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Ozet

Literatiirde ¢ok sayida calismaya konu olmus olan tiiketici sikayet davranisi,
internetin yayginlagmasi ile birlikte yeni bir boyut kazanmistir. Tiiketicilerin firmalar,
iiriin ve hizmetler ile ilgili yorumlarini elektronik olarak birbiri ile paylagmasi anlamina
gelen e-WOM sayesinde tiiketiciler, diger tiiketicilerin goriislerine hizla ve kolayca
ulagabilmekte, kendi sikayetlerini de elektronik olarak paylasabilmektedir. Internet ile
birlikte e-ticaretin yayginlasmasi, kargo sektoriindeki rekabeti artirmis, tiiketici
yorumlart ile birlikte hizmet kalitesinin 6nemini de artirmistir. Bu kapsamda, e-WOM
kaynaklarindan biri olan www.sikayetvar.com sitesinde kargo hizmeti kategorisindeki
sikayetler icerik analizine tabi tutularak sikayet nedenleri incelenmistir. Analiz i¢in
kargo hizmetlerinin secilmesinin nedeni; farkli kiiltiirler ve farkli sektorlerde, lojistik
faaliyetlerin hizmet kalitesinin arastirildig1 ¢alismalar bulunurken; kargo hizmetlerine
yonelik caligmalarin literatiirde nispeten daha az sayida olmasidir. Arastirma
kapsaminda verilerden elde edilen frekans analizleri sonucunda, kargo hizmetlerine
iliskin olarak tiiketicilerin en ¢ok sikayet etti§i konular hizmetlerin zamaninda s6z
verildigi gibi gergeklesmemesi, liriin ve hizmetlerin zamaninda miisterilere teslim
edilmemesi ve firma c¢alisanlart tarafindan 1iyi hizmet saglanmamasi olarak
belirlenmistir.
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Abstract

Consumer complaints, which have been the subject of numerous studies in the
literature, have gained a new dimension with the proliferation of the internet.
Consumers can quickly and easily access the views of other consumers and share their
complaints electronically, thanks to e-WOM, which means that consumers can share
comments about their companies, products and services electronically. With the
Internet, the spread of the trade has increased the competition in the cargo sector and
also increased the importance of service quality with consumer comments. In this
context, in this www.sikayetvar.com site that is one of the sources for e-WOM, the
content of the complaints in the cargo service category was analyzed and the causes of
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the complaints were examined. The reasons for the selection of cargo services for
analysis are, while the studies can be found in which the quality of service of logistic
activities is investigated in different cultures in different sectors, there are relatively few
studies on cargo services in the literature. As a result of the frequency analyses
obtained from the data within the scope of the research, the subjects that the consumers
most complain about have been identified as the services are not actualized as
promised on time, that the products and services are not delivered to the customers
timely and that imperfect service deliveries provided by the company employees.
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