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Abstract

Recently, Customs Office is trying to promote the quality of public
service in order to reach the goal of cargo clearance without any obstacle. The
study selects Kaohsiung Customs Bureau to assess the effectiveness of this
plan practiced in the field. With the public point of view , to realize how the
satisfaction is. And to probe into the gap between the public and the customs
employees as far as service quality is concerned.

The frame of this research is based on PZB Gap Modd. SERVQUAL
measure table is the tool to evaluate the service quality of cargo clearance
between “gap 5’ and “gap 1. The SPSS datistics software is applied to
andyze the effective questionnaire. Accordingly, to interview customs
employees with the result of analysis, we can find the reason from “gap 2" to

“gap 4.

The research can prove : Firstly, the best concern of the common people
Is that customs employees can meet their need when they have problems
during the procedure of cargo clearance and consider their best profits as first
priority. Secondly, customs work is so heavy that employees consider they
have aready meet what the common people needs them to do. Consequently,
gaps between each other are existed. Thirdly, it shows a direct ratio between
cargo clearance service quality and the satisfaction of the common people.
Fourthly, the evaluation of the entire satisfaction shows that most people
evaluates as satisfied , few people very sdatisfied. After interviewing with
customs employees, the research also shows the propagandais too poor to
mislead the common people. Being an executor , customs takes charge of too
much works for other department. To face between the choice of “making
profits’ and “ public services’ obeysthe law istheir only dternative.

Keywords. Service Quality, Service Quait Gap Model, PZB, SERVQUAL
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P15 E15 -0.6683 1.0190 -13.085 0.000* ** 5
P16 E16 -0.7739 0.8832 -17.481 0.000% ** 7
P17 E17 -0.8920 1.0142 -17.545 0.000*** | 14
P18 E18 -0.8291 1.0556 -15.670 0.000* ** 9
P19 E19 -0.9372 1.1058 -16.908 0.000*** | 19
P20 E20 -0.6633 1.1277 -11.734 0000 ** 4
P21 E21 -0.9020 1.1436 -15.736 0.000*** | 15
P22 E22 -0.5980 1.0807 -11.039 0.000* ** 2
P23 E23 -0.8819 1.1149 -15.781 0.000*** | 13
P24 E24 -0.9246 1.1398 -16.184 0.000*** | 17
**% p 0001

4.15 P-E
1 P-E - 0.9497
2 P-E - 0.9085
3 P-E - 0.8195
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4 P-E - 0.8153
5 P-E - 0.6501
414
4.15
E p (P-E) t

42481 |0.4874 |3.5980 |0.6428 |-0.6501 [0.6913 | -18.762 | 0.000%**
44111 |05356 [3.5025 |0.7374 [-0.9086 [0.8560 | -21.174 | 0.000%**
4.3838 |0.5779 [3.4340 [0.7738 [-0.9498 |0.9006 | -21.039 | 0.000%**
4.4026 |0.5098 |3.5873 [0.7276 [-0.8153 |0.8146 | -19.968 | 0.000***
42039 |0.5643 |3.3844 [0.7486 [-0.8195 |0.8819 | -18.537 | 0.000***
43175 |0.4568 |3.4867 |0.6729 |-0.8308 |0.7494 | -22.116 | 0.000***

***p 0.001

432

4.16

416
p 0.05
p=0.003**

76




p=0.000***

4.16
t
398 4.2481 04874 1.032 0.303
298 42114 04464
3908 44111 0.5356 2992 0.003**
298 4.2933 04970
398 4.3838 05779 3503 0.000%**
298 4.2307 0.539%
398 4.4026 0.5098 4988 0.000%**
298 42341 05177
38 | 42080 | 068 1 4951 | 0.000%*
298 40077 0.5051
398 43175 0.4568 4.248 0.000% **
298 4.1760 04174
* 001 s5%  p 0001
24 t
417
24

1 1 16 19 24 p 005

2 2 6 10 11 12 13 p 001

3 59 14 17 18 20 21 22 p 0.001

417

17
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1
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433

