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Abstract This paper reports a comparative review of the service quality attributes of Electronic Customs
Clearance (UNI-PASS) by applying the Kano model, Timko's BW coefficients, and IGA model, as reported
by Tontini et al. in terms of a service quality evaluation of electronic customs clearance as the
comprehensive national customs administration information system. In addition, this study examined
which quality attributes should be focused on to improve the service quality and enhance customer
satisfaction using the electronic customs clearance service. The Kano, Timko, and IGA models were
classified into the four common quality attributes: attractive quality, one-dimensional quality, must-be
quality, and indifferent quality. Because the integrated approach was used, one-dimensional quality was
included in the area for critical improvement, while the must-be quality was included in the area for
intensive maintenance. In addition, the indifferent quality was included in the area of carefree, while the
attractive quality was included in the area of competitive advantage.
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Table 3. Classification of Quality Attributes
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T3 518 |40|48]| 0 1 1 0.45 0.48 I
11 71318/ 5]|0 1 O 0.92 0.88 O
12 541 9345|010 A 0.86 0.42 A
13 561036 1|00 A 0.89 | 0.45 A
S1 6 |51]37] 6] 1 1 M 0.43 0.88 M
S2 4153141 2| 1 1 M 0.45 0.94 M
Cl 6110179 3] 3 1 O 0.87 0.91 O
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R1 61219120 1 O 0.96 0.92 (6]
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Table 4. Improvement Gap Analysis Related Data

satis. curr. improvement unsatis.
fulfilled satis. gap unfulfilled
El 4.03 3.47 0.56 4.64
Ul 4.42 3.87 0.55 4.25
U2 4.20 3.57 0.63 4.24
T1 4.64 3.98 0.66 3.89
T2 3.98 4.21 -0.23 3.67
T3 3.94 4.15 -0.21 3.62
11 4.75 4.01 0.74 4.45
12 4.13 3.44 0.69 3.69
3 4.11 3.45 0.66 3.75
S1 453 4.25 0.28 4.61
S2 4.62 4.33 0.29 4.68
Cl 4.65 3.96 0.69 4.33
C2 4.37 3.78 0.59 4.21
R1 4.85 4.02 0.83 4.44
R2 4.69 3.87 0.82 4.52
Aver. 4.39 3.89 0.50 4.20
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