CHAPTER FIVE
CONCLUSIONS, DISCUSSION AND RECOMMENDATIONS

This chapter presents (1) a summary of the st(@y,a summary of the
findings, (3) discussions of the results, (4) casmn, and (5) recommendations for

further research.

51 SUMMARY OF THE STUDY
5.1.1 Obijective of the Study

The main objective of the study was to find out &acls on what the
attitudes of customers towards e-Customs. The bjdetives of this study were to
(1) to look for and find out the advantages of gsnCustoms, (2) to investigate the
constraints that customers face when using e-Csstand (3) to find out customers’
suggestions to offer The Thai Customs Departmeptarement for the services.

5.1.2 Subjects, Materials, and Procedures

The subjects in this study were 115 respondent&ingrn shipping
business in Bangkok. The study design used for rgggarch was the descriptive
cross-sectional study. The instrument had a forma gtiestionnaire which included
both closed-end questions and opened-end questidns.self-administered
guestionnaire with 36 questions was used as atdoobllect data. The questionnaire
was divided into 3 parts, consisting of (1) demepbia information of the
respondents, (2) attitudes towards e-Customs divick® 3 aspects that were analysis
with the service procedures, service staff, andwkedge and understanding of
e-Customs, and (3) their suggestions. To measusdsl@f feeling and opinion, the
Likert scale was used by presenting a series t#ratnts regarding five aspects.

The data collection took place between 22- 26 Déezn2008. All
subjects completely stated their opinions, and@adistionnaires were collected after
the respondents completed answering them.

The data obtained were analyzed by using the SP&Sion 15.
The descriptive statistics (frequency, percentagd, mean) are used to illustrate and

compare the respondents’ answers.
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5.2 SUMMARY OF THE FINDINGS
The results of the study can be summarized asaslio
5.2.1 Demographic Information of the Respondents
There were a total of 115 respondents in this stu€yty two
respondents were male and seventy three respondergsfemale. The majority of
the respondents were 26-30 years old. Most emptogesduated with a Bachelor's
degree. Almost three quarters of the employees wargle. The majority of the
respondents worked in the logistics and shippietff(52.2%). Finally, most of the
respondents had been working in shipping busiresshiove 4 years.
5.2.2 Attitudes towards Service Procedures of e-Gtoms
The study results reveal that almost half of thepoedents used the
web-based Thai Customs system more than 10 timasgd2? — 26 December 2008.
The results also show that the level of attitudewards satisfaction with the
suitability of e-Customs procedures was uncertaithis process. More than half of
the respondents were satisfied with the convenieh@®dcument submission via the
Internet. However, the respondents were less cemfithat the paperless system can
save costs in submission procedures. More thanoalfe respondents agreed that a
paperless system can save their time and neaflphtiem agreed with the paperless
system instead of the paper-based system. Almdstohahe respondents didn’t
believe this new system can reduce corruption aacerthan half of the respondents
were uncertain about whether the level of satigfacwith the e-Customs services
was always good or not. Furthermore, half of trepoadents agreed that it was very
difficult to use the service via the Internet wHanking knowledge about customs
process. The results also show that one third ef réspondents were uncertain
whether Thai Customs officials provided updatedfulseaformation about their
services. When asking if information on e-Custoneb\wage was useful, nearly half
of the respondents were uncertain with this serlWbereover, more than half of the
respondents were uncertain that the informationtren e-Customs web page was
concise and clear.
Finally, the overall results of satisfaction witthet e-Customs

procedures were at an uncertain level.
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5.2.3 Attitudes towards Service Staff of e-Customs

Nearly half of the respondents were uncertain wdmked whether the
staff would always help to solve their problems.rbtiver, most respondents were
uncertain that the staff were always polite and gadd manners. The results also
show that nearly half of the respondents were waicewhether the staff had strong
humanity. However, most respondents believed that staff had expertise in
performing in their duties. In addition, more thaalf of the respondents were
uncertain that the staff could explain the e-Cust@mocedures and give clear advice
on total understanding of the process. Furthermoeeyly half of the respondents
were uncertain when asked whether the number tifvgés sufficient. Finally, most
of the respondents were uncertain with whether theyld ask the information from
staff when they didn’t understand e-Customs proeesiu

5.2.4 Attitudes towards Knowledge and Understandig of e-Customs

Half of the respondents were uncertain with thegmy during using
the customs service via the Internet. The studyiteseveal that more than half of the
respondents were also uncertain with the total tataleding about e-Customs.

