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ARTICLEINFO

Bu ¢alismada COVID-19 siirecinde paket yemek miisteri sikdyetlerindeki degisim incelenmistir. Calismanin
verileri www.sikayetvar.com.tr sitesinde, www.yemeksepeti.com iizerinden cevrimi¢i yemek siparisi veren
miisterilerin sikayetleri taranarak elde edilmistir. Caligmanin amacina yonelik anlamli istatistiki sonuglara
ulasabilmek amaciyla 21 Mart 2020 tarihinden geriye dogru 400 ve ileriye dogru 400 olmak iizere toplamda
800 sikayet kayd:i taranmustir. Taranan veriler COVID-19 6ncesi ve COVID-19 siireci olarak iki grupta
diizenlenerek kodlamaya tabi tutulmustur. Konuya yonelik literatiirde yer alan ¢alismalar 15181nda olusturulan
kodlar sirastyla, 6deme, hiz, lezzet, hijyen, saglik, 1s1, eksik teslimat, davranig ve iade olarak belirlenmistir.
Yapilan frekans analizine gore COVID-19 oncesi miisteri sikayetlerinde ilk bes siray1 davranig, 6deme, hiz,
iade ve eksik teslimat alirken, COVID-19 siirecinde bu siralamanin lezzet, hijyen, hiz, saghk ve 1s1 olarak
siralandig1 tespit edilmistir. Misgteri sikayetlerinin COVID-19 siirecinde cinsiyete gore degisim yiizdelerinde
olusan en biiyiik farkin sirastyla saglik, hiz ve hijyen konularinda oldugu ve kadinlarin bu konularda erkeklere
oranda daha duyarli oldugu belirlenmistir.
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The study examined the change in customer complaints about takeaway during COVID-19. The data of the
study were obtained from www.sikayetvar.com by scanning the complaints of customers who ordered food
online from www.yemeksepeti.com. In order to reach meaningful statistical results in line with the purpose of
the study, a total of 800 complaints were reviewed, 400 of which were backward and 400 of which were
forward from March 21, 2020. The reviewed data were coded in two groups as before COVID-19 and during
COVID-19. The codes created in the light of the studies in the literature on the subject were determined as
payment, speed, taste, hygiene, health, heat, incomplete delivery, behaviour, and return, respectively.
According to the frequency analysis, while the first five rankings in customer complaints before COVID-19
were behaviour, payment, speed, return, and incomplete delivery, it was determined that this order was ranked
as taste, hygiene, speed, health and heat during COVID-19. It was revealed that the biggest difference in
percentage change in the customer complaints based on gender during COVID-19 was in health, speed, and
hygiene respectively, and women were found to be more sensitive to these issues than men.
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GENISLETILMIiS OZET

Korona viriisiin (COVID-19) Aralik 2019 tarihinde ortaya ¢iktig1, baslangigta hayvandan insana bulastigi sonrasinda ise insandan insana
damlacik veya temas yoluyla bulasarak yayildig1 iddia edilmektedir. Ulkelerin COVID-19 salginina kars1 hazirliksiz olmasi bu nedenle
de alinacak tedbirlerde bazi gecikme ve karmasalarin yasanmasi, ilave olarak hastaligin bulagsma hizinin yiiksek olmasi sebebiyle
epidemik yayilimin pandemiye doniistiigii goriilmiistiir.

Beklenmedik bir hizla tiim diinyay: etkisi altina alan COVID-19’a karsu iilkeler yayilimi durdurmak ve kendi izolasyonlarini saglamak
icin sinirlarini kapatmas, iilke iginde serbest dolagimi sinirlandirmis ve bdylece sosyokiiltiirel etkilesimi en aza indirmeye ¢alismislardir.
Tiirkiye’de de COVID-19’a yonelik bazi radikal tedbirler alinmig ve alinmaya da devam edilmektedir. Bu tedbirlerin baginda seyahat
kisitlamasi, belirli yas araliginda olan (65 yas ustii ve 20 yas alt1) vatandaslara sokaga ¢ikma yasagi, viriisiin yaygin oldugu yerlerin
karantina altina alinmasi, bir ¢ok igyerinin gegici olarak kapatilmasi, sosyal izolasyon, herhangi bir nesneye ve/veya insana temas
etmeme ve sosyal mesafe gelmektedir.

