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A Study of the Network Shopping Industry Service Quality
Evaluation Model Based on BP Neural Network

——Taking Taobao as an Example

HU Mei, QIN Xiang-bin
(School of Management, Tianjin University of Technology, Tianjin 300384, China)

Abstract: The authors of this paper employ the service blueprint theory to emulate the network
shopping industry service processes, analyze the failures, customers waiting, decision-making,
shopping experiences, and other key points, find out the main factors influencing customers’ per-
ception of the service quality of network shopping industry, classify the key points, establish a
network shopping industry service quality evaluation index system based on BP neural network
and a network shopping industry service quality model, and makes an empirical analysis of
Taobao to test them. The results show that the BP neural network agrees with the nonlinear rela-
tion between the service quality level and each evaluation index, and has better prediction per-
formance.
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