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Abstract: Employees in the telecom sector are knowledge workers and, thus, managers, HR pro-
fessionals, and policymakers in the industry need to retain them through knowledge management
policies. It is against this premise that this study investigated the effect of knowledge management on
employee retention in the telecom sector. Research design employed in this study is a cross-sectional
survey with an accessible population of thirty telecom companies in the southeastern region of
Nigeria using a simple random sampling technique. The sample size was determined with the Krejcie
and Morgan sample size determination table. A questionnaire was used as an instrument for data
collection. Respondents’ profiles were analysed with frequency distribution while the formulated
hypotheses were analysed with linear regression. The study found that knowledge management
dimensions have a significant effect on the measures of employee retention. The study concludes
that knowledge management measured in terms of knowledge acquisition, knowledge storage, and
knowledge sharing predicted employee retention that is measured by supervisor support, coworkers
support, and flexible working arrangements. One of the implications of this study is that managers
of telecom companies should liaise with their board of directors to make funds available that would
be used to train employees to acquire relevant knowledge that is needed in the telecom industry.

Keywords: knowledge management; employee retention; telecom; flexible working arrangements;
supervisor support; coworker support

1. Introduction

Employee retention has been a major issue facing both small and multinational
corporations across the globe (Edeh et al. 2021b; Kularathne and Senevirathne 2020;
Biason 2020; Fukui et al. 2019; Nagabhaskar 2014; Aguenza and Som 2012). This is
caused by changing demographics, need for achievement, entrepreneurial intention, en-
trepreneurial orientation, job insecurity, technological uncertainty, unhealthy working
environment, lack of management skills, insufficient knowledge of leadership typologies,
absence of resilience mechanism, as well as the lack of knowledge management strategies
(Edeh et al. 2022; Edeh and Ukpe 2019; Sawaneh and Kamara 2019). On the other hand,
recent evidence from developed economies revealed that high employee turnover was
caused by non-material factors (Kuzior et al. 2022). It is based on the above contentions that
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scholars have challenged business practitioners to employ sustainable retention strategies,
such as supervisor support, internal promotion, coworker support, working environment,
flexible working arrangements, career advancement, and training and development, which
would prevent their employees from leaving for other organisations (Edeh et al. 2021a;
Sishuwa and Phiri 2020; Edeh et al. 2020; Ohunakin et al. 2019; Choi 2019). In addition,
studies have shown that for employees to remain with their organisation, especially in a
digital economy dispensation, managers, supervisors, and human resource professionals
must deploy knowledge management as a strategic tool for retaining their employees;
otherwise, they could leave unannounced thereby incurring more expenditure for the
organisation to recruit new individuals that would take their place (Edeh et al. 2022).

However, in a knowledge-based work environment such as the telecom sector, man-
agers and human resource professionals had been advised to employ knowledge manage-
ment as an instrument to foster the retention of their valued employees (Enyioko and Ikoro
2018; Serenko 2022). Knowledge management is a human resource policy that is geared
toward the prevention of employee turnover, social loafing, and other counterproductive
work behaviours in most organisations (AIgaribeh 2018). Prior studies have shown that
knowledge management engenders employee effectiveness, innovation capability, discre-
tionary work behaviour, corporate sustainability, employee job satisfaction, firm survival,
and entrepreneurial performance (Edeh et al. 2022; Edeh and Ukpe 2019; Mustafa et al.
2021; Kassaneh et al. 2021; Li et al. 2020; Okafor et al. 2019; Valmohammadi et al. 2019;
Alias et al. 2018; Nwaiwu and Imafidon 2017).

The aforementioned studies have revealed that some of the major problems facing
telecom companies in sub-Saharan Africa, especially in Nigeria, is their inability to im-
plement effective retention plans that would discourage talented employees from leaving
(Enyioko and Ikoro 2018; Zakariya and Shuaibu 2021). Research has shown that the man-
agement of telecom firms has not fully implemented flexible working periods for their
employees and thus, prevents them from having their time and improving their wellbeing
(Okafor et al. 2019; IBN 2022; Magaji et al. 2021). It was also discovered that top-level
managers in most telecom firms fail to provide support to their subordinates when there is
a need for assistance, and also some coworkers that are more knowledgeable than others
sometimes do not want to share their knowledge with their colleagues (Zakariya and
Shuaibu 2021; Baridula and Mekuri-Ndimele 2020). These are the major reasons why this
study is necessary, especially in the telecom work environment where retention policies
such as supervisor support, coworker support, and flexible working arrangements are
relevant, as drawn from the preceding literature.

