1)
m ((\) Sciences and Techniques
W of Information Management

University of Qom Volume 8, Issue 4, 2023

Research Article

Intelligent Agents and Facilities for Knowledge
Management: ChatGPT and Beyond'

Mohammad Hassanzadeh
Professor, Tarbiat Modares University; Iran Research Institute for Information Science and
Technology (IranDoc), Tehran, Iran. hasanzadeh@modares.ac.ir

Abstract

From the last months of 2022, the start of the ChatGPT software and the users' acceptance
of its interactive capability created many questions among researchers, managers and even
ordinary citizens about the future of these technologies and their effects. The rapid upward
growth of the use of this technology on the Internet has raised the big question of how
knowledge management can take advantage of this scientific and technological progress.
Although it is still very difficult to predict the impact of this technology due to its dynamic and
variable nature, it is not difficult to predict its useful applications in the field of knowledge
management. In this article, in brief, the effects of intelligent agents, such as the one manifested
in ChatGPT, have been analyzed on people, businesses and organizational knowledge
management. The ideas presented in this article can help to consciously welcome this
transformational technology in businesses. Paying attention to these effects in the classrooms of
knowledge management and business mechanisms helps in effective planning and action. In the
near future, intelligent agents will face a serious change in many businesses and organizations.
This article can be a starting point for deeper thought in this field.
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1. Introduction

As expected, artificial intelligence researchers presented an outstanding show in data
recovery to the world. The artificial intelligence-based conversational software
robot, named "ChatGPT", was introduced by the artificial intelligence research
laboratory. This system has left an intriguing record by providing service to more
than 100 million users in a short time. The appropriate capability of ChatGPT in
optimizing language models and proper dynamics in correcting errors and providing
optimized answers to users' questions has led to the formation of high-level
expectations in the information systems system. Providing answers in the form of
poems, articles, general writings, correcting programming errors, and inferences
based on a huge treasure of data and information are among the capabilities of this
software robot. In a word, it should be said that artificial intelligence has challenged
human intelligence in intellectual interaction with humans and with simultaneous
access to a lot of data and information.

The reaction of users to this achievement of artificial intelligence has been
different. ldeas such as the replacement of artificial intelligence with human
intelligence, the terrifying future of artificial intelligence development, and high-
tech plagiarism (for example, Noam Chomsky) have been among the reactions with
concern. But on the other side of the spectrum, optimism about the future of the
world such as the development of information management capabilities, quick
access to conclusions from information sources, and facilitation of office work (for
example, Bill Gates) is observed among the reactions. Like every new phenomenon
that is presented, this phenomenon will gradually open its place among the
technologies used by citizens. Considering the nature of the technology of software
bots and their relationship with processing, retrieving, and communicating data and
information, one of the fields that are affected by them is the field of knowledge
management. Knowledge has been defined for many years as a combination of data,
information, experiences, etc. Software bots have many capabilities in developing
knowledge and making it available at the required time and place.

It seems that the emergence of ChatGPT and Google's immediate announcement
to release the "BARD" system promises the increasing development of technologies
that facilitate the tasks of "processing", "inference", and "dissemination” in the field
of information and knowledge. Knowledge management, as a continuous process of
knowledge, acquisition, audit, organization, dissemination, value creation, and
applying and creating knowledge to achieve and develop business goals, requires
intelligent processing and communication technologies more than other fields. The
most important application of ChatChiPT in knowledge management is to create the
ability to process and draw conclusions from scattered data and information to
achieve decision-making understanding. Today, the Internet, as a super-ocean of
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information and data consisting of countless islands, is inaccessible and
unprocessable for local systems. The development of smart and advanced software
bots will create a link between the islands of the Internet and build an archipelago
that can be used by all citizens. It will also bring great changes in organizational
environments.

2. Impact on individuals

Although the value of individual writings such as articles, research reports, books,
manuscripts, and the like cannot be ignored, when it comes to using the content of
numerous documents, the issue of language, time, access, understanding, and the
like act as inhibiting factors that prevent users from usefully accessing valuable
content. Until now, information systems have usually presented a list of retrieved
records as search results by asking users questions (simple or advanced). Users had
the option to sort the retrieved records based on date or relevance. Some systems
also provide the possibility of a visual display of records. Although these facilities
allowed users to select appropriate records, many useful resources remained unused
due to the lack of accurate and relevant access to their content. The feeling that users
can directly access the answer to their questions without engaging in browsing the
retrieved sources seems very attractive.

