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Designing a product recommendation system based on analysis of conversation between a sales person
and customers
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The aim of this study is to create a communication model of sales persons in real stores for creating a helpful
recommendation system that can actively support customers' product seeking processes. In online shopping, customers who
do not have enough knowledge on products have difficulty that they cannot choose appropriate products because there are no
active supports for customers. Ordinary online shopping sites just provide information on products. Meanwhile, sales persons
in real stores assist customers' shopping process actively by clarifying their needs, providing information on products, and
recommending appropriate products. We analyzed conversations between a sales person and a customer in an electronics
retail store, and create a communication model based on the analysis of conversations. Analysis results and a prototype model
of communication between a sales person and a customer are described.
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