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Mining customer knowledge for tourism new product

development and customer relationship management
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6. Conclusion

Customers’ needs and wants are a sensitive and complicated, if
a firm can understand them and make efforts to fulfill their wants
and provide friendly service then the customer will be more sup-
portive to the enterprise. During the process of developing from
the product concept to the actual product itself, the customer
can only passively receive new information, and can only select
from the products that are currently on sale in the market. No mat-
ter which type of product, the customer cannot individually come
up with a product concept and then develop it. Furthermore, buy-
ing what is available on the market does not mean that customers
are satisfied with the current product, because the customers’ pref-
erences and experiences were not considered in developing the
product so they can only accept the product as it is. As a result,
tourism firm has responsibility to develop products that fulfill
the customers’ needs and wants, as this will increase the tourism
firm’s competitiveness and it is an essential criterion to earning

higher profits. This paper proposes Apriori algorithm as a method-
ology of association rule and clustering analysis for data mining,
which is implemented for mining customer knowledge from the
case firm. Knowledge extraction from data mining results is illus-
trated as knowledge patterns, rules, and knowledge maps in order
to propose suggestions and solutions to the case firm for NPD and
CRM.
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