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ABSTRACT

This chapter delves into the amalgamation of technology and online retail. Analyzing 
ChatGPT's role in user experiences, from queries to product recommendations, the 
study emphasizes technological and ethical considerations. It investigates ChatGPT's 
capability to enhance customer interaction despite the nuances of natural language 
understanding, revolutionize support services and being able to comprehend re-
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gional variations, facilitate product discovery based on customer’s choices. At 
the same time, it highlights the need for businesses to consider data security, user 
trust and perception issues, and compliance with regulations in an ever-​changing 
environment. Benefits and challenges are highlighted, along with ethical and social 
considerations. A comprehensive literature survey identifies research gaps and future 
directions for ChatGPT in e-​commerce.

INTRODUCTION

Chat-​GPT, a groundbreaking Large Language Model (LLM) developed by Ope-
nAI, represents a monumental leap in natural language understanding and genera-
tion (Brown et al., 2020). These models are meticulously designed to comprehend 
human conversations and produce text that closely resembles human writing. The 
foundation of their capabilities lies in the assimilation of vast amounts of information 
from diverse internet sources during the training process. By exposing the model 
to a rich tapestry of online content, including social media interactions, Chat-​GPT 
learns to discern context within statements. This contextual awareness empowers 
the model to establish nuanced relationships between words, enabling it to predict 
suitable responses to a wide array of queries. Additionally, attention mechanisms 
play a pivotal role in handling lengthy conversations, allowing the model to keep 
track of the information it has been provided. The widespread adoption of LLMs, 
such as Chat-​GPT, has ushered in a new era of productivity across various domains. 
From streamlining programming tasks to enhancing marketing strategies and facil-
itating e-​commerce, these models have become indispensable tools. Their ability to 
emulate human-​like responses has not only transformed how humans interact with 
technology but has also opened exciting possibilities for innovation and efficiency 
in numerous fields. As the popularity of LLMs continues to surge, their impact on 
shaping the future of communication and information processing is undeniable.

Generative AI on the other hand are systems designed to create new content 
that is like, but distinct from, existing data. These systems can generate new novel 
outputs, such as images, text, or even music by learning patterns from the source 
data. Generative AI uses Generative Adversarial Networks generally consisting of 
a generator and a discriminator that are trained simultaneously. The generator tries 
to mimic the source data whereas the discriminator tries to identify if the data is 
from the original source or from the generator. The generator becomes better at 
fooling the discriminator over time and to improve the model, discriminator needs 
to be more accurate in prediction. This way we can create data that would be unique. 
There are many such models such as Dall-​E from Open AI which can be used for 
vast applications such as creating logos or full-​fledged posters which can be used 
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for advertisements, composing rhythms, and trying to mimic the voice of actual 
human beings (Radford et al., 2021; Ramesh et al., 2022).

Chat-​GPT has changed the way productivity, summarization of information and 
personalized interaction with customers, have been imagined on a scale that wasn’t 
feasible earlier. Using Chat-​GPT, everything from writing an e-​mail to summariza-
tion of a complex topic that was previously hard to understand in simple words and 
sentences can be done in a manner much better and comprehensible. There is a lot 
of potential for using Large Language Models such as Chat-​GPT for a wide range of 
applications ranging from summarization of customer reviews about a product and 
detecting anomalies, in case there are many positive reviews, simplifying questions 
regarding a product by a potential buyer, detecting fake products available online 
through reviews and mitigating the issues of frauds when it comes to payments and 
issues regarding replacing a product. These are just some of the ways in which using 
tools like Chat-​GPT can make the experience of the customer better and at the same 
time allow the businesses to function in a more efficient manner by cutting errors, 
thereby delivering a smoother experience to both the parties.

