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Investigating the impact of social media and information
technology in building trust and using social insurance of
farmers, villagers and nomads

Hatam Shokri ™

Abstract

This study aims to investigate the role of artificial intelligence in customer relationship management
of the Farmers, Villagers and Nomads Social Insurance Fund to identify opportunities, challenges and
strategies for implementing this technology. This study is a systematic review study conducted in
2025. For this purpose, national databases including SID, Maglran, Civilica and Alamnet and
international databases including Google Scholar, Scopus, Science Direct and Emerald were reviewed.
Out of 50 articles reviewed from the past 10 years, 20 most relevant articles were selected for analysis.
The results show that artificial intelligence has significant capabilities in improving customer
relationship management, including service personalization, process automation, anticipating customer
needs, and providing 24-hour responsiveness. The insurance industry, which is a leader in the use of
this technology, has had successful experiences in improving customer interactions, accelerating
claims processing and optimizing services. In 2024, 75% of health insurance companies will use Al
for customer service. However, there are challenges such as resistance to change, digital divide,
infrastructure limitations, privacy concerns and the need for specialized skills, which are more
complex in the context of the agricultural and rural community. Artificial intelligence has significant
transformative potential in improving the customer relationship management of the Farmers Insurance
Fund, but its successful implementation requires a gradual, comprehensive and tailored approach to
the specific characteristics of the target community. This approach should include training employees,
building customer culture, developing infrastructure, creating appropriate legal and ethical
frameworks, and designing systems compatible with the cultural and social context.
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Artificial intelligence, customer relationship management, Farmers' social insurance, information
technology, customer service
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