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Bu arastirmada, Kars ilinde faaliyet gosteren konaklama isletmelerine yonelik TripAdvisor
platformunda paylasilan olumsuz yorumlar nitel igerik analizi yontemiyle incelenmistir.
Calismanin amaci, konuklarm g¢evrim i¢i deneyimlerinden elde edilen sikayet tiirlerini
belirlemek, bu sikayetleri tematik bir yap1 altinda siniflandirmak ve bolgedeki konaklama
isletmelerine hizmet kalitesinin iyilestirilmesine yonelik bir farkindalik kazandirmaktir.
Aragtirmanin 6rneklemini TripAdvisor’da yer alan ve hakkinda kullanict goriisii bulunan
14 konaklama isletmesi olusturmaktadir. incelenen toplam 1372 yorumun 268’inin sikdyet
niteligi tagidigr belirlenmistir. MAXQDA 2024 programi aracilifiyla gercgeklestirilen
kodlama siireci sonucunda 12 ana tema ve 53 alt tema altinda toplanan toplam 1011 sikayet
kodu elde edilmistir. Bulgular, sikayetlerin 6zellikle oda 6zellikleri ve konfor, temizlik ve
hijyen, kahvalt1 kalitesi ve ¢esitliligi, personel tutumu ve hizmet kalitesi ile rezervasyon-
yonetim siireglerinde yogunlagtigini gostermektedir. Arastirma sonuglari, konaklama
isletmelerinin bu alanlarda yapacag iyilestirmelerin miisteri memnuniyetini artirmada ve
destinasyon imajini giiglendirmede kritik bir role sahip oldugunu ortaya koymaktadir.
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This study examines the negative reviews shared on the TripAdvisor platform regarding
accommodation establishments operating in the province of Kars, Tiirkiye, using a
qualitative content analysis method. The primary aim of the research is to identify the types
of complaints derived from guests’ online experiences, categorize them within a thematic
structure, and raise awareness among local accommodation establishments regarding areas
in need of service improvement. The sample of the study consists of 14 accommodation
businesses listed on TripAdvisor and reviewed by users. A total of 1,372 comments were
analyzed, 268 of which were identified as complaints. Through coding conducted with the
MAXQDA 2024 software, 1,011 complaint codes were obtained under 12 main themes and
53 sub-themes. The findings reveal that complaints predominantly focus on room features
and comfort, cleanliness and hygiene, breakfast quality and variety, staff attitude and
service quality, and reservation-management issues. The results emphasize that
improvements in these frequently criticized areas hold critical importance for enhancing
customer satisfaction and strengthening the overall image of the destination.
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