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Ozet

Bu caligma, Uludag’da kis turizmi faaliyetlerine katilan miisterin otel isletmelerine yonelik ¢evrimigi yorumlarinin incelenmesine
odaklanmaktadir. Icerik analizi yonteminin kullanildig1 calismada Uludag’da faaliyette bulunan otel isletmelerine yonelik miisteri
yorumlarinin incelenmesi i¢in dort farklt web sitesinden 1157 miisteri yorumu elde edilmistir. Miisteri yorumlarinin 786’s1
memnuniyet ve 371 tanesi sikdyet yorumlarindan olugsmaktadir. Yorumlar kategorilere ve daha sonra da alt kategorilere ayrilarak
incelenmistir. Aragtirma sonuglarina gore miisteriler hem sikayetlerinde hem de memnuniyetlerinde en gok personel ve restoran
kategorilerinde yorumlarda bulunmuslardir. Miisteri sikdyet yorumlarimin alt kategorilerinde personelin kotli davraniglart ve
restoranin yemek Kkalitesi en ¢ok yoruma neden olan konular olarak belirlenmistir. Memnuniyet yorumlarinda ise personelin
misafirperver tutumu ve restoranin yemek kalitesi en ¢ok memnuniyet yorumlarmi almigtir. Otel isletmelerinin ¢evrimigi
memnuniyet ve sikdyet yorumlari cevaplamalar1 konusunda en ¢ok pazarlama faaliyetleri ve hukuki diizenlemeler kategorileri 6n
plana ¢tkmistir. Arastirmanin diger sonuglar1 bulgular ve tartigma boliimiinde verilmistir.
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Abstract

This study focuses on examining the online comments of the customer, who participated in winter tourism activities in Uludag,
about the hotels. In the study, in which the content analysis method was used, 1157 customer reviews were obtained from four
different websites in order to examine the customer comments for the hotels in Uludag. 786 of the customer comments consist of
satisfaction and 371 of them are complaints comments. The comments were analyzed by categorizing and then sub-categories.
According to the results of the research, customers mostly commented in the staff and restaurant categories in both their complaints
and satisfaction. In the sub-categories of customer complaint comments, it was determined that the bad behavior of the staff and the
food quality of the restaurant caused the most comments. In the satisfaction comments, the hospitable attitude of the staff and the
food quality of the restaurant received the most satisfaction comments. The categories of marketing activities and legal regulations
came to the fore most for hotel businesses to respond to online satisfaction and complaint comments. Other results of the research
are given in the section of findings and discussion.
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