Drawing from the above, prior studies by Edeh et al. (2022); Edeh and Ukpe (2019);
Li et al. (2020); Okafor et al. (2019); Valmohammadi et al. (2019); and Alias et al. (2018)
had investigated the predictability of knowledge management on other criterion variables
other than employee retention with a specific focus on telecom companies in sub-Saharan
Africa work environments. This has created a research gap that this study has filled. It
was this vacuum that motivated the researchers to embark on this study by investigating
the effect of knowledge management on employee retention in the telecom sector within
the sub-Saharan work setting with human capital theory and social exchange theory as
the baseline theories. Meanwhile, what necessitated the choice of the telecom sector in
this study is because of its contribution to the economic development of the world at large.
Research has shown that in 2021 alone, the telecom industry contributed about USD 4.5
trillion to the global GDP (O’Dea). It was further projected that by 2025 the sector would
have added USD 4.9 trillion to the global GDP (O’Dea). In Nigeria, the telecom sector
contributed about 7.7% of the country’s GDP in 2012; it dropped in 2013 by 7.4%; and it
increased to 7.6%, 8.5%, 9.13%, 8.7%, 9.9%, 10.6%, and 17.5% in 2014, 2015, 2016, 2017, 2018,
2019, and 2020, respectively (Osuagwu 2021).
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2. Literature Review
2.1. Knowledge Management

The concept of knowledge management was popularized by Nonaka and Takeuchi
(1995) in their writing “knowledge-creating company”. The authors were provoked by
the constant technological changes in the organisation and advocated that the essence of
organisational existence is to constantly create knowledge that would assist them in the
competitive business environment (Scarborough and Carter 2000). Nonaka and Takeuchi
(Nonaka and Takeuchi 1995) went further to opine that any organisation that wants to
remain relevant in the digital economy must create knowledge that would provoke its
employees to learn and discourage them from leaving. It is on this note that human
resource scholars such as Armstrong (2009), Edeh et al. (2022), and Sayyadi (2009) ar-
gued that the new business economy revolves around knowledge management. However,
knowledge management has received much attention because of its meaning and bene-
fits. Early scholars of knowledge management defined knowledge management as any
organisation process that has to do with creating, attracting, storing, sharing, and utilizing
knowledge to promote learning and high performance (Scarborough and Carter 2000;
Scarborough et al. 1999). Using different binoculars, Mustafa et al. (2021) accentuate that
knowledge management is concerned with the process of selecting qualified individu-
als with the required knowledge that is needed by a particular business or an organisa-
tion. In contrast to the above definition, Sayyadi (2009) asserts that knowledge manage-
ment is a new human resource management policy that is designed to produce quality
and comprehensive knowledge in the workplace. Deviating from the above submission,
Kassaneh et al. (2021) and Perevozova et al. (2019) suggested that knowledge management
is not only domiciled with human resource professionals but it is a tool that can be used to
attract new ideas or innovations from within or outside the organisation. Still, in the search
for what knowledge management represents, Ogunbanwo et al. (2021) argued that knowl-
edge management refers to a process of acquiring new knowledge, keeping it in databases
as storage, and utilizing it for the benefit of the organisation. Simplifying it further,
Edeh et al. (2022) contended that knowledge management is human resource nomen-
clature that is concerned with knowledge acquisition, knowledge storage, and knowledge
sharing or distribution amongst coworkers to achieve formulated goals.

Drawing from the above contentions, it appears that most of the authors focused their
satellite on already acquired knowledge, leaving the employee who is the vehicle through
which knowledge is driven to the stakeholders of the organisation. It is based on this
premise that Nurdin and Yusuf (2020) elucidated that knowledge management represents
organisational strategies for sieving knowledge from its employees and sharing it to other
members of the organisation. Supporting the position above, Favoretto and Carvalho (2021)
believe that any policy that encourages employees to release any information capable of
solving the problems facing the organisation is termed knowledge management. In congru-
ence with the above, Ogunbanwo et al. (2021) argued that employees may possess accurate
knowledge that can be used to tackle the organisational problem but the implementation is
domiciled with the managers. What this implies is that an employee can have knowledge
that would turn around the future of the business but sometimes managers may not give
them that opportunity because of the fear of losing their position (Sayyadi 2009; Favoretto
and Carvalho 2021). To salvage these challenges, Kassaneh et al. (2021) suggested that ef-
fective knowledge management involves every member of the organisation. Li et al. (2020)
admitted that the essence of knowledge management is to prevent talented employees
from leaving the organisation. Nurdin and Yusuf (2020) concurred with Li et al. (2020)
and advised human resource professionals or management teams to harvest knowledge
from their subordinates by creating a friendly work atmosphere that would motivate the
subordinates to share their idea concerning a particular issue.

