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General Background: The Directorate General of Customs and Excise (DJBC) plays a pivotal
role in supervising the flow of goods through Indonesia's international airports.Specific
Background: Efficient customs services are essential for national security, trade facilitation,
and enhancing the international image of airports. Knowledge Gap: Despite DJBC’s strategic
role, limited research has explored the effectiveness of customs officers’ performance and
public perceptions at international terminals. Aims: This study aims to evaluate the
effectiveness of DJBC officers in delivering services and to assess user perceptions as a basis
for improving service quality and airport image reconstruction. Results: Utilizing a
descriptive qualitative approach, data were gathered through observations and in-depth
interviews with 11 respondents—five customs officers and six service users. The findings
indicate that DJBC consistently executes its duties across planning, implementation, and
reporting stages. However, user perceptions vary significantly, particularly regarding access
to regulation updates, officer responsiveness, import duty transparency, and inter-agency
coordination. Novelty: This study provides a grounded analysis of both institutional
performance and user experiences at international arrival terminals, highlighting gaps in
policy communication and coordination. Implications: The findings underscore the need for
synchronized regulatory frameworks and public outreach initiatives to enhance policy clarity
and service delivery at international airports.

Highlights: 

Evaluates DJBC officers’ service effectiveness at international terminals.

Highlights varied passenger perceptions and regulatory communication gaps.

Recommends policy alignment and public outreach for service improvement.
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International airports in Indonesia are criticized for the inefficiency of customs service handling
goods entering or leaving the customs territory, specifically passenger luggage. However, several
passengers have expressed dissatisfaction with the lack of information provided regarding the
limits of items that can be carried tax-free, as well as the varying approaches of officers in
enforcing the rules. It led to a negative perception of a lack of transparency and unfairness in
customs services at the airport. It aligns with the findings of Suwatno [1] that ineffective
socialization methods and non-transparent charge setting can lead to dissatisfaction and poor
perceptions of customs services. Recent cases have concerned imposing high import duty tariffs on
educational [2] grants and imported personal items [3]. The arousal issues have resulted in a
negative public perception of the Indonesian Directorate General of Customs and Excise (further
mentioned as DJBC) performance. The officers’ service is considered adequate if the service activity
can impact public service provision for achieving service objectives and targets. The quality of
service significantly affects the users’ positive perception of the institution.

Regarding the ongoing customs service issues, it is essential to know how the efficacy and public
perception of customs and excise services in the international airport’s context—emphasized that
the quality of customs and excise service at international airports affects the partially positive
evaluation of the public. As customs and excise authority, the officers must ensure that goods from
foreign countries have complied with the applicable laws and regulations. This aim is because
customs safeguard national security [4]. This measure can be achieved by implementing selective
customs inspections considering the risks inherent in the goods and the involved parties. In
addition, this task is under the Regulation of the Minister of Finance No. 111 of 2023, in which the
DJBC has four functions: 1) protecting the public from the circulation of dangerous and prohibited
goods from foreign countries, 2) protecting domestic industries by controlling imported goods, and
3) as a trade facilitator—to reduce trade costs in ensuring fair market competition, and 4) as a
revenue collector—to optimize state revenue by collecting the import or excise duties and taxes [5].

Effectiveness portrays the achievement level of the goals that have been planned in an
organization. Mursyidah [6] found that a program can be considered effective if it meets the
following indicators: 1) target accuracy—which is the extent to which participants align with the
determined targets; 2) socialization—as a process of communicating a new culture to the public, 3)
program objective—which is the conformity between the initial plan and actual outputs, 4)
monitoring—which is an effort to know the positive impact after the program runs. According to
Febianti and Choiriyah [7], six indicators may influence the effectiveness of an information
technology system: system quality, information quality, service quality, usage, user satisfaction, and
benefits.

In 2020, the Regional Office of the DJBC Riau effectively monitored the circulation of illegal
cigarettes through socialization and field operations with the Indonesian Armed Forces and
National Police. They also indirectly supervised its distribution and marketing by collecting written
reports and plotting the objects to monitor them [8]. A study by Pautina et al. [9] supported that
effective implementation relies on comprehensive planning. This process involves analyzing needs,
setting goals, and identifying the required service types. Implementation follows by applying these
arranged strategies. Supervision then monitors the implementation process to ensure it aligns with
the initial plan while reporting serves as an outcome of the program.

