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Abstract

Artificial intelligence technology has become deeply embedded in the field of e-commerce customer
service, serving as a critical enabler for enterprises to reduce operational costs and enhance effi-
ciency. The extensive deployment of diverse application forms—such as intelligent chatbots, voice-
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based customer service systems, and intelligent knowledge bases—empowers businesses to deliver
round-the-clock service responses without interruption. Nevertheless, Al customer service contin-
ues to face multiple experiential challenges in practice. At the level of semantic understanding, it
struggles to accurately interpret complex colloquial expressions and regional dialects. In terms of
affective interaction, it lacks the capacity to recognize user emotions and respond with empathy.
Regarding user trust, consumers remain skeptical about the accuracy of Al-driven decisions and
express concerns over data security. These constraints not only impede the improvement of service
quality but also exert a direct negative impact on consumer loyalty. On the basis of reviewing the
primary application forms of Al customer service, this paper systematically analyzes the experien-
tial pain points encountered by users in e-commerce scenarios, along with their underlying causes.
From the perspective of human-Al collaboration, it proposes a set of systematic enhancement strat-
egies across four dimensions: technological optimization, emotional empowerment, trust cultiva-
tion, and collaborative mechanisms. The aim is to provide both theoretical reference and practical
guidance for advancing the high-quality development of Al customer service in the e-commerce sec-
tor.
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