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<Title> What is Ecommerce Al?

<Sub title> Innovative ecommerce Al tools make it easy to enhance

business operations and digital shopping experiences.

Al-powered customer service chatbots, product recommendations, and
personalisation have been a part of ecommerce for years. But now, new
innovations and advances in ecommerce Al are helping businesses create
shopping experiences that seemed impossible just years ago. New agentic
tools give businesses the power of a limitless workforce, and generative Al is

already changing the way shoppers browse and search for products online.

A whopping 84% of organisations say Al gives them a competitive advantage.
If you're looking for ways to implement Al to make a significant impact on
your operational efficiency, customer experience, and revenue, here’s

everything you need to know.

What is Al in ecommerce?
How three different types of Al are changing ecommerce
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Key benefits of Al in ecommerce
How to use Al in ecommerce
Top challenges of implementing Al in ecommerce

Partner with a trusted ecommerce Al platform
Ecommerce Al - Frequently Asked Questions (FAQs)

What is Al in ecommerce?

Al in ecommerce refers to the integration of Al technologies like machine

learning and natural language processing (NLP) to make online shopping

better for everyone. For example, when an online store suggests relevant

products to go along with other items in your cart, Al is working behind the
scenes. It analyses your browsing history, storefront clicks, and past

interactions to serve up truly personalised suggestions.

Ecommerce Al isn't just improving the customer experience. It can also
streamline business operations, help you make data-driven decisions, and

eliminate tedious, repetitive tasks. How? Generative Al (gen Al) can help you

write (and personalise!) product descriptions, marketing content, and both

internal and external business communications, while advanced Al like
predictive analytics can sift through historical sales data to forecast future
trends and customer needs. These insights help you improve inventory and

implement dynamic pricing strategies. From content creation to large-scale
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data analysis, ecommerce Al is a gamechanger for businesses — and the

numbers prove it:

Extent to Which Al is Credited with Improvements to the Following
=i Major improvement B Moderate improvement

Minor improvement [l Noimprovement [l Don't know

Operational a - 3%
efficiency 3% sl e I 1%

Employee S 2 — 2%
productivity 41% 43% 13% 0%
Revenue 2%
growth 41% 43% 14% I_ 1%

Employee 3%,
satisfaction/ 39% 43% 14% I -
experience 1%

Base: Respondents at organizations that have fully

implemented artificial intelligence.

From operational efficiency and employee productivity to revenue growth and satisfaction,
ecommerce Al delivers significant improvements across the board for businesses that have fully

implemented it, according to the State of Commerce report.

How three different types of Al are
changing ecommerce

Natural Language Processing (NLP): This type of Al is what enables

computers to understand, interpret, and generate human language.
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Businesses can use NLP to improve experiences with chatbots and virtual
shopping assistants, and for large-scale sentiment analysis. It also helps
brands respond to customer queries in real time and in plain language,
analyse reviews for product insights, and personalise communication across

different communication channels.

Machine Learning (ML): With machine learning, Al uses algorithms to learn
from data and improve over time — without being explicitly programmed. This
type of Al can power ecommerce experiences like personalised product

recommendations, dynamic pricing, and fraud detection.

Deep Learning: Deep Learning is a subset of machine learning that uses
layered neural networks to model complex patterns in data. This enables
things like advanced visual search, voice recognition, and inventory
forecasting. Brands are already leveraging it for features like “shop the look”
based on images, smarter voice assistants, and better demand prediction

across supply chains.

Key benefits of Al in ecommerce

Al offers a wide range of benefits for ecommerce businesses, significantly

impacting both the ecommerce customer experience (CX) and operations.

Make every ecommerce engagement more productive

Most customers (73%) expect better personalisation as technology advances.

Today's consumers are inundated with choices and expect hyperpersonalised
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experiences. From shopping recommendations to promotional messages —

they want to feel truly understood and valued. The best part? Al and

hyper-personalisation go hand in hand.

Al can pore over vast amounts of customer data to help you personalise

ecommerce customer service, product recommendations, and marketing

campaigns, amongst other things. When shoppers see items they want,
they're more inclined to add them to their cart and complete the checkout
process. This increases your conversion rates and average order value (AQV).

Pro tip: Use Al to segment your target audience, as it can help you personalise
accurately instead of chasing multiple customer segments that may not

convert.
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Driving more productive customer engagement, Al empowers ecommerce platforms to anticipate
needs and deliver personalised support, streamlining interactions from dashboard insights to direct

customer chats.



