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Abstract

There are two main objectives projected in this research, which are: to analyze the level of
competencies of Customer Relations and service quality in comparative perspective among staff and
customer and to investigate the relationship between these two variables. 310 samples are selected as
155 staff and another 155 customers. The quantitative approach is employed into the study. The
descriptive statistic results showed that (1) Competencies perceived by staff and customers are all good
level: Human Relations, EQ, Responsibility, Abilities and Service Mind. (2) Five dimensions of Service
Quality are all level as good: Tangibility, Reliability, Responsiveness, Assurance and Empathy. Apart from
that hypotheses testing (inferential statistic) have been supported (3) the Competencies are significantly
different between the perception of staff and customers (p < .01). (4) The Service Quality perceived by
staff is higher than customers (p < .01). And (5) there are significant positive correlations between
Competencies and Service Quality in comparative view among these two representative sample (p < .01).
Keywords: Competencies, Service Quality, Working Environment
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