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ABSTRACT 

As part of a public administration reform process, Vietnam has implemented a number 

of e-government initiatives over the past two decades, but most have failed at a 

relatively early stage.  This naturally raises the question of how greater success can be 

achieved in future implementations. This study seeks to help address this question, by 

adopting a case study approach focussing primarily on the country’s customs sector.  

The study utilises a conceptual framework which combines elements of the 

Diffusion of Innovation (DOI) theory and the Technology Acceptance Model (TAM).  

Research methods employed include Analytical Review and Synthesis for collecting, 

interpreting, reconciling, summarising and synthesising information from diverse and 

possibly inconsistent sources; questionnaire surveys to obtain primary data regarding 

stakeholders’ perceptions and intentions; and factor analysis and statistical (mainly 

nonparametric) techniques to test for relationships between the collected data. 

E-customs was implemented on a trial basis by Vietnam General Department of 

Customs (VGDC) during the period 2005-2012. The trial helped to introduce unfamiliar 

concepts and practices to businesses and officials, and demonstrated that these could 

feasibly be implemented in Vietnam. In term of turnover value, the proportion of 

exports and imports being declared electronically (rather than through traditional 

customs) had reached 88.2% by the end of 2012. At a practical level, e-customs has 

brought about time and financial savings, as well as greater flexibility and convenience 

for businesses.  

At the same time, serious limitations became apparent during the trial period, 

including inadequate IT infrastructure and equipment (especially network connections) 

resulting in frequent transmission failures and bottlenecks at critical points (such as port 
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gates and warehousing facilities), software that has generally failed to keep up with the 

requirements of businesses due partly to frequent changes in regulations and rules 

imposed by the authorities, and ad hoc human intervention in the automated inspection, 

channelling and risk management (sample checking) processes. 

Responses from the questionnaire surveys suggest that, in general, both 

businesses and customs officers are supportive of e-customs, with an average rating of 

4.10 for businesses and 4.14 for officials, out of a 5-point scale where 5 is the highest 

level of support.  Average ratings on individual items that load onto the latent attributes 

variables are mostly in the range of 3.50 to 3.90 for businesses and 3.70 to 4.20 for 

officials.  

Statistical tests suggest that stakeholders’ perceptions regarding the key 

attributes of e-customs are correlated with their intention to continue using it.  They also 

indicate that businesses with high-speed Internet connections and/or are in Ho Chi Minh 

City or Hai Phong hold more positive perceptions regarding e-customs than other 

businesses. By contrast, officials in these cities (where the country’s busiest seaports are 

located) tend to be less enthusiastic in their support for e-customs than their colleagues 

in the other locations. The observed differences between businesses and officials in 

these two major locations may be due to the potential of e-customs to increase 

transparency and reduce corruption. The data also indicate that officials who are female, 

older, of lower ranks or with lower educational qualifications tend to be less supportive 

of e-customs. 

A number of policy recommendations are drawn from the analysis. For example, 

further investment in IT infrastructure is urgently needed to minimise the data loss 

problem, and mechanisms should be put in place to avoid the need for duplication of 

effort via paper-based documentation.  Further, the stranglehold that some Hai Phong 
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and Ho Chi Minh City officials have over the last step of the e-customs process should 

be reduced.  Officials who are female, older, lower-ranked, or have lower educational 

background should be encouraged and assisted to participate in training to enhance their 

skills.  Above all, it is essential to set realistic, rather than over-ambitious, objectives 

and to ensure that the net benefits arising from e-government practices start to flow 

immediately and are readily seen by all stakeholders.     

The findings may be of interest not only to Vietnamese and Vietnam scholars, 

but also to those who are interested in the many efforts to enhance public administration 

around the world, especially in developing countries. 
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CHAPTER 1: INTRODUCTION 

1.1. RESEARCH PROBLEM AND SIGNIFICANCE OF RESEARCH AREA 

Administrative reform has been one of the most recurrent activities of governments all over 

the world (Farazmand, 2002). In the past two or so decades, the contributions of Information 

Technology (IT), especially the Internet, to that process have been very noticeable. The 

advent of the Internet has spawned diverse applications, including some new approaches to 

public administration which have become known as electronic government, or e-government 

(Holmes, 2001; Prins, 2001; Schuppan, 2009). 

Essentially, e-government involves a change in the delivery of public services to 

citizens and businesses, and in the interactions amongst government bodies: direct 

communication has been replaced in many instances by indirect, online communication 

(Anthonette, 2007; Prins, 2001).  Some countries have benefitted from e-government 

applications, which have the potential to reduce time and financial costs for government 

agencies, businesses and private citizens; to improve coordination among government bodies; 

increase accuracy and transparency; and to empower individual members of the public  

(Bhatnagar, 2004b; Chan, Lau, & Pan, 2008; Grunlund, 2002).  Yet it must not be overlooked 

that there are often many difficulties in implementing e-government projects. Heeks (2008) 

found that only 15 percent of such projects had been successful: 50 percent had partly failed, 

and 35 percent had failed completely.  

Since the launch of a Public Administration Reform program in 1995, the government 

in Vietnam has made a number of attempts to apply Information and Communication 

Technologies (ICTs) in the public sector.  A prominent project during the earlier stages of 

this process was Project 112, which set out in 2002 to computerise state administration 

(Nguyen-Thanh-Tuyen & Nguyen-Thi-Thanh-Hai, 2006).  By 2007, this project had been 
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considered a failure (VGP, 2007). There were many other e-government projects in the wake 

of Project 112, such as Project 30, which had the objective of streamlining traditional 

administrative procedures that had been inherited from the country’s central planning past 

and that were contributing to delays and inefficiencies in public administration.  Another such 

project was to pilot the use of e-government practices in the customs sector. Among 

government circles, the latter project has been regarded as a promising trial case to 

demonstrate this potential applicability of e-government in areas of public administration.  

There have also been a number of smaller projects, implemented at the provincial level. 

According to informed observers, including a former Vice Minister for Information and 

Communication, Mr Tran Duc Lai, many of these projects have suffered from serious 

problems, including over-ambitious objectives, inadequate preparations, and unclear or 

complex regulations and rules that remained unaffected by the application of ICTs (Tran-

Duc-Lai, 2006; VGP, 2007; VnMedia, 2009).  

In view of the potential benefits of e-government, as well as the problems which have 

beset some previous e-government projects, it is of interest to investigate recent e-

government applications in Vietnam, and to draw relevant lessons for the future.  This study 

seeks to make a contribution along those lines.  In order to provide the analysis with a firm, 

practical context, a case study approach will be adopted, in which the positive and negative 

experiences associated with a specific project (namely the e-customs trial) will be analysed in 

depth.  It is hoped that the findings will add to the stock of knowledge regarding what works, 

and what does not work, in e-government in Vietnam and other developing countries.   

In the last 25 or so years, Vietnam has been among the fastest growing developing 

economies in the world. To a large extent, this achievement can be attributed to an economic 

reform process which has increased the country’s openness to international trade and 

investment, allowing private incentives to play a greater role in driving productivity growth. 
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Yet public administration is still plagued with considerable inefficiencies, bureaucratic delays 

and corruption. According to a corruption perceptions index compiled by Transparency 

International (2013), Vietnam ranked 116 out of the 177 countries included in the 2013 list, 

lower than the Philippines (ranked 94), and Malaysia (ranked 53).  Efforts to modernize 

public administration in order to achieve greater efficiency and transparency could bring 

significant gains in well-being for the 92 million citizens of this developing country.   

The current research topic is of interest not only to Vietnamese and Vietnam scholars. 

While the country has undergone a major economic transformation, from central planning to 

a largely market-based system, the political system has remained firmly under the control of 

the Communist Party.  From a research viewpoint generally, it is worthwhile to study how 

public administration reform (including the introduction of e-government) and continuing 

economic integration with the world economy would work out in the context of a single-party 

political system.   

1.2. RESEARCH OBJECTIVES AND EXPECTED CONTRIBUTIONS 

This study has three main objectives.  

1. It will seek to gain and communicate a thorough understanding of the current e-

government situation in Vietnam, especially in the customs area as a case study.  

2. It will also seek a deeper understanding of the factors that are likely to play major roles in 

determining the success or failure of Vietnam’s e-government initiatives in the medium 

and longer term.  In particular, the perceptions and opinions of various stakeholder groups 

in the customs area will be a key focal point of interest. 

3. From the understanding gained, we will seek to derive a number of practical and feasible 

suggestions which may assist policy makers and public administrators in enhancing the 
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efficiency and effectiveness of e-customs, and implementing future e-government 

initiatives. 

Corresponding to these objectives, several contributions are expected. 

1. The study is expected to add to current understanding of the e-government situation in 

Vietnam (especially its customs sector) by gathering, interpreting, reconciling, 

organising, and synthesising data and information from disparate sources, with a view to 

producing narratives that are systematic and supported by consistent facts and figures.  

2. Primary data are to be produced.  Two questionnaire surveys have been conducted to 

collect information about perceptions and opinions of businesses and governmental 

personnel regarding e-customs.  The surveys provide (mainly quantitative) information 

that was not previously available and that may be useful to current and future policy 

considerations.  

3. Policy implications will be drawn from the analysis, which may help to make e-customs, 

and e-government projects in general, more successful in the future. 

1.3. OVERVIEW OF RESEARCH METHODS TO BE EMPLOYED 

To meet these objectives, a variety of analytical techniques will be used. Analytical review 

and synthesis will be the main method of analysis to address research objectives 1 and 3: that 

is, to gain an understanding of the current situation of e-customs in Vietnam, and to draw 

lessons from past experiences. Analytical review and synthesis involves analysing, 

reconciling, summarising and presenting data and information in a systematic, consistent and 

coherent way, with the aim of producing a comprehensive and clear description, analysis, or 

set of recommendations. 
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 Questionnaire surveys and statistical techniques will be the main methods to be used 

in addressing research objective 2, namely, to investigate the perceptions and intentions of 

key stakeholder groups in Vietnam regarding e-customs. Primary information will be 

collected from government and business personnel, allowing differentiation of individual or 

enterprise characteristics, such as age, gender, educational qualifications, or type of Internet 

connections and location of the business. Following the theory of innovation diffusion, 

questions will take into account the participants’ perceptions of the relative advantages, 

complexity, compatibility, trialability and observability of e-customs.  

 To analyse the data collected, standard statistical techniques will be used, including 

factor analysis to reduce the number of variables and to extract latent variables corresponding 

to key concepts. As most of the data are not normally distributed, there will be an emphasis 

on nonparametric techniques, such as Spearman’s rank correlation, the Mann-Whitney test 

for differences across two subsamples and the Kruskall-Wallis test for comparisons involving 

more than two subsamples.  The software to be used for these purposes includes Microsoft 

Excel and SPSS (Statistical Package for Social Science, version 20.0).  

1.4. STRUCTURE OF STUDY  

The study is organised as follows.  Chapter 2 provides background information and a review 

of the literature related to e-government (especially e-customs) in both the international and 

Vietnamese contexts, covering (a) the relative advantages of e-government and e-customs, 

and (b) the difficulties frequently encountered in implementing the relevant projects. From 

this review, the main gaps in knowledge regarding e-government and e-customs in Vietnam 

will be identified.  

In response to these gaps in the literature, Chapter 3 presents a formal statement of the 

main research questions to be addressed by the study.  It also gives a brief overview of the 

research methods to be employed in addressing those research questions, as well as the 
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theoretical framework underlying the research, including the design of survey instruments. 

Chapter 4 is a case study of the e-customs trial that was implemented by the Vietnam 

General Department of Customs during two phases covering the period 2005-2012.  The 

chapter compares and contrasts traditional and e-customs procedures as they operated in 

Vietnam, and analyses both the achievements and limitations of the trial. It also draws a 

number of implications for policy makers and public administrators.  

Chapters 5 and 6 analyse data collected from the two questionnaire surveys conducted 

by the author in 2011 to gauge the perceptions and intentions of businesses and customs 

officials with regard to e-customs.  Factor analysis and nonparametric techniques are used, 

and the results are compared with prior expectations and findings from previous studies in the 

literature.  In addition, each chapter offers a number of policy implications. 

 Chapter 7, the concluding chapter, provides a summary of the study’s main findings 

and implications, together with a discussion of some of its limitations and possible directions 

for future research. 
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CHAPTER 2: BACKGROUND AND LITERATURE REVIEW 

2.1. INTRODUCTION 

This chapter provides a review of the existing literature on electronic government (e-

government), particularly electronic customs (e-customs).  It is recognised that e-customs is a 

part of e-government. However, e-customs has its own characteristics because it is applied in 

the international trade sector and is affected by international relations issues such as trade, 

security cooperation, and border protection. Hence, this chapter examines previous studies of 

e-government as a general background, before focusing on studies of e-customs as a specific 

application of e-government.   

Chapter 2 is organised around the following sections. Section 2.2 provides some 

background information on e-government and e-customs. Section 2.3 analyses existing 

studies of e-government, particularly the differences between traditional government and e-

government, and the relative advantages and problems of e-government implementation in an 

international context. This section also reviews existing studies of e-government operating in 

Vietnam. Section 2.4 centres on previous studies of e-customs, including the reasons for 

applying ICTs in the customs sector, and the benefits and challenges of e-customs 

implementation in an international context. This section also provides a case study of 

successful e-customs implementation in Singapore.  Section 2.5 highlights some key gaps in 

the literature.  

2.2. BACKGROUND REGARDING E-GOVERNMENT AND E-CUSTOMS 

Advances in internet technology and access have brought diverse applications, one of which 

is e-government. This recent innovation has changed the viewpoints of researchers, 

managers, and citizens alike in relation to public administration methods in an era of 

information and communication technology (ICT) revolution. The current section presents a 



 

8 

 

discussion of the development of e-government, and its specific application in the customs 

sector (e-customs). Some further discussion of the concepts of e-government and e-customs 

will also be provided. 

2.2.1. Development of e-government 

In an attempt to improve government performance and efficiency, computers were introduced 

in the public administration domain in the 1950s. Over the next twenty years, government 

offices and operations evolved along with the ever-growing advances in computer 

technology. As an example of the latter, researchers working at MIT, RAND Corporation, 

and National Physical Laboratories in Britain began developing data networks, and by 1975, 

the networks could link 50 computers across the USA and some European countries. This 

was the precondition for the development of various modern technological applications 

including the Internet (Cresswell & Pardo, 2001; Fedorowicz & Dias, 2010; West, 2005; 

William & Elmagarmid, 2002). 

During the 1980s, with the increasing use of personal computers and community 

networks, dial-up online services (such as email, electronic bulletin boards and chat rooms) 

allowed the first use of IT applications in a community setting in Cleveland, USA. These 

developments helped to expose the public to the notion of online services – including 

government services – and in effect, paved the way for wider use of the Internet (Gottschalk, 

2009; William & Elmagarmid, 2002). Then, in 1990, the public gained access to the Internet 

via commercial service providers. In 1992, the World Wide Web was released for public use 

by CERN (European Organisation for Nuclear Research) and by 1993 the first general 

purpose web browser – Mosaic – was available (Cresswell & Pardo, 2001; William & 

Elmagarmid, 2002). These revolutionary developments created favourable conditions for 

promoting digital government technologies, especially for web-based solutions (Janssen, 
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Chun, & Gil-Garcia, 2009; William & Elmagarmid, 2002).  The concept of digital 

government had now been established – the precursor of e-government.  

William and Elmagarmid (2002) defined digital government as “the civil and political 

conduct of government using information and communications technologies” (Fedorowicz & 

Dias, 2010; Janssen et al., 2009). The progress of IT and the ‘dot-com’ era during the 1990s 

gave birth to a new IT lexis with words such as ‘e-business’ and ‘e-commerce’. Governments 

followed this trend, introducing terms such as 'e-governance’, ‘electronic service delivery’ 

and ‘e-democracy’ (Lynn & Sanders, 2004). Nevertheless, the term ‘e-government’ was not 

widely popular, nor did it feature in the English dictionary at that time (Bhatnagar, 2004). 

Consequently, during the 1990s, the terms ‘digital government’ and ‘electronic government’ 

were used in parallel (Fedorowicz & Dias, 2010; William & Elmagarmid, 2002). It was not 

until 2000 that the term ‘electronic government’ gained popularity in common usage 

(Holmes, 2001). 

Nowadays, e-government has been developed successfully in a number of countries in 

North America and Europe. The United States, as the largest developed country, has one of 

the most advanced National electronic government Infrastructures (NeIs) in the world. This 

system which is heavily market-based with the aim of serving and supporting citizens’ 

specific requirements, is assessed by clear and specific results (Chen, Chen, Ching, & Huang, 

2007). In Canada, the government spent $450 million by 2005 for e-government 

implementation (Bhatnagar, 2004). As a result, e-government has emerged as a key channel 

for interactions between government and citizens (Reddick & Turner, 2011). The European 

Union has developed “Web 2.0 for government”, supporting a transition from “Gov 1.0 

version” to “Gov 2.0 version”.  As a result, their e-government services might benefit from 

Web 2.0 features such as the automatic or on-demand delivery of services; the personalisation 

of services; the use of social participation techniques (e.g. consultation, petitioning, support 
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networks and community sites); and the use of collaborative production techniques (e.g. 

crowd-sourcing, expert tools, mass collaboration and joint production of services) that can 

involve public or private partners (Wauters et al., 2010).   

E-government has also developed rapidly in some Asian countries, such as Japan, 

South Korea and Taiwan. The Association of South East Asia Nations (ASEAN) has also 

attempted to take advantage of the ICT revolution. In 2000, ten members of ASEAN signed 

the e-ASEAN Framework Agreement, aiming to facilitate the establishment of an ASEAN 

information infrastructure (Rivera, Chan, & Sriramesh, 2005). Singapore’s venture into e-

government proved, so organic and so successful, that the country has emerged as a global 

leader in terms of the new ICT knowledge-based economy. Singapore’s strategy focused on 

developing electronic service delivery, innovating with ICTs, and being proactive and 

responsive as a government (Chan et al., 2008; Hung, Chang, & Yu, 2006). Malaysia was the 

first country in the world to introduce a multipurpose smart NIC, in September 2001 (Loo, 

Yeow, & Chong, 2009).  Initiatives of e-government have also been launched by the 

governments of Thailand, Cambodia and Brunei (Rivera et al., 2005). 

Joining this movement of Asian countries, the government of Vietnam has made 

considerable progress in ICTs as part of the national strategy to increase Vietnam’s 

integration into the global economy and to create new jobs. In 2001, the Vietnamese Prime 

Minister approved Project 112, ‘The Master Plan’, which sought to apply ICTs in state 

administrative management. As a part of this project, the ICT infrastructure was expanded to 

every city and province, affecting nearly 40 key government ministries with 2,500 sub-

servers and 50 different programs. Another bid to improve Vietnam’s ICT situation, ICT 

Development Project 2005-2010, was funded by the World Bank. Although Vietnam suffered 

from inadequate infrastructure and was insufficiently prepared for implementing big e-

government programs (Rivera et al., 2005), a number of e-government projects were started, 
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with a view to modernising and computerising government units at all levels. Services 

through e-government were expected to deliver efficiency gains, support economic growth 

and foster national competitiveness. 

2.2.2. Development of e-customs 

E-customs has become an important component of e-government, due to the continuing rapid 

growth in international trade in recent decades, and the heightened security precautions after 

the terrorist attacks of 9/11.  Gordhan (2007) suggests that the traditional role of customs as a 

“gatekeeper” is changing due to recent developments in the international supply chain 

environment. Such developments include reduced tariff and non-tariff barriers; new models 

of logistics and the supply chain; crime and terrorism threats; and the increasing use of ICTs 

in international trade operations. These developments put pressure on customs 

administrations to update their operational models. Consequently, since the 1980s, a number 

of pioneering countries have tried to transform their paper-based customs processes to ones 

based on the electronic interchange of export and import data. This initiative has been 

motivated by presumed control and security improvements, combined with the lowered 

administrative burden on exporting companies (Henningsson and Bjørn-Andersen, 2009). 

The USA began initiatives of e-customs in 1974, with the first application, the 

Automatic Merchandise Processing System, going operational in Philadelphia, then 

nationwide in 1987 (CBP, 2013).  In 1978, Japan began to computerise customs procedures, 

promoted through NACCS (Aoyama, 2008). At a similar time, the Singapore government 

began to operate their TradeNet system in 1989 (SG-customs, 2013). 

Other Asian countries attempted to catch up with this trend. Since the 1990s, South 

Korea, Malaysia, the Philippines, China and Brunei have implemented e-customs, and by 

2006, most of these programs had achieved significant outcomes (Amin, 2010; UNPAN, 



 

12 

 

2012). Vietnam has experimented with e-customs since 2005.  In Africa, e-customs has also 

been applied in recent years. However, governments there have tended to implement only 

parts of the e-customs solutions. Thus, Africa faces fundamental challenges in its e-customs 

implementation (Henningsson & Andersen, 2009). 

2.2.3. The concepts of e-government and e-customs   

2.2.3.1. The concept of e-government 

The concept of e-government has been developed by researchers in different countries, for 

different types of projects and purposes. A common theme has been the application of 

information technology (IT) in public administration. Some typical definitions of e-

government are outlined below. 

The first concept, defined by OECD (2005) and UN (2008), is that e-government is 

the use of ICTs to promote more efficient and effective government, and to make it more 

accessible and accountable to the citizens. This definition has been adopted by researchers 

who perceive ICT as a way not only to provide public services more efficiently but also to 

achieve transformational change in governance (Bhatnagar, 2004; Fenwick et al., 2009; 

Hernon, Cullen, & Relyea, 2006; Wong, Fearon, & Philip, 2007).  

An alternative concept is articulated by Rose & Grant (2010), who consider e-

government as “the simple provision of information or services via the internet”. Sharing this 

viewpoint, other researchers also emphasize the technological element, specifically the 

application of web-based technology (Lee & Lee, 2009; Norris & Ebrary., 2008; Schmid, 

Stanoevska-Slabeva, & Tschammer, 2001) to promote the provision of, and access to, public 

services for citizens, enterprises, and government officers and bodies (Sunny & James, 2003; 

Yong, 2005). 
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According to some authors, “e-government is still a novel concept in many 

developing countries”, due to the poor telecommunications infrastructure of these countries 

and their limitations with regard to computing technology development (Ochara, 2010). The  

e-government concept is therefore understood as the application of a wide range of ICTs, 

including both computers and data back-up devices such as USB (Universial Serial Bus), CD 

(Compact Disk), e-cards, and floppy disks (Heeks, 2008; Hernon et al., 2006). This suits the 

conditions of many developing countries where ICT and other capital investments are scarce. 

Sharing this viewpoint, West (2005) considered e-government to be the delivery of 

government information and services to citizens via the Internet or other digital means.  

From the above discussions, the following, general definition is proposed: 

E-government is the application of information and communications technologies 

-- such as the Internet, mobile phone networks, VANs (Value Add Networks), 

facsimile, computers, and data back-up devices -- by governmental bodies in 

providing services to citizens and businesses, and in communication amongst 

governmental bodies.  

This concept addresses three attributes of e-government. First, the functions of this 

system are to communicate with and deliver services to citizens, businesses and 

governmental bodies. Second, e-government uses ICTs in public administration. Third, as a 

consequence, e-government has the potential to deliver some advantages to government 

personnel, businesses and the citizens. This is illustrated in Figure 2.1 
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Figure 2. 1 Relationship among government agents, businesses and citizens  
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Figure 2.1 shows the relationships between governmental bodies and citizens (G2C). 

The government provides public services to the citizens, for example, by issuing passports, 

drivers’ licences and land title certificates.  Citizens participate in public policy and 

administration by contributing ideas and recommendations (C2G).  Figure 2.1 also shows the 

relationship between governmental bodies and businesses (G2B).  Government agencies 

regulate businesses’ production and trading activities through the issuance of legal documents 

and regulations, while businesses pay taxes and comply with regulations. In addition, the 

government also instructs and guides businesses through administrative procedures. The 

figure also shows interactions between various governmental bodies (G2G).  

2.2.3.2. The concept of e-customs 

According to Willmot (2007), e-customs is an application of ICTs in public administration, 

connected with organisational changes and new capabilities of public services. Granqvist, 

Hintsa and Männistö (2011) define e-customs as the use of ICTs to carry out customs 
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compliance where electronic communications channels replace paper format customs 

procedures, thus creating a more efficient and modern customs environment. Tan and Klein 

(2006) suggest that e-customs is simply the transformation of paper-based trade documents to 

electronic ones in customs procedures. 

Given the above discussions, the following, general definition is proposed: 

Electronic customs is an example of e-government. It involves the use of information 

and communication technologies by customs authorities and other governmental bodies 

to administer, through interactions with businesses and other interested parties, the 

current customs laws and regulations. 

Although e-customs is a part of e-government, grounded in the same conceptual 

understanding, there are some differences.  Firstly, the concept of e-government covers all 

components of a national administrative system – government bodies, businesses, and 

citizens. In comparison, the e-customs concept reflects mainly a relationship between 

government bodies with businesses (G2B). Secondly, the concept of e-government generally 

involves domestic relationships among stakeholders, such as governmental bodies, 

businesses, and citizens, rather than relationships with external organisations. E-customs, on 

the other hand, not only reflects domestic relationships, but also is influenced by the nation’s 

relationships with external bodies. Communication and cooperation among enterprises, 

traders, banks, government agencies, and global organisations (like the World Trade 

Organisation) is essential to international trade. Efficient information transmission via e-

customs is crucial/basic activity that maintains and improves international trade. Similarly, e-

customs contributes to the world security.  
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2.3. PREVIOUS STUDIES OF E-GOVERNMENT 

2.3.1. E-government in the international context 

2.3.1.1. Differences between e-government and traditional government 

According to Akman, Yazici, Mishra, & Arifoglu (2005), Bhatnagar (2004), Chan (2008), 

Evans & Davi (2006), Hernon (2006), Schuppan (2009), Reddick & Turner (2011), and 

Reddick & Roy (2013), e-government has created significant improvements in public 

administration in contrast to traditional government’s limited use of IT. 

Differences in the use of technology 

The most notable difference between traditional government and e-government is that the 

latter takes advantage of higher levels of technology to deliver improved services. Examples 

include enhanced components of the IT system, data management and security assurance. E-

government employs the use of web-based technology and other equipment – computers, 

back up devices and the like – during the provision of public services (Reddick & Turner, 

2011). By contrast, traditional government used only paper documentation and direct contact 

with citizens and businesses. Data and documents are transferred manually instead of via the 

Internet, USB, CD-Rom or floppy disks (Akman et al., 2005; Chan et al., 2008; Ochara, 

2010; West, 2005).  

With regards to user interaction, researchers have identified a hierarchy of levels 

relating to the information systems and telecommunications technology used in providing 

public services.  At level 1, the government provides users with information in a one-way 

manner through websites (Evans, 2003; Garson, 2005). At level 2, a two-way relationship is 

incorporated, to collect data or feedback from citizens. For example, citizens can report their 

perceptions about a smartcard technology for transacting e-government services (Venkatesh, 

Chan, & Thong, 2011; Evans, 2003; Garson, 2005). Level 3 provides more sophisticated and 
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integrated services. Traditionally, a citizen may have to contact a number of different 

government departments to achieve a desired outcome, such as registering a vehicle.  E-

government enables the cooperation and coordination of a number of governmental bodies to 

improve and expedite these services (Evans, 2003; Venkatesh et al., 2011; William & 

Elmagarmid, 2002; Yong, 2005). Level 4 is the construction of government portals that 

provide a wide range of services across the whole government administration. The e-citizen 

portal developed by the government of Singapore is an example of this level (Chan et al., 

2008).  

Data management (which involves classification and indexing, integrated ontologies, 

query mechanisms, and document transfer) also differs between e-government and traditional 

government.  E-government uses web-based technology and other devices, such as computers 

and scanners, for uploading and downloading forms, reports, and other electronic documents. 

In contrast, traditional government manually transfers and receives physical documents 

(Fedorowicz & Dias, 2010; Singh & Sahu, 2008).  

E-government offers improvements in the search for and retrieval of information. 

Both public servants and citizens can perform search queries to access data in its various 

forms (William & Elmagarmid, 2002). Data processing programs allow users to gain 

different views and advice (Helbig, Ramón, & Ferro, 2009), and keyword-based applications 

provide query mechanisms to enable users to effectively and efficiently search through vast 

quantities of information (Schuppan, 2009). 

William & Elmagarmid  (2002) and Fedorowicz & Dias (2010) suggested that large-

scale organisations across various fields require coordination and integration of their 

management activities.  A significant advantage of e-government (Hernon et al., 2006; Salza 

& Mecella, 2001) is that the use of ICT allows governmental bodies to share the provision 

and extraction of data (Janssen et al., 2009). 



 

18 

 

Data security in traditional government is ensured by using paper documents which are 

kept in designated document facilities. Security can also be maintained via certification by 

authorized people who can guarantee its protection (William & Elmagarmid, 2002). By 

comparison, e-government data security utilizes digital technology (West, 2005). For 

example, protecting database access with individualised usernames and passwords, and with 

e-signatures, ensures the security of the system (Salza & Mecella, 2001) and e-transactions 

require confirmation procedures, at times including confirmation of a third person before the 

transaction is completed. 

Differences in the mode of interactions with users: from inline to online 

According to Trinkle (2001), traditional government communication occurs between public 

servants and citizens in a face-to-face manner, and is restricted to business hours and physical 

location (Bhatnagar, 2004). Although the option of written communication is available, it is 

not as popular as face-to-face, even if this often involves waiting in a queue (Cliff & Steele, 

2007; Ebbers, Pieterson, & Noordman, 2008). In contrast, e-government uses ICTs to provide 

public services online. By way of a local internet connection, citizens are freed the major 

inconvenience of having to travel to a government building. The availability of public 

services online allows the government to deal with more issues and requests at the same time 

(Anthonette, 2007; Bhatnagar, 2004; Trinkle, 2001). 

Differences in terms of human resources  

By establishing semi-automatic or fully automatic interaction systems with users, e-

government tends to reduce the need for public servants compared with traditional 

government requirements (Prins, 2001; Salza & Mecella, 2001). However, Prins (2001) 

argues that while this leads to a reduction of staff in some areas, staff levels increase in 

departments such as IT. The expansion of staff levels in IT enables greater capabilities to 
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solve problems and to meet the needs of citizens in response to emerging problems. One 

problem with this emphasis towards e-government is that when e-government applications 

fail, there is unlikely to be sufficient staff available to cater to citizens needs via traditional 

means.  

Fedorowicz and Dias (2010) suggested that e-government requires both public 

servants and citizens to have a certain level of competency in computer and Internet skills in 

order to use online public services. As an outcome, e-government encourages public servants 

and citizens to use computers as a tool in both work and daily life (Fedorowicz & Dias, 

2010). In contrast, traditional government requires public servants to have basic work 

communication skills (William & Elmagarmid, 2002).  

Citizens’ participation in public administration process 

Traditional government encourages citizens to participate in public administration by 

contributing ideas to improve the quality of public services. However, Bhatnagar (2004) 

suggests that because of the face-to-face contact, citizens may risk conflicts or friction 

between themselves and public servants, or between groups of citizens. As a result, often 

there was only limited input or participation from citizens. In contrast, e-government allows 

citizens to contribute ideas and opinions indirectly and anonymously (Bhatnagar, 2004; 

Heeks & Bailur, 2007). Furthermore, web-based technology allows e-government to establish 

many forums on their websites. Citizens can discuss their ideas and opinions amongst 

themselves and make practical contributions to the government (Hernon et al., 2006; 

Lennard, 2006).  

2.3.1.2. Advantages of e-government 

Recent reports by international organisations such as OECD and the UN, along with relevant 

studies have indicated a range of advantages that arise from e-government development 



 

20 

 

(Arduini, Belotti, Denni, Giungato, & Zanfei, 2010; Bhatnagar, 2004; Donald & Moon, 2005; 

Fenwick et al., 2009; Heeks, 2008; Hernon et al., 2006; Holmes, 2001; Kim, Kim, & Lee, 

2009; Navarra & Cornford, 2009; OECD, 2005; UN, 2008; Wauters et al., 2010).  

Greater efficiency and better management 

UN (2008) and OECD (2005) reports have indicated several benefits of e-government in 

relation to efficiency and easy access of information.  Firstly, according to Holmes (2001) 

businesses can deal with the government via the Internet. They can find legal documents and 

instructions, and have indirect contact with the public management system. In business, the 

government’s support for enterprises in terms of availability of information is highly 

valuable. If the government performs this task well, enterprises can operate more efficiently 

(Lowry, Cherrington, & Watson, 2002; Lucas, 2008; Rahman, 2009). 

Secondly, individuals benefit from e-government (Bhatnagar, 2004; Heeks, 2008) by 

being able to remotely access information relevant to their daily needs. Heeks (2008) reviews 

e-government projects in developing countries, especially in India, where farmers can access 

information about the agricultural products market. Initially, the government provided 

information on the radio or television. Nowadays, with the rapidly expanding amount of 

information, a government’s website is often the best choice for the government and the 

farmers. This application can be seen in many other countries in the world. 

Thirdly, according to the UN (2008), with two-way communication, the government 

can receive feedback from citizens and businesses  as well as providing information to them. 

This makes it more convenient for citizens to contribute their ideas to the government. By 

encouraging citizens to express and contribute their ideas, public administration system can 

improve in response to the feedback provided (Hwang, Choi, & Myeong, 1999; Jackson, 

Harris, & Eckersley, 2003; Jaeger & Thompson, 2003; Schuppan, 2009). 
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Reduced cost and increased revenue 

Some researchers argue that e-government helps to reduce transport costs (Schuppan, 2009; 

Soliman, Affisco, & Ebooks Corporation., 2006). In a US case study, Fenwick (2009) and 

Gennick (2005) examined the Clinton government’s performance in the provision of e-

government service. The goal was to reduce administrative management’s transport costs. 

The result was not only the reduction of the cost of transport of documents among 

governmental bodies, but also an increased sharing of information.  

Bhatnagar’s analysis (2004) also shows that not only the government, but also citizens 

and businesses, can gain benefits through online services. By sending documents 

electronically via the Internet, people no longer need to prepare paper documents or make a 

journey to submit them in person; hence, saving citizens time and money (Heeks, 2008).  

For many countries, e-government can help reduce the cost of service delivery. With 

the growing number of citizens who prefer to access information and make financial 

transactions online, the number of public servants required to administer these traditional 

services will decreases (Bhatnagar, 2004; Fenwick et al., 2009). This considerably reduces 

human resource management costs in public administration (Prins, 2001). In reality, the 

initial cost for implementing e-government is considerable because of the initial investment 

in equipment and facilities. However, Cliff and Steele (2007) suggest that in the long term, 

the average cost for online services will be worth its reduction of time, labour services and 

other direct expenses. According to many researchers, e-government overall is a means for 

reducing costs in the provision of public services (Bhatnagar, 2004; Cliff & Steele, 2007; 

Prins, 2001; Shareef, Kumar, Kumar, & Dwivedi, 2011; UN, 2008). 

Presently in Australia, e-government has significant influence on public finance 

(Trinkle, 2001). Taxation is the main activity to contribute to the national budget and using 

the Internet facilitates easy and effective tax collection. (Venkatesh et al., 2011). Statistics 
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show that approximately 75% of Australian people submit their tax declaration via the 

Internet (Trinkle, 2001). This means that the Internet is perceived by the Australian people to 

be the most favourable avenue to conduct their tax affairs, and is an effective form of e-

government service (Gauld, Gray, & McComb, 2009; OECD, 2005). In addition, online tax 

declarations reduce direct contact between the citizens and the tax authority, thus reducing 

the incidence of corruption (Kim et al., 2009). 

Faster and less error-prone processing   

The use of computer software in administrative procedures helps the government to perform 

its work faster. Such procedures include data transfer, and the processing, archiving and 

managing of information. Online services also help minimise errors in the processing of 

dossiers. Dossiers are standardized from the beginning, thus ensuring that they are processed 

and serviced accurately (Akman et al., 2005;  Bhatnagar, 2004).  Integrated information 

management allows governmental bodies to share data, and to use copying and back-up 

devices. Consequently, governments and citizens benefit from not having to replicate data 

entry tasks for the same work (Lee & Lee, 2009). 

The data input stage in information management can affect the accuracy of the official 

records and transactions. A high quality e-government data management system can control 

data entry errors, detecting and correcting them in a timely manner (Hose, Roth, Zeitz, 

Sattler, & Naumann, 2008). Scholars argue that while the data entry performed by people is 

prone to human error, e-government’s use of automatic checking mechanisms minimises 

errors; such errors may go uncorrected in a traditional government system. 
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Improved government coordination and collaboration 

According to Gauld, Gray and McComb (2009), the application of IT in public administration 

has created a foundation for improving coordination among government bodies. While the 

government can manage integrated information using the one big system, the advances in 

information technology have allowed for more cross-departmental liaison. This breaking 

down of barriers among governmental bodies has contributed to strengthening the 

relationship between these bodies. Reports by OECD (2005) and UN (2008) have also 

recognised the benefits of e-government in terms of better connectivity among government 

bodies. In addition, Singh and Shahu (2008) observed that the development of the Internet 

has changed the mode of coordination among an organisation’s divisions. In spite of its 

challenges, this coordination has shown some success with more efficient organisational 

structures.  

 Increased transparency and reduced corruption 

Bhatnagar (2004) argues that, for developing countries, corruption in administrative 

organisations is the major barrier to development. Corruption increases costs for small- and 

medium-sized enterprises, and even for major enterprises. It also increases investors’ fears 

and hinders foreign direct investment (FDI). The more second-guessing of a partner’s 

integrity and honesty, the more distorted people’s values and perceptions become. For 

example, if citizens tolerate and pay for corruption regularly, society will accept these 

practices as the norm, and as such, these practices will likely grow. With e-government, there 

are four key anticorruption strategies: prevention, enforcement, access to information and 

empowerment, and capacity building (Bhatnagar, 2004; Kim et al., 2009; OECD, 2005; UN, 

2008). 

The prevention strategy aims to prevent or reduce bureaucratic corruption made by e-

government through enhancing transparency (Bhatnagar, 2004; Hozoori & Kamali, 2011; 
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UN, 2008). Transparency is reflected in the design of a simple structure and standard and the 

de-personalization during the process of service provision (Bhatnagar & Apikul, 2006). This 

system is aptly named OPEN (Online Procedures Enhancement for civil application) by Lee 

and Kim (2007).  

The enforcement strategy, informed by a study by Bhatnagar and Apikul (2006), 

advocates the use of computing technology in information management to effectively 

monitor the government’s decision-making process, and to facilitate auditing. Through 

automated processing e-government also has the potential to reduce unnecessary human 

intervention in government work processes, thus reducing the need to monitor for corrupt 

behaviour. Since 2008, the government of Bangladesh has provided some public services 

online to reduce citizens’ problems with corruption.  Partly as a result of these, the 

Transparency International’s annual corruption index of this country has been increasing for 

recent years (Bhuiyan, 2011).  

The information and empowerment strategy is concerned with better, faster, more 

adequate and accurate access to information for citizens (OECD, 2005; UN, 2008). Owing to 

information channels provided by the central government, local people can exercise their 

rights to supervise the operation of the local authorities more effectively. Informed media can 

play the role of an alert watchdog (Bhatnagar & Apikul, 2006) which may raise issues that 

need to be discussed by the public. In this way, the power of the citizens and the media is 

enhanced and may be used in curbing corruption (Kim et al., 2009). 

The capacity building strategy promotes a suitable telecommunications infrastructure, 

an investment of human resources in ICT literacy, in addition to a culture of good governance 

(Bhatnagar & Apikul, 2006).  This contributes to enhancing the awareness of stakeholders, 

including officers from junior to senior levels, as well as citizens. Through the improvement 

of community capacity, corruption can be expected to ease (Bhatnagar, 2004). 
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2.3.1.3. Problems in the implementation of e-government and disadvantages of e-

government 

While the application of ICTs has the potential to be successful in many developing 

countries, Heeks (2008) has found that in practice there are many difficulties. These 

difficulties have resulted in a high percentage of previous projects being considered partial or 

complete failures. The following are some key problems in implementing e-government 

projects. 

Digital divide phenomenon 

According to Prins (2001) and Heeks (2008), a digital divide is the situation wherein a 

significant portion of citizens do not enjoy adequate access and use of ICTs. In developing 

countries, the digital divide often arises for some groups in society because of inadequate 

infrastructure or access to modern technology such as computers and the Internet. This is 

compounded by low literacy rates and high poverty rates (Bhuiyan, 2011), problems limit the 

relevant citizens’ ability to gain the full benefits of the public services, and their contributions 

to the government’s decision-making process (Chan et al., 2008; Helbig et al., 2009;  Hernon 

et al., 2006; Lennard, 2006). 

One of the indications used by Heeks (2008) is that the rate of people using the Internet 

affects the success of the e-government project. While developed countries with high rates of 

people using the Internet are likely to be more successful in the implementation of e-

government, developing countries with lower rates of participation have more difficulty in 

implementing projects. For example, 40% of the adult population in Africa is illiterate; these 

PC penetrations are the lowest in the world with 2.2 computers per 100 inhabitants. Africa 

also has the highest Internet tariffs, with only 2.7 telephones per 100 inhabitants. As a result, 

it is reasonable to question the prospects of e-government in Africa (Lin, Fofanah, & Liang, 

2011). 
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Difficulties in developing the infrastructure are reflected in the inadequate facilities for 

people with disabilities. The aim of social management is the participation of all members of 

the society in every activity. However, in many countries, the interests of the disabled are 

often underrepresented. As a result, facilities that are mainly designed for ordinary people 

become a barrier to people with disabilities (Hernon et al., 2006; Steinfield, 2007). 

Weaknesses in IT skills among potential users 

Barriers stand between certain groups in society and their access to IT. Such groups include 

those with low educational backgrounds, limited computing skills or little knowledge of other 

IT facilities. Weaknesses in IT skills also create difficulties for the implementation of e-

government (Hernon et al., 2006). Heeks (2008) notes that in most projects, the IT training 

for public servants is vital. However, success in training is still a challenge and the practical 

application is much more complicated. Therefore, public servants’ lack of IT skills is one the 

difficulty that has been mentioned frequently. 

Considering these reasons, Otenyo (2008) writes that the educational system is a basic 

support for citizens’ access to IT. In many countries, IT is taught in school. This helps 

provide students with the basic knowledge about the software and the hardware (van Deursen 

& van Dijk, 2009). However, factors relating to culture, age and gender limit the opportunity 

for some people to learn and to improve their IT skills (Heeks, 2008; Bakay, Okafor & Ujah, 

2010; Akman, Yazici, Mishra & Arifoglu, 2005; Lean et al., 2009; Lin et al., 2011).  

Barriers relating to people’s attitude 

In developing countries, some people’s attitudes have been an obstacle. The culture and 

attitude of people within a society can influence their willingness to access technology and to 

develop related skills. For example, people may think that it is hard to use computers or that 

computers are only for special classes of people, such as intelligent people, young people, 
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men, and middle-income people (Hernon et al., 2006). The culture factor is a hard-to-remove 

barrier in developing countries. This barrier is reflected in the preference to make decisions 

based on experience and tradition. This is a significant cultural difference between 

developing countries and developed countries with modern technology. Therefore, time 

should be allowed for necessary changes in the awareness and attitude of leaders of 

developing countries (Heeks, 2008). 

Similarly, the awareness and attitude of public servants who have daily contact with 

citizens is also a barrier. These public servants can feel threatened by the new IT application. 

Their biggest concern is the loss of their job and the perceived pressure of being deprived of 

their standing in society. Therefore, instead of promoting the application of e-government, 

they try to hinder or distort pilot projects (Heeks, 2008). Heeks (2008) notes the reasons some 

public servants’ stand opposed to e-government: the lack of cooperation from leaders; the 

lack of enthusiasm from the local officers in building the software programs; a failure to 

consider feedback; and even the leaders’ objection to changes (such as in Mozambique). 

Unsuitable information content  

The information content available may not be relevant or interesting to the intended users. 

This is more pertinent to specific groups, such as elderly people, women, and ethnic 

minorities. Because most websites are designed for broad audiences, content might speak to 

diverse groups in the same way. This may lead to feelings of neglect or irrelevancy, thus 

reducing the willingness amongst these groups to embrace the new practices.  

Language is another substantial barrier for some Internet users. Although there have 

been many languages used in IT software programs (such as Chinese, Japanese, Spanish and 

Korean), English is still the dominant language. As a result, people whose native language is 

a minority language can be greatly disadvantaged. Information translated or made available 
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in their native language may be well underrepresented in the international and regional IT 

system (Heeks, 2008).  

Individual privacy, security and trust 

Network security is the highest priority in the current transaction and archive system. The 

primary concern is the management of databases of private information. In the electronic 

management system in general, and e-government in particular, private individual 

information includes tax codes and banking accounts. The issuance process is guaranteed by 

the legal system and network security (Al Nagi & Hamdan, 2009; Huang, Siau, & Wei, 

2005). However, via holes in the network, hackers can detect and use private information 

illegally. Exposure of sensitive information can be a threat to the citizens and businessmen 

when they participate in e-government (Loo et al., 2009). 

The second concern is the rapid increase of information about individuals and 

organisations. People have become more and more dependent on the Internet. Therefore, e-

government should help the citizens to be more proactive in obtaining and using their private 

information. In a study by Daniel (2006), one quarter of American interviewees said that 50% 

to 100% of their website managers cannot effectively manage their data. The interviewees 

were concerned as to who was keeping their information, how it was being kept and where. 

According to a Turkish researcher, this is one of the most important problems of network 

security (Heeks, 2008).  

The last concern is the lack of individuals’ confidence in the network system. 

Recently, cases of losing computers or private data have made people reconsider their 

confidence in the application of this new technology. Once the confidence in the technology 

is affected, the implementation of e-government faces difficulty (Heeks, 2008). 
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Underlying issues with the political and administration systems  

The political situation and failure in leadership and administrative management have created 

difficulties for the implementation of e-government. According to Bhatnagar (2004), e-

government creates transparency in administrative management. A transparent government is 

an effective tool for enabling citizens to participate in promoting democracy in public 

administration.  However, in countries with a heavily autocratic political system and 

widespread corruption, the implementation of e-government can harm the power of their 

leaders. Heeks (2008) also recognises that the political system may create institutional 

barriers which constrain information freedom and Internet. These barriers are concretized in 

IT application strategies, strict regulations and the readiness to convict those who make use 

of IT to promote democracy. In addition, political instability may disrupt the implementation 

of e-government projects. Another problem is the interference of the political system in the 

operation of the project. This is a specific characteristic of IT policies in developing 

countries. Managers do not have adequate knowledge and authority during the construction 

and implementation of the policies (Heeks, 2008).  

Widespread corruption, the main cause of failures in administrative management, 

stands as a threat to implementing successful and mutually beneficial e-government services. 

In countries with e-government projects, researchers find that weaknesses in the executive 

system result from a loose legal system and are the direct causes of corruption. This drives 

the projects away from their initial goals and leads to failures, such as in the case of the birth 

certificate registration project in Bangladesh where resources were not closely controlled. 

The direct beneficiaries are the public servants who implement the project, rather than the 

citizens (Heeks, 2008).  This is a common phenomenon in other developing countries. Hence, 

efforts to apply IT in already corrupt public administration systems may not bring great 

benefits to citizens. 
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2.3.2. E-government in the Vietnamese context  

2.3.2.1. Background to e-government implementation in Vietnam 

Political and legal framework of e-government implementation 

Vietnam’s political system operates under the control of the Vietnamese Communist Party. 

On October 17, 2000, the Politburo of the Communist Party of Vietnam issued Directive No. 

58-CT/TW, “promoting the application and development of information technology for 

industrialization and modernization” (Directive 58). This serves as the foundation for official 

decisions and legislation regarding the ICT sector and, by implications, e-government.  In 

2002, the National Assembly approved the establishment of the Ministry of Post and 

Telematics, responsible for the development of post, telecommunications and IT. In 2007, the 

Ministry of Post and Telematics was renamed the Ministry of Information and 

Communications, and given the additional responsibility of press and publishing. IT 

departments and units were established in all central ministries and agencies, with six 

ministries/ministerial-level agencies containing specialized IT departments. Regulation in 

provinces is implemented by local Departments of Information and Communications. 

Since then, the country’s policy and regulatory environment for ICT application has 

continued to involve. Approximately 180 legal documents on ICT were issued between 2001 

and 2010, including Electronic Transactions Law 2005, IT Law 2006, Telecommunications 

Law 2009, Radio Frequency Law 2009, and Postal Law 2010. Many Decrees and Decisions 

of the Government and the Prime Minister regarding post and telecommunications, Internet, 

information technology, and radio frequency have been issued as well. These documents have 

created a legal framework that regulates and promotes ICT application.  
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ICT environment of e-government implementation 

The Vietnamese IT sector has developed considerably over the past 10 to 15 years. The 

average revenue growth of the IT industry was around 20 to 25% per year during the period 

2001 to 2009. By the end of 2010, the revenue of the software industry and the digital content 

industry had reached $US 2 billion; the hardware industry revenue had reached $US5.6 

billion; and the revenue of telecommunications services $US 9.4 billion. This brought the 

total revenue of the telecom and IT industry in 2010 to $US 17 billion, 19 times higher than 

its total in 2000. As of December 2010, the number of nationwide telephone subscribers was 

estimated at 126 million, including approximately 14.3 million fixed subscribers, and 

approximately 3.7 million broadband Internet subscribers. Currently, all schools, colleges and 

universities in the country have Internet connection, 99.7% of communes have fixed-line 

telephones, and many farmers have mobile phones. In Jun 2010, households with Internet 

access at home reached 12.84%. Approximately 90% of enterprises have Internet access to 

serve their business activities, and 67.7% have LANs (Local Area Networks). 

The number of universities increased fivefold, from 42 to 206, and the number of 

colleges multiplied sixfold, from 36 to 305. At the end of 2010, there were 277 universities 

and colleges with IT courses (accounting for 73% of cases), with 70 different IT professional 

groups, computer science research; and 59 faculties in electronics and telecommunications. 

There are 220 professional secondary and vocational schools of IT technician training, and 62 

institutions of electronics and telecommunications.  

2.3.2.2. E-government implementation in Vietnam, 2000 to 2012 

Administrative framework for managing ICT development  

According to the White Book on Information and Communication Technology 2011, 

information technology and telecommunications agencies/organisations have been 
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established in all cities and provinces throughout Vietnam. (This data excludes the national 

agencies.) These provincial agencies are monitored by the Ministry of Information and 

Communication (MIC) under the leadership of the NSCICT (NSCICT & MIC, 2011a). 

Figure 2.2 depicts the hierarchy of ICT bodies 

Figure 2. 2 The organizational structure of e-government implementation in Vietnam  

 

 

 

 

 

 

 

 

 

Adapted from NSCICT & MIC (2011) 

As illustrated above, all provincial agencies are accountable to the Ministry of 

Information and Communication, which in turn, reports to the NSCICT. Annual data 

collected by the MIC helps inform the NSCICT’s review of national IT development and 

long-term objectives. The MIC is also the implementing agency which develops the plan for 

the NSCICT to approve. Ultimately, the MIC introduces and implements all action programs 

at agencies across the country (The Vietnamese Prime Minister, 2008). 
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Cooperation with other countries and international organisations 

Vietnam has received support from international organisations and other countries to 

develop the ICT sector and implement e-government. The World Bank has supported 

administrative reform and e-government application through the provision of credit. Two 

recent examples of this are a 2006 customs modernisation project which received a $US60 

million loan at concessional interest rates, and a 2010 ICT development project which 

received $US98 million (WorldBank, 2010).  

Vietnam also has bilateral cooperation with countries such as South Korea and Japan. 

South Korea is among the strongest supporters for e-government development in Vietnam. 

The first such efforts by the South Korea came in the form of specialist staff and finance 

through ODA to complete Vietnam’s feasibility study and to build an e-government 

information centre. In addition, South Korean subsidiary group Samsung Data Systems 

helped in designing the Vietnamese Government Web Portal (VGP) (Trinh-Nguyen, 2010). 

More recently, the National Information Society Agency (NIA) of South Korea showed great 

support for Da Nang, the biggest city in central Vietnam, by signing a Memorandum of 

Understanding regarding technology transfer, human resource training, and e-government 

framework development (Huong-Giang, 2012). 

Vietnam has a history of support from the Japanese government across the areas of 

healthcare, infrastructure, education, and now, public administrative reform. This lattermost 

assistance began in the form of sharing experience on developing electronic security reports, 

annual state budget plans, a real estate register system, and a job register system (Thuy-Dung, 

2011). The most significant assistance Japan has provided in this domain is the transfer of its 

own current e-customs systems to the Vietnam General Department of Customs. This new e-

customs application is due to commence in 2014. 
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In 2000, Vietnam joined nine other ASEAN countries in signing the e-ASEAN 

Framework Agreement aimed at establishing an ASEAN information infrastructure (Rivera et 

al., 2005). 

Benefits of e-government 

E-government has started to provide benefits to citizens, enterprises, and governmental 

bodies in Vietnam. In 2001, the first e-government project was conducted, issuing investment 

licences for foreign enterprises operating in Vietnam, through the websites of the Department 

of Planning and Investment in Ho Chi Minh and Ha Noi City. According to its fast-track 

design, foreign investors submitting documents via the websites could get an investment 

licence within two working days (Desai & Magalhaes, 2001).  

By 2010, many more positive outcomes had come from e-government implementation. 

For example, information regarding 93,228 public services was published online; 775 of them 

are forms available to download, fill in and submit online. As such, application processes 

have been broken down into easy and high accessible stages: (level 1) administrative 

formalities are explained on governmental websites; (level 2) online forms can be download; 

(level 3) citizens can fill in and submit forms online; (level 4) delivery and receipt of results, 

and paying for charges ban be finalized. Having said this, in 2010, only four public services 

were available at level 4 (NSCICT & MIC, 2011). This service level allows citizens and 

enterprises to submit their dossiers and receive licenses via the Internet (Desai & Magalhaes,  

2001).  

Over the next two years, citizens and businesses benefitted from the increasing number 

of online public services. In 2011, there were 100,966 public services published online, 860 

of which allowed users to download, fill in and submit forms electronically. A further 11 

services were available at level 4 via governmental websites. In 2012, the total of online 
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services increased to 103,609: 1662 public services at level 3, and five public services at level 

4 (MIC, 2013).  

One of the most commonly used public services provided at level 4 is e-customs 

clearance. Since its introduction in 2005, e-customs has proven to be a relatively successful 

case of e-government in the context of Vietnam. At the highest level of ICT application, 

businesses can submit dossiers via customs websites. The electronic system processes the 

information automatically, delivering the outcome to businesses in a remarkably short time – 

for example, 10 to 15 minutes in many cases. Hence, e-customs benefits businesses and 

customs offices by reducing time, costs, errors in data entry, and inconveniences for 

businesses. This relative success generates pressure on other governmental bodies to improve 

their own e-government implementations.  

2.3.2.3. Challenges of e-government implementation in Vietnam 

Inadequate infrastructure, and ineffective planning and implementation  

From 2000 to 2005, there were challenges to the development of e-government in Vietnam 

due to poor infrastructure. In this respect, Vietnam was not well-prepared to introduce e-

government. Because government agencies had not established their websites on the Internet, 

it was difficult to provide and exchange information. When they were eventually launched, 

the websites were not of a functional design (Rivera et al., 2005). 

