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Abstract

Purpose: The product design and development period behind the
closed doors of the companies' research and development unit has
ended. Companies must survive in the current turbulent era, take
advantage of the knowledge available in the surrounding world,
move towards open innovation, and create shared value. The
customers and final consumers are the most important part of the
value chain of any business, and one of the most important
sources of information among them is their preferences and
reviews. These resources are generally uploaded and stored on
the Internet, online shopping and selling sites, social media, and
other similar databases. Accordingly, it will be vital to use the
reviews and experiences of customers in the process of
developing new products. Considering the importance of this
issue, this research was compiled with the aim of analyzing the
approaches of using customer experiences in this field.

Method: The method used in this research is a combination of
bibliometric review and content analysis method. For this
purpose, the web of science database was used as a reference, for
identifying and extracting articles, and the existing
communication networks in this field between authors,
institutions, articles and keywords were extracted. Then, by
studying the text of the articles using the content analysis method,
various dimensions of using customer experiences in the
development of new products have been extracted and explained.

Findings: In the bibliometric review section, the communication
network between key authors, keyword network, communication
network between institutions and reference network of articles in
this field are displayed and the top of each section is described in
detail. In addition, the results of the content analysis section show
that NLP, PERTEX and sentiment analysis machine learning
algorithms are the most used algorithms for this purpose. In
addition, the areas of application of this category of methods are
in cases such as electronic appliances, home appliances, cameras,
entertainment and food, where electronic appliances have been
the most used in these areas. The largest share of the application
of this category of methods from the perspective of data type is
also related to the experiences and online reviews of customers
on Internet websites.

Conclusion: The results of this research show that in order to use
customer experiences in the process of developing new products,

first of all, data sources related to customers should be selected,
which include customer opinions, customer complaints, product
weaknesses and strengths, interviews with them, Patents and
other such cases. Then these data should be pre-processed and
analyzed using methods based on text processing. The most
important of these methods include processing emotions and
processing the relationship between words. Finally, using the
resulting analysis, based on the opinions of the customers, parts
of the products that were not liked by the customers should be
removed or modified, and the strengths of the products that were
liked by them should be used as leverage in the product
development process.

Keywords: new product development; customer experience;
customer review; data mining; content analysis
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