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ABSTRACT

The study is a case-based analysis of a merging Telco organisation that created uncertainties for many 
stakeholders. A qualitative research method was deployed in order to examine whether knowledge 
sharing could be used to ease and reduce uncertainties in facilitation in ensuring employee readiness, 
where objectives such as finding out factors to influence communication in ensuring change readiness 
and finding out the role of knowledge sharing as a potential platform for effective communication in 
times of organisational change and uncertainties were examined. In addition, the study also employed 
bibliographic analysis of the published articles on knowledge transfer and organisational change to 
track the trends of the topic and determine its recency. This paper is expected to give insights on the 
role of knowledge sharing and its significance in the context of organisational change especially from 
developing country’s perspective.
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INTRODUCTION

Change is a prevalent aspect that happens over time in an organisation to keep up with the ever-changing 
times purpose of efficiency and effectiveness. However, the idea of change creates uncertainties, a 
recognised outcome of organisational change which could affect employees in the organisation (Al-
len, Jimmieson, Bordia & Irmer, 2007). For instance, employees might not be able to cope with the 
changes that could lead to the inability to execute assigned tasks properly or reach expected responsi-
bilities effectively. As a result, the employees within the organisation would not be able to support the 
organisational goals. This is also supported by Bordia, Hobman, Jones and Gallois (2004), who argued 
that uncertainty could create a psychological tension that may affect promotion opportunities, training 
and coaching processes or stress levels in the employees. Thus, rectifying any potential issues that may 
come from organisational change is important. For one, practicing effective communication is recom-
mended to combat such issues. Smooth facilitation of communication is not only essential, but also al-
lows discussion with employees that surrounds the level of acceptance and issues that may arrive from 
the change (Husain, 2013; Landaeta, Mun, Rabadi & Levin, 2008). In the present study, the Lewin’s 
Change Management model (1947) was used to assess the role of communication in making employees 
ready during the change processes.

Knowledge sharing is identified as an important catalyst for change processes from the unfreezing 
stage to the moving stage (Hussain et al. 2018; Anshari et al., 2016). Understanding and capitalising 
knowledge and it’s sharing process between employees is not only able to help organisations achieve 
success, but would also help achieve a holistic comprehension of knowledge sharing in the organisation 
(Ipe, 2003; Ordoñez de Pablos, 2023). The aim of the current research is to investigate whether knowledge 
sharing could be used as a platform in easing channeling for effective communication among employees 
in terms of their readiness to changes. Following the research aim, the objectives of the research are to 
find out what factors influence employees’ communication that could ensure readiness during change, 
and to find out the role of knowledge sharing as a potential platform in communication in facilitating 
organisational change.

LITERATURE REVIEW

Communication in Organisational Change

According to Greenan (2003), organisational changes occur when there are changes within the admin-
istration of decision-making power and skills or communication structures for organisational change. 
Organisations comprise of individuals that are firstly managed in the event of changes being imposed, 
then followed by the management of the organisational structure, processes and practices (Branson, 
2008). The change in the organisation can be stimulated or triggered by external and/or internal factors. 
External factors include political, economic, social, technological, environmental and legal factors (Craig 
& Campbell, 2012; Anshari & Lim, 2017). The internal factors refer to the structural changes in the size 
of the organisation, the shift of organisational control from having an inexistent organisational structure 
to a more demonstrated structure, and changes of managerial figures (Barnett & Carroll, 1995). Similarly, 
Ziaee Bigdeli et al. (2017) noted that effectiveness in an organisation is influenced by external and also 
internal conditions. Thus, it is important for organisations to quickly respond for survival in the turbulent 
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