A study regarding this challenge was conducted by two scholars (Desai & Magalhaes, 

2001) who worked for the World Bank in Vietnam. One of these scholars managed a project 

issuing investment licences for foreign enterprises operating in Vietnam, through the websites 

of the Department of Planning and Investment in Ho Chi Minh and Ha Noi Cities. The 

project ran from February to August, 2001, and identified some positive progress. However, 
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the project also noted three difficulties in its implementation: a low level of buy-in at senior 

level; a reluctance to share information; and an over-reliance on outside consultants.  

Pham-Thi-Bich-Hoa (2005) and Minh & Jones (2006) conducted separate studies 

investigating 49 websites provided by the Vietnam government in 2005. Both studies found 

that only two websites provided online public services, such as issuing business licences and 

e-customs procedures (Pham-Thi-Bich-Hoa, 2005). That is to say, online services were very 

limited at the time. Minh & Jones (2006) found that individuals were unable to register for 

business licences, and most websites provided only forms and templates for downloading; the 

application still had to be submitted in person at a government building.  The scholars 

concluded that e-government projects in Vietnam focused solely on the relationship within 

governmental agencies (G2G) and failed to provide effective services for businesses (G2B) 

and citizens (G2C) (Vu-Khac-Minh & Jones, 2006). 

Since 2009, e-government implementation in Vietnam has pursued ambitious goals, 

providing a vast amount of public services online within a short period. At the same time, 

these goals have not been comprehensively or effectively realised. Although there are over 

100,000 public services provided online, only five of them can be conducted completely at 

level 4. Out of these five services, one is based in a commune in Ha Noi City, three are 

confined to Ho Chi Minh City, and only one is nationwide.   

In a conference held in November 2010 regarding e-government implementation, 

leading officials agreed that most citizens and businesses used e-government on a basic level 

if indeed they decided to use them at all; many clients preferred traditional administration. Mr 

To, a leader from Lao Cai province, suggested that any new projects or endeavours to 

improve e-government must first examine the demand of citizens and businesses (Thanh-Ha, 

2011). 
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The failure of Project 112, dubbed the ‘The Master Plan’, is a significant example of 

poor planning and implementing. This project aimed to apply ICTs and to computerise state 

administration activities following the G2G model. According to Nguyen-Thanh-Tuyen 

(2007), when the Vietnamese government started Project 112 in 2001, among the first 

initiatives that new allocated provisions (for example, hardware) were e-government and the 

Public Administration Reform (PAR). However, Project 112 was considered a failure in 

2007, as a large amount of money (approximately $US200 million) was not effectively used, 

and the 23 members of Project 112 Steering Committee were prosecuted (Hong-Ha, 2010). 

Corruption 

“Corruption remains a serious problem in Vietnam” concludes the survey  Corruption from 

the Perspective from Citizens, Firms and Public Officials, conducted in 2012 by World Bank 

(WorldBank, 2013, p.93). Although the government of Vietnam has attempted to reduce 

corruption, and has been somewhat effective within low level administration, researchers 

generally agree that having fewer corruption cases points to corruption becoming more 

complex, rather than declining. 

One of the possible ways to reduce corruption is to enhance transparency, and therein 

lies another challenge for Vietnam’s e-government. Although many laws call for access to 

information, the lack of legislation outlining specific responsibilities has led to very uneven 

implementation of transparency provisions. Laws also fail to address the need for a 

monitoring and enforcement system for transparency. There are 30 laws, rules, and 

regulations calling for access to information, but these are often not implemented seriously. 

Even with rather progressive clauses on openness and transparency in the Anticorruption 

Law, citizens are entitled to request information on only the operations and activities of their 

organisation where they work or at the commune People’s Committee where they reside. 

Their ability to request information on operations and activities of People’s Committee 
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Offices at district level and above is not guaranteed. Improving access to information requires 

better implementation of existing laws, but without widespread legislative changes, such 

improvements are not likely (WorldBank, 2013). 

It is clear that e-government could help to increase transparency in public 

administration, and thus reduce corruption. This would mean, however, that the informal 

(corruption-based) incomes of officials could be reduced as well. Therefore, they may work 

against e-government development to protect their own personal interests and benefits. 

2.4. PREVIOUS STUDIES OF ELECTRONIC CUSTOMS (E-CUSTOMS) 

2.4.1. Overview of e-customs in the international context 

2.4.1.1. The rationale for ICT application in customs sector 

ICT application in the customs sector has been driven by a number of trends and factors.  

First, it may help to address the burden of administrative documents. There is always an 

emphasis on accurate, up-to-date and secure customs records. As Holloway (2009) suggested, 

the customs process naturally involves parties, documents, and data keying. For example, a 

scholar cited from UNCTAD (2006) calculated that an international transaction may involve 

30 parties, 40 documents, 200 data elements. Moreover, this data would require re-coding at 

least once. Henningson & Henrikson (2011) also found that in the 1980s’ European market, a 

business had to deal with more than 200 different forms to cover various customs procedures 

in different countries and for different modes of transport. Holloway (2009) also noted that 

each international trade transaction involves at least two main actors, and that they must 

communicate and coordinate with each other. The exchange of information regarding the port 

authority, shippers, banks, insurers, carriers, Customs, and so on, can amount to about 10% of 

the commercial value of the traded goods.  
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The burden of administrative documents is particularly onerous in view of the modern 

practices of global sourcing and just-in-time inventories. According to UNCTAD (2006), 

about one-third of international trade comprises unfinished goods and components. That is, 

trade is just part of a global supply chain and a similar percentage represents trade within the 

same company. It is likely that those percentages have increased since the above report: 

indeed, the World Customs Organisation (WCO) estimates that the percentage of intra-

company trade is now closer to 50% (WCO, 2012). Hence, international trade transactions 

have been building a sizeable document volume in the customs systems. Electronic records 

reduce the money and time required to manage the necessary information.  

Second, e-customs is also an attractive answer to the increasing demand for information 

exchange amongst customs, border security and other bodies (WCO, 2012; Aoyama, 2008). 

International trade divisions of government have had to deal with smuggling, terrorism and 

environmental issues. The relationships amongst nations in solving such issues require 

advanced technologies to facilitate effective communication and coordination. Port 

authorities have also been found to operate differently in many countries. As such, one 

common supporting tool of the evolution and strategies of port authorities around the world 

may be ICT infrastructures (Cepolina & Ghiara, 2013). 

Third, e-customs offers help in meeting the requirements of risk management (sample 

checking) in customs.  Under the revised Kyoto Convention, limiting the use of intrusive 

customs examination is recommended. It is also a proposal discussed in the context of WTO 

trade facilitation negotiations (Laporte, 2011). From the national level, Biljan & Trajkov 

(2012) suggest that this is a balancing act type of customs management. On one hand, trade 

facilitation requires inspection to be simplified, standardised and unified in its administration 

for international supply chains. On the other hand, security and compliance require effective 

monitoring, controls and interventions. As a result, governments have to limit intrusive 
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examinations while ensuring low risks of security and non-compliance. In such a risk 

management context, ICTs can play an important role, such as the usage of electronic data 

exchange and risk analysis (Laporte, 2011).  

Fourth, e-customs is a natural step in the interactions and integration of ICT systems 

between government and industry. The extent and speed of innovation within the ICT 

industry has greatly reduced the cost of access to ICTs, enhanced their use by individuals, 

businesses and organizations. International trade, transport and communication have evolved 

through the increasing use of ICTs by all parties, to the point where closer integration is not 

only necessary but inevitable. As UNCTAD stated in their 2006 report, ‘Government 

agencies, local traders and transport service providers are increasingly being forced to 

implement ICT solutions to ensure that national ports and border crossings support efficient 

supply chain operations’ (UNCTAD 2006, p.5).  

2.4.1.2. Benefits of e-customs 

Much has been written about the potential benefits of e-customs (Yao-Hua Tan, Stefan Klein, 

Boriana Rukanova, Allen Higgins, & Baida, 2006; Raus, 2009; Choi, 2011; Urciuoli, Hintsa, 

& Ahokas, 2013). There is some overlapping between (a) these benefits of e-customs and (b) 

the drivers and rationale for the use of ICTs in the customs sector (see Sub-section 2.4.1.1), 

and also between (a) and (c) the advantages of e-government generally (see Sub-section 

2.3.1.2). (Note that to avoid repetition, where an idea or argument has already been discussed 

in an earlier part of the chapter, either it will not be discussed at all here or it will only be 

mentioned very briefly.)  

Reduced burden of administrative documents 

As discussed in Sub-section 2.4.1.1, e-customs is likely to reduce the burden of 

administrative documents, through the use of e-documents and e-records. Henningsson & 
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Andersen (2009) found that ICT applications in a paperless environment could reduce the 

typical administrative burden by 25%.  

Reduced need for data re-entry and fewer data errors. 

As pointed out in Sub-section 2.3.1.2, the exchange of electronic data in public 

administration results in a reduced need for data re-entry, thus ensuring that fewer data errors 

are made; at a technical level, processing is faster and less costly (Raus, 2010; Granqvist, 

Hintsa, & Männistö, 2011). 

Time savings 

Researchers have found that, thanks to electronic data and processing, businesses can reduce 

the amount of time required to conduct customs procedures under e-customs compared with 

traditional customs (King, 1990; Hellberg, 1991; Raus, 2009, 2010; Granqvist, M., Hintsa, J., 

& Männistö, T, 2011; Choi, 2011; UNPAN, 2012). For example, European businesses could 

reduce customs clearance time by around 25% to 50% by using e-customs. In South Korea, 

time required for export clearance was cut to about 2 minutes; import clearance to less than 

2.5 hours; duty drawback, 5.2 hours; and tax payment, within 10 minutes. These outcomes 

are evaluated as among the fastest performances among the 175 WCO member countries 

(UNPAN, 2012).  

In addition, e-customs can enhance communication and coordination among 

governmental agencies. The use of EDI networks facilitates the exchange of documents, such 

as inspection results, quarantine verifications, permits, approvals, and recommendation 

letters, thus reducing the level of inconvenience for customs declarants who previously would 

have had to visit several agencies (UNPAN, 2012; King, 1990; Choi, 2011).  
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Cost reductions 

Both public and private organisations could take advantage of ICTs application to reduce 

administrative costs (King, 1990; Hellberg, 1991; Raus, 2009, 2010; Granqvist, Hintsa & 

Männistö, 2011; Choi, 2011; UNPAN, 2012). Raus (2009), along with Granqvist, Hintsa, & 

Männistö (2011), suggested that financial savings could be made through the computerisation 

of repetitive tasks. For example, fewer staff members may be needed, so that personnel costs 

decrease. Paperless environments could also reduce expenditure on office stationary 

(UNPAN, 2012). The authors accept that development and set-up costs can be very high 

initially, but they argue that over time the running costs may be much lower under e-customs. 

Thus businesses and customs officers may need to make a big investment in the short term, 

but in the long term, they could reduce their costs significantly (Granqvist, Hintsa, & 

Männistö, 2011).  

In addition, improved technical connectivity reduces the costs of exchanging data 

regarding export, transit, or import activities. The EU, Japan, Korea, and Singapore are some 

examples where ICTs enable the formation of massive networks linking different supply 

chain players (shipping companies, airliners, forwarding companies, bonded warehouses, 

bonded transportation, customs brokers, inspection agencies, banks, etc.) that can exchange 

data through the network in order to expedite logistical flow.  In this context, e-customs 

clearance schemes enable entities to share cargo processing information, thus providing firms 

in the next logistical step with the necessary data in advance (Hellberg, 1991; Raus, 2009, 

2010; Granqvist, Hintsa & Männistö, 2011; UNPAN, 2012).  

Improved risk management 

Risk management, as applied in the customs sector, involves determining which persons, 

goods, and means of transport should be examined and to what extent (Gordhan, 2009; 
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Biljan, 2012). ICT application may potentially help customs authorities to achieve faster 

clearances and may, at the same time, ensure that the risks of non-compliance or illicit trade 

are kept to within acceptable levels.  The use of electronic data exchange enables pre-arrival 

and/or pre-departure information processing. In turn, this allows customs offices to verify 

information and perform a risk assessment of the consignment (Holloway, 2009; UNPAN, 

2012). Risk management software can assist by continuously collecting and utilising data 

from recent inspections to adjust decision rules for selecting new subjects for inspection 

(Choi, 2011; UNPAN, 2012).  

Increased transparency and reduced corruption 

ICT application could play a role in anti-corruption efforts in the customs sector due to its 

automatic and transparent attributes. According to Michael & Moore (2010), the extent of 

corruption in various customs agencies worldwide was at least $700 billion during the 2000s, 

compared with about $10 trillion for worldwide corruption in all sectors. Many anti-

corruption experts in the field agree that IT helps in the fight against corruption, and that the 

‘public sector environment’ (pay and performance) should provide customs officials with 

incentives not to take bribes (Michael & Moore, 2010). Computerisation in customs 

administration began early in countries such as Japan, Singapore, Hong Kong, Malaysia, EU 

and South Korea. Customs officials had less face-to-face contact with stakeholders. Customs 

working practices as a whole became more impartial and transparent. Thus, the automation of 

customs clearance system is seen as having an impact on corruption (King, 1990; Aoyama, 

2008; Amin, 2010; UNPAN, 2012).  
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2.4.1.3. Challenges of e-customs implementation 

Scholars have written extensively about challenges, complexities and issues which can hinder 

the implementation of e-customs, or can even lead to failure (Yao-Hua Tan, Stefan Klein, 

Boriana Rukanova, Allen Higgins, & Baida, 2006; Raus, 2009; Choi, 2011).  

The interoperability of technologies and the need for standards  

As a part of international trade, customs procedures often involve corporations from different 

countries.  In that context, achieving interoperability between the different systems is a key 

challenge, due to the inherent differences between the systems in terms of the syntactic 

structures, the embedded semantics, and the embedded logic of interchange agreements, 

business rules and work practices by employees (Roger, 2003; IBM, 2008, Yao-Hua Tan, 

Stefan Klein, Boriana Rukanova, Allen Higgins, & Baida, 2006; Choi, 2011; Urciuoli, 

Hintsa, & Ahokas, 2013).  Organisations often have existing technological solutions and it is 

unrealistic to expect that they will adopt one integrated system. In such a diverse and 

distributed environment, it is impossible to achieve interoperability without establishing a 

degree of shared understanding through the use of commonly accepted standards (Yao-Hua 

Tan, Stefan Klein, Boriana Rukanova, Allen Higgins, & Baida, 2006; Urciuoli, Hintsa, & 

Ahokas, 2013). 

The complexity in defining and using standards in both local and a national setting is 

considerable. Yet the problems become much bigger when cross-border trade is involved. 

Standards are then needed not at the local or national level, but at the global level. For 

example, EU standards may be used when the trading parties are both EU member states, 

however additional standards may need to be used when non-EU trading partners are 

involved.  To address such requirements, there may be a need for some adjustment of 

legislation of different countries, for initiatives to avoid the proliferation of competing 
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standards or to facilitate their harmonisation and alignment, and the involvement of 

international standardisation bodies like the World Customs Organisation (WCO) and the 

United Nations Centre for Trade Facilitation and Electronic Business (UN/CEFACT). 

Redesign of customs system 

In the traditional redesign literature, the main stakeholders in the redesign process are usually 

commercial parties which strive for efficiency gain and the available modelling 

methodologies are tailored for supporting these demands. The involvement of the government 

as a party in the redesign process for e-customs introduces additional requirements for control 

and security, which will need to be considered in the redesign. This adds to the demand for a 

new methodology to ensure the new e-customs processes take into account both the 

commercial interests of businesses and the control and security requirements of government 

agencies. 

Socio-political challenges  

Socio-political factors may play an important role in the success or failure of e-customs 

systems.  Examples include: a lack of sustained management commitment and leadership, 

unrealistic scope and expectations, and resistance to change. These issues relate to the social 

processes in the background of the redesign projects and may be very difficult to address or 

alter. Furthermore, due to the nature of the customs activities, there is a legislative and 

political dimension which may make these issues very challenging (Salehi, Alipour & 

Yahyavi, 2010). 

Financial and human resource requirements 

While reductions of recurrent costs are a benefit of e-customs, the prerequisite costs of 

implementation represent a challenge (Urciuoli, Hintsa, & Ahokas, 2013). It is well known 
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that the introduction of IT systems to exchange data with other businesses and customs 

administrations is very expensive. This operation is costly because it implies re-engineering 

of business processes, education of personnel and training. In addition, technical issues 

related to the integration of IT systems with existing legacy systems generate higher 

development and maintenance costs. These high costs may be a barrier for many customs 

administrations that lack the required budget to invest in modern IT systems. 

Obstacles involving human resources include a lack of IT knowledge and skills, or the 

fear of losing jobs. For instance, Shalehi (2010) found that familiarity of staff and clients in 

Iran with ICT equipment and software is not adequate for effective operation of e-customs. 

Raus (2009) suggests that while citizens and businesses benefit from more convenient and 

accessible services, some governmental activities might become obsolete. In some instances 

the fear of losing jobs or not having the right skill-set to cope with the new technology 

environment constitutes a critical barrier to the acceptance of e-customs by customs officers. 

2.4.2. The case of e-customs in Singapore (TradeNET) 

2.4.2.1. Overview of Singapore and TradeNet 

Singapore is an island country locating at the Southern tip of the Malaysian Peninsula, with a 

population of 5.31 million people (in June 2012).  GDP per capita in 2012 was estimated at 

US$ 61,400. In addition, with a literacy rate of over 92% and a life expectancy of 82 years, 

Singapore has been recognized as an advanced economy, on a par with nations in Western 

Europe (CIA, 2013). The country’s location has been a major source of its strong growth 

since becoming an independent republic in 1966. Its port is one of the world’s busiest in 

terms of tonnage handled (King & Konsynski, 1990, CIA, 2013). 

The electronic customs application in Singapore is known as the TradeNet system. 

Operating since January 1989, it is the world’s first national “single window” for trade 
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declaration and has been facilitating first-class trade and documentation processes ever since. 

TradeNet is a nationwide Electronic Data Interchange (EDI) system that allows traders to 

submit trade declarations electronically to the regulatory authorities. The major government 

authorities using TradeNet in partnership with the private sector include Singapore Customs 

and 35 others which exercise control on the import, export and transhipment of goods (King, 

1990; SG-customs, 2013; Tsen, 2010). 

2.4.2.2. The success of TradeNet project 

TradeNet
 
has been successful in streamlining everyday processes; applying innovative IT 

work practices; and introducing ICT into other sectors and companies partnered with 

TradeNet (King, & Konsynski, 1990; SG-customs, 2013; Neo, & Leong, 1994; Applegate, 

Neo, & King, 1995; UNECE, 2010; Tsen, 2010).  In the past, trade was fraught with 

problems including: slow turnaround time for all types of declaration documents; inconsistent 

versions of the same information across the public sector; and inefficient inter-organisational 

communication. Figure 2 highlights how the network of trading community and 

governmental agencies was previously complicated and, consequently, inefficient.  

Sathasivam (2009) explained that the system had 27-30 different parties, 40 documents, 200 

data elements, and about 60-70% of data was re-keyed at least once. This system featured 

falling productivity and raised concerns about Singapore’s competitiveness as a hub for 

international trade (Teo, Tan and Wei, 2007; Tsen, 2010; Sathasivam, 2009). 

The key distinction between the traditional system and the new ICT system was that 

TradeNet took on a facilitative focus. Figure 2.2 illustrates a complete difference in trade 

procedure. By applying electronic data interchange (EDI), TradeNet integrated 35 controlling 

units, over 7000 business rules, 12,000 users and between 30,000 to 40,000 trade declarations 

per day (Sathasivam, 2009). This new, streamlined work flow enhanced the effectiveness of 

authorities’ processing. Also, the Trade Development Board (TDB) of Singapore took 
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advantage of the TradeNet opportunity to significantly transform its own organisational 

structure, processes, network, and scope. TDB’s increased productivity has influenced the 

operations in other public sector organisations, and also encouraged private trading 

companies to be more competitive (Teo, Tan and Wei, 2007; Tsen, 2010; Sathasivam, 2009). 

As TradeNet
 
serves a large base of 8,000 users (UNNECE, 2010), it is especially 

geared for saving time, lowering costs, adding convenience for both business and authority 

bodies (King, 1990), and creating opportunity for businesses in high-tech applications. Table 

2 demonstrates that one of the main benefits of TradeNet was a reduction in processing time 

of common trade documents: from a 4 hour to 4 day turnaround to within just 10 minutes. 

Nowadays, 95% of all trade permits are processed within one minute, while 97% of permits 

without a customs declaration are processed within seconds (Sathasivam, 2009). 
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Figure 2. 3 Before and after TradeNet implementation 

Before After 

Adapted from Tsen, 2010 
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Table 2. 1 The impacts of TradeNet   
 

Characteristics Previous Manual Process With TradeNet 

Submission of documents By dispatch clerks From comfort of office 

Submission of documents Within office hours only Available 24 hours daily 

Trips to the Controlling 

Authorities per document 

At least 2 required  None required  

Copies of documents Multiple copies (up to 35 

forms) 

Single copy (to be printed at 

user’s premises) 

Processing time for 

approval 

From 4 hours to 2 days Within 10 minutes 

Dutiable goods handling Separate documents for 

Customs processing 

Same electronic document 

routed to Customs for 

processing 

Controlled goods handling Separate documents to 

different Controlling 

Agencies for processing 

Same electronic document 

routed to Controlling 

Agencies for processing 

Fees Charged S$10 – S$20 S$3.30 

Customs duties collection By cheque Automated bank deductions 

Source: Tsen (2010) and Sathasivam (2009) 

Time is also saved by reducing the need to travel to governmental agencies. 

Previously, businesses had to make at least two trips to the Controlling Authorities per 

document. TradeNet’s online services have eliminated this inconvenience. Furthermore, 

the use of clerks or couriers to transport trade documents to various agencies has been 

eliminated, saving time and also better deploying staff and vehicles. Staff no longer 

needed to stand in queues and wait for documents to be cleared (Teo, Tan and Wei, 

2007; Tsen, 2010; Sathasivam, 2009). 

Studies suggest that TradeNet has lowered trade documentation processing costs 

by more than 20% (King, 1990; Sathasivam, 2009; UNECE, 2010). Users of TradeNet 

found that there were significant savings accruing from filling out a single online form 
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versus up to 35 paper forms in the past. Reduced documentation and processing also 

means reduced fees for businesses. Table 2 indicates that the fee charge was cut down 

from S$10-20 to S$3.30 per declaration. Moreover, faster turnaround has allowed for 

better organisation of shipments and improved overall productivity. Freight forwarders 

have reported savings of 25% to 35% in handling trade documentation since TradeNet 

operates 24 hours a day (King, 1990). 

Businesses now enjoy the flexibility and convenience of submitting customs 

documents to TradeNet from anywhere. For example, a stakeholder can use the 

application from the office or a home computer, outside of normal office hours. Paying 

administrative fees has also been made easier: replacing cheque payments with 

automated bank deductions (King, 1990; Sathasivam, 2009; Tsen, 2010). 

Government agencies are also reaping benefits in terms of time and money. 

Customs has moved from a post-approval to a pre-approval system, meaning that 

applications are now pre-paid through electronic means. TradeNet has also enabled 

faster compilation of more accurate and complete external trade statistics. This is 

because the data from the documents need not be keyed in again by the Government 

agencies (Teo, Tan and Wei, 2007; Sathasivam, 2009; Tsen, 2010). 

2.4.2.3. Success factors of TradeNet 

Recognition of issue/problem/opportunity 

According to King (1990), the considerable administrative burden for traders had 

created pressure on governments, particularly on the Singaporean customs systems. 

Meanwhile, Singapore's main shipping competitor, Hong Kong, revealed that it was 

working toward creation of a trade-oriented EDI system to be called Hotline (later re-
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named TradeLink). So, looking for a revolution in external trade was one of the 

Government of Singapore’s priorities. 

The Singapore government recognised that trade documentation in their 

increasingly busy port was a complex and expensive activity. Each transaction of trade 

documentation would normally take a two day turnaround, thus, the cost of these 

transactions were high. At the time, the costs of trade documentation in other countries 

were high also. In Sweden and the United States, for example, costs were estimated at 

4% to 7% of the value of goods shipped (Gordona, Leeb, & Lucas, 2004).  

The situation demanded an effective long-term solution, and Singapore took the 

opportunity to revolutionise international trade communications (King, 1990; SG-

customs, 2013). As a young country with no natural resources and a small, stable 

population, Singapore had explored a number of opportunities for economic growth and 

had reached the conclusion that the broad field of information technology (IT) was 

especially suited for the country. In 1980, the Committee on National Computerization 

(CNC) issued a report stating that Singapore could become world leaders in the creation 

and use of information technologies. Thus, IT application in international trade was 

seriously considered as a means to improve Singapore’s competitiveness. 

Thorough preparation 

In 1986, a core team was assembled along with several working groups comprising 

representatives from relevant government authorities, and also interested parties from 

the private sector. They were to conceptualise a nationwide SEW for traders to submit 

trade declarations electronically to the government authorities as there was no other SW 

model that could be modelled after (King, 1990; Tsen, 2010; Sathasivam, 2009). 
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Other committees also formed during this first stage of organisation (King, 1990), 

including the Committee on National Computerization (CNC), the National Computer 

Board (NCB), and the TradeNet Steering Committee. Cooperating bodies include the 

Trade Development Board (TDB), the Economic Development Board (EDB), Customs 

and Excise, the Port of Singapore Authority, and Civil Aviation Authority of Singapore 

(King, 1990; Sathasivam, 2009). 

The second stage concerned mechanism: developing a detailed understanding of 

existing trade procedures. The TradeNet Steering Committee was subdivided into three 

working subcommittees; one each for the maritime community (sea shipping), the air 

community (air shipping), and the government agencies and statutory boards. The 

subcommittees met regularly over several months, developing a profile of essential 

trade documentation activities that must be incorporated in any new set of procedures. 

Each subcommittee produced a report, and these reports were integrated into an 

"Integrated Procedures Report".  

Automating the existing procedures would produce nothing more than an 

automated mess. It would be necessary to reduce the more than 20 forms involved in 

trade to a few or, ideally, one. There was much negotiation, during which organisations 

with long-standing procedures based on particular forms had to compromise (King, 

1990; Sathasivam, 2009). The result was a single form — actually, a large, formatted 

computer screen—to serve nearly all trade documentation needs in Singapore.  This 

form would be the substantive core of the new computerized system. (King, & 

Konsynski, 1990; SG-customs, 2013; Sathasivam, 2009).  

The third stage of the TradeNet project involved the building of Singapore’s IT 

human infrastructure. Only 850 IT professionals were operating in the country in 1980. 

The CNC estimated that 10,000 would be needed by 1990 to accomplish TradeNet’s 
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goals. NCB's first major effort, the Government Computerization Project, focused on 

bringing computerization to government agencies and greatly expanded the skill base. 

By 1986 there were nearly 4,000 IT professionals available in the country. These 

initiatives provided the base for more ambitious undertakings (King, & Konsynski, 

1990; SG-customs, 2013; Sathasivam, 2009). Computer education at all levels of school 

also became a priority. 

Effective implementation -- keeping the project on track 

There is always a strong temptation on the client’s part to change designs to reflect new 

emphases. But the consequence of implementing engineering changes was often a 

delay. During the period of project implementation, a key procedural change was made 

to help keep the program on track. This was the mechanism of negotiation between IBM 

(developer of system) and SNS (client, eventual owner of system) about problems that 

may arise. This safeguard was named an Engineering Change Procedure (ECP).  

Under the ECP application, any proposed change was given a thorough 

assessment in terms of what it would actually require in time and money, and whether 

to implement it or not. Some of the proposed changes were implemented, but many 

were not. The ECP was a major breakthrough in the SNS/IBM relationship because it 

established a sense of shared purpose:  to get the system up on time Useful changes 

could wait for later (King, 1990; Sathasivam, 2009; SG-customs, 2013). 

Good infrastructure 

Rapid progress in the TradeNet project was possible only because so much of the 

essential infrastructure had already been in place.  TradeNet’s success would have been 

impossible without the Government Computerization Project that preceded it. Also, 

without the sophisticated computer systems installed in the various boards and agencies, 
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TradeNet would have had nothing to hook up to. For example, it would not have 

mattered if businesses could deliver documents quickly to TDB or Customs; the 

applications would have simply gone into big stacks to be processed manually. The fact 

that documents flowed through TradeNet into the automated systems at TDB and 

Customs is essential to the main objective of speeding up trade document transactions 

(King, 1990; Sathasivam, 2009; SG-customs, 2013; UNECE, 2010; Tsen, 2010). 

2.4.2.4. Lessons from TradeNet 

TradeNet is one of the successful projects in e-government implementation in the world 

(King, 1990; Choi, 2011). It met the key objectives including (1) Reduce the cost of 

trade documentation, (2) Reduce delays in turnaround time for trade documentation, (3) 

Increase authorities’ processing efficiencies with a streamlined process flow, and (4) 

Attract foreign direct investment as a result of operational efficiency and transparency 

(UNNECE, 2010). It also influenced other sectors, for example healthcare, law, 

manufacturing, and education.  

From the case of TradeNet in Singapore, a number of lessons could be drawn. 

First, leaders with vision and imagination play a critical role in analyzing problems, 

recognizing opportunities, identifying solutions and championing their implementation.  

Second, thorough preparations based on realistic plans and involving the participation of 

all key groups of stakeholders serve as a solid foundation for the implementation stage.  

Third, successful implementation requires both goodwill and effective mechanisms for 

monitoring, negotiation and compromise in order to achieve the common goals, namely 

the successful completion of the project.  
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2.4.3. E-customs in the Vietnamese context 

In the Vietnamese context, e-customs has stood out as one of a small number of 

cases where e-government projects have not failed outright or partially, but instead have 

made some notable achievements. Since its introduction on a trial basis in 2005, e-

customs has demonstrated that e-government concepts and practices can feasibly be 

implemented in Vietnam. With the use of ICTs, businesses can submit dossiers via 

customs websites and many now choose to do so. The electronic system processes the 

information automatically, in many cases delivering the outcome to businesses in 10 to 

15 minutes. Hence, e-customs benefits businesses and customs offices by reducing time, 

costs, errors in data entry, and inconveniences. Yet a number of important limitations 

have become apparent during the trial.  

Despite considerable interest from the public and the many reports on e-customs 

in the daily press and other media, to our knowledge there has been no published 

academic research in the public domain regarding Vietnam’s e-customs.  Searches on 

this specific topic were conducted in 18 databases, particularly Sciencedirect and 

Proquest central, and hand searches were also made in both English and Vietnamese 

sources, but no journal article was found. The author could also find no reports or books 

from international organisations, such as World Bank, that are focused on this topic.  

Nevertheless, considerable information on this topic can be extracted from news 

articles and brief reports provided by news agencies, including domestic organizations 

(such as Vietnam News Briefs, The Saigon Times, Vietnam Investment Review, 

Vietnam News Agency, Customs Newspaper, Customs Online, Vietnam Plus, etc.) as 

well as international news providers (Asia News Monitor, EIU ViewsWire, Asia Pulse, 

Tribune Business News, The Bangkok Post and US Fed News Service). It is noted that, 

frequently the information provided by international news agencies seems to have come 
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from Vietnamese sources. More recently, there have also been a number of reports from 

Vietnam General Department of Customs and Vietnam Chamber of Industry and 

Commerce, but each of these typically deals with a specific sub-topic or a rather small 

set of sub-topics. 

Applying methods of analytical review and synthesis, this study seeks to 

assemble, reconcile, interpret and synthesize the information available in such narrowly 

focused reports (supplemented with the author’s own observations through fieldwork) 

in order to produce a consistent review of e-customs implementation in Vietnam, as a 

contribution of this research.  The review will be presented in Chapter 4.  

2.5. KEY GAPS IN THE LITERATURE  

The international literature is rich with reports and analyses of e-government (and e-

customs) efforts around the world.  Previous authors have identified some fundamental 

benefits that may be brought about by these innovations in public administration, as 

well as a number of difficulties frequently encountered in applying them. Although 

Vietnam is a developing nation with a relatively low standard of living, a weak ICT 

infrastructure and modest ICT skills base, the country has pursued ambitious goals in 

terms of developing its ICT sector and applying of ICTs in public administration. While 

considerable progress has been made, in general e-government projects in Vietnam have 

not been outstanding cases of success. Indeed there have been significant failures 

including the high-profile Project 112. Against this background, the e-customs trial can 

be seen as one of the more successful ICT projects in Vietnam’s public administration. 

Yet there have been little systematic information about, and analysis of, this trial. 

Thus, there are some key gaps in the literature from our perspective. Firstly, 

there is a dearth of clear, consistent and systematic information about the 
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implementation of e-customs in Vietnam. Although information has been provided by a 

range of news agencies, such reports tend to be narrowly focused on the specific events 

being reported, so that it is difficult to form a broader, general picture of the entire 

system.  Moreover, it is often necessary for the reader to know all the relevant 

background quite well before he or she can gain a good understanding of the 

information presented in these reports.  An example of this deficiency is the lack of a 

concise but informative and up-to-date description of the current state of the e-customs 

initiative, despite the considerable interest which has surrounded it. 

Second, little has been known about the extent to which the public understands 

e-customs, or about how the various stakeholder groups perceive its potential 

advantages and disadvantages. As the perceptions and attitudes of stakeholders are 

likely to have an effect on the effectiveness of e-customs in the longer term, such 

knowledge may provide a key to achieving greater success in future attempts to 

implement e-government in general.  

The above discussion leads more generally to a third gap in the existing 

literature, namely a good summary of the main lessons that can be learned from e-

customs (and, more generally, e-government) developments in Vietnam (and, where 

relevant, overseas).  It is essential that such a list of things that should be done (and 

things that should not be done) be based not merely on the compiler's opinions and 

preferences but rather on a reasonable interpretation of the assembled evidence.  From 

the three main gaps identified above, three research questions naturally arise; they will 

be stated formally in Chapter 3. 
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2.6. CHAPTER SUMMARY 

This chapter has presented a review of the literature on e-government and e-customs in 

both the international and Vietnamese contexts. It begins with a discussion of the 

development of e-government and e-customs. It then provides definitions of the two 

innovations. The application of ICTs results in some important differences between 

traditional government and e-government, which are analysed in some detail in the 

chapter. Also discussed are the advantages and benefits brought about by e-government, 

as well as the difficulties that often arise in implementing e-government.  A similar 

analysis is then provided regarding the benefits of, and issues in implementing, e-

customs, together with a brief case study of the successful implementation of e-customs 

in Singapore. Success factors and lessons to be learned are drawn from this case study. 

Although there are many reports and studies of e-government in Vietnam, there 

has been little prior research on e-customs in this country.  This chapter provides some 

background information regarding previous efforts to introduce e-government, 

including the achievements and limitations of past e-government projects. 

From the reviews presented in this chapter, it can be seen that there are a number 

of gaps in the literature, especially with regard to e-customs in Vietnam. Firstly, there is 

little or no consistent and systematic information in the public domain regarding the 

implementation of e-customs in this country. Secondly, as yet there have been few 

analyses of stakeholders’ perceptions regarding e-customs and their intentions toward it. 

Thirdly, there have been few rigorous analyses of the available information in order to 

derive implications for more successful implementation of future e-customs (and, more 

generally, of e-government) projects in either Vietnam or other developing countries. 

As we shall see in the next chapter, these gaps lead naturally to the three main research 

questions to be investigated in this study.   
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CHAPTER 3: RESEARCH QUESTIONS, CONCEPTUAL 

FRAMEWORK AND RESEARCH METHODS 

3.1. INTRODUCTION 

As discussed in Chapter 2, there are several important gaps in the literature regarding e-

customs in Vietnam. Section 3.2 will present three research questions that arise 

naturally from these gaps. In Section 3.3, we will review some theories regarding ICTs 

adoption, then apply them to develop a conceptual framework that can be used to 

investigate the association between stakeholders’ perceptions and their attitudes and 

intentions towards ICTs application. Section 3.4 will give an overview of the research 

methods to be adopted in addressing these research questions. A summary of the main 

points of the chapter is provided in Section 3.5. 

3.2. RESEARCH QUESTIONS 

In view of the gaps identified in the literature regarding e-government, especially e-

customs, in Vietnam, the following three research questions will be addressed in this 

study. 

RQ1: What have the main developments in e-customs in Vietnam been during 

recent years?  

In addressing this question, I hope to gain and communicate a systematic understanding 

of Vietnam’s efforts to introduce and experiment with e-customs during recent years. 

Since 2005, the country’s General Department of Customs and its client businesses have 

invested considerable resources in developing a workable, functioning e-customs 

system. Significant achievements have been made, but major limitations have also 

become apparent. A thorough analysis of the available information and the relevant 
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issues would be of interest from the viewpoints of public administration and socio-

economic development. 

RQ 2: What opinions do Vietnamese customs officials and businesses hold 

regarding e-customs? 

Whether e-customs will succeed on a sustainable basis in the future depends, to a large 

extent, on the goodwill, motivation and action of key stakeholder groups. Two of the 

most important stakeholder groups are the customs officials and the businesses with 

goods that are subject to customs declaration. A major objective of this study is to gain 

detailed and quantifiable data regarding the perceptions and intentions of these 

stakeholder groups toward e-customs. 

RQ 3:  What should be done to enhance the usefulness of e-customs in Vietnam 

and to limit its deficiencies? 

From a practical standpoint, it would be very useful to draw from our analysis a set of 

recommendations for the authorities to consider in planning and implementing further 

developments of e-customs. Judicious use of the lessons that can be learned from the 

recent experiences would facilitate achievement of desirable outcomes and help to limit 

adverse consequences. The lessons learned could also be adopted for application in 

other domains of e-government. 

3.3. CONCEPTUAL FRAMEWORK AND PRIOR EXPECTATIONS 

This section will discuss the conceptual framework and prior expectations of this study. 

First, a brief review of the technology acceptance model (TAM) (Davis, 1989), and the 

theory of diffusion of innovations (DOI) (Rogers, 2003) will be presented. Then, a 
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conceptual framework will be proposed that integrates elements from both. We shall 

also briefly discuss prior expectations in the context of the proposed framework. 

3.3.1. The Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM) has mainly been used to explain computer 

usage behaviour (Davis, 1989). Based partly on the Theory of Reasoned Action (TRA) 

that was developed by Fishbein and Ajen (1975), the classical TAM postulates a causal 

relation between two key variables (perceived usefulness and perceived ease of use) and 

users' attitudes, intentions and actual adoption behaviour (see Figure 3.1). These two 

attributes affect a user’s attitude towards the technology and the user’s attitude directly 

affects his or her intention, which will, in turn, determine the actual usage of the 

technology. 

In addressing the question about what causes people to accept or reject a particular 

information technology, Davis (1989) suggested that a major determinant is the extent 

to which they believe the technology will help them perform their job better. This is 

captured by the concept of perceived usefulness (U). Second, even if potential users 

believe that a given application is useful, they may, at the same time, believe that the 

system is too hard to use and that the performance benefits of usage are outweighed by 

the effort of using the application. This explains the importance of the concept of 

perceived ease of use (EOU) (Davis, 1989).  

From Figure 3.1, the TAM assumes that usage is determined by behavioural 

intention to use (BI), while BI is viewed as being jointly determined by the person's 

attitude towards using the system (A) and perceived usefulness (U) of this system. The 

A-BI relationship as depicted in the figure implies that, all else being equal, people are 

more inclined to use a technology if they hold positive attributes toward it. TAM 
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specifies that U has a direct effect on BI, in addition to the indirect influence through A. 

According to Davis (1989), A is jointly determined by U and ease of use (EOU).  

Figure 3. 1 Technology Acceptance Model (TAM)  

 

 

 

 

 

 

Adapted from Davis, Bagozzi & Warshaw, 1989, p. 985 

 

Perceived usefulness is defined as "the degree to which a person believes that 

using a particular system would enhance his or her job performance" (Davis, 1989, 

p.320). In a review of studies using TAM, Sun and Zhang (2006) found that 71 out of 

72 studies indicated that perceived usefulness exerts a statistically significant influence 

on attitude, behavioural intention, or usage. They concluded that perceived usefulness is 

one important, if not the most important, factor that influences user acceptance of 

technology.   

Perceived ease of use refers to "the degree to which a person believes that using a 

particular system would be free of effort" (Davis, 1989, p.320). This is consistent with 

the definition of "ease": "freedom from difficulty or great effort" (Davis, 1989, p.320). 
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activities. All else being equal, an application that is perceived to be easier to use than 

another will be more likely to be accepted by users (Davis, 1989). According to Siegel 

(2008), Perceived ease of use is based conceptually on the research of Albert (1982), 

who defined self-efficacy in term of the belief in one’s own ability to overcome the 

perceived difficulty of a task. 

In the literature, the TAM is regarded as “especially well-suited for modelling 

computer acceptance” (Davis, Bagozzi & Warshaw, 1989, p. 983). It is a popular model 

which can be used to predict and explain future user behaviour from simple measures 

taken after a very brief period of interaction with a system (Hameed, 2012; Rana, 

Williams, Dwivedi & Williams, 2012). Thus, one of its main strengths is that it is 

relatively simple and straightforward to apply in many situations. 

The TAM has been empirically demonstrated to have high validity in 

many research contexts (Chau, 1996). In a systematic review of 79 relevant 

empirical studies described in 73 articles (from six digital libraries), Turner, 

Kitchenham, Brereton, Charters, and Budgen (2010) found that the TAM variables 

perceived ease of use (PEU) and perceived usefulness (PU) are highly likely to be 

correlated with the variable intention to use. 

Although many researchers have highlighted the TAM’s advantages (Chau, 1996; 

Sun & Zhang, 2006; López-Nicolás, Molina-Castillo & Bouwman, 2008; Turner, 

Kitchenham, Brereton, Charters & Budgen, 2010), the standard TAM does have 

limitations (Mathieson, 1991; Li, Qi & Shu, 2008). Mathieson (1991) argued that the 

TAM is too simple and has a limited number of constructs to describe behaviours. In a 

review of 34 articles selected from international journals, Li, Qi and Shu (2008) found 

that TAM does not cover many factors that may impact on the users’ final behaviour, 
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such as personal and organizational characteristics, time, environment and subconscious 

habits.  

To develop the proposed conceptual framework, this study will integrate TAM 

with DOI because there is some overlapping between the TAM concept of usefulness 

and the DOI concept of relative advantages, and between ease of use and (the opposite 

of) complexity. As such, questionnaire statements (items) that were developed by Davis 

(1989) reflecting perceived usefulness and perceived ease of use can be adapted for use 

in developing our own questionnaire instrument. 

3.3.2. Diffusion of innovations (DOI) theory 

3.3.2.1 Overview of DOI 

The DOI theory was first introduced in 1962 to explain the processes of adoption and 

diffusion of innovations (Rogers, 2003).  Rogers built his theory based on the attributes 

of an innovation and regarded the users’ perception of these attributes as a major factor 

in determining whether the innovation will be adopted. DOI has been applied in a wide 

range of domains, such as agriculture and marketing, as well as in specialized IT 

applications, such as smart card technology, voice-mail, personal workstations, 

operating systems and e-government (Rogers, 2003; Rana, Williams, Dwivedi & 

Williams, 2012).  

In DOI theory, the concept of an innovation is defined as “an idea, a practice, or 

an object that is perceived as new by an individual or other adoption unit” (Rogers, 

2003, p.12). Diffusion is defined as “the process in which an innovation is 

communicated through certain channels over time among the members of a social 

system” (Rogers, 2003, p.5). Rogers (2003) also stated that diffusion is a special type of 
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communication process in which the messages transmitted are designed to convey a 

new idea, to reduce uncertainty, to provide information, and to promote social change. 

The diffusion of an innovation is considered to be a decision process. According 

to Rogers (2003), an Innovation-Decision Process for an individual (or other decision-

making unit) includes five stages (see Figure 3.2). The knowledge stage commences 

when the individual is exposed to an innovation’s existence and gains an understanding 

of how it functions. This knowledge may fall into three categories: (1) 

awareness knowledge, which is information regarding an innovation’s 

existence; (2) how-to knowledge, which is information that is 

necessary to use an innovation properly; and (3) principles knowledge, 

which is information describing how the innovation works (Rogers, 

2003). It is usually possible for an individual to adopt an innovation 

without principles knowledge. 

 In the persuasion stage, the potential adopter forms a favourable or unfavourable 

attitude toward the innovation. Subsequently, this newly formed attitude predisposes the 

individual’s actions toward the innovation, in that if an individual’s attitude is 

favourable toward the innovation, he/she will actively seek additional information to 

further reinforce this idea (Rogers, 2003).  This study will adapt five DOI attributes of 

an innovation to capture factors that affect an individual’s attitudes toward e-customs 

application. 

In the third step, the potential adopter engages in activities that lead to a choice to 

adopt or reject an innovation. The implementation stage then occurs when the 

innovation is put to use. Finally, the confirmation stage is the decisive stage for an 

innovation to continue to be adopted (Raus, et al., 2009; Rogers, 2003). 
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Figure 3. 2 A model of five stages in the innovation-decision process  

 

 

 

 

 

 

 

 

 

 

 

Adapted from Rogers, 2003, p.170
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Apart from the innovation-decision process, the communication channel also 

plays an integral role in the diffusion process. Rogers (2003) defines the communication 

channel as the mass media (radio, television, Internet) or interpersonal (face-to-face) 

means through which messages are conveyed between communicators. Rogers  

emphasizes the importance of channels within the diffusion process, stating that many 

people are dependent upon the subjective evaluation of an innovation, including the 

experiences of previous adopters, prior to their own adoption. In our study, such prior 

information and imitation will be subsumed under the attributes Observability and 

Trialability. 

3.3.2.2 Attributes of an innovation 

An individual’s perceptions regarding an innovation are formed during the knowledge 

and persuasion stages. According to DOI, there are five attributes of an innovation, 

namely relative advantages, complexity, compatibility, trialability and observability. 

Firstly, Relative Advantage is defined as “the degree to which an innovation is 

perceived as better than the idea it supersedes” (Rogers, 2003, p.229). The more the 

innovation is perceived to be in a relative advantage, the more likely it is to be adopted. 

The level of Relative Advantage is often expressed as economic profitability, as 

conveying social prestige, or in other ways (Rogers 2003). The nature of the innovation 

determines which specific type of Relative Advantage (economic, social, and so on) is 

important to users, and the characteristics of the potential adopters may also affect 

which specific subdivisions of Relative Advantage are most important. 

In the context of electronic government adoption, Betrah (2007), Gerpott (2011), 

Hwang (1999), Lemuria (2008), Raus (2009), Sang (2009), Trkman (2009), and Van 

Dijk (2008) refined the concept of Relative Advantage to cover the benefit to 
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government, citizen, and business in terms of lower costs, saved time, convenience, and 

transparency. In the empirical literature, it has been found that relative advantages 

represent “one of the strongest predictors of an innovation’s rate of adoption” (Rogers, 

2003, p.233). 

Secondly, Complexity is defined as “the degree to which an innovation is 

perceived as difficult to understand and use” (Rogers, 2003, p.257). The simpler an 

idea, the more likely it is to be adopted. In contrast, an idea that requires complex skills 

and knowledge is less likely to be adopted (Goossenaerts, et al., 2006; Rogers, 2003). 

Although complexity may not be as important as relative advantage for many 

innovations, for some new ideas complexity could be a very important barrier to 

adoption (Rogers, 2003). 

In the context of e-government, Complexity is usually defined as the difficulty 

perceived by governmental officials, citizens and businesses in adopting electronic 

government. Helbig (2009) considered Complexity as an important component in e-

government theoretical models, either as affecting the demand for e-government 

services, or limiting the usefulness of certain e-government application, or the social 

desirability of information technologies in certain policy domains. Other scholars, such 

as Alsheha (2007), Arduini (2010), Betrah (2007), Lee (2009) and Redick (2005) 

considered Complexity as a barrier to e-government adoption.  

Thirdly, Compatibility is defined as “the degree to which an innovation is 

perceived as being consistent with the existing values, past experiences, and needs of 

potential adopters” (Rogers, 2003, p. 240). An idea that is not compatible with existing 

values will not be quickly adopted. Compatibility helps the individual to absorb the new 

idea more readily. An innovation can be compatible or incompatible with the 

individual’s socio-cultural values and beliefs, previously introduced ideas, and/or 
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current modes of operation. In the context of e-government, Compatibility has been 

defined as the consistency of new IT application with the existing administrative and/or 

technical system (Tung, 2005). 

Fourthly, Trialability is defined as “the degree to which an innovation may be 

experienced with on a limited basis” (Rogers, 2003, p.258). A new idea that is easy to 

be trialled will be adopted more readily than one that is difficult to be implemented in 

stages, or phases. For those who are considering the adoption of an idea, an opportunity 

to trial the idea to see how well it works under certain representative circumstances will 

reduce uncertainty and the risks associated with committing to major changes 

immediately (Rogers, 2003). In the context of e-government, Trialability refers to the 

degree to which a governmental officer or citizen or business personnel thinks that there 

are opportunities to experiment with an IT application on a limited basis (Gerpott, 2011; 

Lee, 2004; Murphy, 2005). 

Finally, Observability is defined as “the degree to which the results of an 

innovation are visible to others” (Rogers, 2003, p.258). Some ideas are easily observed 

and communicated to other people, whereas other innovations are difficult to observe or 

to describe to others. Thus, the observability of a new idea and the ability for one to tell 

others about the idea make it easier for that idea to be diffused (Rogers, 2003). In the 

context of e-government, observability is the degree to which a governmental officer or 

citizen or business personnel can observe an IT application and tell others, such as 

colleagues, relatives, and friends (Gerpott, 2011; Lee, 2004). 

To develop the conceptual framework for our analysis, these five attributes of an 

innovation will be highlighted. In so doing, two attributes, namely relative advantages 

and complexity, will be integrated with two concepts from the TAM, namely perceived 

usefulness and perceived ease of use. 
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3.3.2.3. Previous studies using DOI 

In the context of e-government adoption research, the DOI theory has been deployed 

widely. From 434 research articles relating to e-government adoption, from 2002 to 

2012, Rana, et al., (2012), found that many researchers used DOI constructs, such as 

relative advantages, compatibility, complexity, trialability and observability, as 

independent variables to predict the adoption rate of e-government. In particular, 

relative advantages and complexity attributes were used most frequently. While the 

relative advantages variable has positive association with intention to use, there is 

generally a negative relationship between complexity and intention to use. 

For the compatibility and trialability constructs, authors tended to find that 

perceptions regarding these two attributes are associated positively with the rate of ICTs 

adoption. However, the observability construct is often not related (or is sometimes 

even negatively related) to e-government adoption (Ardis, 2003; Atkinson, 2007; Greers 

and Murtaza, 2003; Kendall, 2001; Lee, 2004, Raus, 2009 and Rogers, 2003). 

3.3.3. A proposed conceptual framework 

Investigating the theories or models used by previous studies to analyse adoption of new 

technologies, Rana, et al., (2012) found that scholars prefer to combine theories and 

models in their studies. The TAM and DOI theory have overlapping constructs. The 

complexity construct from DOI is similar (but opposite) to the perceived ease of use 

(PEOU) construct from TAM. Similarly, perceived usefulness and relative advantage 

are very similar (Rana, et al., 2012). 

For the present purposes, it makes sense to combine elements from both the TAM 

and the DOI theory, because the TAM is rather too parsimonious while the DOI theory 

is perhaps unnecessarily complicated in our context. The proposed amalgam is 
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illustrated in Figure 3.3. In this framework, questionnaire items that contribute to PU 

and PEOU in Davis (1989) can be adapted for use in designing items contributing to 

Relative Advantages and Non-complexity here. The framework also incorporates three 

other perceptions constructs from DOI theory, namely Compatibility, Trialability and 

Observability.    

As shown in Figure 3.3, stakeholders’ attributes are assumed to affect their 

perceptions of the attributes of e-customs, as well as their intention to use it. In the case 

of customs official as stakeholder, attributes include gender, age, educational level, rank 

of officer, and location of officer. When businesses are stakeholders, attributes include 

level of e-customs application, receipt of e-clearance decision, usage of e-customs 

agents, level of Internet connection, and location of business. 

Thus our conceptual framework comprises three main parts. The first part consists 

of the characteristics or attributes of the responding stakeholder, such as the age, gender, 

education, position, and location of a customs official, or the level of e-customs 

application, usage of e-customs agents, or level of Internet connection of a business. 

The second part comprises the stakeholder’s perceptions about e-customs in relation to 

the five DOI/TAM attributes: relative advantages (perceived usefulness), non-

complexity (perceived ease of use), compatibility, trialability, and observability. The 

last part of the framework allows for relationships between stakeholders’ perceptions 

regarding e-customs and their intention to continue using or supporting it. 
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Figure 3. 3 Conceptual framework  
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3.3.4. Prior expectations 

At the outset of the research (prior to conducting questionnaire surveys) I held some prior 

expectations in relation to the second reseach question, regarding what opinions of 

Vietnamese customs officials and businesses regarding e-customs. 

I expected that both businesses and customs officials would reveal moderately 

positive perceptions regarding e-customs and would express moderate levels of support for 

its continued use. This expectation was based on my own observation during preliminary 

interviews with stakeholders: I gained the impression that, despite its various limitations, e-

customs has generally brought about net benefit for most stakeholders. 

Further, from both the DOI theory and TAM, I expected to find a statistical 

association between perceptions of stakeholders regarding attributes of e-customs and their 

intention to use e-customs. In addition, findings from previous studies in the literature 

suggest that stakeholders’ attributes may extend strong influence on their perceptions 

regarding an innovation, as well as on their intention to use the innovation. Therefore, I 

expected to find that customs officials’ perceptions regarding the five attributes of e-

customs differ systematically according to their personal characteristics, such as gender, 

age, education, rank, and location. Regarding businesses, I also expected that business 

personnels’ perceptions would also differ systematically, according to some attributes of 

the businesses, such as level of e-customs application, receipt of e-clearance decision, level 

of Internet connection, and location of business. 
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3.4. RESEARCH METHODS AND DATA SOURCES 

3.4.1. Analytical review and synthesis 

One of the main methods of analysis to be used in this study could be described as 

“analytical review and synthesis”.  It is akin to “content analysis”, defined by Colton and 

Covert (2007) as “a systematic, objective, and quantitative procedure for summarising the 

content of written, recorded, or published communication”. Neuman (2006, p.332) defined 

content analysis as “a technique for gathering and analysing the content of text”. In this 

connection, content refers to words, meanings, pictures, symbols, ideas, themes, or any 

messages that can be communicated.  Whereas the main purpose of content analysis is to 

summarise available information, the main purposes of analytical review and synthesis is 

to assemble, analyse and synthesise information.  As the name suggests, the latter method 

often requires considerable expenditures of time and resources on collecting, organising 

and analysing information before it can be summarised and synthesised.  In general, the 

method has the potential to add far more value to the final product (a report, study or 

paper) than merely providing a description or summary of the relevant information.       