Prior research has shown that knowledge management predicted innovation capability
(Edeh et al. 2022). Kotwal and Gupta (2021) examined the role that knowledge manage-
ment plays in the telecom sector of Jammu and discovered that knowledge management
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significantly impacted the competitive advantage of the firms. Alrefaai and Khalil’s (2019)
empirical investigation on knowledge management and learning organisation, which was
conducted in telecom enterprises in Damascus, shows that the dimensions of the predic-
tor variable correlated with a learning organisation. Okafor et al. (2019) investigated
knowledge management strategies and firm performance in telecom firms in Port Harcourt
and discovered that knowledge creation, knowledge storage, knowledge sharing, and
knowledge application have a significant positive correlation with corporate performance.
AIgaribeh (2018) conducted a study on the influence of knowledge management on firm
performance in Jordan telecom companies and found knowledge acquisition, knowledge
sharing, knowledge interpretation, as well as organisational memory predicts the per-
formance of telecom firms. Nwaiwu and Imafidon (2017) investigated the relationship
between knowledge management and organisational survival in telecom firms in Nige-
ria and found that knowledge acquisition, knowledge storage, knowledge sharing, and
knowledge utilisation correlated with the survival of telecom enterprises.

From the existing knowledge management literature above, it was shown that the three
validated dimensions of knowledge management include knowledge acquisition, knowl-
edge storage, and knowledge sharing (Edeh et al. 2022; AIgaribeh 2018; Okafor et al. 2019;
Nwaiwu and Imafidon 2017; Nina et al. 2021). Knowledge acquisition refers to the pro-
cess of obtaining relevant knowledge that would be useful to the organisation (Edeh et al.
2022). Examples include suggestions and ideas from the subordinates during board meetings,
and sending members of staff to attend conferences, workshops, and other training that is
considered beneficial for the growth of the organisation (Mustafa et al. 2021). Knowledge
storage is concerned with the process or systems of keeping acquired knowledge so that
whenever it is needed to solve problems in the organisation, it can be called up at any time
(Okafor et al. 2019). Examples include storages such as databases, office files, and computer
memory cards, to mention but a few (Li et al. 2020; Perevozova et al. 2019). Knowledge
sharing is concerned with the process of disseminating or distributing knowledge amongst
members of the organisation (Nwaiwu and Imafidon 2017).

2.2. Employee Retention

Employee retention is still a very serious issue facing managers in different organisa-
tions and in every sector of the economy across the globe. This is due to inadequate
managerial skills on the part of the leadership of many businesses across the world
(Mahadi et al. 2020; Diah et al. 2020; Malik et al. 2020). However, scholars had advocated
that retaining employees depends on the business environment where the organisation is
located (Diah et al. 2020; Adedeji and Ugwumadu 2018). This may be true especially in
sub-Saharan Africa work settings where employees are encouraged to notify their man-
agement before leaving (Adedeji and Ugwumadu 2018). Employee retention refers to
the procedure of ensuring that employees are not allowed to leave the organization in
an unplanned manner (Ohunakin et al. 2019; Adedeji and Ugwumadu 2018). Ibrahim
(2019) has a different view regarding employee retention. He contended that any plan,
strategy, or policy that is designed by the human resource department to encourage em-
ployees to stay is termed employee retention. While considering the above assertion,
Mahadi et al. (2020) opined that the reasons why organisations strive to retain their em-
ployees are to avoid leaking their business secrets to competitors. This is very crucial and
must be avoidable by telecom managers, especially as the industry is intensely occupied
with competitiveness. In addition, researchers were of the view that when it comes to
retaining employees, management should look beyond cultural affiliation and focus on pro-
viding support to their subordinates as they value it more than rewards (Magaji et al. 2021;
Diah et al. 2020; Serenko 2022). The above argument may be true in the telecom industry
where employees prefer to acquire new knowledge that would give them a competitive
edge in the future. In line with the above, Naz et al. (2020) stressed that employees that do
not receive support from their supervisors or coworkers are usually tempted to engage in
social loafing at work. Adding to the statement above, Mahadi et al. (2020) admitted that



Adm. Sci. 2022, 12, 138 5 of 14

social loafing engagement has the capacity of generating conflict amongst team members
and thereafter fosters mistrust in the workplace.

