fresh lemonade and of course Turkish Delight was offered. A
tour of the hotel followed through terraced gardens full of peacocks and turtles and
love birds. We stayed C Atalkaya Cave suite which was stunning with the best sheets
ever. To wake up in the morning or lie in the bath with view of Cappadoccia was
truly extraordinary especially the site of lots of hot air balloons in the early morning..
Gripe one the pool which is not heated was in a sensational setting. The breakfast on
the terrace was excellent. A selection of Freshly squeezed juices including melon,
grape orange apple pear was available. Eggs made to order very substantial selection
of breads honeycomb pastries. Don't bother with the restaurant for dinner. The
setting is magical but my second gripe is the food was indifferent, cold bland which
bearing in mind the hotel grows its own produce which you can see and the great
breakfast was surprising and disappointing. The massage overlooking the valley with
perfumed roses is a must. Highly Recommended
Stayed August 2013, travelled as a couple

e “Excellent”
Reviewed 15 September 2013

We stayed one night at Museum hotel last week and enjoyed every moment of the
stay!
View from the hotel, service of the staff, quality of the room were all very special.
What we found very unique and surprising was the wine tap we had in our room. you
open the bulb as you would use your water sink and the wine starts pouring. It is not
Hot and Cold as water, it is Red and White of course!
Stayed September 2013, travelled as a couple

e “Museum Hotel for families”
Reviewed 26 August 2013
We visited Cappadocia at the end of August and the Museum Hotel came highly
recommended to us - it did not disappoint! The setting is stunning with views of the
canyon. All the rooms are different and some are more cave-like than others
depending on your taste. Since we are a family of five - three girls ages 11, 10 and 7
we got two rooms - the Divan and the Beyzade. They were huge, bright, exotically
decorated and had lovely bathrooms with nice amenities. The rooms are connected
by a doorway so even if you have very young children it would be good. My husband
and | did side by side massages and they were really nice and done in a room with a
beautiful panorama. Breakfasts at the hotel are very delicious with an extensive
buffet and wonderful fresh squeezed juices - they will also make eggs or omelettes
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any way you want. Dinners were wonderful with very attentive service by Arzu who
was lovely and helpful. We tried some of the Turkish dishes and they were excellent
- venture out of your comfort zone. The pool area is beautiful a striking view - one
warning, the pool water is cool! Very refreshing.

We did a day tour arranged by the hotel and out tour guide Adam was extremely
knowledgable and friendly. You can tell he is very proud of all Turkey has to offer
and wants guests to enjoy their experience. In a 7 hour period without feeling rushed,
we saw the national park and the incredible cave churches (a UNESCO site), the
Fairy Chimneys, care homes, the underground city (unbelievable!) Kids will love
these ties though if you have a stroller it will be tough. We had lunch by the Red
River and visited a pottery factory that has been family run for almost 200 years. We
saw a demonstration of how pottery is hand made and all of us got a chance to make
something - really fun and our girls LOVED it. They have a store were you can
purchase anything from museum quality pieces to simple pottery for your Kitchen.
There is no heavy sales pitch though.

We had a late flight Istanbul and were able to keep our bags in another room and
freshen up before we left. I highly recommend the Cappadocia are and especially the
Museum Hotel.

Stayed August 2013, travelled with family

e “a truly beautiful experience”
Reviewed 7 August 2013
In May we stayed at this beautiful property. From the moment we checked in we felt
we were going to have a once in a lifetime experience. Everywhere you looked the
scenery was magnificent and the music playing was such a lovely touch. This hotel is
actually registered as a museum and in every nook and cranny the are beautiful
artifacts. The service in the hotel was fantastic and the rooms were cave rooms and
absolutely stunning and so comfortable. Everything was there in the room and the
space was great. My only criticism was the main restaurant. We had dinner there one
night and the food was quite disappointing. Such a shame as the room is beautiful.
What we also liked about the hotel was the presence of the owner. An absolutely
delightful gentleman who always had time for a chat and utterly charming and we
loved his sense of style. Would definitely come back. Brekky was delicious. I think
all the rooms are pretty amazing as they would almost all have views and a very nice
pool, but too cool for us to use it. Job well done guys. You should be very proud of
your hotel.
Stayed May 2013, travelled as a couple

® “A sweet retreat”

Reviewed 6 August 2013

What an amazing two-night stay at the Museum Hotel. Upon our arrival we received
a friendly welcome from the reception staff, Turkish Delights and a spritz of orange
cologne in hand (literally). Emin, a very informative and engaging staff member,
took us on a tour of this amazing boutique hotel, showing us the various amenities
and providing history to the construction of the “cave hotel.” After our days touring
the region, we were welcomed back to the poolside terrace with Turkish tea and
specialty cookies, nuts, fruits and an amazingly serene ambience. Breakfast, included
in the room rate, was equally top notch with a wide variety of hot, cold and made-to-
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order breakfast options, not to mention Ali’s delicious cappuccinos. Highly
recommend a stay here — it is an extravagance well worth the cost.
Stayed August 2013, travelled with family

e “Hidden gem in Kapadokya”
Reviewed 19 July 2013
Museum hotel is a fabulous hidden gem in Turkey, however very well known! It was
an absolutely pleasure to spend 3 days of total relaxation and calm at this fabulous
Museum. The terrace is the perfect place to sit and enjoy the incredible views of the
region of Cappadocia. | doubt there is a better place in the whole region where you
can get such a beautiful scenic views. The music: classical sometimes, jazz
occasionally, but correctly chosen for the occasion. The comfortable seats, spread all
along and ideal for enjoying a good reading, the service staff, always attentive, kind
and professional, made the Museum Hotel the perfect place to spend your holiday.
To start the day, nothing like enjoying the succulent and always fresh breakfast in the
terrace, where if you are lucky and able to wake up early, can enjoy the view of the
hot air balloons flying in the distance.
Charming rooms, all of them. We were so fortunate to be offered a brief tour by
Buket (the charming lady who takes care of customers), and we had the chance to see
a few rooms, each one of which were equally astonishing, unique and special. Thank
you Buket!
This is without a doubt the best hotel experience | have ever had in my travels, and
would stay in this hotel again if | ever came back.
Stayed June 2013, travelled as a couple

