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Abstract

The purpose of this paper is to assess the service requirements of cargo

customs clearance operations. Based on the features of cargo clearance operations
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and relevant literature, the service requirement attributes (SRAs) of customs

were identified. The users’ perceived importance and satisfaction for each of

the SRAs were then examined. This study uses the Importance-Satisfaction

analysis to identify the improvement policies of the SRAs. Date collected from

the services of Kaohsiung Customs Office (KCO) and its customs brokers.

Results indicated that the top five SRAs that need to be improved for KCO are:

staff’s professional capabilities, the consistency of staffs perceived customs rules,

staff’s’ service attitudes, appeal channels, and promptly revising legal systems. The

research findings could provide practical information for KCO to make policies for

improving their service quality.
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