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Misteri Deneyiminin Dijital Aynasi: Eskisehir Uzak Dogu Restoranlarinda Online
Sikayetler (Customer Experience's Digital Mirror: Online Complaints in Eskisehit's East Asian

Restaurants)
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aEskisehir Osmangazi University, Faculty of Tourism, Department of Gastronomy and Culinary Arts, Eskisehir/T tirkiye

Makale Gecmisi 0Oz

Gonderim Tarihi: 23.04.2024 Bu c¢alisma, Eskisehir'deki Uzak Dogu restoranlarina iliskin online yorum platformlarinda
yer alan sikayetleri analiz ederek, bu sikéyetlerin miisteri deneyimini ve imajini nasil

Kabul Tarihi: 28.06.2024 etkiledigini incelemeyi amaglamistir. Calismada nitel arastirma yontemi tercih edilmis ve

verilerin analizinde igerik analizi teknigi kullanilmistir. Veriler TripAdvisor ve
YummyAdvisor sitelerindeki gergek miisteri yorumlarindan elde edilmistir. Calisma

Anahtar Kelimeler bulgular1 miisterilerin sikayet ettigi konularin basinda iiriin ve hizmet kalitesi olduguna

Gastronomi isaret etmektedir. Bulgularin kapsaminda isletmelere tavsiyeler sunulmustur.

Uzak Dogu mutfagi

Etnik restoran

Online sikayet

Keywords Abstract

Gastronomy This study aims to investigate the impact of online reviews on customer experience and

image by analyzing customer complaints on online review platforms for East Asian

East Asian cuisine restaurants in Eskisehir. The study employed a qualitative research method and content

Ethnic restaurant analysis technique for data analysis. Data was collected from real customer reviews on
onli laint TripAdvisor and YummyAdvisor websites. The findings of the study indicate that product
hine complaints and service quality are at the forefront of customer complaints. Recommendations are

e provided to businesses based on the findings.
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