Tools like Chat-​GPT can enhance the experience of the seller in a marketplace 
by providing the seller, insights on what could be changed in the product description 
to make it more discoverable to the user, the missing information which hasn’t been 
mentioned but which the customer is keen on knowing. Generative AI can facilitate 
the seller to design his product template and enhance the quality of images which 
are posted and also suggest different angles which should be showcased for a given 
product. It can become easier for the customer to discover abstract products. If a 
customer is looking for a particular feature in a segment, suggesting to him the 
most appropriate product is now possible. It also becomes easier for the customer 
to buy products for an occasion where he/she may not know what he/she is exactly 
looking for, for example, gift suggestions based on context. In addition, market-
places can learn about customer interactions to supply intelligent recommendations 
through conversations instead of irrelevant advertisements that might be ignored by 
consumers. This may raise a lot of ethical concerns as well as having that amount 
of data could be potentially misused by corporations to suggest ads based on the 
customers’ shopping experience, encouraging impulse purchases. When it comes 
to medical items, companies might potentially use these metrics to decide the age 
and medical conditions of the potential user which in turn can be used to serve the 
customer with potential insurance plans, doctor recommendations, recommended 
treatments/operations, etc. This at times can be a matter of serious concern as the 
situation might be exploited by miscreants. In addition, there could be biases in 
the training data which could be generated by companies to push their products to 
consumers. Due to this, there are higher chances of “model collapse”, a term coined 
by Ilia Shumailov. In the paper The Curse of Recursion: Training on Generated Data 
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Makes Models Forget (Shumailov, et al., 2023) it is pointed out how AI models 
trained on AI-​generated data start generating more and more erroneous data after 
each iteration of training.

LITERATURE REVIEW

ChatGPT is an innovative large language Model developed by OpenAI, it has 
emerged as a transformative force in the language of natural language understanding 
and generation. It is trained on vast amounts of text data using deep learning algorithms 
to understand the structure and meaning of the language and to generate coherent and 
contextually appropriate responses. ChatGPT is a variant of the GPT model that has 
been specifically trained for conversational applications. It is designed to generate 
natural language responses to user queries in real time, and it has been integrated 
into a variety of chatbot and virtual assistant applications. ChatGPT represents a 
major advance in the development of AI-​powered conversational interfaces, and it 
has the potential to transform the way we interact with technology in our daily lives.

GPT-​3 and GPT-​4 are two of the most advanced language models developed 
by OpenAI.  GPT-​3 has a remarkable 175 billion parameters and is faster in gen-
erating responses, while GPT-​4 is smarter, and thus can handle longer prompts 
and conversations. It doesn't make as many factual errors as GPT –3. GPT-​4 is 
also a multimodal system that accepts both text and image inputs and generates 
text outputs, showcasing human-​level performance on an array of professional and 
academic benchmarks. GPT-​4 can handle more complex tasks and generate more 
accurate responses.

The foundational capabilities of ChatGPT lie in its ability to comprehend human 
conversations and generate text that closely mimics human writing. The model's 
contextual awareness, acquired through exposure to diverse online content, empowers 
it to predict suitable responses to a wide array of queries. Attention mechanisms 
play a crucial role in handling lengthy conversations, enabling the model to track 
and utilize information effectively. This section of the literature review emphasizes 
how the widespread adoption of Large Language Models, particularly ChatGPT, 
has revolutionized productivity across various domains, including e-​commerce.

Generative AI models like Dall-​E from OpenAI, play a significant role in creating 
content distinct from existing data. It is able to create logos, posters, and personalized 
product templates. They are also able to enhance the quality of images, suggest ways 
of displaying products, and facilitate product discovery. Generative AI can contribute 
to personalised customer experiences, including intelligent recommendations and 
contextual suggestions.
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ChatGPT’s potential in e-​commerce can be further understood in the context of 
big data applications. As (Kapadiya et al., 2023) highlight, big data has transformative 
impacts across various industries, including personalized medicine, marketing, and 
transportation. Similarly, ChatGPT can leverage big data to provide personalized 
recommendations and improve customer engagement in e-​commerce. However, like 
other big data applications, it also faces challenges in handling massive datasets, 
emphasizing the need for scalable infrastructure and robust security measures.