¢ “A magical stay in a magical place”
Reviewed 19 July 2013
Cappadocia has some of the most unusual and beautiful scenery that we have ever
seen. Don't miss a balloon ride, it's amazing.
The other highlight was staying at The Museum Hotel. We had 2 deluxe suites,
which were beautiful and huge. One, the Kubbeli, was a beautifully decorated,
extremely large living/sleeping area, with a spacious bath attached...all with great
views over the valley. The 2nd suite, Taskosk, was made up of several smaller
(beautiful) rooms, including a massage table room with incredible view.
We dined at the hotel restaurant every evening and had very good meals each time.
The atmosphere and scenery all around the hotel is amazing and a fabulous, quiet
place to relax.
However, we thought one of the absolute best assets of this hotel was a staff member,
Azur.
She seemed to manage the diners at both breakfast and dinner. She was a true gem.
Such a pleasant, friendly personality. She lit up the room and we looked forward to
our meals to be able to visit with her. While all the staff were attentive and friendly,
Azur was a special delight.
The time, love and attention that has gone into this special place is apparent in every
detail.
Stayed July 2013, travelled with friends

e “One of the Best Hotels in the World”
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Reviewed 17 July 2013

I have had my fair share of luxury hotels around the world - but there was a certain
something at the Museum Hotel that simply made it stand out. There's charm,
character, love, attention to detail, and jaw-dropping views.

The cave rooms are so well thought out and the finishing touches makes it feel like
home. Food is absolutely excellent, there are a few key staff that made our stay
outstanding - the restaurant hostess in particular. The attitude of the front office staff
could be improved - we had asked for exchange big bank note for small change for
our driver but they refused to - despite having cash ready in the money box.

Anyhow - a beautiful property - you can see how much attention and care the owner
puts into the details.

Stayed May 2013, travelled with family

e “unique and world class service”
Reviewed 8 July 2013

overlooked the valley..the restaurant was excellent..the swimming pool/ the outside
verandas and bar ... hardly wanted to leave the hotel after delicious included
breakfast for sight-seeing ......called museum hotel as the owner has 'decorated’ hotel
with museum quality local artifacts ..the owner is on premises (he and his wonderful
dog Joe) and even gives you his cell number !

Stayed June 2013, travelled as a couple

e “Outstanding”
Reviewed 30 June 2013
Museum hotel is a worthy Relais ve Chateau property, hitting the high marks across
the board from service to setting. If you want to be sure of a luxurious stay in a
stunning location, this hotel should be your choice in Cappadocia. On to specifics....
The service was outstanding. Incredibly friendly and accomodating staff took care of
adults and kids perfectly. We were two families, each with two kids ranging from 4-
8. From restarting a fire in the outdoor bar late at night after regular staff had left just
for my friend and | to have a late drink, to bringing breakfast plates to a non-dining
area near the pool, the staff handled things wonderfully and quickly.
Rooms are absolutely unique and memorable. The cave rooms are beautiful - even
the smallest variety is actually quite large and gorgeously appointed. Mattresses are
tempurpedic throughout. As mentioned, we had two kids with us and thought we'd be
cramped because the suites were booked when we made our last minute reservations.
Not so. They converted a daybed to a sleeper for my son and brought a playpen
sleeper for my daughter - plenty of room. Well designed bathrooms with nice
toiletries.
Breakfast buffet is wonderful. Dinner was also excellent.
The setting is at one of the highest points in Cappadocia - under Uchisar castle. So
the view is wonderful. It is a peaceful spot just outside of the main tourist attractions.
We stayed here as well as at another hotel in Urgup. | highly recommend staying in
Uchisar because the elevation of the hotels here is great.
The pool is cold (mid-June) and clearly not heated. It is a small pool area and I doubt
highly utilized. Our kids went in for about 10 minutes before the temperature forced
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them out. But you aren't in Cappadocia to lounge around a pool for a week so this
didn't bother us.

While we were here as a family and there were other families around who were
treated wonderfully, I'd say this place is better suited to couples. It is romantic. Kids
loved the rooms, turtle garden (seven or eight turtles living there that they could
feed), etc. Regardless, | would tend to say that this is a couples spot.

Stayed June 2013, travelled with family

e AMAZING”

Reviewed 10 June 2013

This the hotel you want to stay at. The place is gorgeous, has breath-taking views,
offers exceptional service and is truly serene. The rooms are fabulous, beautifully
designed and blissfully comfortable... the food is divine and the wine is amazing.
(Recommend trying the Museum Hotel's Cabernet Sauvignon!!) The location is
unbeatable -- phenomenal views of the region, easy access to hiking trails in the
iconic, rugged countryside and great exploring to be done of the hilltop caves around
you. The owner of the hotel is a remarkable entrepreneur who has grown up in the
area and has a true passion for the community, it's history and it's future. Cannot
recommend this hotel enough -- it's an oasis for a truly relaxing and unique vacation.
Stayed June 2013, travelled with friends

e “Excellent service, cave rooms and views.”
Reviewed 30 May 2013
| travel to Turkey a few times a year for business purposes, and always heard about
Museum Hotel being the best in the area, so finally I checked in because | had some
leisure time and decided to indulge myself.
At the Museum, the decoration is exquisite everywhere you go and a large antique
and art collection is displayed inside the hotel, what makes this boutique hotel really
a museum.
| stayed in a suite cave, with jacuzzi and scenic views over the dramatic landscape of
Cappadocia. In spite of staying in a cave, it has all the amenities and comfort you can
ask for, and the quality of the rest was certainly impossible to defeat. The garden and
common areas are out of this World, with an infinity pool facing the entire valley of
Cappadocia.
It should be pointed out the hotel personnel and the amazing hospitality. Anything |
asked for was immediately supplied, and they really made my trip to Cappadocia
spectacular and was the top hotel | have stayed at in Turkey. Special gratitude to
Bouquet, the guest relations, for the fine treatment and her suggestions and
instructions on getting around Cappadocia and which activities and tours had to be
done. Just asked and she was happy to help, nothing was too much trouble for her. I
spent 3 nights and I look forward to returning soon.
Stayed April 2013, travelled on business

