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ABSTRACT

The world is facing the COVID-19 pandemic that has impacted economies and millions of people
worldwide. The fact that COVID-19 is highly contagious from person to person has greatly affected the
daily lives of people, and it has also had a devastating effect on many sectors, particularly the tourism
industry. In order to mitigate losses for the tourism sector and for it to gain a new dynamism under the
current pandemic conditions, monitoring and analyzing online reviews is an important factor for better
understanding the needs and desires of customers. The purpose of this study was to determine the main
topics in online reviews by foreign guests staying in Istanbul during the pandemic period using text mining
techniques. The information obtained as a result of the analysis is important in terms of understanding
how to manage the current situation, developing suggestions for solutions, improving service quality,
making future decisions, and adapting to the new normal.

INTRODUCTION

COVID-19, which started and emerged in one of China’s most populous cities, Wuhan, spread rapidly
as a result of being highly contagious from person to person and affected millions of people worldwide.
Many measures and practices have been put into effect to reduce interpersonal contact in order to slow
down the spread of COVID-19. As a result of the restrictions that occurred across the country of Turkey,
restaurants, shopping centers were closed, markets introduced limited hours, and curfews were started
where people had to spend most of their time at their homes. The rapid spread of COVID-19 from person
to person has not only been within individual countries but also has brought about travel restrictions
between countries.
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COVID-19, which has had a great impact on economic activity due to the ease of spread, severity
and mortality rate of the disease, uncertainty of appropriate policies, and individual behavior (Song,
Yeon, & Lee, 2021). The tourism sector was among the sectors most affected as a result of the stopping
flights between countries, the closure of hotels, and travel restrictions. The tourists’ fears about travel
itself as well as questions and uncertainty about conditions in the destination country and its inability to
manage risk have emerged as major obstacles to people traveling. According to United Nations World
Tourism Organization (UNWTO) World Tourism Barometer, international tourist arrivals fell by 72%
in January-October 2020 over the same period last year, and the decline in tourist arrivals in 2020 is
equivalent to a loss of about one billion arrivals and 1.1 trillion dollars in international tourism receipts
(UNWTO, 2020).

Travel restrictions, one of the decisions taken within the scope of COVID-19 measures, made tour-
ists feel anxious about travel. The most important issue in deciding on the travel after the pandemic is
safety, and hoteliers should pay attention to this issue. Customers are concerned about issues such as
how safe the place they stay in including whether the rooms are clean, the hygiene of the staff, and the
layout of the dining areas. In many areas, from transport to accommodation, in order to restore cus-
tomer confidence, a number of programs have been put into place in many countries including Turkey
where the Safe Tourism Certification Program, one of the first examples in the world, was put into use.
With this certificate, the people who want to vacation in Turkey may have confidence in a wide range
of services from transportation to accommodation and facilities’ professionals accommodating a wide
range of health conditions. Under the conditions of this certificate, accommodation, food and beverage
facilities, tour and transfer vehicles, congress and art facilities, theme parks, mechanical lines, and sea
tourism are audited at international standards within the framework of separate criteria, and reports are
issued as a result of the conformity assessment (TGA, 2020).

In this process, in order to minimize losses in the tourism sector and to revive the tourism sector by
gaining a new dynamism under the current conditions, both governments and businesses need to un-
derstand the concerns and fears of tourists and develop a strategy in this direction so that they can take
the necessary measures and make the necessary plans. Given the new rules and regulations on hygiene
and social distancing along with customers who are more anxious, companies in the sector need new
mechanisms to recover in the ongoing crisis (Breier, Kallmuenzer, Clauss, Gast, Kraus & Tiberius,
2021). One of the key points that can guide in determining these mechanisms and revitalizing the tourism
sector is the investigation of individuals’ perspectives. The purpose of this chapter is to determine the
sensitivities and concerns that tourists have in their travels during the pandemic period and to suggest
a series of regulations in this direction. In order to achieve this purpose, using text mining techniques,
the author conducted topic modeling to analyze the preferences, problems, and suggestions of foreign
guests staying in Istanbul regarding their accommodation and to make recommendations. A factor that
plays an important role in tourists’ travel decisions is the attractiveness of the destination. The reason for
choosing the hotels in Istanbul in the study is that Istanbul is one of the leading cities in its region with
its location, historical and cultural assets. As Istanbul acts as a bridge between the Asian and European
continents and is a transit route, it attracts many tourists. According to Euromonitor (2019) data, Istanbul
ranked 10th among the most visited cities in the world according to visitor arrivals in 2018. The fact
that Istanbul attracts not only visitors coming for cultural purposes but also tourists coming for business,
health and holiday purposes has made it a city that is visited not only in summer but almost every month
of the year. In the first part of the study, a review of similar studies was presented. In the next section,
the text mining technique used in the analysis was outlined. This was followed by data collection and
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