398
t t- test
One-Way ANOVA
418425
418
418
t P

226 | 364 | 071

220 30+ 9L 1 2799 | 0.095

226 | 351 | 082

172 | 350 | o6z | 0008 | 093l

226 | 346 | 084

172 | 339 | o067 | 981> | 0367

526 | 362 | 0.78

172 | 354 | o065 | 167 | 0281

226 | 345 | 081 N

172 | 320 | 065 | +°39 | 0034 >
526 | 353 | 0.74

172 | 343 | o057 | 1803 | 0180

* p 005

419
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p 0.05

p 0.01 Tukey HSD
4.19
F P Tukey HSD
145 3.63 0.73
200 356 0.58
31 355 0.85 1861 | 0.116
158 352 0.53
44 381 0.53
145 344 0.81
200 339 0.86
31 335 0.92 3.623 | 0.006**
158 350 0.63
44 3.88 0.52
145 340 0.83
200 329 0.91
31 331 0.87 4.302 | 0.002**
158 3.39 0.69
44 3.88 0.63
145 355 0.78
200 356 0.76
31 345 0.84 3164 | 0.014*
158 356 0.66
4 394 0.62
145 342 0.84
20 334 0.94
31 325 0.75 3.754 | 0.005**
158 3.28 0.62
44 375 0.67
145 348 0.74
200 342 0.77
31 337 0.80 3.681 | 0.006**
158 343 0.57
44 3.84 0.4
* p 0.05 ** p 001
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2 9
4.20 One-Way ANOVA

p 0.05
Tukey HSD

24

4.20
F P Tukey HSD

11 3.80 0.87
149 3.67 0.65
20 354 063 1524 (0.208
8 353 0.41
11 395 0.62
149 355 0.69
20 344 0.76 2.852 |0.037*
8 3.90 0.68
1 377 0.91
149 3.49 0.72
0 337 0.80 2.135 |0.095
8 381 0.76
11 3.80 0.91
149 3.65 0.68
20 354 0.76 1.049 (0.371
8 3.66 0.42
11 3.78 0.75
149 351 0.70 N
2300 3.28 0.77 4083 10007
8 345 0.76
11 382 0.77
149 3.56 0.62
2300 342 0.70 2606 10051
8 3.65 0.57

p 0.05 ** p 001




4.21

p 0.05
51-60
21 50
4.21
F P Tukey HSD

21-30 99 | 351 | 052 5160 2130
31-40 143 | 355 | 0.71 5160  31-40
41-50 101 | 356 | 063 | 4874 0001**[51.60 4150
51-60 42 | 3.9 | 061
61 13 | 387 | 039
21-30 99 | 350 | 064 5160 3140
31-40 143 | 337 | 078
41-50 101 | 350 | 073 | 4.144 0.003**
51-60 42 [ 385 | 08l
61 13 | 383 | 0.34
21-30 99 | 344 | 0.69 5160 3140
31-40 143 | 330 | 0.78
41-50 101 | 344 | 079 | 3899 0.004**
51-60 42 | 378 | 084
61 13 | 375 | 059
21-30 99 | 360 | 061 5160 3140
31-40 143 | 348 | 0.79
41-50 101 | 358 | 074 | 3.007] 0.018*
51-60 42 | 391 | 0.70
61 13 | 371 | 053
21-30 99 | 336 | 065 5160 3140
31-40 143 | 327 | 076
41-50 101 | 341 | 078 | 3284 0012*
51-60 42 [ 371 | 082
61 13 | 358 | 055
21-30 99 | 347 | 056 5160 21-30
31-40 43 | 338 | 0.71 5160  31-40
41-50 101 | 349 | 068 | 4206 0002¢*[5160  41-50
51-60 42 | 38 | 073
61 13 | 373 | 043

" 005 = p 001
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4.22

p 005
Tukey HSD
21
51-60
4.22
F P Tukey HSD
5 127 | 350 | 052
6-10 79 | 3.70 | 0.74
11-15 64 | 349 | 066 |2574 |0.037*
16-20 48| 363 | 0.69
21 80 | 3.73 | 065
5 127 | 347 | 061
6-10 79 | 355 | 0.82
11-15 64 | 3.34 | 0.80 |1.354 [0.249
16-20 48 | 356 | 0.71
21 80 | 3.61 | 0.79
5 127 | 3.40 | 0.64
6-10 79 | 3.46 | 0.83
11-15 64 | 328 | 0.75 |1.489 |0.205
16-20 48 | 343 | 0.87
21 80 | 359 | 0.85
5 127 | 356 | 059
6-10 79 | 364 | 0.77
11-15 64 | 342 | 0.78 |1.558 |0.185
16-20 48| 359 | 0.87
21 80 | 3.71 | 0.74
5 127 | 332 | 0.64
6-10 79 | 350 | 0.85
11-15 64 | 322 | 068 |2.254 |0.063
16-20 48 | 336 | 0.79
21 80 | 353 | 0.81
5 127 | 343 | 055
6-10 79 | 356 | 0.76
11-15 64 | 3.34 | 0.66 |2.012 |0.092
16-20 48 | 350 | 0.74
21 80 | 3.62 | 0.72
*—p 0.05




