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Service Experience Deviation and Management Improvement in the

Application of Intelligent Customer Service

Song Yu-qing'
1. Zhejiang Gongshang University, Hangzhou 310018, P. R. China
Correspondence to: Song Yu-qing

Abstract: Al customer service has become a common tool in the digital transformation of enterprise service
systems. It can respond to user inquiries quickly, reduce the workload of human agents, and improve efficiency
in standardized scenarios such as order inquiries, rule explanations, and process guidance. In actual use, however,
it does not always improve service experience. Users often face replies that fail to solve their problems, repeated
questioning, difficulty in reaching human agents, and weak emotional response.

This paper discusses service experience deviation and management improvement in the application of Al
customer service. It argues that these problems are not only caused by limited technical recognition, but are also
related to cost-oriented management, incomplete service processes, weak knowledge base maintenance, and
insufficient human support. Al customer service should be part of a complete service system, rather than a simple
replacement for human agents. It should handle standardized tasks, while complex problems need clear human

intervention.
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