e 7 years from stones to boutique - bravo, Mr. Omer”
Reviewed 24 May 2013
Once you see how devasted caves have been restored into Boutique hotel, your life is
changing..in 7 years work of many people you are presented a chance to witness a
diamond in the rural landscape - only money, only taste or only time is not enough..
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all came together to the feet of the guest to have xperience of history, culture, luxury,
nature, fascination... some rooms have pillows menu, linen quality is superb, in room
there are unique views over ballons and valleys, breakfast is served on the vitrins full
of antiquities, art collection continues in corridors.. You can collect fresh vegatable
in the garden and make photos of peacokes tales..

One thing is really not yet reached the level of owners love to the place is the service.
Some of the staff just astonishing dull ..i d say 30-40% extremely good and rest
..dont know what they do. But so much work done, i give the credit to management
that staff will reach one day level of this property which is almost unbelievable fact
of existance. Many thanks

Stayed May 2013, travelled with friends

® “Amazing place to stay in Cappadocia”
Reviewed 18 May 2013
Amazing place. The service is beyond perfect. Whatever you want is provided
graciously and quickly. The site is the best in Uchisar. The view of the balloons each
morning as you sit on the porch and have a wonderful breakfast is a once in a
lifetime experience. The rooms being part cave and part stone structure are spacious,
gorgeous and luxurious. Fresh Turkish towels are provided twice a day.
The owners German Shepard, Joe, rules the roost. He greets the guests and patrols
the facility. There are desert tortoises living in a garden by the dining room. Picture
yourself sitting by the infinity pool and enjoying a refreshment as you look over the
whole Goreme valley.
The facility took many years to complete and it shows. No detail is left to chance.
Whenever you go to Cappadocia try to stay here. You will not be sorry
Stayed April 2013, travelled as a couple

e “Unique hotel in Cappadocia”
Reviewed 10 May 2013 via mobile
When you walk into the lobby, since the very first moment, you realize immediately
where the "Museum Hotel™ name is coming from. It is truly a museum itself...what a
place!
Buket, the guess relation manager, looked after us during our stay and she was really
a sweetheart, making us feeling like at home and touring us through the hotel and
facilities and telling the stories about the different items displayed on it (there is a
300 years old carpet hang on the wall)... She also arranged our Cappadocian tour and
was impeccably done!
We stayed at the Lazy Hunter room and it was divine. The whole place is
outstanding, and having breakfast at the terrace while staring at the dozens of hot air
balloons flying nearby is priceless.
I hope I will stay at Museum Hotel again and I certainly will recommend. Thank you
to Miss. Buket for a job well-done!
Stayed April 2013, travelled as a couple

¢ “An unique beauty”
Reviewed 7 May 2013
We travel in a group and booked a total of 9 rooms and have the opportunity of
seeing each of the different rooms. True to the description, each room is different,
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with a unique decor and layout . One room | have 3 levels and a fish pond. Two of
them supposedly have free flow of wine from tap but it dry up pretty soon. One has
no window and truly is like living in a cave as this hotel is converted from previous
caves homes of many years ago. While we are all amazed by the beauty and scenery,
we have to remind other travelers of the limitations. The passages are narrow at some
place and steep stairs to get to the rooms. If you need to get to the toilets then it may
be necessary to climb 2 flights of stairs to get to it in the room. The ladies
commented on the lack of bench top in the bathroom for their makeup and a working
table inside the room. The space has been used by the fish pond. Overall it's still an
enjoyable stay and experience that will remain with us for along time

Stayed April 2013, travelled with friends

e “Truly magnificent in every way”
Reviewed 24 April 2013
We had the pleasure of staying at the Museum Hotel for three nights in April 2013.
What a magnificent hotel! It is a perfect example of a boutique hotel done right.
They did not falter even once. Everything was perfect, all the time! We had two
rooms which were gorgeous and | can't imagine there are any bad rooms in this
fabulous hotel! The staff and service is impeccable. They are omnipresent without
being intrusive. The guest relations manager is a wonderful lady and genuinely
interested in making your experience at Museum Hotel the best it can possibly be.
The food is outstanding. We voluntarily ate dinner here all three nights. The
breakfast spread is astounding. The guide they organised for us was one of the best
we have ever had. Everyone went out of their way to make sure my children were
comfortable and having a great time. | would very enthusiastically recommend this
hotel.
Stayed April 2013, travelled with family

e “Amazing Hotel...amazing location!”
Reviewed 31 March 2013
We spend 2 nights at Museum Hotel. It is a very special place. It is not only a
boutique hotel but a total new experience: we sleep in a cave room, luxurious with
spectacular views. The food in their Restaurant is one of the best that we had in our
entire trip. The sunrise, the sunset from our own window with Cappadoccia as
wallpaper was absolutely breathtaking. The service in the Hotel is also excellent. |
highly recommend this special hotel and | will come back if I have the opportunity.
Stayed March 2013, travelled with family

¢ “This might actually be heaven on earth”

Reviewed 21 January 2013

This hotel is the kind of hotel you see in movies, or Travel Channel shows, and yet,
normal people like me can stay here!

We stayed here three nights at the tail end of our trip in Turkey, and really, it was
heavenly. The architecture of the place emulates and builds on Cappadocia's famous
cave dwellings, and the grounds are a mix of luxury, spa-ish modern (lovely patios
and a pool) with traditional antique (the dining area resembles an 18th century ), and
ancient (the rooms are built in the caves).
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The service is exquisite, from the moment our feet entered reception to the moment
we left the grounds. The decor is unbelievable -- the place is littered with relics and
antiques, and it is just breathtaking to see. This is the kind of hotel you want to spend
time at, rather than use as a place to sleep between sightseeing. The breakfast is out-
of-this-world; the evening cocktail hour wonderful (we had spiced wine outside on
the patio while it snowed!).

