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The world of e-commerce is at the threshold of a transformative evolution driven by Generative Al. However,
existing approaches to Generative Al, which primarily revolve around general-purpose Large Language Models
(LLMs), knowledge graphs, and Al assistants, often fall short when applied to large-scale e-commerce ecosystems
like Amazon. These systems, while powerful in generic contexts, lack the depth and specificity required to address
the complexities of vertical industries, particularly one as multifaceted as e-commerce.

To truly leverage Generative Al for e-commerce, we must go beyond the standard frameworks and explore a
fundamentally new strategy—one that focuses on building tailored architectures designed to elevate the user
experience, optimize operations, and humanize technology. This new generation of e-commerce with Generative Al
begins not with tools, but with a human-centric design philosophy inspired by the principles of the Digital Human
System (DHS).

Please note, this introduction is part of a series of articles where | will explore the integration of Generative Al into
e-commerce platforms. Future articles will delve deeper into key concepts such as the Al E-Commerce Center of
Excellence and its role in shaping the next generation of e-commerce. Stay tuned for a comprehensive journey into
this transformative vision!

The Digital Human System: A Human-Centric Approach

The Digital Human System is a comprehensive architecture designed to place humans at the center of Al-driven
systems. It prioritizes:

1. Human Experience: Focusing on intuitive, seamless, and personalized interactions.
2. Humanized Technology: Creating systems that feel natural and empathetic in their interactions.

3. Enhanced Experiences: Building technology that adapts to human needs rather than expecting humans to
adapt to the technology.

This philosophy provides the foundation for creating the next generation of e-commerce platforms. By adopting the
DHS approach, we aim to build an Al E-Commerce Center of Excellence (Al CoE) that serves as the core
architectural entity to handle and elevate the integration of Al and Generative Al into e-commerce systems.

Why the Standard Generative Al Approach Falls Short in E-Commerce

While Generative Al has demonstrated significant potential in various industries, its current standard approaches,
such as OpenAl’s LLMs or Microsoft’s CoPilot, face limitations when applied to large-scale e-commerce platforms
like Amazon. These challenges highlight the need for a more tailored and strategic implementation to unlock its full
potential in the e-commerce domain.

The standard approach to Generative Al, while impactful in general use cases, is not equipped to handle the
nuanced requirements of large-scale e-commerce platforms.
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E-commerce demands a strategic shift toward systems that provide a unified experience for stakeholders, are
built around scenario-driven design, and offer unique, unexpected interactions that redefine user engagement.
By addressing these gaps, Generative Al can become a transformative force in building the next generation of e-
commerce platforms.

1. Lack of Unified E-Commerce Experience for Multiple Stakeholders

o

Current Al implementations fail to provide a unified experience that addresses the diverse needs of
all key stakeholders—customers, sellers, administrators, and logistics providers.

E-commerce platforms require Generative Al to function as a single system that connects all
interactions seamlessly, ensuring that each stakeholder’s journey contributes to a cohesive and
efficient ecosystem.

2. Insufficient Focus on E-Commerce-Specific Scenarios

o

o

Generative Al applications in e-commerce often overlook the importance of scenario-driven
design that aligns with the unique expectations of users and stakeholders.

Without studying and addressing the specific scenarios users expect—such as personalized
assistance, operational support, and logistics optimization—Generative Al cannot fully meet the
needs of a dynamic e-commerce platform.

3. Narrow Scope of User Experience Beyond Information Delivery

o

Standard Generative Al applications tend to focus on delivering information or answering
questions, limiting their role in enhancing the overall user experience.

In e-commerce, the Al must go beyond basic interaction to provide interactive and actionable
experiences that simplify processes, guide decisions, and adapt to user needs.

4. Missed Opportunities for Unique and Unexpected Experiences

o

o

Current models are reactive in nature, often serving only predefined user requests. They fail to offer
unique and unexpected interactions that can elevate user engagement.

E-commerce platforms have an opportunity to utilize Generative Al to create innovative features
and interactions that surprise and delight users, enhancing their overall shopping experience.

5. Limited Scalability for Multi-Stakeholder Platforms

o

Large e-commerce platforms require Al systems capable of handling the complexities of multi-
stakeholder interactions at scale.

