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Sinop’ta Yoéresel Yiyecek Igecek Hizmeti Sunan Restoranlara Iligkin Miisteri
Sikayetlerinin Degerlendirilmesi: Tripadvisor Ornegi (An Evaluation of Customer
Complaints Regarding LLocal Food and Beverage Services in Sinop: Tripadvisor Example)
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Makale Ge¢misi 0Oz

Gonderim Tarihi: 09.10.2023 Bu arastirmanin amaci, bir turizm destinasyonu olan Sinop'taki yoresel yiyecek igecek
isletmelerine yonelik ¢evrimici sikayetlerin degerlendirilmesidir. Bu baglamda, Sinop'taki

Kabul Tarihi: 22.12.2023 yoresel yiyecek igecek isletmelerini ziyaret eden misafirlerin olumsuz deneyimlerinden

kaynaklanan sikayet unsurlar tespit edilmeye ¢alisilmistir. Calismanin drneklemi toplam
1700 yorumdan olusmakta olup, bu yorumlarin 430'u sikdyet unsuru icermektedir.
Sinop'taki yoresel yiyecek icecek isletmelerine yoneltilen sikayetler alt1 ana kategoriye
Yoresel yiyecek igecek ayrilmistir: Bunlar; personel ile ilgili sikayetler, fiyat ile ilgili sikayetler, hizmet ortamu ile
ilgili sikayetler, servis ile ilgili sikdyetler ve menii ile ilgili sikayetlerdir. Arastirma
sonuglarina gore, en fazla sikayet konulari sirasiyla yiyecek- icecekle ilgili sikayetler, fiyat
Cevrimigi sikayetler ve calisan personel ile ilgili sikayetlerdir. Caligmanin sonucunda Sinop’ ta ki yoresel
yiyecek icecek isletmelerine yapilan sikayet nedenleri ve sikayet davranislar belirlenmis ve

Anahtar Kelimeler

isletmeleri

Tripadvisor sektordeki uygulayicilara i¢ gorii saglamak i¢in dnerilerde bulunulmustur.

Sinop

Keywords Abstract

Local food and beverage The aim of this study is to evaluate online complaints about local food and beverage
businesses establishments in Sinop, a tourism destination. In this context, it was tried to identify the

complaint elements arising from the negative experiences of the guests who visited the local
food and beverage establishments in Sinop. The sample of the study consists of a total of
Tripadvisor 1700 comments and 430 of these comments contain complaint elements. The complaints
directed to local food and beverage establishments in Sinop are divided into six main
categories: These are; complaints about personnel, complaints about price, complaints
about service environment, complaints about service and complaints about menu.
According to the results of the research, the most common complaint topics are complaints
Makalenin Tiirii about food and beverage, price and personnel, respectively. As a result of the study, the
reasons for complaints and complaint behaviors to local food and beverage establishments
Arastirma Makalesi in Sinop were determined and suggestions were made to provide insight to practitioners in
the sector.
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