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Abstract

With the continuous development of e-commerce, customer service demands have become increas-
ingly large-scale and diverse. Traditional rule-based and retrieval-based intelligent customer service
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systems are showing limitations in semantic understanding and service depth. In recent years, ad-
vances in artificial intelligence, particularly in natural language processing, have brought new op-
portunities for intelligent customer service in e-commerce. Large language model-driven customer
service systems, with their powerful semantic understanding and generation capabilities, can pro-
vide efficient problem-solving, personalized recommendations, and multilingual interactions. These
advantages not only enhance user experience and service efficiency but also enable enterprises to
reduce labor costs and optimize operational processes. However, challenges remain in applying
large models to e-commerce customer service, including hallucinated knowledge, data security, pri-
vacy protection, and the high cost of computational resources. This paper reviews the application
scenarios and advantages of large-model-based intelligent customer service, analyzes the prac-
tical challenges in e-commerce contexts, and proposes directions and approaches for future im-
provement, with the aim of providing meaningful references for both research and practice in
this field.
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