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Abstract

With the rapid advancement of artificial intelligence, Al-powered customer service has become
widely adopted on e-commerce platforms. However, differences remain between Al and human cus-
tomer service in terms of service quality. Drawing on the SERVQUAL model, this study systemati-
cally compares their performance across five dimensions and distinguishes traditional IVR, key-
word-matching chatbots, and generative Al customer service. The findings show that Al customer
service has a relative advantage in responsiveness and is well suited to handling standardized and
repetitive inquiries, while human customer service remains more robust in empathy and assurance
and still holds certain advantages in handling complex issues and building emotional connections.
Compared with earlier rule-based systems, generative Al customer service shows improvement po-
tential in continuous dialogue, explanation generation, and emotional soothing. Based on these
findings, this paper proposes a dynamic routing model based on issue complexity, customer emo-
tion index, and customer value, providing practical references for e-commerce platforms to opti-
mize service quality.
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