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Abstract
The primary objective of this study is to examine the i of implementing
Al-based customer knowledge management on-us ction in the public
libraries of Qom Province by evaluating thg‘fae\?of work interactions,
librarians” work experience, and information‘work)processes. Six hypotheses

were formulated, investigating the direct in ce of Al-based customer
knowledge management on three dimins' s: work interactions, work

experience, and information processes. itionally, the effects of these three
variables on organizational efficiency—€onsidered a proxy for user attraction
and retention—were tested. Fh search is applied in purpose and
descriptive-survey in datd\collection *method. The statistical population
includes all librarians workin@® public libraries of Qom Province, totaling
112 individuals. Simple randggn sdmpling was used, and the sample size was
calculated using Cochran’s fewmula. The data collection instrument was a
questionnaire adapted~from study by Chatterjee et al. (2021). Data were
analyzed using LS software, and structural equation modeling was
employed to test theshypotheses. The study’s findings indicated that Al-based
customer kno ge management has a significant effect on work
interactions, work Jexperience, and information work processes. Among the
mediating@ariables, only work interactions had a positive and significant

Q?Wn organizational efficiency. The results highlight the importance of

nting artificial intelligence in knowledge management systems to
ce work interactions and ultimately improve organizational performance
?%ublic libraries.

Keywords: Customer Knowledge Management, Artificial Intelligence,
Public Library, Work Interactions, Organizational Efficiency.
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