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Abstract  This study examines the effect of information systems through communication and process
competency to increase customer relationship competency. This study focuses on the effect of information
systems which help internal customers for their work to satisfy the external customers. Based on the data
collected by KRIVET and the Ministry of employment and labor, information systems, communication, process
competency, and customer relationship competency are examined.

The result showed that information system has an influence on communication and process competency,
significantly. Process competency affect customer relationship competency positively while communication does
not. However, communication has a positive influence on process competency.
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[Table 2] Validity - descriptive statistics and correlations
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[Fig. 2] Path Analysis Results
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