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Oz

Glintimiizde sosyal medyaya erisim giderek kolaylasmakta ve sosyal medya kullananlarin sayis1 giin
gectikce artmaktadir. Bu artis ile birlikte 6zellikle turizm endiistrisindeki otel isletmelerine yonelik
sosyal medya kullanicilarinin gergeklestirdikleri e-sikayetler, hem mevcut tiiketiciler hem potansiyel
tiiketiciler hem de otel igletmeleri agisindan daha fazla deger gormektedir. Bu aragtirmanin amaci,
Istanbul Beyoglu'ndaki bes yildizli otel isletmelerinin, e-sikayetler ve e-sikdyet yonetimi baglaminda
degerlendirilmesini saglamaktir. Bu dogrultuda, TripAdvisor’da turizm igletme belgeli toplam dokuz
adet bes yildizli otel isletmesine yonelik toplam 510 e-sikayet arasindan 90 e-sikayet incelenmistir.
Calisma kapsaminda, sikayetler ve sikayet bildirenler, baz1 genel 6zellikler ve konular baglaminda ele
alinmigtir. Bununla birlikte calismada sikayetlere verilen yanitlar ve yanitlayicilar da incelenmistir. E-
sikayetlerin agirlikli olarak odalar ve personel ile ilgili oldugu belirlenmistir. incelenen e-sikayetlerin
%90'1na, otel igletmeleri tarafindan doniis yapilirken, doniis yapan yetkililerin ¢ogunlukla misafir
iligkileri departmani miidiirii veya genel miidiir olduklar tespit edilmistir. Sonug olarak, otel
isletmelerinin e-sikayetlere ortalama ti¢ giin igerisinde geri doniis yapiyor olmalari, olumlu bir bulgu
olarak degerlendirilse de otel isletmelerine s6z konusu e-sikayetlere daha ¢6ziim odakhi doéniisler
yapmasl Onerilmektedir.
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Abstract

Today, access to social media is getting easier and the number of people using social media is increasing
day by day. With this increase, the e-complaints made by social media users especially for the tourism
enterprises in the tourism industry are seen more in terms of both the current consumers, potential
consumers and hotel enterprises. The aim of this study is to evaluate the five-star hotels in Istanbul, in
the context of e-complaints and e-complaint management. In this respect, 90 e-complaints have been
examined from a total of 510 e-complaints for a total of nine five-star hotels with a tourism operation
license. In the context of the study, the complaints and the complainants were addressed in the context
of some general characteristics and issues, as well as the responses to the complaints and the
respondents. It was determined that e-complaints were mainly related to rooms and staff. 90.0% of the
e-complaints examined were returned by the hotel enterprises while the return authorities were mostly
the guest relations department manager and general manager. As a result, it is recommended that hotel
enterprises return more solution-oriented returns to hotel enterprises, although it is considered positive
that e-complaints are returned within three days.
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