I could gush all day -- I can't wait to return.

Stayed January 2013, travelled as a couple

¢ “Konsept ve misafirperverlik”
Reviewed 3 February 2014
Ailece Ocak ay1 sonunda kaldigimiz bu essiz tesis neredeyse Kapadokya'nin tiim
giizelliklerinin Oniine gecti. Otele attgimiz daha ilk adimda personelin simsicak
misafirperverligi ve tesisin Kapadokya ile dogal uyumu sayesinde umutulmaz
tatilimiz harika bir start aldi. Kaldigimiz "Beyzade" adli oda bizi direk
Kapadokya'nin kabindeymisiz gibi hissettirdi. Misafirlerin en ufak ihtiyacini bile
karsilayabilen konseptleri yiizlinden zamanimizin ¢ogunu otelde gecirmeyi tercih
ettik. TUm personeli ama 6ncelikle bu konsepti yaratan Tesis sahibini ve restoranda
aileme sicak ilgi gosteren hizmet ekibine ve belki de sadece bu tesiste yiyebilecegim
lezzette omlet hazirlayan mutfak ekibine tebrikler ve sonsuz tesekkiirler.Herkese
tavsiye edecegim ve en kisa zamanda tekrar gelecegim.
Stayed February 2014, travelled with family

e “Miikkemmel hizmet”
Reviewed 1 December 2013
Kendini diinyanin en &nemli insaniymis gibi hissettiren yerdir.Otel personelinin
inanilmaz 1ilgisi, misafirperverligi, giiler yiizliliigli son zamanlarda hi¢ bir yerde
bulamicayaginiza eminiz.Size yardimci oldugu gezi personelleri, balon gezisi firmasi
vs ile sehirde gorebileceginiz en iyi firmalarla olan anlagsmalariyla giivenli ellerde
oldugunuzu hissediyorsunuz.Her odasiin farkli dizayni ile otel gezileringz daha da
renkleniyor.Bir gecede 4 kere somine yakmaya eleman cagirmamiza ragmen asla
ama asla guler yuzluluklerini kaybetmeyisleri bizi ¢ok etkiledi.Baska bir yerde olsaaa
coktan lafi yemistik. Ozellikle tolga abi nin bizi en giizell odalari istegimiz iizerine
tisenmeden gezdirdi. Ayrica ¢ok kiiltiirli hocamizla kapadokyanin engin tarihini
Ogrenerek kiiltlirlli bir sekilde geri donecegimize c¢ok mutlu olduk.Birdahki
gelisimizde tek bir adresimiz olduguna eminim.Bu denli her anlamda giizel bir otel
tek gelisle yetinilemez.
Stayed November 2013, travelled with friends

e “Peaceful and quiet with helpful staff.”

Reviewed 30 October 2014

After trying out a cave hotel | realized that most cave hotels don't have
airconditioners. And if you're in Istanbul in the summer and decide to spend even 30
minutes in your room in the daytime, specially the afternoons, these cave style rooms
with no windows and no aircons are suffocating and bloody hot. Also at 5 a.m. the
whole hotel wakes up to go ride baloons in the air and you have shuffling feet and
noise enough to wake up the toughest sleepers. So i shifted to Doubletree by the
Hilton and had two peaceful rejuvenating nights of sleep. Cozy wee done up rooms
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and a really helpful staff. Ask to stay at the Hilton Honors floor and if they don't
have rooms booked they'll oblige, its a higher floor and the floor manager always
comes up to ask if you're comfortable and happy.

Stayed September 2014, travelled solo

e “Cosy place”
Reviewed 21 August 2014
We stayed at this hotel for 2 nights and we found it very comfortable and cosy. We
had the buffet lunch and dinner, which were quite satisfying, offering a good
selection of hot and cold foods, with plenty of salads and fresh fruits. From the hotel
to the city center it took us around 15 minutes, which was quite good location wise.
The most pleasant thing about our stay was actually the people there. We had a late
afternoon flight and asked for a late check out, which was promptly given.
Additionally, in no other place were we offered a tea or a lemonade whilst waiting
for the taxi or had the porter ask the cab to wait so he could run inside and bring us
all a bottle of water. Should we ever return, we wouldn't hesitate staying there again.
Stayed August 2014, travelled with family

e “Great hotel in a wonderful part of the world.”
Reviewed 9 May 2014
We have just had two nights here as part of an Insight tour. This hotel exceeds all
expectations. The buffet breakfasts and dinners were fabulous with a terrific range
and high quality food and presentation. It was not uncommon at dinner to see the
chef out of the kitchen and checking on the food. The General Manager was also out
and about and keeping his finger on the pulse. In talking with him, it is obvious that
he has a clear vision for the hotel. The soups at the dinner buffet were wonderful. All
the staff with whom we came into contact were very pleasant and helpful. It was a
pleasant surprise to find a hotel of this standard "outback” as we would say in
Australia. The beds and pillows are the best we have had on this trip to date. We
have no hesitation in recommending this hotel. Jon W, Toowoomba , Australia
Stayed May 2014, travelled with friends

e “Very Pleasant Hotel”
Reviewed 2 May 2014

This is a small but very pleasant hotel. Again as with most Hiltons | have stayed at,
the location is pretty isolated but this time there is a bonus - at sunrise every morning
when the wind conditions are favourable, one can see 100 hot air balloons float near
or past the hotel. It was a fantastic sight with the rising sun but be prepared to get up
early.
Our room on the corner of the low rise building looked new and was clean and well
maintained. The added bonus of a corner room was that there were 2 windows
opening in different directions(internal rooms only had one window) which could be
opened to let in fresh air. As a Hilton HHonors member, we received a welcome
bowl of fresh fruit which was greatly appreciated as there is nothing near the hotel
where such purchases could be made.
Stayed April 2014, travelled as a couple

e “Quiet Location”
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Reviewed 18 November 2013

This Hilton is located in a lovely area called Avanos in Cappadocia. Our group
stayed here for 2 nights where we toured this unique area and enjoyed the hot air
balloon ride as well (which is definitely a must if you ever go to Cappadocia). We
enjoyed our stay there. We also enjoyed an evening walk along the Red River which
is about a 10 minutes walk from the hotel. The room was small but comfortable and
cozy, it had an Arabic style recessed seating on one wall which was quite unique.
Breakfast was served in a lovely dining room where you could watch the hot air
balloons rising. They had a good variety of items for breakfast and dinner. Service
was also very good.