However, the majority of the respondents agreetl ttiey would like
to learn more about e-Customs and Thai customs Idhexypand e-Customs
knowledge to users and related people.

Furthermore, more than half of the respondentsebed that public
relations can help them to know more about e-Custdrne majority of respondents
also believed that training and seminars can hbegmtto understand this new
innovation.

Moreover, the majority of the respondents believkdt the Thai
Customs Department should provide e-Customs knameléd related people and put
more emphasis on its development and none of #@nelents disagreed with this
point.

5.2.5 Respondents’ Comments and Suggestions

According to the third part of the questionnailes tespondents were

quite satisfied with the new Customs implementatidowever, some respondents

request the Thai Customs Department improve it8cs in some areas.



41

Regarding the suggestions about the service proegduthe
respondents suggested that the e-Customs systenid shecrease the procedures to
submit or amend the manifest. Moreover, it shouddeha variety of channels to
contact the Thai Customs when there was difficuiyng the service via the Internet.
The respondents also suggested that the Thai Cadb@partment should update this
system to support their needs. Furthermore, thesald clearly be concise details on
the web-page and fully updated useful data in t@eistoms system. Finally, some of
the respondents preferred to have more choicealmis the manifest, such as EDI
and Manual System, the same as e-Customs procdshoause it was better to not
depend on this system in one way.

For the service staff, some of the respondentscattad Thai Customs
officials should be more responsible for their dstin order to reduce and solve
respondents’ problems. There should be more siaftipport and explain e-Customs
process. Moreover, Thai Customs officials shouldrimee knowledgeable and fully
understand the e-Customs process. Finally, sonieeafespondents gave suggestions
that staff should be excellent in work and be silpservice minded.

The respondents also gave suggestions related d¢wvlédge and
understanding of e-Customs. They suggested thatTte Customs Department
should have promoted this service at the firstestag that customers could have
updated and accessed it more easily.

Moreover, some respondents requested that the Thatoms
Department should always provide enough necessanyrtg courses and seminars to

allow the respondents to understand and applyntusimplement smoothly.

5.3 DISCUSSION

In this part, the findings of the study are diseas# order to answer the
research problems proposed in Chapter 1. The distusn each aspect is as follows:

5.3.1 According to Dr. Satit Limpongpon, the Former i General of
the Thai Customs Department, e-Customs could erdiglets to reduce the cost of
transactional business activities. However, thalltesof the study show that the
respondents do not believe this system can saweot@sibmission procedures. This
outcome relates to the report of e-Customs effayie(NESDB, 9 Nov, 2004).
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It states that one of the barriers to e-Customdementation is to provide linking
transactions information and database system throagcentralized platform.
Moreover, the result of this study reveals thapoeslents are not quite satisfied with
the overall e-Customs procedures. The finding issistent with The Nation’s report,
which indicates that e-Customs had some limitatiamsl barriers to persuade
customers to accept the new system.