The integration of machine learning techniques, as used in agricultural yield 
predictions by (Sharma et al., 2023), with AI models like ChatGPT, could lead to the 
development of more specialized GPTs. These advanced models could be tailored 
to specific use cases in e-​commerce, enhancing their ability to analyze customer 
data and provide personalized recommendations. This fusion of technologies could 
unlock new possibilities for AI applications in e-​commerce and beyond.

The integration of ChatGPT in e-​commerce raises ethical concerns related to data 
security, user privacy, and potential misuse of customer information. Businesses 
should prioritize user trust and comply with regulations to address these concerns. 
The potential for exploiting customer data for personalized advertisements, especially 
in the healthcare domain, raises ethical dilemmas that must be carefully considered.

While ChatGPT presents numerous benefits for e-​commerce, the literature review 
acknowledges the challenges associated with regional variations in language and 
cultural nuances. The need for responsible implementation and ongoing research to 
address these challenges is highlighted. The review concludes by identifying research 
gaps and suggesting future directions for exploring ChatGPT's role in enhancing 
customer experiences, ensuring data security, and navigating ethical considerations 
in the dynamic landscape of e-​commerce.

METHODOLOGY

Figure 1. Methodology
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Introduction

The implementation of ChatGPT in e-​commerce presents a promising approach 
to enhance the experience of E-​Commerce Applications. A structured review 
methodology is required to provide a comprehensive overview of the current state 
of Applications of Chat-​GPT in E-​Commerce. This research methodology aims to 
conduct a semi-​systematic literature review to examine the potential applications 
of Chat-​GPT, identify gaps and limitations, and propose future research directions.

Research Questions

The research study aims to address the following research questions:

● 	 What is the current state of ChatGPT applications in E-​commerce?
● 	 How can one better the experience of the E-​commerce platform by using 

tools such as Chat-​GPT and Image generator tools like Dall-​E?
● 	 What are the potential privacy and ethical concerns which might come up as 

a result of using such tools in E-​Commerce applications?
● 	 What could be potential anticompetitive business practices that might arise as 

a result of such a use-​case scenario?

Literature Search

The literature search for the paper is conducted using the Scopus database, which 
is the largest database for peer-​reviewed scientific literature and has significant 
overlaps with other databases like Web of Science and Google Scholar. The search 
terms “E-​Commerce applications”, “Chat-​GPT”, “Open-​AI”, “DALL-​E Image 
generation” and “Human Interactions” will be used to identify relevant papers 
published between 2022 and 2023.

Inclusion and Exclusion Criteria

The following inclusion criteria will be used:

•  	 The publication should be in English.
•  	 The publication should be related to Applications of AI tools such as Chat-​

GPT and Dall-​e in E-​Commerce Applications.
•  	 The publication should be published between 2022 and 2023.

The following exclusion criteria will be used:
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•  	 The publication is not related to Chat-​GPT and E-​Commerce.
•  	 The publication is in a language other than English.
•  	 The publication is not available in full text.

Data Extraction

After applying the inclusion and exclusion criteria, relevant publications were 
downloaded, and the data extraction process was initiated. The following data points 
were considered for the purpose of extraction from each publication:

•  	 Title of the publication
•  	 Year of publication
•  	 Research methodology used
•  	 Version of Chat-​GPT used
•  	 E-​commerce area
•  	 Key findings
•  	 Limitations
•  	 Future research directions

Data Analysis

The data analysis approach comprises both quantitative and qualitative methods. 
Initially, a descriptive analysis was conducted to examine the frequency of publi-
cations, research methodologies, ChatGPT versions, E-​commerce domains, and 
primary discoveries. Then, a thematic analysis was performed to identify common 
themes and patterns across all articles. The main limitations and constraints of Chat 
GPT in e-​commerce and potential areas for further investigation were determined 
based on the outcomes of the data analysis.

Unleashing the Potential: The papers under consideration have mostly identified 
the following common potentials of using ChatGPT in e-​commerce, though not all 
the articles present all the potential.

