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Abstract

This paper mainly discusses the application and effect of intelligent customer service system in cus-
tomer service, and how to improve the service quality and customer satisfaction through the inter-
vention of human customer service. Research shows that human-machine collaboration service can
produce superposition effect, improve responsiveness and accuracy, while human customer service
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can improve the personalization and processing efficiency of service. The paper also discusses the
impact of task complexity on service switching, pointing out that intelligent customer service per-
forms well in handling standardized tasks, but requires human customer service intervention in
handling complex or personalized tasks. In addition, this paper reviews a variety of artificial intel-
ligence using technology such as RNN, Transformer model, virtual digital technology, natural lan-
guage processing (NLP) and large data framework in improving the application of intelligent cus-
tomer service system performance, points out the shortcomings of the current research, and puts
forward the future research direction in cross-cultural research, intelligent customer service emo-
tional support, and artificial customer service training.
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