This study expands on previous studies by evaluating customs officers’ practices and exploring user
perceptions at several international airports. The previous ones focused on specific aspects such as
management [10], supervision practices [11][12], communication strategy in public services
[13][14], and public perception at local airports [15][16]. The Braille keyboard case, for example,
illustrated how miscommunication between parties (customs officers, importers, and logistic
parties) can result in the inaccuracy of import duty tariffs, which in turn gives rise to negative
public perceptions of the officers’ performance from the related institutions.

Public perception represents a collective response or environmental knowledge derived from a
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group of people interacting and collaborating due to their shared values, norms, practices, and
procedures, which are essential for their collective well-being and functioning [17]. The more
remarkable the ability of social media content to influence public perceptions, the more effective it
is in communicating with the public [18]. The government’s policies can act as stimuli that shape
public perceptions, particularly among target audiences. Therefore, the government must
communicate and promote its programs effectively to foster public understanding, which can
generate positive responses as part of an effective communication process [19].

Public perceptions of good governance using social media as a public communication tool can be
measured through accountability, transparency, and participation [20]. In implementing
government policies, communication strategies must be both effective and efficient. Despite efforts
to communicate government policies, implementation is often not optimal due to limited public
understanding . Therefore, improving transparency and information disclosure is crucial, especially
for complex policies. This institution should enhance its communication strategies to strengthen
public relations. Hence, this study is intended to evaluate the effectiveness of customs officers’
performance and to understand passenger perceptions to address concerns and differing opinions
regarding the institution’s reputation.

  Method  

This study used a descriptive qualitative research design to investigate the conditions of natural
objects. In this approach, the researcher serves as the main instrument, and the study focuses on
exploratory social phenomena [21]. In this case, it aims to assess the effectiveness of the DJBC
services in international airports and users’ perception of this institution. The subjects were
selected purposively based on the determined characteristics. Five customs officers were selected
based on their employment as customs inspectors in the international airport in Indonesia,
administering IMEI administration and being involved in a supervision unit. To examine public
perception of the customs service, researchers selected six passengers who had experienced the
IMEI checking and paying import duties tariffs on their luggage. In addition, the international
airport was chosen based on statistical data indicating the most significant number of airplane
passengers [22]. Customs officers and service users come from the three largest international
airports in Indonesia, namely Soekarno Hatta, Ngurah Rai and Juanda International Airport.

Researchers collected data through observation and in-depth interviews. During the observation
phase, the respondents were asked to complete an observational form: planning, implementation,
supervision, and reporting [23]. Subsequently, the researchers conducted semi-structured
interviews with the customs officers, adopting four effectiveness indicators by Sekarini and
Choiriyah : [24] program achievement, target accuracy, goal achievement, and program
monitoring. The next stage is conducting unstructured interviews using public perception
indicators adopted from Rahmanto , including public perceptions of social media usage, good
governance implementation, accountability, transparency, and customs officer participation.

The data analysis begins by classifying data using predefined indicators using NVivo software, a
procedure known as coding. The classified data is then analyzed following the study objectives. The
results were signed as ‘Data’ and ‘User’. Afterward, the researchers presented the results,
connected them with the existing theories, and concluded it.

  Results and Discussion  

  A. The Effectiveness of Directorate General of Customs and Excise
Services in International Airports  

  1.  Planning 
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In planning the services at international airports, the Directorate General of Customs and Excise
(DJBC) refers to the regulation based on the Standard Operating Procedures (SOPs) of inspection
and supervision. SOPs are standardized instructions for organizing institutional activities, ensuring
compliance with laws and regulations for each personnel [25]. The public can access the SOPs
through the official website, such as SOPs for Customs, Excise, and Tax services regarding
importing and exporting goods transported by passengers from overseas and SOPs for IMEI
registration services that passengers or importers carry. The initial planning stage begins with
developing rules to ensure that the traffic of goods from foreign countries complies with the
applicable prohibitions and restrictions. Reporting from the official websites
(https://beacukai.go.id/), a range of public services are available at international airports, including
inspection services for consignments, personal belongings of passengers, IMEI registration, rush
handling, carrying cash or other payment methods, temporary imports, and others [26]. The
following are the results of the prosecution findings from the work of customs and excise officers.