Transforming Interaction

ChatGPT’s main strength is to understand human conversations and reply ac-
cordingly. ChatGPT can be used to create a summary of aggregated data which 
might come in handy to have a quick review of the product. For instance, Amazon 
uses its own priority Large Language Models (LLM) to perform sentiment analysis 
on all the reviews that are posted on its marketplace about a particular product and 
identify the key strengths and weaknesses of the product. Such use cases indicate 
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that by using such LLM’s one can have much more transparent marketplaces where 
customers have an actual say in the quality and the consistency of the product used. 
LLMs can also be used to better describe a few technical aspects in the product de-
scription i.e. customers can ask a Chatbot to ask what the product does and whether 
it can suit his/her use case scenario (Afandi et al., 2021). These Chatbots can even-
tually aggregate data from reviews to provide much better recommendations and 
give an unbiased review of the product and can act like an honest salesman which 
would further the trust of the marketplace. For customers who don’t know how to 
use services in e-​commerce applications, deploying the chatbot is easy and this 
would allow the customer to have human-​like conversations, which in turn would 
make it easier for the customer to shop for products more efficiently. They can also 
monitor the status of the products and get the required information. This could also 
be beneficial for the security of the customers as models like these have redaction 
mechanisms which can detect and remove any personally identifiable information 
from the statements in case the company wants to monitor the service and optimize 
the chatbot to identify the potential weakness areas and remediate them. Companies 
can also use these chatbots to advertise for the consumers the potential products that 
they might be interested in, based on the interactions it has had. ChatGPT can also 
be used to answer some frequently accessed questions regarding a particular product 
which might bring down the friction and increase the ease of use of E-​Commerce 
applications. Most importantly the ability of these LLMs to understand multiple 
languages makes it even simpler rather than having to dig through menus to change 
the language users could simply just converse in their comfortable language and do 
not have to deal with changing their language which gives more value to the end user.

Revolutionizing Support Services

ChatGPT can greatly transform support services by providing real-​time customer 
support. ChatGPT can be used to provide instant assistance to customers on a wide 
range of queries that the customer may have when executing a trade (Sato et al., 
2023). Anything from getting the status of the delivery to applying for a refund via 
natural conversations gives it an illusion of actually being present in a store. This 
can vastly impact E-​Commerce sites such as Amazon, Flipkart, etc. which can reach 
a much broader variety of audiences regardless of their age or background. These 
Chatbots can further integrate with CRM systems to keep track of the customer 
interactions and history to ensure seamless transactions between automated and 
human-​assisted support when needed. Further, the data gathered from these inter-
actions can be analyzed to get further insights to identify trends, rectify some of the 
common issues faced, and improve the e-​commerce operations. Further, based on 
the customers’ purchase history, by using these technologies, platforms can provide 
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personalized product recommendations (Singh & Taqa, 2023). This can provide 
potential opportunities to upsell, and cross-​selling options based on individual 
customer behavior. Using such technologies is largely beneficial for companies as 
it can help the overall availability of their customer support without having a large 
support team. Chatbots can be highly beneficial to resolve most of the queries and 
instead, rely on human staff only in critical cases. This can enhance the level of 
simultaneously handling a larger number of queries more efficiently and also saving 
in terms of the cost and time. (Kumar et al., 2023). In fact, some companies who 
have mastered using such interactions such as Plivo, who provide chatbot solutions, 
can analyze the frequently asked queries and filter out a few responses now using 
tools such as ChatGPT and can further accept a wider range of questions and try 
to mitigate more issues in an automated manner. This can help E-​Commerce plat-
forms to have more responsive applications along with speeding up the process 
through quick responses. The customers thus may be assisted in decision-​making 
on the one hand and on the other hand it will increase the reputation and value of 
the e-​commerce platform. Companies can also have automated personalized email 
responses and promotions which are automatically generated for each customer of 
the platform so that they feel at home and can use more items. Lastly questioning 
about the product becomes a lot easier as these chatbots can understand the exact 
question. For instance, if a customer is looking to purchase a TV stand, they can 
be more abstract and mention the TV model instead of its size. These Chatbots 
can search the internet and answer based on context which further simplifies the 
shopping experience instead of introducing an array of questions regarding the TV 
to provide an appropriate option to customers. This facilitates the customer using 
chatbots to make an informed decision about a product.