Alman bu radikal ve olaganiistii tedbirlerin insanlarin yasam big¢imi, aliskanliklar1 ve davraniglarinda bazi degisimlere sebep olmasi
kagimnilmazdir. Bu degisimlerden birinin de paket yemek siparisi aliskanliklarinda oldugu diistiniilmektedir. Ciinkii yukarida s6z edildigi
iizere birgok isletmenin faaliyeti gegici olarak durdurulmustur. Bu isletmelerin baginda da yiyecek igecek isletmeleri gelmektedir. S6z
konusu yiyecek igecek isletmelerinin yerinde hizmet vermesi askiya alinmig, sadece paket yemek hizmeti vermelerine miisaade
edilmistir. Gerek sokaga ¢ikma kisitlamalari, gerekse yiyecek igecek isletmelerinin sadece paket servis hizmeti vermelerine miisaade
edilmesi insanlarin evden paket yiyecek igecek siparis verme sikligini arttirdigi tahmin edilmektedir.

COVID-19 oncesinde de paket yemek hizmeti veren yiyecek igecek isletmelerinin bu siiregte yukarda bahsedilen sebeplerden otiirti
faaliyetlerinin artmis olmasi kaginilmazdir. Ote yandan paket yemek hizmetine ilk defa zorunlu olarak COVID-19 sebebiyle baslayan
isletmelerin acemiliklerinden kaynaklanan bazi eksiklik ve aksakliklarin olmasi da dogaldir. Yine COVID-19 siirecinde miisterilerin
ozellikle hijyen, saglikli, ddeme ve teslim hizina yonelik beklentilerindeki hassasiyetlerinin artma olasilig1 ongoriilebilir bir gercektir.
S6z konusu bu ve benzeri sebepler nedeniyle miisteri sikayetlerinde de bu dénemde bir degisimin olabilecegi varsayilmaktadir. Bu bakis
acisindan hareketle bu caligma kapsaminda paket yemek hizmeti alan miisterilerin sikdyetlerinin COVID-19 siirecinde degisip
degismedigi, degisti ise hangi yonde degisim gosterdigi incelenmistir.

Arastirmada yontem olarak kodlamaya dayali igerik analizi kullanilmistir. Caligma kapsaminda oncelikle tiiketicilerin sikayetlerini
¢evrimici olarak kaydettikleri internet sitelerinden en etkili olan www.sikayetvar.com.tr sitesinde, www.yemeksepeti.com {izerinden
yemek siparisi veren miisterilerin sikayetleri taranmigtir. Taramanin yapildigi tarih itibartyla s6z konusu sitede konuyla ilgili toplamda
3138 sikayet kaydinin oldugu goriilmiistiir. Calismanin amacina yonelik anlamli istatistiki sonuglara ulasabilmek amaciyla 21 Mart
2020 tarihinden geriye dogru 400 ve ileriye dogru da 400 olmak iizere toplamda 800 sikayet kaydi taranmistir. Tarih olarak 21 Mart
2020°nin alinmasinin amaci, bu tarih itibariyla Tiirkiye’de COVID-19 siirecinin baglamis oldugu varsayimidir. Tarama siirecinde sikayet
kaydinda bulunan kullanicilarin isimlerinden cinsiyetleri belirlenmeye ¢alisiimis, boylelikle miisteri sikayetlerinin cinsiyet anlaminda
farklilik gosterip gostermediginin incelenebilecegi varsayilmistir. Ulagilan sikayetler COVID-19 6ncesi ve COVID-19 siireci olarak iki
grupta diizenlenerek ayr1 ayri kodlamaya tabi tutulmustur. Bu siiregte kodlama yapilirken literatiirdeki ilgili ¢aligmalardan
yararlanilmistir. S6z konusu ¢alismalar 151¢inda taranan sikayet kayitlari toplam 9 kod altinda toplanmistir. Bu kodlar sirasiyla, 6deme,
hiz, lezzet, hijyen, saglik, 1s1, eksik teslimat, davranig ve iade olarak belirlenmistir.

