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Internet kullaniminin yayginlasmast ile paralel olarak ¢evrimigi satin alma miktari da artma
egilimi gostermektedir. Ayrica tiiketiciler ¢evrimigi sitelerden satin aldiklart iiriin, hizmet
ve igletme hakkinda yorum yapmaktadirlar veya daha dnce yapilmig yorumlar tiiketicilerin
satin alma davranigini etkilemektedir. Otel/tatil yorum platformlari, potansiyel turistlerin
otel isletmelerini tercih etmelerinde onemli bir bilgi kaynagi olmasinin yani sira otel
isletmelerinin eksikliklerini takip etmelerine ve kendilerini gelistirmelerine de olanak
saglamaktadir. Bu calismanin amaci Ankara ilinde yer alan 5 yildizli otellerle ilgili
Tripadvisor otel/tatil sitesinde yapilan tiim dillerdeki kullanic1 yorumlarini igerik analizi
yontemi ile incelemektir. Bu baglamda kullanici yorumlari igeriklerine gore belirli basliklar
altinda kategorize edilmistir. Sonug olarak en fazla olumlu yorum hizmetten memnun olma,
odalarin temiz olmasi ve personelin giiler yiizlii olmasi seklinde siralanmistir. En fazla
olumsuz yorum ise odalarin kirli olmasi, odalarin bakima ihtiyaci olmasi, kahvalti/yemegin
lezzetsiz olmasi olarak ifade edilmistir. Ayrica, Ankara’daki 5 yildizli otellerde konaklayan
misafirlerin memnuniyet diizeylerinin genel olarak yiiksek oldugu da ifade edilebilir.
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In parallel with the widespread use of the internet, the amount of online purchases also
tends to increase. In addition, consumers make comments about the products, services and
businesses they buy from online sites, or previous comments affect the purchasing behavior
of consumers. Hotel/holiday comment platforms are an important source of information for
potential tourists to prefer hotel businesses, as well as allowing hotel businesses to follow
their deficiencies and improve themselves. The aim of this study is to analyze with content
analysis method the user comments in all languages on the Tripadvisor hotel/holiday site
about 5-star hotels in Ankara. In this context, user comments are categorized under certain
headings according to their content. As a result, the most positive comments were listed as
being satisfied with the service, clean rooms and friendly staff. The most negative
comments were expressed as the rooms being dirty, the rooms in need of maintenance, the
breakfast/food being tasteless. In addition, it can be stated is generally high that the
satisfaction level of the guests staying in 5-star hotels in Ankara.
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