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Abstract

With the popularization of Internet technology and the continuous expansion of e-commerce, the
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demand for online customer service is increasing day by day. The traditional manual customer ser-
vice model faces challenges such as inefficiency, high cost and limited service time when dealing
with massive and repetitive problems. Against this background, artificial intelligence technology
provides an effective solution for the intelligent upgrading of e-commerce customer service. The
study found that the current artificial intelligence is mainly applied in e-commerce customer ser-
vice in the form of intelligent customer service robots, intelligent voice assistants, emotional anal-
ysis and intelligent recommendation systems, which has significantly improved service efficiency
and user experience, and reduced the operating costs of enterprises. However, there are still limi-
tations in the depth of semantic understanding, complex problem handling and emotional interac-
tion. Looking to the future, the development of artificial intelligence in e-commerce customer ser-
vice will tend to be deeply integrated with big data and big language models, realizing more anthro-
pomorphic, accurate and proactive services, and building a new service ecology of “human-com-
puter collaboration”.
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