Arastirmada COVID-19 o6ncesine yonelik yapilan taramada 400 sikayet kaydina 49 giinde, COVID-19 siirecine yonelik yapilan
taramada ise 400 sikayet kaydmna 38 giinde ulagilmigtir. Bu durum COVID-19 siirecinde miisteri sikayet kayitlarmin arttigini
gostermektedir. Bu artis paket yemek hizmeti veren isletmelerde yasanan is yogunlugundan kaynaklanmis olabilecegi gibi, bu
olaganiistii siirecte miisterilerde olusan bazi hassasiyetlerden kaynakli da olabilir. Paket yemek hizmeti veren isletmelerin miisteri
memnuniyet ve miisteri bagliligi agisindan son derece 6nemli olan bu sikdyet artigin1 géz ardi etmemeleri, soz konusu sikayetlerle ilgili
aksakliklari tespit edip derhal ortadan kaldirmaya yo6nelik ¢aligmalar yapmalari 6nerilmektedir.

Verilere yonelik yapilan analiz sonucuna gére COVID-19 siirecinde sikayet kaydinda bulunan erkeklerin sayist 288’den 267’ye
gerilerken, kadinlarm sayis1 112°den 133’e yiikselmistir. Bu durum kadin miisterilerin COVID-19 siirecinde 6zellikle saglik ve hijyene
yonelik hassasiyetlerinden kaynakli olabilir. Paket yemek hizmeti veren isletmelere bu siirecte ve devaminda saglik ve hijyen konularina
daha fazla 6zen gostermeleri 6nerilebilir. Ote yandan arastirmacilara COVID-19 siireci sona erdiginde benzer ¢alismalar yaparak
sonuglari karsilastirmalar1 6nerilmektedir.

Tiiketicilerin sikayet siralamasina yonelik yapilan analiz sonucuna gore ise COVID-19 6ncesi miisteri sikdyet siralamasinda ilk dort
siray1 davranig, 6deme, hiz ve iadenin aldigi, COVID-19 siirecinde bu siralamanin lezzet, hijyen, hiz ve saglik olarak degistigi
belirlenmistir. Bu degisimin yasanan olaganiistii siirecin etkisiyle miisterilerde saglik ve hijyene yonelik hassasiyetten ve yine ayni
siirecte paket yemek hizmeti veren igletmelerde yasanan yogunluktan kaynaklanabilecegi tahmin edilmektedir. Bu baglamda isletmelere
yogunlugu karsilamaya calisirken saglik ve hijyenden 6diin vermemeleri, 6te yandan calisanlarinin gerek ¢alisma saatlerini gerekse
calisma kosullarini ihmal etmemeleri, onlarin motivasyonlarini arttirict maddi ve manevi uygulamalari devreye sokmalari
onerilmektedir. Arastirmacilara Paket yemek hizmetinde c¢alisanlarin ise baglilik ve motivasyon diizeyleri ile isten ayrilma ve/veya
titkenmislik diizeyleri konularinda ¢aligmalar yaparak sonuglari karsilastirmalar1 dnerilmektedir.

COVID-19 siirecinde miisteri sikayeti konularinin cinsiyete gore siralamasindaki farka yonelik yapilan analize gore en 6nemli farkin
saglik, hijyen ve hiz konularinda meydana geldigi tespit edilmistir. Bu farkin kadin miisteriler lehinde oldugu bu nedenle paket yemek
hizmeti veren isletmelerin zaten dikkat etmeleri gereken bu konulara, 6zellikle kadin miisterilerin siparisi siirecinde azami 6zen
gostermeleri 6nerilmektedir.

Caligma kisith siirede ve miisterilerin ¢evrimici sikayet kayitlarinin igerik analiziyle yapilmigtir. Arastirmacilara konuya yonelik saha
calismalar1 yapabilecekleri ve boylece sonuglarin genellemesine daha fazla katkida bulunabilecekleri onerilebilir. Bununla beraber saha
calismalarmin tekrarl ve farkli hizmet tiirleriyle de (Fast-food, 1zgara iiriinler, hamur isleri, sulu yemek vs.) yapilarak sonuglarmin
degerlendirilebilecegi diisiiniilmektedir.
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Introduction

It is claimed that coronavirus (COVID-19) spread from animal to human in a seafood
and livestock market in Wuhan, China in December 2019, and then spread from person to
person through droplet or contact (Ustiin and Ozgiftei, 2020). The epidemic spread turned into
a pandemic due to the fact that countries were unprepared for the COVID-19 epidemic and
that's why there were some delays and confusion in the measures to be taken, and that
transmission rate of the disease is high as well (VanderWeele et al., 2020).