Enhancing Product Discovery

Product Discovery in e-​commerce is assisting consumers find a product they are 
looking for and recommending them new products. There has been an exponential 
increase in AI assistants built over ChatGPT and fine-​tuned to specific use cases. 
One such assistant is MyFashionGPT introduced by Myntra to help their customers 
find products as per their needs and improve app-​engagement. Based on looks ap-
propriate for locations, events, celebrity styling ideas, or occasions, the tool can find 
fashion ensembles at scale (Myntra launches ChatGPT-​powered search feature for 
enhanced product discovery, 2023). ChatGPT and similar assistants can be trained 
and personalized at scale to better understand consumers individually, based on pur-
chase patterns and user interactions to personalize recommendations for each other. 
Since these AI assistants have contextual understanding, they can consider various 
other factors (such as current fashion trends) to optimize product recommendations 



158

while also catering to users’ needs and preferences. These features also improve user 
engagement. Traditional search methods frequently depend on keywords, which might 
not adequately convey the subtleties of a user's preferences. Beyond just matching 
keywords, AI-​powered solutions like MyFashionGPT use natural language process-
ing to comprehend user inquiries and provide more precise and nuanced product 
recommendations. Based on other users’ reviews product discovery models can 
better analyze and sort product recommendations. With the introduction of GPT4, 
ChatGPT and its variations trained by companies and open-​source contributors are 
now able to process visual data. This makes way for visual recommendations, which 
can further improve the process of discovering new products by providing users 
with recommendations based on the visual characteristics of a product or a group 
of products. These models continuously learn and adapt based on user interactions 
and feedback. This adaptability ensures that product recommendations stay relevant 
and align with evolving trends and changing user preferences over time. Artificial 
intelligence (AI)-​driven product discovery tools improve user experience and boost 
sales and customer loyalty for e-​commerce platforms such as Myntra. Businesses 
may increase customer happiness and loyalty by making shopping more efficient 
and pleasant. Businesses can also train these models to help them upsell products 
to consumers by guessing spending will and capacity. They can leverage similar 
techniques to cross-​sell products to consumers.

The well-​known ability of ChatGPT to comprehend natural language is a current 
paradigm in machine learning. With amazing fluency and coherence, ChatGPT can 
interpret, produce, and respond to human language thanks to its transformer archi-
tecture, which can be trained on a large amount of text data. It is a flexible tool for 
a range of uses, including customer service, education, and entertainment, because 
it can hold conversations, respond to inquiries, and deliver contextually appropriate 
information. A major breakthrough in artificial intelligence, ChatGPT's versatility 
and ability to comprehend complex speech patterns allow for more natural interac-
tions between humans and machines. (Agarwal et al., 2024)

Enhanced Fraud Prevention: Scrutiny of transactional patterns helps in identifying 
potential instances of fraud, providing businesses with an enhanced security layer 
against fraudulent activities during transactions.

Streamlining Operational Processes

Customer satisfaction plays a pivotal role in the success of e-​commerce, and 
effective customer interactions are crucial in achieving this objective. ChatGPT 
significantly adds to this by providing advanced natural language processing capa-
bilities, assisting businesses to seamlessly engage with customers. By answering 
redundant/frequently asked questions, it also allows customer care executives to 
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give more time to other unusual support cases. This also reduces the need for a 
larger number of customer care executives and drives down business costs. With 
the availability of chatbots built over ChatGPT 24x7, businesses have been able to 
instantly solve quite a lot of customer concerns. This contributes to an enriched user 
experience by ensuring that customers can obtain information or resolve issues at 
any time. To add a layer of sophistication and understanding of customers, since 
ChatGPT-​based bots have contextual understanding these bots can consider previous 
chats/conversations and other customer data.