In some fields of inquiry, the researcher is often faced with a bewildering array of 

information and data, which may not always be consistent with one another.  In such cases, 

interpreting and evaluating individual pieces of information, reconciling them where they 

apparently conflict, selecting some of them as being of special significance, organising 

them into a coherent and logical structure, and making inferences or observing general 

patterns that may emerge are all value-adding, analytical tasks.  Where the issues or 

materials involved are complex, these are certainly non-trivial tasks; in any case, how they 

are done will always involve, to some extent, art as well as science.  Indeed, it may be 

argued that analytical review and synthesis underlies many of the most useful literature 
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reviews and illuminating case studies in various disciplines during recent times (O'Kelly & 

Miller, 1994; Rivera et al., 2005). 

Information and data for developing countries, such as Vietnam, are often not readily 

available. What is available in the public domain comes from diverse sources (some not 

highly reliable) and is often fragmentary, unsystematic and at times not internally 

consistent. This description largely fits the available information about previous e-customs 

initiatives in Vietnam.  As a result, it is difficult to form an overall picture of the current 

state of e-customs application in the country.   

In the course of conducting this study, after the available information was collected, I 

interpreted, analysed, evaluated, reconciled, organised, summarized and synthesized the 

information gathered.  The aim is to produce a comprehensive and consistent but concise 

set of information about the current e-customs situation in Vietnam.  To make the tasks 

more manageable within a reasonable timeframe, I focused mainly on the e-customs 

initiatives from 2005 to the end of 2012. Secondary data was collected by searching for 

information from Vietnamese Websites, field trips, and interviews with customs officials 

and other stakeholders.  

3.4.2. Questionnaire survey 

To answer the second research question, this study investigated stakeholders’ perceptions 

regarding e-customs, and the relationship between their perceptions and their intention 

toward e-customs application. For this purpose, we conducted survey research including 

statistical analysis of the collected data. According to Neuman (2006a), survey research 

begins with selecting a topic and deciding the type of survey, then addressing research 

questions, researching the literature, designing the instrument, collecting and analysing the 

data, interpreting the data and, finally, presenting a description of the findings. An 

important step in this process is collecting numerical data. 
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3.4.2.1. Type of survey 

In this study, a paper-based survey was selected to collect data because it was the most 

practical solution at the time. While conducting a pilot survey I found that most 

respondents were not interested in participating in a web-based, mail, email, or telephone 

survey. Note that Uriell and Dudley (2009) found that there are few differences between 

web-based and paper-based survey responses, demonstrating that sensitive data can be 

collected via web-based surveys or paper-based survey without significantly influencing 

the reliability (honesty) of survey responses. Recently, another study found the same 

outcome, that there are no significant differences across web-based survey and paper-based 

survey (Wang, Cheng & Cheng, 2013). 

3.4.2.2. Questionnaire design  

Features to consider when designing a good questionnaire include the length, organization, 

and format of questionnaire. In this study, a medium-length questionnaire is selected. 

According to Neuman (2006), the length depends on the survey format and on the 

characteristics of respondents. For the general population, a short (3 or 4 pages) 

questionnaire is appropriate. For the general public, some researchers were successful with 

questionnaires as long as 10 pages (about 100 items), but response rates drop significantly 

for longer questionnaires. Therefore, I designed a questionnaire with 29 items in 5 pages 

for customs officials, and one with 30 items in 5 pages for business respondents. Each 

questionnaire is divided into two main parts. The first part gathers information regarding 

respondents’ attributes. The second part asks respondents to rate their perceptions 

regarding e-customs and their attitudes toward e-customs application. 

A matrix question format was applied in the questionnaire. This is a compact way to 

present a series of questions using the same response categories. It saves space and makes 

it “easier for the respondents to rate the answers” (Neuman, 2006 p.295). In this study, 



 

78 

 

available responses for each item utilise opposite pairs (such as strongly disagree and 

strongly agree) within a 5-point Likert scale. Respondents are requested to check boxes 

reflecting the response that corresponds with their perceived attitude regarding the 

statement addressed. Available responses provided to respondents are strongly disagree, 

disagree, neither, agree, and strongly agree. Negative responses are scored 1, and 2; 

positive responses are scored 4, and 5; and the response of “neither” (a neutral response) is 

scored as 3. 

3.4.2.3. Content of statements (items) 

The survey instruments used in this study were adapted from a range of studies that are 

based on Rogers’s (2003) diffusion of innovations theory (DOI) and on Davis’ model, 

Technology Acceptance Model (TAM). Items for the questionnaire were adapted from the 

literature regarding e-government and e-customs in an international context, such as 

Bennett (2003), Schaupp and Carter (2005), Wonglimpiyarat (2005), Reddik (2007), Raus 

(2009), Zhang (2010) and Hameed, et al., (2012). Importantly, these questionnaire items 

were also derived from the preliminary research regarding e-customs that I had conducted 

in Vietnam.  

The survey instrument for customs officials utilizes six statements for perceived 

relative advantages, five statements for perceived non-complexity, and three statements for 

each of the remaining attributes, compatibility, trialability and observability. The overall 

perception regarding e-customs is also measured through three statements. The 

questionnaire for business personnel has seven statements for perceived relative 

advantages, five statements for perceive non-complexity, and three statements for each of 

the remaining attributes, as well as for overall perception. 
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3.4.2.4. Pilot survey 

In June 2010, a preliminary survey instrument was piloted with 27 customs officials, and 

also with university researchers to help me ensure readability, navigability and 

comprehensibility of the instrument. Feedback from the pilot survey was used to guide the 

revision of the questionnaire instruments before they were administered to the targeted 

population. 

3.4.2.5. Population 

The survey population in this study is defined to include all customs officers and 

enterprises that had been, or could potentially be, involved in the e-customs trial in 

Vietnam since 2005. At the time of the survey (2011), the potential respondents were all 

located in province-level jurisdictions served by the 13 provincial, inter-provincial and 

municipal departments of customs which were participating in the e-customs trial at the 

time, and were among the busiest province-level customs departments. 

3.4.2.6. Sample size 

To determine appropriate sample sizes in this study, I used official information regarding 

customs labour force and export-import enterprises, and took account of three criteria 

nominated by Israel (2009): the level of precision, the level of confidence or risk, and the 

degree of variability in the attributes being measured.  

Israel (2009) suggested an equation to calculate the necessary sample size for each 

combination of levels of precision, confidence, and variability:  

 

where n is the sample size, N is the population size, and e is the level of precision. 
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3.4.3. Statistical analysis 

3.4.3.1 Factor analysis 

According to Tabachnick (1996), Hair (2006), and Pallant (2011), factor analysis may be 

used to reduce a large set of items to a smaller number of dimensions or components. This 

technique is commonly used when analysing data from a questionnaire to see the 

relationship between the items in the questionnaire and the underlying dimensions. Thus, 

Factor analysis may be used to find underlying latent factors.  

Hair (2006) stated that factor analysis techniques include both exploratory and 

confirmatory perspectives. Many researchers consider that only the exploratory perspective 

is useful in searching for structure among a set of variables or as a data reduction method. 

However, in some situations, the researcher has preconceived thoughts on the actual 

structure of the data, based on theoretical reasoning or prior research. In these instances, 

the researcher may take a confirmatory approach -- that is, may assess the degree to which 

the data meet the expected structure. In this study, both exploratory factor analysis (EFA) 

and confirmatory factor analysis (CFA) were used. EFA for exploring how many factors 

are needed to best represent the data, and CFA for testing how well measured variables are 

represented by a smaller number of constructs. 

3.4.3.2. Non-parametric tests 

Nonparametric tests were used in this study: these require fewer assumptions about the 

population distributions of the data, and the level of measurement, than those used in 

parametric approaches such as classical t-tests. According to Field (2010), many 

nonparametric tests use ranks rather than actual values. The author used three main non-

parametric tests to conduct data analyses: (1) the Spearman rank-correlation, (2) the 

Kruskal-Wallis test and (3) the Mann-Whitney U test. 
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The Spearman rank-correlation coefficient is a non-parametric statistic which can be 

used when the data violate parametric assumptions such as a normal distribution for the 

data (Field, 2010). In this study, the Spearman rank-correlation coefficient was used to test 

whether stakeholders’ perceptions regarding five attributes of e-customs have a positive 

relationship with their attitudes towards supporting e-customs. 

The Kruskal-Wallis test is an alternative to the analysis of variance test (ANOVA). It 

is a nonparametric method to test the difference between three or more populations (Aczel 

& Sounderpandian, 2002; Anderson, Sweeny & Williams, 2003; and Berk & Cary, 2004). 

In this study, the Kruskal-Wallis test was used to test whether stakeholders’ perceptions 

and intentions differed systematically across groups of stakeholders with different 

characteristics. For example, it was used to test whether customs officials in different 

locations hold different perceptions, or whether businesses with different levels of Internet 

connections have different intentions. 

The Mann-Whitney U test is a nonparametric alternative to the two-sample t-test. 

The Mann-Whitney test was used to identify differences between two population groups. 

In this study, the Mann-Whitney U test was used to determine, for example, whether male 

and female customs officers perceived e-customs differently, or whether businesses that 

have received e-customs clearance decisions hold perceptions that are different from those 

of businesses that have not. 

3.4.4. Ethics issues 

Ethics issues often arise in social research due to possible invasion of privacy, lack of 

confidentiality and/or consent (Neuman, 2006, Dowling, 2009). For this study, I applied 

for ethics clearance from the Human Research Ethics Committee of Griffith University 

(Protocol Number AFE/10/09/HREC). I adhered to the conditions of this clearance, to 

preserve the rights, safety and liberties of the participants. A kit of documents including 
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information sheet, consent form, and questionnaire was delivered to each participant. The 

“Information sheet” describes the purposes of the study and how the study would be 

conducted. This information sheet highlighted that participation is totally voluntary and 

that the personal identity and the responses of participants would be strictly confidential, 

with only aggregate results being made public.  

3.5. CHAPTER SUMMARY 

In this chapter, we have discussed the study’s main research questions, the conceptual 

framework and the research methods to address those research questions. In order to 

investigate stakeholders’ perceptions regarding attributes of e-customs and their intention 

to use it, this study employs the diffusion of innovations (DOI) theory introduced by 

Rogers (2003) and the technology acception model (TAM) introduced by Davis (1989) to 

build up a conceptual framework. Within this framework, prior expectations are formed 

with regard to possible relationships between respondents’ perceptions and their intention 

to use e-customs. Prior expectations are also formed regarding the effects of respondent’s 

attributes on their perceptions and intentions regarding e-customs. 

In order to obtain and convey a comprehensive, consistent and well-organised 

understanding of the state of the customs sector in Vietnam following the e-customs trial of 

2005-2012, an analytical review and synthesis approach will be adopted in Chapter 4. This 

approach is particularly suitable for situations (like the present one) where the relevant 

information is fragmented and comes from diverse sources, which are often not consistent 

with one another. Under those circumstances, much value adding may come from 

assembling, reconciling and organising the available information, as well as from 

interpreting and synthesising the information. 
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In order to investigate the stakeholders’ perceptions and intentions regarding e-

customs, a survey research approach, combined with statistical techniques (mainly non-

parametric ones, due to the non-normal distribution of the data) will be used in Chapters 5 

and 6. This study has two groups of respondents, so two questionnaire surveys are needed. 

Detailed descriptions about population, sample size, data collection, and data analysis will 

be provided in Chapter 5 and Chapter 6. 
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CHAPTER 4: CASE STUDY OF E-CUSTOMS TRIAL IN VIETNAM, 

2005-2012. 

4.1. INTRODUCTION 

As part of the national efforts to modernise public administration and to introduce e-

government, the Vietnam General Department of Customs (VGDC) has implemented an e-

customs trial since 2005. Following Decision No. 149/2005/QĐ-TTg of the Prime 

Minister, the e-customs trial was started in Hai Phong and Ho Chi Minh City, where the 

two biggest sea-ports are located. Subsequently, Decision No.103/2009/QĐ-TTg of the 

Prime Minister, issued in 2009, expanded the trial’s coverage to a total of 21 provincial, 

inter-provincial and municipal departments of customs by the end of 2012. Phase 2 of the 

trial (2009-2012) witnessed a number of substantial achievements. As a result, e-customs 

has been applied across the country since the beginning of 2013, following Decree 

No.87/2012/NĐ-CP of the Government. 

Thanks to the 2005-2012 trial, e-customs was changed from an unknown or 

unfamiliar concept to an actual, functioning public administration system handling almost 

90% (by value) of the exports and imports declared within the nation’s top 21 customs 

departments. In the medium term, the implementation of e-customs is expected to help 

Vietnam to keep up with the regional and international trends in customs administration, 

and to deepen its integration with the regional and world economies. Yet the trial has also 

thrown into relief many areas where difficulties were encountered and where some 

limitations remain. Three of the most serious of these are the inadequate investment in 

information technology infrastructure, the underlying and continuing complexity of the 

web of laws and regulations governing the customs clearance process, and the potential 

conflicts among the interests of various stakeholder groups. 
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In this chapter, we will review the 2005-2012 e-customs trial, in order to gain a 

detailed understanding of both the achievements made and the challenges that remain. The 

plan of the chapter is as follows. In Section 5.2, a brief overview is presented of the levels 

of e-customs application. Section 5.3 provides a comparison of the steps that must be 

undertaken under traditional and e-customs. Section 5.4 discusses the achievements and 

the difficulties of the 2005-2012 trial. Section 5.5 contains a summary of the main points 

raised in the chapter. 

4.2. AN OVERVIEW OF INFORMATION TECHNOLOGY APPLICATION 

LEVELS IN VIETNAM’S CUSTOMS. 

The history of e-customs in Vietnam can be divided into three periods. During Phase 1 of 

the e-customs trial (2005-2009), e-customs was applied side by side with traditional 

customs in Hai Phong and Ho Chi Minh City. In Phase 2 of the trial (2009-2012), the use 

of e-customs was expanded in these critical locations, and introduced in 19 other 

provincial-level departments of customs. At the time of writing (end of 2013) the use of e-

customs had spread to a total of 21 customs departments (out of 34 such departments) 

across the country (Huong-Giang, 2013). It has been reported that VGDC plans to deploy a 

new e-customs system, namely VNACCS (VietNam's Automated Cargo and Consolidated 

Port System), which is supported by the Government of Japan and which will be applied 

from 2014 (VGP, 2012). 

This section provides an overview of the levels of Information Technology (IT) 

application in Vietnam’s customs sector during the 2005-2012 trial. There are six IT 

application levels, reflecting the specific characteristics of the customs declarer, the 

document submission process, and the customs office that receives and processes the 

documents. Figure 4.1 illustrates the various levels. 
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Figure 4.1 shows that at level 1, there is no advanced application of ICT, thus 

customs declarers have to submit paper based documents to the Customs Department. The 

dossiers are processed manually by the customs officials, who enter the data manually into 

computers. ICT application at this level includes the use of only customs office computers 

to manage data. This method of customs processing is considered traditional customs. A 

further application of ICT at level 2 is the use of simple ICT devices such as floppy disks, 

CD-ROMs and portable hardware devices to transfer data from the businesses’ computers 

to the customs departments’ computers. This requires the use of electronic document 

templates that are designed by the VGDC. At this level, customs officials can save some 

time compared with level 1, due to the minimal data entry required.  

ENTERTPRISES 

Online 

customs 

declaration 

CUSTOMS 

MANAGEMENT 

SYSTEMS  

Online 

customs 

declaration 

reception 

program 

  

E-customs 

clearance 

programs 

Submitting paper dossiers and customs 

officers entering data into the computer 

Using portable back-up devices (disks, USB, 

CDRom) 

C-VAN 

Connecting to the Customs 

LAN network 

Declaring at the 

declaration offices 

Declaration via Internet 

E-customs 

(4) 

(3) 

(2) 

(1) 
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Source: Department of IT and Customs Statistics – The Vietnam General Department of Customs, 2010 

Figure 4. 1 The level of IT application at Vietnam's Customs Departments  
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The application of ICT at higher levels offers the potential to achieve higher 

efficiency due to the use of more advanced connections and software programs. At level 3, 

declarers use onsite computers, which feature installed online declaration software 

programs, provided by the Customs Department. A LAN network at level 4 connects the 

business computers with the Customs Departments’ computers. In practice, very few local 

Customs Departments are able to follow this procedure. It is only applicable to small and 

closed areas such as industrial zones or export and processing zones. At level 5, declaration 

software programs are the same as for levels 3 and 4, however declaration is made through 

the Customs Department website and the Internet. WAN (Wide Area Network) allows a 

wider range of e-customs users to participate. Level 6 incorporates e-customs clearance, 

thus allowing the entire customs process, from declaration to clearance, to be done 

electronically. Levels 5 and 6 are also supported by C-VAN (Customs – Value Added 

Network). 

In short, information and communication technology is utilized more extensively at 

the higher levels of e-customs application. Although level 2 is convenient and cost-

effective, it was applied only in the first phase of the trial. There were a number of 

limitations in the application of ICT at level 3 and level 4, such as a lack of access to 

computers, the time and effort involved in travelling to the Customs Departments with 

large amounts of paper documents, and a limited number of users having access to LAN 

networks. Therefore, the VGDC has focused most of its efforts on levels 5 and 6. 

4.3. A COMPARISON OF TRADITIONAL CUSTOMS AND E-CUSTOMS IN 

VIETNAM 

In order to differentiate clearly between traditional customs and the various versions of e-

customs that have been applied since 2005, this section will first describe the traditional 

customs procedures, and then compare and contrast e-customs with traditional customs. 
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4.3.1. Traditional customs (level 1) 

In this section, we provide a description of traditional customs procedures through the 

various steps of declaration, inspection, and clearance and release of goods.   

4.3.1.1. Traditional customs declaration (Step 1)    

Customs declaration 

Customs declaration is conducted at a customs office. First, declarers collect paper-based 

forms from the customs branches. They must then submit the documentation, now in 

dossier form, to the branch in person. Customs officers receive and register the customs 

file, then issue a receipt to the client. There is then a waiting period while the dossier is 

processed. In the event that errors are found within the documentation, the declarant is 

required to return to the Branch for correction, sometimes aided by a customs officer. 

During the processing period, preserving and storing the export or import goods is the 

responsibility of the customs declarant.  

Declarant 

Declarants include owners of goods or the means of transport, and persons authorized by 

such owners to perform customs procedures within the scope of authority to which they are 

delegated. There are six categories of declarants: Owners of export-import goods, 

Organizations entrusted by the owners of export-import goods, Legal assignees (applicable 

to the case of export-import goods for non-commercial purposes), Drivers of export-import 

means of transport, Customs agents, and Postal and express delivery services providers. 

Customs agents are business persons who, on behalf of export-import goods owners and 

following a contract/agreement, do the customs procedures and other duties. A majority of 

declarers are owners of export-import goods (Customs Law, 2013). 
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Customs dossiers 

Traditionally, customs documents are paper-based. They include Declaration form 

provided by the Ministry of Finance, Commercial invoice, Purchase and sale contract, 

Permit of the competent State body for export, import and transit goods, and other 

documents as required by law applicable to specific types of goods. A paper-based customs 

dossier is submitted at a customs office (Customs Law, 2013). 

Customs branch 

Customs branches are at the lowest level of the customs management system. They 

administer customs procedures at international borders. There are two types of branch 

offices: (1) offices at border gates, including international seaports, international river 

ports, international airports, railways stations for international transportation, international 

post offices and land border gates; and (2) offices besides border gates such as bonded 

warehouses or offices of the customs departments of provinces and central cities.  

In principle, customs declarants do not have to go to border gates or seaports to 

submit their customs dossiers; instead they can go to the local Customs Departments or 

bonded warehouses. For example, an enterprise in Hanoi can declare in Hanoi instead of 

going to Hai Phong or Lang Son where the seaports or border gates are located. Customs 

clearance can also be done at bonded warehouses in Ha Noi. This saves time, effort and 

money for customs declarers. In practice, however, some customs officials in the major 

seaports of Ho Chi Minh City and Hai Phong play a key role in the final step of customs 

clearance, so that the above benefits are reduced to some extent. 
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4.3.1.2. Traditional customs dossier processing and inspection (step 2)       

Customs inspection involves an examination of customs files and relevant documents 

and/or physical inspection of goods or of the means of transport, carried out by Customs 

Authorities. Exemption from inspection may be granted to declarants if they satisfy a 

number of criteria; otherwise, customs inspection is applied. 

Inspection of customs dossier 

In this process, the customs officers verify the accuracy, completeness and conformity 

between the information in the customs declaration form and in accompanying documents, 

and inspect the compliance with official rules regarding import, export goods, tax and 

other regulation of legislation. There are two levels of customs dossier inspection. 

Level 1 is applied to goods owners who comply with all customs regulations. 

Inspection in this case includes inspection of declared information, quantity and kinds of 

documents attached to the customs declaration forms. Where no errors are found, a 

customs clearance order will be issued. These cases are known as being in the Green 

Channel, which means a customs clearance decision is issued without any further 

inspection, and the declarants can obtain release of their goods at any time. 

The identification of businesses that comply well with customs regulations is based 

on Circular 05/2008/TT-BTC. These businesses should meet all three of the following 

conditions. First, they have had export-import activities within the past 12 months and are 

confirmed by the customs authorities as being without fines for smuggling or illegal 

trafficking across borders; without fine for tax fraud; and without fines for other violations 

(including false declaration resulting in the reduction of tax or the increase of tax 

exemption, rebates and refunds) where the fines were made by the Director of the VGDC 

in accordance with Ordinance for Fines of Administrative Violations, or being fined not 



 

91 

 

more than three times where the fines were made by Heads of Customs Branches. Second, 

they have no overdue tax for more than 90 days at the time of customs registration. Third, 

they have paid their value added tax (VAT). (These criteria were amended by Circular 

86/2013/TT-BTC issued in 2013).  In case there is a legal problem, inspection at level 2 is 

applied.  

Level 1 is also applied for goods belonging to the “List of specific goods as 

stipulated by law”. These goods include tax-free machinery and equipment forming the 

fixed assets of domestic and foreign invested projects, goods imported into free trade areas, 

entrepôt ports and bonded warehouses; transit goods; emergency aid goods; goods 

specifically used for national defence; and humanitarian aid goods.  Dossiers for this type 

of goods, if without legal problems, are also processed in the Green Channel. 

Level 2 is applied to goods owners who comply with all regulations but have errors 

within their dossiers. The customs terminology classifies this case as the Yellow Channel, 

where the customs offices check the accuracy of declared information, and relevant issues 

such as a lack of goods documentation or an adjustment to the tax rate of the consignment 

of goods. 

The outcome of dosser inspection at level 2 classifies goods into two types. Type 1 

includes lots of goods with relatively minor dossier changes or adjustments. After the 

declarant completes the adjustments, the customs authority issues a customs clearance 

decision and allows release of the goods. By contrast, type 2 is applied for lots of goods 

with unresolved issues or with signs of violations, where the goods will be inspected. The 

customs terminology classifies this case as the Red Channel, which means that a physical 

inspection of goods is applied. 
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Physical inspection of goods 

This is an activity which is carried out by customs officials using machinery, technical 

equipment or other technical measures, in the presence of the customs declarant or his 

legal representative, after the goods have been taken to the site of inspection. 

Physical inspection is applied in the following cases. Firstly, goods owners who have 

frequently violated customs regulations in the past would have their goods classified under 

the Red Channel from the beginning of dossiers processing. Secondly, goods owners, 

including those that comply with regulations, whose dossiers have errors (Yellow Channel) 

that cannot be rectified during dossiers inspection must also go through the Red Channel. 

Thirdly, if customs officers identify signs of violation of customs regulations or if the 

goods in question indicate the possibility of violations of customs regulations, the case is 

moved out of the Green Channel or Yellow Channel into the Red Channel. Finally, 

physical inspection of a sample (up to 5%) of lots of goods in the Green and Yellow 

Channels is regularly carried out on a risk management basis. 

In cases of dispute between the customs office and the customs declarers, the two 

parties may agree to choose a professional inspection organization. Vietnam currently has 

State-owned and private inspection organizations. Two examples of these organisations are 

the Quality Assurance and Testing Centre, QUATEST (with branches nationwide), and the 

Vietnam Superintendence and Inspection Joint Stock Company (with 20 branches 

nationwide). If the two parties cannot agree on an existing inspection organization, a 

temporary body may be established. This body includes representatives from authorized 

State bodies. If the customs declarers do not agree with the inspection results, they can 

lodge complaints to competent bodies as stipulated by law. 
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4.3.1.3. Traditional customs clearance or release of goods (step 3)       

Goods are normally cleared for release after customs procedures are completed, including 

the payment of the assessed taxes and duties. If customs procedures have not yet been 

completed, goods may still be provisionally cleared or released in either of the following 

cases: (1) the customs dossier lacks some documents but the customs office agrees that 

they can be submitted later; or (2) the relevant imports or exports are eligible for a tax 

payment grace period as provided by tax laws, or the payable tax amount is not yet fully 

paid but a credit institution or another institution operating under the Law on Credit 

Institutions guarantees this payment. 

4.3.1.4. Key characteristics 

It can be seen that traditional customs have several key characteristics.  First, because of 

the use of paper-based documents, traditional customs creates an administrative burden for 

both businesses and customs bodies.  Second, customs declarers and customs officials meet 

each other regularly for registration, submission, and for correction of customs documents 

at the Customs Branches. Third, both the processing and physical inspections of goods, and 

the customs clearance are performed on a case by case basis by customs officials, with 

considerable reliance on subjective judgement and scope for corruption. 

4.3.2. E-customs (levels 2 to 6) 

Figure 4.2 illustrates key differences between traditional customs and e-customs. 
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4.3.2.1. E-customs declaration (step 1) 

There are no differences between traditional customs and e-customs regarding the content 

of the customs dossier. However, the form of the dossier has been changed. Instead of 

paper-based dossiers, business can now submit dossiers in electronic form. The customs 

declaration form itself is now electronic, which means that declarants can re-open saved 

forms to make amendments before re-saving or submitting. Supporting documents can also 

be e-records or e-documents (including scanned documents in PDF, JPG, GIF or PNG 

formats) that are attached to the main declaration form. Converting paper-based documents 

into electronic format facilitates the organisation, storage and retrieval of information 

(MOF, 2012). 

The method of submitting customs dossiers is also different. Declarants no longer 

have to go to the customs office to submit their paper-based dossiers in person. Instead, 

using the most popular levels of e-customs applications (level 5 and 6), declarants simply 

create dossiers on their own computers, then submit these dossiers via the Internet or C-

VAN to the computer systems at customs offices. In principle, this method for submitting 

customs dossiers may require almost zero direct contact between customs officers and the 

declarants who utilize higher levels of e-customs application, especially levels 4, 5 and 6.  

The introduction of online submission means that businesses can now have greater 

flexibility with regard to when they submit customs dossiers. At level 2 and 3, the timing 

of dossiers submission is the same as in traditional customs -- that is restricted to business 

hours, from 7.30am to 5.30pm, Monday to Friday, except for public holidays. At levels 4, 

5 and 6, the customs electronic documents processing system receives e-customs 

declaration forms 24 hours a day, 7 days a week. 



 

96 

 

Under e-customs, an official receipt and notice will be issued electronically 

following dossier submission, often within 10-15 minutes, compared with a paper receipt 

and notice being issued hours or days later under traditional customs. The outcome is 

divided into two cases. If a “notice of rejection of the e-customs declaration” is received, 

the declarants have to modify and supplement information in the e-customs declaration 

form or convert back to traditional customs by providing explanations under the guidance 

of the customs office. By contrast, declarants who received a “serial number of the e-

customs declaration” and “decision on the form and level of inspection” will know 

immediately whether their goods are going through the Green, Yellow or Red Channels.  

In the Green case, the declarant may simply print out one copy of the e-customs 

declaration accepted by the customs office for “customs clearance” or “release of goods”. 

In Yellow and Red cases, further interactions between the declarant and customs officers 

are necessary, as documents in the dossier and/or the goods themselves need to be 

inspected. While e-documents may be used in the inspection process for Yellow Channel, 

typically declarants in this situation find it necessary to hold paper-based documents and to 

produce them in case there is any doubt regarding the authenticity of any such document.  

In Red Channel cases, where officials are far less prepared to make the presumption of 

authenticity and accuracy, further processing is essentially the same as under traditional 

customs, where paper-based documentation is required. 

Under e-customs, Vietnam has introduced an innovation, namely Prior (or 

Advance) Decisions. These decisions may be issued up to 12 months before the actual date 

of export or import. Each decision clearly states the classification of goods, methods of 

customs value identification and the origin of the expected import-export goods. 

Procedures for obtaining a Prior Decision are the same as for normal e-customs declaration 

and inspection. Prior to the actual export or import, the business may change or cancel the 
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declaration as stipulated. These Prior Decisions help businesses and individuals to gain 

greater flexibility and efficiency in their export and import activities. 

4.3.2.2. E-customs dossier processing and inspection (step 2) 

According to Circular No. 196/2012/TT-BTC of November 15, 2012, the receipt, 

examination, grant of registration numbers, and channeling of e-customs declarations by 

the customs office are automatically carried out through the e-customs data processing 

system. Because the system can detect errors and report them automatically, e-customs 

offers the potential to reduce the time and labour costs of dossier processing. Specifically, 

the system is capable of checking information regarding (1) tax calculation, identifying 

goods eligible for tax exemption, consideration of tax exemption, deduction, refund or 

non-collection; (2) the payable tax amount, paid tax amount, underpaid or overpaid tax 

amount (if any), fine amount for late payment; (3) the accuracy and (to some extent) the 

authenticity of supplementary documents in the dossier; and (4) other information on the 

customs declaration. In contrast, under traditional customs, dossier inspection is conducted 

manually, which is a much more labour-intensive process. 

With the advent of e-customs, Vietnam has introduced an innovation in the way 

some businesses (those that are considered to be “special priority cases”) can declare and 

clear their goods.  These are businesses with excellent records of compliance and highly 

stable and predictable flows of goods through customs.  They are allowed to complete a 

Provisional Declaration form to cover, on a monthly basis, multiple consignments of goods 

that are all from or for the same counterparty, and are of the same customs category.  

Taxes can be collected provisionally, with final settlement to be completed after all 

consignments have been processed.  As of November 2013, 22 businesses had been 

certified, in this “special priorities” grouping.  
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4.3.2.3. E-customs clearance or release of goods (step 3) 

“Special priorities” businesses may also be granted Provisional Release of goods, with 

formal customs clearance to be issued at a later date, for example, upon reconciliation for 

all the relevant consignments provisionally declared and payment of any net amount of tax 

that may be due.  However, for the other businesses, which currently represent an 

overwhelming majority, there is little or no difference in practice between traditional 

customs and e-customs during this last step of customs clearance and release of goods.  

4.3.3. Key differences between e-customs and traditional customs 

From the above analysis, it can be seen that e-customs and traditional customs differ in 

several important respects in Vietnam. First, e-customs utilises recent information and 

communication technologies (ICTs) to enhance convenience, efficiency, and accuracy in 

the customs declaration process, including the preparation and submission of the customs 

declaration dossier. Second, the use of ICT innovations under e-customs allows 

information to be stored and retrieved by customs offices far more efficiently than before, 

and also enables declaration dossiers to be checked automatically, with associated gains in 

accuracy and reductions in labour costs. (Of course, this does not eliminate the need for 

mechanism to verify, for example via a sampling approach, that the electronic processing 

system is not compromised by the use of bogus or tampered e-documents in dossiers.). 

Third, under e-customs it is possible (at least in principle) to reduce in-person contact 

between declarants and officials to a minimum, thus increasing transparency and reducing 

the risks of corruption. Fourth, the introduction of e-customs has been accompanied by a 

number of innovations in the administration of the customs process. These innovations 

include introducing Prior (Advance) Decision, Provisional Declaration, and Provisional 

Release of Goods. These innovations offer greater flexibility and cost reductions to 
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businesses whose customs transactions are stable and predictable and where the risks of 

abuse or infringement are assessed to be minimal. 

4.4. RESULTS OF THE E-CUSTOMS TRIAL, 2005-2012 

Although Vietnam began to apply electronic customs procedures nationwide from 1
st
 

January 2013, as stipulated in the Government’s Decree 87/2012/ND-CP, at the time of 

writing (late 2013) the prevailing e-customs system was still the same as the one used 

during the trial period (for example, 2012). It is expected that this system will be replaced 

by the VNACCS from 2014. Therefore, the e-customs trial project can be divided into 

three phases. According to the Vietnam General Department of Customs (VGDC), Phase 1 

was from 2005 to 2009, Phase 2 from late 2009 to 2012. Phase 3 can be seen as being 

conducted during 2013. This section will focus on the first two phases of this trial. 

4.4.1. Results of Phase 1, 2005-2009. 

Decision No. 149/2005/QĐ-TTg of the Prime Minister and Decision No. 50/2005/QĐ-

BTC of the Minister of Finance selected the Customs Departments of Ho Chi City and 

Haiphong to be the first two departments for the e-customs trial. Right after these decisions 

were issued, the two departments started to prepare the infrastructure and trained 

participating customs officials and businesses with regard to e-customs.  In addition, the 

Customs IT-Statistics Division participated actively in directing the set-up and operation of 

the software programs to be used. 

4.4.1.1. Achievements 

Phase 1 helped to introduce new and unfamiliar concepts to participating businesses and 

customs officials, and to demonstrate that these ideas can feasibly be put into practice, with 

clear benefits for both groups. Phase 1 also achieved moderate increases in the 
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participation of businesses and offices. As shown in Table 4.1, whereas only 73 businesses 

in Haiphong and 172 businesses in Ho Chi Minh City participated in e-customs in 2007, by 

September 2009 these numbers had increased to 545 and 357 respectively. The proportion 

of customs declaration forms that were submitted under e-customs rules in Hai Phong 

increased from 1.71% in 2007 to 5.07% in 2009. Similarly, in turnover terms, the 

proportion of goods that were going through e-customs procedure increased from 3.65% to 

7.77% in Hai Phong and from 7.30 % to 9.91% in Ho Chi Minh City.  

Table 4. 1 Results of e-customs trial in Hai Phong and Ho Chi Minh City, Phase 1, 

2005-2009  

 

  Haiphong   Ho Chi Minh City 

 2007 2008 9/2009 2007 2008 9/2009 

Number of businesses participating 73 171 545 172 267 357 

Number of customs declaration forms 

being processed (level 6) 5,146 9,509 16,144 31,224 33,011 28,099 

Percentage of customs officials 

participating (%)  5.04 5.45 5.93 3.74 3.81 3.78 

Percentage of e-customs declaration 

forms (level 6)/total declaration forms   1.71 2.53 5.07 2.58 2.53 3 

Export-import turnover (million USD) 462.16 837.62 949.6 2,983.0 4,310 3,300.00 

Percentage of export-import turnover 

done through e-customs procedures 

(level 6)/total turnover 3.65 4.54 7.77 7.3 8.32 9.91 

Source: Report on the implementation of e-customs in 2009 of the Vietnam General Department of 

Customs 

4.4.1.2. Limitations on the part of  customs offices 

Inadequate IT infrastructure 
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According to a report of the VGDC (2010), the IT infrastructure at this stage was not 

strong enough to support an e-customs system at levels 5 and 6. Internet connections were 

inadequate, resulting in “bottleneck” situations causing frequent failures in data 

transmission and losses of data. In addition, there was a lack of computers, and other 

hardware, including up-to-date servers and work stations. The shortage of computers was 

most noticeable in some customs offices such as goods inspection divisions, port gate 

supervision divisions, and ships and warehouses supervision divisions. As a result, the 

final step of customs clearance and goods release was often performed on the basis of 

paper, rather than electronic, documentation. Table 4.2 illustrates a notable example, the 

case of the Hai Phong Department of Customs. The data show that most port gate 

supervision divisions had no Internet connection in 2010 (the only exception being at Chua 

Ve). 

Table 4. 2 Internet connection with the port gate supervision division and 

warehouses/yards ar Hai Phong Department of Customs, by 6/2010  

 

 
Number of 

computers 

Distance from the 

customs branches 

Internet 

connection 

Office of port gate supervision division  2 1.5 km None 

Đinh Vu  port gate supervision division 1 7.0 km None 

Checking point outside Sao Đo Warehouse 1 1.5 km None 

Checking point outside North Freight  

Warehouse 1 2.5 km 

None 

Checking point outside Viet Fach  

Warehouse 1 3.0 km 

None 

Checking point outside Tasa  Warehouse 1 3.0 km None 

Checking point outside Nam Phat  

Warehouse 1 3.5 km 

None 

Checking point outside Inlaco Sài Gòn  

Warehouse 1 1.0 km 

None 
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Source: Report of the difficulties and problems in the implementation of e-customs at Hai Phong 

Customs Department, 2010 

 

Inadequate E-customs of software program  

During Phase 1, the e-customs software program was still in the development and testing 

stage, so there were many basic errors. For example, the starting value for many items to 

be entered, which should be zero, was often defaulted to a different, inappropriate value, 

resulting in problems for businesses trying to complete an e-customs declaration form. In 

some cases, although a registration/acceptance number was provided (meaning that the 

submission was completed), the program still generated a false notice that no information 

had been entered. Moreover, the software did not cover all of the options and requirements 

of participating businesses and customs officers. What was covered often involved 

interfaces and key stroke sequences that were not very user-friendly or intuitive.  

Lack of integration 

During Phase 1, e-customs operated within only two e-customs branches, one at the Ho 

Chi Minh City Department of Customs and the other at the Hai Phong Department of 

Customs. These two customs branches were set up especially to trial e-customs procedure, 

and were not directly connected with most other elements of VGDC. Further, the VGDC 

itself is only one among a large number of agencies (such as the Treasury, the quarantine 

inspection authorities, and the Ministry of Public Security), each of which has some roles 

in the export-import and customs processes. While VGDC was experimenting with e-

customs, the spread of e-government to the other agencies was uneven. Thus, while e-

documents generated within the customs sector were being standardised, documents 

Chua Ve Port Supervision 1 Nearby branch office LAN 

Warehouse supervision at Chua Ve Port 1 Nearby branch office LAN 
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produced by other sectors, such as export-import certificates, receipts of payment to the 

treasury (tax payment documents), and quality control certificates (animal and vegetable 

inspection, food hygiene), were digitised in various, often not compatible, formats. As a 

result, the electronic dossiers of many lots of goods were cumbersome rather than 

streamlined. 

When processing customs dossiers, offices typically had to open many programs at 

the same time on their computer (for example, the price management system for tax 

calculation GT22, the accounting system KT 559, and the violation information system...). 

The main e-customs software was not compatible with these related systems, thus creating 

many difficulties in processing e-customs data. The Ho Chi Minh City Customs 

Department gave an example where, due to the lack of integration with the accounting 

system KT559, information about tax enforcement and violations was not automatically 

updated into the risk management system Riskman for future channelling work; instead the 

updating must be done manually. 

4.4.1.3. Limitations on the part of businesses 

Businesses that participated in Phase 1 had been pre-selected on the basis of their 

established records of well-functioning operations at a commercial level as well as 

compliance with rules and regulations in the customs area. Nevertheless, many of these 

businesses encountered difficulties in working with e-customs. Firstly, some businesses 

made basic errors when transferring data from their computers to e-customs declaration 

forms. For example, the errors may relate to the codes for goods and materials that need to 

be correct when entered on the declaration form. Secondly, about 10% of the participating 

businesses used a particular software program that was clearly deficient, for example, it did 

not allow the declarant to amend the e-customs declaration form prior to seeking clearance. 
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Thirdly, some businesses used other information management systems that were not 

compatible with the customs software program. For example, the latter program allowed 

data extraction from EXCEL files only. For other types of data, the relevant businesses had 

to extract the data and enter them in the e-customs dossiers manually. Finally, e-customs 

was not really appropriate for some businesses due to their small scale of operation. Many 

businesses that had export-import activities with China, Laos and Cambodia simply relied 

on their drivers to complete the customs clearance procedures. For them, traditional 

customs was cost-effective, whereas e-customs required them, for example, to invest in 

equipment, to establish Internet connection and to organize training.  

4.4.2. Results of Phase 2, 2010-2012 

4.4.2.1. Increased use and acceptance of e-customs 

Decision No. 103/2009/QĐ-TTg of the Prime Minister marked the beginning of a period 

during which the e-customs trial was expanded, in term of geographical coverage, the 

types of goods involved, and the total value of the good declared and processed. All 

customs branches were allowed (and encouraged) to implement e-customs, either in 

parallel with, or in lieu of, traditional customs. 

Table 4.3 illustrates the remarkable growth in the use and acceptance of e-customs 

during the period 2010-2012. The number of customs departments implementing e-

customs increased from 2 in September 2009 to 13 in 2010, and to 21 in 2012. The number 

of customs branches that operated e-customs increased from 2 in September 2009 to 104 in 

2012. Over this same period, the proportion of customs declaration forms that were 

submitted electronically rose from 4.0% to 85.3%. In some locations, this proportion 

exceeded 90%: for instance, it was 92% for Ha Noi, 96.6% for Quang Ninh, 97% for Da 

Nang, 99% for Hai Phong and almost 100% for Quang Ngai (Thai-Binh, 2012). Similarly, 
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in term of turnover value, the proportion of exports and imports being declared 

electronically (rather than through traditional customs) increased sharply from 7.3% in 

2009 to 88.2% in 2012. The types of goods that could be declared electronically increased 

from 3 to 9; the remaining 3 types account for a very small proportion of the total value of 

exports and imports processed by the customs offices.  
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Table 4. 3 Results of e-customs trial in Phase 1 and Phase 2, from 2005 to 2012  
 

Indicators 

Unit 

Phase 1 Phase 2 

2007 2008 by 9/2009 2010 2011 2012 

Number of customs departments using e-customs Department 2 2 2 13 20 21 

Number of customs branches using e-customs Branches 2 2 2 70 93 104 

Number of businesses participating in e-customs Businesses 245 438 669 3,135 42,381 50,350 

Number of e-customs declaration forms Million 0.036 0.043 0.019 0.33 2.80 4.23 

E-customs declaration forms /Total number of customs 

declaration forms  
% 2.00 3.00 4.00 9.60 78.00 85.30 

Export-import turnover Billion USD 3.45 5.14 4.25 42.30 148.54 201.53 

Export-import turnover through e-customs/Total export-

import turnover through customs 
% 6.44 7.32 9.34 22.60 72.90 88.20 

Source: Report on the results of e-customs trial in 2012, The Vietnam General Department of Customs. 
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4.4.2.2. Benefits of e-customs  

Reductions in time spent by businesses 

The time that a typical business needed to spend to complete the customs process under 

the e-customs system in 2011 or 2012 was less than under traditional customs in 

previous years. On average, to complete the declaration process and obtain clearance 

required about 15 minutes for goods in the Green Channel, compared with about 10 to 

60 minutes for Yellow Channel goods (Thai-Binh, 2012). The time required to declare 

and clear Red Channel goods was highly variable. Although there are (to our 

knowledge) no formal statistics available regarding the amounts of time previously 

required to declare and clear these types of goods under traditional customs, customs-

sector professionals tend to see these estimates as distinct improvements over the 

performance of the previous traditional customs system. For example, Mr Nguyen-

Tran-Hieu, Deputy Head of the Department of Customs Information and Statistics, 

stated that “15 minutes for clearance of Green Channel goods was a success” (VIR, 

2011). 

In a 2010 survey, the VGDC and the Vietnam Chamber of Commerce and 

Industry (VCCI) collected responses from 505 businesses and found that 75.3% of 

businesses that participated in e-customs trial perceived that the total time required for 

completing all customs procedures was reduced compared with previously. However, 

43.1% said that the final steps of customs procedures, including clearance and release of 

goods, now required as much time as under traditional customs (or even more) (VCCI 

& VGDC, 2011). 
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Reductions in costs for businesses 

According to calculations by the VGDC, in Phase 2 e-customs saved about 20%  off the 

costs for businesses of completing each customs dossier (MOF, 2012). Mr Nguyen-Ha-

Phuong, Manager of Customs Clearance Division, Vinamilk Corporation, said that since 

participating in the e-customs trial, Vinamilk has been able to cut the costs of each 

customs clearance by about 50% (Minh-Tam, 2010b). However, this was true only for 

Green Channel goods. For Yellow and Red Channel goods, businesses had to submit 

paper dossiers as in traditional customs, and the total costs to the businesses may well 

be higher than in the past (Nhat-Xuan, 2013). 

According to the 2010 survey of 505 businesses by VGDC and VCCI, 57.9% of 

businesses that had participated in the e-customs trial said that their customs 

declaration/clearance costs were lower than before. However, 42.1% said that there 

were no material changes in their customs costs (VGDC & VCCI, 2011). It is probably 

the case that businesses which experienced lower costs have generally seen their goods 

being directed to the Green Channel.  

Flexible timing 

E-customs allowed businesses greater flexibility in choosing the time to perform 

customs procedures. The customs data reception and processing system operated 24 

hours / 7 days, allowing businesses to submit their customs documents through the 

Internet at any time. In a 2010 survey, 82% of the respondent businesses said that e-

customs helped them to better manage the time and the location of doing customs 

procedures (VCCI & VGDC, 2011). 

Reductions in direct contact between businesses and customs officials  

Under e-customs, businesses with goods in the Green Channel received an e-clearance 

decision without any interaction with customs officials, except for the final step of 
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securing the release of goods. In addition, the e-payment system which was put into use 

in 2011 also helped to reduce the interaction between businesses and customs officials, 

as businesses paid customs fees and export-import taxes through Internet banking (DN, 

2012; Nguyen-Quoc, 2012). With fewer occasions for direct contact between officers 

and businesses, some reductions in the opportunity for corruption can be expected. 

4.4.2.3. Improving the compatibility and performance  of the system 

Businesses invested on ICT capabilities  

A survey of 505 businesses by the VGDC and VCCI in 2010 indicated that 100% of the 

respondents were equipped with computers and Internet connections. Many used 

Internet service packages with high access volume and high speed of transmission. 

Their staff tended to be quite familiar with the use of computer and the Internet. 

Customs officials assisted SMEs 

While doing field work in 2011, the author observed that many small and medium-sized 

enterprises (SMEs) did not wish to invest a lot of resources in developing their ICT 

assets and e-customs capabilities. Their natural inclination would be to continue using 

traditional customs with paper-based declarations and in-person submission at customs 

offices. However, customs officers were often able to encourage them to use e-customs 

at level 3, that is, to access the e-customs system via computers provided by the customs 

office. 

For example, at the Customs Departments in Ha Noi, Hai Phong, Dong Nai and 

Ho Chi Minh City, a number of computers connected to the server in the customs office 

were set up in a separate room.  SMEs could create, complete and submit their customs 

dossiers on these computers, as their small export-import volume may not justify 

investments in computer, Internet connections and e-customs software. At Cat Lai 
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Branch of the Ho Chi Minh City Customs Department, some officials were assigned to 

assist businesses, especially SMEs, with customs declaration. It took about two minutes 

to complete each customs declaration, then another ten minutes to wait for the goods 

clearance decision. SMEs had to pay 50,000 VND, approximately 2.5 USD, for this 

service. They would have to pay double this amount to employ a private service 

provider for the same service.  

An e-payment system was developed 

Since about 2011, businesses no longer had to go to customs offices and the state 

treasury to pay customs fees and export-import taxes. Instead, they could now utilise an 

online payment system connecting the customs office, businesses, banks, the treasury 

and the tax authority. Data were shared among the government agencies, banks and 

businesses, which helped the customs sector to reduce the time required for updating 

data for the customs dossiers before issuing clearance decisions. In addition, the shared 

data were used in compiling statistics and reports about tax collection. Customs officials 

could also follow up the debt situation of the businesses, and their tax grace periods. 

4.4.2.4. The rise of customs service – providers (brokers) 

According to Thu-Hoa (2012), it has become apparent in recent years, that the services 

provided by customs agents were not really what many businesses, including SMEs, 

wanted. As a result, a new type of customs service providers, namely the brokers, has 

emerged. Customs agents must enter into formal contracts with their clients (the 

declarants) and are legally authorised to act on their behalf. There are provisions in the 

rules and regulations of customs that specifically address the role and operations of 

customs agents. By contrast, the relationship between a broker and a declarant client is 

more an informal and close one. The broker is not empowered to act formally on behalf 

of the client, but rather advises the client and acts as an intermediary between the client 
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and customs offices in order to ascertain, minimise and / or resolve issues that may arise 

during the customs declaration and clearance process. 

As of 2011 and 2012, the authorities had clearly been aware of the growing role of 

customs brokers but had not issued regulations and rules to govern their activities or to 

formally acknowledge their presence. Knowledgeable observers informed the author 

that perhaps 40% to 50% of all customs declaration forms nationwide were being 

completed with the assistance of customs brokers. 

4.4.2.5. Limitations of e-customs during Phase 2 

ICT infrastructure 

The VGDC (2013) recognized that its IT infrastructure, including Internet connections 

and servers, remained inadequate during Phase 2. Although the VGDC had been aware 

for some years of frequent losses of data during the submission of e-customs dossiers, 

as of the end of 2011 the situation had not improved (Binh, 2011). For example, the 

Customs Departments in Quang Ninh and Ha Noi experienced frequent episodes of 

poor connection; even the WAN backup network of Hanoi could not ensure smooth 

connection when the main network did not work (Xuân 2013, Binh 2011). The Dong 

Nai Customs Department also faced difficulties regarding IT equipment and had to hire 

servers to meet the high demand (Binh, 2011). Mr Toan, a leader within Ho Chi Minh 

City Customs Department of Customs, accepted that data losses due to inadequate 

connections were a reality, and even raised concern over future conditions: as the use of 

e-customs is expected to increase in the near term, the Internet bottlenecks could be 

even more serious (Minh-Tam, 2011). 
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Changes in regulations and requirements outpaced software program development 

After seven years of the trial application and four sets of extensive amendments, there 

are still many problems with the e-customs software. Although most or all of the 

technical mistakes that occurred during Phase 1 have been resolved, new issues have 

arisen during Phase 2 because of changes in laws and regulations regarding customs, 

tax, international trade, and related matters. For example, during the period 2009-2012, 

the Customs Law was amended twice, and a new version is being considered for 

promulgation in 2014, necessitating the issuance of two new Decrees of the 

Government regarding the e-customs trial. In addition, there have been many 

regulations issued by the Ministry of Finance, the Vietnam General Department of 

Customs, the Vietnam General Department of Tax and other related Ministries, such as 

the Ministry of Industry and Trade during 2009-2012. As a result, the e-customs 

software was always lagging behind the prevailing regulations and law system. 

When using e-customs, businesses must have a software program supplied by IT 

providers nominated by the VGDC. The problem was that VGDC frequently changed 

the relevant regulations and procedures, requiring changes in software programs. 

Businesses must be responsible for the cost of such changes (Customs Magazine, 2012). 

In terms of international trade standards, inadequacies in Vietnam’s e-customs 

system have emerged that have not been helpful to the country’s integration into global 

trade. For example, as of 2010 the International Commerce Terms have not been 

incorporated into e-customs software. Consequently, businesses have had difficulties 

with electronic declarations and needed to seek some assistance from customs offices to 

make manual adjustments to the software. 
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Ad hoc human interventions and persistent corruption 

Because not all of the tasks involved in the customs process have been automated, some 

customs officials intervened in the dossiers processing stage, at times for no good 

apparent reason. It is known that, after having received the e-customs dossiers receipt 

number, some businesses would supply this number to customs officials known to them 

so that the inspection/channelling results could be changed manually for the benefit of 

the businesses (for example, goods may be taken out of Yellow or Red Channels and 

put in Green Channel). Such collusion between customs officials and businesses might 

give rise to the impression that e-customs increased throughput and efficiency, but the 

reality may be that customs regulations were being violated and state revenues might be 

under-collected. 

It is widely known that the costs incurred by declarant businesses comprise an 

explicit, official component and an implicit, and mostly illegal, component. The latter, 

associated with collusion and corruption, is often larger than the former. There are 

reports that businesses had to pay a minimum of 5 million VND (equivalent to USD 

250) in terms of hidden payments for each container of goods. If the outcome of the 

dossier processing is the Yellow or Red Channel, this amount would be much higher 

(Minh-Tam, 2011). In short, it appears that e-customs has not had any noticeable impact 

on the corruption situation. 

Challenges in administering e-customs 

Circular No. 80/2011/TT-BTC dated 09/06/2011 requires that “customs declarers must 

have been trained at training institutions”. These training institutions are run by customs 

offices and successful trainees are granted certificates. According to Mr. Bui Thai 

Quang – Deputy Head of the Risk Management Division of the Vietnam General 
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Department of Customs – only 2,000 certificates had been issued by the end of 2012, 

while there were 50,350 businesses participating in the e-customs trial. It is evident that 

this regulation was a hindrance to the operations of the e-customs trial (Ha, 2013). 

At times, it appeared that higher proportions of customs dossiers were being 

directed to the Yellow Channel (customs documents inspection) and Red Channel 

(physical goods inspection) than previously (under traditional customs). Ad hoc 

application of the risk management system and direct, ad hoc intervention by customs 

officials to over-ride the automated processes (in order to cause difficulties for non-

colluding declarants) sometimes resulted in the inspection process being stricter than 

before (Customs Magazine, 2012).  

Because of potential infringements, risk management is always a critical element 

in any customs system. One approach to risk management is to subject a proportion (for 

example, 5%) of goods in the Green Channel to more thorough inspection of either the 

documents (essentially, moving the case to the Yellow Channel) or the goods 

themselves (Red Channel). Under e-customs, it is possible in principle to systematically 

select, through stratified sampling, a sample of such dossiers for inspection, and 

moreover, to complete a feedback loop by using the outcomes from such inspections to 

adjust the algorithms or parameters involved in selecting cases for the sample. In 

practice, the selection process has been subjective generally and not well documented, 

and there have been apparently no attempts to use inspection results to systematically 

amend the sample selection process. 

In addition, according to a manager at the Binh Duong Customs Department, the 

concentration of data management at the VGDC means that provincial customs 

departments were unable to work with businesses in their area to deal with emerging 

problems (Thu, 2012). Any discussions and interactions must be done at the central 
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level (the Vietnam General Department of Customs). This tended to increase the risk of 

overloading the system as it had to serve 21 provincial customs departments, 104 

customs branches and over 50,000 businesses.  

4.5 CHAPTER SUMMARY  

In this chapter we have provided a review of the e-customs trial implemented by 

Vietnam General Department of Customs during the period 2005-2012.  Phase 1 of the 

trial began in 2005 as a limited experiment with a relatively small sample of customs 

transactions involving pre-selected businesses and categories of goods to be cleared at 

Ho Chi Minh City and Haiphong, where the country’s two busiest seaports are located.  

Phase 2 of the trial began in late-2009 and witnessed a rapid expansion in the use of e-

customs.  

During the earlier stages of the trial, many participating businesses simply 

replaced paper-based forms and supporting documents with electronic files stored on 

portable storage devices such as disks and USB memory sticks (described as IT 

Application Level 2 in the chapter).  Others continued to send staff to customs offices as 

they had done under traditional customs, but under the new e-customs system their staff 

would use computers provided at these offices to create and submit e-customs dossiers 

(Application Level 3).  Over time, preferences shifted toward the use of computers 

located at the declarant business’s premises and of the Internet for connections with the 

customs office (Level 5).  At the most sophisticated level (Level 6), connections would 

be through C-VANs and much of the processing by the customs office would be 

automated through the use of computer software. 

