Seker, Unur & Erdem/JRTR 2019, 6 (4), 317-331

Journal of Recreation and Tourism Research

Journal home page: www.jrtr.org
ISSN:2148-5321
DOI: 10.31771/jrtr.2019.34

ADANA ILINDE BULUNAN RESTORANLARA YONELIK INTERNET
UZERINDEN YAPILAN TUKETICI SIKAYETLERININ INCELENMESI:

Ferhat SEKER?

TRIPADViISOR.COM ORNEGI
Kamil UNUR®

Ahmet ERDEM ©

®Mersin Universitesi, Turizm Fakiiltesi, Mersin, Tiirkiye. (ferhatseker@mersin.edu.tr)
Mersin Universitesi, Turizm Fakiiltesi, Mersin, Tiirkiye. ( kunur@mersin.edu.tr)
°Harran Universitesi, Turizm ve Otel Isletmeciligi Yiiksekokulu, Sanhurfa, Tiirkiye. (ahmeterdem@harran.edu.tr)

ARTICLE HISTORY

(074

Received:
02.09.2019

Accepted:
19.11.2019

Anahtar Kelimeler:

Turizm
Restoran
TripAdvisor
Adana

Yiyecek igcecek isletmeleri turizm faaliyetlerini olusturan Onemli bilesenlerden biridir.
Kirtlgan bir yapiya sahip olan tiiketici taleplerinin karsilanmasi, memnuniyet diizeyinin
arttirilmasi ve saglanan hizmet kalitesi isletmelerin siirekliligi agisindan 6nem arz etmektedir.
Bu kapsamda g¢alismanin amaci, Adana ilindeki restoranlar igin farkli tarihlerde yapilan
miisteri sikayetlerini karsilastirmak, sikayetlerin nedenlerini belirlemek ve bu sikayetlerle
nasil basa cikilacagi konusunda Onerilerde bulunmaktir. Arastirma iki asamadan
olusmaktadir.

Caligmanin bildiri olarak yaymlandigr ilk asamasinda 01.01.2016 - 26.06.2017 tarihleri
arasinda Adana kentinde 40 restoran icin “tripadvisor.com” web sitesinde miisteri sikayetleri
incelenmistir. Caligmanin ikinci asamasinda, 27.06.2017 - 13.03.2019 tarihleri arasinda aym
40 restoran ic¢in aym web sitesindeki miisteri sikayetleri incelenmis ve g¢alismanin ilk
asamasinda elde edilen sonuglari ile karsilastirlmugtir. ik asamada F & B ile ilgili alt
boyutlar lezzet, tazelik ve meni ¢esitliligi, yemeklerde kullanilan igeriklerin kalitesi ve
yiyeceklerin sicakligidir. Pisirme ve yemek kalitesi iki yeni alt boyut olarak ortaya ¢ikmustir.
Sikayetlerin sayisinin ve tiiriiniin artmasi, restoranlarin yonetimlerinin tripadvisor.com web
sitesindeki sikayetleri ¢ozmek igin yeterince ¢aba sarf etmedigini gostermektedir.
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F&B businesses constitute an important component of tourism activities. Fulfilling the
demands of the consumers, which has a fragile structure, enhancing the satisfaction level, and
the quality of the service provided are important for the sustainability of the tourism
businesses. In this context, the objective of the study is to compare the customer complaints,
made at different dates for restaurants in Adana city, to determine the reasons for complaints
and to make recommendations on how to deal with these complaints. The research consists of
two stages. In the first phase of the study, published as a conference paper, customer
complaints on “tripadvisor.com” web site for 40 restaurants in Adana city between
01.01.2016 - 26.06.2017 were examined. In the second phase of the study, customer
complaints on the same website for the same 40 restaurants between 27.06.2017 - 13.03.2019
were examined and compared with the results of the first stage of the study. In the analysis of
the data obtained in the first phase of the study, the F&B category was collected in 5 sub-
dimensions, while the data obtained in the second stage were gathered in 7 dimensions. The
sub-dimensions related to F&B in the first study are flavor, freshness, and menu variety, the
quality of the ingredients used in food and the temperature of the food. Cooking and the
quality of meal were emerged as two new sub-dimensions. The increase in the number and
type of complaints indicates that the restaurants’ managements have not made enough efforts
to resolve complaints on tripadvisor.com web site.
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