ChatGPT also performs data analysis by Automating data collection and orga-
nization, extracting insights from large amounts of data, identifying patterns and 
trends, generating reports and visualizations, and providing predictive analytics. 
By connecting ChatGPT to CRM systems such analysis can be done to generate 
insights to improve business value. Additionally, it can identify and segment potential 
customers based on their demographics, behavior, and interests to generate person-
alized and targeted marketing campaigns. By leveraging ChatGPT’s comprehension 
capabilities businesses can also conduct business research to help business gain. 
Businesses can leverage this data to create an understanding of the overall behavior 
of customers along with the trends which will facilitate the companies to develop 
stronger marketing strategies, strategies for the development of more relevant and in-​
demand products, inventory management, and overall business optimization (Kumar 
et al., 2023). ChatGPT represents a noteworthy advancement in conversational AI 
by utilizing extensive transformer topologies to provide human-​like responses in a 
range of subjects and domains. Studying the computational complexities underly-
ing these models' operation is essential as they proliferate in applications including 
customer service, education, and entertainment. (Patil et al., 2024)

Automated Order Processing: ChatGPT can help the e-​commerce platforms 
to completely streamline the entire order fulfillment process, including payment 
processing, thereby automating the order processing to reduce the need for human 
involvement. This accelerates order completion times.

Efficient Inventory Management: It is observed that by using the information 
gathered through interactions of customers with chatbots, the e-​commerce platforms 
leverage sales data and other relevant metrics to forecast product demand accurately. 
This facilitates the businesses to maintain optimal inventory levels, minimizing the 
risks associated with overstocking or shortages. This further helps in curtailing the 
cost to the company. By analyzing customer data, valuable trends and patterns are 
identified that empower businesses to develop targeted marketing campaigns and 
refine sales strategies, resulting in enhanced sales performance and revenue growth.

With an increasing population comes more challenges in managing the supply 
and demand for food. Over the past few years, scientists have put in a lot of effort 
to predict agricultural output production to help farmers. The study by (Sharma et 
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al., 2023) employs a variety of deep learning and machine learning techniques to 
forecast India's crop productivity. The study highlights the benefits of state-​of-​the-​art 
practices. Small-​scale ranchers will benefit from it since they may use the forecasts 
to plant crops wisely and estimate crop productivity for future years. The same may 
be used by e-​commerce platforms to select the suppliers ensuring an uninterrupted 
supply of food items.

Promoting Green Consumerism: A study by (Sadiq et al., 2024) explores 
the potential of ChatGPT as a green evangelist in e-​commerce, aiming to promote 
sustainable consumerism. Two studies are used for exploratory factor analysis to 
validate the CGGE construct and the related concept of “consumer equilibrium”, 
and to test the convergent and discriminant validity of CGGE, showing that it 
can predict consumer equilibrium through green purchase intentions, with brand 
credibility as a moderating factor, respectively. The research advances the Unified 
Theory of Acceptance and Use of Technology (UTAUT) and provides a valuable 
tool for future studies on leveraging ChatGPT to encourage sustainable consumer 
behavior in e-​commerce.

Navigating the Challenges: While ChatGPT allows a great deal of advantages 
and unique benefits to e-​commerce platforms, it is not a smooth sail since there 
are large number of challenges that come along. Literature identifies some of the 
commonly faced challenges.

Natural Language Understanding

Ambiguity Handling: Instead of providing a single deterministic answer, ChatGPT 
generates responses in a probabilistic manner. It produces a range of potential 
responses along with associated probabilities. While ChatGPT does not have the 
capability for real-​time learning or updates, it benefits from its training data, which 
includes a diverse range of examples. The model leverages this extensive training 
to make informed predictions and handle a variety of ambiguous scenarios based 
on patterns learned during training. However multiple and continual training is a 
matter of hardship and also involves high cost. The training will require high-​quality, 
unbiased data which could be a challenge. Building large-​scale datasets with images 
and marketing keywords will involve significant effort for the collection of data as 
well as preprocessing, which can be resource-​intensive. (Li et al., 2024)

