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Abstract A good relationship with customers is required to increase the value of
company. In order to built a good relationship with customers, it is necessary for
companies and customers to share the same sense of values. In this paper, the voices
of customers who share values with companies are grouped using factor analysis
and cluster analysis, and text mining is conducted. The results showed that the
groups that shared values ranged from improving existing products to proposing
new products. On the other hand, the group that did not share many values with
the company had a high ratio of not giving opinions. Therefore, promoting the

sharing of values with customers will help in value creation.
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