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The purpose of this study was to investigate the service qualify of the Customs
paperless system (e-customs) provided for automobile industry business for exporting.
The informants of the study were 138 employees responsible for international affairs in
establishments operating automobile industry business for exporting in Bangkok and its
vicinities. The informants’ duty was to do the paperless exporting customs protocol.
Questionnaires and interview were used to collect the data. Percentage, arithmetic mean,
standard deviation, coefficient of correlation and Pearson correlation were employed to
analyze the data via SPSS software.

It was found that most informants were female, with the age range between 30-40
years and Bachelor’s degree background. Their job was exporting customs correspondence.
Their experience in exporting customs protocol was more than 4 years. They had never
been trained about the e~customs before doing their job. Their experience with the system
was between 3-6 months and with less than 10 invoices per month.

The investigation of the operating conditions of the establishments in relation to
e-customs revealed that most establishments had their office connected to the Internet with
the speed of 512 Kbps. They had used the e-customs for 83-6 months. The average
machine age was 5-10 years. If they had any problems with the system, they would have
the shipping agents do the job instead. Most of them used the information system software
of Tiffa EDI Services Co. Limited. They learned about news and information of the
Customs Department via the department website. When the employees in charge had any
problems in relation to the e-customs, they consulted the officers of the Customs

Department. The software company provided training on how to use the bought software

and assistance in working with e-Customs of the Customs Department. The problem
encountered most frequently was the delay of seniding and receiving information.

With respect to the quality of the e-Customs service, it was found, as a whole,
by-aspects and by-items, that the informants were modefately satisfied with the system.
The benefits that the establishments gained from the system were at a high level of
satisfaction.

The investigation indicated positive relationship between the benefits gained by the
establishments and the e-Customs in relation to the three aspects; namely, customer service
of the Customs Department, ICT system, and information security, at the statistical

significance level of .01





