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The Role of Artificial Intelligence in Knowledge Management Processes:
The Experience of The College of Arts and Social Sciences at Sultan Qaboos
University
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Abstract

The goal of the study was to investigate the application of Artificial Intelligence
(Al) in improving knowledge management (KM) functions within the College of
Arts and Social Sciences, Sultan Qaboos University. The study was prompted by
increasing enthusiasm to understand how Al technologies can improve scholarly
knowledge management, particularly where knowledge is part of institutional

wealth. The issue is with low institutional applications of Al for traditional KM

systems when individual applications by students and staff are on the rise.In an

attempt to correct this, the study used a qualitative approach through semi-
structured interviews among ten participants who were part of the

administrative staff, academic faculty, and students. The participants were

chosen based on experience and exposure to Al and KM tools.The findings

recognized that Al assists mostly in KM with improved knowledge organization,
faster access to information, and improved decision-making and solving
problems. Widely used Al tools included ChatGPT, natural language processing
software, expert systems, and learning platforms with Al support. However,

certain challenges still persist in adopting Al for use in KM, including high
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expense, lack of specialized staff, privacy and ethical concerns, and limited

understanding of complicated Al algorithms.Having this in mind, it is concluded

that implementing Al into the processes of KM must be supported by institutions
at a strategic level, improved infrastructure, and professional training programs.
It advises adopting a central digital platform with grouped access to Al tools for
diverse categories of users, and the improvement of collaboration with Al
experts and institutions. The research highlights the potential for future research

in this field based on scarce literature about Al-supported knowledge

management in Arab higher education.

Keywords: Artificial Intelligence; Knowledge Management; Higher Education;

Sultan Qaboos University; College of Arts and Social Sciences.
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