4.23

423
F P
222 3.62 0.65
115 351 0.65
% 365 0.66 1.565 0.197
25 3.79 0.50
222 3.55 0.66
115 3.38 0.80
% 351 0.90 1.691 0.168
25 3.66 0.79
222 349 0.70
115 3.29 0.83
%5 345 0.04 1.936 0.123
25 3.58 0.81
222 3.64 0.68
115 347 0.77
% 356 081 1.663 0.174
25 3.70 0.82
222 3.46 0.69
115 3.25 0.79
3% 330 089 2.057 0.105
25 3.46 0.78
222 354 0.62
115 3.36 0.71
%5 247 0.80 2.003 0.113
25 3.62 0.71
4,24
005
Tukey HSD




4.24

- P Tuk B gD
152 | 370 | 0.69
77| 352 | 068 | 2932 | 0.054
169 | 355 | 057
152 | 357 | 077
77| 343 | 072 | 099 | 0.370
169 | 348 | 0.72
152 | 355 | 0.77
77| 338 | 075 | 2.866 | 0.058
169 | 335 | 0.78
152 | 367 | 075
77| 358 | 071 | 2010 | 0135
169 | 351 | 0.71
152 | 351 | 0.83
77| 327 | 066 | 3544 | 0.030*
169 | 332 | 0.70
152 | 359 | 0.71
77| 342 | 065 | 2.730 | 0.066
169 | 3.43 | 0.64

*

p 005

4.25
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24

p 0.007**
413

24

4.13



4.25 P
t -test 0.095 0.931 0.367 0.281 0.034* 0.180
ANOVA 0.116 0.006** | 0.002** | 0.014* 0.005** | 0.006**
ANOVA 0.001** | 0.003** | 0.004** | 0.018* 0.012* 0.002**
ANOVA 0.208 0.037* 0.095 0.371 0.007** | 0.051
ANOVA 0.037* 0.249 0.205 0.185 0.063 0.092
ANOVA 0.197 0.168 0.123 0.174 0.105 0.113
ANOVA | 0.054 0.370 0.058 0.135 0.030* 0.066
* p 0.05 ** p 0.01
4.3.4
298
t { -test
One-Way ANOVA
4.26~4.30
4.26
4.26 t
t P
230 423 0.45
= I 544 1.277 0.203
230 430 0.49
= 5 5> 0.151 0.880
230 424 054
= T 053 0.367 0.714
230 423 052
= s 052 -0.289 0.773
230 401 052
63 4.01 0.45 -0.053 0.958
230 418 0.42
< 116 4T 0.265 0.791




427

4.27
y e i .
e TR F P
21-30 T Z 125 0.46
3140 7 5 414 0.0 \
4150 99 423 0.44 0877 0.478
51-60 124 421 048 W\
61-65 16 436 036 WA\
21-30 Z 435 055 "\
31-40 55 4.26 0.52 AN
(14150 99 125 0.8 0849 ||| 0700
| [51-60 124 433 051 \
| 6165 6 | 438 038
T[22 4 .06 0.83
31-40 5 4.24 0.50
\ 450 0 | 413 058 1,568 0.183
| [51-60 124 430 051 |
\[61-65 16 428 053 1y
21-30 Z 431 0.47 7]
1.0 55 | 4.8 050 4
41,50 9 417 053 1173/ 0.323
51-60 4 430 051
6165 16 427 053 g
2130 - a 411 051 |
340 - 5% 3% 049 |~
4150 ~-99 | 39 052~ 1811 0.127
51-60 124~ 4710 | =049
61-65 16 3.90 051
21-30 7! 421 053
31-40 55 413 0.42
4150 9 412 0.41 1.163 0.327
51-60 24 123 0.43
61-65 16 4.20 0.36
4.28
4.27