Stayed November 2013, travelled as a couple

e “Lovely rural location.”
Reviewed 28 October 2013

The hotel has a cosy but smart reception area with a country feel to the place. The
elevators travel on the outside of the building and you can see the enormous outdoor
swimming pool that they have here as well as an indoor one.
Our room was small but had an unusual Arabic style recessed seating area in the
wall.
The bathroom had excellent top quality fittings but the biggest disappointment was
the bed. It was like sleeping in a hammock ( Room 2007). The worst mattress of all
10 hotels | stayed in on this trip.
The food at dinner was outstandingly good. Nothing less than a banquet.Choices and
variety too many to describe here. Breakfast was also amazing.
All the local attractions are in this area including balloon rides at dawn over the
stunning formations.
We saw a local performance of Whirling Dervishes in the evening.
Stayed October 2013, travelled as a couple

e “Quality Hotel”
Reviewed 22 September 2013

We stayed here for two nights and found it to be a very good quality hotel. The
reception area was welcoming, the rooms were a good size and the beds were
extremely comfortable. The hotel is a modern hotel with all the facilities you would
expect - great bathrooms, lovely indoor and outdoor pools, a spa, and a good bar. The
buffet dinner and breakfast was nice with a good variety of food. The staff were very
friendly and helpful and the wi fi was free. Would definitely recommend this hotel
Stayed September 2013, travelled as a couple

e “cok mutlu ayrildik”

Reviewed 8 October 2014 via mobile

irglip nevsehir avanos gezisi yapalim dedik bilmedigimiz sehirde peribacali oteller
varken biz tas magarada kalamiycagimiZi anladik ve baktikki hiltonun fiyati cok
makul sehrin girisinde ve ¢ikisinda okadar rahat ettikki temiz calisanlar harika
miidiirler giderken arabamiza kadar ugurluyup suyumuza kadar ikram ettiller cok
samimi ve igtendiler heryeri temiz ve bakinliydi huzurlu ve giivenliydi diger otellere
gore bu fiyata hiltonda kalmak bizi sasirti ¢cok mutlu olduk giriste sicacik miss
kurabiyeler odalarda miss meyveler para odakli degil miisteri odakli insan kazanma
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odakli miiesse ¢ok memnun kaldik sehri gezerken diget otellere baktigimizda iyiki
hiltondayiz dedik ¢ok tesekkiir ederiz..zeynep yildirim
Stayed October 2014

e Harika Konukseverlik ve Miikkemmel Konfor...”
Reviewed 1 September 2014
Kizarkadasimla harika 3 giin gecirmemizi saglayan Hilton Kkalitesine ¢ok
tesekkiirler.Hilton HHonorsiiyesi olarak alismis oldugum kaliteyi tekrar gérdiigim
icin gururlandigimi 6zellikle belirtmek isterim. Basta rezervasyon yaparken bana her
konuda inanilmaz yardimci olan Meliha hanima , otele giris yaptigimiz andan
itibaren ise ailesinden biriymisiz gibi bizimle yakindan ilgilenen resepsiyon miidiirii
Murat beye buradan tekrar tekrar tesekkiirlerimi iletmek istiyorum. Eger siz de
seyahatiniz sirasinda kalmak igin bir otel aragtirmaktaysaniz , Hilton kalitesiyle her
acidan diizgiin bir konaklama yapacaginizdan emin olabilirsiniz. Otelden aracinizla
Urgiip, Goreme gibi tiim gezi noktalarma sadece 10 dk siirede
ulasabiliyorsunuz.Gece ise Avanos sehir merkezi sadece 2 dk mesafede.Kahvalti ise
zaten  Kkalitesi ve  gesitliligiyle tam  anlamiyla  klasiklesmis  Hilton
kahvaltisi. Tatilinizde ihtiya¢ duyabileceginiz herseyin daha siz sdylemeden bu otelde
zaten disiiniilmiis oldugunu goreceksiniz.Hilton tercihinizle tatilinizin her aninda
huzur bulacaginiz garanti.
Stayed August 2014, travelled as a couple

¢ “Amazing cave hotel and spa!”
Reviewed 3 December 2014
CCR is really an amazing hotel to stay with the Uchisar Castle right behind it. The
different levels give great view to the valley and rock formations which are a rather
unique aspect of Cappadocia. The staff are helpful, kind and the service is really
great! You have to try the spa while staying here as you will feel pampered and cared
for. The cave rooms are spectacular and being shown around the hotel by Reza was
well presented and appreciated.
Stayed November 2014, travelled with friends

