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Abstract: Knowledge management is a process in which the knowledge Iranian Research Institute
available in the organization is identified, collected, organized, stored, for Information Science and Technology
and finally shared to help improve decision-making processes, increase (IranDoc)

productivity, and promote innovation. As one of the key concepts in ISSN 2251-8223

the information age, improving the performance of organizations is of elSSN 2251-8231

great importance. One of the key elements for the development and Indexed by SCOPUS, ISC, & LISTA

advancement of knowledge management is artificial intelligence, which Vol. 41| No. 3 | pp. 685-714

has not received sufficient attention from knowledge management Spring 2026

practitioners and theorists in many cases. Given the complexities https://doi.org/10.22034/jipm.2025.2073417.2106
of large and multi-layered organizations such as the Social Security
Organization, knowledge management cannot proceed solely based
on traditional approaches. The introduction of artificial intelligence
technology into the field of knowledge management has had significant
effects such as increasing efficiency and improving organizational
processes. The present study was conducted with the aim of designing a
framework for knowledge management based on artificial intelligence in
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complex organizations. The research method was qualitative and used a grounded theory
approach. The statistical population of the study was managers and information technology
experts of the country’s Social Security Organization. Data were collected based on semi-
structured interviews with 27 experts in the fields of knowledge management and information
technology at universities and executive level, upon reaching theoretical saturation. Sampling
was carried out using a purposeful snowball method. Data analysis led to the identification of
21 influential components in the form of causal and contextual conditions, intervening factors,
and strategies and consequences of knowledge management based on artificial intelligence.
Validity and reliability were assessed and confirmed using the Lincoln and Guba (1985)
method. The research findings focus on the concept of smart knowledge management as the
central phenomenon of the model. In the designed research framework, causal conditions
were identified by discovering six components: the need for the organization to be up-to-date,
converting raw knowledge into actionable knowledge, responding to employee demands,
reducing costs and preventing losses and inefficiency of the status quo and customer orientation;
background conditions with four components: availability of necessary infrastructure, strategic
investment, internal system excellence and improvement of organization management;
intervening conditions with two components: external factors and internal factors; strategies
with five components: implementation of customer relationship management, implementation
of strategic management, creation of motivation to increase employee participation and
outsourcing of technological services; and outcomes with four components: sustainable growth
of the organization, improvement of organizational image, client (customer) satisfaction and
survival of the organization. As a result, the application of such a framework helps managers
of the country’s Social Security Organization overcome existing challenges in their knowledge
management and ensure improvement of the organization’s image and client satisfaction and
achieve the goals of organizational growth and ultimately the survival of the organization.

Keywords: Atrtificial Intelligence Technologies, Knowledge Management, Tacit Knowledge,
Complex Organizations, Knowledge-Based Organizations, Social Security Organization
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2. Natural Language Processing (NLP)
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