5.3.2 Concerning the attitudes towards knowledge anderstanding of
e-Customs, the results of the study reveal thatrélspondents are uncertain about
privacy in terms of using customs service via tiderhet. These findings are
consistent with the relevant study conducted bygRatakitumnua and Speece (2004)
which indicates that lack of privacy in the systerads to distrust of the web-based
operations. Moreover, according to Meuter et. 2006), customer readiness is the
key point of accepting the new technologies. Tloeef the result shows that
respondents strongly request that Thai Customs mapat should help them to
understand more about e-Customs. Furthermore firefeio the study of Steinhagen
and Kerrebroeck (2006), the good conception of shi®ss is to link the necessary
data and essential supplementary information tgo@upfully customers’ needs.
However, the findings of this study show that TRaistoms Department does not
provide the updated data of their services anduliggfiormation to the respondents.
Therefore, the e-Customs system is still not satigfin the current respondents’
viewpoints.

This implies that the Thai Customs Department shqudy more
attention to this feedback and try to solve thi®bbem in order to meet the
respondents’ needs and further develop the service.

5.3.3 This study has several limitations. Although thieidg included
employees working shipping business, it does ndude operational employees who
contact Thai Customs Officials directly. Howevehist should not limit the
generalization of the findings. Moreover, most lo¢ respondents in this study are
female employees whose working experience exceegisadt in the shipping field.
Therefore, the results may be show only one asjppiate study could be equal in
gender and have a wider proportion of working eigmee. In addition, the sample

groups of study are taken from only one of the dapa shipping companies, its
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subsidiaries, and their clients in Bangkok. Futsiedies should study and extend a

variety of other shipping companies in order torexe and compare the results.

5.4  CONCLUSIONS

The following conclusions can be drawn from thecdssions above.

5.4.1 The results reveal that most of the respondentswadrk in a Japanese
shipping company, its subsidiaries, and their custs were female. The age range
was between 26 and 30 years. Most of them had Bathdegrees.

5.4.2 Referring to this study, it can be inferred tha thspondents’ attitudes
towards service procedures of e-Customs were ainaartain level (mean = 3.33).
Most of the respondents were satisfied with thevearence of manifest submission
via this system and accepted e-Customs helping tzem their time. However, most
of the respondents were unsure in level of satisiacvhether e-Customs services
were always effective and efficient or not.

5.4.3 The results indicate that the respondettisdes towards service staff
of e-Customs system were uncertain about the pedioce of Thai Custom officials.
Most of the respondents were also uncertain whedtedf can explain e-Customs
procedures and can give suggestions about thegzratzarly.

5.4.4 The outcomes of the study show respondents’ dégutowards
knowledge and understanding of e-Customs were taamgeroncerning understanding
about e-Customs processing. They also would likeaon and study more about this
system. Moreover, most of the respondents beligkiati training and seminars can

help them understand this system.

In conclusion, according to the objectives of ti@search, the study attempted
to focus on attitudes towards e-Customs. From d#iselts, it can be concluded that
respondents were less satisfied with service proesdand service staff. They also
commented that the Thai Customs Department shoyddrel customers’ knowledge
and give clear directions to implement the e-Custsgstem properly. Moreover, the
findings derived from this study could be benefifta the Thai Customs Department

to improve its services and develop further staps-Customs.
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55 RECOMMENDATIONS FOR FURTHER RESEARCH

Based on the findings, discussion, and conclusibrniis study, the following
recommendations are proposed for future research.

5.5.1 Further study on attitudes towards e-Customs ippshg business
should take place over a longer period of timeraeoto have more subjects.

5.5.2 Further research should be done with a leraadget group and should
be conducted in a variety of shipping companies r@tated businesses in order to
gain more details.

5.5.3 Further research should study other aggudwards e-Forms, such as
e-Declaration, e-Payment and e-Licensing in ordeinvestigate and compare its
results with the results of this study.

5.5.4 Further study should be conducted to erfdloe causes and barriers of
e-Customs implementation so as to understand aifyspeople who work in the
shipping business and related persons.

5.5.5 The questionnaire in this research coverdg the measurement of
attitudes towards e-Customs with procedures, serstaff, and valued knowledge.
A questionnaire for further research should inclualelarge area of attitudes.
Questionnaires on attitudes towards conveniencsade and readiness of the system
should also be included to fulfill more understamgdin effective direction for further

development.