However, Sija (2022) asserts that the process of retaining employees varies from
one country to another. Hence, employee retention is also dependent on the type of
business or industry. Malik et al. (2020) contended that the policies used for retaining
employees in the oil and gas industry cannot be used in the telecom industry. Kigathi and
Waiganjo (2017) also added that to retain employees in the telecom industry, managers
and human resource professionals should consider the deployment of flexible working
arrangements, coworker support, supervisor support, and working environments. In
addition, Kundu and Gahlawat (2016) posited that due to the competitive nature of telecom
sector, employees in the industry do not necessarily pay attention to financial motivation
but prefer a work environment that provides them with the opportunity to work from the
comfort of their homes. Some authors have linked employee retention to management’s
ability to compensate workers in terms of injury, economic disruption, and other factors
that may lead to changes in their living standards.

Nevertheless, studies have shown that employee retention is the function of the hu-
man resource department (Naz et al. 2020; Chatzoudes and Chatzoglou 2022; Eguchi et al.
2019). This may be the reason why Ashton (2017) elucidated that the major responsibility
of the human resource department is to ensure that recruited employees do not leave
the organisation due to management deficiencies. Therefore, to retain employees in the
telecom sector, Kumari (2018) strongly advocated for the implementation of a flexible
working period and support from supervisors and colleagues. Corroborating with the
above submission, Magaji et al. (2021) contended that every industry has its peculiarity
when it comes to employee retention and, hence, suggested that managers of telecom busi-
nesses should provide supervisory support to their subordinates to avoid high employee
turnover. Drifting away from the various arguments about employee retention, Ashton
(2017) clarifies that employee retention refers to a process of ensuring that employees are
provided with necessary policies that would make them happy to stay with their enterprise
rather than allowing them to quit. In this manner, what inspires employees to stay in
the organisation depends on the industry and not necessarily the amount of money they
receive at the end of the day. Drawing from the review above, it is pertinent to note that in
the telecom sector, especially those operating in sub-Saharan Africa, employees prefer to
remain with their employers if they are supported by their supervisors separate from their
coworkers, including the provision of working from their homes (Enyioko and Ikoro 2018;
Gajendra et al. 2021). This position is in line with the submission of Zakariya and Shuaibu
(2021), who posited that telecom companies in Nigeria now encourage their employees
with the opportunity to work from home.

Nonetheless, validated dimensions of employee retention from the various literature
includes working environment, job satisfaction, performance appraisal, career opportu-
nities, training and development, empowerment, fringe benefits, pay, work-life balance,
coworker support, supervisor support, employee recognition, remunerations, flexible
working arrangements (Sawaneh and Kamara 2019; Choi 2019; Sija 2022; Chatzoudes and
Chatzoglou 2022), working experience, training and development, job satisfaction, manage-
ment support, prompt payment of salary, coworker support, supervisor support, provision
of the good working environment (Kularathne and Senevirathne 2020; Jayaswal 2021; Edeh
and Udensi 2017), financial rewards, management, recognition, psychological contract,
work-life balance, career development, job security and job characteristics (Nagabhaskar
2014; Aguenza and Som 2012; Sishuwa and Phiri 2020). In line with the review of the litera-
ture above, this research would adapt supervisor support, coworker support, and flexible
working arrangements as dimensions of employee retention because of their reliability
and validity in many studies (Edeh et al. 2021a, 2021b; Eguchi et al. 2019; Kumari 2018;
Pap et al. 2021; Campbell 2015). Supervisor support refers to the assistance from managers
or supervisors to their subordinates within and outside the workplace (Eguchi et al. 2019).
It can also be a formal work relationship between any top-level managers and their subor-
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dinates (Pap et al. 2021). Coworker support is helping behaviour from colleagues in the
same organisation (Kumari 2018). Edeh et al. (2021a) asserts that any organisation in which
coworkers support each other to achieve organisational objectives would never be defeated
by any competitor. A flexible working arrangement is an organisation policy that allows
employees to work from the comfort of their homes or work shift hours, which would
help employees take care of their family needs (Campbell 2015; Omondi and K’Obonyo
2018). Hayman (2009) accentuates that most telecom firms across the globe are adopting
flexible working arrangements as a competitive strategic advantage and also to improve
the wellbeing of their employees.