 

  

Figure 1.  The Role of Directorate General of Customs and Excise   

Officers work based on established rules to safeguard state revenue and prosecute customs and
excise violations, including officers stationed at international airports. The officers’ response during
this duty can be read in Data 1.

Data 1 - The primary responsibilities of customs officers at international airports are providing
services and supervising activities. The services provided at the airport include passenger services,
specifically imported goods and information services. In terms of supervision, the airport serves as
a gateway for goods, and thus, the commodities under supervision include both prohibited and
restricted goods carried by passengers (Officers 1, 2, 4, 5).

Supervision provided to Customs and Excise service users is necessary for officers to ensure SOPs
are implemented, and precise information is provided. As exemplified in the study of Maharani et
al. , [27] the DJBC at Ngurah Rai Airport has properly supervised the export of prohibited and
restricted goods. It prevents misunderstandings and facilitates effective communication between
officers and passengers at international airports . In other words, socialization or training is
scheduled for officers to become inspectors at international airports [28]. The officers receive
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scheduled training sessions to enhance their roles and ensure precise interactions with passengers,
as reflected in their views on supervision and communication at international airports (see Data 2).

Data 2 - Before assuming their duties at the airport, officers must possess the necessary
qualifications, including having completed examiner training, specifically an introduction to goods
and training on narcotics. Also, socialization is conducted monthly in an office designated as PKP
(Officers 1 and 2).

In addition, the DJBC has developed a strategy for conveying messages that are aligned with
socialization. For instance, the strategy for delivering messages in seminars, workshops, and talk
shows differs from that employed for messages conveyed non-verbally through mass media, social
media, and mobile applications . It enables customs officers to obtain information on new rules
related to customs through the socialization provided by the local customs and excise office. It
aligns with the response in Data 3.

Data 3 - New rules typically appear on the 30th but may be dropped before. Officers undergo
monthly training at PKP activities to socialize rules to passengers, and the office provides
assistance and training (All Officers).

An educational approach that provides the public a comprehensive understanding of customs
regulations can be effectively employed using digital platforms and community counseling. Customs
officers emphasize the importance of disseminating customs knowledge and warning passengers of
non-compliance with established regulations .

At this stage, it can be inferred that the DJBC is involved in formulating service regulations based
on inspection and supervisory procedures. The performance of customs officers has followed the
established SOPs. Airport officers are scheduled for regular socialization or training sessions to
ensure they know the updated regulations. Besides that, the public has also been informed about
inspection and supervision through DJBC’s social media channels. Passengers raise concerns about
their privacy mainly due to their lack of awareness. Importing goods through international airports
is closely related to the flow of passengers and tourists, a considerable sector in the state revenue.
Also, it affects the development of countries’ connections in terms of business and politics [29].
Hence, customs officers must be transparent and open to the public when delivering new policies
and technology-related customs facilities. This measure is also to improve safety in airplane travel.

  2. Implementation 

Customs and Excise officers work 24 hours, divided into four shifts at the international arrival
terminal. They ensure that customs service runs smoothly, from completing Electronic Customs
Declarations (further mentioned as e-CD) to transporting passengers’ goods. It is implemented
following the customs inspection procedures at the international airport. The officers in Data 4
demonstrated their continuous efforts by sharing their roles and the challenges they encountered
during each shift.

Data 4 - The officer inspects a passenger’s luggage based on the initial criteria from either the
supervision or service units. The procedure entails the passenger being summoned to provide their
identity and purpose for visiting Indonesia. After that, the officer requests permission to open the
luggage. When the officer opened the suitcase, the passenger explained the contents. In this case,
the officer has already identified the target item, explained the reason why the item must be
checked, and examined the item in question (Officers 1 and 3).

The e-CD can improve service quality, eliminate subjectivity, and control luggage documents in
electronic form. When the officers find a mobile device imported from foreign countries, they apply
the SOP for IMEI registration services for telecommunications devices. It means that officers
explained customs procedures to the service users, as shown in their responses in Data 5 and 6.
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Data 5 - Officers must be humble when explaining to passengers why they are being checked. It
helps passengers understand and allows the airport to run smoothly, with no misunderstandings
(Officer 4).

