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Abstract

The research entitled, “Guidelines for Customs Service System Improvement of the Northern
Region Industrial Estate Customs Office in Lamphun Province”, is designed to study 1) the cause of
goods clearance delay and introduction of EDI system for the Northern Region Industrial Estate
Customs Office in Lamphun Province and 2) opinions and suggestions of service recipients as well
as customs officers in order to find out guidelines for customs service system improvement of the
Northern Region Industrial Estate Customs Office in Lamphun Province.

For this study data are collected from 33 customs service officers and 68 service
recipients. The device for data collection consists of questionnaire and interview. Data analysis
is made by means of the SPSS for Windows in order to find out frequency, percentage and mean,
including the Chi-square test with statistic significance 0.05.

Results of the study revealed that the major cause of customs officer clearance delay is
due to the fact that the rules and laws concerned are not conducive to duty performance. As
regards the abolishing of export clearance, the customs officer found that it will help reduce an
unnecessary process but might result in corruption. With a view to customs service improvement, the
customs officer found that what should be improved is service officer’s behavior, which, for
instance, includes politeness, eagerness, attentiveness, fairness, righteousness, punctuality,

knowledge and understanding, skills, honesty, morality and responsibility.



The majority or 54.4 percent of service recipients found that it takes too much time to
finish import and export clearance at the present time. About 29.7 percent said that delay cause is
due to the goods themselves; 86.8 percent told that some goods have a problem, like
incompatibility with invoice; and 57.6 percent believed that the EDI system introduced helps
facilitate such a work because it can eliminate a lot of transportation paperwork. But 30.9 percent
said that for the EDI system introduced by the Customs Department service charge should be
readjusted because it is relatively high and nobody gives advice how to use it. However, they
have knowledge and understanding about customs formality on high scale; most of them know
that nowadays only one copy of freight has to be accompanied with the counterfoil, that is, a copy
for the revenue office. But they still lack knowledge and understanding about the prices on the
price list, which has the incoterm as DDU.

As regards opinions about their satisfaction toward the customs service office, the service
recipients are generally satisfied with it on high scale. When considered individually, each
recipient is satisfied with the service in terms of behavioral and quality services on high scale but
action service on medium scale. In addition, the factor affecting their satisfaction toward
behavioral service is duration of contacts in one month; the factor affecting their satisfaction

toward quality service is ascribed to the business type and duration of contacts in one month.
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