2.2.1. Knowledge Acquisition and Flexible Working Arrangements

Knowledge acquisition is the process through which knowledge is acquired or at-
tracted to utilize it for organisational prosperity. In this regard, the acquired knowledge is
expected to enhance the effectiveness of workers in the telecom sector, which would equip
them to work at their homes according to the specified objective (Okafor et al. 2019). It is
against this backdrop that Omondi and K’Obonyo (2018) opined that a flexible working
arrangement goes a long way in reducing organizational traffic and stated that it was a
result of new technological knowledge that necessitated flexible working schedules in most
firms. Going by the assertion above, it can be deduced that knowledge acquired without
being utilized has not solved any problem in the organisation. Therefore, AIgaribeh (2018)
posited that it behoves managers of telecom companies to ensure that acquired knowledge
is effectively utilized by employees wherever they are working. Research has shown that
a flexible working arrangement is one of the major instruments for retaining employees
in the workplace (Idowu 2020). Renard et al. (2021) discovered that in the new normal
business environment, employees prefer to work in organisations that provide flexible
working schedules and support knowledge creation. In addition, it was also found that
flexible working arrangements policy in the workplace avails employees with the oppor-
tunity to acquire more knowledge that could be used to solve organisational problems
(Austin-Egole et al. 2020). Meanwhile, Baridula and Mekuri-Ndimele (2020) contended
that the retention of employees in the telecom sector is highly dependent on the knowledge
acquired through training, discussions, and contributions during meetings. It is against
this backdrop that the first research hypothesis is formulated.

H1: Knowledge acquisition has a significant effect on flexible working arrangements.

2.2.2. Knowledge Storage and Supervisor Support

To store relevant knowledge in the formal organisation is to preserve wisdom that
could be used in the future and, hence, management support is very necessary for retaining
employees. On the other hand, knowledge storage is based on acquired wisdom and thus,
retrieving from wherever it is stored requires the approval of the managers responsible for
knowledge management in the telecom industry (Okafor et al. 2019). Supervisor support
engenders employees’ job satisfaction which fosters their emotional stability to stay with
their firms instead of moving to another (Kularathne and Senevirathne 2020). Again,
stored knowledge in databases or office files when approved for use by top management
provides a harmonious atmosphere between the employee and the supervisor (Kumari
2018). It is this relationship that promotes employee retention because it was revealed that
employees prefer a work environment that is free from initiating structure but they would
prefer a consideration relationship with management (Zakariya and Shuaibu 2021). This
study, however, advocates that knowledge storage is very essential to retaining telecom
employees, which is the function of supervisors. Based on this argument, the second
research hypothesis is formulated.

H2: Knowledge storage has a significant effect on supervisor support.
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2.2.3. Knowledge Sharing and Coworker Support

Sharing knowledge in the workplace is very significant when it comes to employee
retention in every organisation, including telecom enterprises. Scholars have argued
that when an employee shares ideas or suggestions that could solve problems in the
organisation, it goes a long way to motivating other colleagues to provide support to each
other (Hayman 2009; Liu et al. 2020). This was proven by Zakariya and Shuaibu (2021)
when they contended that coworker support is a relationship that goes with altruism.
Therefore, knowledge sharing promotes coworker support in the workplace as a result of
previous exchanges exhibited by one of the employees during working hours (Castaneda
and Cuellar 2020). Nwaiwu and Imafidon (2017) elucidated that employees in the telecom
industry provide support to each other by sharing knowledge that could assist one another
when needed. On the one hand, Castaneda and Cuellar (2020) maintained that the issue of
knowledge sharing is considered as a factor to stimulate employees to support each other
in the workplace and also strengthens their morale to remain within their organisation.
Drawing from the contention, the third hypothesis is formulated.

H3: Knowledge sharing has a significant effect on coworker support.