e “Wonder Stay”
Reviewed 2 December 2014
This hotel is situated on the Hill of Goreme. The staff was very professional although
I encountered only two staff members that possessed good english. They were very
helpful in organizing activities like the balloon ride (I took the late afternoon ride and
loved it).
My room was on an upper floor and had a breathe-taking view of the morning
balloons as they glided in the morning sky. The room service was good and the
quality of the food as well. The hotel as two restaurants (one classy enclosed and the
other lay back outdoors) but they share the same kitchen. The hotel had a good
location for seeing some cave areas and small plazas. Must activities are a bit
removed from the hotel. Internet was good although at first | had some issues which
once reported a staff member came to the room and corrected. Overall great stay and
a definite recommend!
Stayed October 2014, travelled with family
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¢ “Best hotel in Cappadocia bar none!”
Reviewed 18 September 2014
LOVED my stay here, | visited ALL the hotels in the area such as the 5 star Museum
Hotel, Argos Hotel, all the top rated hotels, this is the BEST located in all of the
cities, excellent facilities, the restaurant is superb, the staff could not be more
accommodating, the command of the English language made no barrier whatsoever,
the location is outstanding for balloon pick up, it has a small town to visit and the
castle climb is a breeze. Yes it may be a bit pricey by American dollar standards, but
the service, Spa, rooms and the food were excellent hard to complain about a bit
more money spent to have such great things. The surrounding cities were too
touristy, this is definitely the place to stay, and with the owner staying attentively
close to the property, he makes sure all is in tip top shape up to American standard
and the menu so extensive that it pleases all palates. Would highly recommend a stay
here, the indoor warm pool and outdoor crisp pool with views are reason enough to
splurge on this hotel as is the romantic outdoor terrace overlooking the entire valley.
Even keep pashminas for the guests to keep warm on the terrace. The wait staff
Kadir ve the Concierge Hadi made our stay even more memorable for sharing the
hotel and local history stories. Ask for them and they will be more than happy to
share the winery and local stories with you too.
Stayed September 2014, travelled as a couple

¢ “Exceeded all our expectations!”
Reviewed 14 September 2014
We had a reservation for a standard room but had been offered an upgrade subject to
availability. We were really surprised when the upgrade given was to their best suite.
It was simply perfect, with its own private pool and separate jacuzzi, a dinning area
and a living room. The bedroom was beautiful. In such a room you had a temptation
to stay, but we managed to go and visit different sites. We had an outstanding dinner
at the hotel restaurant and the breakfast was really good. So good that | ate two
ommelettes!
Overall a dream come true experience.
Stayed September 2014

¢ “Beautiful Hotel, Excellent Service and Amazing Location”
Reviewed 29 August 2014
Where do | begin, CCR is a beautiful hotel and at an amazing location. We stayed
here for 3 nights few days ago and didn't feel like coming back. The views from the
room were amazing, you could see the nearby towns lit up in the night and above all
the Balloons in the morning, what an amazing sight. Each room is great and a
fantastic spa, with indoor and outdoor swimming pools. You must try the Adventure
Shower, it was an experience to have. The spa is beautifully designed and great to
have a massage in. As we are vegetarians finding food is not easy, but the service at
this hotel was amazing. Reza, the concierge, was great help right from the start. He
spoke with the restaurant manager Kadir and arranged everything for us. These 2
took extra special care for our needs, Thumbs up to these for making our stay that
extra bit special.
I would definately recommend this hotel to everyone and would love to go back
again.
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Tip: | left it late to go to the Pigeon Valley, which is just around the hotel, it was an
amazing place, must visit.
Stayed August 2014, travelled with family

e “Top class!”
Reviewed 1 June 2014
My family loves to travel places and experience new things. We were certainly
amused after reaching CCR with the exotic location and 'Cave' rooms. Its
breathtaking view and the world class spa facilities available for its guests.
However, this was just only the beginning of an amazing 3 days awaiting us. For the
hospitality of the hotel staff was a feat in itself.
Special shoutout goes to Selen for her unconditional support in helping us plan our
trip leading to an amazing holiday. Must visit!
Stayed May 2014

e “Outstanding”
Reviewed 20 May 2014
Excellent service, facilities, spa treatments, swimming pools, bedroom, buffet
breakfast ve views; a special mention goes to David who was very kind and sensitive
to our needs when we first arrived late at night, and also to Selen for her patience and
friendliness. All staff are attentive and nothing is too much trouble.
A hot air ballon trip is a must, as are all the trips - what a spectacular place.
A visit to Memories Restaurant, with the singing chef and proprietor, Byron, is a
additional highlight.
Stayed May 2014

e “Great service, breathtaking views”

Reviewed 15 May 2014

This place had the best service, staff is very witty, pleasant and very helpful. This
place alone will want you to come to Cappadocia again and again. We were a group
of 8 Indians aging from 75 to 13 yrs. this place is for all. Even though we had 4
vegetarians the chef had prepared a fantastic 5 course meal, keeping in mind Indian
cuisines and had blended them perfectly with Turkish traditional food. The staff was
entertaining and very hospitable. We were here for 2 nights in May 2014. The view
of all the hot air balloons from the room was spectacular. If u r planning a holiday to
turkey Cappadocia without CCR is incomplete.

Stayed May 2014, travelled with family

e “sweeping panoramic views of valley below/luxury cave accomodations”

Reviewed 30 April 2014

This is the luxury place to stay in the Cappadocia area, for spectacular sweeping
views of the valley, ultimate in pampering, and gorgeous, luxury cave suite
accommodations! The rooms are very spacious, most of which are partially actual
original cave rock, and adorned very richly and tastefully in Turkish Byzantine
décor. The very large spa stands out as an award winner, very unique as partly cave,
with a wonderful, unique, amusing "jungle rainshower" complete with howling
monkey and bird sounds, and wonderful authentic hammam. | have to comment that
the pool water was not particularly warm, however, and also the waterfall and jets in
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the pool were not working, and the faucet for the waterfall looked like it was rather
old fixture. The public areas including the dining area, terraces, the bar and sheeshah
room have extraordinary views of the valley, and its location in Uchisar is preferable
in my opinion to being below in the city of Goreme, as you can really enjoy the
views from high above, 24/7, from almost any location. This is especially amazing in
the morning at 6:00 a.m when you can watch the spectacular plethora of colorful hot
air balloons from all over the valley rise almost simultaneously to carpet the sky for
an hour, and you can see this right from your room! To me, watching this was even
better than riding the balloon, it was such an extraordinarily beautiful experience.
And Uchisar has restaurants and atmosphere that is pure magic. Finally, | have to
note, the girls on staff at the front desk and at spa were all very warm and kind! |
would definitely return again to this hotel!

