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Abstract

In the context of e-commerce consumption, intelligent customer service has been widely implemented,
yet users generally hold a negative attitude toward it. Existing studies mostly focus on formal realism
characteristics, neglecting the influence mechanism of functional attributes from the perspective of
behavioral realism. Based on behavioral realism, this study takes user comments from Weibo and
Douyin platforms as data sources. It adopts BERTopic modeling to identify the core attributes of intel-
ligent customer service in e-commerce platforms, combines RoBERTa-based aspect-level sentiment
analysis to quantify user sentiment polarity, and employs regression analysis to test the impact of each
attribute on negative attitudes. Human-machine collaborative transfer barriers significantly exacer-
bate users’ negative attitudes, while response speed, service accessibility, and intelligence level signif-
icantly inhibit negative attitudes. The impacts of occupational displacement anxiety and problem-solv-
ing costs are not significant. This study innovatively introduces behavioral realism into research on
intelligent customer service in e-commerce platforms and integrates deep learning to achieve fine-
grained sentiment analysis. However, it has limitations such as restricted data source coverage and
insufficient consideration of the moderating effects of user characteristics and service scenarios. Fu-
ture research should be deepened by combining multi-source data and longitudinal design.
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Figure 1. Research approach
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Figure 2. Process and methodology of BERTopic topic modeling
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Table 1. BERTopic model parameters
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Figure 3. Topic cosine similarity heatmap
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Figure 4. Intelligent customer service attribute topic distribution
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Table 2. Examples of comment texts and their attribute importance
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Table 4. Regression analysis results
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