Data 6 - Most services are information delivery for foreign passengers, with about 30% asking
about Customs and Excise. The officer does the inspection selectively. The officers inspect based on
the profiling stage if it must be conveyed. Next, the officers prioritize public service effectively
(Officer 2).

Data 5 and 6 show that inspections are needed at international airports. While inspections are
critical in preventing smuggling activities such as illegal mobile phone sales, customs officers face
obstacles in managing public services. It includes assisting passengers unfamiliar with or confused
about the correct procedure. Data 7-9 demonstrate the obstacles officers encounter and how they
address them.

Data 7 - Passengers from different countries have different characteristics. Resistance is the most
challenging obstacle, especially when the passengers firmly refuse to be interviewed during the
inspection. Some passengers come from countries that are used to rules, so they understand when
they are checked (Officer 4).

Data 8 - Resistance happens because they (passengers) know they have made mistakes (Officers 3
and 5).

Data 9 - The biggest challenge for officers is when the passengers do not understand the
procedures (All Officers).

During this implementation stage, the officer directs the filling of e-CD [30] for passenger
transportation until the passenger leaves the customs area. The biggest challenge for customs
officers is that passengers often lack sufficient information regarding the maximum luggage subject
to import duties and the applicable tax rates. It is due to a lack of understanding of the rules
governing this matter, as well as the involvement of other agencies, necessitating the alignment of
policies with the relevant agencies. The hardest thing is when officers face passengers who refuse
to be checked. With the implementation of e-CD, DJBC has made significant strides in improving
efficiency, service quality, and legal compliance in the customs sector. Public education,
infrastructure capacity building, and integration with other systems are vital in optimizing the
future benefits of e-CD . Customs officers try to consistently remind about the importance of
conveying knowledge about customs declarations to passengers and giving warnings about
passenger behavior that does not follow established regulations. An educational approach can be
implemented through activities such as campus visits, the use of websites, and counseling in the
community. Through continuous efforts, e-CD can continue to grow as an effective solution in
managing international passenger luggage and supporting digital transformation in Indonesia.

  3. Supervision 

To guarantee that all customs officers fulfill their duties effectively and align with applicable
regulations. Officers must be held accountable for their actions and performance in ensuring their
responsibilities. For instance, it entails administering state revenue for passenger luggage
according to the provisions of goods value exceeding the USD500 exemption and registering mobile
devices reported by passengers. Each customs officer has an annual contract to ensure they do
their duties properly. In conducting public services at international airports, every activity is well-
documented. To better understand how these measures are implemented, interviews with customs
officers reveal critical insights into maintaining service standards, as demonstrated in Data 10.

Data 10 - Supervisors can monitor customs officers at the airport with CCTV. It helps them assess
performance and maintain a positive image in social media (All Officers).
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Data 10 emphasized that supervision has already been done by integrating technology. Alketbi and
Sipos [31] discovered that integrating innovative technologies in airports can enhance operational
efficiency, security, and passenger experience. Thus, customs officers must complete their tasks
within the designated time frame. Target setting is an effective method to guarantee that officers’
acts align with the organization’s objectives. The goal-setting of the DJBC is precise, enabling
officers to understand the specific outputs or results they want to achieve [32]. In this case, the
supervision is done by the internal compliance unit, as stated by the officers in Data 11.

Data 11 - The Internal Compliance Unit supervises customs officers and officials to ensure they do
not violate procedures, and the regional office (vertical) is in charge of the customs office. This
supervision guarantees that international airport business processes are conducted by SOPs
(Officer 5).

