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The Usability of the Critical lncident 
Technique (CIT) in the Measurement and 
lmprovement of Service Quality in the Hotel 
lndustry: A Comparative Evaluation with the 

SERVQUAL Technique 

Abstract 

The purpose of !his study is to investigate to what extent the Critical lncidents 
Technique is an efficient method in the service quality measurement and improvement of 
!he hotels in Turkey. The comparability of the Criticaf fncidents Technique in terms of its
appfication process and findings with SERVQUAL measurement technique are also exam
ined. Resufts have shown !hat !his technique is a quafitative-exploratory research method, 

· which should be used in the process of service quality improvement of the hotels rather
!han their service quafity measurement. T hus, it shoufd not be recognized as an alternative
to other service quafity measurement techniques such as SERVQUAL, but as a comple
mentary technique. 
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