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Abstract

This paper examines how Generative-Al customer service reshapes the path from interest to purchase
in e-commerce. It advances a commitment-centric perspective, emphasizing evidence-based answers,
structured promises, and human-Al orchestration. Actionable guidance is provided for platforms and
merchants across interface design, knowledge governance, operational workflows, and compliance,
with safeguards tailored to livestream and short-form video contexts. A joint evaluation framework—
covering conversion, returns, repurchase, customer complaints, and word-of-mouth effects—is pro-
posed to anchor long-term trust.
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