The trial helped to introduce new and unfamiliar e-customs concepts and practices 

to export-import businesses and customs officials, and demonstrated that these ideas 
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and practices can feasibly be implemented in Vietnam.  Indeed, the number of province-

level customs departments implementing e-customs increased from 2 in 2005 

(unchanged in September 2009) to 21 in 2012.  The proportion of customs declaration 

forms that were submitted electronically rose from 4.0% in September 2009 to 85.3% in 

2012.  In terms of turnover value, the proportion of exports and imports being declared 

electronically (rather than through traditional customs) increased sharply from 7.3% in 

2009 to 88.2% in 2012.  

The trial implementation of e-customs has helped Vietnam in its efforts to keep up 

with global and regional trends in the administration and governance of international 

trade, and to deepen its integration with the world and regional economies.  The trial 

also contributed to on-going, national efforts to modernise public administration and 

enhance efficiency through adoption of e-government technologies and practices.  At a 

practical level, e-customs has helped to reduce the time and expenses that an average 

business must incur in order to declare and clear a consignment of goods through 

customs.  Businesses have also enjoyed greater flexibility and convenience, in terms of 

timing and location of customs activities.  It is likely, however, that the benefits which 

have been observed to date are only a small fraction of the potential gains that e-

customs offers. 

In order to realise a greater proportion of such potential benefits, Vietnam will 

need to address a number of limitations that already became apparent during the trial.  

First, inadequate IT infrastructure (especially Internet and local network connections, as 

well as servers) and a lack of basic equipment (such as computers) resulted in frequent 

transmission failures and bottlenecks at critical points (such as port gates and 

warehousing facilities) that degraded the overall functioning of the entire system.  In 

many instances, they have even become excuses for delays or bureaucratic hassling.  
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Second, e-customs software has generally failed to keep up with the requirements of 

businesses, due partly to frequent changes in regulations and rules imposed by the 

authorities. Where new software became necessary, the costs of purchasing the software 

were borne entirely by businesses.  Third, human intervention in the automated 

inspection and channelling process, as well as the risk management (sample checking) 

process, have not been based on transparent and well-documented criteria.  This practice 

has limited the benefits that e-customs potentially offers, and has created opportunities 

for collusion and corruption to persist.  Fourth, some aspects of the administration of 

the trial would have benefitted from taking account of feedback from businesses and 

local customs offices.  Examples of these include (1) the requirement that e-customs 

declarers must have undergone certified training, at a time when the capacity of the 

official training facilities was clearly inadequate, and (2) the lack of mechanisms for 

greater participation by local customs offices in resolving cases that arose in their 

jurisdictions.  

Above all, results from the e-customs trial in Vietnam illustrate a point that is 

often noticed in the international literature on e-government and public administration: 

it is unrealistic to expect e-government initiatives to achieve more than technical 

efficiency gains (for example, to make transformational gains in terms of increased 

transparency and reduced corruption) unless there is a willingness to change the 

underlying practices, attitudes and motivations of the main stakeholder groups involved.  

In the next two chapters we will turn to an investigation of how e-customs is perceived 

by two main stakeholder groups, businesses and customs officers.    
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CHAPTER 5: PERCEPTIONS OF VIETNAMESE BUSINESSES 

REGARDING ELECTRONIC CUSTOMS 

5.1. CHAPTER INTRODUCTION 

This is the first of two chapters that analyse primary data obtained from questionnaire 

surveys conducted in 2011 as a means of gaining a deeper understanding of the 

perceptions and intentions of key stakeholder groups regarding e-customs in Vietnam.  

Ultimately stakeholder support is essential for the success and sustainability of any 

reform or innovation.  As noted in Chapter 3, two major groups of stakeholders can be 

readily identified in the case of e-customs in Vietnam: customs officials, and businesses 

that require customs transactions.  Several other stakeholder groups can also be 

identified -- for example, high-level policy makers with overall responsibility for 

customs and for public administration, providers of technical information technology 

services required in the implementation of e-customs, and customs agents who assist 

businesses in complying with customs requirements.  Each of the three latter groups of 

stakeholders, however, tends to be fairly small in number.  By contrast, the two former 

stakeholder groups are both quite numerous.  For the purposes of this study, therefore, 

we shall focus mainly on these two groups.  

Of central interest to this chapter is the level of support among Vietnamese 

businesses for e-customs.  From the conceptual framework outlined in Chapter 3 and 

based on the theory of Diffusion of Innovation (DOI) and the Technology Acceptance 

Model (TAM), it can be expected that the support given by each business to e-customs 

is heavily influenced by the business’s perceptions regarding the attributes of e-

customs, and in turn these perceptions are likely to be affected by the business’s own 

features, such as Level of e-customs application; Receipt of e-clearance decision; Usage 

of customs agents; Level of Internet connection; and Location of business.  A key 
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purpose of this chapter is, therefore, to gain insights into the differences in the 

perceptions and intentions across specific groups of businesses, with a view to drawing 

implications for both the theory and practice of e-customs and, more generally, of e-

government. 

The remainder of this chapter is organised as follows. Section 5.2 provides details 

regarding the questionnaire survey, including the sample size, data collection method, 

and sample characteristics. Section 5.3 briefly recapitulates our framework as it applies 

to this particular survey, and also describes the variables (both “observed” and latent) 

that are based on the above framework and are related to the characteristics, perceptions 

and intentions of businesses.  Section 5.4 focuses on the possible relationship between 

the business personnel’s perceptions of the advantages, disadvantages and other 

attributes of e-customs on one hand and, on the other, their intention towards it. In 

Section 5.5, we investigate the perceptions and intention of all business respondents as a 

group. By contrast, in Section 5.6, we investigate the role that each business’s attributes 

plays in influencing its personnel’s perceptions of and intention to use e-customs.  

Section 5.7 discusses the implications of our findings, together with some key 

limitations.  A summary of the main points raised in the chapter is provided in Section 

5.8. 

5.2. DETAILS ABOUT QUESTIONNAIRE SURVEY 

5.2.1. Survey instrument 

As mentioned in Chapter 3, both the questionnaires for customs officials (analysed in 

the next chapter) and for businesses (this chapter) were designed based on the theory of 

DOI by Rogers (2003) and the TAM by Davis (1989), as applied in the e-government 

domain by, among others, Raus et al., (2009), Conrad (2009), Gerpott (2011), and 

Hameed et al., (2012), and on preliminary information obtained from documents 
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relating to the pilot implementation of e-customs in Vietnam (see Chapter 4). The 

content of the instrument was also derived from the literature review on e-government 

and e-customs. 

A copy of the questionnaire instrument (in both English and Vietnamese) is 

contained in Appendix 3. The first part asks the respondents to provide information 

about the characteristics of the business which are relevant to the application of the e-

customs trial. Five characteristics include:  Level of e-customs application; Receipt of e-

clearance decision; Usage of customs agents; Level of Internet connection; and 

Location of business.  The second part, a series of statements about the attributes of e-

customs and about the intention to use it, is attached to a 5-point Likert scale allowing 

each respondent to express the extent to which they agree with each individual 

statement.  For convenience, below we shall refer to (the substance of) each such 

statement as a questionnaire “item”.  The items used in this survey were first derived 

from similar items from previous studies in the literature and from our own preliminary 

research; they were then revised after being piloted and consulted with a small number 

of businesses and scholars. 

Table 5.1 presents a summary list of the main questionnaire items.  For example, 

Item 1, with the mnemonic “Time savings”, is associated with the statement “E-customs 

can reduce the time required for travelling, data processing, and customs clearance”, 

and the relevant rating ranges from 1 for “Strongly Disagree” through 3 for “Neither 

Agree Nor Disagree” to 5 for “Strongly Agree”.  Of the 25 items listed, the most 

important in an overall sense is Item 25, as the mnemonic “Intention to use” is being 

associated with the statement “You personally support continuing and furthering the use 

of e-customs”.  We shall return to a further discussion of these items in Section 5.3 

below. 
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Table 5. 1 Items and their explanation 
No Mnemonic Item 

1 Time savings E-customs can reduce time for travelling, data processing, and customs clearance. 

2 Convenience (24/7 

basis) 
It is convenient to submit customs dossier and to receive receipt and clearance 

outcome because of 24/7 availability 

3 Cost reductions E-documents and online submission instead of paper documents result in cost 

reductions, and reduced travel costs. 

4 Reductions in 

hassling  
The shift from “in-line” to online reduces direct contact with customs officers, and 

lessens opportunities for bureaucratic hassling and bullying (to extract bribes). 

5 Fewer data errors Application of e-customs technologies reduces the number of data entry errors 

6 Advance clearance Businesses can submit customs dossiers and get e-customs clearance in advance 

(before goods arrive at port). 

7 Monthly multiple 

clearance 
Businesses can use one electronic customs form to clear one kind of goods for an 

unlimited number of times in a month. 

8 Data loss over 

Internet  
Customs dossiers are often incomplete due to losses of data during transmission over 

the Internet. 

9 
Complicated e-

customs software 
The e-customs software is complicated, inadequate, and difficult to use. 

10 High initial costs Businesses have to pay large amounts of money for purchasing hardware and 

software, and IT skills training. 

11 Need supplementary 

paperwork 
E-Customs dossiers often require supplementary paperwork that is just like 

traditional customs.  

12 Overall complexity Overall, e-customs is difficult and complex. 

13 Adequate IT skills IT skills in the business are adequate for e-customs application 

14 
Adequate IT 

equipment 
IT equipment and systems in the business are adequate for e-customs application 

15 
Compatible legacy 

software 
Software applications previously used in the business are compatible with e-customs. 

16 Experiences of pilot 

provinces 
Experiences from e-customs being applied in HCMC and Haiphong, then in other 

pilot sites, facilitate the diffusion process. 

17 Piloting with 

merchandise forms  
Experiences from e-customs being applied to 3 major categories of merchandise 

facilitate the broadening of coverage to other major categories of merchandise. 

18 Experiences of pilot 

businesses 
Businesses which are about to implement e-customs can readily learn from the 

experiences of pilot businesses. 

19 
Direct observation of 

e-customs 
Business personnel have directly observed other businesses applying e-customs 

20 Indirect knowledge 

of advantages 
Through internal documents, the media and words of mouth, business personnel have 

gained clear knowledge of the advantages of e-customs.  

21 Indirect knowledge 

of difficulties 
Through internal documents, the media and words of mouth, business personnel have 

gained clear knowledge of the difficulties with e-customs. 

22 Greater advantages  E-customs brings about greater advantages than traditional customs 

23 Difficulties are 

manageable 
Difficulties of e-customs are manageable 

24 Overall net 

advantages 
After considering all the above, you would see e-customs as being more 

advantageous than traditional customs 

25 Intention to use You personally support continuing and furthering the use of e-customs 
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5.2.2. Sample size and data collection process 

The target population of the study includes all export and import businesses in the areas 

covered by the 13 provincial, inter-provincial, and municipal departments of customs 

where the e-customs trial was conducted.  According to a report of the VGDC (2010b), 

as of December 2010 there were 53,000 businesses in this category.  

As Neuman (2006b) pointed out, the appropriate sample size depends on (1) the 

degree of accuracy is required, and (2) the number of different variables to be examined 

simultaneously in data analysis. In consideration of the first requirement, as noted in 

Chapter 3, the minimum sample size should be based on two input factors, population 

(N) and the confidence level (p value), as shown in the following formula: 

 

With N = 53000 and e = 0.05 (95% confidence), the minimum appropriate sample size 

(n) is calculated as 397. For the second requirement, Neuman (2006b) suggested a rule 

of thumb that there should be at least 50 cases for each subgroup to be analysed 

simultaneously. In our analysis, the maximum number of subgroups considered at a 

time is three. Thus, the sample size should be at least 150 cases, but should be larger if 

(as expected) the distribution across the subgroups is not even. In short, we would like 

to achieve a sample size of 397, or (if possible) larger.  However, we were able to 

collect responses from no more than 358 respondents, and 110 of them did not provide 

answers (or provided invalid answers) to some of the questions. 

The questionnaire survey was conducted during June and July 2011.  Over 500 

businesses in areas that were under the supervision of seven provincial, inter-provincial 

and municipal departments of customs -- those of Hai Phong, Ha Noi, Da Nang, Vung 

Tau, Dong Nai, Binh Duong, and Ho Chi Minh City -- were selected, because most 
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goods are imported or exported through ports located in these departments’ areas of 

responsibility.  According to the Vietnam IT and Statistics Department of Customs, the 

total turnover value of exports and imports processed by these seven customs 

departments in 2010 was USD 172.8 billion, accounting for 82.7% of the total national 

turnover.  Similarly, these seven departments received 3,311.09 million customs 

declaration forms, representing 70.6% of the total number of declaration forms lodged 

nationally in the same year (2010).  Of the 13 customs departments that participated in 

the e-customs trial period of 2010-2011, these seven departments accounted for about 

92.5% of export-import turnover; and 95.8% of the total number of declaration forms 

(MOF, 2010). 

It was expected that, if business personnel were to be independently approached 

without any (formal or informal) indications of support from the customs authorities for 

the survey and associated study, the response rate would be very low indeed.  Therefore, 

a full explanation of the purposes and proposed methods of the survey, including the 

text of the questionnaire, was provided to the VGDC authorities.  As a result, the author 

was given cooperation at the province (customs departments) and district (customs 

branches) levels in distributing and collecting questionnaire forms.   

A broadly stratified sampling approach was adopted, whereby sets of 

questionnaire forms were distributed to the various customs departments selected.  In 

turn, each department’s set of allocated forms was further sub-divided for distribution to 

district-level customs branches.  At the customs branch level, survey questionnaires 

were distributed to businesses, which were given 5 to 7 days to complete the form and 

to return the questionnaires to customs offices. A total of 530 forms were distributed; of 

which 358 were returned - an overall response rate of 67.5% of which 268 were fully 

usable responses (usable response rate = 50.6%). 
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5.2.3. Sample characteristics 

Table 5.2 describes the breakdown of the sample by Level of e-customs application, 

Receipt of e-clearance decision, Usage of customs agents, Level of Internet connection, 

and Location of business. 

Table 5. 2 Breakdown of the study sample 

 Number  Proportion 

Level of e-customs application 268  100.0 

 Level 1 48  17.9 

 From level 2 to level 5 34  12.7 

 Level 6 186  69.4 

Receipt of e-clearance decision 268  100.0 

 No 186  69.4 

 Yes 82  30.6 

Usage of customs agents 268  100.0 

 No 202  75.4 

 Yes 66  24.6 

Level of Internet connection 268  100.0 

 Dial-up 8  3.0 

 ADSL 172  64.2 

 Fibre optics and Leased-line 88  32.8 

Location of business 268  100.0 

 Hai Phong, Ho Chi Minh city 75  28.0 

 Dong Nai, Binh Duong 82  30.6 

 Ha Noi, Da Nang, Vung Tau 111  41.4 
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Level of e-customs application: There were 48 enterprises, making up 17.9% of the 

sample, that still used traditional customs services (Level 1), while there were 34 

businesses, accounting for 12.7%, that used semi-application of e-customs (Level 2-5). 

The largest group comprised 186 businesses, representing 69.4% of the sample that had 

been applying Level 6 of e-customs. 

Receipt of e-clearance decision: Of the 268 usable questionnaires collected, 186 

responses (representing 69.4% of the sample) reported that they had received e-

clearance decisions, and 82 cases, or 30.6% of the total, have never received them. 

Usage of customs agents: Out of 268 usable questionnaires, 66 cases, accounting for 

24.6% of the sample, reported that they had asked a customs agent to deal with e-

clearances, whereas 202 cases, comprising 75.4%, have never tried it. 

Level of Internet connection: There were 8 respondents, accounting for 3%, that applied 

very out-dated Internet connection, namely dial-up technology. The second and largest 

group of 172 businesses, representing 64.2%, applied the ADSL connection. The last 

group included 88 businesses, making up 32.8% that used leased-line and fibre optics 

connection. 

Location: There are three location-groups of respondents. The first group includes 

businesses in Hai Phong and Ho Chi Minh City, which has 75 responses, accounting for 

28% of 268 respondents. The second group includes two provinces, namely Binh 

Duong and Dong Nai, where 82 valid questionnaires were collected, and representing 

30.6% of the sample. The last group includes Ha Noi (in the North), Da Nang (in the 

Centre) and Vung Tau (in the South). This group has 111 respondents, making up 

41.4% of all businesses. 
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5.3 CONCEPTUAL FRAMEWORK, OBSERVED VARIABLES AND LATENT 

VARIABLES 

5.3.1. Conceptual framework 

As discussed in Chapter 3, the conceptual framework on which our analysis is based is 

an amalgam of the DOI theory and the TAM.  Figure 5.1, which is an adaptation of 

Figure 3.3 to suit the current focus especially on the stakeholder group of businesses 

only, illustrates the key relationships in this framework.  

Following Rogers (2003), it is hypothesised that the rate of adoption of an 

innovation (e-customs in this case) depends on the perception of potential adopters 

regarding the key attributes of this innovation, including its Relative advantages, 

Complexity, Compatibility with prior experience, Trialability, and Observability. 

Furthermore, it is postulated that the potential adopter’s characteristics and background 

have an influence on both the above perceptions regarding the innovation, and on the 

ultimate decision of whether to adopt it.  In this chapter, five attributes of the respondent 

businesses are highlighted:  Level of e-customs application; Receipt of e-clearance 

decision; Usage of customs agents; Level of Internet connection; and Location of 

business.  

In practice, the key variables in this conceptual framework are measured by a 

number of observed and latent variables, as detailed in the following sub-sections.  
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Figure 5. 1 Conceptual framework applicable to businesses 

Perceived Relative Advantages 

(Perceived Usefulness) 

Perceived Non-Complexity 

(Perceived Ease of Use) 

Perceived Compatibility 

Perceived Trialability 

Perceived Observability 

Overall perception Intention to use 

Respondent’s attributes: 

Level of e-customs application, Receipt 

of e-clearance decision, Usage of 

customs agents, Level of Internet 

connection, Location 

Adapted from Rogers (2003) and Davis (1989) 
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5.3.2. Observed variables 

Attributes of respondents 

The five attributes of each respondent business (Level of e-customs application; Receipt 

of e-clearance decision; Usage of customs agents; Level of Internet connection; and 

Location of business) are all “observed” variables, in that the value of each is directly 

determined by the respondent’s answer.  For example, Receipt of e-clearance decision 

and Usage of customs agent are categorical variables whose value is either Yes or No in 

our sample.  By comparison, Level of Internet connection is an ordinal variable, 

describing the condition of the business’s Internet connection, which can vary according 

to whether the respondent uses (1) dial-up lines, or (2) broadband ADSL lines, or (3) 

cables or high-quality transmission lines.  Table 5.2 above confirms this. It also shows 

that, similarly, Level of e-customs application is an ordinal variable, while Location of 

business is a categorical variable whose value can fall into any one of three categories. 

Questionnaire items measuring respondent perceptions 

As shown in Table 5.1, there are 24 questionnaire items that are related to the 

respondent’s perceptions regarding 5 key attributes of e-customs, and a 25
th

 item which 

measures the respondent’s intention to use e-customs.  Each of these items is an 

observed rating. In summary, there are five observed variables, indicating respondents’ 

characteristics, and 25 observed ratings indicating respondents’ perceptions and 

intention. 

5.3.3. Latent variables 

In view of the key role played by the business personnel’s perceptions regarding the 

attributes of e-customs, it would be too risky to measure each perceived attribute by a 



 

129 

 

single questionnaire item, as the item used might be an unreliable indicator of the 

targeted concept.  It is standard practice, in cases like this, to use multiple items to try to 

capture the concept, and to use factor analysis to extract a latent variable representing 

the concept of interest.    

Thus in our questionnaire, the concept of Relative advantages is measured by 

seven items including Time savings, Convenience (24/7 basis), Cost reductions, 

Reductions in hassling, Fewer data errors, Advance clearance, and Monthly multiple 

clearance. The concept of Complexity is measured by five items: Data loss over the 

Internet, Complicated e-customs software, High initial costs, Need supplementary 

paperwork, and Overall complexity. In this study, the Complexity attribute is replaced 

by a reverse attribute, namely Non-complexity, so that all ratings conform to the same 

convention that an increase in the rating indicates greater favourability for e-customs.  

The concept of Compatibility is measured by three items: Adequate IT skills, Adequate 

IT equipment, and Compatible legacy software. The concept of Trialability is measured 

by three items: Experiences of pilot provinces, Piloting with merchandise forms, and 

Experiences of pilot businesses. The concept of Observability is measured by three 

items: Direct observation of e-customs, Indirect knowledge of advantages, and Indirect 

knowledge of difficulties. 

 There are at least two alternative approaches to measuring the concept of Overall 

Perception.  The first approach is to conduct a factor analysis of the above five latent 

variables (Relative advantages, Non-Complexity, Compatibility, Trialability, and 

Observability) to extract a new latent variable, which might be described as Modelled 

Overall Perception.  The second approach is to design a number of questionnaire items 

that attempt to measure Overall perception directly.  Items 22 to 24, “Greater 

advantages”, “Difficulties are manageable”, “Overall net advantages” are three such 
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items.  The latent variable underlying these items might be described as Self-reported 

Overall Perception. 

In summary, in our analysis, there are seven latent variables, five of which 

correspond to the five DOI/TAM attributes/constructs. The sixth and seventh latent 

variables correspond to the two concepts of Overall Perception discussed above. 

We now turn to a discussion of how five latent variables were extracted from 

questionnaire items 1 to 21, as listed in Table 5.1, with the use of factor analysis. First, 

an exploratory factor analysis was conducted to check whether or not the design of the 

items corresponding to the attributes of e-customs is valid. Based on this exploratory 

factor analysis, it was confirmed that the items were loaded as in the first design. Five 

confirmatory factor analyses, one for each relevant group of items, were conducted to 

extract latent variables.  

Upon having obtained five latent variables representing the attributes of e-

customs, a factor-of-factor analysis was conducted to extract a latent variable reflecting 

the “modelled” overall perception of business personnel regarding e-customs, as 

obtained indirectly via the five attribute latent variables.  Finally, a factor analysis was 

carried out for the three questionnaire items (items 22 to 24) that ask business personnel 

to directly rate their overall perception. 

5.3.3.1 Exploratory factor analysis for questionnaire items 1-21  

The 21 items representing the five attributes of electronic customs were subjected to 

principal components analysis (PCA) using SPSS version 20. Prior to performing the 

PCA, the suitability of data for factor analysis was considered. Firstly, it was seen that 

each of the 21 items was correlated (ρ ≥ 0.3) with at least one other item, indicating 

reasonable factorability. Secondly, Table 5.3 shows that the Kaiser-Meyer-Olkin value 
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was 0.83, surpassing the recommended value of 0.6, and that the Bartlett’s Test of 

Sphericity (Hair et al., 2010; Tabachnick & Fidell, 2007) reached statistical 

significance (χ
2
 (415) = 2482.43, p < 0.01). Finally, the communalities were all greater 

than 0.3 (see Table 5.4), providing additional evidence that each item shared some 

common variance with other items. Therefore, all 21 items were acceptable for factor 

analysis. 

Table 5. 3 KMO and Bartlett's Test for items 1 to 21 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .83 

Bartlett's Test of Sphericity 

Approx. Chi-Square 1806.41 

Df 210 

Sig. .00 

 

From Table 5.4, principal components analysis revealed the presence of five 

components with eigenvalues exceeding 1.0, explaining 25.94%, 10.89%, 8.99%, 

6.55% and 6.10% of the variance respectively. To sum up, the five-component solution 

explained a total of 58.47% of the variance. 
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Table 5. 4 Total Variance Explained for items 1 to 21 

 

Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

Communalities 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 5.45 25.94 25.94 5.45 25.94 25.94 .569 

2 2.28 10.89 36.83 2.28 10.89 36.83 .482 

3 1.89 8.99 45.82 1.89 8.99 45.82 .658 

4 1.37 6.55 52.37 1.37 6.55 52.37 .513 

5 1.28 6.10 58.47 1.28 6.10 58.47 .575 

6 .88 4.21 62.68    .469 

7 .78 3.74 66.42    .505 

8 .75 3.59 70.01    .589 

9 .73 3.52 73.53    .568 

10 .68 3.26 76.79    .479 

11 .60 2.88 79.67    .581 

12 .57 2.72 82.39    .527 

13 .56 2.67 85.06    .763 

14 .54 2.60 87.66    .739 

15 .52 2.48 90.14    .612 

16 .41 1.99 92.13    .687 

17 .37 1.78 93.91    .648 

18 .36 1.76 95.67    .474 

19 .35 1.67 97.34    .470 

20 .31 1.48 98.82    .745 

21 .24 1.18 100.000    .626 

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 
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An examination of the scree plot revealed a clear break after five components. 

Using Catell’s (1966) scree test, it was decided to retain five components (see Figure 

5.2). 

Figure 5. 2 Scree Plot for items 1 to 21 

 

The Pattern Matrix (Table 5.5) of the first factor analysis on 21 items shows that 

19 items have a factor loading greater than 0.5; and that two remaining items, namely 

Overall complexity and Direct observation of e-customs, have factor loading greater 

than 0.3 – the minimum suggested. Thus, all 21 items are valid to form five factors 

(latent variables).  
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Table 5. 5 Pattern Matrix for items 1 to 21 

 
Component 

Relative 

advantages 

Non-

Complexity 
Compatibili

ty 

Trialabilit

y 

Observabili

ty 

Time savings .715 -.084 -.052 .070 .151 

Convenience (24/7 basis) .683 -.066 -.167 -.097 .212 

Cost reductions .736 .141 .146 -.143 -.062 

Reductions in hassling  .624 .043 .230 -.245 -.044 

Fewer data errors .677 -.018 .057 .230 -.062 

Advance clearance .596 .022 -.062 .218 .078 

Monthly multiple clearance .659 -.155 -.007 .303 -.242 

Data loss over Internet  .046 .765 -.036 -.003 -.135 

Complicated e-customs software -.092 .746 -.072 .167 .091 

High initial costs -.168 .678 .103 .191 -.177 

Need supplementary paperwork .096 .726 -.034 -.042 .070 

Overall complexity .204 .315 -.017 -.188 .541 

Adequate IT skills -.085 -.017 .848 .078 .074 

Adequate IT equipment .029 .044 .805 -.063 .136 

Compatible legacy software .126 -.071 .777 -.005 -.139 

Experiences of pilot provinces .049 .029 -.025 .809 .047 

Piloting with merchandise forms  .109 .096 -.030 .770 .019 

Experiences of pilot businesses -.058 .177 .104 .565 .155 

Direct observation of e-customs -.101 -.039 .273 .196 .484 

Indirect knowledge of advantages .098 .038 -.067 .058 .827 

Indirect knowledge of difficulties -.072 -.315 .044 .129 .717 

Extraction Method: Principal Component Analysis. 

Rotation Method: Promax with Kaiser Normalization. 

a. Rotation converged in 6 iterations. 

 



 

135 

 

As a result, five latent variables were extracted as proposed. The first variable, 

Relative Advantages, is revealed through seven items: Time savings, Convenience (24/7 

basis), Cost reductions, Reductions in hassling, Fewer data errors, Advance clearance, 

Monthly multiple clearance. The second factor, Non-Complexity, is revealed through 

five items: Data loss over Internet, Complicated e-customs software, High initial costs, 

Need supplementary paperwork, Overall complexity. The third factor, Compatibility, is 

revealed through three items: Adequate IT skills, Adequate IT equipment, Compatible 

legacy software. The fourth factor, Trialability, is revealed through three items: 

Experiences of pilot provinces, Piloting with merchandise forms, Experiences of pilot 

businesses. The last factor, Observability, is revealed through three items: Direct 

observation of e-customs, Indirect knowledge of advantages, Indirect knowledge of 

difficulties. 

5.3.3.2. Confirmatory factor analysis for items 1-21 

Upon the completion of the exploratory factor analysis and the identification of the 

correlations between groups of items and latent variables, I performed simple 

confirmatory factor analyses to extract these latent variables. The tasks completed 

included the verification of the reliability of the items in each group reflecting a latent 

variable, and factor analysis for each of the five groups. 

Reliability tests 

According to the result of the exploratory factor analysis, five factors were extracted 

from five groups of items. Cronbach’s alpha was used to gauge the internal consistency 

of the measurement scale items that were used to operationalize each of the above five 

constructs. 
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Table 5. 6 Cronbach's alpha for internal consistency checking of 21 items 

representing 5 perceived attributes 

 Mean SD Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Relative advantages. Cronbach’s alpha = 0.813 

Time savings 1.82 0.771 0.614 0.779 

Convenience (24/7 basis) 2.27 0.934 0.488 0.802 

Cost reductions 2.32 0.908 0.661 0.768 

Reductions in hassling  2.46 0.888 0.513 0.796 

Fewer data errors 2.21 0.759 0.607 0.780 

Advance clearance 2.22 0.775 0.525 0.793 

Monthly multiple clearance 2.40 0.741 0.472 0.801 

Non-Complexity. Cronbach’s alpha =  0.704 

Data loss over Internet  3.49 1.015 0.513 0.632 

Complicated e-customs software 2.64 0.852 0.528 0.628 

High initial costs 2.98 0.936 0.413 0.675 

Need supplementary paperwork 3.05 0.902 0.559 0.612 

Overall complexity 2.47 0.746 0.295 0.713 

Compatibility. Cronbach’s alpha =  0.788 

Adequate IT skills 2.11 0.756 0.687 0.649 

Adequate IT equipment 2.23 0.764 0.666 0.671 

Compatible legacy software 2.57 0.811 0.538 0.811 

Trialability. Cronbach’s alpha =  0.705 

Experiences of pilot provinces 2.17 0.680 0.570 0.554 

Piloting with merchandise forms  2.19 0.630 0.576 0.557 

Experiences of pilot businesses 2.25 0.746 0.437 0.732 

Observability. Cronbach’s alpha =  0.687 

Direct observation of e-customs 2.39 0.729 0.452 0.657 

Indirect knowledge of advantages 2.16 0.665 0.557 0.529 

Indirect knowledge of difficulties 2.31 0.742 0.500 0.596 

 

According to Tabachnick and Fidell (2007), Hair (2010), and Pallant (2011), if 

Cronbach’s alpha is below 0.6, it is invalid and implies that there is a problem with the 
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internal consistency of the questionnaire items. An alpha score from 0.6 to nearly 0.7 is 

marginal, from 0.7 to nearly 0.8 is fair, and from 0.8 to 0.9 is high (very good). The 

results, as presented in Table 5.6, show that there is no score of Cronbach’s alpha below 

0.6. Specifically, the group of items reflecting the Relative Advantages construct has the 

alpha score of 0.813, which is high. The lowest score, for the level of internal 

consistency among the items reflecting the Observability attribute, has an alpha score of 

0.687, which is considered marginal. The other three groups of items, reflecting the 

Non-complexity, Compatibility, and Trialability attributes, have their alpha scores in the 

range from 0.7 to 0.8, which is considered as fair internal consistency. 

Table 5.6 also provides information about Corrected item-total correlation values. 

According to Pallant (2011) and Tabachnick & Field (2007), these values show the 

correlation between each item and the total score. If the Corrected item-total correlation 

is below 0.3, this means that this item measures another characteristic other than the 

overall characteristics of the group of items.  Table 5.6 shows that there is only one item 

in the group of items that reflect Non-complexity attribute of e-customs, the Overall 

complexity item, which has the value of Corrected item-total correlation of 0.295, 

which is very near 0.3; the remaining have the values from 0.332 to 0.695. However, 

Pallant (2011) suggested that if the alpha score is not below 0.7, and if the alpha score 

decreases when the item is deleted, then it is not necessary to remove this item.  

Another issue is the consideration of the alpha score if each item is deleted. If 

deleting an item results in an increase in the alpha score then the item should be 

removed (Pallant, 2011). From Table 5.6, it can be seen that there are three items which 

fit under this classification: Overall complexity (from 0.704 to 0.713), Compatible 

legacy software (from 0.788 to 0.811), and Experiences of pilot businesses (from 0.705 

to 0.732). However, the differences in these cases are rather small. As a result, these 
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items were not deleted. Therefore, it can be concluded that the levels of internal 

consistency among the five groups of items were different but they were valid for 

confirmatory factor analysis. 

Simple confirmatory factor analyses 

After verifying the level of internal consistency of the items in each of the five groups, 

confirmatory factor analysis was carried out on each group of items to extract the 

corresponding latent variable. Table 5.7 shows that the scores of the Keiser-Meyer-

Olkin Measure of Sampling Adequacy (KMO) are greater than 0.6, and the Bartlett’s 

Test of Sphericity is significant with p = 0.00, so that all five factor analyses are 

appropriate (Pallant, 2011; Tabachnick & Fidell, 2007). In addition, the items were 

loaded quite strong. Only one item (“Overall Complexity”) has the loading value of 

0.491 (still quite strongly), the remaining items have the value greater than 0.6, which is 

very strong. As a result, five factors being extracted from five groups of items are 

considered appropriate for further use in data processing. 
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Table 5. 7 Comfirmatory factor analyses for 5 perceived attributes  

 Communalities Item loading 

Relative advantages 

KMO = 0.850
*
. Total of initial Eigenvalues = 3.345 

∂
.% of variance = 47.79 

Time savings 0.555 0.745 

Convenience (24/7 basis) 0.393 0.627 

Cost reductions 0.605 0.778 

Reductions in hassling  0.427 0.653 

Fewer data errors 0.547 0.739 

Advance clearance 0.444 0.666 

Monthly multiple clearance 0.376 0.614 

Non-Complexity 

KMO = 0.74
*
. Total of initial Eigenvalues = 2.309 

∂
.% of variance = 46.17 

Data loss over Internet  0.543 0.737 

Complicated e-customs software 0.544 0.738 

High initial costs 0.399 0.631 

Need supplementary paperwork 0.582 0.763 

Overall complexity 0.241 0.491 

Compatibility 

KMO = 0.675
*
. Total of initial Eigenvalues = 2.118 

∂ 
.% of variance = 70.59 

Adequate IT skills 0.771 0.878 

Adequate IT equipment 0.752 0.867 

Compatible legacy software 0.595 0.771 

Trialability 

KMO = 0.646
*
. Total of initial Eigenvalues = 1.911 

∂
.% of variance = 63.70 

Experiences of pilot provinces 0.700 0.837 

Piloting with merchandise forms  0.701 0.837 

Experiences of pilot businesses 0.510 0.714 

Observability 

KMO = 0.655
*
. Total of initial Eigenvalues = 1.854 

∂ 
.% of variance = 61.80 

Direct observation of e-customs 0.552 0.743 

Indirect knowledge of advantages 0.681 0.825 

Indirect knowledge of difficulties 0.621 0.788 

*
. Significance at the 0.01level 

∂
. One component was extracted 
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5.3.3.3 Factor-of-factor analysis: Modelled Overall Perception 

To derive a latent variable representing the business personnel’s overall implicit 

perception of e-customs, a factor analysis (with the items being five latent variables 

corresponding to five characteristics of e-customs) was carried out. Before the 

implementation of the confirmatory factor analysis, I verified the level of internal 

consistency of the items. Table 5.8 indicates that the Alpha score is 0.683, which is 

marginal. Moreover, 4 out of 5 scores of the Corrected item-total correlation are greater 

than 0.4, indicating relatively high correlation among items in the groups (Pallant, 2011; 

Tabachnick & Fidell, 2007). In addition, there is only one item, namely Non-

Complexity, where if the item is deleted the alpha score of the group would increase 

(from 0.683 to 0.708). However, the difference is not large according to Pallant (2011) 

and Tabachnick & Fidell (2007). Thus the group is considered appropriate for 

confirmatory factor analysis.  

Table 5. 8 Cronbach's alpha for internal consistency checking of 5 perceived 

attributes representing 21 items 

 Mean SD Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Modelled Overall Perception. Cronbach’s alpha =  0.683 

Relative advantages   0.495 0.606 

Non-Complexity   0.254 0.708 

Compatibility   0.499 0.605 

Trialability   0.505 0.602 

Observability   0.443 0.630 

 

From Table 5.9, it can be seen that the factor analysis is appropriate because the score of 

the Keiser-Meyer-Olkin Measure of Sampling Adequacy (KMO) is 0.739, greater than 

the suggested minimum score of 0.6 (Pallant, 2011; Tabachnick & Fidell, 2007). 

Moreover, the value of Bartlett’s Test of Sphericity is significant, p < 0.01.  The item 
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loading values are mostly greater than 0.6 and are considered very high (Pallant, 2011; 

Tabachnick & Fidell, 2007). As a result, the factor being extracted from this group of 

items is considered appropriate. This factor, representing the overall perception of 

business personnel towards e-customs as obtained indirectly from five latent variables, 

has been named Modelled Overall Perception. 

Table 5. 9 Factor-of-factor analyses 

 Communalities Item loading 

Modelled Overall Perception 

KMO = 0.739
*
. Total of initial Eigenvalues = 2.245 

∂ 
.% of variance = 44.91 

Relative advantages 0.508 0.713 

Non-Complexity 0.185 0.430 

Compatibility 0.538 0.733 

Trialability 0.534 0.731 

Observability 0.481 0.693 

*
. Significant at level 0.01 

∂
. One component was extracted 

 

5.3.2.4. Factor analysis of items 22 to 24: Self-reported Overall Perception 

In addition, I carried out another factor analysis for three items which ask respondents 

to directly rate their overall perception of e-customs.  Before the implementation of the 

confirmatory factor analysis, I verified the level of internal consistency of the items. 

Table 5.10 indicates that the alpha score is 0.754, which is fair. Moreover, the scores of 

the Corrected item-total correlation are all greater than 0.5, indicating relatively high 

correlation among items in the groups. The alpha score if the item is deleted also 

satisfied the condition of being smaller than the actual alpha score of the group.  Thus 

the group is considered appropriate for simple confirmatory factor analysis. 
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Table 5. 10 Cronbach's alpha for internal consistency checking of the Self-reported 

Overall Perception variable  

 Mean SD Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Self-reported Overall Perception. Cronbach’s alpha =  0.754 

Greater advantages    0.567 0.694 

Difficulties are manageable   0.526 0.736 

Overall net advantages   0.666 0.581 

The results, as displayed in Table 5.11, show factor analysis is appropriate 

because the score of the Keiser-Meyer-Olkin Measure of Sampling Adequacy (KMO) 

has the value of 0.664, exceeding the suggested minimum score of 0.6 (Pallant, 2011; 

Tabachnick & Fidell, 2007). Moreover, the value of Bartlett’s Test of Sphericity 

reached statistical significance (p < 0.01) (Pallant, 2011; Tabachnick & Fidell, 2007). 

The values of item loadings are all greater than 0.6 and are considered very high. 

Accordingly, one factor being extracted from this group of items is considered 

appropriate.  This factor, representing the overall perception of business personnel 

towards e-customs as obtained directly from respondents’ ratings with respect to 

questionnaire items 22 to 24, has been named Self-reported Overall Perception. 

Table 5. 11 Factor analyses of items 22 to 24: Self-reported Overall Perception  

 Communalities Item loading 

Self-reported Overall Perception 

KMO = 0.664
*
. Total of initial Eigenvalues = 2.022 

∂ 
.% of variance = 67.39 

Greater advantages  0.658 0.811 

Difficulties are manageable 0.607 0.779 

Overall net advantages 0.757 0.870 

*
. Significant at level 0.01 

∂
. One component was extracted 

 

To sum up: there are five latent variables measuring five key attributes of e-

customs as perceived by business personnel. There are two additional latent variables, 
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both measuring the respondent’s overall perception of e-customs. The first is a 

“modelled” measurement, as it is derived from a factor analysis of the above five latent 

(“attributes”) variables. The second is a “direct” measurement, as it is based on explicit 

ratings by the respondents. 

5.3.3. Normality tests 

After conducting data reduction and checking validity of seven latent variables, a 

normality test was applied to check whether the latent variables are normally 

distributed. Hair (2010) and Pallant (2011) nominated the Kolmogorov-Smirnov and the 

Shapiro-Wilk  as the two most common tests. Theoretically, a non-significant result 

(Sig. value of more than 0.05) indicates normality. Table 5.12 shows that Sig. values are 

0.00, suggesting violation of the assumption of normality. 

Table 5. 12 Tests of Normality  

Constructs Kolmogorov-Smirnov
a
 Shapiro-Wilk 

 Statistic df Sig. Statistic df Sig. 

Relative Advantages 0.060 268 0.021 0.987 268 0.014 

Non-Complexity 0.078 268 0.000 0.989 268 0.045 

Compatibility 0.156 268 0.000 0.952 268 0.000 

Trialability 0.173 268 0.000 0.938 268 0.000 

Observability 0.141 268 0.000 0.946 268 0.000 

Modelled Overall 

Perception 
0.054 268 0.061 0.987 268 0.014 

Self-reported Overall 

Perception 
0.217 268 0.000 0.925 268 0.000 

Intend to use 0.312 268 0.000 0.783 268 0.000 

a. Lilliefors Significance Correction     
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Hair (2010) also recommends the use of other statistical tests to assess the actual 

degree of departure from normality. Thus, I used two other measures, including 

Kurtosis and Skewness. It can be seen from Table 5.13 that all of the variables listed 

are not normally distributed.  To sum up, the seven latent variables that will be used to 

analyse the business personnel’ perceptions regarding e-customs, as well as the key 

variable “Intention to use”, do not show a normal distribution. Thus, it will be 

appropriate to use nonparametric rather than parametric techniques to analyse these 

variables. 

Table 5. 13 Tests of Normality ( Skewness and Kurtosis)  

Constructs Skewness Kurtosis 

 

Statistic  

Std. Error of 

Skewness  Statistic 

Std. Error of 

Kurtusis 

Relative Advantages -0.135  0.149  -0.110 0.297 

Non-Complexity 0.220  0.149  0.049 0.297 

Compatibility 0.168  0.149  0.127 0.297 

Trialability -0.123  0.149  -0.091 0.297 

Observability -0.195  0.149  0.202 0.297 

Modelled Overall Perception -0.153  0.149  0.257 0.297 

Self-reported Overall Perception 0.144  0.149  0.237 0.297 

Intend to use 0.350  0.149  0.383 0.297 
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5.4. ASSOCIATION BETWEEN PERCEPTIONS REGARDING E-CUSTOMS 

AND INTENTION TO USE IT 

In this section, Spearman’s rho test was used to analyse the relationship between the 

business personnel’s perceptions regarding e-customs and their intention to use e-

customs.  The factor analysis in Section 5.3 has identified five latent variables which 

reflect the business personnel’ perceptions of five key attributes of e-customs: Relative 

Advantages, Non-complexity, Compatibility, Trialability, and Observability. Two 

additional latent variables have been derived which reflect respondents’ overall 

perceptions of e-customs, namely Modelled overall perception latent and Self-reported 

Overall Perception. Spearman’ rho Correlation tests were carried out to assess the 

relationships between these latent variables and the key variable, Intention to use. 

The results are displayed in Table 5.14, and illustrated in Figure 5.3.  The main 

findings can be summarised as follows. 

1. Business personnel’s perceptions regarding five attributes of e-customs were, 

in general, significantly related to each other, all p < 0.05. The only exception 

is that there is no significant correlation between perception regarding 

Observability and Non-Complexity attributes, p = 0.188.   

2. As can be expected, perceptions regarding the five attributes of e-customs 

were all significantly related to Modelled Overall Perception, and all p < 0.01. 

Four of the simple correlation coefficients were in the range of 0.68 to 0.73 

(the remaining was 0.41). 

3. Reassuringly, although Self-reported Overall Perception was not derived from 

the above five latent variables (based on questionnaire items 1 to 21), but from 

a different set of questionnaire items (items 22 to 24), the correlations between 

it and these five “attributes” latent variables were also significant, all p < 0.01. 
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4. As predicted by the DOI theory, business personnel’s perception regarding 

each of the five attributes of e-customs was significantly related to Intention to 

use e-customs, p < 0.01. Table 5.14 shows that the correlation coefficient of 

Intention to use e-customs with Relative Advantages is 0.517, with 

Compatibility are 0.509, with Trialability 0.44, and with Observability 0.44. 

The smallest correlation is with Non-complexity (0.24). 

5. As also predicted by the DOI theory, the correlation coefficients between 

“Intention to use” and either Modelled Overall Perception or Self-reported 

Overall Perception are positive, large (0.63 and 0.67 respectively), and 

significant at 1%.  
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Figure 5. 3 Associations between business personnels' perceptions regarding e-

customs and Intention to use it 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Relative 

Advantages 

Observability 

Non-Complexity 

Compatibility 

Trialability 

Modelled 

Overall 

Perception 

Self-

reported 

Overall 

Perception 

Intention to use 

0.730 

0.471 

0.229 

0.469 

0.409 

0.725 

0.689 

0.466 

0.487 

0.675 

0.669 0.629 

Adapted from Rogers (2003) and Davis (1989) 
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Table 5. 14 Correlations - Spearman' rho test  

 Relative 

advantages 

Non-

Complexity 

Compatibilit

y 

Trialability Observabilit

y 

Modelled 

Overall 

Perception 

Self-reported 

Overall 

Perception 

Intention to 

use 

Relative 

advantages 

1.000        

.        

Non-Complexity 
.295

**
 1.000       

(.000) .       

Compatibility 
.416

**
 .164

**
 1.000      

(.000) (.007) .      

Trialability 
.347

**
 .225

**
 .388

**
 1.000     

(.000) (.000) (.000) .     

Observability 
.334

**
 .081 .373

**
 .446

**
 1.000    

(.000) (.188) (.000) (.000) .    

Modelled Overall 

Perception 

.730
**

 .409
**

 .725
**

 .689
**

 .675
**

 1.000   

(.000) (.000) (.000) (.000) (.000) .   

Self-reported 

Overall Perception 

.469
**

 .229
**

 .471
**

 .487
**

 .466
**

 . 622
**

 1.000  

(.000) (.000) (.000) (.000) (.000) (.000) .  

Intention to use 
.517

**
 .239

**
 .509

**
 .446

**
 .447

**
 .629

**
 .669

**
 1.000 

(.000) (.000) (.000) (.000) (.000) (.000) (.000) . 

Figures in brackets are p-values (significant levels, 2-tailed tests).  

**
. Correlation is significant at the 0.01 level (2-tailed). 

 
*
. Correlation is significant at the 0.05 level (2-tailed). 
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5.5. RATINGS FROM ALL RESPONDENTS AS A GROUP 

The first data column in Table 5.15 (as well as Table 5.16 and similar tables), reveals 

the mean ratings from all respondents in the sample with regard to each questionnaire 

item (and each latent variable). The relevant data indicate that, on average, business 

personnel tend to hold rather positive perceptions of e-customs and to be supportive of 

its use. 

For instance, the average rating on item “Time savings” is 4.18 out of a 5-point 

scale, where 5 is the highest rating, indicating “Strong Agreement” with the statement 

“E-customs can reduce time for travelling, data processing, and customs clearance”. 

Similarly, average ratings close to (or higher than) 3.8 are given to a number of items 

such as “Fewer data errors”, “Advance clearance”, “Adequate IT skills”, “Experiences 

of pilot provinces”, “Indirect knowledge of difficulties”, and “Overall net Advantages”. 

It is interesting to note, however, that business personnel tend to be somewhat less 

enthusiastic in rating the item “Convenience (24/7) basis”, giving it a mean rating of 

only 3.37. In general, average ratings on individual questionnaire items are mostly in 

the range of 3.50 to 3.90.  

For items that load onto the latent attribute Non-Complexity, however, mean 

ratings are in a lower range (2.51-3.53), indicating far less positive perceptions of this 

attribute. In particular, the average ratings for items “Data loss over Internet” and “Need 

supplementary paperwork” are (at 2.51 and 2.95, respectively) the lowest among all 

items ratings. (Note that the data have been recoded so that a higher rating corresponds 

a more favourable perception of e-customs).  

Overall, the respondents give a mean rating of 4.10 on the key item Intention to 

use, indicating a rather strong level of support for the continuing use of e-customs. 
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5.6. ASSOCIATION BETWEEN RESPONDENT ATTRIBUTES AND RATINGS 

As mentioned in Chapter 3, Rogers' s Innovation Diffusion (DOI) theory and Davies’s 

Technology Acceptance Model (TAM) are applied to investigate the correlation 

between, on the one hand, the characteristics of the decision making units (businesses), 

and, on the other,  the adopter’s perception of the innovation (e-customs) and intention 

to adopt. In this section, the analysis will focus on the influence of the business’s 

attributes on the respondent’s perceptions of e-customs, and on their intention towards 

using it.  The attributes of the businesses include Level of e-customs application, 

Receipt of e-clearance decision, Usage of customs agents, Level of Internet connection, 

and Location of business.  

5.6.1. Possible differences due to “Level of e-customs application” attribute 

To investigate the effect of the “Level of e-customs application” attribute on the 

different perceptions and intentions regarding e-customs across three business groups, 

Kruskal-Wallis and Mann-Whitney non-parametric tests were performed. The results, as 

presented in Table 5.15, show that the perceptions from these groups differed 

significantly for 4 out of 5 DOI/TAM attributes of e-customs. Overall, the ratings from 

businesses using the highest level of e-customs application (Level 6, Group 3) were 

often higher than the other groups, such as businesses using traditional customs (Level 

1, Group 1), and businesses using intermediate levels of e-customs application (Levels 

2-5, Group 2). Therefore, the overall perceptions (both Modelled and Self-reported) 

latent variables, and the “Intention to use” variable differ systematically across these 

three groups. 
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As shown in the 8
th

 data row of this table, the Kruskal-Wallis test results indicated 

that ratings on the Relative Advantage attribute of e-customs across the 3 respondent 

groups classified by “Level of e-customs application” differed significantly, p < 0.1. To 

obtain a more detailed understanding, Kruskal-Wallis tests were applied on the 7 items 

that comprise the Relative Advantages latent variable. The outcome shows that for 2 out 

of 7 items, “Cost reductions” and “Monthly multiple clearances”, the ratings from 

respondents in the three groups of “Level of e-customs application” were significantly 

different, p < 0.1. 

In an effort to discover further significant difference(s), comparisons were 

conducted for mean ratings from the 3 groups of “Level of e-customs application” for 

the 7 items that load onto the Relative Advantages latent variable, and Mann-Whitney 

tests were applied to the pairs of compared values. The results suggest that businesses in 

Group 1 tend to have a less favourable perception of the Relative Advantages attribute 

of e-customs than the other two groups, especially Group 3. In particular, ratings for 

“Time savings”, “Cost reductions”, “Reductions in hassling”, “Fewer data errors”, and 

“Monthly multiple clearances” from respondents in Group 1 were significantly lower 

than ratings from respondents in Group 3; the differences were significant at the 5% and 

10% levels. There is no significant difference between ratings from respondents in 

Group 2 and Group 3 according to the Mann-Whitney tests. Overall, the mean value for 

the Relative Advantages latent variable was lowest (-0.296) in Group 1 while Group 2 

recorded the highest mean score (0.108) and Group 3 recorded an intermediate mean 

score of 0.056. 

The relevant data in Table 5.15 show that the mean value for the latent 

Compatibility attribute is positive (0.094) for businesses using highest level of e-

customs application (Level 6, Group 3), and is significantly higher than that of Group 1 
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(-0.308, p < 0.05), while Group 2 occupies an intermediate position (-0.082).  To obtain 

a more detailed understanding, Kruskal-Wallis was applied on the 3 items that load onto 

the Compatibility latent variable. The results show that for 2 out of 3 items, “Adequate 

IT skills” and “Compatible legacy software”, the ratings from respondents in the three 

groups of “Level of e-customs application” were significantly different, p < 0.1. 

To follow up this finding, mean ratings from these groups for the 3 items that 

comprise the Compatibility latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcomes show that the businesses 

in Group 1 tend to have a less positive perception of the Compatibility attribute of e-

customs than businesses using the highest level of e-customs application (Level 6, 

Group 3). In particular, ratings for all three items - “Adequate IT skills”, “Adequate IT 

equipment”, and “Compatible legacy software” - from respondents in Group 1 were 

significantly lower than ratings from respondents in Group 3 (p < 0.1). Overall, the 

mean value for the Compatibility latent variable was highest (0.094) for the businesses 

using the highest level of e-customs application (Level 6, Group 3) and was 

significantly higher than for businesses in Group 1. 

Similarly, the relevant data in Table 5.15 show that the mean value for the latent 

Trialability attribute is positive (0.173) for Group 3 respondents (from businesses with 

the highest level of e-customs application, Level 6), and is significantly higher than 

those of Group 1 (-0.376) and Group 2 (-0.417), p < 0.01.  To obtain a more detailed 

understanding, the Kruskal-Wallis test was applied on the 3 items that load onto the 

Trialability latent variable. The result shows that for all of 3 items - “Experiences of 

pilot provinces”, “Piloting with merchandise forms”, and “Experiences of pilot 

businesses” - the ratings from respondents in the 3 groups of “Level of e-customs 

application” were significantly different, p < 0.01. 
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As a further follow up, mean ratings from the three groups of businesses for the 3 

items that load onto the Trialability latent variable were compared, and the Mann-

Whitney tests were applied to the pairs of comparable values. The outcome shows that 

the respondents in Group 3 tend to have a more positive perception of the Trialability 

attribute of e-customs than the other two groups. Indeed, ratings for “Experiences of 

pilot provinces”, “Piloting with merchandise forms”, and “Experiences of pilot 

businesses”, from respondents in Group 3 were significantly higher than ratings from 

respondents in Group 1 and (with one exception) in Group 2, p < 0.05.  

In contrast to above findings, the outcome of the Kruskal-Wallis test and relevant 

data in Table 5.15 shows that the mean value for the latent Observability attribute is 

negative (-0.641) for Group 2 respondents, and is significantly lower than those of 

Group 1 (0.075) and Group 3 (0.097), p < 0.01.  To obtain a more detailed 

understanding, the Kruskal-Wallis test was applied on the three items that comprise the 

Observability latent variable. The result shows that for all 3 items - “Direct observation 

of e-customs”, “Indirect knowledge of advantages”, and “Indirect knowledge of 

difficulties” - the ratings from respondents across the three groups of “Level of e-

customs application” were significantly different, p < 0.05. 

As a further follow up, mean ratings from the 3 groups for the 3 items that load 

onto the Observability latent variable were compared, and Mann-Whitney tests were 

applied to the pairs of comparable values. The outcomes show that the respondents in 

Group 2 tend to have a less positive perception of the Observability attribute of e-

customs than the other two groups. Indeed, ratings for “Direct observation of e-

customs”, “Indirect knowledge of advantages”, and “Indirect knowledge of difficulties”, 

from respondents in Group 2 were significantly lower than ratings from respondents in 

the other two groups, p < 0.1.  