Improved customer service

Our studies show that about 43% of consumers stop shopping from a brand

after a poor customer service experience. Luckily, Al can change this. You can
effortlessly deliver more contextual, personalised customer service while

boosting your customer satisfaction. Here are a few ways Al can improve your

service quality:

e 24/7 instant support: Set up chatbots or intelligent, autonomous Al

agents like Agentforce to deliver round-the-clock service. They can

answer frequently-asked questions (FAQs), handle order management,

and offer immediate assistance beyond business hours.

e Personalised interactions: Al analyses customer data like past
purchases, browsing history, and conducts sentiment analysis to
provide highly tailored responses and recommendations. It's like having
a personal shopping assistant who remembers your preferences and
understands your mood.

e Faster issue resolution: Al can quickly identify the intent behind a
customer's query and either provide an instant service or route them to
the most appropriate team. This reduces long waiting hours and
significantly improves customer satisfaction.

e Proactive support: Al can monitor customer behaviour and predict
potential issues before they flare up. For example, if a delivery is
delayed, Al can automatically send proactive updates to your customer.

This reduces their need to contact support.
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More revenue with automation

Al can dramatically improve your bottom line by helping you identify

best-selling products and optimise your ecommerce website or landing pages.

Say you're offering product bundles. Al can help you curate and personalise
them based on your customer behavior and preferences. Also, it optimises
pricing in real-time based on demand and competitor activity for maximum

profitability on every sale.

Automate repetitive tasks across email marketing, fulfillment, and sales

cycles to make sure your team focuses on more strategic tasks. Agentforce
can effortlessly handle these tasks while recommending products or services

that your customers are likely to require.

For example, with Air India, refund requests often require multiple handoffs
between Air India’s contact centre, refunds team, and the customer, which
can occasionally slow down resolution times. By deploying Agentforce, Air
India is reimagining this process through adoption of agentic Al. The solution
streamlines and accelerates the end-to-end handling of such requests —
automating routine steps, reducing human effort, and enabling agents to
focus on higher-value interactions. Customers now benefit from faster
resolutions, timely refund processing, and proactive updates. Air India also

uses Service Cloud, Sales Cloud, Data Cloud and Einstein Al to power its

customer engagement and business operations.

SharkNinja does this like a pro. When a customer asks about their orders,

Agentforce provides a status update and suggests complementary products.
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For instance, if someone inquires about their ice cream maker, Agentforce

shares the delivery date and recommends reusable storage containers.

SharkNinja uses Commerce Cloud to identify upselling, and cross-selling
opportunities that boost revenue. This also unifies their marketing, sales, and
service efforts, helping them tap into revenue opportunities at every

touchpoint.
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Al streamlines smart promotions in ecommerce. By automating and optimising these campaigns,

businesses can significantly enhance customer engagement and drive more revenue.

Happier, more productive employees

About 7 in 10 marketers expect Gen Al to reduce repetitive tasks so they can

focus on strategic and critical tasks. Al can boost overall productivity and
employee morale by handling tasks like data entry, inventory updates, and
answering common concerns. It also provides data-backed insights, enabling

teams to make faster, more informed decisions.

Think of Al as an addition across your departments that can manage tasks
that once felt tedious and monotonous. This also opens up new career
trajectories and reskilling opportunities. Beyond this, when employees focus

on strategic activities such as innovation, deeper customer engagement, and

market research, it enhances their efficiency and job satisfaction.

How to use Al in ecommerce

Al can be used in ecommerce in multiple ways, transforming everything —
from how customers shop to your business operations. Let’s look at five key

applications:

1. Dynamic pricing
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Price changes were once manual, based on tedious market research and
demand forecasts. Now businesses can offer dynamic pricing powered by Al.
This involves using algorithms to automatically adjust product prices in real
time based on factors like competitor research and inventory levels, demand
spikes, and individual shopping behavior. The best part? It can all be

automated and instantaneous.

Dynamic pricing helps you maximise revenue by capturing the highest
possible price, staying competitive, and reducing excess inventory through
timely discounts. Ultimately, dynamic pricing with Al leads to smarter pricing

decisions, better conversion rates, and higher overall margins.