Countries closed their borders in order to stop the spread and to ensure their own
isolation, restricted free movement within the country and thus tried to minimize sociocultural
interaction against COVID-19, which has affected the whole world at an unexpected rate. Some
radical measures against COVID-19 were also taken in Turkey and are continuing to be taken.
The most important of these measures include travel restrictions, curfews on people within a
certain age range (over 65 and under 20), quarantine of areas where the virus is widespread,
temporary closure of many workplaces, social isolation, no contact with any objects and/or
people and social distance (TR Ministry of Interior, 2020).

It is inevitable that these radical and extraordinary measures will cause some changes in
people's lifestyles, habits and behaviours. One of these changes is envisaged to be in takeaway
orders. This is because, activities of many businesses are temporarily suspended as mentioned
above. And food and beverage companies are the leading ones among them. The on-site service
of these food and beverage companies has been suspended, and they are only allowed to provide
takeaway service. It is estimated that both the curfew restrictions and allowing food and
beverage establishments to only provide takeaway services increase the frequency of people
ordering takeaway.

It is inevitable that the activities of food and beverage businesses that provide takeaway
service before COVID-19 have increased due to the reasons mentioned above. In addition, it is
natural that there are some deficiencies and setbacks arising from the inexperience of the
enterprises that started takeaway service for the first time by necessity due to COVID-109.
Again, during COVID-19, it is a foreseeable fact that the sensitivity of customers' expectations
of hygiene, health, payment, and delivery speed will possibly increase. Due to these and similar
reasons, it is assumed that there may be a change in customer complaints in this period.

Customer complaint is defined as a negative feedback that emerges after purchase and
means that their expectations are not met. Businesses view customer complaints as one of the
most important communication tools between the customer and the business. The reason for
this is that customer complaints are evaluated as direct tips from customers without waiting for
other warnings about the market for businesses (Demirel, 2007). Businesses regard customer
complaints as a fast and economical feedback mechanism that they will use in the production
stage, service process and while focusing on the market in order to meet their customers' needs
in the most ideal way. In this respect, businesses consider customer complaints as a marketing
tactic (Barlow and Moller, 2009; Fisk, 2010). It is claimed that businesses that consider
customer complaints an opportunity and can satisfy their customers by making use of this
opportunity correctly can regain their customers (Yilmaz et al. 2016). For this reason, it is
claimed that the satisfaction of the customer in purchasing goods and services is as important
as the satisfaction of the customer after the complaint (Kuo and Wu, 2012).

According to research, it is suggested that an increase of 0.02 in customer retention may
result in a decrease of 0.10 in general expenses and thus a profit growth in the same rate
(Odabasi, 2009). For this reason, it is extremely important for businesses not to miss customers
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for whom they have spent time, effort and money and to continue to do so. In addition, it is
argued that satisfaction and loyalty of customers whose complaints are evaluated and resolved
are higher compared to their level of satisfaction and loyalty before their complaints (Bailey,
1994).

As can be understood from the explanations made above, it is extremely important for
both customers and businesses to consider customer complaints and resolve them immediately.
From this point of view, the present study will examine whether the complaints of customers
who receive takeaway service have changed during COVID-19, and if so, in which direction
they have changed. Thus, in line with the scientific results, recommendations can be made to
both businesses and researchers who plan to work in this field.

Literature Review

In the literature review, it has been observed that the studies conducted on the
complaints of customers who receive takeaway service directly are quite limited, but there are
a large number of studies on customer complaints in food and beverage establishments. Some
of these studies are given below in a chronological order.

Cuhadar and Asiroglu (2019) examined online customer reviews and evaluations made
on yemeksepeti.com website for an international pizza delivery business operating in Eskisehir.
In the study, a total of 695 online reviews were examined, and the results indicated that the
customers mainly commented on taste, service, and speed.