 

154 

 

Table 5. 15 Effectd of level of e-customs application attribute on ratings  
 

Mean values  Sig. Of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney tests 

 All Group 

1  

Group 

2 

Group 

3 
  1&2 1&3 2&3 

Relative Advantages           

 Time savings 4.18 4.00 4.18 4.22  0.17  0.24 0.06
* 

 0.86
 

 Convenience (24/7 basis) 3.37 3.67 4.03 3.69  0.15  0.06
* 

0.49
 

0.10
* 

 Cost reductions 3.68 3.46 3.85 3.71  0.06
* 

 0.03
** 

0.04
** 

0.64 

 Reductions in hassling  3.54 3.33 3.47 3.60  0.11  0.52 0.05
** 

0.35 

 Fewer data errors 3.79 3.65 3.85 3.82  0.18  0.25 0.06
* 

0.92 

 Advance clearance 3.78 3.69 3.74 3.81  0.40  0.83 0.21 0.44
 

 Monthly multiple clearance 3.60 3.33 3.65 3.66  0.02
** 

 0.04
** 

0.01
*** 

0.98
 

 Latent variable 0.00 -0.296 0.108 0.056  0.06
*  

0.06
* 

0.03
** 

0.82
 

Non-Complexity  

(opposite of the following: ) 

          

 Data loss over Internet  2.51 2.46 2.59 2.51  0.80  0.47 0.85
 

0.57 

 Complicated e-customs 

software 

3.36 3.38 3.26 3.37  0.70  0.61 0.77 0.41 

 High initial costs 3.02 2.88 3.32 3.01  0.09
* 

 0.02
** 

0.45
 

0.07
* 

 Need supplementary 

paperwork 

2.95 2.88 2.94 2.97  0.65  0.56 0.37 0.79 

 Overall complexity 3.53 3.52 3.47 3.54  0.54  0.68  0.43 0.37 

 Latent variable 0.00 -0.082 0.057 0.010  0.44
  

0.16  0.31
 

0.88 

Compatibility           

 Adequate IT skills 3.89 3.65 3.79 3.97  0.02
** 

 0.39 0.01
*** 

0.21 

 Adequate IT equipment 3.77 3.63 3.68 3.82  0.11
 

 0.80
 

0.06
* 

0.19 

 Compatible legacy software 3.43 3.21 3.47 3.48  0.07
 

 0.17 0.02
** 

0.75
 

 Latent variable 0.00 -0.308 -0.082 0.094  0.02
** 

 0.55
 

 0.01
*** 

0.22 

Trialability           

 Experiences of pilot provinces 3.83 3.71 3.59 3.91  0.01
*** 

 0.30 0.04
** 

0.01
*** 

 Piloting with merchandise 

forms  
3.81 3.54 3.74 3.89  0.00

*** 
 0.21

 
  0.01

*** 
0.18 

 Experiences of pilot businesses 3.75 3.52 3.32 3.88  0.00
*** 

 0.34 0.01
*** 

0.00
***

 

 Latent variable 0.00 -0.376 -0.417 0.173  0.00
***  

0.79  0.01
*** 

0.01
***

 

Observability           

 Direct observation of e-

customs 

3.61 3.58 3.32 3.67  0.03
** 

 0.07
* 

 0.51 0.01
***

 

 Indirect knowledge of 

advantages 

3.84 3.85 3.56 3.89  0.02
** 

 0.09
* 

 0.56
 

0.01
*** 

 Indirect knowledge of 

difficulties 

3.84 3.85 3.56 3.89  0.00
*** 

     0.00
*** 

 0.61
 

0.00
***

 

 Latent variable 0.00 0.075 -0.641 0.097  0.00
*** 

   0.01
*** 

 0.84 0.00
***

 

 Modelled Overall Perception 0.00 -0.309 -0.315 0.137  0.01
*** 

 0.95  0.02
** 

0.02
**

 

Self-reported Overall Perception           

 Greater advantages  4.10 3.98 3.97 4.16  0.08
* 

 0.95  0.07
* 

0.10
* 

 Difficulties are manageable 3.81 3.79 3.71 3.84  0.37
 

 0.51  0.54
 

0.17
 

 Overall net advantages 3.99 3.79 3.85 4.06  0.00
*** 

 0.59  0.002
*** 

0.06
* 

 Latent variable 0.00 -0.232 -0.246 0.105  0.04
**  

0.69  0.08
* 

0.04
** 

Intention to use 4.10 3.83 4.00 4.19  0.00
***  

   0.32 0.01
*** 

0.11
 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: businesses using traditional customs (level 1); Group 2: business using intermediate 

levels of e-customs application (Levels 2-5) and Group 3: businesses using highest level of e-

customs application (Level 6). 
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 Finally, although the Kruskal-Wallis and Mann-Whitney tests did not detect any 

significant differences among ratings from respondents across the 3 groups of “Level of 

e-customs application” for the latent variable “Non-Complexity”, it can be seen that 

businesses’ ratings differed significantly across these 3 groups for item “High 

application costs” that is a component of this latent variable, p < 0.1. Notably, mean 

scores on this item show that businesses using traditional customs (Group 1), and 

businesses using the highest level of e-customs application (Level 6, Group 3) gave a 

more-or-less neutral rating for “High initial costs”, while businesses using intermediate 

levels of e-customs application (Levels 2-5, Group 2) have a more positive perception 

regarding this item. The differences across these mean scores are significant at 10% 

level, according to the Mann-Whitney tests. 

Because the ratings given by businesses using the highest level of e-customs 

application (Level 6, Group 3) are on average higher than those from the other two 

groups with regard to 3 out of 5 e-customs’ attributes, it is unsurprising that there are 

similar differences in the groups’ overall perceptions of e-customs. The result of the 

Kruskal-Wallis test regarding Modelled Overall Perception shows that the ratings from 

3 groups of respondents were significantly different, p < 0.01. To obtain a more detailed 

understanding of this finding, Mann-Whitney tests were applied to each of the 3 pairs of 

mean scores:  the results suggest that there was no significant difference in ratings 

between respondents in Group 1 and Group 2 (p = 0.95), but ratings from both groups 

were significantly lower than those from respondents in Group 3 (p < 0.05).   

In addition, the outcome of the Kruskal-Wallis test and relevant data in Table 5.15 

show that the mean value for the latent Self-reported Overall Perception variable is 

positive (0.105) for Group 3 respondents, and is significantly higher than that of Group 

1 (-0.232) and Group 2 (-0.246), p < 0.05.  To obtain a more detailed understanding, the 

Kruskal-Wallis test was applied on the 3 items that load onto the Self-reported Overall 
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Perception latent variable. The results show that for 2 out of the 3 items, “Greater 

advantages” and “Overall net advantages”, the ratings from the three respondent groups 

were significantly different, p < 0.1. 

Further, mean ratings from the 3 respondent groups for the 3 items that comprise 

the Self-reported Overall Perception latent variable were compared, and Mann-Whitney 

tests were applied to the pairs of comparable values. The outcome shows that the 

respondents in Group 3 have a more positive perception of the Self-reported Overall 

Perception attribute of e-customs than the other two groups. In particular, ratings for 

“Greater advantages” and “Overall net advantages” from respondents in Group 3 were 

significantly higher than ratings from respondents in the other two groups, p < 0.1. 

To some extent, these differences in perceptions of the attributes of e-customs 

carry over into clear and systematic differences across the 3 different respondent groups 

with respect to their intention to use it. The result of the Kruskal-Wallis test for 

Intention to use (last data row in Table 5.15) suggests a significant difference overall, p 

< 0.01. The post hoc Mann-Whitney tests also suggest significant difference in ratings 

between businesses using highest level of e-customs application (Level 6) and the other 

two groups of respondents. In particular, the mean rating for Group 3 is significantly 

higher than that for Group 1 (p < 0.01), and would have been considered significantly 

higher than that for Group 2 if the level of significance had been set at, say, 11%. 

To summarise this sub-section, it can be seen that businesses in Group 3 have 

more positive perceptions of the Compatibility, Trialability, and Observability attributes 

of e-customs than businesses in Groups 1 and 2. Therefore, their overall perceptions 

about e-customs are also more positive, and their ratings on “Intention to use” are 

higher than for the other two groups. 
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5.6.2. Possible differences due to “Receipt of e-clearance decision” attribute  

In order to discover any systematic differences between businesses that have received e-

clearance decision(s) (Group 2) and businesses that have not (Group 1), comparisons of 

mean ratings for items and latent variables, and Mann-Whitney tests of the relevant 

pairs of values, were applied. As presented in Table 5.16, ratings from businesses that 

had received e-clearance decision(s) (Group 2) from customs authorities tended to be 

higher than those from Group 1, for 4 out of the 5 e-customs’ attributes. As a result, 

their overall perception latent variables and the “Intention to use” variable tend to be 

higher also. 

The outcome of the Mann-Whitney tests and relevant data in Table 5.16 show that 

the mean value for the latent Relative Advantages attribute is positive (0.303) for 

businesses that had received e-clearance decision (Group 2), and significantly higher 

than that for businesses that had not (in Group 1, mean = -0.133), p < 0.01. To obtain a 

more detailed understanding, Mann-Whitney tests were applied on the 7 items that load 

onto the Relative Advantages latent variable. For all items, the ratings from the two 

groups were significantly different, p < 0.1. Comparisons of the mean values of the 

relevant items confirm that ratings from businesses that received e-clearance decision 

tended to be higher than those of businesses in the other group, including the mean 

scores for “Time savings” (p < 0.01), “Convenience (24/7) basis” (p < 0.1), “Cost 

reductions” (p < 0.01), “Reductions in hassling” (p < 0.05), “Fewer data errors” (p < 

0.05), “Advance clearance” (p < 0.1), and “Monthly multiple clearance” (p < 0.05).   

Similarly, the outcome of the Mann-Whitney tests and relevant data in Table 5.16 

shows that the mean value for the latent Non-Complexity attribute is positive (0.300) for 

businesses that had received e-clearance decision (Group 2), and significantly higher 

than that for Group 1 (-0.132), p < 0.01. To obtain a more detailed understanding, 
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Mann-Whitney tests were applied on the 5 items that load onto the Non-Complexity 

latent variable. Results show that for 3 out of 5 items, ratings from the two groups were 

significantly different, p < 0.05. Comparisons of the mean values of the relevant items 

confirm that ratings from businesses in Group 2 tend to be higher than those of 

businesses in Group 1, such as the mean scores for “Overall complexity” (p < 0.01). 

Thirdly, the mean value for the latent Trialability attribute is positive (0.19) for 

Group 2 respondents, and is significantly higher than that (-0.082) for Group 1, p < 0.1, 

according to the Mann-Whitney test. To obtain a more detailed understanding, the 

Mann-Whitney tests were performed on the 3 items that load onto the Trialability latent 

variable. For 2 out of these 3 items, the ratings from respondents in the two groups were 

significantly different, p < 0.1. The mean values for items “Piloting with merchandise 

forms” and “Experiences of pilot businesses” are higher for businesses in Group 2 than 

for those who had never received an e-clearance decision (p < 0.1). 

Finally, results of the Mann-Whitney tests show that ratings from the two groups 

of respondents are significantly different for 2 out of 3 items that load onto the 

Observability latent variable (p < 0.05). Businesses that had received e-clearance 

decision gave a higher rating than those of the other group for the items: “Direct 

observation of e-customs” and “Indirect knowledge of advantages”. As a result, the 

mean value for the latent Observability attribute is positive (0.211) for Group 2 

respondents, and is significantly higher than that (-0.093) for Group 1, p < 0.01. 
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Table 5. 16 Effects of Receipt of e-clearance decision attribute on ratings  

 Mean values   Mann-Whitney tests 

 All Group 1 Group 2   M-W U Sig. 

Relative Advantages        

 Time savings 4.18 4.09 4.37   -2.74 0.01
*** 

 Convenience (24/7 basis) 3.37 3.67 3.87   -1.85 0.06
* 

 Cost reductions 3.68 3.56 3.96   -3.43 0.00
*** 

 Reductions in hassling  3.54 3.46 3.71   -2.17 0.03
** 

 Fewer data errors 3.79 3.72 3.96   -2.42 0.02
** 

 Advance clearance 3.78 3.73 3.89   -1.80 0.07
* 

 Monthly multiple clearance 3.60 3.54 3.73   -2.00 0.04
** 

 Latent variable 0.00 -0.133 0.303   -3.42 0.00
*** 

Non-Complexity 

(opposite of the following: ) 

       

 Data loss over Internet  2.51 2.45 2.66   -1.32 0.18
 

 Complicated e-customs software 3.36 3.26 3.57   -2.97 0.00
*** 

 High initial costs 3.02 2.97 3.13   -1.20 0.23
 

 Need supplementary paperwork 2.95 2.86 3.15   -2.43 0.02
** 

 Overall complexity 3.53 3.42 3.77   -3.29  0.00
*** 

 Latent variable 0.00 -0.132 0.300   -2.81 0.01
** 

Compatibility        

 Adequate IT skills 3.89 3.89 3.88   -0.01 0.98
 

 Adequate IT equipment 3.77 3.76 3.78   -0.36 0.71
 

 Compatible legacy software 3.43 3.42 3.45   -0.27 0.78
 

 Latent variable 0.00 -0.004 0.010   -0.27 0.78
 

Trialability        

 Experiences of pilot provinces 3.83 3.81 3.88   -0.76 0.45
 

 Piloting with merchandise forms  3.81 3.75 3.94   -2.32 0.02
** 

 Experiences of pilot businesses 3.75 3.69 3.88   -1.94 0.06
* 

 Latent variable 0.00 -0.082 0.188   -1.75 0.08
* 

Observability        

 Direct observation of e-customs 3.61 3.55 3.74   -2.13 0.03
** 

 Indirect knowledge of advantages 3.84 3.76 4.01   -2.95 0.00
*** 

 Indirect knowledge of difficulties 3.69 3.68 3.73   -0.82 0.41 

 Latent variable 0.00 -0.093 0.211   -2.93 0.00
*** 

 Modelled Overall Perception 0.00 -0.125 0.284   -3.52 0.00
*** 

Self-reported Overall Perception        

 Greater advantages  4.10 4.05 4.22   -1.78 0.08
* 

 Difficulties are manageable 3.81 3.80 3.84   -0.64 0.52
 

 Overall net advantages 3.99 3.95 4.07   -1.63 0.10
* 

 Latent variable 0.00 -0.066 0.151   -1.52 0.12
 

Intend to use 4.10 4.04 4.24     -2.71 0.00
*** 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: businesses that have received e-clearance decision(s); Group 2: businesses that have 

not received an e-clearance decision 
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Although the Mann-Whitney test did not detect any significant difference between 

the ratings from the two respondent groups for the Compatibility latent variable and the 

3 items that load onto it, the mean value for the latent Compatibility attribute is positive 

(0.01) for Group 2 respondents while it is negative (-0.004) for Group 1.  

Because the two respondent groups perceived 4 out of 5 attributes of e-customs 

differently, it is not surprising that their Modelled Overall Perceptions regarding e-

customs and their “Intention to use” were significantly different. Performing a similar 

analysis (that is, comparison of the mean scores and applying the Mann-Whitney test) 

for other items (which load onto other latent variables), as well as for the two “overall 

perception” latent variables and for the Intention to use variable, yields the general 

observation that ratings and scores for Group 2 tend to be systematically higher than for 

Group 1. In particular, the mean value for the Modelled Overall Perception variable is 

0.284 for Group 2, which is significantly higher than the mean value of -0.125 for 

Group 1, p < 0.01. Overall, the mean level of intention to use e-customs among Group 2 

business personnel is, at 4.24, higher than the mean support level (4.04) among Group 1 

business personnel and the difference is significant statistically, p < 0.01. In addition, 

results of the Mann-Whitney tests applied on the Self-reported Overall Perception latent 

variable and the 3 items that load onto it indicate that ratings from the two groups of 

respondent would have been significant if significance level had been set at 12%. 

To summarise this sub-section, it can be seen that respondents in Group 2 

(businesses that have received e-clearance) tend to hold perceptions that are more 

favourable to e-customs than those in Group 1 (businesses that have not received e-

clearance) and are more enthusiastic in their intention to use e-customs. 
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5.6.3. Possible differences due to the “Usage of customs agents” attribute 

To investigate the differences in perceptions and intention regarding e-customs across 

two groups of businesses which differ with regard to “Usage of customs agents”, the 

Mann-Whitney test was applied.  The results, as presented in Table 5.17, show that 

perceptions from the two groups do not differ significantly for most of the 5 key 

attributes of e-customs.  There is, nevertheless, some evidence that businesses in Group 

1 (those that do not use customs agents) tend to hold more favourable perceptions of e-

customs (mean score = 0.069) with regard to the “Non-complexity” attribute than 

businesses in Group 2 (those that do use customs agents, mean score = -0.211), p=0.11.  

Despite this, Group 1 businesses appear to be rather less enthusiastic (mean rating = 

4.07) than Group 2 (mean rating = 4.20) in supporting the use of e-customs, p=0.12. 
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Table 5. 17 Effects of Usage of customs agents attribute on ratings  

 Mean values   Mann-Whitney tests 

 All Group 

1 

Group 

2 

  M-W U Sig. 

Relative Advantages        

 Time savings 4.18 4.20 4.09   -0.57 0.56
 

 Convenience (24/7 basis) 3.37 3.71 3.77   -1.09 0.28
 

 Cost reductions 3.68 3.69 3.65   -0.09 0.93
 

 Reductions in hassling  3.54 3.55 3.48   -0.16 0.87
 

 Fewer data errors 3.79 3.84 3.67   -1.17 0.24
 

 Advance clearance 3.78 3.79 3.74   -0.16 0.87
 

 Monthly multiple clearance 3.60 3.57 3.68   -0.98 0.33
 

 Latent variable 0.00 0.019 -0.059   -0.12 0.91
 

Non-Complexity 

( opposite of the following: ) 

       

 Data loss over Internet  2.51 2.60 2.23   -2.71 0.00
*** 

 Complicated e-customs software 3.36 3.41 3.21   -1.38 0.17
 

 High initial costs 3.02 3.02 3.03   -0.32 0.75
 

 Need supplementary paperwork 2.95 3.03 2.70   -2.42 0.02
** 

 Overall complexity 3.53 3.50 3.61   -1.13 0.26
 

 Latent variable 0.00 0.069 -0.211   -1.59 0.11
 

Compatibility        

 Adequate IT skills 3.89 3.89 3.89   -0.05
 

0.96
 

 Adequate IT equipment 3.77 3.74 3.86   -1.22 0.22
 

 Compatible legacy software 3.43 3.41 3.50   -1.16 0.25
 

 Latent variable 0.00 -0.028 0.085   -0.41 0.68
 

Trialability        

 Experiences of pilot provinces 3.83 3.83 3.83   -0.41 0.68
 

 Piloting with merchandise forms  3.81 3.78 3.88   -1.11 0.27
 

 Experiences of pilot businesses 3.75 3.75 3.74   -1.16 0.25
 

 Latent variable 0.00 -0.016 0.049   -0.41 0.68
 

Observability        

 Direct observation of e-customs 3.61 3.60 3.62   -0.23 0.82
 

 Indirect knowledge of advantages 3.84 3.81 3.92   -1.24 0.21
 

 Indirect knowledge of difficulties 3.69 3.65 3.82   -1.62 0.11 

 Latent variable 0.00 -0.044 0.134   -0.88 0.38
 

 Modelled Overall Perception 0.00 -0.008 0.026   -0.14 0.89
 

Self-reported Overall Perception        

 Greater advantages  4.10 4.11 4.06   -0.14 0.89
 

 Difficulties are manageable 3.81 3.81 3.82   -0.05
 

0.96
 

 Overall net advantages 3.99 4.00 3.94   -0.36 0.72
 

 Latent variable 0.00 0.018 -0.057   -0.45 0.66
 

Intention to use 4.10 4.07 4.20     -1.56 0.12
 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Businesses that do not use customs agent; Group 2: Business that use customs 

agent 
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5.6.4. Possible differences due to “Level of Internet connection” attribute 

To investigate the differences in perceptions regarding e-customs and the intention to 

use it across the 3 business groups classified according to “Level of Internet 

connection”, Kruskal-Wallis and Mann-Whitney were applied.  The results, as 

presented in Table 5.18, show that the perceptions from these groups differed 

significantly for 2 out of 5 attributes of e-customs. Businesses with Fibre optics and 

Leased line connections (Group 3) often give higher ratings than those given by the 

other two groups (Group 1, businesses with Dial-up connections and Group 2, 

businesses with ADSL connections).  As a result, their overall perception latent 

variables (both Modelled and Self-reported), and the “Intention to use” variable are also 

higher. 

Firstly, the outcome of the Kruskal-Wallis test and relevant data in Table 5.18 

show that the mean value for the latent Compatibility attribute is positive (0.171) for 

respondents in Group 3, and is significantly higher than that for Group 1 (-0.616), p = 

0.01.  To obtain a more detailed understanding, the Kruskal-Wallis test was applied on 

the 3 items that load onto the Compatibility latent variable. The result shows that for 2 

out of 3 items, “Adequate IT skills”, and “Adequate IT equipment”, the ratings from 

respondents in the three groups were significantly different, p < 0.05. 
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Table 5. 18 Effects of Level of Internet connection attribute on ratings  

 
Mean values  Sig. Of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney tests 

 All Group 

1  

Group 

2 

Group 

3 
  1&2 1&3 2&3 

Relative Advantages           

 Time savings 4.18 3.38 4.17 4.26  0.006
*** 

 0.00
**** 

0.00
*** 

 0.45
 

 Convenience (24/7 basis) 3.37 3.63 3.70 3.80  0.40  0.67
 

0.42
 

0.22
 

 Cost reductions 3.68 3.50 3.63 3.81  0.28
 

 0.54
 

0.26
 

0.17 

 Reductions in hassling  3.54 3.25 3.49 3.66  0.25  0.41
 

0.20
 

0.18 

 Fewer data errors 3.79 3.38 3.80 3.82  0.20  0.07
* 

0.08
* 

0.99
 

 Advance clearance 3.78 3.63 3.85 3.65  0.15  0.40 0.97 0.07
* 

 Monthly multiple clearance 3.60 3.50 3.52 3.75  0.04
** 

 0.86
 

0.38
 

0.01
*** 

 Latent variable 0.00 -0.546 -0.030 0.108  0.14
  

0.15
 

0.06
* 

0.26
 

Non-Complexity 

( opposite of the following: ) 

          

 Data loss over Internet  2.51 2.38 2.54 2.47  0.85  0.75
 

0.90
 

0.61
 

 Complicated e-customs 

software 

3.36 3.38 3.36 3.35  0.98  0.87
 

0.90
 

0.95 

 High initial costs 3.02 3.25 2.99 3.07  0.62
 

 0.39
 

0.61
 

0.52
 

 Need supplementary 

paperwork 

2.95 3.00 2.93 2.98  0.81  0.82
 

0.91 0.53
 

 Overall complexity 3.53 3.13 3.52 3.59  0.06
* 

 0.05
** 

 0.02
** 

0.28 

 Latent variable 0.00 -0.066 -0.009 0.025  0.80
  

0.86
 

 0.88
 

0.51
 

Compatibility           

 Adequate IT skills 3.89 3.50 3.84 4.02  0.04
** 

 0.14 0.03
** 

0.06
* 

 Adequate IT equipment 3.77 3.38 3.71 3.92  0.03
** 

 0.15
 

0.02
** 

0.04
** 

 Compatible legacy software 3.43 3.00 3.43 3.47  0.21
 

 0.09
* 

0.08
* 

0.70
 

 Latent variable 0.00 -0.616 -0.059 0.171  0.05
** 

 0.107
 

 0.01
*** 

0.14 

Trialability           

 Experiences of pilot provinces 3.83 3.50 3.88 3.76  0.20
 

 0.101
 

0.23
 

0.32
 

 Piloting with merchandise 

forms  
3.81 3.38 3.81 3.83  0.13

 
 0.06

* 
  0.048

** 
0.85

 

 Experiences of pilot businesses 3.75 3.38 3.78 3.72  0.19
 

 0.06
* 

0.13
 

0.87
 

 Latent variable 0.00 -0.699 0.055 -0.044  0.21
  

0.09
* 

 0.14
 

0.57
 

Observability           

 Direct observation of e-

customs 

3.61 3.25 3.63 3.59  0.36
 

 0.13
 

 0.24 0.77 

 Indirect knowledge of 

advantages 

3.84 3.38 3.84 3.88  0.08
* 

 0.04
** 

 0.02
** 

0.63
 

 Indirect knowledge of 

difficulties 

3.69 3.38 3.72 3.68  0.32
 

 0.12
 

 0.18
 

0.79
 

 Latent variable 0.00 -0.690 0.028 0.007  0.07
* 

 0.03
** 

 0.03
** 

0.76 

 Modelled Overall Perception 0.00 -0.828 -0.004 0.083  0.07
* 

 0.04
** 

 0.02
** 

0.42 

Self-reported Overall Perception           

 Greater advantages  4.10 3.50 4.11 4.14  0.03
** 

 0.00
*** 

 0.00
*** 

0.65
 

 Difficulties are manageable 3.81 3.25 3.83 3.83  0.01
*** 

 0.00
*** 

 0.00
*** 

0.92
 

 Overall net advantages 3.99 3.38 3.98 4.06  0.00
*** 

 0.00
*** 

 0.00
*** 

0.42
 

 Latent variable 0.00 -1.169 0.012 0.081  0.00
***  

0.00
*** 

 0.00
*** 

 0.57
 

Intention to use 4.10 3.38 4.11 4.15  0.00
***  

0.00
*** 

0.00
*** 

0.67
 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Dial-up; Group 2: ADSL; Group 3: Fibre optics and Leased line 
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To follow up this finding, mean ratings from these groups for the 3 items that 

comprise the Compatibility latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that businesses in 

Group 3 tend to have a more positive perception of the Compatibility attribute of e-

customs than businesses in Group 1 and 2 have. In particular, ratings for items 

“Adequate IT skills” and “Adequate IT equipment” from respondents in Group 3 were 

significantly higher than ratings from respondents in Group 1 (p < 0.05), and Group 2 (p 

< 0.1). 

Secondly, the outcome of the Kruskal-Wallis test and relevant data in Table 5.18 

show that the mean value for the latent Observability attribute is negative (-0.690) for 

Group 1 respondents, and is significantly lower than those for Group 2 (0.028) and 

Group 3 (0.007), p < 0.1.  To obtain a more detailed understanding, the Kruskal-Wallis 

test was applied on the 3 items that comprise the Observability latent variable. For 1 out 

of 3 items, “Indirect knowledge of advantages”, the ratings from respondents in the 3 

groups were significantly different, p < 0.1. 

As a further follow-up, mean ratings from the three groups for the 3 items that 

load onto the Observability latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that businesses in 

Group 1 tend to have less positive perception of the Observability attribute of e-customs 

than those of businesses in Group 2 and Group 3. In particular, ratings for “Indirect 

knowledge of advantages” from respondents in Group 1 were significantly lower than 

ratings from respondents in the other two groups, p < 0.05.  

Regarding Relative Advantages, Non-complexity and Trialability attributes of e-

customs, although the Kruskal-Wallis tests did not detect any significant differences 

among ratings from respondents in the 3 groups of “Level of Internet connection”, it can 
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be seen that business personnel’s ratings differed significantly across these groups for 

some items, such as on the “Time savings” and “Monthly multiple clearance” items that 

loaded onto Relative Advantages latent variable (p < 0.05), and on the “Overall 

complexity” item that loaded onto Non-complexity latent variable (p < 0.1). In 

particular, results of the Mann-Whitney tests show that ratings from businesses in 

Group 1 were significantly lower than ratings from businesses in Group 2 and Group 3 

for “Time savings” (p<0.01). 

The result of the Kruskal-Wallis test regarding Modelled Overall Perception 

shows that the ratings from the 3 groups of respondents were significantly different, p < 

0.1. To obtain a more detailed understanding of this finding, comparison of the mean 

scores and Mann-Whitney tests were used. The outcome suggests that the mean score 

for the Modelled Overall Perception latent variable was lowest (-0.828) for Group 1 and 

was significantly lower than that of Group 2 (-0.004) and Group 3 (0.083), p < 0.05. 

When Kruskal-Wallis test was applied to the Self-reported Overall Perception, 

the result shows that the ratings from 3 groups of respondents were significantly 

different, p < 0.01. To obtain a more detailed understanding, the Kruskal-Wallis tests 

were applied on the 3 items that load onto the Self-reported Overall Perception latent 

variable. For all items, including “Greater advantages”, “Difficulties are manageable”, 

and “Overall net Advantages”, the ratings from the 3 groups were significantly 

different, p < 0.05. Consistently, the results of the Mann-Whitney tests reveal that 

ratings from businesses in Group 1 tend to be lower significantly than that of the other 

two groups, p < 0.01. 

As a result, the Kruskal-Wallis test shows the ratings from respondents in the 3 

groups on “Intention to use” were significantly different, p < 0.01. The results of the 

post hoc Mann-Whitney tests and the comparison of mean score reveal that businesses 
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using “Dial-up Internet connection” (mean Group1 = 3.38) are less enthusiastic in their 

intention to use e-customs than businesses using ADSL (mean Group2 = 4.11), p < 0.01, 

and businesses using “Fibre optics and Leased line” (mean Group3 = 4.15), p < 0.01. 

To sum up this subsection, it can be seen that businesses using faster Internet 

connections tend to have more positive perceptions about e-customs than businesses 

using outdated technology, such as “Dial-up Internet connection”. Accordingly, 

businesses using “Fibre optics and leased line” and ADSL techniques are more 

enthusiastic in intention to use e-customs than the other group. Our finding is consistent 

with a study by Reddick and Roy (2013) who find that there were significant 

differences in perceptions regarding satisfaction with e-government between Canadian 

businesses that use the Internet to contact government and those that do not. 

5.6.5. Possible differences due to Location attribute 

To investigate the differences in perceptions regarding e-customs and intention to use it 

across 3 location-groups of businesses, the Kruskal-Wallis and Mann-Whitney tests 

were applied.  The results, as presented in Table 5.19, reveal statistically significant 

differences in perceptions across these groups for 4 out of 5 attributes of e-customs. 

Ratings from businesses in Hai Phong and Ho Chi Minh City (Group 1) are generally 

higher than ratings from businesses in the other two location-groups, including Group 2 

(Dong Nai and Binh Duong), and Group 3 (Ha Noi, Da Nang, and Vung Tau). 

Therefore, the overall perceptions (both Modelled and Self-reported) latent variables 

and the “Intention to use” variable differ significantly across the 3 location-groups.  

The 8
th

 data row of this table shows that the ratings given for the Relative 

Advantages attribute of e-customs from the 3 respondents’ location-groups were 

significantly different, p < 0.01. To obtain a more detailed understanding, the Kruskal-
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Wallis tests were applied to 7 items that load onto the Relative Advantages latent 

variable. For 5 out of 7 items, the ratings from respondents in the 3 location-groups 

were significantly different, p < 0.05. 

As a further follow-up, mean ratings from the 3 location-groups for the 7 items 

that load onto the Relative Advantages latent variable were compared, and Mann-

Whitney tests between pairs of location-groups were applied to find out which of the 

location-groups differed from the others. The results show that businesses in Group 1 

tend to have more favourable perceptions of e-customs than the other two groups, 

especially businesses from Group 3. In particular, ratings for “Time savings”, 

“Convenience (24/7 basis)”, “Cost reductions”, “Reductions in hassling”, and “Fewer 

data errors” from businesses in Group 1 were significantly higher than ratings from 

businesses in Group 3.  Overall, the mean score for the Relative Advantages latent 

variable was highest (0.257) for Group 1, and was significantly higher than that for 

Group 2 (-0.117) and Group 3 (-0.241). The differences are significant at the 5% level. 
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Table 5. 19 Effects of Location attribute on ratings  
 

Mean values  Sig. Of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney tests 

 All Group 

1  

Group 

2 

Group 

3 
  1&2 1&3 2&3 

Relative Advantages           

 Time savings 4.18 4.27 4.20 4.02  0.04
** 

 0.59 0.02
** 

 0.04
** 

 Convenience (24/7 basis) 3.37 3.86 3.76 3.52  0.01
*** 

 0.65
 

0.00
*** 

0.07
* 

 Cost reductions 3.68 4.01 3.37 3.25  0.00
*** 

 0.00
*** 

0.00
*** 

0.52 

 Reductions in hassling  3.54 3.77 3.25 3.48  0.00
*** 

 0.00
*** 

0.01
*** 

0.17 

 Fewer data errors 3.79 3.96 3.79 3.57  0.00
*** 

 0.14 0.00
*** 

0.02
** 

 Advance clearance 3.78 3.81 3.77 3.73  0.58  0.64 0.29 0.67
 

 Monthly multiple clearance 3.60 3.64 3.65 3.49  0.16
 

 0.99
 

0.07
* 

0.13
 

 Latent variable 0.00 0.257 -0.117 -0.241  0.00
***  

0.02
** 

0.00
*** 

0.25
 

Non-Complexity 

(opposite of the following: ) 

          

 Data loss over Internet  2.51 2.77 1.95 2.67  0.00
*** 

 0.00
*** 

0.26
 

0.00
*** 

 Complicated e-customs 

software 

3.36 3.53 3.15 3.32  0.00
*** 

 0.00
*** 

0.04
** 

0.19 

 High initial costs 3.02 3.08 2.93 3.02  0.64
 

 0.36
 

0.63
 

0.63
 

 Need supplementary 

paperwork 

2.95 3.20 2.45 3.06  0.00
*** 

 0.00
*** 

0.10
* 

0.00
*** 

 Overall complexity 3.53 3.63 3.41 3.50  0.25
 

 0.27  0.10
* 

0.78 

 Latent variable 0.00 0.285 -0.497 0.068  0.00
***  

0.00
*** 

 0.07
* 

0.00
*** 

Compatibility           

 Adequate IT skills 3.89 3.95 3.99 3.71  0.01
*** 

 0.76 0.01
*** 

0.00
*** 

 Adequate IT equipment 3.77 3.86 3.80 3.61  0.02
** 

 0.45
 

0.00
*** 

0.05
** 

 Compatible legacy software 3.43 3.46 3.41 3.40  0.48
 

 0.38 0.29
 

0.78
 

 Latent variable 0.00 0.101 0.063 -0.196  0.04
** 

 0.96
 

 0.01
*** 

0.01
*** 

Trialability           

 Experiences of pilot 

provinces 

3.83 3.79 4.15 3.60  0.00
*** 

 0.00
*** 

0.00
*** 

0.00
*** 

 Piloting with merchandise 

forms  

3.81 3.90 3.89 3.60  0.00
*** 

 0.92
 

  0.00
*** 

0.00
*** 

 Experiences of pilot 

businesses 

3.75 3.88 3.77 3.54  0.00
*** 

 0.68 0.00
*** 

0.02
** 

 Latent variable 0.00 0.109 0.276 -0.401  0.00
***  

0.37
 

 0.00
*** 

0.00
*** 

Observability           

 Direct observation of e-

customs 

3.61 3.57 3.71 3.57  0.31
 

 0.24
 

 0.75 0.13 

 Indirect knowledge of 

advantages 

3.84 3.93 3.91 3.66  0.00
*** 

 0.67
 

 0.00
*** 

0.03
** 

 Indirect knowledge of 

difficulties 

3.69 3.62 3.92 3.59  0.00
*** 

 0.00
*** 

 0.61
 

0.00
*** 

 Latent variable 0.00 -0.004 0.228 -0.202  0.11
 

 0.34
 

 0.06 0.01 

 Modelled Overall Perception 0.00 0.203 0.049 -0.320  0.00
*** 

 0.00
*** 

 0.00
*** 

0.64 

Self-reported Overall Perception           

 Greater advantages  4.10 4.23 4.15 3.89  0.00
*** 

 0.54  0.00
*** 

0.01
*** 

 Difficulties are manageable 3.81 3.88 3.81 3.72  0.18
 

 0.51  0.05
** 

0.36
 

 Overall net advantages 3.99 4.09 4.03 3.82  0.00
*** 

 0.69  0.00
*** 

0.00
*** 

 Latent variable 0.00 0.193 0.055 -0.313  0.01
***  

0.30  0.00
*** 

0.08
* 

Intention to use 4.10   4.21 4.20 3.87  0.00
***  

   0.93 0.00
*** 

0.00
*** 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Hai Phong and Ho Chi Minh City; Group 2: Dong Nai and Binh Duong; Group 3: Ha Noi, Da Nang, 

and Vung Tau. 
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Similarly, the outcome of the Kruskal-Wallis tests and relevant data in Table 5.19 

show that the mean score for the latent Compatibility attribute is positive (0.101) for 

respondents in Group 1, and is significantly higher than that for respondents in Group 3, 

p = 0.01.  To obtain a more detailed understanding, Kruskal-Wallis tests were 

performed on the 3 items that load onto the Compatibility latent variable. The result 

shows that for 2 out of 3 items, “Adequate IT skills” and “Adequate IT equipment”, 

ratings from respondents across 3 location-groups were significantly different, p < 0.05. 

As a further follow-up, mean ratings from the 3 location-groups for the 3 items 

that load onto the Compatibility latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that businesses 

from Group 1 tend to have more positive perceptions of the Compatibility attribute of e-

customs than the other two location-groups have, especially the businesses in Group 3. 

In particular, ratings for two items, “Adequate IT skills” and “Adequate IT equipment”, 

from businesses in Hai Phong, Ho Chi Minh City (Group 1) were significantly higher 

than ratings from businesses in Ha Noi, Da Nang, and Vung Tau (Group 3), p < 0.01. 

In the same vein, the relevant data in Table 5.19 show that the mean value for the 

latent Trialability attribute is positive for Group 1 (0.109) and is significantly higher 

than for Group 3 (-0.401) , p < 0.01, although lower than for Group 2 (0.276).  To 

obtain a more detailed understanding, Kruskal-Wallis tests were applied on the 3 items 

that load onto the Trialability latent variable. The results show that for all 3 items, 

“Experiences of pilot provinces”, “Piloting with merchandise forms”, and “Experiences 

of pilot businesses”, the ratings from respondents across the 3 location-groups were 

significantly different, p < 0.01. 

As a further follow-up, mean ratings from the 3 location-groups for the 3 items 

that load onto the Trialability latent variable were compared, and Mann-Whitney tests 
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were applied to the pairs of comparable values. The results show that ratings for all 3 

items from businesses in Group 1 were significantly higher than ratings from businesses 

in Group 3, p < 0.01.  

The outcome of the Kruskal-Wallis test and relevant data in Table 5.19 shows that 

the mean score for the latent Non-complexity attribute is positive (0.285) for 

respondents in Group 1, and is significantly higher than that for Group 3 (0.068), p < 

0.10.  To obtain a more detailed understanding, Kruskal-Wallis tests were applied on 

the 5 items that load onto the Non-complexity latent variable. The results show that for 3 

out of 5 items - “Data loss over Internet”, “Complicated e-customs software”, and 

“Need supplementary paperwork” - the ratings from respondents in the 3 location-

groups were significantly different, p < 0.01. 

To follow up the findings, mean ratings from the 3 location-groups for the 5 items 

that load onto the Non-complexity latent variable were compared, and Mann-Whitney 

tests were applied to the pairs of comparable values. The results, as presented in Table 

5.19, reveal that the businesses in Group 1 tend to have more favourable perceptions of 

the Non-complexity attribute of the e-customs than businesses in Group 3. Notably, 

ratings for “Complicated e-customs software”, and “Need supplementary paperwork” 

from businesses in Group 1 were significantly higher than ratings from businesses in 

Group 3, p < 0.10.  

Regarding the Observability latent variable, although the Kruskal-Wallis test did 

not detect any significant difference among ratings from businesses across 3 location-

groups, it can be seen that businesses’ ratings differed significantly across the location-

groups for two items, namely “Indirect knowledge of advantages” and “Indirect 

knowledge of difficulties”, p < 0.01. To follow-up this finding, mean ratings from the 3 

location-groups for the 3 items that load onto the Observability latent variable were 
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compared, and Mann-Whitney tests were applied to the pairs of comparable values. The 

outcome shows that the businesses in Group 3 tend to have less positive perception of 

the Observability attribute of e-customs than the other two groups have.  

Because respondents in three location-groups tend to give significantly different 

ratings for 4 out of 5 key attributes, it is not surprising that their overall perceptions of 

e-customs were different. Applying the Kruskal-Wallis test to Modelled Overall 

Perception latent variable indicates that ratings from the 3 location-groups were 

significantly different, p < 0.01. To follow-up this outcome, mean ratings from the three 

location-groups for the Modelled Overall Perception latent variable were compared, and 

Mann-Whitney tests were applied to the pairs of comparable values. The mean value for 

the Modelled Overall Perception latent variable was highest (0.203) for Group 1 (Hai 

Phong and Ho Chi Minh City), and was significantly higher than those for Group 2 

(0.049) and Group 3 (-0.320), p < 0.01.  

When the Kruskal-Wallis test was applied to the Self-reported Overall Perception 

latent variable, the result shows that the ratings from the 3 location-groups of 

respondents were significantly different, p < 0.01. To obtain a deeper understanding, 

Kruskal-Wallis tests were applied on 3 items that load onto the Self-reported Overall 

Perception latent variable. Results reveal that for 2 out of 3 items, including “Greater 

advantages” and “Overall net Advantages”, ratings from the 3 groups were significantly 

different, p < 0.01. 

To follow up the findings, mean ratings from the 3 location-groups for the 3 items 

that load onto the Self-reported Overall Perception latent variable were compared, and 

Mann-Whitney tests were applied to the pairs of comparable values. The outcomes 

show that the businesses in Group 1 tend to have a more positive perception of the Self-

reported Overall Perception of e-customs than the other two groups, especially Group 
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3, p < 0.01). In particular, the ratings for “Greater advantages” and “Overall net 

advantages” from businesses in Group 1 were significantly higher than ratings from 

businesses in the other two location-groups, p < 0.01. Overall, the mean value for the 

Self-reported Overall Perception latent variable was highest (0.193) for Group 1 and 

was significantly higher than those for Group 2 (0.055) and Group 3 (-0.313), p < 0.01.  

The clear and systematic differences in perceptions of the attributes of e-customs 

carry over into clear and systematic differences across location-groups, with respect to 

their intention to use it.  The result of the Kruskal-Wallis test for Intention to use (last 

data row in Table 5.19) suggests significant differences overall, p < 0.01. The post hoc 

Mann-Whitney tests indicate that businesses in Group 3 are significantly less supportive 

of e-customs than businesses in Group 1 and Group 2, p < 0.01. 

To summarise this subsection, it can be seen that businesses in Hai Phong and Ho 

Chi Minh City (Group 1) and, to some extent, in Dong Nai and Binh Duong (Group 2) 

tend to have more positive perceptions of e-customs, and to be more enthusiastic in their 

intention to use it, than businesses in Ha Noi, Da Nang, and Vung Tau (Group 3).   

5.7. FURTHER DISCUSSION AND IMPLICATIONS 

5.7.1. Further discussion 

In Section 5.6.4, the findings suggest that businesses with high-speed Internet 

connections tend to hold a more positive perception of e-customs and to be more 

supportive of it. This is consistent with the findings of Reddick and Roy (2013) and 

others, that adequate IT infrastructure is a critical prerequisite for successful 

implementation of e-government. 

In Section 5.6.5, we found that, overall, businesses in Hai Phong and Ho Chi 

Minh City (Group 1) and in Dong Nai, Binh Duong (Group 2) tend to hold more 
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positive perception regarding e-customs, and to be more supportive of it, than 

businesses in Ha Noi, Da Nang and Vung Tau (Group 3) hold. In particular, businesses 

in Group 1 are the most enthusiastic supporters of e-customs application. These findings 

can be explained as follows. 

E-customs was introduced in Hai Phong and Ho Chi Minh City in 2005, then 

implemented in Dong Nai and Binh Duong from October 2009, and in the other 

locations from June 2010 (VGDC, 2010). Thus Hai Phong and Ho Chi Minh City have 

had more time to resolve implementation issues and address problems that arose. At the 

time of survey (2011), businesses in these cities would therefore find that e-customs 

operated more smoothly than was the case in Ha Noi, Da Nang and Vung Tau. 

Customs activities at Ho Chi Minh City and Hai Phong far exceed activities at the 

other locations, in terms of volume and value of the goods to be exported or imported, 

the range of goods to be considered for clearance, and the number and diversity of 

businesses that deal with customs offices on a regular basis. For example, in 2010, Ho 

Chi Minh City and Hai Phong Customs Departments processed export and import to the 

value of USD 104.834 billion, representing 56.13% of the total value of customs goods 

processed by the 13 customs departments where e-customs was trialled. These two 

departments received 1,747 million customs declaration forms, 50.56% of the total 

number of forms received by the 13 departments. The two departments dealt with 

35,293 businesses, accounting for 70.12% of the number of businesses transacting with 

the 13 departments. The scale and complexity of the operations at these two major port 

cities mean that there is greater potential for a given customs case to experience 

complications and delays. The scope for bureaucratic hassling and corruption is also 

greater. Against this background, any innovation that may help to expedite or smooth 

the customs process for the businesses concerned would be warmly welcome by them. 



 

175 

 

In a number of cases, businesses in other locations such as Dong Nai, Binh 

Duong, Ha Noi and Vung Tau may find that, even though e-customs has helped to 

expedite their dealing with the local customs departments, they may still have to travel 

to Ho Chi Minh City (or Hai Phong in the North), where the major port and 

warehousing facilities are located, for the final step of securing the release of goods 

from warehouses,. This presents a bottleneck effect at Ho Chi Minh City and Hai 

Phong, which reduces the net impact of any benefits that may accrue from the 

application of e-customs in the other locations, and therefore dampens the enthusiasm of 

businesses in these locations toward e-customs. 

5.7.2. Policy implications 

From the above discussion, a number of policy implications can be drawn. Firstly, in 

view of the relatively low ratings for “Data loss over Internet” and “Need 

supplementary paperwork”, further investment in IT infrastructure is urgently needed to 

minimise the data loss problem, and teams of experienced officers should be formed to 

deal flexibly with and resolve complications as they arise, so that wasteful duplication 

of effort via paper-based documentation is avoided as far as possible. 

Secondly, changes should be implemented so that the stranglehold that Hai Phong 

and Ho Chi Minh City have over the last step of e-customs process is reduced. In 

principle and in practice, if a local customs department has already made a decision to 

clear a consignment of goods, the final step of releasing that consignment from 

warehousing facilities should not be subject to undue further delay. 
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5.7.3. Limitations and directions for further research 

The use of a 5-point Likert scale in this study has resulted in a limited range of ratings, 

as most respondents avoid giving the highest (5) and lowest (1) ratings, resulting in a 

“bunching” effect around the values of 3 (intermediate) and either 2 (lower) or 4 

(higher) depending on the context.  Given the reluctance of respondents in this field and 

in Vietnam to use the full scale, further research should use a 7-point, 9-point or 10-

point scale to pick up finer variations in the level of approval or disapproval being 

expressed.  

A second limitation is the relatively small sample size.  It was hoped initially 

that at least 397 usable responses would be obtained.  However, out of 530 survey 

questionnaires distributed, only 358 responses were returned, and of these only 268 

were usable responses (usable response rate = 50.6%). Given the sensitive nature of the 

subject matter and the usual reluctance of Vietnamese businesses to participate in non-

compulsory questionnaire surveys, those figures may be close to the maximum 

achievable under the circumstances.  In future research, further efforts will be needed to 

augment the set of primary information available for analysing this study’s research 

questions and related issues.   

As mentioned in Chapter 3, the analytical framework of this research has been 

mainly built with elements of the DOI theory (Rogers, 2003) and TAM (Davies, 1989). 

Its main purpose has been to investigate the perceptions of the businesses regarding e-

customs and their support of it.  Future research could augment the framework by 

incorporating elements from other models and theories that may, a priori, be applicable 
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to Vietnam’s customs sector.  More attention could also be paid to other stakeholder 

groups and to the impact of e-customs on the work and lives of these stakeholders. 

5.8. CHAPTER SUMMARY 

In this chapter, we have focused on a survey of business personnels’ perceptions about 

e-customs and their intention to use e-customs. The questionnaire instrument was based 

on a conceptual framework that incorporates elements of DOI and TAM, and included 

items that are adaptations of questions frequently asked in previous studies. The survey 

was conducted during June and July 2011 in seven provinces and major cities where e-

customs trial had been implemented. 

Factor analysis techniques were applied to the questionnaire items to extract seven 

latent variables, five of which represent perceptions regarding key DOI/TAM attributes 

of e-customs; the other two represent indirect and direct measurements of overall 

perception regarding e-customs.  Non-parametric tests, including Spearman’s rho, 

Kruskal-Wallis, and Mann-Whitney, were applied to examine the association between 

perceptions about e-customs and intention to use it, and to find out whether differences 

in such perceptions and intention are systematically linked with variations in individual 

characteristics of respondents, such as Level of e-customs application, Receipt of e-

clearance decision, Usage of customs agents, Level of Internet connection, and 

Location.  

The results indicate that in general businesses are supportive of e-customs, with 

an average rating of 4.10 out of a 5-point scale, where 5 is the highest level of support.  

Average ratings on individual items that load onto the latent attributes variables are 

mostly in the range of 3.50 to 3.90, except for items pertaining to the Non-Complexity, 

where mean ratings are in the range 2.51 to 3.53, indicating far less positive perceptions 
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of this attribute compared with the perceptions of the other attributes. A mean rating of 

4.18 indicates that business personnel tend to see “Time savings” as the strongest point 

in favour of e-customs. By contrast, ratings of 2.51 and 2.95, respectively, indicate that 

they see “Data loss over Internet” and “Need supplementary paperwork” as two of its 

least attractive aspects. 

The correlation analysis indicates that all 5 DOI/TAM attributes, but especially 

Relative Advantages, Compatibility, Trialability, and Observability, are significantly 

correlated with Overall Perception which, in turn, is closely associated with Intention to 

use.  These results hold, regardless of whether the directly or the indirectly measured 

version of Overall Perception is used in the analysis. 

In the two largest provincial Customs Departments (in Ho Chi Minh City and Hai 

Phong), case-loads are heavy and individual cases are often highly complex, involving 

relatively large sums of money. The Kruskall-Wallis and Mann-Whitney tests suggest 

those businesses tend to be more enthusiastic in their intention to use e-customs than 

businesses in other locations. The relative impact of benefits accruing from application 

of e-customs in the other locations may be reduced by the critical role played by some 

Ho Chi Minh City and Hai Phong customs officials in the final step of releasing 

consignments of goods from warehousing facilities in these major port cities. The tests 

also indicate that businesses which used the highest level of e-customs application, 

received e-clearance decision, and used higher speed of Internet transmission tended to 

perceive e-customs more positively, and to be more enthusiastic to use e-customs. 

Following some further discussion of these findings, the chapter ends with a 

number of policy implications, such as the need to strengthen Internet infrastructure, to 

flexibly resolve complications to eliminate duplicated paperwork and to reduce the 



 

179 

 

stranglehold enjoyed by some Ho Chi Minh City and Hai Phong officials in the release 

of customs goods.  

In the next chapter, a similar conceptual framework and the same analytical 

techniques will be applied to responses from surveyed customs officials in order to 

investigate their perceptions and intention regarding e-customs.  
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CHAPTER 6: PERCEPTIONS AND INTENTIONS OF 

VIETNAMESE CUSTOMS OFFICIALS REGARDING 

ELECTRONIC CUSTOMS 

6.1.  CHAPTER INTRODUCTION 

This is the second of two chapters that analyse primary data obtained from 

questionnaire surveys conducted in 2011 as a means of gaining in-depth understanding 

of the perceptions and intentions of key stakeholder groups regarding e-customs in 

Vietnam.  Ultimately, stakeholder support is essential for the success and sustainability 

of any reform or innovation.  In the case of e-customs in Vietnam, two major groups of 

stakeholders can be readily identified: customs officials, and businesses that require 

customs transactions.  Several other stakeholder groups can also be identified -- for 

example, high-level policy makers with overall responsibility for customs and for public 

administration, providers of technical information technology services required in the 

implementation of e-customs, and customs agents who assist businesses in complying 

with customs requirements.  Each of these groups of stakeholders, however, tends to be 

fairly small in number.  By contrast, the two former stakeholder groups are both quite 

numerous.  For the purposes of this study, therefore, we shall focus mainly on these two 

major groups.  

Of central interest to this chapter is the level of support among Vietnamese 

customs officials for e-customs.  From the conceptual framework outlined in Chapter 3 

and based on the theory of Diffusion of Innovation (DOI) and the Technology 

Acceptance Model (TAM), it can be expected that the officials’ support for e-customs is 

heavily influenced by their perceptions regarding the attributes of e-customs, and in turn 

these perceptions are likely to be affected by the officials’ own personal characteristics 

and background, such as gender, age, educational attainment, rank and location. A key 



 

181 

 

purpose of this chapter is, therefore, to gain insights into the differences in the 

perceptions and intentions across specific groups of customs officials, with a view to 

drawing implications for both the theory and practice of e-customs and, more generally, 

of e-government. 

The remainder of this chapter is organised as follows. Section 6.2 provides details 

regarding the questionnaire survey, including the sample size, data collection method, 

and sample characteristics. Section 6.3 briefly recapitulates our framework as it applies 

to this particular survey, and also describes the variables (both “observed” and latent) 

that are based on the above framework and are related to the characteristics, perceptions 

and intentions of customs officials.  Section 6.4 focuses on the possible relationship 

between the officials’ perceptions of the advantages, disadvantages and other attributes 

of e-customs on one hand and, on the other, their intention towards it.  In Section 6.5, 

we investigate the perceptions and intention of customs officials as a group.  By 

contrast, in Section 6.6, we investigate the role that the respondent officials’ personal 

attributes and background play in influencing their perceptions of and intention to 

support e-customs.  Section 6.7 discusses the implications of our findings, together with 

some key limitations.  A summary of the main points raised in the chapter is provided in 

Section 6.8. 

6.2.  SURVEY INSTRUMENT AND SAMPLE   

6.2.1. Survey instrument 

As mentioned in Chapter 3, both the questionnaires for customs officials (this chapter) 

and for businesses (previous chapter) were designed based on the theory of DOI by 

Rogers (2003) and the TAM (Davis, 1989), as applied in the e-government domain by, 

among others, Raus et al., (2009), Conrad (2009), Gerpott (2011),  and Hameed, 
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Counsell, & Swift (2012). The survey questions were based on a review of the literature 

on e-customs implementation in a number of countries in Europe, Asia (including the 

case of Singapore), and Africa (King, 1990; Raus et al, 2009; Henningsson & Andersen, 

2009; Aoyama, 2008; Granqvist, Hintsa, & Männistö, 2011). The questions were also 

shaped by information gained previously regarding the e-customs trial implementation 

in Vietnam (see Chapter 4).  

A copy of the questionnaire instrument (in both English and Vietnamese) is 

contained in Appendix 4.  The first part of the questionnaire asks respondents to provide 

individual attributes of gender, age, level of educational attainment, rank within the 

Customs Department, and work location. The second part, a series of statements about 

the attributes of e-customs and about the level of support for it, is attached to a 5-point 

Likert scale allowing each respondent to express the extent to which they agree with 

each individual statement.  For convenience, below we shall refer to (the substance of) 

each such statement as a questionnaire “item”.  The items used in this survey were first 

derived from similar items from previous studies in the literature and from our own 

preliminary research; they were then revised after being piloted with a small number of 

customs officials. 

Table 6.1 presents a summary list of the main questionnaire items.  For example, 

Item 1, with the mnemonic “Time savings”, is associated with the statement “E-customs 

can reduce time required for travelling, data processing, and customs clearance”, and 

the relevant rating ranges from 1 for “Strongly Disagree” through 3 for “Neither Agree 

Nor Disagree” to 5 for “Strongly Agree”.  Of the 24 items listed, the most important in 

an overall sense is Item 24, as the mnemonic “Intention to support” is being associated 

with the statement “You personally support continuing and furthering the use of e-

customs”.  We shall return to a further discussion of these items in Section 6.3 below. 
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Table 6. 1 Items and their explanation 
No Mnemonic Item 

1 
Time savings 

E-customs can reduce time for travelling, data processing, and customs 

clearance. 