However, due to the number of deficiencies that intelligent agents have in
inference and linguistic patterns under their cover, the reliability of the answers also
fluctuates. But seeing that intelligent agents can identify computer programming
errors and accurately suggest the location of the error and how to fix it, or prepare a
proposed business plan based on the questions of a business starter., is very
promising. The first steps are always faced with errors and shortcomings, but
artificial intelligence has shown that it is successful in learning based on past errors,
today performing surgeries, forecasting the weather, diagnosing diseases, piloting
airplanes, etc., the performance of artificial intelligence and speed Its progress has
been astounding.

The most important effect of intelligent agents at the individual level is to create
a sense of self-confidence and overcome the shortcomings arising from the level of
information-seeking skills. Although those who have higher information literacy
will have more appropriate use of new technologies with accurate knowledge of
needs, accurate location of information, and effective use of it, when we talk about
more general users, the role of intelligent agents is decisive. . When it is not possible
to access and use different databases, obtaining an information assistant based on
artificial intelligence is a way forward. At the same time as facilitating access to
information and making it possible to connect the content to the application,
software bots will help to develop our understanding of the phenomena and topics
under investigation.

1o wob wins//:dnyy
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3. Impact on business

Businesses are increasingly facing serious challenges against the unprecedented
increase in the volume of data and information inside and outside the organization.
Although it is difficult to collect, organize, access, and disseminate information
within the organization, it can be done with the help of internal systems. The biggest
challenge is related to data and information which are unstructured and in natural
language in multiple networks outside the organization. Intelligent agents will be
very useful in extracting patterns belonging to data outside the organization. If the
capabilities of external information processing are extended to internal data and
information, then it will be possible to create value from information in line with
businesses, and this is the most important advantage of using artificial intelligence
agents in businesses.

Acquiring, evaluating, and predicting business trends with the help of intelligent
agents will prepare the field for forward-looking decisions. Although starting a
system with intelligent processing capability does not mean learning their
application in all businesses, it can be considered as a starting point for taking
advantage of intelligent processing capabilities. In many cases, processing
capabilities such as systematic data mining take a lot of time to obtain answers to
business questions. The development of open artificial intelligence with real-time
analysis capabilities helps to form effective analytical capabilities in businesses.

With the help of intelligent systems, business managers will be able to interact to
achieve the best answers related to difficult choices. But this situation does not
guarantee the quality of the content. Although the quality of analysis performed by
intelligent agents will be improved incrementally, it will always remain a challenge
for businesses. Knowledge managers will be able to guarantee the quality of
organizational knowledge by combining the outputs of intelligent agents with
organizational lived experiences. Businesses with the ability to intelligently analyze
data and information can achieve a more accurate understanding of the business
environment, the industry environment, the market atmosphere, and the nature of
their surrounding society. Simultaneously with the use of intelligent agents,
scanning the business environment will be faster and more accurate. Many repetitive
tasks that used to take up a lot of time from managers and staff will be entrusted to
intelligent agents.

4. Impact on knowledge management

Knowledge management in organizations will become an attractive activity in the
age of intelligent agents. The flow of knowledge in organizations in a public and
private way will speed up. Employees and managers will have access to the specific
knowledge that they need according to their needs. A major problem related to
content, language, and search skills will be solved to a great extent. Access to
required knowledge will be possible at the right time and place. Knowledge
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managers will have more possibility to integrate knowledge into processes.
Intelligent agents increase the speed and accuracy of processing and enable the
customization of knowledge resources and content. This feature acts as a trump card
for knowing the environment and communicating between work processes and
customers. Having dynamic and intelligent systems will improve the applicability of
knowledge.

Recognizing the knowledge gap related to tasks is done more easily. An
organization with intelligent systems will experience a high degree of knowledge
acquisition. Auditing knowledge and replacing inappropriate and outdated
knowledge with appropriate and updated knowledge will improve the application of
knowledge. Intelligent agents also increase the growth rate of knowledge creation.
Employees will be more innovative by acquiring new ways of doing things. Perhaps
this situation is contrary to the view that considers the acquisition of intelligent
agents to slow down innovation. But the fact is that humans, as intelligent agents,
make good use of the capabilities of artificial intelligence agents. Tasks that were
not traditionally possible will become possible in combination with artificial
intelligence.

