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Introduction: Knowledge management is a process in which the knowledge
available in the organization is identified, collected, organized, stored, and finally
shared to help improve decision-making processes, increase productivity, and
promote innovation. As one of the key concepts in the information age, it is of
great importance in improving the performance of organizations. Given the
complexities of large and multi-layered organizations such as the Social Security
Organization, knowledge management cannot proceed solely based on traditional
approaches. One of the key pillars for the advancement of knowledge
management is artificial intelligence, which has had significant effects such as
increasing efficiency and improving organizational processes. The present study
was conducted with the aim of designing a knowledge management framework
based on artificial intelligence in complex organizations. The research method is
qualitative and with a data-based approach.

Methodology: The statistical population of the study was the Social Security
Organization. Research data was collected through semi-structured interviews
with a sample of 27 academic and executive experts in the fields of knowledge
management and information technology, and upon reaching theoretical
saturation (26+1). Sampling was carried out using the snowball and purposeful
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method. In the present study, after implementing the interviews, they were
carefully studied and the key points of the interviews were identified. In this
regard, an effort has been made to identify important and influential codes and
name them in a way that best conveys the concepts and intentions of the
interviewees' statements to the audience. In order for the selected codes to be able
to display the process of modeling knowledge management based on artificial
intelligence in the fewest words, the texts were repeatedly studied, reflected upon,
and categorized. In these round-trip stages, 986 open codes were identified. Open
codes that were homogeneous and had perceptual similarities were evaluated, and
concepts that contained the meaning of several open codes were aggregated and
by merging them, categories that abstractly represented a number of concepts
were discovered as central codes. Then, by examining more abstract categories,
selected codes were inferred from the central codes, and finally, the researcher
reached three main areas. The analysis steps were carried out with the help of
Maxqda.2020 statistical software.

Main findings: Data analysis led to the identification of 21 influential
components in the form of causal and contextual conditions, intervenors,
strategies, and consequences of Al-based knowledge management. The findings
focus on the concept of smart knowledge management as the central phenomenon
of the model. Causal conditions were identified by discovering six components
including: the need for the organization to be up-to-date, converting raw
knowledge into applicable knowledge, responding to employee demands,
reducing costs and preventing losses, inefficiency of the current situation, and
customer orientation; contextual conditions were introduced with four
components such as: providing the necessary infrastructure, strategic investment,
internal system excellence, and improving organizational management;
intervening conditions were manifested in two components: external factors and
internal factors; model strategies were introduced with five components
including: implementing customer relationship management, implementing
strategic management, creating motivation to increase employee participation,
and outsourcing technological services; And the consequences are determined by
four components: sustainable growth of the organization, improvement of
organizational image, client satisfaction and survival of the organization. After
discovering and identifying the six categories above, by placing them in the data-
based paradigm model, the present research model has been formed.

Discussion and conclusions: The research findings show that the use of such a
framework helps managers of complex organizations, including the Social
Security Organization of the country, overcome the existing challenges of
knowledge management in their organization through artificial intelligence-based
knowledge management. This increases the speed and accuracy of the



organization's employees' tasks and prevents human and systemic errors by
improving organizational management and strategic investment by strengthening
the necessary infrastructure and improving the internal system and by creating a
comprehensive database in the organization and integrating knowledge
management processes. In addition, such measures lead to increased productivity
in providing daily services and provide a better image of the organization in the
minds of the community and achieve client satisfaction, and as a result, the
organization's top managers can achieve the high goals of organizational growth
and ultimately the organization's long-term survival.

Keywords: Artificial intelligence technologies, knowledge management, tacit
knowledge, complex organizations, knowledge-based organizations, social
security organization.