Stayed April 2014, travelled solo

¢ “Nice relaxing hotel... definitely will be back again”
Reviewed 27 January 2014
Nice relaxing hotel and great service. The staff were wonderful in all the places
especially the concierge and at the restaurant. We took the private tour which was
great and the concierge helped us organizing it and their recommendations were
helpful. The breakfast was nice especially the onsite prepared omelette. The crispy
duck on the menu is a must as a nice starter. The only thing that was not excellent is
that the room was extremely over heated and tried to put the temp down but didn't
succeeded much. Definitely back there again.
Stayed January 2014, travelled with friends

e “CCR- the best of Cappadocia”
Reviewed 16 January 2014
Perfect welcoming smiling faces is the first impression you have in CCR. Marvellous
service is accompanied by tasty dishes. The view of the room is priceless both in the
morning and evening where you can get panoramic pics of the entire valley. Well
designed rooms may please even the most fastidious ones with their touch of history
combined with technology. We visited in the winter time and enjoyed the floor
heating system ve heated bathrooms. You need to leave half-a-day to take pictures in
the hotel area full of authentic environment. All our group members were fully
satisfied with the well trained staff who are exceeding your expectations. Vegans and
vegeterians will love the "Zeytinyagli" dishes. Vegetables are freshly cooked in olive
oil and are very tasty. Three wonderful nights stay made our holiday the one to be
remembered. Thank you very much CCR as you are already one of the best times of
our lives:)
Stayed January 2014, travelled with friends

e “A place to soak in nature and history:Cappadocia Cave resort ve Spa”
Reviewed 6 January 2014
The resort by its very location is a winner. We stayed in an out ward facing room and
the view from the balcony of the undulating landscape covered in snow and the early
morning  view of the balloons floating up were mesmerizing.
The bedroom was well appointed and so was the attached bathroom.It was a
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welcome to feel the heat rising from the tiles as one took the walking boots after a
day long hike through Goreme or Kaymakli.

The service of guest cousellors, reception desk and dining room attendants were
exemplary—helpful , unobtrusive yet very attentive.

A couple of challenges that may be easily rectified:

1. The toiletries replacement ve tea and coffee sachet replacements need to be
generous --it's absurd to expect that a person can desire only a cup of coffee in the
whole day! Also in a 5 star resort one does not expect a half used shampoo bottle to
be kept back as a continuation of the next day's ration.

2.As the rooms are scattered and away from , restaurant area, calling for room
service without a service charge can be a soft privilege that will go a long way to
make guests feel looked after. Most of the guests go away for the day for long
physically demanding trips and in the evenings ( specially the winter months we
went in ) there is no where to go but be in the bedrooms. It’s a little rich if everytime
a kid orders a plate of sandwiches, a ten Turkish Lira service tax needs to be paid .
Again because f the isolated nature of the roomings it’s not a very good idea to let
the child venture out on his own.

Stayed December 2013, travelled with family

¢ “how a good concierge can make your trip excellent”
Reviewed 5 August 2013
I planned to spend a couple of nights in Cappadocia to discover the local natural and
historical attractions with a friend of mine. We did not know much about that place.
At our arrival we were welcomed by a nice and young team at the receprion desk and
concierge.
Our magical concierge was SELEN, great smile and knowledge about the area. She
planned for us the perfect plan, dinners to test local food, Air Baloon, ATV tour, visit
at the underground cities, she even remember to wake us up for our SPA program,
turkish bath !!
We would like to recommend this hotel for sure, a fantastic location and service and
if you need something, | am sure SELEN will make it happen.
Franco Nannucci
Stayed August 2013, travelled with friends

e “Just amazing... it’s a place that [ will certainly return!!!”
Reviewed 10 July 2013
We stayed at this hotel last year (2012) in august. The trip to the hotel from the
airport was too long, and since I was very tired it seemed endless!! But.... It was
more than worth it!!
The hotel is amazing, the view it's just not possible to describe you got to see it!!
Our room was very good, very clean and fresh, and we also had a balcony with two
chairs and a table. Imagine after a long afternoon walking and after a bath, the view
from the balcony... the sun set the caves and chimneys just superb!
The Spa area is a must to use, the swimming pool is great and the sauna and Turkish
bath too.
Now let's talk about the breakfast and dinner service. We were in Istanbul before
Cappadocia and the service was good but here was more than good was perfect.
At the breakfast they had a sort of things, most of the times we didn’t know where to
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choose from, because of the variety! The staff was very respectful very calm and
professional.

The dinner service was very good also, the manager that was on service that time
was very attentive, and always making sure the costumers were happy. He also took
us to a bar in the hotel that we didn’t know of so we could have a drink and chill.
Must say that, that manager that unfortunately I don’t remember the name was the
most professional person I'd ever met in my travellings.

I will certainly return to Cappadocia cave resort, and most of all | recommend it, to
couples with kids or no kids.

Thank you Cappadocia cave resort.

From Portugal to Turkey

Stayed August 2012, travelled as a couple

e “Made us feel like the most luxurious cavemen in the history of the world”
Reviewed 11 April 2013
We were quite amazed by this hotel perched on the top of the hill overlooking the
cute little town of cappadocia. The hotel seemed to be well managed with an
amazing spa.The senior spa therapist gave me a medical massage for my back which
was amazing and my wife had one of the best massages of her life through another
therapist. The owner was very friendly and gregarious and shared his birthday cake
with us ( rather homely ). I would recommend this resort and this town to any one
who visits turkey. 18 kms.away is a pottery town which starts from the letter A,
where probably the best pottery of turkey is made. The little village of gomhere was
a lovely stroll and a nick nack place. A 24 hour stopover could be the highlight of
your trip. The taxis tried their best to over charge and that needs to be negotiated
well.
Stayed April 2013, travelled as a couple

e “CAPPADOCIA CAVE RESORT - A TRUE WONDER OF THE WORLD!”

