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Research on Multi — channel’s Knowledge Acquisition Frame
for Customer Requirements Based on Web
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Abstract: Customer requirements knowledge is most important for enterprise to product design. When a customer browses some Web
pages, inquiries and puts forward his opinion, his tendency and fancy of a certain product may leave. In view of this, carries out a multi
— channe]’ s knowledge acquisition frame for customer requirements based on Web, and lists four channels to obtain customer require-
ments in order to set up customer attention degree matrix(CA) and customer satisfaction degree matrix(CS). The four kinds of channels
are customer browsing way on webs, product inquiries of customer, BBS in website and customer’s complaints. An algorithm is followed

to synthesize the degrees of customer attention and customer satisfaction in order to get customer requirement degree matrix(CR) , which

can guide significantly in new product design process.
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