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Abstract

With the rapid development of e-commerce, the application of artificial intelligence in customer
service has become increasingly widespread, especially in providing personalized and emotional
services. This paper conducts a literature review to explore the role of artificial intelligence in e-
commerce customer service, and analyzes the importance of emotional support and its realization
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mechanism. Although artificial intelligence has advantages in processing large amounts of data and
providing quick responses, it also has limitations in understanding complex emotions and context.
Future research should focus on enhancing the emotional understanding ability of artificial intelli-
gence and addressing privacy and security issues to optimize its application in e-commerce cus-
tomer service.
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RIS, B R4S R R Fe B T AR i i A RN & P IR S5 1A G . BE B TE IR %,

TH BN RS B 2 485, M ATESR B R 5 H IR S AT . X Fh R SR HES) T

N T & ge(Artificial Intelligence, Al)EARTE L35 %5 & IR S G ) V2 N, B 2805 & Ab 3 (Natural

Language Processing, NLP)FIALZS 5 ) S ARk e, @it A3k & BB 5 RS R BeHEFERIAS

PALIRSSSE AR, IEAE A G 7 RS IR R VA1) fldn, BT “BRe R IR/INVE " RE0E

BB TER, REWUEMR R P e I FE B RN, R SRR HE R RS R . AR

RE IR R GR35 T K48 WIiC 12 M 4% (Long Short-Term Memory, LSTM) (175 I8 A A4, %o FH 7 A
RACTHAT IS, AR P IS BOIRES, AN $ (it S s O B R 55

15 SRR R RS h I SR A €, B NI RBIR T 3 2 B AR, I Re B A B 4y

iy PR ARG L P SR . RSN, Longoni 25 A RIBIF 7T 26 B F P 6P B2 97 R4S T AN L8 e A ARIR B ANS

B REAHEA A 1 S PR

RE A A2 DL 2

FERMIFIAER[2]. Luo S5EAIL = 4850 B8 & sl AR St N LR Re,  BIAE N T
RIE TN I EL L, HERRIIR S IO T3] AT AR5 R T
MNATTHE AR 55 58 LA o (A PR ) REURRS R 3K

ASCRE B SCIRERA , IR N TR BEAE TR 55 25 7 55 TP T, DAL ISR AR — 1L 7
MU EE, (RN 1 N TR BENS ST HF (1 SEBLALARI AT L S o

2. AIEREEFRSERRETANA
2.1. AIEREFARELAR

AN TR BRI LT EHR R SRR 2 5 EOR . B ORI A I AR A ) 5k, il
RABEHE N 5, LS BAHERE, PR AU, T8 5 BRI AR A ALDER 5 IR SFRE I[4] -
B, BRI R2HE T EBOR AR, B G RRIR B SR BRI AR B A AR 702K,
A UL ROR A B A . KHAEIHCIZ M ZH T B ARG 5 B, 8 AL A et 2 AR s
G, IR SCA A B B G 2o s b2 S P P 2R 15 5 R A B REAR M RSk AT, T
ZNH TR BB &S] Wk, MR TRANTEGEER T Asifeidla N, KiLS
TR K 2SS Tk S R A —i, A AN TR RE R 2 MBEBRE . P EER sk . EI
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RSN TR RER S REAE AN TR OH . IR TE. SRS MRSV P HEZ B IAEE,  “H
PLERIRSS " I35 BN BN AT 1975 77 M [6] .

22. NIBREEFRSZTHMRS

N TR BEAER IR SS SUR AR R T — RIVRF RIS, LSRR 1% 7 5 s 7
o BRI T PRI AL R E R . H Y, A TEBERG A LIAEBO TR, THRARE,
RE A5 MT N2 T B WA R . RN B 2% W, 48 7RSI . B SRR thisk
R EER TR, BAORBIIN KB, $RTT OIRSS BRI . Fk, AR REIEIE B S AR R W i AR
5%, W T ke NTEIRIHRE, BB =R, AN TERERS T LLE A%, RIS IR
BARCE, ARUEERAS A . N TR GERGUAREYS M KRS SRR, RACEAERG . A A g ks
Fo PLas I FE M A2 S A, S v o DR R HE R R . Bt o M BE AN TR RE R GE AT LY
PrRERR AT, WA AR A, WA IR SR AN dh,  SE AR R P /3K
HEA TN . hAh, N TR BER GRS b, W EYRRRBRIE, $Em% ) B etk
SIS W N S A IS B T I VE R 2 A i . N LR RE RGO ISR ZFNE S, NEERE PR S,
P RAMCIR SV, S AR S T A F SO SR R . N TR B8 R GUIE REARYE 50 /7 [ s 58
HHRIR A A IR S AL, A PR R AU, TR BT RORAE N TR RERENS R G 2
WA, RUECENELES), It — PRI R