Figure 1 below shows the conceptual framework of the study indicating how research
assumptions were developed. In the framework, the predictor variable is knowledge man-
agement with its dimensions: knowledge acquisition, knowledge storage, and knowledge
sharing. On the right-hand side is the criterion variable (employee retention) with its
indicators: flexible working arrangement, supervisor support, and coworker support.
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2.3. Theoretical Underpinning

In line with the review of literature, the theories that underpinned this study are the
human capital theory by Becker (1964), and the social exchange theory by Homans (1958).
Human capital represents the skills, abilities, and knowledge of individuals employed
in the organisation (Jason and Ramsden 2021). The tenet of human capital theory in this
study is that employees are assets to the organisation that must be provided with relevant
knowledge that would enable them to accomplish their task; otherwise, when the old
knowledge fades, they would be tempted to leave the organisation in search of greener
pasture elsewhere. Social exchange theory, on the other hand, is a relationship based on
costs and benefits (Ogbonna and Mbah 2022). The premise of the social exchange theory in
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this study is that employee retention is dependent on the amount of knowledge acquired
from the inception of joining the organisation.

2.4. Research Objectives

The main objective of this study is to investigate the effect of knowledge management
on employee retention in the telecom sector. However, drawing from the literature review,
the study enumerated the following specific objectives:

(1) To investigate the significant effect of knowledge acquisition on flexible working
arrangements

(2) To examine the significant effect of knowledge storage on supervisor support
(3) To determine the significant effect of knowledge sharing on coworker support

3. Research Methods

The research method used in this research is quantitative because it involves the use
of a questionnaire for data collection (Sreejesh et al. 2014), while the research design is a
cross-sectional survey which is a snapshot of the representative population with an equal
chance and also supports the use of a questionnaire for data collection within a short period
(Saunders et al. 2009; Bryman and Bell 2007). The target population for this study consists
of fifty telecom companies that are registered with the Enugu State Ministry of Science and
Technology with head offices in the southeast region of Nigeria.

3.1. Sampling and Data Collection

A purposive sampling technique was used to select thirty major telecom companies
with head offices in Enugu state, which is considered the largest city in the region. One of
the authors that resides in Nigeria was assigned to collect the data relating to knowledge
management and employee retention. Informed consent of the participants was sought
through the general managers of each of the telecom companies. The authors of this
study explained to the participants that the essence of the study is to find out the effect
of knowledge management on employee retention in the telecom sector. In addition, the
participants were duly informed that their participation in the study would not harm
them. They were further informed that their identities (information) would not be reported
in the research. The general managers of each telecom firm were also informed that the
names of their enterprises would not be mentioned in the research. Lastly, the researchers
informed the participants that the research is purely an academic exercise carried out
by a group of academics from different institutions across the world and that the study
was not in any way funded by any organisation. It was after the fulfilment of ethical
conditions by both parties that the general managers instructed the authors to submit
copies of the questionnaire and promised that it would be distributed to every member
of the organisation. Thereafter, the general managers informed the researchers to return
within two months to collect the instrument. It was discovered that the thirty selected
telecom companies have a staff strength of one thousand, two hundred (1200) employees
(sample frame) at the time this research was carried out. To draw the sample size from
the sample frame, the researchers employed the Krejcie and Morgan (1970) sample size
determination table and the result was two hundred and ninety-one (291). The researchers
administered two hundred and ninety-one (291) copies of the questionnaire and when
the feedback was received, it was discovered that about two hundred and forty-two (242)
copies of the questionnaire were correctly filled and marked valid for analysis while the
remaining forty-nine (49) copies were wrongly filled and marked invalid.

3.2. Measures

A validated Knowledge Management Questionnaire (KMQ) containing knowledge acqui-
sition. knowledge storage, and knowledge sharing was adapted from Valmohammadi and
Ahmadi (2015) and Biasutti and EL-Deghaidy (2012). The instrument was confirmed to be
valid and reliable by other knowledge management scholars (Edeh et al. 2022; Mustafa et al.
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2021; Valmohammadi et al. 2019; Alias et al. 2018; Nina et al. 2021; Tadesse 2020). On the other
hand, a validated Employee Retention Questionnaire (ERQ) containing supervisor support,
coworker support, and flexible working arrangements was adapted from Dileep and Normala
(2014) and confirmed in the studies of Campbell (2015), Kumari (2018), Eguchi et al. (2019),
Pap et al. (2021), and Edeh et al. (2021a, 2021b).

