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Abstract Among the customer—oriented data used to comprehend the customer, the user review data has
received much attention as it provides insights into customer opinion in a detailed and large—scale manner;
many customers have come to rely upon and trust the user reviews. Many application developers are
cognizant of the importance of user reviews, so they monitor and respond to these reviews. However, due to
the absence of a systematic method, developers have been investing their time and money without clear
correlation to the customer satisfaction. Therefore, this paper suggests a systematic method to select user
reviews from the application market using the Kano Model that deals with customer satisfaction and service
quality, thereby maximizing the customer satisfaction under the given time period and budget. This method is
constructed in the following phases: the user review collection and requirement elicitation phase in which
the developers collect user reviews from the application market and elicit requirements, the Kano Model
application and selection phase in which the Kano Model is applied to the elicited requirements and
selection occurs based on the quality type, and the stakeholder review and redefinition phase in which
relevant personnel gather to review and redefine requirements from an internal perspective.
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