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The three objectives of the study were 1) to measure the attitude of the
importer representatives toward goods inspection service of the Customs Office of the
Bangkok Port, 2) to identify the factors related to the attitude of the import agents and
3) to use the research results as guideline to improve the work of the Customs Office of
the Bangkok Port, and to solve the work problems and obstacles.

This survey research used a questionnaire to collect the data from 100 importer
agents at the Goods Inspection Section under the Imported Goods Inspection Division
during June, 2003.

The findings were summed up as follows:

1. Most of the samples were male. They were not more than 35 years old and
were married. They received lower education than an associated degree. They earned
a monthly income of more than 9,001 bath. They had never received any training on
being importer representatives for imported goods, nor were they members of the
International Trade Training Association. They had more than 7 years of experience in
being importer representatives. They followed The EDI formality. They had close
intimacy with the customs officers. It took them about 0-1 hour to contact the customs
officers for service. They had a moderate knowledge about import formality. Moreover,
most have a moderate knowledge about the goods inspection procedures.

2. The attitudes of The Importer representatives were found to be moderate.
When the individual dimensions of the service were considered, the highest mean
belonged to the service officers, followed by the service system, and the service
procedures, respectively. The attitude toward each dimension was found to be
moderated.

3. Factors related to the attitude of the importer representatives toward the

service of the Customs Office.



TE 148339

It was found that the subjects had a better attitude toward the manual formality
than the EDI formality. The samples who got the service in less than an hour had a
better attitude than those who spent more than an hour to get service. Those who had
a good knowledge of the import formality also had a better attitude toward the service
than those who had a moderate knowledge of the import formality. The factors found to
have no relationship with the attitudes of the importer representatives toward the service
were gender, age, marital status, education, monthly income, attending the training
course for importer representatives, membership of the International Trade Training
Association, experience in being an importer representative, intimacy with the customs
officers, and knowledge and understanding of goods inspection procedures.
Recommendations

1. Service system Each day the service should be given to all importer

representatives who come for service. The work procedures should be cut down. The
EDI system should be improved to accommodate the change. While the EDI system is
still imperfect, there should be leniency in following the regulations. The fee rate should
be fair and the rate should be clearly shown on the announcement board. The fee
collection system should be improved. The customs officers should be enthusiastic in
improving the service. The work procedures should be shown step by step on the
announcement board.

2. Service procedures The formal procedures should be reduced, especially

the inspection spots. There should be public relations officers to provide suggestions to
importer representatives. All the procedures should be completed in one day ; they
should not be continued until the next day. Rules and regulations should be revised,
especially on work procedures. The fewest documents should be used. The paperless
system by means of computers should be introduced. There should be a training
course for importer representatives so that they will have a good knowledge and
understanding of the changing customs formality.

3. Service officers The service officers must adjust there attitude, personality

and manners. They must be friendly and gentle. They must speak politely and smile to
welcome service users as they do to their relatives. They should treat all importer
representatives equally, without bias. They should work hard to serve people. They
should develop a service mind set and should not behave as bosses of people. They
should listen to the opinions of importer representatives. They must be honest,
punctual and do not take bribes. They should be trained on moral, ethics and human

relations, particularly on how to use computers.