Kogoglu and Kiyict (2018) analyzed the complaint behaviours of restaurant customers
in Ankara through the data they obtained from 604 restaurant customers. According to the
results of the analysis, it was determined that the majority of the customers reported their
complaints to the restaurant management first, that they were pleased to be provided with
feedback regarding their complaints, but that they were thinking to change their restaurant
preferences if their complaints were not resolved. In addition, it was found that complaint
behaviours differed depending on the demographic characteristics of the customers (gender,
age, marital status, education level, and income status).

A study conducted by Sahin et. al. (2018) in Alagati on the e-complaint behaviours of
Gastronomy tourists, it was found that customers who experienced the restaurants operating in
Alagati had complaints about the problems caused by the pricing most. It was determined that
these complaints were related to high prices, the gap between the service provided and the price
requested, and the lack of information about prices in the menus. In addition, it was observed
that complaints about the problems arising from the product should not be underestimated, and
that especially the complaints such as the presence of different food odours in the ordered food,
and the lack of ergonomic restaurant furniture were repeated frequently.

Erdem and Yay (2017) analyzed the customer complaints on tripadvisor.com regarding
the restaurants operating in Antalya. According to 106 reviews of 5 restaurants which were
examined, the restaurant customers complained about the staff, food and beverages, service,
price, service environment and menu, respectively.

The complaints shared on tripadvisor.com for food and beverage businesses operating
in Kahramanmaras were examined by Tastan and Kizilcik (2017). The results of the analysis
indicated that the complaint elements centred upon the category of complaints related to food
and beverages, and the taste element was targeted most in this context.
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Giiler et al. (2016) analyzed the customer complaints on tripadvisor.com about
businesses serving local foods in Mersin and Hatay. According to the results of the analysis, it
was observed that the complaints mostly gathered under the dimensions of food problems,
service delivery, staff problems and other problems. It was determined that the complaints
under these dimensions arose due to problems of taste, personnel attitude, food authenticity,
and fair price.

A research on customer complaint behaviours was carried out by Albayrak (2013) in
first class restaurants in Istanbul. The results revealed that the customers mostly encountered
problems with the staff and that the complaint behaviours of the customers differed according
to their demographic characteristics (age, gender, education, income, etc.).

As can be seen in the studies listed above, the complaints of the restaurant customers
are concentrated on subjects related to price, taste, service quality, menu variety, service
environment and food authenticity. As revealed in the studies, it is understood that the
customers care about the positive feedback about their complaints, and that they consider
changing their restaurant preferences if there is no feedback or the problem is not solved.

In line with these data, the study sought an answer to two main research questions:

RQ1: What complaints do takeaway customers have?

RQ2: Have the complaints of takeaway customers changed during COVID-19?
Method

Content analysis based on coding was employed in the study as the method. Content
analysis starts by determining the analysis categories of the message (customer complaint
within the scope of this study). Categories of analysis are related to the aspects that are
interested in the message and aimed to be revealed (Bilgin, 2006). In this way, it becomes
possible to reach the concepts and relationships that can explain the collected data (Yildirim
and Simsek, 2013).

Within the scope of the study, the complaints of customers who ordered food from
www.yemeksepeti.com were scanned on www.Sikayetvar.com.tr. As of the date of the
scanning, there were a total of 3138 complaints on the website. In order to achieve meaningful
statistical results in line with the purpose of the study, a total of 800 complaints were scanned,
400 of which were backwards and 400 of which were forward from March 21, 2020.