3.3. Data Analysis Technique

Frequency distribution was used to analyse participants’ demographic profiles such as
gender, age, working experience and, education. On the other hand, linear regression was
employed as a statistical tool to analyse the three formulated research hypotheses. Statistical
software used to analyse the data is IBM Statistical Package for Social Sciences (21.0).

4. Results

This section covers the analysis of demographic characteristics as well as the formu-
lated research hypotheses. Table 1 results on demographics of participants show that
87 participants, representing 36.0%, fall within 18–35 years; 97 respondents, representing
40.1%, fall within 36–45 years; and 58 participants, representing 24.0%, fall within 46 years
and above. Demographic results of the participants indicate that the majority of the partici-
pants are still keen to provide relevant information associated with knowledge management
and employee retention. Gender results indicated that 64 participants, representing 26.4%,
are females while 178 participants, representing 73.6%, are males. This implies that the
number of males that took part in the current research are greater compared to the females.
Work experience results revealed that 52 participants, representing 21.5%, have worked in
the telecom sector for about 1–6 years; 96 respondents, representing 39.7%, have worked
in the telecom sector for about 7–12 years, and 94 respondents, representing 38.8%, have
worked in telecom sector for about 13 years and above. This indicates that the majority
of the participants have worked in the telecom sector for about 7–13 years and above.
Education qualification result shows that 27 participants, representing 11.2%, hold other
educational qualifications other than the ones stated in the instrument; 63 respondents,
representing 26.0%, hold diploma certificates; 141 participants, representing 58.3%, hold a
bachelor’s degree; and 11 participants, representing 4.5%, hold a master’s degree. These
results suggest that the majority of the respondents are educated up to tertiary institutions,
which implies that they were capable of answering the research questions in the instrument
without any interpreter.

Table 1. Demographic characteristics.

Variables Frequency (%)

Age (years)
18–35 87 36.0
36–45 97 40.1
46 and above 58 24.0

Gender
Male 178 73.6
Female 64 26.4

Work experience (years)
1–6 52 21.5
7–12 96 39.7
13 and above 94 38.8

Education
Others 27 11.2
Diploma certificate 63 26.0
Bachelor’s degree 141 58.3
Master’s degree 11 4.5
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Table 2 below shows the results of the analysed hypotheses. From the table, it was
revealed that knowledge management dimensions have a significant effect on employee
retention measures. In specific terms, hypothesis one result indicated that knowledge
acquisition has a significant positive effect on flexible working arrangements with a mod-
erate coefficient determination of 0.613 a, and a 0.000 level of significance, which is less
than 0.001 (p < 0.001). The hypothesis two result shows that knowledge storage has a
significant positive effect on supervisor support with a high coefficient of determination
of 0.777 a, and a 0.000 significance level, which is less than 0.001 (p < 0.001). Hypothesis
three results also indicated that knowledge sharing has a significant positive effect on
coworker support, having the highest coefficient determination of 0.809 a and a 0.000 level
of significance, which is less than 0.001 (p < 0.001). The decision to reject or accept the null
hypotheses is based on the three model results of calculated F values which are greater
than the tabulated values (144.605; 365.820; 453.358 > 3.89). Lastly, the R2 of the models
revealed that 38%, 60%, and 65% of the total variation in knowledge management can be
explained by employee retention. In line with the calculated values of F, the study therefore
rejects the null hypotheses and accepts the alternate hypotheses.

Table 2. Hypotheses results.

R R2 Adjusted R2 T-Stat. β Df N F Stat. Std. Error Sig.

0.613 a 0.376 0.373 12.025 0.613 * 3.89 242 144.605 0.046 0.000

0.777 a 0.604 0.602 19.126 0.777 * 3.89 242 365.820 0.041 0.000

0.809 a 0.654 0.652 21.292 0.809 * 3.89 242 453.358 0.034 0.000

Predictors: knowledge acquisition, knowledge storage, knowledge sharing. Criterion: flexible working arrange-
ments, supervisor support, coworker support. Note: a (Coefficient of determination); * (standard coefficient).

