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Abstract

With the widespread adoption of artificial intelligence technology in the e-commerce sector, Al cus-
tomer service has evolved from a supplementary tool to the core component of service systems.
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This paper focuses on the practical application scenarios of e-commerce Al customer service, sys-
tematically analyzing its application value in enhancing service efficiency, expanding service bound-
aries, and optimizing consumer experiences. It also examines the challenges faced in practice, such
as service rigidity, lack of emotional interaction, and insufficient algorithm transparency, from di-
mensions including technical limitations, user experience barriers, and service logic conflicts. The
study combines the characteristics of the e-commerce industry to propose optimization pathways
from three levels: technological iteration, process optimization, and institutional standardization.
The aim is to provide practical references for promoting the sustainable development of e-com-
merce Al customer service and achieving a balance between technological empowerment and user
experience.
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