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Abstract

Generative artificial intelligence has rapidly surpassed the original technological boundaries in re-
cent years. Technology systems centred on language models, knowledge-enhanced systems, and mul-
timodal generation architectures have enabled unprecedented levels of automation and intelligence
in e-commerce customer service. Generative Al demonstrates significant advantages in areas such
as question-answer generation, emotion recognition, intent understanding, scenario reasoning, and
knowledge extraction, improving customer service efficiency under high concurrency scenarios, re-
ducing corporate costs, and partially enhancing user experience. However, as models are increas-
ingly applied in the e-commerce business environment, issues such as frequent hallucinations, dif-
ficult-to-control ethical risks, and persistently high costs are gradually emerging, often exhibiting
highly scenario-specific characteristics. It is necessary to analyse the logic and practical obstacles
of generative Al in e-commerce customer service from a perspective that values both technology
and management, and to establish a systematic framework of solutions to support e-commerce en-
terprises in achieving sustainable deployment of intelligent customer service. Research indicates
that the core of generative Al applications lies not in the intelligence of the model itself, but in how
enterprises integrate it into organisational systems and service processes, transforming it into a
structural force that collaborates with humans rather than a mere technical substitute. Ultimately,
areliable intelligent customer service system will be established, achieving balanced development
of artificial intelligence with both growth and security.
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