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Abstract

Live commerce, which integrates real-time video, social interaction, and instant purchasing, is
reshaping the way value is co-created between businesses and consumers. This paper aims to
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systematically integrate existing research on customer experience in live commerce by combining
the experience economy paradigm, the Stimulus-Organism-Response (SOR) model, and the Service-
Dominant Logic (S-D Logic) to construct a comprehensive analytical framework and propose opti-
mization strategies. Based on a content analysis of 41 articles retrieved from Web of Science and
CNKI (China National Knowledge Infrastructure) between 2015 and early 2025, the study catego-
rizes customer experience into three types of stimuli: streamer attributes, live streaming context,
and interaction mechanisms. Findings indicate that streamers’ professionalism and credibility, the
visual design and recommendation mechanisms of the livestream room, as well as interactive fea-
tures such as real-time comments and social sharing, can evoke psychological responses such as
trust, immersion, and enjoyment. These responses in turn promote impulse buying, word-of-mouth
dissemination, and user stickiness. Current research faces several limitations, including incon-
sistent definitions of customer experience dimensions in live commerce, a lack of longitudinal stud-
ies, reliance on single data collection methods, and insufficient attention to governance issues. This
paper proposes five countermeasures: strengthening streamer training, optimizing the live stream-
ing environment, enhancing personalized interactions, improving platform governance, and adopt-
ing multi-method approaches to measure user experience. These recommendations aim to enhance
customer experience and support the sustainable development of the live commerce industry, of-
fering both theoretical insights and practical guidance.
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