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Abstract: [Objective/ Significance]This paper proposed a customer satisfaction evaluation method of logistics service industry
based on convolutional neural network, which is an important reference value for people to understand the actual operation of
logistics scientifically and objectively and improve logistics services. [Methods/Process]The article used web crawler technology,
word frequency statistics and topic analysis to derive five logistics service characteristics, then constructed a convolutional
neural network text classification model to classify logistics review information, and finally assigned a score to logistics service
satisfaction. [Results /Conclusions]The experimental results show that among the logistics service characteristics of online fresh
products, convenience, reliability, promptness, integrity and friendly are the service characteristics that consumers are concerned
about, while consumers are most concerned about integrity and least concerned about promptness, and the customer satisfaction
score of logistics service industry is obtained. This paper finally selected fresh food logistics as a case study for customer
satisfaction evaluation, with a view to extending to more logistics service industry evaluation applications.

Keywords: Logistics service industry; online reviews; convolutional neural network; satisfaction evaluation
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