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Abstract

With the popularization of e-commerce, the elderly have become an important group in online con-
sumption. However, e-commerce reviews, as a core channel for expressing needs and safeguarding
rights, have become a “silent field” due to the elderly’s obstacles in operating intelligent technolo-
gies, leading to frequent occurrences of their consumer rights being damaged. This paper, through
questionnaire surveys, in-depth interviews, and case studies, sorts out the specific operational ob-
stacles faced by the elderly in e-commerce reviews (such as difficulties in interface cognition, cum-
bersome processes, fear of risks, etc.) and the manifestations of rights damage caused thereby (such
as inability to safeguard rights against fake goods, ineffective service complaints, etc.). Based on the
social support theory and empowerment theory, it constructs a social work intervention frame-
work: carrying out hierarchical intelligent technology training through group work, building a “re-
view mutual assistance-rights early warning” support network relying on community services, and
promoting platforms to optimize age-appropriate review functions in combination with policy ad-
vocacy. The research aims to provide a practical path for solving the elderly’s “digital aphasia” di-
lemma and improving their ability to protect consumer rights, and enrich the intervention para-
digm of gerontological social work in the digital era.
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