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Abstract

To address the issues of low response efficiency, insufficient personalized services, and limited cov-
erage of inclusive customer groups in traditional financial customer service models, especially to help
small and medium-sized banks overcome the digital transformation challenges such as limited tech-
nical investment and shortage of professional talents in inclusive financial services, this study designs
and implements a fully localized and end-to-end deployed intelligent customer service system (Al
Agent). The system adopts Ollama to deploy large language models (LLM) as the core inference engine
and vector embedding model, combines Xinference to deploy automatic speech recognition (ASR),
text-to-speech (TTS), and re-ranking (Rerank) models, and is based on the Dify platform to achieve
visual workflow orchestration, content review, and API service management. At the same time, it in-
tegrates RAGFlow to build a local private knowledge base, vectorizes and retrieves financial docu-
ments, forming a technology framework based on retrieval-augmented generation (RAG). The results
show that the system significantly improves the response efficiency of customer service while ensur-
ing financial-level security and compliance, operates 24 /7, and effectively enhances the service capa-
bilities and competitiveness of small and medium-sized banks in the inclusive finance field through
intelligent customer insights and personalized services.
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Figure 1. Overview of national policies in recent years
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Figure 2. System architecture diagram
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Table 1. Qualitative comparison of different intelligent customer service solutions
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