2 Convenience (24/7 

basis) 

It is convenient to submit and to receive customs dossier because of 24/7 

availability 

3 
Cost reductions 

E-document instead of paper document leading to cost reductions, and 

cut off cost for travelling. 

4 Fewer data errors Application of e-customs reduces number of data entry errors 

5 More transparent Application of e-customs brings greater transparency 

6 
More modern 

Application of e-customs contributes to the country’s goal of 

modernization. 

7 
Incomplete data 

Customs dossiers are often incomplete due to losses of data during 

transmission over the Internet. 

8 Complicated software The e-customs software is complicated, inadequate, and difficult to use. 

9 
Much need for training 

Officials face many difficulties with e-customs in the beginning, so 

demand for training is high. 

10 Need supplementary 

paperwork 

E-Customs dossiers often require supplementary paperwork similar to 

traditional customs.  

11 Level of complexity Overall, e-customs is difficult and complex. 

12 Adequate IT skills Officials’ IT skills are adequate for e-customs application 

13 Adequate IT equipment 

and systems 

Customs IT equipment and system are adequate for e-customs 

application 

14 Compatible e-

documents 

E-documents provided by other governmental bodies are compatible 

with e-customs. 

15 
Trials in pilot provinces 

Experiences from applying e-customs in HCMC and Haiphong, then in 

other pilot sites, facilitate the diffusion process. 

16 
Trials with forms of 

merchandise 

Experiences from applying e-customs to 3 major categories of 

merchandise facilitate the broadening of coverage to other major 

categories of merchandise. 

17 Experiences of pilot 

offices/units 

Customs offices/units which are about to implement e-customs can 

readily learn from the experiences of pilot offices/units. 

18 Direct observation of e-

customs 

Customs officials have directly observed other officers/units applying e-

customs 

19 Indirect knowledge of 

advantages 

Through internal documents, the media and words of mouth, customs 

officials have gained clear knowledge of the advantages of e-customs.  

20 Indirect knowledge of 

difficulties 

Through internal documents, the media and words of mouth, customs 

officers have gained clear knowledge of the difficulties with e-customs. 

21 More advantages than 

before  

E-customs brings more advantages than traditional customs 

22 Difficulties are 

manageable 

Difficulties of e-customs are manageable 

23 Overall net advantages After considering all the above, you would see e-customs as being more 

advantageous than traditional customs 

24 Intention to support You personally support continuing and furthering the use of e-customs 
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6.2.2. Sample size and data collection process 

The target population of the investigation for this chapter consists of all customs 

officials who were working in offices and sub-units of the Vietnam General Department 

of Customs (VGDC) and 33 provincial, inter-provincial and city customs departments, 

including customs branches (VGDC, 2010a).  In December 2007, there were 

approximately 10,800 such customs officials (Watts, Gilmour, & Le, 2008).  Thus, the 

target population of this survey was 10,800. 

As Neuman (2006b) points out, the appropriate sample size depends on (1) the 

degree of accuracy required, and (2) the number of different variables examined 

simultaneously in data analysis.  In consideration of the first requirement, as noted in 

Chapter 4, the minimum sample size should be based on two input factors, population 

(N) and the confidence level (p value), as shown in the following formula:  

 

With N = 10,800 and e = 0.05 (95% confidence), the minimum appropriate sample size 

(n) is calculated as 386.  For the second requirement, Neuman (2006b) suggested a rule 

of thumb, namely that there should be at least 50 cases for each subgroup to be analysed 

simultaneously. In our analysis, the maximum number of subgroups considered at a 

time is three. Thus, the sample size should be at least 150 cases, but should be larger if 

(as expected) the distribution across the subgroups is not even.  In short, we would like 

to achieve a sample size of 386, or (if possible) larger.  It turned out that responses were 

received from a total of 427 respondents, although 12 respondents did not provide 

answers (or provided invalid answers) to some of the questions. 

The questionnaire survey was conducted during June and July 2011. Seven 

provincial, inter-provincial and city departments of customs -- those of Hai Phong, Ha 
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Noi, Da Nang, Vung Tau, Dong Nai, Binh Duong, and Ho Chi Minh City -- were 

selected, because most goods are imported or exported through ports locating in these 

departments’ areas of responsibility.  According to the Vietnam IT and Statistics 

Department of Customs, the total turnover value of exports and imports processed by 

the above seven customs departments in 2010 was USD 172.8 billion, accounting for 

82.7% of total national turnover.  Similarly, these seven departments received 3,311.09 

million customs declaration forms, representing 70.6% of the total number of 

declaration forms lodged nationally in the same year (2010). Of the 13 customs 

departments that participated in the e-customs trial period of 2010 to 2011, those seven 

departments accounted for about 92.5% of export-import turnover; and 95.8% of the 

total number of declaration forms (MOF, 2010). 

We expected that, if customs officials were to be independently approached 

without any (formal or informal) indications of support from the authorities for the 

survey and associated study, the response rate would be very low indeed.  Therefore, a 

full explanation of the purposes and proposed methods of the survey, including the text 

of the questionnaire, was provided to the VGDC authorities.  As a result, the author was 

given cooperation at the province (customs departments) and district (customs 

branches) levels in distributing and collecting questionnaire forms.   

A broadly stratified sampling approach was adopted, whereby sets of 

questionnaire forms were distributed to the various customs departments selected, as 

shown in the following.  In turn, each department’s set of allocated forms was further 

sub-divided for distribution to district-level customs branches.  A total of 570 forms 

were distributed, of which 427 were returned, yielding an overall response rate of 

74.9%. Because of 12 invalid responses, there were 415 usable responses, accounting 

for 72.8% of the total number of questionnaires distributed (see Table 6.2).  
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 6.2.3. Sample characteristics 

Table 6.2 shows a breakdown of the sample by gender, age, education level, rank and 

location of respondents. 

Table 6. 2 Attributes of respondents 

Attributes  Number of 

respondents 

 %  

of sample 

 

Gender      

 Male 244  58.8  

 Female 171  41.2  

  415  100  

Age      

 Up to 35 195  47.0  

 From 36 to 45 121  29.2  

 46 and above 99  23.8  

  415  100  

Education      

 Diploma and below 60  14.5  

 Bachelor and above 355  85.5  

  415  100  

Rank       

 Upper 36  8.7  

 Middle 293  70.6  

 Lower 86  20.7  

  415  100  

Location      

 Hai Phong, Ho Chi Minh city 134  32.3  

 Dong Nai, Binh Duong 139  33.5  

 Ha Noi, Da Nang, Vung Tau 142  34.2  

  415  100  

Gender:  Of the 415 usable responses, 171 (or 41.2%) were from female respondents 

and 244 (58.8%) were from male officials. 
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Age:  There were three age groups. Table 6.2 shows that 195 officials, making up 

47.0%, were younger than 36 years old. The number of respondents from 36 to 45 years 

old was 121, representing 29.2%. The smallest group (comprising officials older than 45 

years old) includes 99 respondents, making up 23.8 % of the sample. 

Education levels: There were 60 officials with tertiary diplomas or lower qualifications, 

comprising 14.5%. The remainder comprised 355 officials who possessed bachelor 

degrees or higher qualifications, accounting for 85.5% of the sample. 

Rank: Of the 415 valid responses collected, 36 (8.7% of the sample) were from upper-

level managers of provincial customs departments and district-level customs branches. 

The largest group, namely the middle group, included 293 officers, who were working 

in branches, making up 70.6% of the sample. The last group, namely the lower group, 

included 86 respondents, representing 20.7% of the sample, who worked as assistants in 

customs branches. 

Location: Preliminary research suggested that, in terms of location, the sample should 

be divided into three groups. The first group includes officials in Hai Phong and Ho Chi 

Minh City, where the e-customs trial project had been conducted since the beginning of 

2005. These two cities also operate the two most important sea ports in the country, thus 

contributing significantly to the international trade of Vietnam. Of the 415 valid 

questionnaires collected, 134 (32.3%) were from this group.  The second group includes 

two provinces, namely Binh Duong and Dong Nai, where the pilot project had been 

conducted since 2010. These two provinces are located in the most active industrial 

zone in Vietnam, from whence large quantities of products are exported.  This group has 

139 respondents, representing 33.5% of the sample. The last group includes Ha Noi (in 

the North), Da Nang (in the Centre) and Vung Tau (in the South). Although the e-

customs trial had begun for these provinces at the same time as for the second group, 
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the application of e-customs in these local areas was less well developed, with 

proportionately fewer customs branches and enterprises being involved. The third group 

has 142 respondents, making up 34.2 % of the sample. 

6.3. CONCEPTUAL FRAMEWORK, OBSERVED VARIABLES AND LATENT 

VARIABLES 

6.3.1. Conceptual framework 

As discussed in Chapter 3, the conceptual framework on which our analysis is based is 

an amalgam of the DOI theory and the TAM.  Figure 6.1, which is an adaptation of 

Figure 3.2 to suit the current focus on the stakeholder group of officials only, illustrates 

the key relationships in this framework. 

Following Rogers (2003, p.221) it is hypothesised that the rate of adoption of an 

innovation (e-customs in this case) depends on the perception of potential adopters 

regarding the key attributes of this innovation, including its Relative advantages, 

Complexity, Compatibility with prior experience, Trialability, and Observability. 

Furthermore, it is postulated that the potential adopter’s characteristics and background 

influence both the perceptions regarding the innovation, and the ultimate decision of 

whether to adopt/support it.  In this chapter, five attributes of the respondent customs 

officials are highlighted:  gender, age, education, rank and location.  

In practice, the key variables in this conceptual framework are measured by a 

number of observed and latent variables, as detailed in the following sub-sections.    
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 Figure 6. 1 Conceptual framework applicable to customs officers  

Perceived Relative Advantages 

(Perceived Usefulness) 

Perceived Non-Complexity 

(Perceived Ease of Use) 

Perceived Compatibility 

Perceived Trialability 

Perceived Observability 

Overall perception Intention to support 

Respondent’s attributes: 

Gender, Age, Education, Rank, 

and Location 

Adapted from Rogers (2003) and Davis (1989) 
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6.3.2. Observed variables 

Attributes of Respondents 

The five attributes of each respondent (gender, age, education, rank and location) are all 

“observed” variables, in that the value of each is directly determined by the 

respondent’s answer.  For example, Gender is a nominal variable whose value is either 

Male or Female in our sample.  By comparison, Age is an ordinal variable, whose value 

can vary according to whether the respondent is (1) 35 years of age or younger, or (2) in 

the 36-45 age group, or (3) 46 years of age or older.  Table 6.2 above confirms this; it 

also shows that similarly both Education and Rank are ordinal variables, while Location 

is a nominal variable.   

Questionnaire items measuring respondent’s perceptions and intention 

As shown in Table 6.1, there are 23 questionnaire items that are related to the 

respondent’s perceptions regarding 5 key attributes of e-customs, and a 24
th

 item which 

measures the respondent’s Intention to support e-customs.  Each of these items is an 

observed variable. In summary, there are five observed variables, indicating 

respondents’ characteristics, and 24 observed ratings indicating respondents’ 

perceptions and intention. 

6.3.3. Latent variables 

In view of the key role played by the customs officials’ perceptions regarding the 

attributes of e-customs, it would be too risky to measure each perceived attribute by a 

single questionnaire item, as the item used might be an unreliable indicator of the 

targeted concept.  It is standard practice, in cases like this, to use multiple items to try to 
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capture the concept, and to use factor analysis to extract a latent variable representing 

the concept of interest.    

Thus in our questionnaire, the concept of Relative advantages is measured by six 

items: Time saving, Convenience (27/4 basis), Cost reductions, Fewer data errors, More 

transparent and More modern. The concept of Complexity is measured by five items: 

Incomplete data, Complicated software, Much need for training, Need supplementary 

paper work, and Level of complexity. In this study, the Complexity attribute is replaced 

by a reverse attribute, Non-complexity, so that all ratings conform to the same 

convention that an increase in the rating indicates greater favourability for e-customs. 

The concept of Compatibility is measured by three items: Adequate IT skills, Adequate 

IT equipment and systems, and Compatible e-documents.  The concept of Trialability is 

measured by three items: Trials in pilot provinces, Trials with forms of merchandise, 

and Experiences of pilot offices/units. The concept of Observability is measured by 

three items: Direct observation of e-customs, Indirect knowledge of advantages, and 

Indirect knowledge of difficulties.  

There are at least two alternative approaches to measuring the concept of Overall 

Perception.  The first approach is to conduct a factor analysis of the above five latent 

variables (Relative advantages, Non-Complexity, Compatibility, Trialability, and 

Observability) in order to extract a new latent variable, which might be described as 

Modelled Overall Perception.  The second approach is to design a number of 

questionnaire items that attempt to measure Overall perception directly.  Items 21 to 23, 

“More advantages than before”, “Difficulties are manageable”, and “Overall net 

advantages” are three such items.  The latent variable underlying these items might be 

described as Self-reported Overall Perception. 
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In summary, in our analysis there are seven latent variables, five of which 

correspond to the five DOI perceived attributes. The sixth and seventh latent variables 

correspond to the two concepts of Overall Perception discussed above. 

We now turn to a discussion of how five latent variables were extracted from 

questionnaire items 1 to 20, as listed in Table 6.1, with the use of factor analysis. First, 

an exploratory factor analysis was conducted to check whether or not the design of the 

items corresponding to the attributes of e-customs is valid.  Based on this exploratory 

factor analysis, it was confirmed that the items were loaded as in the first design. Five 

simple confirmatory factor analyses, one for each relevant group of items, were 

conducted to extract latent variables.  

Upon having obtained five latent variables representing the attributes of e-

customs, a factor-of-factor analysis was conducted to extract a latent variable reflecting 

the “modelled” overall perception of customs officials regarding e-customs, as obtained 

indirectly via the five attribute latent variables.  Finally, a factor analysis was carried out 

for the three questionnaire items that (items 21 to 23) ask customs officials to directly 

rate their overall perception. 

6.3.3.1. Exploratory factor analysis for questionnaire items 1 to 20 

The 20 questionnaire items relating to the five attributes of electronic customs were 

subjected to principal components analysis (PCA) using SPSS version 20. Prior to 

performing the PCA, the suitability of data for factor analysis was considered. Firstly, it 

was seen that each of the 20 items was correlated (ρ ≥ 0.3) with at least one other item, 

indicating reasonable factorability. Secondly, Table 6.3 shows that the Kaiser-Meyer-

Olkin value was 0.854, surpassing the recommended value of 0.6, and that the 

Bartlett’s Test of Sphericity (Pallant, 2011) reached statistical significance (χ
2
 (415) = 
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2482.43, p < 0.01). Finally, the communalities were all greater than 0.3 (see Table 6.4), 

providing additional evidence that each item shared some common variance with the 

other items. Therefore, all 20 items were acceptable for factor analysis. 

Table 6. 3 KMO and Bartlett's Test for items 1 to 20 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .854 

Bartlett's Test of Sphericity 

Approx. Chi-Square 2482.43 

Df 190 

Sig. .000 

From Table 6.4, principal components analysis revealed the presence of five 

components with eigenvalues exceeding 1.0, explaining 28.27%, 9.49%, 7.74%, 6.20% 

and 5.45% of the variance, respectively. To sum up, the five-component solution 

explained a total of 57.16% of the variance.  
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Table 6. 4 Total Variance Explained for items 1 to 20 

Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

Communalities 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 5.654 28.27 28.27 5.65 28.27 28.27 .564 

2 1.899 9.49 37.76 1.89 9.49 37.76 .496 

3 1.548 7.74 45.50 1.54 7.74 45.50 .656 

4 1.240 6.20 51.70 1.24 6.20 51.70 .529 

5 1.092 5.45 57.16 1.09 5.45 57.16 .513 

6 .948 4.73 61.90    .552 

7 .842 4.20 66.11    .596 

8 .780 3.90 70.01    .615 

9 .752 3.75 73.77    .404 

10 .652 3.26 77.03    .535 

11 .633 3.16 80.19    .385 

12 .572 2.85 83.05    .380 

13 .525 2.62 85.68    .630 

14 .522 2.61 88.29    .713 

15 .474 2.37 90.66    .564 

16 .451 2.25 92.92    .639 

17 .407 2.03 94.95    .707 

18 .373 1.86 96.82    .674 

19 .337 1.68 98.50    .667 

20 .298 1.49 100.00    .612 

Extraction Method: Principal Component Analysis. 

a. When components are correlated, sums of squared loadings cannot be added to obtain a total variance. 

An examination of the scree plot revealed a clear break after five components. 

Using Catell’s (1966) scree test, it was decided to retain five components for further 

investigation (see Figure 6.2). 
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Figure 6. 2 Scree Plot items 1 to 20 

 

 

The Pattern Matrix (Table 6.5) of the first factor analysis on 20 items shows that 

18 items have a factor loading greater than 0.5; and that two remaining items, namely 

Level of complexity and Adequate IT skills, have a factor loading greater than 0.3 – the 

minimum suggested. Thus, all 20 items are valid to form five factors.  
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Table 6. 5 Pattern Matrix for items 1 to 20 
 

Component 

Relative 

advantages 

Complexi

ty 

Trialabilit

y 

Observabili

ty 

Compatibilit

y 

Time savings .659 .018 .172 -.012 -.017 

Convenience (24/7 basis) .717 -.016 .105 -.167 -.067 

Cost reductions .810 -.045 .020 -.060 .096 

Fewer data errors .707 -.036 -.167 .048 .221 

More transparent .728 -.022 -.067 .061 .009 

More modern .648 .053 .123 .073 -.103 

Incomplete data .221 .742 -.160 -.025 -.225 

Complicated software .163 .701 -.117 .031 .082 

Much need for training -.437 .603 .084 -.010 .168 

Need supplementary paperwork -.072 .769 .026 -.041 -.049 

Level of complexity .061 .493 .085 -.004 .146 

Adequate IT skills -.015 .084 .293 -.119 .461 

Adequate IT equipment and 

systems 
.165 .066 .033 .020 .688 

Compatible e-documents -.006 -.072 -.148 .021 .892 

Trials in pilot provinces .020 -.135 .754 .044 .001 

Trials with forms of 

merchandise 
.044 .004 .703 .021 .164 

Experiences of pilot 

offices/units 
.057 .048 .837 -.007 -.163 

Direct observation of e-customs -.111 .006 .076 .821 .017 

Indirect knowledge of 

advantages 
.161 .154 .105 .640 -.012 

Indirect knowledge of 

difficulties 
-.027 -.119 -.071 .825 -.026 

Extraction Method: Principal Component Analysis. 

Rotation Method: Promax with Kaiser Normalization. 

a. Rotation converged in 6 iterations. 
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As a result, five latent variables were extracted. The first construct, Relative 

Advantages, is revealed mainly through six items: Time savings, Convenience, Cost 

reduction, Fewer data errors, More transparent, and Modernization. The second factor, 

Non-Complexity, is revealed through five items: Incomplete data, Complicated 

software, Much need for training, Need supplementary paperwork, and Level of 

complexity. The third factor, Compatibility, is revealed through 3 items: Adequate IT 

skills, Adequate IT equipment and systems, and Compatible e-documents. The fourth 

factor, Trialability, is revealed through 3 items: Trials in pilot provinces, Trials with 

form of merchandise, and Experiences of pilot units. The last factor, Observability, is 

revealed through 3 items: Direct observation of e-customs, Indirect knowledge of 

advantages, and Indirect knowledge of difficulties. 

6.3.3.2. Confirmatory factor analysis for items 1 to 20 

After exploratory factor analysis and identification of the relationships among groups of 

items and latent variables, simple confirmatory factor analyses were conducted to 

extract these latent variables. The process of confirmatory factor analysis includes the 

verification of the levels of reliability of the items in each group of items, and the 

implementation of factor analysis for every group. 

Reliability tests 

According to the result of the exploratory factor analysis, five factors were extracted 

from five groups of items. Cronbach’s coefficient alpha was employed to identify the 

internal consistency of the measurement scale items that were used to operationalize 

each of the above five constructs. 

A standard rule of thumb is that if Cronbach’s alpha is below 0.6, this is 

unacceptable and it implies that there is a problem with the internal consistency of the 
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questionnaire items.  Values of alpha from 0.6 to nearly 0.7 suggest marginal 

acceptance of internal consistency, from 0.7 to nearly 0.8 fair, and from 0.8 to nearly 

0.9 high (very good) (Pallant, 2011; Tabachnick & Fidell, 2007).  From the results 

reported in Table 6.6, we can see that there are no Cronbach’s alpha values below 0.6. 

Specifically: the group of items representing Relative advantages have the alpha score 

of 0.821, indicating very high level of internal consistency.  The lowest score is that for 

the items depicting the Observability attribute, with the alpha score of 0.687, which is 

marginal. The other three groups of items (representing Non-complexity, Compatibility 

and Trialability) all have alpha scores in the range from 0.7 to 0.8, which is fair internal 

consistency. 

Table 6.6 also provides information about Corrected item-total correlation values. 

According to Pallant (2011) and Tabachnick & Fidell (2007), these values show the 

correlation between each item and the total score. If the Corrected item-total correlation 

is below 0.3, it means that this item measures other features rather than the overall 

features of the group of items. Table 6.6 shows that there is only one item -- in the 

group that reflects the Non-complexity attribute of e-customs, the item “Much need for 

training” -- which has the Corrected item-total correlation below 0.3; all the remaining 

items have the values from 0.332 to 0.695. Even for items like “Much need for 

training”, according to Pallant (2011), if the alpha score is not below 0.7, and if the 

alpha score decreases when the item is deleted, then it is not necessary to remove these 

items.  
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Table 6. 6 Cronbach's alpha for checking internal consistency of 20 items 

representing 5 perceived attributes 

   Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Relative advantages. Cronbach’s coefficient alpha = 0.821 

Time savings   0.630 0.786 

Convenience (24/7 basis)   0.544 0.807 

Cost reductions   0.695 0.769 

Fewer data errors   0.534 0.809 

More transparent   0.586 0.794 

More modern   0.598 0.794 

Non-complexity. Cronbach’s coefficient alpha =  0.704 

Incomplete data   0.466 0.621 

Complicated software   0.574 0.571 

Much need for training   0.262 0.704 

Need supplementary paperwork   0.497 0.605 

Level of complexity   0.408 0.647 

Compatibility. Cronbach’s coefficient alpha =  0.788 

Adequate IT skills   0.332 0.615 

Adequate IT equipments and 

systems 
  0.490 0.385 

Compatible e-documents   0.429 0.485 

Trialability. Cronbach’s coefficient alpha =  0.705 

Trials in pilot provinces   0.491 0.708 

Trials with forms of merchandise   0.578 0.606 

Experiences of pilot offices/units   0.585 0.598 

Observability. Cronbach’s coefficient alpha =  0.687 

Direct observation of e-customs   0.534 0.553 

Indirect knowledge of advantages   0.539 0.555 

Indirect knowledge of difficulties   0.442 0.677 

Another issue to consider is the alpha score if the item is deleted. If deleting an 

item results in an increase in the alpha score then the item should be removed (Pallant, 
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2011). From Table 6.6, we can see that there is only one item, named Trials in pilot 

province, in the Trialability group, which fits under this classification. Even in that case, 

the difference in alpha score is very small. As a result, this item is not removed.  

Overall, it is concluded that, although the questionnaire items in the above five groups 

have different levels of internal consistency; all of them satisfy the conditions for 

confirmatory factor analysis. 

Confirmatory factor analyses 

After verification of the level of internal consistency of the items in five groups, I 

carried out confirmatory factor analysis on each group of items to extract the 

corresponding latent variable. The results are summarised in Table 6.7.  It can be seen 

that each of the five factor analyses is appropriate because in each case the Keiser-

Meyer-Olkin Measure of Sampling Adequacy (KMO) has the value of over 0.6, and the 

Bartlett’s Test of Sphericity reached statistical significance (p < 0.01) (Pallant, 2011; 

Tabachnick & Fidell, 2007). In addition, the items in each group loaded quite strongly. 

Only one item (“Much need for training”) has a loading value of 0.439 (still quite 

strong); the remaining items have loading values of 0.6 or higher (very strong).  

Accordingly, the five factors being extracted from items 1 to 20 are considered 

appropriate for further analysis. 
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Table 6. 7 Confirmatory factor analyses for 5 groups of items relating to perceived 

attributes of e-customs 

 Communalities Item loading 

Relative advantages. 

KMO = 0.84
*
. Total of initial Eigenvalues = 3.255 

∂ 
.% of variance = 54.24 

Time savings 0.583 0.763 

Convenience (24/7 basis) 0.473 0.688 

Cost reductions 0.658 0.811 

Fewer data errors 0.457 0.676 

More transparent 0.528 0.726 

More modern 0.556 0.746 

Non-complexity 

KMO = 0.73
*
. Total of initial Eigenvalues = 2.249 

∂
.% of variance = 44.99% 

Incompleted data 0.495 0.704 

Complicated software 0.638 0.799 

Much need for training 0.193 0.439 

Need supplementary paperwork 0.515 0.718 

Level of complexity 0.407 0.638 

Compatibility 

KMO = 0.61
*
. Total of initial Eigenvalues = 1.679 

∂ 
.% of variance = 55.95 

Adequate IT skills 0.431 0.657 

Adequate IT equipments and systems 0.662 0.814 

Compatible e-documents 0.585 0.765 

Trialability 

KMO = 0.67
*
. Total of initial Eigenvalues = 1.944 

∂ 
.% of variance = 64.8 

Trials in pilot provinces 0.574 0.758 

Trials with forms of merchandise 0.682 0.826 

Experiences of pilot offices/units 0.688 0.829 

Observability 

KMO = 0.654
*
. Total of initial Eigenvalues = 1.858 

∂ 
.% of variance = 61.94 

Direct observation of e-customs 0.662 0.814 

Indirect knowledge of advantages 0.663 0.814 

Indirect knowledge of difficulties 0.533 0.730 
*
. Significance at the 0.01 level. 

∂
. One component was extracted 
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6.3.3.3 Factor-of-factor analysis: Modelled Overall Perception 

To derive a latent variable representing the customs officials’ overall implicit perception 

of e-customs, I conducted a factor analysis with the items being the five latent variables 

corresponding to five attributes of e-customs. Before the implementation of the 

confirmatory factor analysis, I verified the level of internal consistency of the items. 

Table 6.8 indicates that the alpha score is 0.723, which is fair. Moreover, the scores of 

the Corrected item-total correlation are all greater than 0.4, indicating relatively high 

correlation among items in the groups. The alpha score if an item is deleted also 

satisfied the condition of being smaller than the actual alpha score of the groups.  Thus 

the group is considered appropriate for simple confirmatory factor analysis. 

Table 6. 8 Reliability tests with latent variables 

   Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Modelled Overall Perception. Cronbach’s coefficient alpha =  0.723 

Relative advantages   0.590 0.631 

Non-Complexity   0.419 0.700 

Compatibility   0.444 0.690 

Trialability   0.543 0.651 

Observability   0.418 0.700 

 

The results of the simple confirmatory factor analysis are shown in Table 6.9.  From the 

table, it is seen that the factor analysis is appropriate because the score of the Keiser-

Meyer-Olkin Measure of Sampling Adequacy (KMO) has the value of 0.755, exceeding 

the suggested minimum score of 0.6 (Pallant, 2011; Tabachnick & Fidell, 2007). 

Moreover, the value of Bartlett’s Test of Sphericity reached statistical significance (p < 

0.01) (Pallant, 2011; Tabachnick & Fidell, 2007).  The values of item loadings are all 

greater than 0.6 and are considered very high. Accordingly, one factor being extracted 
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from this group of items is considered appropriate.  This factor, representing the overall 

perception of customs officials towards e-customs as obtained indirectly from five latent 

variables, has been named Modelled Overall Perception. 

Table 6. 9 Factor-of-factor analysis: Modelled Overall Perception 

 Communalities Item loading 

Modelled Overall Perception 

KMO = 0.755
*
. Total of initial Eigenvalues = 1.858 

∂ 
.% of variance = 47.72 

Relative advantages 0.615 0.784 

Non-Complexity 0.391 0.625 

Compatibility 0.420 0.648 

Trialability 0.560 0.748 

Observability 0.399 0.632 

*
. Significant at 0.01 level 

∂
. One component was extracted 

 

6.3.3.4 Factor analysis of items 21 to 23: Self-reported Overall Perception 

In addition, I carried out another factor analysis for three items which ask respondents 

to directly rate their overall perception of e-customs.  Before the implementation of the 

confirmatory factor analysis, I verified the level of internal consistency of the items. 

Table 6.10 indicates that the alpha score is 0.754, which is fair. Moreover, the scores of 

the Corrected item-total correlation are all greater than 0.5, indicating relatively high 

correlation among items in the groups. The alpha score if an item is deleted also 

satisfied the condition of being smaller than the actual alpha score of the groups.  Thus 

the group is considered appropriate for simple confirmatory factor analysis. 

The results of the simple confirmatory factor analysis are shown in Table 6.11.  

From the table, it is seen that the factor analysis is appropriate because the score of the 

Keiser-Meyer-Olkin Measure of Sampling Adequacy (KMO) has the value of 0.755, 

exceeding the suggested minimum score of 0.6 (Pallant, 2011; Tabachnick & Fidell, 
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2007). Moreover, the value of Bartlett’s Test of Sphericity reached statistical 

significance (p < 0.01) (Pallant, 2011; Tabachnick & Fidell, 2007). The values of item 

loadings are all greater than 0.6 and are considered very high. Accordingly, one factor 

being extracted from this group of items is considered appropriate.  This factor, 

representing the overall perception of customs officials towards e-customs as obtained 

directly from respondents’ ratings with respect to questionnaire items 21 to 23, has been 

named Self-reported Overall Perception. 

Table 6. 10 Reliability tests with questionnaire items 21 to 23 

   Corrected 

item-total 

correlation 

Alpha if item 

is deleted 

Self-reported Overall Perception. Cronbach’s coefficient alpha =  0.754 

More advantages than before   0.585 0.782 

Difficulties are manageable   0.590 0.740 

Overall net advantages   0.731 0.574 

 

 

Table 6. 11 Confirmatory factor analysis: Self-reported Overall Perception 

 Communalities Item loading 

Self-reported Overall Perception 

KMO = 0.656
*
. Total of initial Eigenvalues = 2.138 

∂ 
.% of variance = 71.25 

More advantages than before 0.644 0.802 

Difficulties are manageable 0.681 0.825 

Overall net advantages 0.813 0.901 

*
. Significant at 0.01 level 

∂
. One component was extracted 

 

To sum up: there are five latent variables measuring five key attributes of e-

customs as perceived by customs officials. There are two additional latent variables, 

both measuring the respondent’s overall perception of e-customs. The first is a 

“modelled” measurement, as it is derived from the factor analysis of those five latent 
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(“attributes”) variables. The second is a “self-reported” measurement, as it is based on 

explicit ratings by the respondents. 

6.3.4. Normality tests    

After conducting data reduction and checking the validity of seven latent variables, a 

normality test was applied to check whether the key variables are normally distributed. 

Hair (2010) suggested that the two most common tests are the Kolmogorov-Smirnov 

and the Shapiro-Wilk. Each calculates the level of significance for the differences from 

a normal distribution -- a significant result, p < 0.05, indicates non-normality (Pallant 

(2011).  Table 6.12 shows that there is no variable having normal distribution. 

Table 6. 12 Tests of Normality (Kolmogorow-Smirnov and Shapiro-Wilk) 

Constructs Kolmogorov-Smirnov
a
 Shapiro-Wilk 

 Statistic df Sig. Statistic df Sig. 

Relative Advantages 0.19 415 0.00 0.96 415 0.00 

None complexity 0.05 415 0.03 0.99 415 0.06 

Compatibility 0.15 415 0.00 0.96 415 0.00 

Trialability 0.27 415 0.00 0.89 415 0.00 

Observability 0.22 415 0.00 0.91 415 0.00 

Modelled Overall 

Perception 
0.06 415 0.00 0.98 415 0.00 

Self-reported Overall 

Perception 
0.33 415 0.00 0.71 415 0.00 

Intention to support 0.36 415 0.00 0.73 415 0.00 

a. Lilliefors Significance Correction     

Hair (2010) also recommends the use of other statistical tests to assess the actual 

degree of departure from normality. Thus, I used two other measures, including 

Kurtosis and Skewness. It can be seen from Table 6.13 that all of the variables listed are 
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not normally distributed.  To sum up, the seven latent variables that will be used to 

analyse the officials’ perceptions regarding e-customs, as well as the key variable 

“Intention to support”, do not show a normal distribution. Thus, it will be appropriate to 

use nonparametric rather than parametric techniques to analyse these variables. 

Table 6. 13 Tests of Normality (Skewness and Kurtosis) 
 

Constructs Skewness Kurtosis 

 

Statistic  

Std. Error of 

Skewness  Statistic 

Std. Error of 

Kurtosis 

Relative Advantages -0.11  0.12  0.77 0.24 

Non-complexity 0.15  0.12  0.07 0.24 

Compatibility -0.39  0.12  0.83 0.24 

Trialability -0.31  0.12  1.20 0.24 

Observability 0.03  0.12  0.64 0.24 

Modelled Overall Perception 0.03  0.12  1.65 0.24 

Self-reported Overall 

Perception 

-1.28  0.12  5.67 0.24 

Intention to support 
-0.31  0.12  1.24 0.24 
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6.4. ASSOCIATION BETWEEN PERCEPTIONS REGARDING E-CUSTOMS 

AND INTENTION TO SUPPORT IT 

In this section, Spearman’s rho test is used to analyse the relationship between the 

customs officials’ perceptions regarding e-customs and their Intention to support e-

customs application, in line with the DOI theory.  The factor analysis in Section 6.3 has 

identified five latent variables which reflect the officials’ perception of five key 

attributes of e-customs: Relative Advantages, Non-complexity, Compatibility, 

Trialability, and Observability. Two additional latent variables have also been derived 

which reflect respondents’ overall perceptions of e-customs, namely Modelled overall 

perception latent and Self-reported Overall Perception. Spearman’ rho Correlation tests 

were carried out to assess the relationships between these latent variables and the key 

variable, Intention to support. 

The results are displayed in Table 6.14, and illustrated in Figure 6.3.  The main 

findings can be summarised as follows. 

1. Customs officials’ perceptions regarding five attributes of e-customs were 

significantly related to each other, all p < 0.05.  

2. As can be expected, perceptions regarding the five attributes of e-customs 

were all significantly related to Modelled Overall Perception, all Z > 0.5, and 

all p < 0.01.  

3. Reassuringly, although Self-reported Overall Perception was not derived from 

the above five latent variables (based on questionnaire items 1 to 20), but from 

a different set of questionnaire items (items 21 to 23), the correlations between 

it and these five “attributes” latent variables were also significant, all p < 0.01. 

4. As predicted by the DOI theory, customs officials’ perception regarding each 

of the five attributes of e-customs was significantly related to Intention to 
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support e-customs, p < 0.01. Table 6.17 demonstrates that the correlation 

coefficient of Intention to support e-customs with Relative Advantages, 0.48, 

with Non-complexity, 0.22, with Compatibility, 0.22, with Trialability, 0.54, 

and with Observability, 0.37. 

5. As also predicted by the DOI theory, the correlation coefficients between 

Intention to support and either Modelled Overall Perception or Self-reported 

Overall Perception are considered positive, large, and significant at 1%, as the 

scores are 0.54 and 0.73 respectively. Recall that the officials expressed their 

overall perception regarding e-customs both indirectly via the five “attributes” 

latent variables, and directly via ratings on relevant explicit items. Not 

surprisingly, the correlation with the direct measure (“Self-reported Overall 

Perception”) is stronger than with the indirect, implicit measure (“Modelled 

Overall Perception”). 
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Figure 6. 3 Association between customs officials' perceptions regarding e-customs and Intention to 

support it  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Relative 

Advantages 

Observability 

Non-Complexity 

Compatibility 

Trialability 

Modelled 

Overall 

Perception 

Self-reported 

Overall 

Perception 

Intention to support 

0.71 

0.27 

0.32 

0.55 

0.60 

0.52 

0.67 

0.40 

0.54 

0.57 

0.73 0.54 

Adapted from Rogers (2003) and Davis (1989) 
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Table 6. 14 Correlations - Spearman' rho test  

 Relative advantages Non-complexity Compatibility Trialability Observability Modelled overall 

perception 

Self-reported 

Overall 

Perception 

Relative Advantages 1.00       

.       

Non-Complexity  0.35
** 

1.00      

(0.00) .      

Compatibility  0.25
** 

0.27
** 

1.00     

(0.00) (0.00) .     

Trialability  0.44
** 

0.18
** 

0.30
** 

1.00    

(0.00) (0.00) (0.00) .    

Observability 0.33
** 

0.16
* 

0.22
** 

0.43
* 

1.00   

(0.00) (0.02) (0.00) (0.01) .   

Modelled Overall 

Perception 

0.73
** 

0.58
** 

0.57
** 

0.69
** 

0.61
** 

1.00  

(0.00) (0.00) (0.00) (0.00) (0.00) .  

Self-reported Overall 

Perception 

0.54
** 

0.32
** 

0.32
** 

0.55
** 

0.46
** 

0.65
** 

1.00 

(0.00) (0.00) (0.00) (0.00) (0.00) (0.00) . 

Intention to support 0.48
** 

0.22
** 

0.22
** 

0.54
** 

0.37
** 

0.54
** 

0.73
** 

(0.00) (0.00) (0.00) (0.00) (0.00) (0.00) (0.00) 

Figures in brackets are p-values (significant level, 2-tailed tests) 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 
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6.5. RATINGS FROM ALL RESPONDENTS AS A GROUP 

The first data column in Table 6.15 (as well as Table 6.16 and similar tables) provides 

the mean ratings from all respondents in the sample with regard to each questionnaire 

item (and each latent variable). The relevant data indicate that, on average, customs 

officials tend to hold rather positive perceptions of e-customs and to be quite supportive 

of its use. 

For example, the average rating on item “More modern” is 4.25 out of a 5-point 

scale, where 5 is the highest rating, indicating “Strong Agreement” with the statement 

“Application of e-customs contributes to the country’s goal of modernization”. 

Similarly, the average ratings on “Time savings”, “Cost reductions” and “More 

transparent” are all higher than 4.0.  From a technical viewpoint, it is interesting to note 

that customs officials tend to be less enthusiastic in rating item “Fewer data errors”, 

giving it a mean rating of 3.68.  The average rating on item “Convenience (24/7) basis” 

is also less than 4.0.  In general, average ratings on individual questionnaire items are 

mostly in the range of 3.70 to 4.20. 

For items that load onto the latent attribute Non-Complexity, however, mean 

ratings are in a lower range (2.55 – 3.51), indicating far less positive perceptions of this 

attribute. In particular, the average ratings for items “Much need for training” and 

“Need supplementary paperwork” are (at 2.55 and 2.63, respectively) the lowest among 

all items ratings. (Note that the data have been recoded so that a higher rating 

corresponds to a more favourable perception of e-customs).  

Overall, the respondents give a mean rating of 4.14 on the key item Intention to 

support, indicating a rather strong level of support for the continuing use of e-customs. 
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6.6. ASSOCIATION BETWEEN RESPONDENT ATTRIBUTES AND RATINGS 

Rogers (2003, p.287) analyses the correlation between on the one hand, the 

characteristics of the adopter, such as socioeconomic status, personality values, and the 

communication behaviour regarding innovativeness, and, on the other,  the adopter’s 

perception of the innovation and intention to adopt.  The TAM (Davis, 1989) also 

places emphasis on the role of the characteristics and background of the potential 

adopter in the decision to adopt.  In this section, we investigate the influence of the 

respondent’s attributes on their perception of, and level of support for, e-customs. The 

respondents’ attributes include gender, age, education, rank, and location.  

6.6.1. Possible differences due to Gender 

To investigate the differences between male and female responses, the Mann-Whitney 

test was applied. As shown in Table 6.15, the results indicate systematic differences in 

the perception of 4 out of 5 attributes of e-customs. 

For example, the mean value for males’ perception of the latent Relative 

Advantages attribute (seventh data row) was 0.174, compared with -0.248 for females. 

This difference is statistically significant, p < 0.01. To obtain a more detailed 

understanding, Mann-Whitney test was performed on the 6 items that load onto the 

Relative Advantages latent variable. It turns out that for 5 out of 6 items  (Time savings, 

Convenience (24/7 basis), Cost reductions, Fewer data errors, and More modern) the 

ratings from male and female respondents were different, p < 0.05, with male 

respondents’ ratings being on average higher than those of female respondents.  
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Table 6. 15 Effects of Gender attribute on ratings  

 Mean values   Mann-Whitney tests 

 All Female Male   M-W U Sig. 

Relative Advantages        

 Time savings 4.22 4.10 4.30   -3.62 0.00
*** 

 Convenience (24/7 basis) 3.74 3.56 3.87   -3.69 0.00
*** 

 Cost reductions 4.01 3.82 4.14   -4.57 0.00
*** 

 Fewer data errors 3.68 3.53 3.79   -3.07 0.02
** 

 More transparent 4.03 4.02 4.04   -0.68 0.49 

 More modern 4.25 4.12 4.34   -3.88 0.00
*** 

 Latent variable 0.00 -0.248 0.174   -4.61 0.00
*** 

Non-Complexity  

         ( opposite of the following: ) 

       

 Incomplete data 2.82 2.63 2.95   -3.09 0.00
*** 

 Complicated software 3.26 3.18 3.32   -1.41 0.16 

 Much need for training 2.55 2.70 2.44   -3.24 0.01
*** 

 Need supplementary paperwork 2.63 2.56 2.69   -1.28 0.20 

 Level of complexity 3.51 3.40 3.59   -2.22 0.03
** 

 Latent variable 0.00 -0.124 0.087   -1.94 0.052
* 

Compatibility        

 Adequate IT skills 3.80 3.85 3.76   -1.02 0.31 

 Adequate IT equipment and 

systems 

3.57 3.53 3.60   -0.66 0.51 

 Compatible e-documents 3.03 3.04 3.02   -0.19 0.85 

 Latent variable 0.00 0.011 -0.008   -0.23 0.82 

Trialability        

 Trials in pilot provinces 3.84 3.77 3.89   -2.14 0.03
** 

 Trials with forms of merchandise 3.82 3.79 3.84   -0.60 0.54 

 Experiences of pilot offices/units 3.92 3.84 3.98   -2.41 0.02
** 

 Latent variable 0.00 -0.126 0.088   -2.37 0.02
** 

Observability        

 Direct observation of e-customs 3.72 3.71 3.73   -0.21 0.83 

 Indirect knowledge of advantages 3.90 3.77 3.99   -3.78 0.00
*** 

 Indirect knowledge of difficulties 3.71 3.65 3.75   -1.42 0.15 

 Latent variable 0.00 -0.137 0.131   -2.24 0.03
** 

 Modelled Overall Perception 0.00 -0.187 0.131   -3.19 0.00
*** 

Self-reported Overall Perception        

 More advantages than before 3.98 3.87 4.06   -2.80 0.01
*** 

 Difficulties are manageable 3.95 3.93 3.96   -0.70 0.48
 

 Overall net advantages 4.02 3.96 4.07   -1.94 0.053
* 

 Latent variable 0.00 -0.125 0.088   -2.66 0.00
*** 

Intention to support 4.14 3.96 4.07     -2.11 0.04
** 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 
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At the confidence level of 90%, male officials’ perception of the Non-Complexity 

attribute differed significantly from female officials’ perception, p = 0.052. To obtain a 

more detailed understanding, the Mann-Whitney test was performed on the 5 items that 

load onto the Non-Complexity latent variable. It turns out that for 3 out of 5 items, the 

ratings from male and female respondents were different, p < 0.05. According to ratings 

by female officials, “Incomplete data” is a more serious problem (mean female = 2.63) 

than indicated by ratings from male officials (mean male = 2.95). (Recall that all ratings 

have been coded so as to ensure that lower ratings indicate less favourable assessment 

for e-customs.)  Regarding the “Level of complexity” of e-customs, ratings from female 

officials are again less favourable (mean female = 3.40) for e-customs than those from 

their male counterparts (mean male = 3.59, p < 0.05).  On the other hand, ratings on 

“Much need for training” from female respondents (mean female = 2.70) are generally 

more favourable than those from male respondents (mean male = 2.44). Overall, the mean 

values of Non-complexity latent variable show that male perceived e-customs more 

positively than female did (mean L-male = 0.087, mean L-female = -0.124). 

The ratings of male and female customs officials about the Trialability attribute of 

e-customs were also significantly different: mean L-male = 0.088, mean L-female = -0.126, p 

< 0.05. The Mann-Whitney test was applied on the three items that load onto the 

Trialability latent variable. For 2 out of 3 items, the ratings from male and female 

respondents were significantly different, p < 0.05, with male officials having a more 

positive view regarding the benefits of pilot implementation of e-customs in the 

provinces and at the customs branch level. 

Similarly, ratings of male and female respondents for Observability attribute of e-

customs were significantly different, mean L-male = 0.131, mean L-female = -0.137, p < 

0.05. The Mann-Whitney test was applied to the three items that load onto the 
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Observability latent variable.  For 1 out of 3 items, the ratings from male respondents 

were on average significantly higher (3.99) than from female respondents (3.77), 

p<0.01. This item relates to the statement that information about e-customs can be 

gained through the mass media and the events organized by the Customs departments 

and the documents published by them. These results again show that male respondents 

tend to have more positive perception of e-customs than do female respondents. 

Because male and female respondents tend to give significantly different ratings 

for 4 out of 5 key attributes, it is not surprising that their overall perception of e-customs 

is different. Using the indirect measure Modelled Overall Perception, Mann-Whitney 

test results indicate that the ratings from male respondents are more favourable than 

those from female respondents, p < 0.01.  Using the direct measure Self-reported 

Overall Perception yields a similar finding, p < 0.01. In addition, the mean values of 

both Modelled and Self-reported Overall Perception latent variables illustrate that male 

officials have more positive perception regarding e-customs than female officials. 

Finally, while the mean values in Table 6.15 show that both male and female 

officials support the application of e-customs; the levels of support were different. 

Mann-Whitney test results indicate that ratings from male respondents with regard to 

“Intention to support” are generally higher than those from female respondents: mean 

male = 4.07, mean female = 3.96, p < 0.05. Thus, male officials are more enthusiastic in 

supporting e-customs than female official.  

To sum up this sub-section, it can be seen that because there exist systematic 

differences in the perceptions of male and female officials regarding Relative 

Advantages, Observability, Trialability and Complexity attributes of e-customs, there 

are significant differences in their overall perception, both Modelled and Self-reported, 
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regarding e-customs. As a result, ratings on Intention to support from these two groups 

were also significantly different, with males being more supportive of e-customs.  

Our findings of differences between the genders with respect to perceptions of and 

support for e-customs are consistent with those of many existing studies in the 

literature. Previous researchers, using theories such as TAM and DOI, considered 

gender as a variable affecting the perception and adoption of e-government (Nguyen & 

Mitter, 2005; Broos, 2005; Colesca & Dobrica, 2008; and Wang, & Shih, 2009). For 

example, applying TAM, both Colesca and Dobrica (2008), in the case of Rumania (n = 

481), and Wang and Shih (2009), in the case of Taiwan (n = 244), found that gender 

significantly moderated the effects of perceived usefulness and perceived ease of use 

towards behavioural intention in the domain of e-government. More specifically, 

Colesca and Dobrica (2008) found that females rated usefulness and ease of use less 

highly than males did. Wang and Shih (2009) found that men were more task-oriented 

and affected by perceived usefulness, while women were more affected by perceived 

ease of use which was related to their self-efficacy. Furthermore, Broos (2005) 

conducted a quantitative study (n = 1,058) of the gender divide in ICT attitudes. In 

general, females had more negative attitudes towards computers and the Internet than 

males did.  

6.6.2. Possible differences due to Age 

To investigate the differences in perceptions and intention regarding e-customs across 

the three age groups of customs officials, non-parametric tests, including Kruskal-

Wallis and Mann-Whitney, were applied. The results presented in Table 6.16 show that, 

although the perceptions of the three age groups differed from each other for only 1 of 

the 5 attributes of e-customs, the differences regarding Modelled Overall Perception 
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latent variable and Self-reported Overall Perception latent variable were significant at 

10%. 

As shown in the 7
th

 data row of this table, the Kruskal-Wallis test results indicated 

that ratings on Relative Advantage attribute of e-customs from the three respondents’ 

age groups differed significantly, p < 0.1. To obtain a more detailed understanding, the 

Kruskal-Wallis test was performed on the 6 items that load onto the Relative 

Advantages latent variable. The outcome shows that for 1 out of 6 items, “Convenience 

(24/7 basis)”, the ratings from respondents in three age groups was significantly 

different, p < 0.01. 

As a further follow-up, mean ratings from the three age groups for the 6 items that 

load onto the Relative Advantages latent variable were compared, and Mann-Whitney 

tests were applied to the pairs of comparable values.  The results suggest that Age 

Group 3 (customs officials who were over 45 years old) tend to have a less favourable 

perception of e-customs than the other two groups, especially Group 2 (customs 

officials who were from 35 to 45 years old).  In particular, ratings for “Time savings”, 

“Convenience (24/7 basis)”, “More transparent”, and “More modern” from customs 

officials in Age Group 3 were significantly lower than ratings from Group 2 officials. 

Interestingly, the observed relationship does not appear to be monotonic, in that Group 

1 officials (those who were under 35 years old data) generally gave ratings that were 

lower than those given by Group 2 officials; the difference was significant at the 10% 

level for “Convenience (24/7 basis)”.  Overall, the mean value for the Relative 

Advantages latent variable was lowest (-0.199) for the older age group (Group 3, 46 

years and above), while the middle group (Group 2, from 36 to 45 years old) recorded 

the highest mean score (0.158) and the youngest age group (Group 1, under 36 years 

old) recorded an intermediate mean score of 0.002. 
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Table 6. 16 Effects of Age attribute on ratings  
 

Mean values  Sig. Of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney test 

 All Group 

1  

Group 

2 

Group 

3 

  1&2 1&3 2&3 

Relative Advantages           

 Time savings 4.22 4.24 4.27 4.12  0.24  0.42 0.26  0.10
* 

 Convenience (24/7 basis) 3.74 3.73 3.91 3.55  0.00
*** 

 0.09
* 

0.05
** 

0.00
*** 

 Cost reductions 4.01 3.96 4.11 3.97  0.27  0.14 0.98 0.19 

 Fewer data errors 3.68 3.70 3.74 3.57  0.28  0.63 0.20 0.14 

 More transparent 4.03 4.03 4.11 3.94  0.16  0.34 0.21 0.06
* 

 More modern 4.25 4.27 4.31 4.15  0.11  0.35 0.14 0.05
** 

 Latent variable 0.00 0.002 0.158 -0.199  0.09
*  

0.19 0.23 0.03
** 

Non-Complexity  
( opposite of the following: ) 

          

 Incomplete data 2.82 2.89 2.87 2.63  0.21  0.93 0.09
* 

0.13 

 Complicated software 3.26 3.34 3.20 3.17  0.22  0.21 0.12 0.75 

 Much need for training 2.55 2.68 2.44 2.42  0.02
** 

 0.03
** 

0.02
** 

0.79 

 Need supplementary 

paperwork 

2.63 2.68 2.64 2.54  0.53  0.87 0.27 0.36 

 Level of complexity 3.51 3.51 3.59 3.42  0.32  0.53 0.31 0.12 

 Latent variable 0.00 0.099 -0.005 -0.189  0.13
  

0.59 0.045
** 

0.17 

Compatibility  
 

        

 Adequate IT skills 3.80 3.84 3.79 3.73  0.13  0.36 0.06
* 

0.25 

 Adequate IT equipment and 

systems 

3.57 3.69 3.45 3.48  0.03
** 

 0.03
** 

0.04
** 

0.99 

 Compatible e-documents 3.03 3.07 2.89 3.12  0.14
 

 0.14 0.44 0.06
* 

 Latent variable 0.00 0.110 -0.148 -0.035  0.16  0.06
* 

0.37 0.43 

Trialability  
 

        

 Trials in pilot provinces 3.84 3.82 3.92 3.79  0.25  0.13 0.83 0.16 

 Trials with forms of 

merchandise 

3.82 3.92 3.77 3.68  0.01
*** 

 0.06
* 

  0.01
*** 

0.33 

 Experiences of pilot 

offices/units 

3.92 3.96 3.93 3.82  0.12  0.73 0.04
** 

0.14 

 Latent variable 0.00 0.083 0.028 -0.198  0.23 
 

0.80 0.09
* 

0.20 

Observability  
 

        

 Direct observation of e-

customs 

3.72 3.72 3.76 3.66  0.35  0.72 0.25 0.15 

 Indirect knowledge of 

advantages 

3.90 3.94 3.93 3.78  0.05
** 

 0.76 0.02
** 

0.05
** 

 Indirect knowledge of 

difficulties 

3.71 3.74 3.72 3.64  0.31  0.82 0.14
 

0.22 

 Latent variable 0.00 0.053 0.061 -0.234  0.19  0.65 0.15 0.08
* 

 Modelled Overall Perception 0.00 0.097 0.035 -0.234  0.08
* 

 0.62 0.03
** 

0.12 

Self-reported Overall Perception       

 More advantages than 

before 

3.98 3.99 4.02 3.90  0.48  0.84 0.30 0.27 

 Difficulties are 

manageable 

3.95 4.01 3.97 3.81  0.00
*** 

 0.21 0.00
*** 

0.02
** 

 Overall net advantages 4.02 4.08 4.07 3.87  0.02
*** 

 0.78 0.01
*** 

0.03
** 

 Latent variable 0.00 0.101 0.074 -0.289  0.06
*  

0.85 0.03
** 

0.04
** 

Intention to support 4.14 4.15 4.19 4.04  0.19 
 

0.53 0.14 0.10
 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Under 35 years old; Group 2: from 35 to 45 years old; Group 3: 46 years old & above 
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Although the three age groups of respondents tend to give significantly different 

ratings for only 1 out of 5 key attributes, their overall perception of e-customs is still 

statistically different. The result of the Kruskal-Wallis test regarding Modelled Overall 

Perception shows that the ratings from the three age groups of respondents were 

significantly different, p < 0.1. To obtain a more detailed understanding of this finding, 

Mann-Whitney tests were used. There was a significant difference between ratings from 

group 1 and group 3 of respondents, p < 0.05. 

When applied to Self-reported Overall Perception, the Kruskal-Wallis test also 

indicates that the ratings from three age groups of respondents were significantly 

different, p < 0.1. To obtain a more detailed understanding this finding, Mann-Whitney 

tests were used on the three items that load onto the Self-reported Overall Perception 

latent variable.  It turns out that for 2 out of 3 items, ratings from age group 1 and age 

group 3 of respondents were significantly different, p <0.05. Similarly, for 2 out of 3 

items, ratings from age group 2 and age group 3 of respondents were significantly 

different, p < 0.05. Thus, it can be concluded that the oldest group perceived e-customs 

differently from two younger groups. 

