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Ozet

GunUmuzun yogun rekabet ortaminda, mdisteri sikayetlerinin etkin bir sekilde
ybnetilmesi, hizmetlerin iyilestiriimesi ve dolayisiyla misteri memnuniyeti
olusturulmasi igin etkili bir yéntemdir. Bu calismanin amaci, otel isletmelerine
yonelik miusteri sikayetlerinin  hangi  kategoriler altinda toplandiginin
belirlenmesidir. Bu amagla, (¢ sanal sikayet sitesi icerik ¢coziimlemesi yontemi ile
incelenmistir. Arastirma sonucunda, 8 temel ve 42 alt kategori tanimlanmistir.
Yiyecek-icecek hizmetleri ile ilgili sikdyetlerin en cok s6z edilen temel sikayet
kategorisini olusturdugu belirlenmistir. Isgéren tutum ve davranislan ise en cok
karsilagilan alt kategoriyi olusturmaktadir. Elde edilen bulgularin uygulamaya
katkisi tartisiimis ve gelecek arastirmalar igin dneriler sunulmustur.

Anahtar Kelimeler: Misteri Sikayetleri, Elektronik Adizdan Adiza Pazarlama,
Konaklama Endustrisi, icerik Coziimlemesi



A CONTENT ANALYSIS OF HOTEL CUSTOMERS' E-COMPLAINTS
Abstract

In today’s intensive competitive environment, effective complaint management is
very vital for service enhancement thus building customer satisfaction. The aim
of this study is to determine the categories of customer complaints about hotels.
For this purpose, three e-complaint forums were content analyzed. As a result,
eight main and forty-two sub complaint categories are identified. Of which,
complaints about food and beverage services are the most mentioned main
category. Employee behaviours and attitudes is the sub-category with the highest
frequency. Implications of the findings are discussed and future research issues
are presented.

Keywords: Customer Complaints, Electronic Word of Mouth Marketing,
Hospitality Industry, Content Analysis