23 ATEaeERZFRSPrRRIEFB

FERL TR S5 2 7 g5 i, N RE SR RESR AL DU mi AN AR B R K BE ), (EE R BRVEAIE
B AE B Ho, N LTREAER RES =0 R MBS IR ZI B AR, IX AT RE S BN & 1 R R 1
AR, TIRZMR R ARG . FLR, N TR RE VT RECE AL BEBOR B S5 A AL B iR I B 2 PR 3, KPR ) 1 oA
PR A B MR 5 I R RE . EAL, B BEORA AN 22 4 el R A N TR REAE % 7 IR 55 v i s ) B
i, PUOVEATR ZAMKEBURE T EE . FR, ANTEERREEREERAZYIN, XTHET
fEAEIREE, JCHOEAE TR BRI R B N . iRJa, BEEBORMIARE, N LB Re 5 2 A g A
¥, DOERN AW AL T AR R, X B RAMTLEIR . Bk, RN TR AR R
FAUREA BRI, AR E 1R BRVE AP SR IATHE S bR A AR

3. ALBRRFRS PR
3.1 ERREN

1% S FE(Emotional Support) 2 R 7E ABRag it fE ey, M RIE IO BRI, M A FR At
=P R R B RS NE RS G FERG DU B,  H 23 B 5 RO ARV i 7). S
THEESCOIE M, MR R S WO . HEBCCR N AR Z R, BRI, .
G E T, RAtEN SRS BEE. BT [8].

3.2. RRFFHIERIR EAl

3.2.1. kIS (Attachment Theory)

AR B John Bowlby #2Hi[9], i B 5 R 2 18] AR 720 9% 80N PR K S A7 SRR 452 i e
BABEERW . 22K R G N MR TRALRS @ 015 AR, 38 9 568 7 AR AR s () 8%
15 BRI E IRt ) — N R EHRGR 7, W SO NS RS 0 . JEg il ERAR G R
H, BRI ) LE RS B R A B T LE T B A RS, X PR SR A LB 7R K fE a2
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JEBL I S 47 s OB T R AR SCRE Sy BldN, AR LE AR R IR S A LG, EOvthA 1%
T PO A T 1 SRR

BEAN, R IR 1 BSCRAE MR R IR . MR R, 8 S IR 1 LB
TR BEARATE T B ORI S . XA RGN T MAR B RS RE S, R T
AT Iy e Al A BRI IR S

3.2.2. #£X#FiL(Social Support Theory)

M2 SR RN REAI N, AR T 1R S T SISO, A2 SCRFEGE AATTIC) B 0o fe B
e LA 2 THRE[8] . #L4 SRR AATHRAE T AR TE HOAS G PEAN B TR LA 2 F RANMA Mt e M. 4143
FEMIZ T DAL MR A IE MR O BRARSS, Wz 4 i, VAR IRAS; m DAL /MASHAE B 1 0 BE B A i
T 3B G AN £ 17 28 DR 280 8 P ™ R ARSI 25 L . EL IR 2200 RTINS 008 AL B 0S4%, i
T AL 23 SRR AT B R R AR S5 7™ 2 O3 ) [ 10]

33 BRIFAEALEREFRSPTHEEM
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M2 A er, N R RER AR AENS STOLE I ML AR 55 AR, SR P SR . B2, ISR
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KA TE IS
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N LR GeE BESCRF PSP M 2 A HAR T, R EAERE BRI 1Bt 1 e A
S S) RN, TEACER AT R IS T P AR IBR N . AL E ] SR e R SRR
4.1. BRI

N TR G M H B . RS . SR N SHEE RSB X Rt F L s H AR Sk
PR AR, 5 R A SR T IEE I IE, LA NLP AR/ #r ST A 115 Bt » 451,
Emotion Al JEIE 0 HTHHERE . 1B SCRZEZ PSS RHEN A P 1 EORE .
4.2. {4

ERHHEEERGE SR, AN TEGES M ANLEE S ] FE X BRI T 00T, DLR A AR
g, XA REVE SRS 2 TR, 35 AR 4 W 2% (Convolutional Neural Networks, CNN). 535 i1 22 k9 2% (Rer-
rent Neural Network, RNN)F1 Transformer, 1X$6#57 G % AbHA [F R B 8 (& . 158 XK), IF
AR B BRFAE[11]
4.3. tH %N R

WHPDF M ER)E, NLREGERG ARG AMIWIN,  H R ARYE T 5 2R AR AR
B R XA RS AR LA R NP ) B 77 S P g, DUESE A P RIS MR R . X
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IR B RS F AR AL T BOR, N R RE ] ARG AT 73 2R P IR N A, B3I
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TERE AT 7 s 5 B, IRAIHIE 2R, BT EURE . X FE 4 R B8 05 T & AR ki
R ANER TR, B DL B AT i R TR, R A g e . 8T
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TR Re I BEIEIT I s s o b T TE AE R 2 3 RGBSl T G A i e 0 B i SR B it B 1k /N i)
REA R Sy o IR W] BE S BUR P AN A& S, Al mT DB ok e S EURS,  ATTRD
KK HIVFEE

TE N R FE A AT e S AP — S, B0 208 5 SO ZE S AL B L ST PR R . BR AR AE
] @ AT AR LR 7k g X e jn) @ . 55—, {8 FH R AL9E 5 154! (Large Language Model, LLM)FI1 2 B2
AIGC FA KA m BN A IHERATE . 55 =, JF A0k R4S B v DU R A W A S (i ) P B A A 4l 2
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