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Abstract

Under the background of the digital economy, the application of artificial intelligence in the field of
e-commerce customer service is becoming more and more extensive. Currently, its application
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modes include intelligent question and answer systems, personalized recommendation systems
and sentiment analysis systems. However, the application of artificial intelligence in e-commerce
customer service also faces many risks, such as the technical level of algorithmic defects, data bias,
and lagging technology updates; the quality of service, such as intelligent customer service “unintelli-
gent” and the lack of artificial customer service; and the risk of data collection, storage, use, and
sharing in terms of data security and privacy. In response to these risks, regulation should be car-
ried out in terms of technology, law, industry self-regulation and consumer participation, such as
algorithm optimization, improvement of regulations, formulation of industry standards, and en-
hancement of consumer education, etc., in order to protect the reasonable application of artificial
intelligence in e-commerce customer service and promote the healthy development of the e-com-
merce industry.
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