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Bu aragtirmanin amaci, Tirkiye’de faaliyet gosteren ucak temali restoranlara yonelik
¢evrim i¢i sikdyet unsurlarinin belirlenmesidir. Yapilan yerli literatiir aragtirmasinda ucak
temali restoranlarda miisteri sikayetleri konusunda bir ¢alismaya rastlanmamistir. Bu
amagcla veriler, diinyanin en bilyiik seyahat tavsiye sitelerinden biri olan tripadvisor’dan elde
edilmistir. Elde edilen veriler nitel arastirma yontemlerinden igerik analizi teknigi ile
incelenmistir. Orneklem bes adet ugak temali restorandan olusmakta olup bir restorana ait
yoruma ulagilamamistir. Aragtirmada sikdyet ydnetiminin yiyecek igecek isletmeleri
iizerindeki 6nemine deginilerek, miisterilerin en ¢ok hangi konular hakkinda sikayette
bulundugu incelenmistir. Yorum yapilan dort restoran i¢in toplam 131 yorum incelenmistir.
Miisteri yorumlar yiyecek kalitesi, menii ¢esitliligi, temizlik, fiyat, atmosfer, ¢alisanlarin
profesyonel goriiniimii, restoranin yeri, yemek bekleme siiresi ve tema olarak 9 baslikta
kategorize edilmistir. Buna gore; %28,5 oran ile en ¢ok sikayet edilen unsur fiyattir. Ikinci
sikayet edilen unsur ise %27,7 ile yiyecek kalitesidir. Ugiincii olarak % 12,3 oran ile servis
hiz1 sikayet edilmektedir.
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The purpose of this research is to determine online complaint elements for airplane themed
restaurants operating in Turkey. In the domestic literature research, no study was found on
customer complaints in airpalne-themed restaurants. For this purpose, the data was obtained
from tripadvisor, one of the largest travel advice sites in the world. The data obtained were
analyzed by content analysis technique, one of the qualitative research methods. The
sample consists of five airplane-themed restaurants, and a restaurant's comment could not
be reached. In the research, the importance of complaint management on food and beverage
businesses was mentioned and it was examined about which issues customers complained
the most. A total of 131 reviews were reviewed for the four restaurants. When the overall
scores given to a total of 280 comments are evaluated, 64% of the comments are positive
and 36% are negative. It was determined in which themes the elements containing
complaints were concentrated. Customer comments are categorized under 9 titles as food
quality, menu variety, cleanliness, price, atmosphere, professional appearance of
employees, restaurant location, meal waiting time and theme. According to this; the most
complained factor with a rate of 28.5% is the price. The second complaint is the food quality
with 27.7%. Thirdly, service speed is complained with a rate of 12.3%.
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