2. Visual search

Of all innovative use cases for Al in ecommerce, visual search will likely be
one of the most popular — and one of the most desired by consumers.
Traditional product discovery on an ecommerce site involved entering specific
keywords into a search bar. For example: “red sweater crop top.” Then, a
shopper would browse through product listing pages and sift through a sea of
red sweaters. Now, generative Al enables visual search. A shopper can upload
a photo of a specific red sweater with a hasty prompt: “I'm looking for this red
sweater. Only show me exact or very similar matches.” And viola! Al can return
hyper-specific results. No more keywords. No more lengthy browsing

sessions. Just speedy discovery and fast conversions.



3. Content creation

Ecommerce involves a lot of content: Product images, product descriptions,
branding, FAQs, blogs, and more. Generative Al makes these tasks a lot easier,
and a lot faster. For example, a retailer with a large catalog and thousands of
SKUs needs unique descriptions for each product. With Al trained on product
data, customer reviews, and SEO best practices, you can create optimised,
detailed, accurate product descriptions for every item, in minutes. In turn, that
means marketers and merchandisers can dedicate more time to more

valuable, strategic work.

4. Personalisation improvements

Forty percent of customers agree that Al raises the bar on customer
experiences. By now, shoppers are accustomed to personalised product
recommendations and relevant promotions. But new innovations are
improving on and adding to personalised shopping experiences. In the past, Al
was mostly predictive. Now, it can anticipate. For example, advanced neural
networks can analyse past behaviour, browsing patterns, and purchase

timelines to anticipate intent and recommend products proactively.

With the right Al tools and ecommerce platform, your site can show a different
homepage to each user based on location, season, and personal shopping
habits. Al can also continuously update your user segments based on

real-time data. Ultimately, ecommerce Al innovations mean that you can
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provide hyper-personalised, immediate experiences that resonate deeply with

each individual shopper.

5. Al agents for ecommerce customer service

In brick-and-mortar stores, sales and service agents are your biggest asset.
They can pick up on cues from customers as they shop and suggest

appropriate products. Luckily, agentic commerce is here — and it's a

groundbreaking shift from what ecommerce has experienced so far.

Al agents like Agentforce act as sophisticated, independent "agents" rather
than just a conversational interface like live chat or chatbots. Unlike humans,
agents don't sleep and can deliver 24/7 customer service. They can deliver

omni-channel customer service and effortlessly handle common concerns or

frequently asked questions (FAQs). For example, when a customer contacts
about a delayed order, Agentforce can check the order, detect a fulfillment
issue, and even proactively initiate a partial refund or offer a substitute.
Agentforce automatically hands off customer issues requiring human
expertise to the most suitable customer service representative. This enables

Al to fully resolve complex customer issues, not just answer them.

Product discovery is another key area where agents can help. In fact, about
39% of businesses with Al see a major improvement in this aspect. Al and

agents can understand customer intent through natural language, analyse


https://www.salesforce.com/marketing/personalization/hyper-personalization/
https://www.salesforce.com/commerce/ai/agentic-commerce/
https://www.salesforce.com/in/agentforce/ai-agents/
https://trailhead.salesforce.com/content/learn/modules/omni-channel-readiness-and-digital-engagement/defining-omni-channel
https://www.salesforce.com/form/commerce/conf/state-of-commerce/?d=sh
https://www.salesforce.com/form/commerce/conf/state-of-commerce/?d=sh

browsing history and preferences to offer tailored product recommendations.

Al can also assist with conversational commerce and enable visual or voice

searches for a more intuitive shopping experience. This helps customers
quickly find exactly what they're looking for, or even discover products they

didn't know they needed.

A classic example? If your customer wants to recreate an outfit from the
latest Cannes Film Festival or is putting together a sensational piece for a
special occasion, agents can help them curate a look. Instead of spending
hours on an ecommerce website, they can upload a photo or seek
recommendations from the Al. Experiences like this increase repeat

purchases, and therefore, your customer retention rate.

Extent to Which Al is Credited with Improvements to the Following

B Majorimprovement [l Moderate improvement

Minor improvement = No improvement B Don't know

Customer 3%
satisfaction/ 42% 40% 14% I o
experience ~1%

Product o 2%
discovery a9% e 3% l 1%

- 2%
Customay 39% 41% 16% l ?
loyalty - 1%

o 2%
Personalization 37% 45% 16
1%

Base: Respondents at organizations that have fully

implemented artificial intelligence
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Al is empowering ecommerce customer service by dramatically improving satisfaction, streamlining
product discovery, fostering stronger loyalty, and delivering highly effective personalisation,

according to Salesforce's State of Commerce report.

