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Abstract

The rapid development of e-commerce has led to widespread attention on consumer rights in online
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consumption. The optimization of complaint handling mechanisms is a practical necessity, driven
by the current needs of consumer rights protection and platform development. This study applies
social support theory to discuss the optimization of e-commerce platform complaint mechanisms
through various social work interventions. The study first explains emotional, informational, and
instrumental support in practical applications of social support. It then reviews and analyzes the
existing complaint mechanisms on e-commerce platforms and identifies the problems within them.
Finally, based on these issues and social support theory, corresponding optimization paths are pro-
posed, aiming to provide theoretical foundations and practical assistance for e-commerce platforms,
promote the improvement of complaint handling mechanisms, and ultimately achieve a win-win
situation for both consumers and e-commerce platforms.
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