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Safranbolu Restoranlarina Yo6nelik Cevrimici Miusteri Sikayetlerinin Analizi:

Tripadvisor Ornegi (Analysis of Online Customer Complaints for Safranbolu Restaurants:
Tripadvisor Example)
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Makale Ge¢cmisi Oz

Génderim Tarihi:17.09.2020 Glinlimiizde internet tiiketicilere satin aldiklart {irlin ve hizmetleri g¢evrimigi olarak
degerlendirebilmeleri yaninda satin almak istedikleri iiriin ve hizmetlerle ilgili bilgi sahibi

Kabul Tarihi:27.11.2020 olabilmeleri i¢in de kapsamli firsatlar sunmaktadir. Tiiketicilere internet ortaminda bu

hizmeti sunan diinyanin en biiyiik ¢evrimigci sitelerinden biri de Tripadvisor’dir. Bu ¢aligma,
Safranbolu’da faaliyet gdstermekte olan restoranlara yonelik Tripadvisor’da yer alan

Anahtar Kelimeler sikayet icerikli yorumlarm hangi nedenlerden kaynaklandigini belirlemeyi ve isletmelere

Turizm ¢Ozlim Onerileri sunarak hizmet kalitelerini arttirmalarina yardimer olmay1 amaglamaktadir.
Bu calismada nitel veri toplama tekniklerinden birisi olan dokiiman incelemesi tercih
edilmistir. Calismanin 6rneklemini, Tripadvisor sitesinde 1=berbat, 2=kétii ve 3=ortalama
E-Sikayet kategorilerinde yer alan Tiirkce ve Ingilizce dillerinde 27.11.2011 — 25.12.2019 tarihleri

araliginda miisterilerin Safranbolu’da bulunan 65 restoran isletmesine yapmis olduklari

Restoran

Tripadvisor toplam 517 yorum olusturmaktadir. Belirlenen sikayet yorumlarina betimsel analiz ve igerik
Safranbolu analizi birlikte uygulanmistir. Yapilan analiz sonucunda sikayetler 8 ana kategori ve 27 alt
kategori altinda toplanmustir. Ozellikle en fazla sikdyet alan kategorinin yiyecek ve
iceceklerle ilgili oldugu, en az sikayet alan kategorinin ise atmosfer oldugu belirlenmistir.
Keywords Abstract
Tourism Today, the internet provides extensive opportunities for consumers to evaluate the
Restaurant prod_uctsand services they pqrchas_e on_line as well as to learn about_the _products and
services they want to buy. Tripadvisor is one of the world's largest online sites that offer
E-complaint this service to consumers on the internet. This study aims to determine the reasons for the
. . complaint-based comments on Tripadvisor made for restaurants operating in Safranbolu
Tripadvisor and help those businesses increase their service quality by offering solutions. In this study,
Safranbolu qualitative data collection technique was preferred as the document analysis. The sample

of this study consists of 517 comments made by customers towards 65 restaurant businesses
in Safranbolu between 27.11.2011 and 25.12.2019 in Turkish and English languages, which
are in the categories of 1 =terrible, 2 = bad and 3 = average on the Tripadvisor site. Content
analysis was applied to the determined complaint comments. Following the analysis results,
the complaints were grouped under eight main categories. Descriptive analysis and content
analysis were applied together to the determined complaint comments. As a result of the

Makalenin Tiirii analysis, complaints were collected under 8 main categories and 27 sub-categories. In
particular, it was determined that the category receiving the most complaints was about
food and beverages, while the category receiving the least complaints was the atmosphere.
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