Artificial Intelligence and Robotics Research AT 8251138 ABF 5T, 2025, 14(6), 1351-1360 Hans X
Published Online November 2025 in Hans. https://www.hanspub.org/journal/airr
https://doi.org/10.12677/airr.2025.146126

AT BRACESZ RIS B

T %
T S B A IR AR A F], DO AR

E2

Weks . 2025494230 S ER: 20254F10H29H; KA HE: 20254F11H7H

wm B

AHFLF ESREBAREMSHERT, SRBFETILIERREH - KRB0 5% B RL TLHNE
BEJ1. AN TEBERE MBI CFISRANKE82H). ARAR(LZERZERA
25%~30%)~ MRFAFHEALA B (BRFEBEE—BUEMN65%)FHE, CREUERTIVHRERRER. &
UL “RIBTIRBN KR, RHESIGURK” IZOEE, REANTLEREARESE W ERIULNIMA L,
I S BT B X R RBAR R, R RRIEFRE BRE S AE(NLP). AHRERE.
BERANEBANH P RFER. FRARTEEARMBEERRHERER.

KT
AL, SEHRER, BRESAME, DREE, Mim

Research on the Application of Artificial
Intelligence in Operator Customer Service

Chang He

Sichuan Branch of China Telecom Co., Ltd., Chengdu Sichuan

Received: September 23, 2025; accepted: October 29, 2025; published: November 7, 2025

Abstract

Against the backdrop of the deep integration of the digital economy and communication technolo-
gies, the global communications industry is confronting the dual pressures of a surging user base
and diversified service demands. The traditional manual customer service model has struggled to
meet the needs of high-quality industrial development due to issues such as low response effi-
ciency (with an average waiting time of over 8 minutes), high labor costs (accounting for
25%~30% of operators’ operating costs), and insufficient service standardization (with only 65%
consistency in answers across different customer service representatives). Guided by the core
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concept of “innovation-driven development and technology leading the future”, this article focuses
on the application practices of artificial intelligence (AI) technology in the field of operators’ cus-
tomer service. By adopting methods including case analysis, data comparison, and technical princi-
ple decomposition, it systematically explores the transformative role of technologies such as intel-
ligent voice response, natural language processing (NLP), knowledge graphs, and emotion recogni-
tion in reshaping the user service experience, the working mode of customer service personnel, and
the operational efficiency of enterprises.
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