6. Analyse data and get business guidance

Al offers deeper insights into your customer behaviour, and help answer

questions like these:

e What are customers really looking for? Al analyses search queries,
browsing patterns, and even visual inputs to understand intent far
beyond simple keywords. This leads to more relevant search results and
product recommendations.

e How can we personalise their journey? Al analyses purchase history,
demographics, and real-time interactions to personalise content, offers,
and website experiences. This makes every touchpoint feel unique.

e How do customers truly feel about your brand? Al monitors social
media, reviews, and customer service interactions to gauge public
sentiment about your brand. The best part? It provides insights for
ecommerce marketing and reputation management.

e When are they most likely to convert (or churn)? Predictive analytics
can forecast buying patterns and identify customers at risk of leaving. It
can then retain customers through proactive engagement and reduce
shopping cart abandonment.

e How can we provide instant, intelligent support? Al-powered chatbots
and virtual assistants handle routine inquiries 24/7, guiding customers
through product discovery, order tracking, and troubleshooting. This
way, your team can focus on more strategic, complex issues.

e What complementary products will they love? Al identifies cross-selling
and upselling opportunities by analysing purchase habits and customer
behaviour. This nudges customers toward additional relevant items.



https://www.salesforce.com/form/commerce/state-of-commerce/?d=pb
https://www.salesforce.com/blog/ecommerce-content-marketing/
https://www.salesforce.com/in/marketing/social-media-monitoring-guide/
https://www.salesforce.com/in/commerce/ecommerce-marketing-guide/
https://www.salesforce.com/in/blog/payment-strategy-for-ecommerce-companies/
https://www.salesforce.com/in/agentforce/what-are-virtual-agents/

e How can we personalise search and navigation? Al improves the site
search experience by understanding user intent and preferences. This is
the cornerstone of product discovery and eventually revenue generation.

e How much should we spend on advertising? Al can analyse the
performance of various advertisements, keywords, and creative assets
in real-time. It can automatically adjust bids and allocate budgets to
improve marketing ROl across platforms like Google Ads and social
media.

7. Enhance post-purchase operations

An immersive ecommerce experience doesn't end with an order — it extends

beyond fulfillment, too. Al can take up the routine tasks of tracking and

collecting customer feedback, sending shipping and order tracking links, and
managing returns. Al can send personalised thank-you messages and order
confirmations, making customers feel valued and appreciated. Thoughtful

acts like these go a long way.

Al can also conduct surveys to gather your customer sentiment. Such insights

can help you strategise your ecommerce offerings. Inventory management is

another critical area for Al to jump into. It can help your fulfillment partners
map out more sustainable delivery routes — all while suggesting
cost-effective ways to source and ship items. This is especially useful as
shipping costs, sustainability concerns, and inefficient order routing are top

business concerns.

8. Reduce ecommerce fraud
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About 36% of ecommerce businesses experienced a site outage in the past

year, with 57% of them happening during a busy season. Site outages or data
breaches can cause significant revenue loss, damage to brand reputation, and
frustrated customers. Al helps you shift from reactive to proactive and even

predictive maintenance. Machine learning algorithms are trained on historical

data to understand "normal” operational patterns. They can then identify
subtle anomalies in real-time before they escalate into a full-blown outage or
ecommerce fraud. For example, a gradual increase in server load or a slight
spike in error rates might be overlooked by human monitoring but flagged by
Al.

When a new transaction or user activity deviates significantly from standard

user behavior, the Al flags it as suspicious. This includes:

Sudden, high-value purchases on new accounts

Multiple failed login attempts

Purchases from unusual locations or devices

Rapid changes to account details

Repeated small orders (often used to test stolen card numbers)

A trusted customer relationship management (CRM) tool like Commerce

Cloud can help you defend your ecommerce business like a pro. It
continuously monitors your site to detect and alerts on potential issues before
they cause outages. Commerce Cloud comes built-in with Al that regularly
applies security updates and patches to protect against vulnerabilities. It flags

high-risk orders for immediate review, and helps you meet regulatory

standards like Payment Card Industry Data Security Standard (PCI DSS) to
protect customer data. Even small and medium-sized businesses (SMBs) with
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lean teams and resources can sleep at peace, without worrying about

cybersecurity threats or site crashes.