5. Discussion

The results of the study revealed that knowledge management dimensions (knowledge
acquisition, knowledge storage, knowledge sharing) have a significant effect on the measures
of employee retention (flexible working arrangement, supervisor support, coworker support)
in the telecom sector. The findings of this research were backed mostly with empirical in-
vestigations on knowledge management in the telecom industries drawn from the literature
review. Specifically, the result of hypothesis one shows that knowledge acquisition predicted
flexible working arrangements. Drawing from the empirical evidences in the literature, it
was discovered that the results from Edeh et al. (2022) and Okafor et al. (2019) corroborated
with hypothesis one results. Edeh et al.’s (2022) finding revealed that knowledge acquisition
predicted the innovation capability of banks in Nigeria while Okafor et al.’s (2019) result shows
that knowledge acquisition has a significant effect on organisational performance. The corrob-
oration of the above results maybe due to the fact that the business environment in which the
investigations were carried out is Nigeria, implying that other business environments could
yield a different result. It was also shown that the retention of workers in the telecon sector is
largely dependent on the level of knowledge acquisition (Baridula and Mekuri-Ndimele 2020).
The second hypothesis result indicated that knowledge storage has significant positive effects
on supervisor support. This corresponds with the findings of AIgaribeh (2018) and Nwaiwu
and Imafidon (2017), as shown in the literature. The AIgaribeh (2018) result on knowledge
management and corporate performance of telecom firms revealed that knowledge storage
predicted the performance of selected telecom firms in Jordan. On the other hand, Nwaiwu
and Imafidon’s (2017) finding on knowledge management and organisational survival of
telecom companies in Nigeria shows that knowledge storage has a significant effect on the
survival of selected telecom enterprises. In support of AIgaribeh (2018) and Nwaiwu and
Imafidon (2017), research in the telecom industry has shown that employees prefer to stay in
an organisation that fosters consideration orientation, especially with the supervisor (Zakariya
and Shuaibu 2021).
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Lastly, hypothesis three results revealed that knowledge sharing has a significant
positive effect on coworker support. The empirical results of Alrefaai and Khalil (2019) and
Kotwal and Gupta (2021), as shown in the literature, are in line with the finding above.
Alrefaai and Khalil (2019) found that knowledge sharing strongly predicted the learning
organisation dimension in telecommunication companies in Damascus. In the same manner,
Kotwal and Gupta (2021) results show that knowledge sharing has a significant positive
effect on the competitive advantage of telecommunication organisations in Jammu. In
addition, it was discovered that knowledge sharing in the telecom industry is an altruistic
behaviour that stimulates cohesiveness amongst coworkers and prevents them from leaving
the organisation (Zakariya and Shuaibu 2021).

6. Conclusions

Based on the findings, the study concludes that knowledge management that is
measured in terms of knowledge acquisition, knowledge storage, and knowledge sharing
predicted employee retention is anchored on retention policies such as supervisor support,
coworkers support, and flexible working arrangement. The findings of this study have
contributed to knowledge management body of knowledge through the confirmation
of its positive effect on employee retention. Thus, it behoves scholars to leverage the
dimensions of knowledge management used in this study to advance the course of their
research by utilizing the same research approach or other methodologies. One of the
implications of this study is that managers of telecom companies should liaise with their
board of directors to make funds available that would be used to train employees with
the aim of acquiring relevant knowledge that is needed in the telecom industry. Secondly,
business practitioners in the telecom sector should organise on-the-job workshops or
conferences for the sensitization of workers on the need to support each other whenever
there is a need which would later translate to high productivity, high profitability, customer
satisfaction, and customer loyalty. In addition, the study also recommends that telecom
policymakers in different countries should adopt the findings of this study and use it as a
policymaking instrument for improving employer–employee working relationships in the
telecom industry. Regarding limitations of the study, this study was limited to quantitate
approach only. Thus, other scholars can incorporate both qualitative and quantitative
methodologies in order to make comparison on the findings. Another limitation of the
study is the geographical scope which is the sub-Saharan Africa work environment with
Nigeria as specific focus. Subsequent scholars in other continent need to dissect knowledge
management and employee retention in telecom sector before findings across the globe
can be generalized. Concerning the suggestion for future study, this study suggests that
further research with regard to knowledge management should be examined in other
industries other than the telecom sector to increase the body of knowledge in the research
area. Secondly, other validated and reliable indicators of employee retention should be used
to investigate how knowledge management could influence the retention of employees in
their industry. Again, future research should examine the effect of knowledge management
on employee retention with a moderating variable.
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