In comparing the mean values of latent variables, it can be seen that the older 

officials (Group 3) tend to provide ratings that are lower than those given by their 

younger colleagues.  For example, the mean values for the 5 “attributes” latent variables 

as well as the 2 “overall perception” variables were all negative for Group 3, while they 

were all positive for the youngest group (Group 1) and mixed for the middle group 

(Group 2). In particular, Group 3 recorded mean values of -0.234 and -0.289, for 

Modelled and Self-reported Overall Perception, respectively, compared with 0.097 and 

0.101 for Group 1, and 0.035 and 0.074 for Group 2. 
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Comparisons of the mean ratings for items that load onto the above latent 

variables and Mann-Whitney tests of the relevant pairs of values tend to support the 

observation that the older group of officials hold perceptions that are less favourable to 

e-customs than those of the younger groups.  However, the differences between Group 1 

(youngest) and Group 2 (middle) are far less clear.  In some instances -- such as for 

items “Much need for training” or “Adequate IT equipment and systems” -- ratings 

from Group 1 are significantly more favourable, while they are less favourable in at 

least another instance, that of “Convenience (24/7 basis)”. 

To some extent, these differences in perceptions of the attributes of e-customs 

carry over into systematic differences across age groups with respect to their Intention 

to support it.  Although the result of the Kruskal-Wallis test for Intention to support 

(last data row in Table 6.16) suggests no significant differences overall, p = 0.19, the 

post hoc Mann-Whitney tests suggest significant differences between Groups 2 and 3 at 

the 10% level. 

To sum up this sub-section, it can be seen that the three age groups of respondents 

perceived differently about e-customs. In particular, the group of older customs 

officials, whose age is 46 and over (Group 3), tend to have less favourable perceptions 

of e-customs and to be less enthusiastic in supporting it than the other two age groups. 

Our finding of differences amongst the age groups with respect to perceptions of 

and support for e-customs are consistent with those of many existing studies in the 

literature, where the Age factor has often been found to exert significant impact on the 

understanding, adoption and application of e-government. Studies by Heeks and Bailur 

(2007) , Bhanagar (2004), Kabbar and Crump (2006), Maldifassi and Canessa (2009), 

Bakay, Okafor and Ujah (2010) also show the influence of Age in ICT projects. For 

example, applying DOI, Kabbar & Crump (2006) interviewed 32 respondents from 12 
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to 65 years old in Wellington, New Zealand, and found that, in contrast with younger 

interviewees, older subjects perceived e-government with many barriers such as lacking 

of knowledge about computers and skills required to operate them. Also, Bakay, Okafor 

and Ujah (2010) suggested that age was a significant factor in explaining e-government 

diffusion in Latin America, with the presence of older persons in the population having 

a negative impact on diffusion. Similarly, Maldifassi and Canessa (2009) conducted a 

survey (n = 647) in Chile and found that the higher a user’s age, the less positive their 

perception of e-government and the less frequent their use. 

6.6.3. Possible differences due to Education 

To investigate the differences between two education-based groups with respect to their 

perceptions and intention regarding e-customs, the Mann-Whitney test was applied. The 

results presented in Table 6.17 indicate that there are significant differences in the 

perceptions of customs officials who obtained diplomas and lower degrees (Group 1) 

and those who obtained bachelor and higher degrees (Group 2), with respect to 2 out of 

5 attributes of e-customs. 
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Table 6. 17 Effects of Education attribute on ratings  

 Mean values  Mann-Whitney tests 

 All Diploma 

& below 

Bachelor 

& above 

 M-W U Sig. 

Relative Advantages       

 Time savings 4.22 4.28 4.21  -0.68 0.49 

 Convenience (24/7 basis) 3.74 3.77 3.74  -0.05 0.96 

 Cost reductions 4.01 3.88 4.03  -1.31 0.19 

 Fewer data errors 3.68 3.60 3.69  -1.11 0.26 

 More transparent 4.03 3.92 4.05  -1.69 0.09
* 

 More modern 4.25 4.15 4.27  -1.57 0.11 

 Latent variable 0.00 -0.113 0.019  -0.99 0.32
 

Non-Complexity 

( opposite of the following: ) 

      

 Incomplete data 2.82 2.70 2.84  -0.63 0.53 

 Complicated software 3.26 3.17 3.27  -1.19 0.23 

 Much need for training 2.55 2.62 2.54  -1.01 0.31 

 Need supplementary paperwork 2.63 2.55 2.65  -0.59 0.55 

 Level of complexity 3.51 3.40 3.53  -1.55 0.12 

 Latent variable 0.00 -0.129 0.021  -1.35 0.18
 

Compatibility       

 Adequate IT skills 3.80 3.68 3.82  -1.77 0.08
* 

 Adequate IT equipment and systems 3.57 3.58 3.57  -0.27 0.78 

 Compatible e-documents 3.03 3.22 3.00  -1.88 0.06
* 

 Latent variable 0.00 0.051 -0.008  -0.43 0.67 

Trialability       

 Trials in pilot provinces 3.84 3.67 3.87  -2.49 0.02
** 

 Trials with forms of merchandise 3.82 3.75 3.83  -1.26 0.21 

 Experiences of pilot offices/units 3.92 3.82 3.94  -1.73 0.08
* 

 Latent variable 0.00 -0.232 0.039  -2.21 0.03
** 

Observability       

 Direct observation of e-customs 3.72 3.58 3.74  -1.85 0.06
* 

 Indirect knowledge of advantages 3.90 3.73 3.93  -2.50 0.02
** 

 Indirect knowledge of difficulties 3.71 3.60 3.73  -1.59 0.11 

 Latent variable 0.00 -0.286 0.048  -2.30 0.02
** 

 Modelled Overall Perception 0.00 -0.205 0.034  -1.70 0.09
* 

Self-reported Overall Perception       

 More advantages than before 3.98 3.92 3.99  -0.86 0.39
 

 Difficulties are manageable 3.95 3.82 3.95  -0.63 0.53
 

 Overall net advantages 4.02 4.00 4.03  -0.42 0.67
 

 Latent variable 0.00 -0.081 0.013  -1.14 0.25
 

Intention to support 4.14 4.07 4.15  -1.19 0.23
 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 
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Data in this table show that the mean value for the latent Trialability attribute is 

positive (0.039) for Group 2 respondents, and is significantly higher than that (-0.232) 

for Group 1, p < 0.05. To obtain a more detailed understanding, Mann-Whitney test was 

performed on the three items that load onto the Trialability latent variable. It turns out 

that for 2 out of 3 items, the ratings from respondents in Group 1 and Group 2 were 

different significantly, p < 0.1. Comparisons of the mean values of the relevant items 

confirm that ratings of customs officials who obtain higher educational level tend to be 

higher than those of respondents whose educational level is lower. See, for example, the 

mean scores for the items “Trials in pilot provinces” (p < 0.05), and “Experiments of 

pilot offices/units” (p < 0.1). 

Similarly, the mean value for the latent Observability attribute is positive (0.048) 

for Group 2 respondents, and is significantly higher than that (-0.286) for Group 1, p < 

0.05. To obtain a more detailed understanding, Mann-Whitney test was performed on 

the three items that load onto the Observability latent variable. It turns out that for 2 out 

of these 3 items, the ratings from respondents in the two groups were significantly 

different, p < 0.1. Comparisons of the mean values of the items confirm that ratings of 

customs officials who obtain higher educational level tend to be higher than those with 

lower educational level.  See, for example, the mean scores for the items “Direct 

observation of e-customs” (p < 0.1), and “Indirect knowledge of advantages” (p < 0.05). 

Performing a similar analysis (that is, comparison of the mean scores and 

applying the Mann-Whitney test) for other items (which load onto other latent 

variables) as well as for the two “overall perception” latent variables and for the 

Intention to support variable yields the general observation that ratings and scores for 

Group 2 tend to be higher than for Group 1, although the difference is not always 

statistically significant. In particular, the mean value for the Modelled Overall 

Perception variable is 0.034 for Group 2 (higher educational level) which is 
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significantly higher than the mean value of -0.205 for Group 1, p < 0.1. By comparison, 

the mean value for the Self-reported Overall Perception variable is 0.013 for Group 2, 

which is higher than the mean value of -0.081 for Group 1 (lower educational level) but 

the difference is not statistically significant, p = 0.25. Similarly, the mean level of 

support for e-customs among Group 2 officials is, at 4.15, higher than the mean support 

level (4.07) among Group 1 officials, but the difference is not significant statistically, p 

= 0.23.  

To sum up this sub-section, we have seen that respondents with higher levels of 

educational qualifications tend to hold perceptions that are more favourable to e-

customs, but the differences are often not sufficiently clear.  This finding is broadly 

consistent with the results previously reported in the literature (Akman, Yazici, Mishra 

& Arifoglu, 2005; Lean et al., 2009; Lin et al., 2011; Dong & Zhang, 2011). Previous 

authors have found that respondents’ perceptions and attitude to adopt e-government are 

closely linked with educational level: the higher the level of the respondent’s education, 

the more positive his or her perception, and the more enthusiastic the level of support 

for e-government. For example, conducting a survey among e-government users with 

different genders and levels of education from different sectors such as ordinary 

citizens, government, and private sectors, Akman, Yazici, Mishra and Arifoglu (2005) 

found that education has a significant impact on the use of Internet and e-government in 

Turkey. The higher educated profiles have increased respondents’ access and usage 

compared with those of the lower education profile. 

6.6.4. Possible differences due to Rank 

To investigate the differences in perceptions and intention regarding e-customs 

across three rank-groups of customs officials, non-parametric tests, including Kruskal-

Wallis and Mann-Whitney, were applied.  The findings presented in Table 6.18 show 
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that the perceptions of these groups differed significantly for 3 out of 5 attributes of e-

customs. Interestingly, the upper rank-group’s ratings are sometimes higher than the 

other two groups, but sometimes their ratings are lower.  As a result, the overall 

perception latent variables (both Modelled and Self-reported) and the “Intention to 

support” variable do not differ systematically across the rank-groups. 

  As shown in the 7
th

 data row of this table, the Kruskal-Wallis test results indicate 

that ratings on the Relative Advantages attribute of e-customs from 3 respondents’ rank-

groups were significantly different, p < 0.05. To obtain a more detailed understanding, 

the Kruskal-Wallis test was applied on the 6 items that load onto the Relative 

Advantages latent variable. For 4 out of 6 items, the ratings from three rank-groups 

were significantly different, p < 0.05. 

As a further follow-up, mean ratings from the three rank-groups for the 6 items 

that load onto the Relative Advantages latent variable were compared, and Mann-

Whitney tests were applied to the pairs of comparable values. The test results suggest 

that the Upper-rank customs officials (Group 1) tend to have more favourable 

perception of the Relative Advantages attribute of e-customs than the other two groups, 

especially the group of Middle-rank customs officials (Group 2). In particular, ratings 

for “Time savings”, “Convenience (24/7 basis)”, “Cost reductions”, “More transparent”, 

and “More modern” from customs officials in the Upper-rank group were significantly 

higher than ratings from their colleagues in the Middle-rank and Lower-rank groups.  

Overall, the mean value for the Relative Advantages latent variable was highest (0.464) 

for the Upper-rank group (Group 1). The difference between the mean values for the 

Middle-rank (-0.076) and Lower-rank (0.067) groups were not statistically significant 

according to the Mann-Whitney test. 
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Similarly, Kruskal-Wallis test results indicate that ratings on Observability 

attribute of e-customs from the three respondents’ rank-groups were significantly 

different, p < 0.05.  To obtain a more detailed understanding, the Kruskal-Wallis test 

was applied to the 3 items that load onto the Observability latent variable. The results 

show that for 1 out of 3 items, “Direct observation of e-customs”, the ratings from 

respondents in the three rank-groups were significantly different, p < 0.01. 

As a further follow-up, mean ratings from the three rank-groups for the 3 items 

that load onto the Observability latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that the Upper-rank 

customs officials (Group 1) tend to have a more positive perception of the Observability 

attribute of e-customs than the other two rank-groups, especially the group of Lower-

rank customs officials (Group 3). In particular, ratings for “Direct observation of e-

customs” from customs officials in Upper-rank group were significantly higher than 

ratings from customs officials in Lower-rank group, p < 0.05. Overall, the mean value 

for the Observability latent variable was highest (0.172) for the Upper-rank group 

(Group 1), while the Lower-rank group (Group 3) recorded the lowest mean score (-

0.180) and the Middle-rank group (Group 2) recorded an intermediate mean score of 

0.031. These pairwise differences in the mean score are significant, according to the 

Mann-Whitney tests.    
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Table 6. 18 Effects of Rank-attribute on ratings  

  Mean values  Sig. of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney 

tests 

 All Upper  Middle Lower   U&M U&L M&L 

Relative Advantages           

 Time savings 4.22 4.47 4.17 4.28  0.02
** 

 0.01
*** 

0.11 0.21 

 Convenience (24/7 basis) 3.74 4.00 3.69 3.80  0.13  0.06
* 

0.29 0.31 

 Cost reductions 4.01 4.31 3.97 4.01  0.03
** 

 0.01
*** 

0.05
** 

0.67 

 Fewer data errors 3.68 3.83 3.62 3.80  0.19  0.21 0.77 0.13 

 More transparent 4.03 4.22 4.00 4.05  0.05
** 

 0.02
** 

0.08
* 

0.59 

 More modern 4.25 4.50 4.23 4.23  0.01
*** 

 0.00
*** 

0.01
*** 

0.94 

 Latent variable 0.00 0.464 -0.076 0.067  0.02
**  

0.04
** 

0.04
** 

0.43 
Non-Complexity (opposite of 
the following: ) 

          

 Incomplete data 2.82 2.69 2.81 2.90  0.40  0.57 0.24 0.26 

 Complicated software 3.26 3.25 3.24 3.34  0.79  0.90 0.75 0.49 

 Much need for training 2.55 2.28 2.56 2.64  0.07
* 

 0.06
* 

0.02
** 

0.33 

 Need supplementary 

paperwork 
2.63 2.64 2.63 2.65  0.92  0.79 0.97 0.75 

 Level of complexity 3.51 3.64 3.50 3.50  0.64  0.36 0.39 0.89 

 Latent variable 0.00 -0.054 -0.015 0.076  0.89 
 

0.98 0.83 0.63 

Compatibility           

 Adequate IT skills 3.80 3.67 3.79 3.88  0.32  0.26 0.16 0.39 

 Adequate IT equipment and 

systems 
3.57 3.31 3.57 3.70  0.16  0.14 0.06

* 
0.34 

 Compatible e-documents 3.03 2.72 3.01 3.23  0.01
*** 

 0.06
* 

0.01
*** 

  0.03
** 

 Latent variable 0.00 -0.397 -0.018 0.230  0.01
*** 

 0.04
** 

0.00
*** 

  0.04
** 

Trialability           

 Trials in pilot provinces 3.84 3.97 3.85 3.77  0.18  0.23 0.11  0.19 

 Trials with forms of 

merchandise 
3.82 3.83 3.80 3.87  0.92  0.95 0.85  0.70 

 Experiences of pilot 

offices/units 
3.92 4.17 3.89 3.93  0.03

** 
 0.01

*** 
0.04

** 
 0.74 

 Latent variable 0.00 0.269 -0.031 -0.005  0.17 
 

0.07
* 

0.11
 

 0.79 

Observability           

 Direct observation of e-

customs 
3.72 3.89 3.74 3.56  0.01

*** 
 0.13 0.01

*** 
0.02

** 

 Indirect knowledge of 

advantages 
3.90 3.92 3.91 3.84  0.35  0.80 0.55 0.15 

 Indirect knowledge of 

difficulties 
3.71 3.78 3.71 3.67  0.66  0.52 0.38 0.59 

 Latent variable 0.00 0.172 0.031 -0.180  0.048
** 

 0.09
* 

0.04
** 

0.09
* 

 Modelled Overall Perception 0.00 0.161 -0.036 0.055  0.53  0.28 0.50   0.64 

Self-reported Overall 

Perception 

          

 More advantages than 

before 
3.98 4.17 3.95 3.99  0.22  0.08

* 
0.27 0.63 

 Difficulties are manageable 3.95 3.94 3.93 4.01  0.45  0.93
 

0.43
 

0.22 

 Overall net advantages 4.02 4.08 4.00 4.09  0.23  0.38 0.82 0.11 

 Latent variable 0.00 0.145 -0.051 0.114  0.30
  

0.11
 

0.42 0.59 

Intention to support 4.14 4.28 4.13 4.10  0.28 
 
0.11 0.19 0.94 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Upper-rank; Group 2: Middle-rank; Group 3: Lower-rank 
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In direct contrast to the above findings, the relevant data in Table 6.18 show that 

the mean value for the latent Compatibility attribute is positive (0.230) for Lower-rank 

group (Group 3) respondents, and is higher than that for Group 1 (-0.397), and Group 2 

(-0.018); all the pairwise as well as the overall differences are significant, Kruskal-

Wallis p < 0.01, Mann-Whitney p < 0.05. To obtain a more detailed understanding, the 

Kruskal-Wallis test was applied on the 3 items that load onto the Compatibility latent 

variable. The results show that for 1 out of 3 items, “Compatible e-document”, the 

ratings from respondents in the three rank-groups were significantly different, p < 0.01. 

To follow-up this finding, mean ratings from the three rank-groups for the 3 items 

that load onto the Compatibility latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that the Upper-rank 

customs officials (Group 1) tend to have less positive perception of the Compatibility 

attribute of e-customs than the other two groups, especially the group of Lower-rank 

customs officials (Group 3). In particular, ratings for “Compatible e-document” from 

customs officials in the Upper-rank group were significantly lower than ratings from 

customs officials in the Lower-rank group (p < 0.01) and the Middle-rank group (p < 

0.05).  

Regarding Non-complexity and Trialability attributes of e-customs, although 

Kruskal-Wallis tests did not detect any significant differences amongst the values of the 

relevant latent variables across the three rank-groups, it can be seen that customs 

officials’ ratings do differ significantly across the rank-groups for some specific items, 

such as the “Much need for training” item that loaded onto Non-complexity latent 

variable (p < 0.1), and the “Experiences of pilot offices/units” item that loaded onto 

Trialability latent variable (p < 0.05).   
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Mann-Whitney tests indicate that ratings for “Much need for training” from 

customs officials in the Upper-rank group were significantly lower than ratings from 

customs officials in the Middle-rank group (p < 0.1), and Lower-rank group (p < 0.05). 

In direct contrast to the above finding, I also found that ratings for “Experiences of pilot 

offices/units” from customs officials in the Upper-rank group were significantly higher 

than ratings from customs officials in Middle-rank group (p < 0.01) and the Lower-rank 

group (p < 0.05). 

Because the Upper-rank group’s ratings are higher than for the other two groups 

with regard to some attributes of e-customs, but are also lower for other attributes and 

items; it is not surprising that the differences in the groups’ overall perceptions of e-

customs are not clear cut. The result of the Kruskal-Wallis test regarding Modelled 

Overall Perception shows that the ratings from the three rank-groups of respondents 

were not significantly different, p = 0.53. To obtain a more detailed understanding of 

this finding, Mann-Whitney tests were used. These suggest there was no significant 

difference in ratings between rank-groups in each of the three pairs considered.  

When applied to Self-reported Overall Perception, the Kruskal-Wallis test also 

indicates that the ratings from the three rank-groups of respondents were not 

significantly different, p = 0.30. The results of the Mann-Whitney tests also indicate no 

significant difference in ratings between the Upper-rank and the Lower-rank groups, or 

between the Middle-rank and the Lower-rank groups. However, the mean rating for the 

Upper-rank group would have been considered significantly higher than for the Middle-

rank group if the level of significance had been set at, say, 11%.  

The lack of clear, systematic differences in perceptions of the attributes of e-

customs carries over into a lack of clear, systematic differences across rank-groups with 

respect to their Intention to support it.  The result of the Kruskal-Wallis test for 
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Intention to support (last data row in Table 6.18) suggests no significant difference 

overall, p = 0.28. The post hoc Mann-Whitney tests also suggest no significant 

difference in ratings between the Upper-rank and the Middle-rank groups, or between 

the Upper-rank and the Lower-rank groups. However, the mean rating for the Upper-

rank group would have been considered significantly higher than for the Middle-rank 

group if the level of significance had been set at, say, 11%. 

To sum up this sub-section, it can be seen that Upper-rank officials have more 

positive perceptions of Relative Advantages and Observability attributes of e-customs. 

At the same time, they tend to have less positive ratings on technical attributes including 

the Compatibility attribute and some items of the Non-complexity attribute. As a result, 

the differences across rank-groups in overall perceptions about e-customs and ratings on 

Intention to support are not straightforward to summarise.  

To gain a deeper understanding of this finding, note that an overwhelming 

majority of Upper-rank managers in the customs sector are male. For example, male 

officials represent 93% of the Upper-rank managers in the Customs Department of Ho 

Chi Minh City, 88% in Hai Phong, 90% in Binh Duong, and 90% in Da Nang 

(Vietnamese General Department of Customs, 2008). By contrast, there is less gender 

imbalance in the lower rank-levels: female customs officials account for 42% of the 

labour force in Da Nang Department of Customs, 43% in Binh Duong, and 45% in Ha 

Noi (Van-Thanh, 2011; Cuu-Xuyen, 2013; An-Binh, 2013). In Section 6.5.1, we have 

seen that male officials tend to perceive e-customs more favourably and to support e-

customs more strongly.  Thus, the fact that the Upper-rank group of respondents is 

predominantly male (75% in our sample), while the lower-rank groups are more gender-

balanced, suggests that higher-level managers may provide higher ratings than do 
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lower-level officials (see Appendix 6.2). This conjecture is borne out for two of the five 

key attributes (Relative Advantages and Observability) of e-customs. 

In the international context, previous studies also found that the rank or the 

position of respondents in their organization or project affected their perception of and 

support for e-government. In the case of United States, Evans and Yen (2005) suggested 

that, as stakeholders, project managers raise their awareness and support of ICTs 

application in public administration. From case studies in developing countries, Heeks 

(2007) summarised that, for successful e-government projects, most leaderships hold a 

positive perception and attitude to e-government. 

Yet it can also be seen that with regard to technical issues and attributes (such as 

“Non-complexity” or “Compatibility” attributes), the Upper-rank respondents are less 

positive and supportive of e-customs. This can be explained by the observation that 

Upper-rank officials tend to be older than their lower-rank colleagues. As we have seen 

in Section 6.6.2, older respondents tend to have less favourable perceptions of the 

attributes of e-customs and their “Intention to support” it tends to be less strong than 

that of younger colleagues. 

6.6.5. Possible differences due to Location 

To investigate the differences in perceptions and intention regarding e-customs 

across three location-groups of customs officials, we applied the Kruskal-Wallis and 

Mann-Whitney , non-parametric tests.  The results, as presented in Table 6.19, revealed 

statistically significant differences in the perceptions across these groups for 4 out of 5 

attributes of e-customs. Remarkably, the ratings on 4 attributes from customs officials 

in Group 1 (in Hai Phong and Ho Chi Minh City localities) are generally lower than 

ratings from customs officials in the other two location-groups, Group 2 (Dong Nai and 
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Binh Duong), and Group 3 (Ha Noi, Da Nang, and Vung Tau). As a result, the overall 

perceptions latent variables (both Modelled and Self-reported) and the “Intention to 

support” variable differ significantly across the location-groups.  

It can be seen from the 7th data row of this table that the Kruskal-Wallis test 

results show the ratings on the Relative Advantages attribute of e-customs from three 

respondents’ location-groups to be significantly different, p < 0.01. To obtain a more 

detailed understanding, Kruskal-Wallis tests were applied on the 6 items that load onto 

the Relative Advantages latent variable. For 5 out of 6 items, the ratings from three 

location-groups were significantly different, p < 0.01. 

As a further follow-up, mean ratings from the three location-groups for these 

items that load onto the Relative Advantages latent variable were compared, and Mann-

Whitney tests between pairs of location-groups were applied to find out which of the 

location-groups differed from the others. The results show that the customs officials in 

Group 1 tend to have less favourable perceptions of e-customs than the other two 

groups have, especially the customs officials from Group 2. In particular, ratings for 

“Time savings”, “Convenience (24/7 basis)”, “Cost reductions”, “More transparent”, 

and “More modern” from customs officials in Group 1 were significantly lower than 

ratings from customs officials in Group 2 and Group 3.  Overall, the mean score for the 

Relative Advantages latent variable was lowest (-0.361) for Group 1 and significantly 

lower (p < 0.01) than those for Group 2 (0.205) and Group 3 (0.140). 

In the same vein, the relevant data in Table 6.19 show that the mean score for the 

latent Non-complexity attribute is positive (0.351) for respondents in Dong Nai and Binh 

Duong (Group 2), and is higher than those for Group 1 (-0.250) and Group 3 (-0.106); 

overall Kruskal-Wallis p < 0.01.  To obtain a more detailed understanding, Kruskal-

Wallis tests were applied on the 5 items that load onto the Non-complexity latent 
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variable. The results show that for 4 out of 5 items, “Complicated software”, “Much 

need for training”, “Need supplementary paperwork”, and “Level of complexity”, the 

ratings from respondents in three location-groups were significantly different, p < 0.1. 

To follow up these findings, mean ratings from the three location-groups for the 5 

items that load onto the Non-complexity latent variable were compared, and Mann-

Whitney tests were applied to the pairs of comparable values. The results, as presented 

in Table 6.19, reveal that the customs officials in Group 2 tend to have more favourable 

perceptions of the Non-complexity attribute of e-customs than those in the other two 

location-groups. Notably, ratings for “Complicated software”, “Much need for 

training”, “Need supplementary paperwork”, and “Level of complexity” from customs 

officials in Group 2 were significantly higher than ratings from customs officials in 

Group 1 and Group 3.  Overall, the mean score for the Non-complexity latent variable 

was highest (0.351) for Group 2 and was significantly higher (p < 0.01) than for the 

other two location-groups. 

Similarly, the relevant data in Table 6.19 show that the mean score for the latent 

Compatibility attribute is negative (-0.532) for respondents in Hai Phong and Ho Chi 

Minh City (Group 1), and is lower than those for Group 2 (0.338) and Group 3 (0.171): 

overall Kruskal-Wallis p < 0.01.  To obtain a more detailed understanding, Kruskal-

Wallis tests were utilized on the 3 items that load onto the Compatibility latent variable. 

The results show that for all 3 items, “Adequate IT skills”, “Adequate IT equipment and 

systems”, and “Compatible e-document”, the ratings from respondents across three 

location-groups were significantly different, p < 0.01. 

As a further follow-up, mean ratings from the three location groups for the 3 items 

that load onto the Compatibility latent variable were compared, and Mann-Whitney tests 

were applied to the pairs of comparable values. The outcome shows that the customs 
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officials from Group 1 tend to have less positive perceptions of the Compatibility 

attribute of e-customs than those of the other two location-groups, especially customs 

officials from Group 2. In particular, ratings for all three items from customs officials in 

Hai Phong and Ho Chi Minh City (Group 1) were significantly lower than ratings from 

customs officials in Groups 2 and 3, p < 0.01. Overall, the mean score for the 

Compatibility latent variable was lowest (-0.532) for Group 1 which was significantly (p 

< 0.01) lower than for Group 2 (0.338) and Group 3 (0.171). 

The next set of findings are slightly different from the others above: the relevant 

data in Table 6.19 show that the mean value for the latent Trialability attribute is 

positive for Group 3 (0.156) and is higher than for Group 2 (-0.021) and Group 1 (-

0.142); overall Kruskal-Wallis p < 0.05.  To obtain a more detailed understanding, 

Kruskal-Wallis tests were applied on the 3 items that load onto the Trialability latent 

variable. The results show that for 2 out of 3 items, “Trials with forms of merchandise”, 

and “Experiences of pilot offices/units”, the ratings from respondents across three 

location-groups were significantly different, p < 0.05. 

As a further follow-up, mean ratings from the three location-groups for the 3 

items that load onto the Trialability latent variable were compared, and Mann-Whitney 

tests were applied to the pairs of comparable values. The results show that the customs 

officials from Group 3 tend to have more positive perceptions of the Trialability 

attribute of e-customs than the other two location-groups have. In particular, ratings for 

2 out of 3 items from customs officials in Ha Noi, Da Nang and Vung Tau (Group 3) 

were significantly higher (p < 0.01) than ratings from customs officials in Hai Phong, 

Ho Chi Minh City (Group 1). Overall, the mean score for the Trialability latent variable 

was highest (0.156) for Group 3, which was significantly higher than for Group 1 (-

0.142, p < 0.01) and Group 2 (-0.021, p < 0.10). This can be explained by the fact that 
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e-customs trial was applied most recently in Ha Noi, Da Nang, and Vung Tau; thus 

customs officials in this location-group benefited from seeing the earlier trials in the 

other two locations. 

Regarding the Observability latent variable, although non-parametric tests did not 

detect any significant differences in the mean scores for the three location-groups, it can 

be seen that ratings on the “Indirect knowledge of advantages” item are significantly 

different, Kruskal-Wallis p < 0.05.  Comparisons of mean ratings from the three groups 

and post hoc Mann-Whitney tests reveal that customs officials in Group 1 are 

significantly less positive than in the other two location-groups (p < 0.05) on this item. 

Because ratings of respondents differed significantly for 4 out of 5 key attributes, 

it is not surprising that the result of the Kruskal-Wallis test reveals significant 

differences (p < 0.01) across three location-groups in customs officials’ perceptions 

regarding the Modelled Overall Perception latent variable.  Mann-Whitney tests 

confirmed that the mean value for the Modelled Overall Perception latent variable for 

Group 1 (-0.395) was significantly lower than those of Group 2 (0.264, p < 0.01) and 

Group 3 (0.114, p < 0.01).  

Similarly, the mean score for the latent Self-reported Overall Perception attribute 

is negative (-0.385) for Group 1, and is significantly lower than those for Group 2 

(0.196, p < 0.01) and Group 3 (0.171, p < 0.01).  Indeed, for all 3 items that load onto 

the Self-reported Overall Perception latent variable, the mean ratings from customs 

officials in Hai Phong and Ho Chi Minh City (Group 1) are significantly lower than 

ratings from officials in Dong Nai, Binh Duong (Group 2) and Ha Noi, Da Nang and 

Vung Tau (Group 3), p < 0.01. 
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Table 6. 19 Effects of Location attribute on ratings  
  Mean values  Sig. of 

Kruskal-

Wallis test 

 Sig. of Mann-Whitney 

tests 

 All Group 1  Group 2 Group 3   1&2 1&3 2&3 

Relative Advantages           

 Time savings 4.22 4.03 4.33 4.29  0.00
*** 

 0.00
*** 

0.00
***

 0.76 

 Convenience (24/7 basis) 3.74 3.51 3.83 3.87  0.01
*** 

 0.01
*** 

0.00
***

 0.75 

 Cost reductions 4.01 3.78 4.13 4.11  0.00
*** 

 0.00
*** 

0.00
*** 

0.89 

 Fewer data errors 3.68 3.58 3.79 3.66  0.21  0.08
* 

0.55 0.27 

 More transparent 4.03 3.86 4.11 4.12  0.01
*** 

 0.01
*** 

0.00
*** 

0.79 

 More modern 4.25 4.07 4.37 4.31  0.00
*** 

 0.00
*** 

0.00
*** 

0.75 

 Latent variable 0.00 -0.361 0.205 0.140  0.00
***  

0.00
*** 

0.00
*** 

0.76 

None Complexity (opposite of: )           

 Incomplete data 2.82 2.74 2.88 2.83  0.52  0.27 0.41 0.75 

 Complicated software 3.26 2.99 3.53 3.25  0.00
*** 

 0.00
*** 

0.03
** 

0.01
*** 

 Much need for training 2.55 2.50 2.71 2.44  0.08
* 

 0.17
 

0.39
 

0.03
** 

 Need supplementary 

paperwork 
2.63 2.40 2.99 2.51  0.00

*** 
 0.00

*** 
0.32 0.00

*** 

 Level of complexity 3.51 3.44 3.68 3.42  0.01
*** 

 0.01
*** 

0.74 0.01
*** 

 Latent variable 0.00 -0.250 0.351 -0.106  0.00
***  

0.00
*** 

0.29 0.00
*** 

Compatibility           

 Adequate IT skills 3.80 3.57 3.92 3.89  0.00
*** 

 0.00
*** 

0.00
*** 

0.39 

 Adequate IT equipment and 

systems 

3.57 3.13 3.91 3.66  0.00
***

  0.00
***

 0.00
***

 0.02
** 

 Compatible e-documents 3.03 2.75 3.18 3.15  0.00
*** 

 0.00
*** 

0.00
*** 

0.81
 

 Latent variable 0.00 -0.532 0.338 0.171  0.00
***

  0.00
***

 0.00
***

 0.25
 

Trialability           

 Trials in pilot provinces 3.84 3.87 3.78 3.87  0.22  0.13 0.94 0.16 

 Trials with forms of 

merchandise 
3.82 3.66 3.86 3.92  0.01

*** 
 0.03

** 
0.01

*** 
0.41 

 Experiences of pilot 

offices/units 
3.92 3.84 3.91 4.01  0.05

** 
 0.36

 
0.01

*** 
0.16 

 Latent variable 0.00 -0.142 -0.021 0.156  0.05
**  

0.58
 

0.01
** 

0.09
* 

Observability           

 
Direct observation of e-

customs 

3.72 3.72 3.73 3.70  0.97  0.89 0.91
 

0.82
 

 Indirect knowledge of 

advantages 

3.90 3.79 3.97 3.93  0.03
** 

 0.01
*** 

0.05
** 

0.57 

 Indirect knowledge of 

difficulties 

3.71 3.71 3.73 3.69  0.99  0.96
 

0.97 0.90 

 Latent variable 0.00 -0.078 0.074 0.001  0.52  0.26 0.49
 

0.71
 

  Modelled Overall Perception 0.00 -0.395 0.264 0.114  0.00
*** 

 0.00
*** 

0.00*** 
0.44 

Self-reported Overall Perception           

 More advantages than before 3.98 3.76 4.09 4.07  0.00
*** 

 0.00
*** 

0.00
*** 

0.68 

 Difficulties are manageable 3.95 3.83 4.00 4.01  0.01
*** 

 0.01
*** 

0.01
*** 

0.65 

 Overall net advantages 4.02 3.82 4.14 4.11  0.00
*** 

 0.00
*** 

0.00
*** 

0.51 

 Latent variable 0.00 -0.385 0.196 0.171  0.00
***  

0.00
*** 

0.00
*** 

0.78 

Intention  to support 4.14 3.94 4.22 4.24  0.00
***  

0.00
*** 

0.00
*** 

0.98 

*** 
Significant at 1%, 

** 
Significant at 5%, 

* 
Significant at 10%. 

Group 1: Hai Phong, Ho Chi Minh city; Group 2: Dong Nai, Binh Duong; Group 3: Ha Noi, Da 

Nang, Vung Tau 
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The above differences in perceptions of the attributes of e-customs carry over into 

systematic differences across location-groups with respect to their Intention to support 

it.  The data and tests for Intention to support (last data row in Table 6.19) indicate that 

customs officials in Hai Phong and Ho Chi Minh City (Group 1) are less enthusiastic 

than respondents in the other two locations in supporting e-customs (p < 0.01). 

To sum up this sub-section, it is clear that the Location attribute has considerable 

impact on the perceptions of the customs officials regarding e-customs.  Ratings from 

customs officials in Hai Phong and Ho Chi Minh City (Group 1) tend to be significantly 

lower than those of customs officials in Dong Nai and Binh Duong (Group 2), and in Ha 

Noi, Da Nang, and Vung Tau (Group 3).  Overall, respondents in Group 1, where e-

customs trial had been applied earliest, are less enthusiastic in supporting e-customs 

than are the respondents in Group 2 and Group 3, where the e-customs trial had been 

applied later. 

6.7.  FURTHER DISCUSSION AND IMPLICATIONS 

6.7.1. Further discussion 

In Section 6.6.1, we found that gender has an effect on the perception and support of 

respondents with regard to e-customs: female respondents tend to hold less positive 

perceptions and to be less supportive of it.  This finding is consistent with results from 

studies by Nguyen and Mitter (2005), Broos (2005), Akman, Yazici, Mishra and 

Arifoglu (2005), Colesca and Dobrica (2008), and Wang and Shih (2009): in many 

societies, social norms and cultural values tend to result in a gender divide, such that 

women have fewer opportunities for acquiring computer skills, and are less enthusiastic 

about ICT innovations.  In Vietnam, despite increases in women’s involvement in the 

ICT sector in recent years, there remains a widespread view that this area is mainly for 



 

260 

 

men, so that most ICT students and most of the ICT labour force are male (Dan-Tri, 

2013).  

The results in Section 6.6.2 with regard to the effects of age on respondents’ 

ratings are also consistent with previous studies such as Lean (2009), and Lin (2011), 

who found that age has an effect on potential adopters’ perceptions regarding ICT 

innovation: older persons tend to be less familiar with new technologies and to have a 

lower level of adoption compared to younger persons.  In the case of e-customs in 

Vietnam, this general tendency has been reinforced by how customs officials were 

recruited in previous decades.  The history of the customs sector from 1975 to 1990 

showed that customs officials were mainly recruited from other sectors, especially from 

the military.  Since 1984, the Vietnam General Department of Customs has been 

considered a Ministry-level organisation, reporting directly to the central government.  

It is also considered a “semi-military force”, in that many customs officials originated 

from the army.  Many of these ex-military officials did not have a very strong academic 

background; nor did they receive a lot of training. For example, a former manager of the 

Vung Tau Department of Customs reminisced that of the 8 customs officials in his unit 

in 1981, three had undergone a two-month training course, while four had received no 

formal customs training (VGDC, 2008).  In contrast, the younger customs officials who 

have been recruited more recently are better trained generally, and particularly in ICT 

(Watts, 2008). As a result, younger officials tend to see fewer and less serious 

difficulties in the application of e-customs. 

As discussed in section 6.6.3, there were differences in the perceptions of two 

educational-level groups regarding Trialability and Observability attributes of e-

customs, resulting in differences in their scores for the Modelled Overall Perception 

latent variable. Customs officials with a higher educational level have more positive 
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perceptions and tend to be more enthusiastic in their support for e-customs.  This result 

can be explained by the fact that most university (Bachelor) training programs in 

Vietnam involve an emphasis on ICT literacy and skills. Many bachelor degree 

programs introduce knowledge and skills about computers, programming, application 

software, the World Wide Web, applications of the Internet, and the use of cables, 

modems, repeaters, and so on (MOET, 2004).  

As shown in section 6.6.4, the rank attribute affects the perceptions of customs 

officials on 3 out of 5 attributes of e-customs: Relative Advantages, Compatibility, and 

Observability.  Upper rank officials tend to hold more positive perceptions than the 

other two groups regarding Relative Advantages and Observability attributes, but less 

positive perceptions regarding Compatibility attribute. These can be explained as 

follows.   

Rogers (2003), and Gerpott (2011) indicate that social classes or rank have great 

influence on the perception and adoption of innovations.  In the current case, high-

ranking officials were the first persons to receive information about forthcoming e-

customs trials and related developments; some of them even participated in preparing 

plans for implementation. A senior customs officer pointed out to the author that higher-

ranked officials had greater opportunities to join delegations visiting Japan, Singapore, 

and Malaysia to learn how e-customs had been implemented there. As a result, they 

were more aware of the benefits of e-customs, and would tend to give more positive 

evaluation regarding Relative Advantages and Observability attributes. 

In contrast, middle- and lower-ranked officials perceived the Compatibility of e-

customs more positively because they operated the system directly. Many are younger 

officials, who have less difficulty in mastering the technology, and are less likely to be 

daunted by its complexities. Meanwhile, high-ranking officials are more focused on 
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strategy and policies, without in-depth understanding of the current applied technology. 

The information they gained was mainly from the reports of officials from the lower 

levels. As a result, high-ranking officials tend to be more suspicious about the 

compatibility of the system and software programs, as well as the e-documents, when 

applying e-customs. 

The location-based differences in the perceptions and support of customs officials 

regarding e-customs, documented in Section 6.6.5, can be explained as follows.  Firstly, 

Hai Phong and Ho Chi Minh City are the first customs departments which were selected 

to apply the e-customs trial in 2005, so they experienced all of the difficulties of the 

pioneers (VGDC, 2010).  Since then, they have experienced many “teething” problems 

in using e-customs such as inadequate IT hardware and infrastructure, errors in software 

programs in dealing with complex export-import activities, poor Internet connections, 

loss of data and the need for re-submission of paper documents. Therefore, customs 

officials in these locations have less favourable perceptions of e-customs trial.  By 

contrast, the officials in the other localities were more excited about the e-customs 

innovation, and were able to learn from the experiences of Ho Chi Minh City and Hai 

Phong. During the preparation of expanding the e-customs trial, the General Customs 

Department organized visits, information workshops and distribution of leaflets and 

documents about e-customs. As a result, customs officials in other localities could listen 

to reports and observe e-customs, and so avoid many difficulties in applying e-customs. 

Secondly, Hai Phong and Ho Chi Minh City departments of customs were given 

regular investments but many were made at the earliest stages, and did not 

comprehensively meet their requirements. Thus, when applying the e-customs trial, the 

customs IT infrastructure did not meet the demand (see Table 4.2), causing difficulties 

for transmission lines and the data processing capacity. Other departments were given 
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later and more suitable investments, resulting in more comprehensive and modern 

systems.  

Thirdly, the scale and the complexity of customs activities at Ho Chi Minh City 

and Hai Phong are vastly greater than at the other locations.  For example, during March 

2011, the number of customs clearance applications at the Ho Chi Minh City 

Department was 9400 dossiers per day (Ho Chi Minh City customs, 2011), compared 

with 4300 dossiers per day in Hai Phong (Hai Phong customs, 2011) and fewer than 300 

dossiers per day in either Da Nang or Vung Tau (Da Nang customs, 2011, Vung Tau 

customs, 2011).  Although Ho Chi Minh City (HCMC) Department, for example, also 

had a larger work force, with 2062 officials (Ho Chi Minh city customs, 2011), this 

would appear, in comparison to Da Nang (with 301 officials), to involve a far heavier 

case-load per customs official at the Ho Chi Minh Department. Moreover, HCMC and 

Hai Phong customs officers have to handle cases that are often much more complex 

than elsewhere, because the range of businesses that deal with them is far more diverse 

than elsewhere.   

Fourthly, there has been a certain amount of administrative tension between the 

(central) General Department of Customs and the two Customs Departments at HCMC 

and Hai Phong. In principle, the two latter departments report to, and must follow 

instructions from, the former Ministry-level agency.  In practice, however, this does not 

always happen.  For example, at a workshop held in Hanoi in July 2010 to evaluate the 

experiences of the e-customs trial to that date, the managers of these two departments 

publicly expressed their disagreement with the way the General Department had 

planned and conducted the implementation roll-out.  In particular, they asked for a 

special mechanism for their departments, under which they would be allowed to set up 

branches dedicated to the e-customs trial, while other branches would continue to 

conduct traditional customs. This would contrast with other departments around the 
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country, where traditional customs and e-customs trial would be conducted at the same 

time at all branches.  Such administrative tension can be expected to have some 

influence on officers’ perception and support of the e-customs innovation. 

Fifthly, it is possible that differences in the level and extent of corruption may 

have contributed to these differences in perception and support for e-customs.  

Corruption is a topic commonly discussed in customs area all over the world (Dormaels 

& Walle, 2011), and is not the exclusive concern of Vietnam.  Nevertheless, 

international observers have generally rated corruption in the country as high relative to 

world and regional standards.  According to a survey by the World Bank in 2012, the 

customs sector is one of the four sectors with the highest rates of corruption in Vietnam 

(WorldBank, 2013). Survey respondents (citizens) indicated that they believed the 

current cumbersome administrative mechanisms are the most important factor in 

causing corruption, and the low salaries of public officials are the second most 

important factor out of a list of 16 possible factors (WorldBank, 2013).  Hozoori & 

Kamali (2011) also examined factors potentially affecting bureaucratic corruption, and 

highlighted the roles of low salaries, the policies in an organization, the level of 

centralized and non-centralized controls and the financial system of an organization.  In 

Vietnam, “salary is not the main contribution to officers’ income”, as confirmed by the 

Head of the Anti-Corruption Bureau, a unit directly under the Government Inspectorate 

of Vietnam (Pham-Trong-Dat, 2012).  Low salaries are also considered as a key reason 

for corruption in Vietnam (Yoshiharu, 2005).  In short, it is understandable that there is 

corruption in Vietnam’s customs area. The application of e-customs could potentially 

help to increase transparency, reduce corruption and reduce the opportunity for officials 

to gain additional incomes.  In HCMC and Hai Phong, with the complexity of the export 

and import activities, the big scale of turnover and the number of customs declaration 

forms, the extent of corruption may be higher than in other locations, thus posing a 
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bigger obstacle to the officials’ support for e-customs.  At this point in time, however, 

we do not have objective, independent evidence to conclude that differential levels of 

corruption exist at these locations.  

In the main sections of this chapter, it was seen that there are often differences 

between the scores for the latent variables, Modelled Overall Perception and Self-

reported Overall Perception.  It should be noted that when respondents are asked 

questions that directly address an issue (as in the case of the latter latent variable), it is 

easier for them to recognize the intention of the specific items (questions). As a result, 

their answers to these may be heavily influenced by their conscious attitude to the 

overall matter being considered (in this case, e-customs).  By contrast, when they are 

presented with a broader array of questions/items whose intention is less apparent, as in 

the case of the former latent variable, it is possible that their answers to each of the 

items will be more objective and accurate, providing the researcher with the potential to 

construct and study an implicit model of the respondents’ underlying (and possibly 

subconscious) attitude to the overall matter.  In the current case, the two latent variables 

tend to give broadly consistent indications, thus the more indirect variable Modelled 

Overall Perception serves, at least, as a confirmatory check on the more direct Self-

reported Overall Perception variable. 

6.7.2. Policy implications 

From the above analysis, a number of policy implications can be drawn.  Firstly, 

customs officials who are female, older, lower-ranked, or have lower educational 

background should be encouraged and assisted to participate in training courses with an 

emphasis on ICT technologies applicable in the customs area. A corollary of this is that 

future recruits should be required to have achieved certain standards of ICT knowledge 

and skills.  
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Secondly, leaders and upper-ranked officials in provincial customs departments 

should be provided with greater support, in the form of intensive specialized training for 

themselves on technical aspects of e-customs, and access to teams of e-customs project 

officers and advisers who are capable of conducting surveys and interviews, monitoring 

progress, identifying arising issues, conducting research, making recommendations, 

providing briefings and leading seminars, and organising training workshops.   

Thirdly, a fundamental weakness of the current situation is the legal and 

administrative framework, with many layers of complicated procedures that are not 

harmonised across the various agencies involved.  A priority, therefore, is to align the 

system with international standards and to coordinate customs regulations with those 

issued by other ministries and sectors.  The authorities should streamline and clarify the 

regulations on customs procedures and trade facilitation mechanisms; and the 

provisions for revenue collection, export-import policies, and enforcement of the rules 

regarding penalties and appeal. For example, in terms of revenue collection, the 

regulations should be detailed and transparent regarding tariff classification, valuation, 

origin definition, preferential treatment, tax exemption and refund.  

Fourthly, from both this study and the literature reviewed, probably the most 

important policy implication is that to smooth and facilitate the transition from 

traditional methods to electronic methods of customs (or more generally, of public 

administration and government), the authorities should start with changes which are 

relatively easy to implement and are likely to succeed in bringing about net benefits for 

key groups of stakeholders.  These examples can then serve as role models for adoption 

and implementation in other locations or domains.  Our analysis in this chapter has 

highlighted the role of observability and trialability of an innovation in generating 

support for it.  Heeks (2007) suggested that many e-government project failures have 

been due to over-ambitious targets, too-large scale, complicated application, or not-
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ready-to-participate stakeholders. In contrast, the cases of customs in Singapore (King, 

1990), customs in EU (Raus, 2009), and the e-customs trial in Dong Nai and Binh 

Duong Departments of Customs suggest that a gradual, well-planned implementation 

roll-out could be highly successful. 

6.7.3. Limitations and directions for future research 

The use of a 5-point Likert scale in this study has resulted in a limited range of ratings, 

as most respondents avoid giving the highest (5) and lowest (1) ratings, resulting in a 

“bunching” effect around the values of 3 (intermediate) and either 2 (lower) or 4 

(higher) depending on the context.  Given the reluctance of respondents in this field and 

in Vietnam to use the full scale, further research should use a 7-point, 9-point or 10-

point scale to pick up finer variations in the level of approval or disapproval being 

expressed.  

The second limitation has been the need to rely on the authorities (customs 

departments and branches) for assistance in distributing and collecting questionnaire 

forms.  Given the nature of the research, this is largely unavoidable at this stage.  It is 

encouraging to note that there appears to be no major reluctance or inhibition among the 

responding custom officials with regard to making comments critical of e-customs, 

including past mistakes in implementing it.  This suggests that the ratings provided have 

not been unduly influenced by official pressures.  Future research should devote 

substantial investigative resources to obtaining feedback via more independent methods 

and to comparisons of the resultant findings with those reported above.  

The analytical framework of this research has been mainly built with elements of 

the DOI theory (Rogers, 2003) and TAM (Davies, 1989) and its main purpose has been 

to investigate the perceptions of the customs officials regarding e-customs and their 

support of it.  Future research could augment this framework by incorporating elements 
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from other models and theories that may, a priori, be applicable to Vietnam’s customs 

sector.  More attention could also be paid to other stakeholder groups and to the impact 

of e-customs on the work and lives of these stakeholders. 

6.8 CHAPTER SUMMARY 

In this chapter, we have focused on a survey study of Vietnamese customs officials’ 

perceptions about e-customs and their “Intention to support” e-customs application. The 

questionnaire instrument was based on a conceptual framework that incorporates 

elements of DOI and TAM, and included items that are adaptations of questions 

frequently asked in previous studies.  The survey was conducted during June and July 

2011 in seven provinces and major cities where e-customs trial had been implemented. 

Factor analysis techniques were applied to the questionnaire items to extract seven 

latent variables, five of which represent perceptions regarding key DOI attributes of e-

customs, and the other two represent indirect and direct measurements of overall 

perception regarding e-customs.  Non-parametric tests, including Spearman’s rho, 

Kruskal-Wallis, and Mann-Whitney, were applied to examine the association between 

perceptions about e-customs and Intention to support it, and to find out whether 

differences in such perceptions and intention are systematically linked with variations in 

individual characteristics of respondents, such as gender, age, education achievement, 

rank, and location.  

The results indicate that, in general, customs officials are supportive of e-customs, 

with an average rating of 4.14 out of a 5-point scale, where 5 is the highest level of 

support.  Average ratings on individual items that load onto the latent attributes 

variables are mostly in the range of 3.70 to 4.20, except for items pertaining to the Non-

Complexity, where mean ratings are in the range 2.55 to 3.51, indicating far less positive 

perceptions of this attribute compared with perceptions of the other attributes. Mean 
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ratings of 4.25 and 4.22, respectively, indicate that customs officials tend to see “More 

modern” and “Time savings” as two of the strongest points in favour of e-customs. By 

contrast, ratings of 2.55 and 2.63, respectively, indicate that they see “Need for training” 

and “Need supplementary paperwork” as two of its least attractive aspects. 

The correlation analysis indicates that all 5 DOI attributes, but especially Relative 

Advantages and Trialability, are significantly correlated with Overall Perception which, 

in turn, is closely associated with Intention to support.  These results hold, regardless of 

whether the directly or the indirectly measured version of Overall Perception is used in 

the analysis. 

The Kruskall-Wallis and Mann-Whitney tests suggest that customs officials in the 

two largest provincial Customs Departments, in HCMC and Hai Phong, where case-

loads are heavy and where individual cases are often highly complex and involve 

relatively large sums of money, tend to be less enthusiastic in their support for e-

customs than their colleagues in the other departments.  They also indicate that customs 

officials who are female, older, lower-ranked, or less well-educated tend to perceive e-

customs less positively, and to be less enthusiastic in supporting it, than their male, 

younger, higher-ranked or more academically-qualified colleagues.  

Following some further discussion of these findings, the chapter ends with a 

number of policy implications, such as the need for additional support and training for 

leaders and managers of customs departments and branches, and for officials in the 

female, older, lower-ranked and less academically qualified groups. 
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CHAPTER 7:  CONCLUSION 

In this last chapter, Section 7.1 contains a summary of the main findings of this study, 

Section 7.2 draws policy implications from the research, and Section 7.3 presents a 

discussion of some of the study’s limitations, with suggestions for future research 

directions.  

7.1. SUMMARY OF MAIN FINDINGS 

The e-customs trial, 2005-2012 

In Chapter 4 we analysed the current e-customs situation in Vietnam, as a case study of 

e-government in the country, and as a means of addressing the first of this study’s three 

main research questions:  

RQ1: What have the main developments in e-customs in Vietnam been during recent 

years?  

E-customs was implemented on a trial basis by the Vietnam General Department of 

Customs (VGDC) during the period 2005-2012.  The trial began in 2005 as a limited 

experiment with a relatively small number of businesses and categories of goods to be 

cleared at Hai Phong and Ho Chi Minh City, the two busiest seaports in the country.   

During the earlier stages of the trial, many participating businesses simply 

replaced paper-based forms and supporting documents with electronic files stored on 

portable storage devices such as disks and USB memory sticks for submission at 

customs offices (this mode of operations is described as IT Application Level 2).  Other 

businesses continued to send staff to customs offices as they had done under traditional 

customs, but under the new e-customs system these staff would use computers provided 

at customs offices to create and submit e-customs dossiers (Application Level 3).  Over 
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time, preferences shifted toward the use of computers located at the declarant business’s 

premises, with high-speed connections with customs office (Levels 5 and 6).   

The trial helped to introduce new and unfamiliar e-customs concepts and practices 

to export-import businesses and customs officials, and demonstrated that these ideas 

and practices could feasibly be implemented in Vietnam.  The number of province-level 

customs departments implementing e-customs increased from 2 in 2005 to 21 in 2012.  

The proportion of customs declaration forms that were submitted electronically rose 

from 4.0% in September 2009 to 85.3% in 2012.  In terms of turnover value, the 

proportion of exports and imports being declared electronically (rather than through 

traditional customs) increased from 7.3% to 88.2% over the same period.  

The trial helped Vietnam in its efforts to keep up with global and regional trends 

in the administration of international trade, and to deepen its integration with the world 

and regional economies. The trial also contributed to on-going national efforts to 

modernise public administration and enhance efficiency though adoption of Information 

and Communication Technologies (ICTs).  At a practical level, e-customs has helped to 

reduce the time and expenses that an average business must incur in order to declare and 

clear a consignment of goods through customs.  Businesses have also enjoyed greater 

flexibility and convenience in terms of timing and location of customs activities.  It is 

probably the case, however, that the benefits which have been observed to date are only 

a small fraction of the potential gains that e-customs offers, because there were serious 

difficulties during the trial. 

Firstly, inadequate IT infrastructure (especially Internet and local network 

connections, as well as servers) and a lack of basic equipment (such as computers) 

resulted in frequent transmission failures and bottlenecks at critical points (such as port 
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gates and warehousing facilities). This degraded the overall functioning of the entire 

system.  In many instances, these problems have even become excuses for delays or 

bureaucratic hassling.   

