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Abstract

With the widespread application of artificial intelligence technology in the field of e-commerce, Al
customer service has become an important tool for e-commerce platforms and merchants to enhance
service efficiency. However, the “hallucination” phenomenon of Al customer service may potentially
harm user rights. Based on an analysis of the mechanisms underlying language model hallucinations
and incorporating real-world cases of damages caused by Al customer service in e-commerce, this
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paper systematically analyzes the allocation of legal responsibilities among merchants, platforms,
and Al service providers under different scenarios. The study finds that current governance efforts
face multiple challenges, including technical bottlenecks, difficulties in legal characterization, and
evidentiary hurdles. Accordingly, this paper proposes the construction of a tripartite comprehensive
governance system from three dimensions: technological improvement, legal regulation, and policy
guidance, with the aim of providing a theoretical reference for the standardized development of Al
customer service on e-commerce platforms.
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