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Consumer Product Complaint Identification and Defect Feature Discovery
— Based on the BERTopic Model

TIAN Jingjing'" HONG Yaoyao® WEI Haixia® LIU Chengwei’ LIN Chunwei®
(1.Defective Product Recall Technical Center, State Administration for Market Regulation; 2. School of Management,
University of Science and Technology of China; 3. Faw-volkswagen Co., Ltd.)

Abstract: [Objective] This study aims to provide a basis for improving the quality and service of consumer goods, enhancing
consumer satisfaction and brand competitiveness, and promoting the orderly and healthy development of the consumer
goods market. [Methods] Utilizing 23,736 consumer complaint texts obtained from government official platforms between
2016 and 2021, this study applies the BERTopic model for topic mining to identify key themes and their evolutionary trends.
Furthermore, a network analysis of complaint topics is conducted to examine the associations between defect characteristics.

[Results] The analysis reveals that consumer complaints predominantly focus on quality defects in electronic products and
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inadequate after-sales service. Consumers exhibit a high level of concern regarding automatic shutdown issues caused by

mobile phone battery problems. The complaint topic network uncovers complex relationships within complaint content,

highlighting that issues related to repair and after-sales service serve as bridging nodes in the network. Additionally,

consumers demonstrate a strong emphasis on brands, with notable differences in complaint patterns across brands and

product categories. [Conclusion] The constructed topic model effectively identifies complaint categories, brands, and defect

characteristics while elucidating the intricate relationships among different complaint contents. Future research will expand

the sample scope and incorporate complaint texts from broader sources to enhance information mining.

Keywords: consumer product defects; BERTopic model; text mining; complaint topic network
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