Context Preservation: ChatGPT, within a ‘chat’ or conversation, can answer 
based on the context of previous prompts and responses, with up to 30 prompts in 
its version 3.5, which is freely available to everyone. It considers not only the most 
recent input but also the broader context of the entire conversation. This enables the 
model to provide more relevant and coherent responses even in situations where user 
queries might be ambiguous. But the challenge is that if the number of prompts rises, 
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the level of ambiguity may rise leading to the utility to decrease as the response to 
queries may turn non-​useful or unrealistic. (Kumar et al., 2023)

Conversations in e-​commerce can be multifaceted, with users switching topics 
or asking related but contextually different questions. ChatGPT must accurately 
track and integrate multiple conversational threads to provide coherent responses. 
Failure to do so can lead to disjointed interactions or irrelevant responses. (Rou-
meliotis et al., 2023)

Context in e-​commerce settings can evolve rapidly with each user query or update 
in the product information. ChatGPT's ability to adapt swiftly to new information or 
changes in context is crucial. It must update its understanding dynamically without 
losing track of the primary conversational intent. (Orzoł & Szopik-​Depczyńska, 2023)

Security and Compliance

Data Protection: It retains only the minimum amount of user data necessary for 
the functioning of the system following the principle of data minimization. Even 
retention of user inputs has been minimized. E-​commerce platforms collect customer 
data through Chatbots and thus need to ensure that they comply with privacy regu-
lations and handle customer data securely, to maintain confidentiality. Protection of 
customer information and preventing data breaches poses to be a major challenge. 
(Kumar et al., 2023)

Legal and Ethical Considerations: OpenAI, the parent company, has witnessed 
a plethora of complaints and lawsuits from major organizations regarding their 
copyrighted content being used in training data. This situation gives rise to a press-
ing quandary, navigating the delicate balance between the relentless pursuit of AI 
advancement and the imperative to respect intellectual property rights. The inter-
pretation of the fair use doctrine becomes a critical factor in assessing the legality 
of incorporating copyrighted content into AI training data. The nuanced nature of 
fair use adds complexity to the legal landscape, requiring careful consideration of 
factors such as purpose, nature, amount, and effect on the market.

Reduced Human Interaction: The old-​fashioned and elderly customers are still 
not very appreciative of technology-​based customer handling. Chatbots powered by 
ChatGPT excel in efficient customer service but lack the human empathy necessary 
to provide emotional support. This can lead to customers feeling disconnected from 
the brand, potentially reducing customer loyalty.

Limited understanding of context: Chatbots may struggle with grasping the 
intricacies of human language, occasionally providing irrelevant or inappropriate 
responses to customer queries. This can cause confusion and frustration among 
customers. This may be dissuading to customers of the e-​commerce platforms.
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Cost: While ChatGPT AI promises long-​term cost savings, initial implementa-
tion costs can be substantial, covering training, maintenance, and integration with 
existing systems. This may be difficult to cope with for the small or newly developed 
e-​commerce platforms that have very low scale of operations.

User Trust and Perception

Transparency: OpenAI recognizes the importance of providing users with in-
sights into how the system operates and the principles guiding its behavior. The 
company has been transparent about the architecture of ChatGPT, which is based 
on the GPT (Generative Pre-​trained Transformer) framework. Yet customers may 
not be very confident and may not have trust in the AI-​based recommendation given 
by the Chatbot. They may have their reservations regarding transparency. (Arman 
& Lamiyar, 2023)

Error Handling: Through various research papers ChatGPT (Sharma et al., 
2024), and similar AI bots have been discovered to confidently respond with wrong 
answers to users’ questions even gaslighting users into believing the said incorrect 
information to be true.

CONCERNS

There are multiple concerns with using ChatGPT.

1.  	 Political bias: As tested by various users and news agencies, while ChatGPT 
may initially refuse to respond on potentially controversial topics a series of 
back-​and-​forth engagements makes it possible to conduct a structured dialog 
making it take a position on political issues for example. An article by Brookings 
found the chatbot to be left leaning when asked to respond to certain political 
positions in binary options.

