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Abstract

Al emotion recognition technology applied in e-commerce customer service improves service effi-
ciency, but also brings some potential ethical risks. Technical bias may lead to the misunderstand-
ing of individual differences, thus affecting the fairness and accuracy of the service. The misjudg-
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ment of the Al system may lead to the problem of attribution of responsibility, especially how to define
the responsible subject becomes a problem when error handling occurs. Meanwhile, Al technology
may be maliciously utilized for emotional manipulation, over-interfering with users’ emotions or
affecting their mental health, which is especially risky for emotionally vulnerable groups. Therefore,
in order to ensure the fairness of the algorithm, establish a clear responsibility mechanism, and give
users more right to know and control is the key to solve these problems. Measures such as diversi-
fying training data, strengthening model monitoring, and transparently adopting user information
can effectively regulate the ethical risks of Al emotion recognition technology, protect users’ rights
and interests, and promote its legal and compliant use.
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