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ABSTRACT

The purposes of this Independent Study were to analyze the customers’ behavior,
satisfaction and impacts of the Electronic Trade Facilitation at Chiang Mai Airport Customs
House. The data was collected by means of a questionnaire distributed to the sample group of
161 subjects who were export-import entrepreneurs, and those dealing with commodity
checkouts. The data was processed using statistical frequency distribution, percentage and
average. The results of the study can be concluded as follows:

Most of the customers were men aged between 25 — 30 years holding a Bachelor’s
Degree with an income that ranged from Bt. 5,001 — 10,000/month. They had conducted trade for
3 — 5 years and had been customers of the Chiang Mai Air Port Customs House for 1 — 3 years.
The contact hours for the parties were 14.01 — 16.30 daily and the value of the trade based on the
shipment slips was approximately one million Baht. Most of the subjects (86.30%) were familiar
with the Electronic Trade Facilitation and 42.24% were ready to use the service. As for the
behavior, 63.98% of them had used the EDI system and 59.01% had currently used the EDI
system. About 38.51% of them had used the e-Import and e-Export Systems and most of them
(54.66%) authorized their representative to conduct commodity checkouts. The impacts of the
Electronic Trade Facilitation on the customers ranged at the medium level. The customers were
satisfied with the convenience and efficiency as well as the economical and simple procedure.
They also agreed with the need to improve the personnel in terms of competence and behavior as

well as increasing investment in equipment and system maintenance costs. Their satisfaction with



the service was ranked at a medium level due to the transparency and saving time. They also
suggested that the service should be geared toward increasing customers’ satisfaction and some
changes were necessary for the readiness of the facilities to handle the electronic system.

From the study it can be concluded that the majority of the customers agreed that the
Electronic Trade Facilitation has enhanced the operation and ensured correctness in the
customers’ procedure (cutting down customs tax evasion) providing that the system were

constantly updated.



