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38. | 147-160 INTRAPRENEURSHIP SKILLS IN WORKPLACE 109
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GRADUATES: A PROPOSED CONCEPTUAL
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39. 149-161 THE ROLE OF EWOM IN FUNCTIONAL FOODS 110
PURCHASE INTENTION

40. 152-164 ANALYSING SOCIAL, ECONOMIC, 111

TECHNOLOGY AND POLICY IMPACTS ON FIRM
PERFORMANCE IN MALAYSIA DURING THE
COVID-19 PANDEMIC
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MATTER IN COPING WITH THE RISING COST
OF LIVING IN MALAYSIA DURING THE CRISIS?
42. 148-169 LITERATURE FINDINGS ON THE 113
PHENOMENON OF FOREIGN WORKER
HOUSING IN PENINSULAR MALAYSIA
43. 155-170 UNRAVELING THE COMPENSATORY 114
MECHANISM: PAY TO PLAY IN FREEMIUM
MOBILE GAMES

44, 156-174 CORONAVIRUS DISEASE (COVID-19) AND 115
MALAYSIA STOCK MARKET PERFORMANCE
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46. 164-184 THE IMPACT OF THE COVID-19 PANDEMIC ON 117
THE FINANCIAL PERFORMANCE OF PUBLICLY
LISTED COMPANIES

47. 165-185 THE EFFECT OF EXCHANGE RATE, INFLATION 118
RATE, AND GROSS DOMESTIC PRODUCT ON
MALAYSIA STOCK MARKET RETURN

48. 168-186 ATTITUDE, PERCEIVED BEHAVIORAL 119
CONTROL AND INTENTION TO PARTICIPATE
IN GIG ECONOMY: THE ROLE OF PUSH
MOTIVATION

49. 166-192 LEGAL AVENUE IN MALAYSIA FOR 120
RECOVERING UNLAWFUL MONEY IN
BUSINESS TRANSACTION

50. 157-194 THE INFLUENCE OF INNOVATION OF 121
SACRIFICIAL WORSHIP SERVICES AND
DIGITAL MARKETING ON MILLENNIAL AND Z
GEN DONATION TENDENCIES

ol. 173-199 THE CREDIBILITY OF SOCIAL MEDIA 122
MARKETING; MANIPULATING CONTENT BY
INFLUENCERS

52. 175-200 FINANCIAL LITERACY AND INVESTMENT 123

DECISION MAKING APPLYING BEHAVIORAL
FINANCE CONCEPTS

53. 153-202 THE ZAKAT OFFICER OPINION TOWARD 124
BUSINESS INNOVATION MODEL WITH
INTERNAL, EXTERNAL SUCCESSFUL FACTOR,
SHARIAH COMPLIANCE, DIGITAL
TECHNOLOGY AND AGENCY AUTHORITIES
AMONG ASNAFPRENEUR IN MALAYSIA

54. 181-211 A QUALITATIVE APPROACH TO LEADERSHIP 125
EFFECTIVENESS FOR SUSTAINABLE SMEs
PERFORMANCE

55. 176-214 DIAGNOSING THE WELL-BEING OF GIG 126
WORKERS IN MALAYSIA: A VIABLE SYSTEM
MODEL APPROACH

56. 008-215 ANALYSIS OF NON-CITIZEN EMPLOYMENT IN 127
MALAYSIA’S LABOUR MARKET

57. 191-216 DYNAMIC CAPITAL STRUCTURE 128
ADJUSTMENT: DOES DIGITAL
TRANSFORMATION MATTER?
58. 191-217 ACCOUNTING ETHICS COURSES, TEACHING 129
PEDAGODIES AND VALUES ON ETHICAL
BEHAVIOUR OF ACCOUNTING GRADUATES IN
MALAYSIA

59. 193-218 SURVIVAL RURAL TOURISM THROUGH 130
DIGITAL MARKETING: CASE STUDY IN KEDAH
— MALAYSIA AND SURABAYA — INDONESIA
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6. 034-015 FACTORS INFLUENCING ISLAMIC 136
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RIAU PROVINCE

7. | 035-017 A BIBLIOMETRIC RETROSPECTION OF CASH 137
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8. | 041-019 RELATION OF TECHNOLOGY ACCEPTANCE 138
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WAQF: INVESTIGATION OF THREE SELECTED
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9. | 044-021 DEVELOPMENT OF A PRELIMINARY 139-140
“TOURGITAL’ ACCEPTANCE FRAMEWORK: AN
EXPERIENCE OF TOURIST IN SEREMBAN
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STUDYING THE IMPORTANCE OF COMMUNICATION MANAGEMENT
STRATEGIES IN ADDRESSING INTERNAL COMMUNICATION CRISES AMONG
CUSTOMER SERVICE OFFICERS IN MALAYSIA: A CONCEPTUAL PAPER

Nurbarirah Ahmad*
Faculty of Communication and Media Studies, Universiti Teknologi MARA,
Shah Alam
Email: 2021299324 @student.uitm.edu.my
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Abstract

Employees who are satisfied are less likely to quit, neglect work, and produce defective
products, and they are more likely to remain loyal to the bank. Effective communication
management is essential for attaining employee satisfaction. Consequently, the primary purpose
of this study is to determine the value of communication management strategies during an
internal communication crisis among Malaysian customer service officers. Employing in- depth
interviews and focus groups with Malaysian employees from a variety of sectors, qualitative
research methods are utilized to achieve this objective. The study's findings are anticipated to
serve as a paradigm for communication management practices in the financial services
industry's handling of internal communication crises. By devising the Communication
Management Strategies Model for internal communication crisis management, organizations
can mitigate the negative effects of such crises, such as employee stress, anxiety, and low
morale. This investigation is also intended to benefit the public and private sectors, as well as
employees.

Keywords: Communication, Customer Service Officer, Internal Crisis Communication
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