Top challenges of implementing Al in ecommerce

It's no surprise that a technology as powerful as generative Al will come with

challenges. Implementing Al and maintaining trust while you do it requires

strategic thinking, loads of planning, transparency, and maniacal focus on
what matters most: your customers. Here are a few considerations as you

come up against the challenging task of implementing Al.

e Al models are only as good as the data they're trained on. Ecommerce
businesses often struggle with messy, inconsistent, incomplete, or
siloed data from various sources like website, CRM, enterprise resource

planning (ERP), and social media.

e Many established ecommerce businesses operate on legacy systems.
And they weren't built with Al integration in mind. Integrating modern Al
solutions with these older, often rigid, infrastructures can be complex,
time-consuming, and expensive.

e Al models need continuous monitoring and retraining with new data.
This is what helps Al remain effective as market conditions or customer
behaviours evolve. This adds to ongoing operational costs.

e Al heavily relies on customer data. This may raise significant concerns
about data privacy and compliance with regulations like General Data
Protection Requlation (GDPR) and California Consumer Privacy Act

(CCPA). Mishandling data can lead to hefty fines, reputational damage,
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https://www.salesforce.com/in/form/events/webinars/form-rss/5034631
https://security.salesforce.com/in/general-data-protection-regulation

and loss of customer trust. It's critical to partner with trustworthy

vendors to ensure compliance.

e Al algorithms can unintentionally inherit biases. If biases are present in

the training data, this can lead to discriminatory or unfair results. This
includes biased product recommendations, unfair pricing, or exclusion

of certain customer groups.

Partner with a trusted ecommerce Al platform

When implemented strategically and used correctly, ecommerce Al can
elevate customer experiences and increase operational efficiency. The right

ecommerce platform will empower your business with out-of-the-box tools

and capabilities to keep up with competition, personalise shopping, and

improve employee productivity.

Ecommerce Al - Frequently Asked Questions (FAQs)

How is Al used in ecommerce?

Al in ecommerce is used to personalise product recommendations, optimise
inventory management, and enhance customer service. It also analyses

customer data to improve marketing strategies and user experiences (UX).

How much does Al for ecommerce cost?


http://www.salesforce.com/in/blog/what-is-ai-bias
https://www.salesforce.com/in/commerce/
https://www.salesforce.com/form/commerce/ecommerce-capabilities/?d=pb

The cost of Al solutions for ecommerce can vary widely depending on the
features and complexity you need. Research different providers and their

pricing models to find the best fit for your budget and business needs.

Which Al is best for ecommerce?

Present-day ecommerce in India is able to rapidly transform to meet evolving
customer needs because of Al technologies like personalisation engines,
predictive analytics, generative Al, and conversational Al that optimise

shopping experiences and streamline operations._Commerce Cloud

seamlessly integrates these capabilities, enabling Indian businesses to deliver
smarter, more personalised journeys and accelerate growth through unified,

data-driven commerce

<cta>0UIde

Jumpstart ecommerce growth with cross-channel Al tips
Get the guide


https://www.salesforce.com/in/commerce/
https://www.salesforce.com/form/commerce/how-to-jumpstart-growth-in-commerce/?d=pb
https://www.salesforce.com/form/commerce/how-to-jumpstart-growth-in-commerce/?d=pb

<cta-Learn best practices and get tips for ecommerce
automation

Read the article
<cta>How to use Al agents to increase ecommerce revenue

Get the playbook

<cta>See what the world’s most trusted commerce platform

can do

Watch the demo


https://www.salesforce.com/commerce/ecommerce-automation/
https://www.salesforce.com/commerce/ecommerce-automation/
https://www.salesforce.com/commerce/ecommerce-automation/
https://www.salesforce.com/form/commerce/how-to-use-ecommerce-agents/?d=pb
https://www.salesforce.com/form/commerce/how-to-use-ecommerce-agents/?d=pb
https://www.salesforce.com/form/commerce/commerce-cloud-overview-demo/?d=pb
https://www.salesforce.com/form/commerce/commerce-cloud-overview-demo/?d=pb
https://www.salesforce.com/form/commerce/commerce-cloud-overview-demo/?d=pb
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