4.28

26-30

F P

5 | 417 | 039
11 | 428 | 046

150 | 416 | 045 1.950 0.122
13 | 433 | 030
5 | 421 | 034
1 | 428 | 055

150 | 4.32 0.46 0.706 0.549
13 | 414 | 060
5 | 400 | 049
L | 419 | 061

150 | 430 | 048 2.301 0.077
13 | 408 | 055
15 | 431 | 045
1 | 420 | 055

150 | 426 | 050 0.714 0.544
13 | 412 | 058
15 | 387 | 046
1 | 400 | 055

Ol 400 | 0% 0.841 0.472
13 | 380 | 043
5 | 400 | 033
L | 417 | 047

150 | 420 | 039 0.593 0.620
13 | 408 | 040

4.29
p 005
Tukey HSD 26-30

21-25
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4.29

F P Tukey HSD

5 9 4.17 0.45

6-10 18 4.07 0.51

11-15 49 4.16 0.42

16-20 31 4.29 041 |1.296 |0.259
21-25 68 4.14 0.47

26-30 78 4.27 0.43

31 45 4.29 0.46

5 9 4.24 0.42

6-10 18 4.19 0.60

11-15 49 4.25 0.54

16-20 31 4.25 042 |0.864 |0.522
21-25 68 4.24 0.54

26-30 78 4.38 0.44

31 45 4.35 0.49

5 9 4.03 0.61

6-10 18 4.21 0.52

11-15 49 4.21 0.56

16-20 31 4.08 054 |1.614 |0.143
21-25 68 4.17 0.62

26-30 78 4.37 0.44

31 45 4.26 0.52

5 9 4.03 0.55

6-10 18 4.15 0.54

11-15 49 4.16 0.49

16-20 31 4.18 0.55 |1.832 |0.093
21-25 68 4.18 0.56

26-30 78 4.38 0.45

31 45 4.26 0.52

5 9 3.89 0.60

6-10 18 4.07 0.47 26-30 21-25
11-15 49 3.96 0.46

16-20 31 3.95 047 |2.186 |0.044*
21-25 68 3.90 0.60

26-30 78 4.17 0.43

31 45 3.97 0.49

5 9 4.06 0.47

6-10 18 4.13 0.46

11-15 49 4.13 0.39

16-20 31 4.13 0.38 |1.833 |0.093
21-25 68 4.10 0.48

26-30 78 4.30 0.36

31 45 4.20 0.40

*

p 005
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430

4.30 t
t P

76 4.26 0.41 1,203 0.974
222 4.19 0.46

76 4.34 0.49 1.209 0.972
222 4.27 0.50

76 4.30 0.49 1818 0.179
222 4.21 0.55

76 4.32 0.52 5083 0.085
222 4.20 0.52

76 411 050 3.845 0.051
222 3.97 0.51

76 4.25 041 3.276 0.071
222 4.15 0.42




431

4.31
t -test 0.203 0.880 0.714 0.773 0.958 0.791
ANOVA | 0.478 0.700 0.183 0.323 0.127 0.327
ANOVA | 0.122 0.549 0.077 0.544 0.472 0.620
t -test 0.274 0.272 0.179 0.085 0.051 0.071
ANOVA | 0.259 0.522 0.143 0.093 0.044* | 0.093
* p 0.05
4.3.5 P-E
Pearson
4.32 Pearson
r 0.5~0.688 P-E
p=0.000%**



4.32 P-E n=398
P
0.500 0.000* **
0.639 0.000* **
0.623 0.000* **
0.621 0.000* **
0.647 0.000* **
0.688 0.000* **
***xp  0.001
4.3.6
4.33
4.33
t P
226 3.60 0.89
172 3.56 0.71 0.417 0.677
398 3.58 0.81
4.34
Tukey HSD




4.02 3.50 3.55
4.34
F P Tukey HSD

145 | 350 | 0.90

20 | 360 | L10

31 | 352 | 089 o

158 | 355 | 065 | >4 | 0004

4 | 402 | 073

308 | 358 | 081

47

**

p 0.01




4.35

Tukey HSD 51-60
31-40 41-50
435
F P Tukey HSD
51-30 99 | 358 | 0.69
31-40 143 | 346 | 084 5160  31-40
41-50 101 | 355 | 0.85 o
51-60 2o | 398 | 087 | >%6° | 0004 560 4150
61 13 | 392 | 049
398 | 358 | 081
* p 001
4.36
Tukey HSD
436
F P Tukey HSD

11 4.09 0.94
149 3.68 0.36
230 3.49 0.83 | 3.245 | 0.022*

8 3.75 0.71
398 3.58 0.81

* p 005
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4.37

21
4.35
4.37
F P
5 7 | 351 | 069
610 79 1 361 | 001
11-15 64 | 345 | 082
16-20 48 | 3.60 0gy | 1662 | 0158
21 80 | 376 | 088
308 | 358 | 081
4.38




4.38

F p
%7 | 363 | 075
115 | 350 | 085
36 | 353 1.00 0.822 0.482
25 | 368 | 085
308 | 358 | 081
4.39
4.39
F P
152 | 367 | 085
77 1 352 | o077
169 | 353 0.79 1.453 0.235
308 | 358 | 081




4.40

4.40
1.24
t
2.
1.24 3/4
t
2.
3-1 t-test
3-2 One-Way
ANOVA
3-3 One-Way
ANOVA
3-4 One-Way
ANOVA
3-5 One-Way
ANOVA
3-6 One-Way
ANOVA
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4.40

3-7 One-Way
ANOVA
4-1 {-test
4-2 One-Way
ANOVA
4-3 One-Way
ANOVA
4-4 t-test
4-5 One-Way
ANOVA
Pearson
P-E
6-1 t-test
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4.40

6-2 One-Way | 1.
ANOVA
2.
6-3 One-Way | 1.
ANOVA
2.51-60
31-40 41-50
6-4 One-Way | 1.
ANOVA
2.
6-5 One-Way
ANOVA
6-6 One-Way
ANOVA
6-7 One-Way
ANOVA

102
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236 298
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4.41
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