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Abstract

As competition among e-commerce platforms intensifies, traditional marketing models reliant on
manual operation can no longer adequately address consumers’ demands for personalization,
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multi-scenario engagement, and real-time interaction. Generative artificial intelligence, particu-
larly AIGC technologies represented by large language models, multimodal generative models, and
intelligent recommendation algorithms, is driving the transformation of e-commerce from “traffic-
driven” models toward “data-intelligence-driven” and “user-relationship-driven” paradigms. Based
on the Technology-Organization-Environment (TOE) framework, Customer Journey Theory, and
the Customer Lifecycle perspective, this study systematically examines the application mechanisms
of AIGC in intelligent marketing and Customer Relationship Management within e-commerce. It fur-
ther explores its roles in content generation, personalized recommendation, intelligent customer
service, and user operations, and evaluates risks regarding data privacy, content authenticity, and
algorithmic fairness. Findings suggest that while AIGC enhances operational efficiency and user ex-
perience, its sustainable application depends on data governance, algorithm auditing, and organi-
zational capacity building.
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