A single, general-purpose LLM often struggles to balance the different requirements of customers,
sellers, and other stakeholders, highlighting the need for custom or modular solutions.

6. Challenges in Vertical Industry Depth

o

General-purpose Generative Al lacks the specificity needed for e-commerce, especially when
dealing with diverse product categories, intricate buyer behaviors, and operational workflows.

Addressing vertical industry depth requires specialized models, tailored knowledge bases, and
optimized algorithms to meet the unique challenges of the e-commerce sector.



The Main Strategy and Goals of the Al E-Commerce Center of
Excellence (Al CoE)

The Al E-Commerce Center of Excellence (Al CoE) is a transformative framework designed to redefine e-commerce
platforms by seamlessly integrating Artificial Intelligence (Al) and Generative Al.

Rooted in the Digital Human System (DHS) architecture, the center emphasizes a human-centric approach to unify
technologies, stakeholders, and strategies. It sets the foundation for creating scalable, adaptable, and future-
ready Al-driven ecosystems tailored specifically for e-commerce.

The Al E-Commerce Center of Excellence serves as the strategic core for integrating Al and Generative Al into e-
commerce platforms. By unifying efforts, embracing a human-centric approach, and building for scalability and
future adaptability, the center ensures that e-commerce platforms are not only technologically advanced but also
designed to deliver exceptional, personalized, and cohesive experiences for all stakeholders.

This strategy establishes the foundation for the next generation of e-commerce, where innovation and human-
centric design converge to create transformative outcomes.

The Core Strategy and Objectives
1. Unify Efforts with a Human-Centric Approach:

o The Al CoE places the human experience at its core, ensuring that every technology and process
serves to enhance interactions for all stakeholders.

o Inspired by the DHS architecture, the center focuses on humanizing technology, delivering
intuitive, adaptive, and empathetic systems that align with user expectations.

2. Build Comprehensive Al and Generative Al Technologies:

o The centeris the fundamental architecture for integrating Al and Generative Al into e-commerce.
Itis not just a collection of tools but a strategic framework designed to support existing
technologies and future advancements.

o Itenablesthe design and deployment of scalable Al systems that address personalization, decision
support, and operational efficiency while meeting the demands of large-scale e-commerce
platforms.

3. Engage Multi-Stakeholders to Build Unified User Experiences:

o The Al CoE actively involves multi-stakeholders—customers, sellers, administrators, and logistics
providers—in its development processes.

o By addressing diverse stakeholder needs in a unified framework, it ensures that each interaction
contributes to a cohesive and seamless e-commerce experience.

o This engagement leads to a multi-dimensional approach that enhances the platform's ability to
deliver personalized and unified experiences across all user groups.

4. Integrate with Existing and Future Technologies:



o The centeris designed to be vendor-agnostic, ensuring compatibility with current e-commerce
systems while remaining adaptable to emerging Al technologies.

o By focusing on integration and interoperability, it enables seamless collaboration between

existing e-commerce components and new Al-driven capabilities, regardless of the technology
provider (e.g., Microsoft, OpenAl, Google).

5. Create an Open and Scalable Ecosystem:

o The Al CoE establishes an open architecture that is adaptable for future innovations in Al and
Generative Al, ensuring sustainability and relevance in a rapidly evolving landscape.

o It builds the foundation to scale across global platforms, accommodating new structures,
components, and customer journeys without limitations.

6. Focus on Scenario-Driven Design to Meet User Expectations:

o Generative Al in e-commerce must go beyond generic solutions by studying and designing for
specific user scenarios.

o The Al CoE identifies and addresses these scenarios to ensure that users and stakeholders
experience practical, efficient, and meaningful interactions with the platform.

7. Deliver Unique and Unexpected Experiences:

o The strategy extends beyond delivering information and knowledge. The Al CoE aims to create
unique and unexpected user experiences that redefine how customers, sellers, and other
stakeholders engage with the platform.

o Byintroducing innovative solutions and predictive capabilities, the center anticipates user needs
and delivers interactions that surprise and delight, creating a lasting impact on the user experience.

8. Bridge Technology with Business Goals:

o The Al CoE aligns Al and Generative Al initiatives with the broader business objectives of the e-
commerce platform.

o This ensures that the integration of advanced Al technologies delivers measurable value across
operations, customer engagement, and growth strategies.
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