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Abstract

Amid the thriving digital economy, e-commerce customer service—serving as the vital link between
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platforms and consumers—has been profoundly shaped by technological innovation while fulfilling
crucial roles in public service and addressing livelihood needs. From the perspective of Marxist mass
history, this study examines the dialectical relationship between “technological empowerment” and
“humanistic care” in e-commerce customer service. It explores how technologies like Al chatbots
and big data analytics enhance service efficiency and expand coverage, thereby better meeting di-
verse consumer demands and validating the core tenet that “the people are the creators of history”.
The research also analyzes potential “dehumanization” risks in tech applications, demonstrating the
irreplaceable role of humanistic care in customer service. Whether providing tailored services for
specific consumer groups or fostering emotional connections in dispute resolution, these practices
embody the grassroots implementation of the “people-centered” development philosophy. Ultimately,
this study aims to provide theoretical foundations and practical strategies for achieving the inte-
gration of “technological efficiency” and “humanistic warmth” in e-commerce customer service, en-
suring digital consumer services better benefit all citizens.
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