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o ABSTRACT O

The objective of the research is to investigate the role of the soft components of change
management (motivation, human resource policies, and innovation) in the operational
efficiency of organizations, using organizational citizenship as a moderating variable. The
opinions of 143 employees in the organizational development sector within the two
telecommunications companies operating in Syria, Syriatel and MTN were surveyed
during 2023, using a questionnaire specifically designed for this purpose. The relationship
was tested based on a theoretical model derived from the resource-based view literature in
organizations.

The research concluded by accepting the substantial impact of change management on
operational efficiency through the studied variables. It was also found that the moderating
variable of organizational citizenship maintained only the substantive effect of motivation
in the relationship between change management and operational efficiency. This is
consistent with previous studies that emphasized enhancing leadership styles and
communication with internal customers as a key determinant of successful organizational
change, while not neglecting the roles of appropriate human resource and innovation
policies as essential variables in achieving the strategic goals of organizations.
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