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Abstract

The rapid development of e-commerce has made online shopping platforms an essential channel
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for daily purchases. Among the core functionalities of these platforms, customer reviews play a sig-
nificant role in influencing purchasing decisions. However, issues such as fake reviews, malicious
reviews, and low-quality content have increasingly emerged, seriously affecting users’ trust in the
platform and consequently impacting its reputation and user retention. This paper starts by exam-
ining the current state of customer review management on e-commerce platforms, analyzing the
existing problems within the review system, and exploring the mechanisms through which these
issues affect user trust. It proposes a series of strategies to enhance user trust, including improving
the review mechanism, optimizing the presentation of reviews, strengthening merchant service
management, and enhancing platform regulation. Through case studies, this paper will highlight
both the successful experiences and shortcomings of well-known domestic and international e-com-
merce platforms in managing customer reviews. The aim is to provide reference for e-commerce
platforms to build a more robust customer review system, increase user trust, promote healthy and
sustainable development, and anticipate future directions in customer review management for e-
commerce platforms.
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