The reason for choosing the starting date as March 21, 2020 is the assumption that
COVID-19 process started in Turkey as of this date. This is because on March 21 the Ministry
of Interior issued an order to declare that people within a certain age range were prohibited from
going out onto the streets and many businesses, including food and beverage businesses, were
suspended. The measures and regulations continued in the circulars of the Ministry of Interior
that are issued after this date, and in these circulars it was stated that entry and exit was banned
for a total of 31 provinces, including 30 provinces with metropolitan status and the province
Zonguldak, that weekend curfews would be imposed, and wearing masks were made mandatory
(T.R. Ministry of Interior, 2020). While scanning the complaints, the researchers tried to
determine the gender of the users who made complaints, which would make it possible to
examine whether the customer complaints differed in terms of gender. During the backward
scanning made from March 21, 2020, records of 400 complaints were obtained on February 1,
2020 (49 days). In the forward scanning made from March 21, 2020, records of 400 complaints
were obtained on April 27, 2020 (38 days).
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The complaints obtained were coded separately in two groups as before COVID-19 and
during COVID-19. Studies by Liu and Jang (2009) and by Giiler et al. (2016) were benefited
during the coding process. In the light of these studies, the complaints scanned were collected
under a total of nine codes. These codes were determined as payment, speed, taste, hygiene,
health, heat, incomplete delivery, behaviour and return, respectively.

Analysis and Findings

The analyses started with the transfer of the scanned data to the computer. The results
of the analysis performed on the transferred data and the findings are illustrated in tables below.

Table 1: Gender Distribution of The Customers Who Made Complaints

Before COVID-19 During COVID-19
Gender Frequency % Frequency % % Change
Male 288 72,0 267 66,8 -5,2
Female 112 28,0 133 33,2 52
Total 400 100,0 400 100,0 0

Table 1 comparatively presents the gender distribution of the customers who made
complaints before COVID-19 and during COVID-19. As can be seen in the table, 288 of 400
complaints were made by males before COVID-19 while this number decreased to 267 during
COVID-19. On the other hand, the number of females who made complaints went up to 133
during COVID-19 whereas it was 112 before COVID-19. These figures show that the
complaints of females increased compared to males during COVID-109.

Table 2: The Themes of the Complaints Made By The Customers

Before COVID-19 During COVID-19
Complaint Themes Frequency % Frequency | Frequency % Change
Behaviour 99 24,8 24 6,0 -18,8
Payment 76 19,0 25 6,3 -12,7
Speed 74 18,5 65 16,3 -2,2
Return 54 13,5 14 3,5 -10,0
Incomplete Delivery 42 10,5 36 9,0 -1,5
Hygiene 21 53 67 16,8 11,5
Taste 17 4,3 70 17,5 13,2
Heat 14 3,5 37 9,3 58
Health 3 0,8 62 15,5 14,7
Total 400 100 400 100 0

Table 2 illustrates the themes of the complaints made by the takeaway customers and
the percent change before and after COVID-19. As can be seen in the second column in the
table, the three most common themes of the complaints made by the customers before COVID-
19 included behaviour, payment and speed, respectively, and they were followed by return,
incomplete delivery and hygiene. As revealed in the same column, the three lowest ranking
themes were taste, heat and health, respectively. When we look at the fourth column, which
contains the figures related during COVID-19 in the table, it is seen that the first three themes
that the customers complained about most in during COVID-19 were taste, hygiene and speed,
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respectively, which were followed by health, heat and incomplete delivery, respectively. In the
same column, the lowest ranking themes included payment, behaviour and return, respectively.

The last column of the table demonstrates the percentage changes in the themes of
customer complaints during COVID-19. As pointed out in the column, the greatest negative
percentage change in the themes of customer complaints was observed in behaviour (18.8%),
payment (12.7) and return (10.0), respectively. As can be seen in the same column, the greatest
positive change was determined to be in health (14.7%), taste (13.2%) and hygiene (11.5%),
respectively.

Table 3: The Themes of Customer Complaints by Gender
Before COVID-19 During COVID-19

Themes of the Gender
complaints Frequency % Frequency % % Change
Behaviour Male 74 25,7 19 71 -18,6
Female 25 22,3 5 3,8 -18,5
Payment Male 57 19,8 20 7,5 -12,3
Female 19 17,0 5 3,8 -13,2
Speed Male 48 16,7 57 21,3 4,6
Female 26 23,2 8 6,0 -17,2
Return Male 43 14,9 13 4.9 -10
Female 11 9,8 1 0,8 -9
Incomplete delivery Male 28 3.7 28 10,5 08
Female 14 12,5 8 6,0 -6,5
Hygiene Male 15 5,2 38 14,2 9
Female 6 5,4 29 21,8 16,4
Taste Male 13 4,5 48 18,0 13,5
Female 4 3,6 22 16,5 12,9
Heat Male 8 2,8 23 8,6 5,8
Female 6 5,4 14 10,5 51
Male 2 0,7 21 79 7,2
Health Female 1 0.9 41 30,8 20.9
Total Male 288 100 267 100 -
Female 112 100 133 100 -

