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Abstract Even though many studies have showed that competence is positively related to organizational
performance, few studies have attempted to find out the process of competency - performance. This study
focuses on the organizational factors to explore their effect on the competence of customer relationship. Based
on the data collected by KRIVET and the Ministry of employment and labor, strategic role of HR department
and information systems are examined. As well human resource competency is investigated as a mediating
variable. This study used surveys targeting department managers and executive members in firms and sample
size was 1086 after cleaning the dataset by deleting all the cases with many missing values. The findings show
that strategic role of HR department and information system has an influence on human resource competency,
significantly. In addition, the human resource competency affect customer relationship competency, positively.
Implications and directions for future research are discussed.

Key Words : Strategic role of HR department, Human resource competency, Information systems, Customer
relationship competency.
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