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Identifying and prioritizing the opportunities and challenges of artificial intelligence in knowledge
management based on the Hicks' model using the gray relationship analysis method (with
emphasis on GPT Chat, Bard Chat, Bing Chat)

Abstract

Purpose: The development and evolution of technology constantly influences the different aspects of
human life and work, and artificial intelligence is one of the latest technologies that play an important
role in these developments. Given the nature of software robots technology and their relationship
with the processing, recovery and communication of data and information, one of the areas that is
affected is the field of knowledge management. Since both artificial intelligence and knowledge
management are inevitably related to the nature of knowledge and learning, recent developments in
artificial intelligence can provide new foundations for changing knowledge management in
organizations and create opportunities for added value added to the organization. But given the
emergence of the new technology of artificial intelligence and the moment -by -moment advances of
this new technology, organizations should not overlook the challenges and concerns related to its use.
Therefore, it is necessary to identify and examine the opportunities and challenges of artificial
intelligence in the management of organizational knowledge. In this regard, the purpose of the
present study is to identify the opportunities and challenges of artificial intelligence in knowledge
management based on the four -stage Hicks model.

Methodology: This research in terms of practical purpose, in terms of research method and descriptive
analytical data collection is of a survey type, In terms of the basis of the type of data collected, it is of
a quantitative type and uses the tool of a questionnaire to identify and prioritize the opportunities
and challenges of artificial intelligence in Knowledge management. The experts of this study are o
experts in artificial intelligence, computer and knowledge management. The research sampling
method is judgmental and the samples were selected based on expertise and the research criteria
were extracted from the review of internal and external studies in the field of artificial intelligence
and knowledge management. The current research was carried out in three stages. In the first stage,
the indicators of opportunities and challenges of artificial intelligence in knowledge management
were obtained through literature review and interviews with experts and were modeled based on the
Hicks'knowledge management model. Then, in the next step, these criteria were screened using the
fuzzy Delphi method. Finally, the chatbots studied in the research were prioritized through the most
key indicators using the gray relationship analysis method.

Findings: According to the research findings, it was identified in the category of artificial intelligence
opportunities in knowledge management, fifteen indicators were identified: of 4 indicators in
knowledge creation (including content production, text text, automatic document summary, rapid
knowledge production); 5 Indicators in Knowledge Reserve and Reconstruction (including access to
diverse and more diverse datasets, training on advanced learning techniques, removing language
barriers, using natural language processing, content summary and rapid relevant knowledge
recovery); 3 indicators in knowledge sharing (including knowledge subscription, information sharing
regardless of the place, regulating the language of the user); 3 indicators in knowledge application
(including knowledge use, easy access, user -friendly). Also in the category of challenges, fourteen
indicators were identified: 3 indicators in knowledge creation (including prejudice and cultural
differences, dynamic information (the risk of presenting old or inaccurate information), lack of



creativity); 3 Indicators in Knowledge Reserve and Reconstruction (Including a Restriction in Answering
Complex Questions, Inability to Understanding Similar Word's Meaning, Restriction In Response to All
Subject Area); 3 indicators in knowledge sharing (including poor English languages, biased information
sharing, lack of proper balance between human input and artificial intelligence assistance) and 5
indicators in knowledge application (including lack of expertise in different areas, strength and
security, security, Data quality and prejudice, moral considerations, cost constraints and resources).

Conclusion: The results showed that in the category of opportunities and in the challenges, chat was
ranked first and with the low difference of GPT chat and then Chat Bing in the third place, so it can be
said that for utilization of chats In the knowledge management process, chat can be the best option
for use. However, in opportunities, the first rank represents more opportunities and benefits than the
other two chats, and in the challenge, it includes more challenges and issues. According to the results
of the study, it can be said that artificial intelligence can be said. Technology is developing and a
powerful tool for knowledge management. Organizations can manage their knowledge more
effectively and use it to improve their performance. On the other hand, organizations need to continue
to update and improve their artificial intelligence systems, and organizations that use artificial
intelligence opportunities effectively can enjoy significant competitive benefits. However,
organizations should also be aware of the challenges of artificial intelligence and take steps to reduce
these risks, and by adopting a comprehensive and conscious approach to take advantage of the
opportunities and challenges of this technological tool to manage their organization's knowledge and
increase their competitive advantage.

Keywords: knowledge management, Artificial intelligence, Hicks' model, Gray relationship
analysis, GPT chat, Bard chat, Bing chat