Table 3 presents the distribution and changes of customer complaints by gender before
and during COVID-19. In the table, the 3rd and 4th columns include the frequency and
percentage distribution of the complaints before COVID-19, and the 5th and 6th columns
demonstrate the frequency and percentage distribution of the complaints during COVID-19. As
seen in the 3rd and 4th columns, the ranking of the complaints made by males before COVID-
19 is as behaviour, payment, speed, return, incomplete delivery, hygiene, taste, heat, and health,
respectively, while the ranking of the complaints made by females is listed as speed, behaviour,
payment, incomplete delivery, return, hygiene, heat, taste, and health, respectively.

When the 5th and 6th columns are examined in the table, the priority ranking of males
during COVID-19 is as speed, taste, hygiene, incomplete delivery, heat, health, payment,
behaviour and return, respectively. However, the ranking of the complaints made by females is
given in the same columns as health, hygiene, taste, heat, speed, incomplete delivery, behaviour,
payment, and return, respectively.

The last column of the table illustrates the percentages of change in customer complaints
based on gender during COVID-19. As revealed in the column, the biggest difference in the
percentages of change based on gender occurred in health (22.7%), speed (22.3%) and hygiene
(7.4%), respectively.
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Conclusion and Recommendations

As stated in the method section of the research, 400 complaints were recorded within
49 days before COVID-19 and 400 complaints were recorded in 38 days during COVID-19.
This shows that the records of customer complaints increased during COVID-19. It is
understood that an average of 8,16 (400/49 = 8,16) customer complaints were made before
COVID-19, and this number increased to 10.52 (400/38 = 10.52) during COVID-19. This
increase may have resulted from the workload experienced in takeaway service, or it may have
been caused by certain sensitivities of the customers in this extraordinary process. It is
recommended that the companies that provide takeaway service should not ignore this increase
in complaints, which are essential in terms of customer satisfaction and customer loyalty, and
should work to identify and eliminate the problems related to these complaints immediately.

As pointed out in Table 1 under the title of analysis and findings, the number of males
who recorded complaints during COVID-19 decreased from 288 to 267, while the number of
females increased from 112 to 133. This situation may be due to the sensitivity of female
customers especially to health and hygiene during COVID-19. As can be seen in Table 3, these
two themes are the two highest ranking themes. Companies that provide takeaway service may
be suggested to pay more attention to health and hygiene issues in this process and beyond. In
addition, when the COVID-19 is over, researchers are advised to conduct similar studies and
compare the results.

As revealed in Table 2, while the highest ranking four themes of the customer
complaints before COVID-19 include behaviour, payment, speed, and return, this order changes
during COVID-19 as taste, hygiene, speed, and health. It is estimated that this change may have
been caused by the sensitivity of customers to health and hygiene issues and the workload
experienced in the companies that provide takeaway service with the impact of the
extraordinary process. In this context, businesses are recommended not to compromise on
health and hygiene issues while trying to meet the heavy workload, not to neglect both their
working hours and working conditions, and to activate material and moral practices that
increase their motivation. Researchers are advised to conduct studies on the commitment and
motivation levels of those working in takeaway service and their leave and/or burnout levels
and then to compare the results.

As pointed out in Table 3, the most important difference in the ranking of the complaint
themes based on gender occurs in health, hygiene, and speed during COVID-19. This difference
is in favour of female customers, so it is recommended that businesses that provide takeaway
service should pay attention to these issues that should already be taken into consideration,
especially in the orders of female customers.

The study was carried out in a limited time and through the content analysis of the online
customer complaints. It can be suggested that researchers do field studies on the subject and
thus contribute more to the generalization of the results. In addition, the results of the field
studies can be evaluated by conducting studies repeatedly and with different types of services
(Fast food, grilled products, pastries, stew or vegetable meals etc.).
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