Reviewed 21 January 2013

Last September | vacationed in Turkey with a group of people and one of the
highlights was Cappadocia. | toured Cappadocia and wasn't prepared for what my
eyes saw! Up the hill we climbed, during early evening by bus, winding around the
mountain until you gazed upon lights..all you could hear was "silence"... no one
could believe the natural beauty we were beholding. Volcanic landscapes! Dancing
lights gave off an ominous silhouette of what looked like caves [later we found out
they are called chimneys'.] Once we were closer and could make out what it was it
was the resort -- encased with lights that seemed to dance and outline the entire
resort. It seemed as though we were looking at small caves inside larger caves or a
mountain. Its hard to describe but it was beautiful! Everyone jumped over each other
trying to disembark and to see this magnificent location. Unbelievable! Of course we
didn't know what to expect once we checked into the resort but we were not
disappointed! The rooms have a medieval flavor to me that was unbelievable but
with a modern touch. For example, the bathrooms have both a jacuzzi and shower --
the shower is so modern that | couldn't figure out how to use it without spraying
water all over the place. The rooms were huge! Come to think about it I think | had a
deluxe suite room.. 1 bedroom awesome room with a full living room, sunken, so
you step down into the living room then go "ga ga” over the superb furnishings! The
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hotel is kinda of set like a maze..but on a mountain which actually is a "chimney".
The next morning we had breakfast at their restaurant and again we were not
disappointed -- the buffet was wonderful! Delicious! The service was excellent...And
don't forget when you walk around you get the most spectacular view and if it's early
in the morning you gaze at the colorful hot air balloons seeming to hover right over
your head. All | can say is that if you are ever in Turkey, you can not leave without 2
nights in Cappadocia and a must stay at the Cappadocia Resort.

Stayed September 2012, travelled with friends

e “Mutlaka Gidilmesi Gereken Bir Yer”
Reviewed 15 May 2014
Hani hep goriiriiz ya "6lmeden 6nce gidilmesi gereken 100 yer" basliklarini.Bence
Tiirkiyede mutlaka gidilmesi gereken bir otel, ve dahi bir yasam alani.Yurt dist
seyahatimde ucakta yabanci bir dergide bir otel odasi gordiim.Muhtesem bir
fotograf.Arastirdim, dergiyi aradim o fotonun Tiirkiyede bir otelden oldugunu
O0grendim. Bir kac hafta siiren bir arastirmadan sonra o odanin CCR Hotel'de
oldugunu 6grendim. Sag olsun gorevliler tarifle o odanin hangi oda oldugunu da
buldular. Disar1 manzarasi diger odalara gore biraz zayif oldugundan biitlin yatirim
odanin i¢ine yapilmig olaganiistii bir deliixe oda.Ka¢ numara mi?Merak edenlere
yazarim. Ama mutlaka gidin derim :)
Stayed February 2014, travelled as a couple

e “Konaklama”
Reviewed 20 October 2013
Simdiye kadar Kapadokya'da kaldigim en giizel oteldi. Otelin manzarasina, odalarin
dekorasyonu ve temizligine, restoranda yemis oldugum o muhtesem biftege, ve
anlatmakla tarif edemeyecegim o Spa hizmetlerine hayran kaldim.Biitiin bu
giizelliklerin yani sira CCR ayrica kalbimde kocaman bir yer edindi, ¢iinkii evlilik
teklifiimi 17 Ekim giinii bu harika otelde aldim.Otel personeline ve ozellikle Ozge
hanima gostermis olduklar1 ilgi ve giizel siiprizlerinden dolay1 tekrar ¢ok tesekkiir
ederim.Bu an1 benim i¢in 6liimsiiz ve muhtesem kildilar :)
Stayed October 2013, travelled as a couple

e “Great location, good food and service in the heart of Capaddocia”
Reviewed 21 December 2014
Dinler Hotel in Urgup is conveniently located near the Fairy Chimneys, the open air
museum at Goreme and the hot air ballooning site. The food is great, with a large
number of options, including vegetarian. The staff speaks good English and is very
helpful. The unique Cappadocia landscape would remain in your mind, long after the
trip comes to an end. Come what may, please do not miss the hot air balloon
experience early morning. Be prepared with adequate woolens as it does get cold up
there at 7000 feet. Go for Dinler, good value for your money.
Stayed October 2014, travelled with family

e “Great buffet dinner”
Reviewed 6 January 2014
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We stayed in this hotel as part of a tour doing the Cappadocia/Efeso Circuit. The
rooms are from the 70's but the beds are soo comfortable. We had wifi in our rooms,
the bathrooms were comfortable with plenty of hot water.

We were most impressed by the dinner buffet. It was really extensive, plenty of
choices and with great bread! The waiters are a bit of a pain in the butt. They are a
bit rude and quiet inflexible. That is something that should change for them to have
better ratings. For us, these were the best meals on the circuit.

Stayed December 2013, travelled with friends

e “Decent holiday hotel”
Reviewed 18 September 2013

Visited for 2 nights as part of a tour group and this was a perfectly satisfactory hotel -
though not 5 star. The food was plenteous and varied and as a buffet offered a wide
choice. | found the staff pleasant and polite and the venue was great to tour
Cappadocia. | had a breathtaking view of Urgup and the dozens of balloons in the air
at 6.30am. | am used to awful rooms overlooking the bins as a single traveler and this
room was very good for a change! My room was big, clean and comfortable, though
some fellow travelers spent the night listening to and cursing an all night barking dog
courus!

Stayed September 2013, travelled with friends

e “When 1n the area 1t 1s clean convenient and the food 1s good”
Reviewed 8 May 2013

I have stayed at this hotel 1n the last year and felt that this time was better. The rooms
are rather spartan but clean. The front desk staff were very helpful and pleasant and
spoke good English and German. The buffet dinners were really quite good. Some of
the best tourist meals on our trip. Something for everyone you will not feel like you
ate junky food. If you find 1t blands get creative! They have .dishes with fresh spices
over near the soups. The kitchen 1s open so you can see the preparation. The fruits
and vegetables are so fresh like from your own garden. Balloon rides can be
scheduled from the information at the front desk. Yes The hotel sits in the middle of
a residential neighborhood. They have an indoor pool Turkish bath etc for fee. .
Stayed May 2013, travelled with friends.
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