The formation of dynamic ontologies, complex connections between concepts
and sources, accurate extraction of content and its combination with other sources,
as well as the creation of an efficient set to answer questions, will increase the
effectiveness of knowledge management. One of the most important problems in the
knowledge management of organizations is the lack of communication between
organizational units. Intelligent agents will help to achieve, simulate, integrate, and
create interdisciplinary concept maps. Creating comprehensive conceptual networks
in organizations helps in knowledge management and accelerates the creation of
connections between knowledge and business tasks. Dynamic maps of knowledge
and a faster understanding of the state of knowledge in the organization will be
significantly improved with the help of artificial intelligence agents.

5. Education and content production
Education as a tool for internalizing knowledge will see the greatest impact from
artificial intelligence agents. Learning by doing has always been an organizational
challenge. Artificial intelligence agents will be available to assist humans, allowing
them to perform troubleshooting and remediation work at the same time. Taking
help from intelligent agents in different ways, such as simulating the learning
process, providing exercises according to the learning capacity, displaying with the
help of virtual reality capabilities, etc., deepens learning. Providing instant feedback
is one of the capabilities of intelligent agents that help deepen learning. Examples
built into the learning environment help learners learn effectively.

Educational content and other content needed in the organization usually cannot
be easily collected and changed. For this reason, the methods created during the
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activity are not usually easily transferred to other employees. Taking help from
artificial intelligent assistants will facilitate content editing and transferring it to
others. Multimedia content usually requires multiple skills. Intelligent agents will
help a part of content production needs. Of course, until the meaningful maturity of
intelligent agents, the production of effective content will require the major
participation of humans. Establishing a connection between the contents in the
organization and making it intelligent in the form of recommender systems will help
their usability.

In the processes of education and content production, as supporting processes of
knowledge creation and transfer, if smart tools are used correctly, more
effectiveness is displayed. Content can help fill knowledge gaps when they are
available when needed. Smart agents are good at suggesting content at the right
time. With the help of intelligent agents, knowledge managers can focus more on the
planning process for knowledge management and formulate and implement more
appropriate strategies for organizational knowledge management. Well-chosen
content along with timely suggestions improves the quality of decisions. Intelligent
agents will play a decisive role in this process by combining speed and accuracy.

6. Conclusion

Intelligent agents are developing rapidly. The transfer of intelligence from humans
to machines has taken a long time, but in the early years of the third millennium, it
gained incredible speed. Intelligent agents such as software bots have made many
seemingly impossible tasks possible. Today, automatic translation of texts, remote
control of light and stone machines, and systems affected by artificial intelligence
have become an important part of everyday life. But software bots have created
more sensitivity due to their close connection with the personal and organizational
lives of citizens. Some of them, which are related to the cognitive and decision-
making system, have a far more influential position.

Interactive information search and retrieval systems like the one used in
ChatGPT will have more effects on people, organizations, and knowledge
management in the future. Empowering people to manage information and make
quick inferences from various sources and correct possible errors and provide real-
time feedback will improve the quality of decision-making. Businesses will have
more power to manage their knowledge assets. The transfer of information and
knowledge from external environments into the organization and accelerating the
flow of knowledge among different departments will make the processes dynamic
and the processes strong. Intelligent agents will significantly improve the response
quality of information systems. By exploiting the capacity of intelligent agents,
knowledge managers will have more opportunities to create connections between
knowledge silos in the organization and integrate information with decisions.
Finally, intelligent agents will accelerate the process of digital transformation.
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In the new era, businesses that can make good use of the capabilities of
intelligent agents will be more successful. The effective use of intelligent agents
requires the presence of employees with appropriate competencies and visionary
managers. By relying on dynamic and up-to-date knowledge, they will have a better
understanding of the surrounding environment of their business and will choose
more appropriate strategic options. In addition to specialized knowledge, managers
of the third millennium must also acquire the necessary skills in the field of effective
interaction with intelligent agents so that they can ask better questions and receive
more appropriate answers.
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