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OZET

Covid 19 salgin déneminde 6zellikle e-ticaret temelli artan is yogunluklar1 ve ekonomik canlilik icin
oynadiklari kilit rol ile kargo sirketleri dikkate deger bir kriz yonetimi uygulamaktadir. Bu arastirma,
orgiitlerin COVID 19 kriz ydnetimi aksiyonlart ile kriz donemi calisan deneyimlerini karsilastirmali
olarak ele almaktadir. Bursa ve Istanbul illerinde farkli kargo sirketlerinde calisan bes operatdr ve
sekiz kurye ile yar1 yapilandirilmig miilakatlar gergeklestirilmistir. Caliganlarin deneyimledigi kriz
yonetimi uygulamalart ve onlarin kriz donemi c¢aligma deneyimleri aragtirmanin kapsamin
olusturmaktadir. Elde edilen bulgulara gore (1) kriz yonetimi uygulamalari calisanlarin kriz
doneminde gelisen kaygi ve korkularini ortadan kaldirmamaktadir; (2) kriz yonetimi uygulamalarinin
olumlu deneyimler insa etme kapasitesi olumsuz deneyimler insa etme kapasitesinin altinda kalmustir;
(3) bircok olumlu ve olumsuz deneyime temas edemeyen bir kriz yonetimi uygulanmistir; (4) olumlu
calisan deneyimlerinin gerceklesme ihtimalini arttiran en etkili kriz yonetimi uygulamasi “destekleyici
yonetim” iken; (5) olumsuz deneyimlerin gergeklesme ihtimalini arttiran en etkili kriz yonetimi
uygulamasi “calisma yogunlugu ve siirelerinin arttirilmas1” olmustur.
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ABSTRACT

During the COVID-19 pandemic, cargo companies have been applying a remarkable crisis
management, especially with the increasing e-commerce density and the key role that they play for
economic vitality. This study comparatively examines crisis management practices and employee
experiences of courier companies during the COVID-19 crisis. Semi-structured interviews have been
conducted with five operators and eight couriers working in different courier companies in Istanbul
and Bursa. Crisis management practices experienced by operators and couriers, and their working
experiences constitute the frame of this study. According to the findings (1) crisis management
practices do not help employees eliminate their anxiety and fears that developed during the crisis; (2
The capacity of crisis management practices to build positive employee experiences has fallen short of
their capacity to build negative employee experiences; (3) a crisis management that does not affect
many positive and negative experiences has been implemented by courier companies (4) The most
effective crisis management practice that increases the likelihood of positive employee experiences is
“supportive management”; (5) and the most effective crisis management practice that increases the
likelihood of negative employee experiences is “the practice of increasing workload and working
hours.”
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