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Abstract
With the vigorous development of global e-commerce, cross-border e-commerce customer service,
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as an important bridge connecting enterprises and international buyers, is increasingly experienc-
ing the problem of job burnout in the repetitive and high-intensity work. Timely prevention, iden-
tification and intervention in the job burnout of cross-border e-commerce customer service are of
great theoretical and practical significance for both personal growth and enterprise development.
This study focuses on the manifestation characteristics of job burnout of cross-border e-commerce
customer service. Through in-depth interviews and participatory observations, it is found that the
current manifestations of job burnout of cross-border e-commerce customer service mainly can be
summarized into three types: basic job burnout, attributed job burnout and developmental job burn-
out. Based on this, the personal and enterprise factors causing job burnout of cross-border e-com-
merce customer service are analyzed and discussed. Finally, from the perspective of social work, pre-
ventive and therapeutic intervention strategies are proposed. The therapeutic intervention strate-
gies include individual, family and group levels, in order to help this group of cross-border e-com-
merce customer service practitioners establish a correct perception of work, enhance their happi-
ness and sense of belonging at work, achieve mutual benefit and win-win results with enterprises,
and promote the improvement and development of enterprise social work theory at the same time.
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Table 1. Basic information of the interviewees
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