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MARDIN’DE YER ALAN YORESEL RESTORANLARA iLiSKiN YAPILAN E-
SIKAYETLERIN DEGERLENDIRILMESI

Dr. Ogr. Uyesi Serkan YiGIT

Mardin Artuklu Universitesi
serkanyigit@artuklu.edu.tr

Ozet

Bu calismanin amaci; Mardin’de yer alan yoresel restoranlar hakkinda yapilan sikayet icerikli
yorumlari incelemek, siniflandirmak ve sikayetlerle ilgili isletmelere oneriler sunmaktir. Bu
kapsamda veriler TripAdvisor lzerinden 10-15 Mayis 2023 tarihleri arasindan toplanmistir. Bu
kapsamda TripAdvisor’'da yoresel restoranlar kategorisinde yer 11 restoran hakkinda yapilan 502
sikayet icerikli yorum incelenmistir. Siniflandirma islemi nitel veri analizi programi ile kodlama
yapilarak yapilmigtir. Yapilan kodlama islemi sonucunda 6 ana tema ve 14 alt tema elde
edilmistir. Ana temalar; yiyecek ve iceceklerle ilgili sikayetler, fiyatla ilgili sikayetler, personelle
ilgili sikayetler, hizmet alani ile ilgili sikayetler, servisle ilgili sikayetler, menii ile ilgili sikayetler
seklindedir. Calismanin sonug¢ kisminda ise; sikayet icerikli yorumlarin yogunlastigi konular
Gzerinde degerlendirmeler yapilarak, dneriler gelistirilmistir.

Anahtar Kelimeler: Yoresel Restoranlar, E-sikayet, Mardin, TripAdvisor

EVALUATION OF E-COMPLAINTS REGARDING LOCAL RESTAURANTS IN
MARDIN

Abstract

The aim of this study; To examine and classify the complaints about the local restaurants in
Mardin and to offer suggestions to the businesses regarding the complaints. In this context, the
data were collected through TripAdvisor between 10-15 May 2023. In the study, 502 complaints
about 11 restaurants in the category of local restaurants on TripAdvisor were examined. The
classification process was done by coding with a qualitative data analysis program. As a result of
the coding process, 6main themes and 14 sub-themes were obtained. Main themes; Complaints
about food and beverages, complaints about price, complaints about personnel, complaints
about service area, complaints about service, complaints about menu. In the conclusion part of
the study; Suggestions were developed by making evaluations on the issues on which the
complaints-related comments were concentrated.

Keywords: Local Restaurants, E-Complaints, Mardin, TripAdvisor
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