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Bu ¢alismanin amaci1 Unesco Diinya Mirasi listesinde yer alan Efes Antik Kenti igerisinde
yer alan diinyanin en iyi dijital miizesi 6diiliinii alan Efes Deneyim Miizesi’ni ziyaret eden
kisilerin Google ve TripAdvisor platformlarinda paylastiklar1 ¢evrimici ziyaretci
sikayetlerini inceleyerek ziyaret¢i memnuniyetsizligine yol acan temel faktdrleri ortaya
koymaktir. Arastirmanin veri seti, Haziran 2025 tarihinde Google ve TripAdvisor
platformlarindan elde edilen ve 1-3 y1ldiz araliginda derecelendirilmis toplam 149 ziyaretci
yorumundan olugmaktadir. Diigiik puanli yorumlarin secilmesinin temel nedeni, ziyaretgi
memnuniyetsizliginin kaynaklarin1 daha agik bigcimde ortaya koyabilmektir. Veriler,
MAXQDA 2020 programi kullanilarak tematik igerik analizi yaklasimiyla incelenmis,
tiimevarimsal kodlama yontemiyle ana temalar ve alt kategoriler olusturulmustur. Kodlama
stirecinde veriler tekrar tekrar gozden gegirilerek temalar arasi tutarlilik saglanmis ve
frekans dagilimlar1 iizerinden temalarin yogunluk diizeyleri belirlenmistir. Bulgular,
sikdyetlerin en yogun olarak fiyatlandirma ve fiyat-performans algist (%33,8), igerik ve
anlatimin yetersizligi (%22,1), deneyim siiresinin kisa bulunmasi ve beklentilerin
kargilanamamasi (%16,5) ile teknolojik uygulamalara yonelik sorunlar (%6,4) etrafinda
toplandigint gostermektedir. Caligma, dijital miize deneyimi baglaminda e-sikdyetleri
sistematik bicimde analiz ederek literatiire katki sunmakta ve miize yonetimi agisindan
hizmet kalitesinin gelistirilmesine yonelik uygulamaya doniikk c¢ikarimlar ortaya
koymaktadir.
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This study aims to identify the key factors leading to visitor dissatisfaction by examining
online complaints shared on Google and TripAdvisor by individuals who visited the
Ephesus Experience Museum, an award-winning digital museum located within the
UNESCO World Heritage Site of the ancient city of Ephesus. The dataset consists of a total
of 149 visitor reviews rated between one and three stars, collected from Google and
TripAdvisor platforms in June 2025. The primary reason for focusing on low-rated reviews
is to more clearly reveal the underlying sources of visitor dissatisfaction. The data were
analysed using the MAXQDA 2020 software through a thematic content analysis approach,
and main themes and subcategories were generated using an inductive coding method.
During the coding process, the data were repeatedly reviewed to ensure consistency among
themes, and the intensity of each theme was determined based on frequency distributions.
The findings indicate that complaints are predominantly concentrated around pricing and
price—performance perceptions (33.8%), inadequacies in content and narration (22.1%), the
short duration of the experience and unmet expectations (16.5%), and issues related to
technological applications (6.4%). By systematically analysing e-complaints within the
context of the digital museum experience, the study contributes to the literature and
provides practical implications for improving service quality from a museum management
perspective.
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