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Artan turizm hareketliligi ile birlikte glinimiiz turistleri daha fazla yeri gérme ve
deneyimleme arzusu igerisindedir. Turistler bu arzularini giderebilmek adina siklikla
internet iizerinden arastirmalar yaparak, yeni yerleri kesfetmektedirler. Turistler yeni yerleri
arastirirken, siklikla turizm isletmeleri hakkinda yorumlari barindiran Tripadvisor isimli
web sitesini kullanmaktadirlar. Bu site, daha once turizm isletmelerini deneyimleyen
kisilere yorum ve degerlendirme yapma olanagi sunmaktadir. Turistler Triadvisor’a olumlu
goriislerin yani sira sikayet icerikli yorumlar da yapabilmektedirler. Bu sikayet icerikli
yorumlar, turistlerin tercihlerinde etkin olabilmektedir. Bu ¢alismanin amaci; Kapadokya
bolgesinde yer alan birinci smif yiyecek ve igecek isletmeleri hakkinda Tripadvisor
izerinden yapilan sikayet icerikli yorumlar: incelemek, siniflandirmak ve sikayetlerle ilgili
uygulayicilara oneriler sunmaktir. Bu amagla; Kapadokya bolgesinde yer alan yedi birinci
smif yiyecek ve igcecek isletmesi hakkinda yapilan, 119 sikayet icerikli yorum incelenmis,
smiflandirilmis ve dneriler sunulmustur. Siniflandirma islemi nitel veri analizi programu ile
kodlama yapilarak yapilmigtir. Yapilan kodlama islemi sonucunda alt1 ana tema ve yirmi ii¢
alt tema elde edilmistir. Calismanmn sonu¢ kisminda ise; sikayet icerikli yorumlarin
yogunlastig1 konular {izerinde degerlendirmeler yapilarak, dneriler gelistirilmistir.
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With the increasing tourism mobility, today's tourists desire to see and experience more
places. Tourists often want to explore new places by searching on the internet in order to
fulfill their desires. Tourists about new places often use the Tripadvisor website, which hosts
reviews of tourism businesses. This site offers the opportunity to comment and evaluate
people who have previously experienced tourism businesses. In this way, other tourists can
decide faster based on real experiences. Tourists can write positive comments to Triadvisor
as well as complainant comments. These complaints can be effective in the preferences of
tourists. The aim of this study; examine and categorize the complaints made by Tripadvisor
about the first class food and beverage establishments in Cappadocia region which millions
of tourists visited during the year. For this purpose, 119 complaints about seven first class
food and beverage establishments in Cappadocia region were reviewed and classified.
Classification process was done by coding with qualitative data analysis program. As a
result of the coding process, six main themes and twenty-three sub-themes were obtained.
In the conclusion part of the study; suggestions were developed by making evaluations on
the subjects where complaints were concentrated.

E-posta: serkan.yigit@deu.edu.tr (S. Yigir)

DOI: 10.21325/jotags.2020.747

**Bu ¢alisma V. Uluslararas1 Gastronomi Turizm Arastirmalari Kongresi’nde sozlIii bildiri olarak sunulmustur. Bildiri daha sonra makale i¢in

gelistirilmistir

2985


http://www.jotags.org/
http://orcid.org/0000-0002-7063-3247
http://orcid.org/0000-0003-1284-7236

