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Abstract

Research of expectations and real service conditions of customs officers in customs clearance at PrachuapKhiri
Khan Customs House According to the perception of the issuing agent. The objective is to study the expectations of the issuing
agent. They used the service at the PrachuapKhiri Khan Customs House, totaling 400 people. The statistics used for data
analysis were frequency, percentage, mean, standard deviation. And the difference was tested using t-test and F-test statistics.

The research results indicated that customs brokers’ expectation towards five dimensions of service quality of customs
clearance officers, namely: Tangibles, Reliability, Responsiveness, Assurance, and Empathy was at a high level. However, their
perception towards actual service conditions in terms of five dimensions were at a moderate level. From hypothesis testing,
it was found that customs brokers with different gender, age, and educational level had expectation towards service quality
from actual service conditions. The suggestions include that service system should be improved to keep up with information
age to meet clients’ expectation and allocated budget for improvement of service quality. For example, human resource
development training should be organized and renovation of service premises should be improved to be modern, comfortable,
and able to accommodate users in more efficient manner.
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