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THE CONTRIBUTION OF ARTIFICIAL INTELLIGENCE TO KNOWLEDGE
MANAGEMENT IN ORGANIZATIONS

Introducao

The digital era requires shorter response times and quick decision-making for companies to remain
competitive in the market, which involves using new technologies such as Artificial Intelligence.
With the help of Al systems, knowledge can be stored, analyzed, created, and shared more
effectively across companies. At the same time, KM presents a perspective for implementing Al
strategies in organizations. Empirical studies on the use of Al for KM are still scarce.

Problema de Pesquisa e Objetivo

Empirical studies on AI and KM, such as Nadan et al. (2024), Gupta et al. (2022), and Mittal et al.
(2023), allow an understanding of fragmented elements of GC. Empirical gaps remain to identify
whether and/or how Al can contribute to KM in its different stages. This study aims to fill this gap by
analyzing how the use of Al contributes to KM processes in an organization. Therefore, the question
arises: How can the use of Al contribute to KM processes in an organization?

Fundamentacao Teorica

The theoretical foundation of this research is divided into three themes. The first is Artificial
Intelligence, which exposes this technology and its evolution over time. Next, the rationale for
Knowledge Management and its operation is presented. The third part comprises Artificial
Intelligence and Knowledge Management and presents the evolution of studies that associate the
two themes.

Metodologia

The development of this article included carrying out a single case study, which is descriptive
research with a qualitative approach. The institution uses traditional AI and generative Al in
different channels that serve its employees and members. Among the differentiators of its Al is the
reinforcement of service efficiency, given the continuous growth in the number of members. Data
collection occurred through in-depth interviews, documentary research, and participant observation.
All information was tabulated based on the stages of the GC process, supported by the Microsoft
Excel tool.

Analise dos Resultados

Data analysis is divided into the four phases of the Knowledge Management process - Creation,
storage and retrieval, sharing, and application of knowledge. For each one, evidence of Al in the KM
process of the organization under study was identified, establishing a comparison with the potential
identified by Jarrahi et al. (2023).

Conclusao

The study allowed us to identify that Artificial Intelligence can effectively contribute to all stages of
the Knowledge Management process, confirming the propositions of Jarrahi et al. (2023). Thus,
potential applications were verified in the organization, even though its managers had not previously
considered Al as a KM tool.
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