Secondly, e-customs software has generally failed to keep up with the 

requirements of businesses, due partly to frequent changes in regulations and rules 

imposed by the authorities. When new software became necessary, the costs of 

purchasing the software were borne entirely by the businesses.   

Thirdly, human interventions in the automated inspection and channelling 

process, as well as the risk management (sample checking) process, have not been based 

on transparent and well-documented criteria.  This practice has limited the benefits that 

e-customs potentially offers, and has created opportunities for collusion and corruption 

to persist.   

Fourthly, some aspects of the administration of the trial would have benefitted 

from taking account of feedback from businesses and local customs offices.  An 

example of these was the requirement that e-customs declarers must have undergone 

certified training at a time when the capacity of the official training facilities was clearly 

inadequate.  Another example was the lack of mechanisms for greater participation by 

local customs offices in resolving cases that arose in their own jurisdictions.  

Questionnaire survey of businesses  

Two questionnaire surveys were conducted in 2011 in seven provinces and major cities 

where e-customs trial had been implemented to gather data regarding the perceptions 

and intentions of key stakeholder groups, whose support is essential for the success of e-
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customs in the longer term.  Chapters 5 and 6 analyse the data collected from these 

surveys; and in so doing, they address the study’s second main research question: 

RQ 2: What opinions do Vietnamese customs officials and businesses hold regarding e-

customs? 

The responses from the first survey suggest that, in general, businesses are 

supportive of e-customs, with an average rating of 4.10 out of a 5-point scale, where 5 is 

the highest level of support.  Average ratings on individual items that load onto the 

latent attributes variables are mostly in the range of 3.50 to 3.90, except for items 

pertaining to the Non-Complexity attribute, where mean ratings are in the range 2.51 to 

3.53, indicating far less positive perceptions of this attribute compared with the 

perceptions of the other attributes. A mean rating of 4.18 indicates that business 

personnel tend to see “Time savings” as the strongest point in favour of e-customs. By 

contrast, ratings of 2.51 and 2.95, respectively, indicate that they see “Data loss over 

Internet” and “Need supplementary paperwork” as two of its least attractive aspects. 

The correlation analysis indicates that all 5 DOI/TAM attributes, but especially 

Relative Advantages, Compatibility, Trialability, and Observability, are significantly 

correlated with Overall Perception which, in turn, is closely associated with Intention to 

use.   

Mann-Whitney tests suggest that businesses with high-speed Internet connections 

tend to hold more positive perception regarding e-customs and to be more supportive of 

it. This is consistent with the findings of Reddick and Roy (2013) and others that 

adequate IT infrastructure is a critical prerequisite for successful implementation of e-

government. 
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Kruskall-Wallis and Mann-Whitney tests indicate that, overall, businesses in Hai 

Phong and Ho Chi Minh City (Group 1) and in Dong Nai and Binh Duong (Group 2) 

tend to hold more positive perception regarding e-customs and be more supportive of it 

than businesses in Ha Noi, Da Nang and Vung Tau (Group 3). In particular, businesses 

in Group 1 are the most enthusiastic supporters of e-customs application. These findings 

can be explained as follows. 

First, e-customs was introduced in Hai Phong and Ho Chi Minh City in 2005, in 

Dong Nai and Binh Duong from October 2009, and in the other locations from June 

2010. Thus Hai Phong and Ho Chi Minh City have had more time to resolve 

implementation issues (“teething problems”) as they arose.  

Second, customs activities at Ho Chi Minh City and Hai Phong far exceed 

activities at the other locations, in terms of the volume and value of the goods to be 

exported or imported, the range of goods to be considered, and the number and diversity 

of businesses that deal with customs offices on a regular basis. The scale and 

complexity of the operations at these two major port cities mean that there is greater 

potential for a given customs case to experience complications and delays. The scope 

for bureaucratic hassling and corruption is also greater. Against this background, any 

innovation that may help to expedite or smooth the customs process for the businesses 

concerned would be warmly welcome by them. 

Third, in a number of cases, businesses in other locations such as Dong Nai, Binh 

Duong, Ha Noi and Vung Tau may find that, even though e-customs has helped to 

expedite their dealing with the local customs departments, they may still have to travel 

to Ho Chi Minh City (or Hai Phong in the North) where the major port and warehousing 

facilities are located, for the final step of securing the release of goods from warehouses. 

This presents a bottleneck effect at Ho Chi Minh City and Hai Phong, which reduces the 
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net impact of any benefits that may accrue from the application of e-customs in the 

other locations, and therefore dampens the enthusiasm of businesses in these locations 

toward e-customs. 

Questionnaire survey of customs officials  

The responses from the second survey indicate that, in general, customs officials are 

supportive of e-customs, with an average rating of 4.14 out of a 5-point scale, where 5 is 

the highest level of support.  Average ratings on individual items that load onto the 

latent attributes variables are mostly in the range of 3.70 to 4.20, except for items 

pertaining to the Non-Complexity attribute, where mean ratings are in the range 2.55 to 

3.51. Mean ratings of 4.25 and 4.22, respectively, indicate that customs officials tend to 

see “More modern” and “Time savings” as two of the strongest points in favour of e-

customs. By contrast, ratings of 2.55 and 2.63, respectively, indicate that they see “Need 

for training” and “Need supplementary paperwork” as two of its least attractive aspects. 

The correlation analysis indicates that all 5 DOI attributes, but especially Relative 

Advantages and Trialability, are significantly correlated with Overall Perception which, 

in turn, is closely associated with Intention to support.   

Statistical tests suggest that gender has an effect on the perception and support of 

respondents with regard to e-customs: female respondents tend to hold less positive 

perceptions and to be less supportive of it.  This finding is consistent with results from 

previous studies. Our finding that older officials tend to be less positive in their 

perceptions and intention regarding e-customs than their younger colleagues is also 

consistent with previous studies. In addition, we have found that customs officials with 

a higher educational level have more positive perceptions and tend to be more 

enthusiastic in their support for e-customs.   
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Kruskall-Wallis and Mann-Whitney tests suggest that customs officials in the two 

largest provincial Customs Departments, in Ho Chi Minh City and Hai Phong, tend to 

be less enthusiastic in their support for e-customs than their colleagues in the other 

departments.  One reason for this is that Hai Phong and Ho Chi Minh City were the first 

customs departments selected to apply the e-customs trial in 2005, so they experienced 

all of the difficulties of the pioneers. Therefore, customs officials in these locations have 

less favourable perceptions of the e-customs trial.   

Secondly, there has been a certain amount of administrative tension between the 

(central) General Department of Customs and the two Customs Departments at HCMC 

and Hai Phong. In principle, the two latter departments report to, and must follow 

instructions from, the former (Ministry-level) agency.  In practice, however, this does 

not always happen.  The resultant administrative tension may have some influence on 

officers’ perception and support of the e-customs innovation. 

Thirdly, customs officers at Ho Chi Minh City and Hai Phong have caseloads that 

are, on average, much bigger than those at the other locations.  Moreover, they have to 

handle cases that are often much more complex than elsewhere, because the range of 

businesses that deal with them is far more diverse.  It is possible that these differences 

may have resulted in a higher level and extent of corruption in these locations than 

elsewhere. This poses a higher obstacle in the officials’ support for e-customs, given 

that the application of e-customs could potentially help to increase transparency, thereby 

reducing the opportunity for officials to gain additional incomes through corruption. It 

must be emphasised, however, that at this point in time we do not have objective, 

independent evidence to conclude that differential levels of corruption exist at these 

locations.  
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7.2. POLICY IMPLICATIONS  

The third research question to be addressed by this study is: 

RQ 3:  What should be done to enhance the usefulness of e-customs in Vietnam and 

limit its deficiencies? 

In response, a number of policy implications can be drawn from the analysis presented 

in Chapters 4, 5 and 6.   

Firstly, in view of the relatively low ratings given by businesses for “Data loss 

over Internet” and “Need supplementary paperwork”, further investment in IT 

infrastructure is urgently needed to minimise the data loss problem, and teams of 

experienced officers should be formed to deal flexibly with and resolve complications 

as they arise, so that wasteful duplication of effort via paper-based documentation is 

avoided as far as possible. 

Secondly, changes should be implemented so that the stranglehold hold by Hai 

Phong and Ho Chi Minh City over the last step of e-customs process is reduced. In 

principle and in practice, if a local customs department has already made a decision to 

clear a consignment of goods, the final step of releasing that consignment from 

warehousing facilities should be a mere formality and should not be subject to further 

undue delay. 

Thirdly, customs officials who are female, older, lower-ranked, or have lower 

educational background should be encouraged and assisted to participate in training 

courses with an emphasis on ICT technologies applicable in the customs area. A 

corollary of this is that future recruits should be required to have already achieved 

certain standards of ICT knowledge and skills.  
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Fourthly, leaders and upper-ranked officials in provincial customs departments 

should be provided with greater support, in the form of (1) intensive specialized training 

for themselves on technical aspects of e-customs, and (2) access to teams of e-customs 

project officers and advisers who are capable of conducting surveys and interviews, 

monitoring progress, identifying arising issues, conducting research, making 

recommendations, providing briefings and leading seminars, and organising training 

workshops.   

Fifthly, priority should be given to aligning the customs system with international 

standards and to coordinating customs regulations with those issued by other ministries 

and sectors. The authorities should streamline and clarify regulations on customs 

procedures and trade facilitation mechanisms; provisions on revenue collection, export-

import policies, and rules regarding penalties and appeal.  

Sixthly, probably the most obvious policy implication arising from this study as 

well as from the literature reviewed, is that to smooth and facilitate the transition from 

traditional methods to electronic methods of customs (or more generally, of public 

administration and government), the authorities should start with changes which are 

relatively easy to implement and are likely to succeed in bringing about net benefits for 

key groups of stakeholders.  These examples can then serve as role models for adoption 

and implementation in other locations or domains.  Our analysis has highlighted the role 

of the observability and trialability attributes of an innovation in generating support for 

it.  Heeks (2007) suggested that many e-government project failures have been due to 

over-ambitious targets, too-large a scale, complicated application, or not-ready-to-

participate stakeholders. Above all, results from the e-customs trial in Vietnam illustrate 

a point that is often noticed in the international literature on e-government and public 

administration: it is unrealistic to expect e-government initiatives to achieve more than 

technical efficiency gains (for example, to make transformational gains in terms of 
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increased transparency and reduced corruption) unless there is a willingness to change 

the underlying practices, attitudes and motivations of the main stakeholder groups 

involved.   

7.3. LIMITATIONS AND DIRECTIONS FOR FURTHER RESEARCH  

The use of a 5-point Likert scale in this study has resulted in a limited range of ratings, 

as most respondents avoid giving the highest (5) and lowest (1) ratings, resulting in a 

“bunching” effect around the values of 3 (intermediate) and either 2 (lower) or 4 

(higher) depending on the context.  Given the reluctance of respondents in this field and 

in Vietnam to use the full scale, further research should use a 7-point, 9-point or 10-

point scale to pick up finer variations in the level of approval or disapproval being 

expressed.  

A second limitation is the relatively small sample size for the first survey.  It 

was hoped initially that at least 397 usable responses would be obtained from businesses 

and 386 from customs officials.  It turned out, however, that only 268 usable responses 

were returned from businesses (usable response rate = 50.6%) compared with 415 from 

customs officials (usable response rate = 72.8%). Given the sensitive nature of the 

subject matter and the usual reticence of Vietnamese businesses and individuals with 

regard to non-compulsory questionnaire surveys, the above figures may be close to the 

maximum achievable under the circumstances.  In future research, further efforts will be 

needed in order to augment the set of primary information available for analysing this 

study’s research questions and related issues.   

The third limitation has been the need to rely on the authorities (customs 

departments and branches) for assistance in distributing and collecting questionnaire 

forms.  Given the nature of the research, this is largely unavoidable at this stage.  It is 
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encouraging to note that there appears to be no major reluctance or inhibitions among 

the responding custom officials and businesses with regard to making comments critical 

of e-customs, including past mistakes in implementing it.  This suggests that the ratings 

provided have not been unduly influenced by official pressures.  Future research should 

devote substantial investigative resources to obtaining feedback via more independent 

methods and to comparisons of the resultant findings with those reported above.  

The analytical framework of this research has been built mainly with elements of 

the DOI theory (Rogers, 2003) and TAM (Davies, 1989) and its main purpose has been 

to investigate the perceptions of the businesses regarding e-customs and their support of 

it.  Future research could augment the framework by incorporating elements from other 

models and theories that may, a priori, be applicable to Vietnam’s customs sector.  

More attention could also be paid to other stakeholder groups and to the impact of e-

customs on the work and lives of these stakeholders. 
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APPENDICES 

Appendix 1.a  

INFORMATION SHEET 

(English version) 

 

 

 

Title of project: ELECTRONIC CUSTOMS IN VIETNAM: A CASE STUDY OF 

ELECTRONIC GOVERNMENT IN A TRANSITIONAL DEVELOPING ECONOMY 

 

Chief Investigator 

Professor Duc-Tho (Tom) Nguyen 

Department of Accounting, Finance and Economics 

Griffith Business School, Griffith University 

Nathan QLD 4111 

Contact Phone: (+61) (7) 37357617 

Contact Email: t.nguyen@griffith.edu.au 

Student Investigator 

Name: Son-Toai Dam 

Department of Accounting, Finance and 

Economics 

Griffith Business School, Griffith University 

Contact Phone: (+84) (0) 932 388 779 

Contact Email: t.dam@griffith.edu.au 

 

Why is the research being conducted? 

I, Son-Toai Dam, am a lecturer from Ha Noi National Economic University in Viet 

Nam. I am conducting a study for my Doctor of Philosophy degree at Griffith 

University, Australia. A key purpose of my research is to review previous efforts to 

implement e-customs in Vietnam, to gain an understanding of opinions held by 

stakeholder groups, and to analyse factors that can enhance successful implementation. 

The findings may hold implications for on-going efforts in Vietnam, as well as in other 

developing countries, to enhance the efficiency and effectiveness of government 

services and achieve socio-economic development.   
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What you will be asked to do? 

I am conducting a questionnaire survey to collect some data/information related to 

perceptions and attitudes of stakeholder groups regarding e-customs in Vietnam. I 

would be very grateful if you would answer the questions listed in the questionnaire. 

The basis by which participants are selected 

Potential participants are selected from import-export businesses, government agencies 

(such as customs and taxation offices), and IT support companies. The selected process 

is largely random, although in the later stages of the survey, some prospective 

participants may be recommended to us by participants who have already completed the 

questionnaire. 

The expected benefits of the research 

The research is expected to add to current understanding of the e-government situation 

in Vietnam and to yield useful policy implications which could help make e-

government projects more successful in the future. 

Risks to you 

We believe there is no risk as no personal identity of participants will be revealed. Also, 

participants are free to not answer any questions that they don’t like.  

Your confidentiality (Privacy statement) 

Please be assured that all information collected will be strictly confidential.  No 

personal identity will be revealed.  

Your participation is voluntary 

Although your participation is very important to my research, it is a totally voluntary 

matter.  You are free to join or withdraw from the study at any time. 

Your Consent 

If you agree to participate, please simply complete the questionnaire. Doing so will indicate 

that you have given your consent. 
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Questions / further information 

If you have any questions related to these matters, please contact me on 0932338779 or 

e-mail: t.dam@griffith.edu.au or my supervisor Prof Duc-Tho (Tom) Nguyen, e-mail: 

t.nguyen@griffith.edu.au. 

The ethical conduct of this research 

Griffith University conducts research in accordance with the National Statement on Ethical 

Conduct in Human Research.  If you have any concerns or complaints about the ethical 

conduct of the research project, please contact the Manager, Research Ethics on (+61) (7) 

3735 5585 or research-ethics@griffith.edu.au. 

Feedback to you 

If you would like to receive a summary of the survey findings, please provide your email or 

mailing address in the space at the end of questionnaire form. This information will be used 

only to send summary results to you. 

 

 

 

 

 

mailto:research-ethics@griffith.edu.au
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Appendix 1.b  

BẢNG TÓM TẮT THÔNG TIN  

(Vietnamese Version) 

 

 

 

Tên đề tài: thủ tục hải quan điện tử tại việt nam: điển hình về chính phủ 

điện tử tại một nền kinh tế đang chuyển đổi 

 

Giáo viên hướng dẫn 

Giáo sư Nguyễn Đức Thọ (Tom Nguyen) 

Khoa Kinh tế, Tài chính và Kế toán, trường Quản trị Kinh 

doanh thuộc Đại học Griffith, Australia 

ĐT: (+61) (7) 37357617 

Email: t.nguyen@griffith.edu.au 

 

Sinh viên nghiên cứu 

Đàm Sơn Toại 

Khoa Kinh tế, Tài chính và Kế toán, trường 

Quản trị Kinh doanh thuộc Đại học Griffith, 

Australia 

Điện thoại: +84 (0) 932 388 779 

Email: t.dam@griffith.edu.au 

 

Lý do thực hiện đề tài nghiên cứu? 

Tôi tên là Đàm Sơn Toại, công tác tại Trường Đại học Kinh tế Quốc dân Hà nội, hiện 

đang trong quá trình viết luận án Tiến sỹ tại Đại học Griffith, Australia. Mục đích 

nghiên cứu của tôi là đánh giá những nỗ lực của chính phủ trong việc thực hiện thí điểm 

thủ tục Hải quan điện tử, tìm hiểu nhận thức và quan điểm của các đối tượng liên quan 

đến dự án này về ứng dụng mới của công nghệ thông tin, đồng thời phân tích những yếu 

tố có khả năng thúc đẩy việc thực hiện thành công dự án. Kết quả nghiên cứu có thể 

được tham khảo trong quá trình triển khai chính phủ điện tử ở Việt nam cũng như các 

nước đang phát triển khác nhằm nâng cao tính hiệu quả và hiệu lực của dịch vụ công, để 

đạt được những thành tựu về phát triển kinh tế - xã hội.  
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Những thông tin cần hỏi  

Hiện tôi đang tiến hành phỏng vấn, điều tra bằng bảng câu hỏi để thu thập thông tin liên 

quan đến nhận thức và thái độ về hải quan điện tử của những đối tượng tham gia hoặc 

có khả năng tham gia vào dự án thí điểm thủ tục hải quan điện tử đang được triển khai 

tại Việt nam. Tôi rất mong ông/bà vui lòng cung cấp những thông tin liên quan trong 

bảng câu hỏi dưới đây. 

Đối tượng được mời tham gia 

Đối tượng được mời tham gia đến từ các doanh nghiệp trong lĩnh vực xuất nhập khẩu, 

các cơ quan chính phủ như Hải quan và Thuế vụ, và các doanh nghiệp công nghệ thông 

tin. Việc thực hiện lựa chọn đối tượng được thực hiện theo dạng ngẫu nhiên. Trong 

những giai đoạn cuối của cuộc nghiên cứu, chúng tôi có thể sẽ nhờ đến một số quý vị đã 

tham gia giới thiệu cho chúng tôi tiếp xúc một số đối tượng khác.  

Những lợi ích được kỳ vọng của nghiên cứu 

Nghiên cứu này sẽ đóng góp vào việc hiểu đúng thực trạng về chính phủ điện tử ở Viêt 

Nam và gợi mở ra những chính sách tham khảo hữu ích, qua đó khiến việc thực hiện các 

dự án chính phủ điện tử đạt nhiều thành công trong tương lai.  

Về rủi ro đối với người tham gia 

Chúng tôi tin chắc rằng không có bất cứ rủi ro nào xảy ra đối với ông/bà, bởi vì chúng 

tôi không dung đến bất kỳ thông tin cá nhân nào. Ngoài ra, ông bà cũng có thể bỏ qua 

bất kỳ câu hỏi nào mà ông/bà không muốn trả lời. 

Sự bảo mật thông tin 

Những thông tin ông/bà cung cấp sẽ được bảo mật tuyệt đối. Chúng tôi hoàn toàn không 

dùng đến những thông tin cá nhân. 

Tình nguyện khi tham gia trả lời bảng câu hỏi 

Mặc dù sự tham gia của ông/bà rất quan trọng đối với nghiên cứu của tôi, nhưng đây là một 

việc làm hoàn toàn mang tính tự nguyện. Vì thế, ông/bà có thể tham gia hoặc từ chối trả lời 

bảng câu hỏi bất cứ khi nào. 
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Sự thỏa thuận của người tham gia 

Nếu ông/bà đồng ý tham gia, xin mời hãy hoàn thành việc trả lời bảng câu hỏi. Đây được 

xem là việc ông/bà đã thỏa thuận tham gia. 

Giải đáp thắc mắc 

Nếu ông/bà có thắc mắc liên quan đến những vấn đề nêu trên, xin mời liên lạc với tôi 

qua số điện thoại 0932 338 779 hoặc qua địa chỉ email là toai.dam@griffith.edu.au. 

Ngoài ra, ông/bà cũng có thể liên lạc trực tiếp với giáo viên hướng dẫn của tôi là Giáo 

sư Nguyễn Đức Thọ (Tom Nguyen) theo địa chỉ email là t.nguyen@griffith.edu.au tại 

Đại học Griffith. Lưu ý là ông/bà có thể dùng tiếng Việt để liên lạc với giáo sư.  

Vấn đề đạo đức trong  nghiên cứu 

Trường Đại học Griffith thực hiện nghiên cứu theo Cam kết của quốc gia về nghiên cứu 

xã hội học (National Statement on Ethical Conduct in Human Research). Nếu ông/bà  có 

thắc mắc gì liên quan đến vấn đề đạo đức của đề tài, xin liên hệ Giám đốc Phụ trách về 

Đạo đức trong nghiên cứu, điện thoại (+61) (7) 3735 5585 hoặc địa chỉ email là research-

ethics@griffith.edu.au. 

Thông tin phản hồi 

Nếu ông/bà muốn nhận kết quả tổng hợp của nghiên cứu này, xin vui lòng cung cấp địa chỉ 

email hoăc thư tín tại trang cuối của bảng câu hỏi điều tra. Thông tin này chỉ được sử dụng 

cho việc gởi kết quả tổng hợp đến ông/bà. 
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Appendix 2.a  

INTERVIEW CONSENT FORM 

(English version) 

Title of project: ELECTRONIC CUSTOMS IN VIETNAM: A CASE STUDY OF 

ELECTRONIC GOVERNMENT IN A TRANSITIONAL DEVELOPING 

ECONOMY 

Research Team Professor Duc-Tho (Tom) Nguyen 

Department of Accounting, Finance and Economics 

Griffith Business School, Griffith University 

Nathan, QLD 4111, Australia 

Contact Phone: (+61) (7) 37357617 

Contact Email: t.nguyen@griffith.edu.au 

Name: Son-Toai Dam 

Department of Accounting, Finance and Economics 

Griffith Business School, Griffith University 

Contact Phone: (+61) (0) 430226108 or (+84) (0) 932 338 779 

Contact Email: t.dam@griffith.edu.au 

By signing below, I confirm that I have read and understood the information package 

and in particular have noted that: 

 I understand that my involvement in this interview will include answering some 

questions relating to the research topic. 

 I have had any questions about my involvement answered to my satisfaction; 

 I understand the risks (if any) that may be involved; 

 I understand that there will be no direct benefit to me from my participation in 

this interview; 

 I understand that my participation in this interview is voluntary; 

 I understand that if I have any additional questions I can contact the research 

team; 

 I understand that I am free to withdraw at any time, without comment or 

penalty; 

 I understand that I can contact the Manager, Research Ethics, at Griffith 

University Human Research Ethics Committee on 3735 5585 (or research-

ethics@griffith.edu.au) if I have any concerns about the ethical conduct of the 

project; and 

 I agree to participate in the interview. 

Name: ……………………………………………………………………. 

Signature: ……………………………. 

Date: ……………………………………………………………………. 

mailto:t.dam@griffith.edu.au
mailto:research-ethics@griffith.edu.au
mailto:research-ethics@griffith.edu.au
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Appendix 2.b  

BẢN THỎA THUẬN THAM GIA PHỎNG VẤN 

(Vietnamese Version) 

Tên đề tài: Thủ tục hải quan điện tử tại Việt Nam: Điển hình về chính 

phủ điện tử tại một nền kinh tế đang chuyển đổi 

Nhóm nghiên cứu Giáo viên hướng dẫn 

Giáo sư Nguyễn Đức Thọ (Tom Nguyen) 

Khoa Kinh tế, Tài chính và Kế toán, trường Quản trị Kinh doanh 

thuộc Đại học Grifith, Australia 

ĐT: (+61) (7) 37357617 

Email: t.nguyen@griffith.edu.au 

Nghiên cứu sinh 

Đàm Sơn Toại 

Khoa Kinh tế, Tài chính và Kế toán, trường Quản trị Kinh doanh 

thuộc Đại học Grifith, Australia 

Điện thoại: +84 (0) 932 388 779 

Email: t.dam@griffith.edu.au 

Trước khi ký tên vào bản cam kết, tôi đã đọc và hiểu những thông tin liên quan đến đề tài 

và đã biết rằng: 

 Tôi sẽ được mời trả lời một số câu hỏi liên quan đến nghiên cứu này; 

 Tôi đã được giải thích rõ những thông tin liên quan; 

 Tôi hiểu các rủi ro liên quan (nếu có); 

 Tôi sẽ không có lợi ích trực tiếp nào từ việc tham gia vào nghiên cứu này; 

 Sự tham gia của tôi là hoàn toàn tự nguyện; 

 Nếu tôi có thắc mắc gì khác, tôi có thể liên lạc với nhóm nghiên cứu; 

 Tôi có thể từ chối tham gia cuộc phỏng vấn bất cứ lúc nào mà không cần phải giải 

thích hay bị bất cứ ảnh hưởng tiêu cực nào; 

 Tôi có thể liên lạc với Giám đốc của Bộ phận Đạo đức nghiên cứu của trường Đại 

học Griffith qua số điện thoại +61 (0) 3735 5585 (hoăc địa chỉ email research-

ethics@griffith.edu.au) nếu có vấn đề gì liên quan đến đạo đức của nghiên cứu; và 

 Tôi đồng ý tham gia vào cuộc phỏng vấn. 

 

 

Họ và tên: ……………………………………. 

Chữ ký: …………………………………… 

Ngày tham gia: ..…………………………………… 

mailto:t.dam@griffith.edu.au
mailto:research-ethics@griffith.edu.au
mailto:research-ethics@griffith.edu.au


 

289 

 

Appendix 3.a  

QUESTIONNAIRE APPLICABLE TO BUSINESSES 

(English version) 

 

PART 1: AN OVERVIEW OF THE ENTERPRISE 

Question 1: Please tick the boxes to specify the level of IT use in customs declaration and 

customs clearance that has been used by your enterprise: 

Level 1: Declaration with traditional customs procedure  

Level 2: Declaration with back-up devices (USB, floppy disks, etc.)  

Level 3: Declaration with the computers located at the Customs Branches  

Level 4: Declaration with your company’ computers connected to the Customs 

Branches LAN.   
 

Level 5: Declaration on the website of the Vietnam General Department of 

Customs or the C-VAN 
 

Level 6: Declaration as at level 5 and receiving online customs clearance notice  

 

Question 2: Has your enterprise had receipt of e-clearance decision? 

  Yes  No 

Question 3: Does your enterprise use a customs agent to deal with the e-customs procedure? 

  Yes  No 

Question 4: Please specify your transmission line by ticking the relevant boxes: 

 Dial-up connection  ADSL 2+   Cable or Lease line 

Question 5: Which department of customs are you registering with to deal with customs 

declarations? 

 Ha Noi   Hai Phong   Dong Nai  Vung Tau 

 Da Nang   Ho Chi Minh city   Binh Duong   
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PART 2: INFORMATION ABOUT YOUR PARTICIPATION IN E-CUSTOMS PILOT 

PROGRAM 

Please assess your participation in the e-customs trial program. If your enterprise has not 

participated in this program, then evaluate the programs according to the experience of other 

enterprises that you know of. If you do not know of any such enterprise, please tick the box “No 

idea or Neutral” or leave a blank.  

Question 6: How much do you agree with each of the following statements regarding Relative 

Advantages of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

ReAd

01 
E-customs can reduce time for 

travelling, data processing, and 

customs clearance. 

     

ReAd

02 
It is convenient to submit 

customs dossier and to receive 

receipt and clearance outcome 

because of 24/7 availability 

     

ReAd

03 
E-documents and online 

submission instead of paper 

documents result in cost 

reductions, and reduced travel 

costs. 

     

ReAd

04 
The shift from “in-line” to 

online reduces direct contact 

with customs officers, and 

lessens opportunities for 

bureaucratic hassling and 

bullying (to extract bribes). 

     

ReAd

05 
Application of e-customs 

technologies reduces the number 

of data entry errors 

     

ReAd

06 
Businesses can submit customs 

dossiers and receive e-customs 

clearance in advance (before 

goods arrive at port). 

     

ReAd

07 
Businesses can use one 

electronic customs form to clear 

one type of goods for an 

unlimited number of times in a 

month. 
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Question 7: How much do you agree with each of the following statements regarding 

Complexity of e-customs? 

  Strongly 

disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

agree 

Compl

ex01 
Customs dossiers are often 

incomplete due to loss of data 

during transmission over the 

Internet. 

     

Compl

ex02 
The e-customs software is 

complicated, inadequate, and 

difficult to use. 

     

Compl

ex03 
Businesses have to pay large 

amounts of money for 

purchasing hardware and 

software, and IT skills 

training. 

     

Compl

ex04 
E-Customs dossiers often 

require supplementary 

paperwork that is just like 

traditional customs.  

     

Compl

ex05 
Overall, e-customs is difficult 

and complex. 

     

 

Question 8: How much do you agree with each of the following statements regarding 

Compatibility of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Comp

at01 
IT skills in the business are 

adequate for e-customs 

application 

     

Comp

at02 
IT equipment and systems in the 

business are adequate for e-

customs application 

     

Comp

at03 
Software applications previously 

used in the business are 

compatible with e-customs. 

     

 

 

 

 



 

292 

 

Question 9: How much do you agree with each of the following statements regarding 

Trialability of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Trial01 
Experiences from e-customs 

being applied in HCMC and 

Haiphong, then in other pilot 

sites, facilitate the diffusion 

process. 

     

Trial02 
Experiences from e-customs 

being applied to 3 major 

categories of merchandise 

facilitate the broadening of 

coverage to other major 

categories of merchandise. 

     

Trial03 
Businesses which are about to 

implement e-customs can 

readily learn from the 

experiences of pilot businesses. 

     

 

Question 10: How much do you agree with each of the following statements regarding 

Observability of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Obser

01 
Business personnel have directly 

observed other businesses 

applying e-customs 

     

Obser

02 
Through internal documents, the 

media and words of mouth, 

business personnel have gained 

clear knowledge of the 

advantages of e-customs.  

     

Obser

03 
Through internal documents, the 

media and words of mouth, 

business personnel have gained 

clear knowledge of the 

difficulties with e-customs. 
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Question 11: How much do you agree with each of the following summary statements 

regarding e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Overal

l01 
E-customs brings about greater 

advantages than traditional 

customs 

     

Overal

l02 
Difficulties of e-customs are 

manageable 

     

Overal

l03 
After considering all the above, 

you would see e-customs as 

being more advantageous than 

traditional customs 

     

 

 

Question 12: You personally support continuing and furthering the use of e-customs: 

 Strongly 

Disagree 

  Disagree   Neither 

Agree nor 

Disagree 

  Agree   Strongly 

Agree 

 

 

If you would like to receive a report of finding from this survey, please provide us with your 

contact details. We understand and respect your rights to privacy. 

- Receiver : 

- Mailing address: 

- Fax  : 

- E-mail  : 

 

 

Thank you very much for your cooperation!  
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Appendix 3.b  

BẢNG HỎI DÀNH CHO DOANH NGHIỆP ĐÃ TỪNG THAM GIA 

HOẶC DỰ ĐỊNH THAM GIA THỦ TỤC HẢI QUAN ĐIỆN TỬ 

(Vietnamese version) 

PHẦN 1: THÔNG TIN CHUNG VỀ DOANH NGHIỆP 

Câu hỏi 1: Xin ông bà cho biết mức độ ứng dụng công nghệ thông tin trong việc thực hiện thủ 

tục hải quan điện tử bằng cách đánh dấu vào ô tương ứng: 

Mức độ 1: Áp dụng thủ tục hải quan truyền thống  

Mức độ 2: Khai hải quan có sử dụng thiết bị lưu và truyền dữ liệu (USB, đĩa 

mềm, etc.) 
 

Mức độ 3: Khai hải quan thông qua máy tính được cung cấp tại chi cục hải quan  

Mức độ 4: Sử dụng mạng LAN kết nối với mạng của chi cục hải quan   

Mức độ 5: Thực hiện khai hải quan từ xa  

Mức độ 6: Áp dụng thủ tục hải quan điện tử  

 

Câu hỏi 2: Doanh nghiệp của ông bà đã từng nhận quyết định thông quan điện tử? 

  Yes  No 

Câu hỏi 3: Doanh nghiệp của ông bà có sử dụng đại lý thủ tục hải quan để khai hải quan điện 

tử? 

  Yes  No 

Câu hỏi 4: Doanh nghiệp của ông bà đang sử dụng loại đường truyền Internet nào dưới đây? 

 Dial-up connection  ADSL 2+   Cable or Lease line 

Câu hỏi 5: Doanh nghiệp của ông bà đang đăng ký thục hiện thủ tục hải quan tại cục hải quan 

nào dưới đây? 

 Hà Nội   Hải Phòng   Đồng Nai  Vũng Tàu 

 Đà Nẵng   Tp. Hồ Chí Minh   Bình Dương   
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PHẦN 2: THÔNG TIN VỀ VIỆC THAM GIA THÍ ĐIỂM THỦ TỤC HẢI QUAN ĐIỆN 

TỬ CỦA DOANH NGHIỆP 

Xin ông bà hãy đánh giá về thí điểm thủ tục hải quan điện tử. Nếu doanh nghiệp của 

ông bà chưa từng tham gia thí điểm thủ tục hải quan điện tử, thì ông bà có thể tham 

khảo kinh nghiệm từ các doanh nghiệp khác. Nếu ông bà chưa từng biết về chương trình 

thí điểm này và cũng không thể tham khảo từ các doanh nghiệp khác thì đề nghị đánh 

dấu vào ô “Không có ý kiến” hoặc bỏ trống. 

Câu hỏi 6: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những lợi ích 

của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất 

phản đối 

Phản 

đối 

Không có 

ý kiến 

Đồng 

ý 

Rất 

đồng ý 

ReAd

01 
Áp dụng thủ tục hải quan điện có thể 

giúp cắt giảm thời gian đi lại, thời 

gian xử lý số liệu, và thời gian thông 

quan. 

     

ReAd

02 
Thủ tục hải quan điện tử mang lại sự 

thuận tiện trong việc nộp hồ sơ, nhận 

phản hồi và kết quả thông quan vì 

được thực hiện 24 giờ trong ngày, và 

7 ngày trong tuần (24/7). 

     

ReAd

03 
Việc thay thế hồ sơ giấy bằng hồ sơ 

điện tử đã cắt giảm cho phí lập hồ sơ 

và chi phí đi lại để nộp hồ sơ. 

     

ReAd

04 
Việc nộp hồ sơ thông qua mạng 

Internet đã giảm sự tiếp xúc trực tiếp 

với công chức hải quan, vì thế cắt 

giảm sự nhũng nhiễu từ phía công 

chức hải quan. 

     

ReAd

05 
Áp dụng thủ tục hải quan điện tử 

giúp cho giảm thiểu lỗi nhập dữ liệu. 

     

ReAd

06 
Khi áp dụng thủ tục hải quan điện tử, 

doanh nghiệp có thể nộp hồ sơ và 

nhận quyết định thông quan ngay cả 

khi hàng đang trên đường về cảng.  

     

ReAd

07 
Doanh nghiệp có thể sử dụng từ khai 

điện tử tháng để áp dụng cho nhiều 

lần xuất hoặc nhập đối với cùng đối 

tác và cùng loại hang hóa xuất nhập 

khẩu. 
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Câu hỏi 7: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những khó 

khăn khi thực hiện thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có ý 

kiến 

Đồng 

ý 

Rất đồng 

ý 

Compl

ex01 
Nội dung hồ sơ điện tử thường 

thiếu sót do bị rơi vãi dữ liệu 

trong quá trình truyền tải qua 

Internet. 

     

Compl

ex02 
Phần mềm hải quan điện tử rất 

phức tạp, không phù hợp và rất 

khó áp dụng. 

     

Compl

ex03 
Doanh nghiệp phải đầu tư lớn 

cho mua sắm trang thiết bị và 

đào tạo nhân viên phục vụ quá 

trình tham gia hải quan điện tử 

     

Compl

ex04 
Doanh nghiệp thường xuyên 

phải nộp bổ sung giấy từ trong 

khai hải quan điện tử. Điều đó 

giống như trong hải quan 

truyền thống.  

     

Compl

ex05 
Một cách khái quát, thủ tục hải 

quan điện tử phức tạp và khó 

sử dụng. 

     

Câu hỏi 8: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những tính 

tương thích của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng ý Rất đồng 

ý 

Comp

at01 
Nhân viên trong doanh nghiệp 

vốn đã thông thạo về tin học nên 

có thể thao tác được với phần 

mềm khai hải quan điện tử 

     

Comp

at02 
Cấu hình hệ thống máy tính của 

doanh nghiệp vốn đã khá mạnh 

nên có thể thực hiện các nghiệp 

vụ liên quan đến Hải quan điện 

tử 

     

Comp

at03 
Các phần mềm quản lý mà 

doanh nghiệp đang sử dụng cho 

phép truy suất dữ liệu nội bộ 

sang thực hiện khai hải quan 

điện tử. 
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Câu hỏi 9: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về khả năng áp 

dụng thử của thủ tục hải quan điện tử? 

Ký hiệu Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng ý Rất đồng 

ý 

Trial01 
Kinh nghiệm áp dụng thí điểm 

hải quan điện từ tại TP. Hồ Chí 

Minh và TP Hải Ph ng rồi sau 

đó đến 11 tỉnh và thành phố 

khác giúp cho việc mở rộng áp 

dụng HQĐT trong phạm vi 

toàn quốc có nhiều thuận lợi. 

     

Trial02 
Việc mở rộng áp dụng hải quan 

điện tử từ 3 loại hình SXXK, 

GC và KD sang các loại hình 

khác là một bước tiến tự nhiên 

nên triển vọng thành công cao. 

     

Trial03 
Các doanh nghiệp đang dự tính 

áp dụng hải quan điện tử có thể 

tham khảo kinh nghiệm của 

các doanh nghiệp đã từng tham 

gia trong mấy năm gần đây, 

nhờ đó họ không bị b  ng  và 

gặp nhiều thuận lợi.  

     

 

Câu hỏi 10: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về khả năng 

được quan sát của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất 

phản đối 

Phản 

đối 

Không có 

ý kiến 

Đồng ý Rất 

đồng ý 

Obser

01 
Ông/bà biết r  hoặc đã từng quan sát 

việc một số doanh nghiệp khác 

tham gia vào quá trình áp dụng thủ 

tục hải quan điện tử 

     

Obser

02 
Qua phương tiện báo chí và những 

lời bàn luận của các doanh nghiệp đã 

từng tham gia HQĐT, ông/bà có thể 

nhận thức r  ràng về các lợi ích mà 

thủ tục Hải quan điện tử mang lại. 

     

Obser

03 
Qua phương tiện báo chí và những 

lời bàn luận của các doanh nghiệp đã 

từng tham gia HQĐT, ông/bà có thể 

nhận thức r  ràng về những khó khăn 

trong quá trình áp dụng thủ tục hải 

quan điện tử. 
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Câu hỏi 11: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh đánh giá tổng 

quan về thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng ý Rất đồng 

ý 

Overal

l01 
Thủ tục hải quan điện tử mang 

lại nhiều lợi ích hơn cho doanh 

nghiệp so với thủ tục hải quan 

truyền thống 

     

Overal

l02 
Những khó khăn hiện tại trong 

việc triển khai thủ tục hải quan 

điện tử có thể khắc phục được 

     

Overal

l03 
Sau khi cân nhắc tất cả các lợi 

ích cũng như các khó khăn và 

phí tổn, Hải quan điện tử nhìn 

chung có nhiều ưu điểm hơn Hải 

quan truyền thống. 

     

 

 

Question 12: Doanh nghiệp ủng hộ (dự tính sẽ tham gia hoặc tiếp tục tham gia) vào việc áp 

dụng thủ tục hải quan điện tử tại Việt Nam 

 Rất phản đối   Phản đối   Không có ý 

kiến 

  Đồng ý   Rất đồng 

ý 

 

 

Nếu  ng/Bà muốn nhận Báo cáo kết quả cuộc khảo sát này xin vui l ng cho biết chi tiết địa chỉ 

liên lạc để chúng tôi có thể gửi Báo cáo đến  ng/Bà. Dù trong trường hợp nào, chúng tôi cũng 

sẽ tôn trọng và đảm bảo quyền thông tin của cá nhân và tổ chức; vì vậy, ông/bà có thể cung cấp 

hoặc không cung cấp các thông tin dưới đây. 

- Tên người nhận: 

- Địa chỉ thư tín : 

- Fax  : 

- E-mail  : 

 

 

Xin chân thành cảm ơn sự hợp tác của ông/bà!  
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Appendix 4.a  

QUESTIONNAIRE APPLIABLE TO CUSTOMS OFFICIALS 

(English version) 

 

SECTION 1: PERSONAL BACKGROUND 

Question 1: What is your gender? 

 Female   Male 

Question 2: What is your age range? 

 Under 36 years old   From 36 to 45 years old   46 years old and above 

Question 3: What level of education you have reached? 

 Diploma and below   Bachelor and above 

Question 4: What is your current rank in customs organization? 

 Lower   Middle   Upper 

Question 5: Which department of customs are you working for? 

 Ha Noi   Hai Phong   Dong Nai  Vung Tau 

 Da Nang   Ho Chi Minh city   Binh Duong   
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SECTION 2: OFFICIALS’ PERCEPTION REGARDING ELECTRONIC CUSTOMS 

In this section, please rate the attributes of electronic customs bay on yours or others’ 

experiences regarding e-customs. Otherwise, please select the option namely “Neither agree nor 

disagree”. 

Question 6: How much do you agree with each of the following statements regarding Relative 

Advantages of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree 

nor 

disagree 

Agree Strongly 

Agree 

ReAd

01 
E-customs can reduce time for 

travelling, data processing, and 

customs clearance. 

     

ReAd

02 
It is convenient to submit and to 

receive customs dossier because 

of 24/7 availability 

     

ReAd

03 
E-document instead of paper 

document leading to cost 

reductions, and cut off cost for 

travelling. 

     

ReAd

04 
Application of e-customs reduces 

number of data entry errors 

     

ReAd

05 
Application of e-customs brings 

greater transparency 

     

ReAd

06 
Application of e-customs 

contributes to the country’s goal 

of modernization. 
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Question 7: How much do you agree with each of the following statements regarding 

Complexity of e-customs? 

  Strongly 

disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

agree 

Compl

ex01 
Customs dossiers are often 

incomplete due to losses of 

data during transmission over 

the Internet. 

     

Compl

ex02 
The e-customs software is 

complicated, inadequate, and 

difficult to use. 

     

Compl

ex03 
Officials face many difficulties 

with e-customs in the 

beginning, so demand for 

training is high. 

     

Compl

ex04 
E-Customs dossiers often 

require supplementary 

paperwork similar to 

traditional customs.  

     

Compl

ex05 
Overall, e-customs is difficult 

and complex. 

     

 

Question 8: How much do you agree with each of the following statements regarding 

Compatibility of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Comp

at01 
Officials’ IT skills are adequate 

for e-customs application 

     

Comp

at02 
Customs IT equipment and 

system are adequate for e-

customs application 

     

Comp

at03 
E-documents provided by other 

governmental bodies are 

compatible with e-customs. 
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Question 9: How much do you agree with each of the following statements regarding 

Trialability of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Trial01 
Experiences from applying e-

customs in HCMC and 

Haiphong, then in other pilot 

sites, facilitate the diffusion 

process. 

     

Trial02 
Experiences from applying e-

customs to 3 major categories 

of merchandise facilitate the 

broadening of coverage to 

other major categories of 

merchandise. 

     

Trial03 
Customs offices/units which 

are about to implement e-

customs can readily learn from 

the experiences of pilot 

offices/units. 

     

 

Question 10: How much do you agree with each of the following statements regarding 

Observability of e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Obser

01 
Customs officials have directly 

observed other officers/units 

applying e-customs 

     

Obser

02 
Through internal documents, the 

media and words of mouth, 

customs officials have gained 

clear knowledge of the 

advantages of e-customs.  

     

Obser

03 
Through internal documents, the 

media and words of mouth, 

customs officers have gained 

clear knowledge of the 

difficulties with e-customs. 
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Question 11: How much do you agree with each of the following summary statements 

regarding e-customs? 

  Strongly 

Disagree 

Disagree Neither 

agree nor 

disagree 

Agree Strongly 

Agree 

Overal

l01 
E-customs brings more 

advantages than traditional 

customs 

     

Overal

l02 
Difficulties of e-customs are 

manageable 

     

Overal

l03 
After considering all the above, 

you would see e-customs as 

being more advantageous than 

traditional customs 

     

 

 

Question 12: You personally support continuing and furthering the use of e-customs: 

 Strongly 

Disagree 

  Disagree   Neither 

Agree nor 

Disagree 

  Agree   Strongly 

Agree 

 

 

 

If you would like to receive a report of finding from this survey, please provide us with your 

contact details. We understand and respect your rights to privacy. 

- Receiver : 

- Mailing address: 

- Fax  : 

- E-mail  : 

 

Thank you very much for your cooperation!  
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Appendix 4.b  

BẢNG HỎI VỀ NHẬN THỨC VÀ THÁI ĐỘ ỦNG HỘ THỦ TỤC 

HẢI QUAN ĐIỆN TỬ DÀNH CHO CÔNG CHỨC HẢI QUAN 

(Vietnamese version) 

 

PHẦN 1: THÔNG TIN CHUNG VỀ CÔNG CHỨC HẢI QUAN 

Xin ông bà cho biết thông tin chung về cá nhân như sau: 

Câu hỏi 1: Xin ông/bà cho biết giới tính? 

 Nữ   Nam 

Câu hỏi 2: Xin cho biết tuổi tác của ông/bà thuộc khoảng tuổi nào dưới đây? 

 Dưới 36 tuổi   Từ 36 đến 45 tuổi   Từ 46 tuổi trở lên 

Câu hỏi 3: Xin cho biết trình độ chuyên môn của ông/bà hiện nay bằng cách đánh dấu vào ô 

thích hợp: 

 Cao đẳng hoặc thấp hơn   Đại học hoặc sau đại học 

Câu hỏi 4: Xin cho biết vị trí cấp bậc của ông/bà bằng cách đánh dấu vào ô thích hợp: 

 Kiểm tra viên 

trung cấp hoặc 

nhân viên 

  Kiểm tra viên 

chính hoặc kiểm 

tra viên 

  Kiểm tra viên 

cao cấp hoặc 

tương đương 

Câu hỏi 5:  ng/bà đang thuộc biên chế của cục hải quan nào dưới đây? 

 Hà Nội   Hải Phòng   Đồng Nai  Vũng Tàu 

 Đà Nẵng   Tp. Hồ Chí Minh   Bình Dương   
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PHẦN 2: THÔNG TIN CHƯƠNG TRÌNH THÍ ĐIỂM THỦ TỤC HẢI QUAN ĐIỆN TỬ  

Xin đánh giá các đặc điểm của thủ tục Hải quan điện tử theo kinh nghiệm của ông/bà. Nếu ông 

bà chưa từng tham gia chương trình này, xin đánh giá theo kinh nghiệm của các đồng nghiệp 

khác mà ông/bà biết đến. Nếu không biết, xin ông/bà đánh dấu vào ô “Không có ý kiến” hay để 

trống.  

Câu hỏi 6: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những lợi ích 

của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng 

ý 

Rất 

đồng ý 

ReAd

01 
Tiết kiệm thời gian thực hiện thủ 

tục Hải quan 

     

ReAd

02 
Có thể tiếp nhận khai hải quan 

24/24 nên thuận tiện cho kiểm tra 

viên Hải quan và doanh nghiệp. 

     

ReAd

03 
Cắt giảm chi phí do chuyển từ xử 

lý thủ công trên giấy tờ sang xử lý 

trên máy tính 

     

ReAd

04 
Vì tiếp nhận hồ sơ và dữ liệu điện 

tử nên giảm thiểu sai sót trong 

quá trình nhập dữ liệu vào máy 

tính so với Hải quan truyền thống.  

     

ReAd

05 
Thuận tiện và minh bạch hơn 

trong việc kiểm tra hồ sơ và phân 

luồng kiểm tra hải quan do sự hỗ 

trợ của hệ thống thông tin điện tử 

     

ReAd

06 
Hải quan điện tử tạo ra phong 

cách làm việc văn minh hiện đại, 

phù hợp với mục tiêu hiện đại hóa 

ngành Hải quan và cải cách hành 

chính nhà nước  
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Câu hỏi 7: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những khó 

khăn khi thực hiện thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất 

phản đối 

Phản 

đối 

Không có 

ý kiến 

Đồng ý Rất 

đồng ý 

Compl

ex01 
Hồ sơ khai Hải quan của doanh 

nghiệp thường không đầy đủ do bị 

rơi vãi dữ liệu trong quá trình truyền 

tải, hoặc do thiếu sót của doanh 

nghiệp trong quá trình hoàn thiện hồ 

sơ. 

     

Compl

ex02 
Phần mềm xử lý hồ sơ hải quan phức 

tạp, thiếu sót và khó thao tác. 

     

Compl

ex03 
Cán bộ, công chức gặp khó khăn 

trong giai đoạn đầu tiếp thu và thực 

hiện các nghiệp vụ Hải quan điện tử, 

nên có nhiều nhu cầu đào tạo. 

     

Compl

ex04 
Vì hải quan điện tử hay gặp những 

vướng mắc nên vẫn phải yêu cầu 

doanh nghiệp hoàn chỉnh, bổ sung hồ 

sơ như trong Hải quan truyền thống. 

     

Compl

ex05 
Một cách khái quát, thủ tục hải quan 

điện tử không phức tạp 

     

Câu hỏi 8: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về những tính 

tương thích của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng ý Rất đồng 

ý 

Comp

at01 
Cán bộ, công chức Hải quan và 

các ngành liên quan vốn đã 

thông thạo về tin học nên có thể 

thao tác được với nghiệp vụ Hải 

quan điện tử 

     

Comp

at02 
Cấu hình hệ thống máy tính của 

cơ quan Hải quan được đầu tư 

khá đầy đủ nên có thể thực hiện 

các nghiệp vụ liên quan đến Hải 

quan điện tử 

     

Comp

at03 
Chứng từ điện tử của các Bộ và 

Ngành khác phù hợp với hệ 

thống chứng từ điện tử do Tổng 

cục Hải quan ban hành. 
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Câu hỏi 9: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về khả năng áp 

dụng thử của thủ tục hải quan điện tử? 

Ký hiệu Nội dung đánh giá Rất 

phản đối 

Phản 

đối 

Không có 

ý kiến 

Đồng 

ý 

Rất đồng 

ý 

Trial01 
Kinh nghiệm áp dụng thí điểm hải 

quan điện từ tại TP. Hồ Chí Minh và 

TP Hải Ph ng rồi sau đó đến 11 tỉnh 

và thành phố khác giúp cho việc mở 

rộng áp dụng TTHQĐT trong phạm vi 

toàn quốc có nhiều thuận lợi. 

     

Trial02 
Việc mở rộng áp dụng hải quan điện tử 

từ 3 loại hình SXXK, KD và GC sang 

các loại hình khác là một bước tiến tự 

nhiên nên triển vọng thành công cao. 

     

Trial03 
Các đơn vị Hải quan đang trong giai 

đoạn chuẩn bị áp dụng TTHQĐT có 

thể tham khảo kinh nghiệm của các 

đơn vị đã từng tham gia trong mấy 

năm gần đây, nhờ đó họ không bị b  

ng  và gặp nhiều thuận lợi.  

     

 

Câu hỏi 10: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh về khả năng 

được quan sát của thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất 

phản đối 

Phản 

đối 

Không có 

ý kiến 

Đồng 

ý 

Rất 

đồng ý 

Obser

01 
Ông/bà biết r  hoặc đã từng quan sát 

việc một số cán bộ, công chức và đơn vị 

khác tham gia vào quá trình áp dụng thủ 

tục hải quan điện tử 

     

Obser

02 
Qua các tài liệu nội bộ, phương tiện báo 

chí và những lời bàn luận của các đồng 

nghiệp đã từng tham gia TTHQĐT, 

ông/bà có thể nhận thức r  ràng về các 

lợi ích mà TTHQĐT mang lại. 

     

Obser

03 
Qua các tài liệu nội bộ, phương tiện báo 

chí và những lời bàn luận của các doanh 

nghiệp đã từng tham gia TTHQĐT, 

ông/bà có thể nhận thức r  ràng về 

những khó khăn trong quá trình áp dụng 

TTHQĐT. 
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Câu hỏi 11: Xin ông/bà cho biết mức độ đồng ý đối với mỗi mệnh đề phản ánh đánh giá tổng 

quan về thủ tục hải quan điện tử? 

Ký 

hiệu 

Nội dung đánh giá Rất phản 

đối 

Phản đối Không có 

ý kiến 

Đồng ý Rất đồng 

ý 

Overal

l01 
Thủ tục hải quan điện tử mang 

lại nhiều lợi ích hơn cho cán bộ, 

công chức, cơ quan Hải quan và 

các ngành liên quan so với thủ 

tục hải quan truyền thống 

     

Overal

l02 
Những khó khăn hiện tại trong 

việc triển khai thủ tục hải quan 

điện tử có thể khắc phục được 

     

Overal

l03 
Sau khi cân nhắc tất cả các lợi 

ích cũng như các khó khăn và 

phí tổn, Hải quan điện tử nhìn 

chung có nhiều ưu điểm hơn Hải 

quan truyền thống. 

     

 

 

Question 12: Cá nhân ông/bà ủng hộ vào việc tiếp tục và đẩy mạnh áp dụng thủ tục hải quan 

điện tử tại Việt Nam? 

 Rất phản đối   Phản đối   Không có ý 

kiến 

  Đồng ý   Rất đồng 

ý 

 

 

Nếu  ng/Bà muốn nhận Báo cáo kết quả cuộc khảo sát này xin vui l ng cho biết chi tiết địa chỉ 

liên lạc để chúng tôi có thể gửi Báo cáo đến  ng/Bà. Dù trong trường hợp nào, chúng tôi cũng 

sẽ tôn trọng và đảm bảo quyền thông tin của cá nhân và tổ chức; vì vậy, ông/bà có thể cung cấp 

hoặc không cung cấp các thông tin dưới đây. 

- Tên người nhận: 

- Địa chỉ thư tín : 

- Fax  : 

- E-mail  : 

 

 

Xin chân thành cảm ơn sự hợp tác của ông/bà!  
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