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A Method for Identifying New Customer Needs
from User Reviews Using ChatGPT
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Abstract Identifying customer needs and improving products and services accordingly is essential for
survival and growth in modern business. It's important to do this successfully because it's directly related
to increasing customer satisfaction and making the products more competitive. However, user reviews
are characterized by unstructured data, which requires various stages of processing for analysis. Due to
the need for specialized knowledge and skills to analyze reviews and apply appropriate solutions, small
business owners often find it challenging to quickly adopt and reflect customer needs. Therefore, this
paper proposes a method that utilizes ChatGPT to identify important and new words in user reviews to

derive new customer needs.
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