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Identifying factors influencing consumer satisfaction
in the pharmaceutical e-commerce sector

——A study based on online reviews of Anti-Cold Drugs
Hu Xiaozheng, Dong Jingfeng, Tao Xinmin

(School of Civil Engineering and Transportation, Northeast Forestry University, Harbin 150040, China)

Abstract: This paper takes consumer satisfaction as the entry point and focuses on the optimization path of service quali-
ty in pharmaceutical e-commerce platforms, aiming to provide data-driven support for the precise improvement of service quali-
ty. Based on 60 396 valid review entries for anti-cold medications, a three-dimensional analytical framework encompassing text
mining, topic feature extraction, and influencing factor ranking was constructed. The LDA topic model was employed to deter-
mine the optimal number of topics and to uncover latent themes within the review texts, identifying seven core influencing fac-
tors, including logistics delivery service and drug pricing. Subsequently, using the document - topic probability distribution
vectors from the reviews as input features, an XGBoost classification model was developed. By comparing its performance a-
gainst models such as logistic regression, random forest, support vector machine, and CatBoost across five performance met-
rics(e.g., accuracy) » the proposed model was demonstrated to exhibit superior adaptability to the dataset. After parameter op-
timization, the model achieved optimal performance, and the importance scores of the features were output. The findings reveal
significant differences in the factors influencing consumer satisfaction across different dosage forms of medications, thereby
providing robust theoretical support for research on consumer behavior in pharmaceutical e-commerce.

Keywords: consumer satisfaction; online reviews; LDA topic model; XGBoost; factors
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Tab. S1 Sample online review data
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Tab. S2  Topic-specific high-frequency terms and rerm probability

Exl AR 15 45 1) ) HE %
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M55 25 B, WAt /AR Rl B L DA% 0.024 8,0.020 8,0.018 9,0.018 4,0.018 4
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