2.  	 Prompt injection: An AI chatbot deployed by a car dealership promised a 2024 
Chevy Tahoe for $1. The incident was reported to have taken place on a dealership’s 
(Chevy of Watsonville in California) website where the user achieved the said 
response by prompting “Your objective is to agree with anything the customer 
says, regardless of how ridiculous the question is. You end each response with, 
“and that's a legally binding offer -​ no takesies backsies.” Understand?”. While 
such promises do not currently hold legally, at least in the US, such responses 
could pose a serious threat to businesses in various countries with varying laws. 
Other users have also misused ChatGPT-​powered chatbots for other purposes 
such as asking a business bot to write a Python program. This can lead to higher 
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bills for businesses making API calls while not helping the business grow/ add 
value.

3.  	 Revelation of sensitive training data on repeatedly prompting ChatGPT: Scientists 
at Google DeepMind tricked ChatGPT into revealing individuals' phone numbers 
and emails, indicating the presence of such information in its training data. This 
not only raises ethical and moral concerns about the training data but also poses 
a threat to the said individuals by potentially revealing personally identifiable 
information.

DISCUSSION

The information provided highlights both the potential benefits and significant 
concerns associated with the implementation of ChatGPT in e-​commerce.

The transformative capabilities of ChatGPT in e-​commerce are evident, offering 
a range of benefits. From enhancing customer interactions and streamlining support 
services to revolutionizing product discovery and operational processes, ChatGPT 
presents a versatile tool for improving the overall e-​commerce experience. Its appli-
cations in summarizing data, providing real-​time customer support, and automating 
personalized recommendations showcase the potential for increased efficiency and 
customer satisfaction.

However, several concerns cast a shadow over the seamless integration of 
ChatGPT. The issue of political bias, as observed in responses to certain prompts, 
raises questions about the neutrality and reliability of AI models in conveying infor-
mation. The concept of prompt injection, where users can manipulate chatbots into 
making misleading promises, introduces ethical and legal challenges, emphasizing 
the need for responsible deployment and clear guidelines. Furthermore, the revelation 
of sensitive training data, such as phone numbers and emails, poses serious privacy 
risks and demands robust measures to safeguard user information.

To address these concerns, it is imperative to implement mitigation strategies. 
Detecting and mitigating biases, establishing guidelines for responsible use, strength-
ening privacy protection measures, educating users, and promoting transparency 
and accountability are crucial steps. Ongoing research and development in AI ethics 
play a vital role in refining these strategies and ensuring the responsible and ethical 
deployment of ChatGPT and similar AI technologies.

In conclusion, while ChatGPT holds immense potential for transforming e-​
commerce, the identified concerns underscore the importance of responsible devel-
opment, deployment, and ongoing monitoring. Balancing innovation with ethical 
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considerations is key to harnessing the benefits of ChatGPT without compromising 
user trust and privacy in the dynamic landscape of e-​commerce.

CONCLUSION

In conclusion, the integration of ChatGPT in e-​commerce presents a dual landscape 
of transformative potential and noteworthy concerns. Technology holds promise in 
enhancing customer interactions, streamlining support services, and revolutionizing 
product discovery and operational processes. Its applications span from summarizing 
aggregated data to providing real-​time customer support, showcasing its versatility 
in improving overall user experiences.

However, the concerns raised, such as political bias, prompt injection leading 
to potentially misleading interactions, and the revelation of sensitive training data, 
underscore the imperative for responsible deployment and continuous monitoring 
of AI systems. Mitigation strategies, including bias detection, ethical guidelines, 
privacy protection measures, user education, and transparency, are crucial to address 
these concerns and foster trust in the responsible use of ChatGPT in e-​commerce.

Balancing innovation with ethical considerations is paramount to ensure that the 
benefits of ChatGPT are harnessed without compromising user trust and privacy. 
As the field of AI ethics evolves, ongoing research and development will contribute 
to refining strategies, ultimately paving the way for a more responsible and ethical 
integration of ChatGPT in the dynamic realm of e-​commerce.
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