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Ozet

Pandemi siirecinde magazalarin kapanmasi, tedbir amagli sokaga ¢ikma yasaklar: ve tiiketicilerin temastan kaginma
istekleri, ihtiya¢ alimlarinin e-ticarete kaymasina sebep olmaktadir. Béylelikle, tiiketicilerin evlerine verdikleri siparislerin
ulastirilmasi amaciyla gergeklestirilen lojistik faaliyetlerin son teslimat operasyonlarinda zaman zaman tikanmalar ve
gecikmeler meydana gelmektedir. Dagitimda yasanan agsir1 yogunlugun sebep oldugu aksakliklarin isletmelere geri doniisii
tiiketiciler tarafindan olusturulan sikéyetler olarak karsimiza ¢ikmakeadir. Miisteri sikayetlerinin etkin bir sekilde yonetimi
miisteri memnuniyetinin saglanmasinda onemli bir yer tutmaktadir. Ote yandan miisteri sikayetlerinin pandemi
déneminde artmasi; dijitallesmenin kargo isletmeleri i¢in kaginilmaz bir durum oldugunu vurgulamaktadir. Bu
aragtirmanin amact; kargo isletmelerine ait e-sikdyetlerini inceleyerek; pandemi siirecinde misteri sikayetlerinin hangi
konular tizerine yogunlastuginin belirlenmesidir. Aragtirma kapsaminda, kargo isletmelerinin gelecek faaliyetleri i¢in
onerilerde bulunmaktir. Bu amagla; sikayetvar.com internet sitesinde bulunan sikayetler igerik analizi yontemiyle
incelenmistir. Aragtirma sonucunda kargo isletmelerine sikdyet yonetimi performanslarini arttirmalart konusunda

onerilere yer verilmistir.
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Abstract

Store closures, precautionary curfews and consumers' desire to avoid contact cause consumer purchases to shift to e-
commerce during the pandemic. Thus, blockages and delays occur in the last delivery operations of the logistics activities
carried out for the purpose of delivering the orders of consumers to their homes. The return of the disruptions caused by
the excessive density in the distribution to the enterprises appear as complaints created by the consumers. Effective
management of customer complaints plays an important role in ensuring customer satisfaction. On the other hand, the
increase in customer complaints during the pandemic period; He emphasizes that digitalization is an inevitable situation
for cargo companies. Within the scope of the research, it is to make suggestions for the future activities of cargo
companies. For this purpose to analyze the complaints focus on during the pandemic process on the sikayetvar.com
website using content analysis method. This study shows that suggestions were given to cargo companies to increase

their complaint management performance as a result of the research.
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