Monitoring affirms that the airports’ supervision and service activities are conducted according to
the SOPs and applicable regulations. It encompasses the time allotted for services and the ethical
considerations related to inspecting passengers’ bodies and goods. As indicated by the monitoring
objectives of the Internal Compliance Unit, as stated by the officer in Data 11, the role of the
Internal Compliance Unit has a crucial impact on organizational performance. This unit supervises
to ensure that no procedures are violated by customs officers, officials, or regional offices. It
ensures that international airport business processes are carried out correctly and ethically. It
aligns with the study of Putri and Meutia [33] that the Internal Compliance unit of an organization
that implements Good Governance has the potential to enhance internal control, which fosters
managerial performance. There are still obstacles to overcome. Some obstacles to effective
supervision include a lack of officers, facilities, and public awareness. These were also found in a
study by Maulana et al. on preventing the sale of illegal cigarettes.

Additionally, there is a need to optimize the support structures to facilitate the implementation of
supervision, including access to system-based information, facilities and infrastructure, and
cooperative relationships with other agencies. The latter is critical to ensure that the rules that
must be implemented for passengers at the International Airport are aligned. Customs officers
properly supervise passenger goods, but there are still problems with HVG (High-Value Goods).
There is no official definition or special regulations from Customs on HVG. Customs officers’ results
vary. Passengers can trick customs officers by splitting goods [34]. Supervision helps find problems
and make improvements. It also ensures that everything is done following the plan.

  4. Reporting 

Customs officers must submit monthly reports on their performance contracts and targets. Work
can be realized in several forms, such as online reporting of the inspection number of taxed
passenger goods or monthly recapitulation of service time for registering IMEI of passengers’
mobile devices through an online performance reporting system. They must meet deadlines for
reporting to upper management. The upper-level staff will use the information to monitor and
validate online reporting. Data 12 describes the reporting procedure.

Data 12 - Representatives from one shift generate daily reports. These reports are then submitted
to the upper-level staff, who record the actions taken and the resulting outcomes. If goods are
captured, the objects should also be reported. This measure is one of the officers’ performance
indicators at the airports (All Officers).

The response in Data 12 indicated that the online reporting information system is a valuable tool
for documenting daily work activities, which can assist in identifying targets, achievements, and
performance levels of subordinate officers monthly [35]. Regular monitoring and evaluating
officers’ performance are essential for identifying potential improvements, ensuring the goal’s
accomplishment and performance indicators, and monitoring overall performance progress [36].
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Further, findings highlighted that customs officers had conducted monthly reporting following the
performance contract and targets set. The representatives for each shift submit daily reports to
their leaders, which include the number of prosecutions conducted and the resulting outcomes. If
there was a negative outcome, the details of the incident are also documented. These reports serve
as part of the KPI for airport officers. The Customs and Excise unit is deficient in reporting
complaints, preventing the division from identifying customer complaints or suggesting service
improvements [37]. It has resulted in the inability of the relevant parties to address the issues
effectively. When the officers deal with passengers, this is closely related to the perception of
passengers.

  B. Public Perceptions of the Customs Services in International Airports  

The passengers’ perceptions of the customs service can be seen in different aspects, including
access to social media that Customs and Excise manage; the implementation of good governance,
accountability, transparency, and the participation of customs officers when providing public
services at international airports. The DJBC maintains several social media, such as Facebook,
Instagram, and Twitter (known as X). Based on the user feedback, the Facebook and Instagram
pages are more often accessed than the X account, as illustrated in Data 13.

Data 13 - I saw the (IG) reel story for reading about the case on my (explore) page. If there is a
new regulation, I searched for more information on Facebook and Instagram (User 1).

Data 13 shows that people who use international airports often use social media to get information
from official customs agencies on Facebook, Instagram, and X. Customs agencies also consistently
disseminate information through their official websites. Using social media and websites as a
communication channel can facilitate effective engagement between institutions and the public, as
the passenger response in Data 14.

Data 14 - I can find information from the official social media, but if there are one or two points
that I need to ask, I will ask the officers directly at the airport (User 1).

Data 13 and 14 illustrate the impact of social media campaigns on organizational image. Moreover,
the organization’s image can facilitate a change in customer satisfaction while mediating the
relationship between interpersonal communication and customer satisfaction [38]. In implementing
good governance, service users perceived that the information delivery of the customs officers is
cooperative in communication, as stated by the service user in Data 15.

Data 15 - So far, I have not had any problems. The officers helped let me know what goods were
allowed and what were not (User 2).

As mentioned in Data 15, customs officers have demonstrated a commitment to transparency and
openness. They are equipped with X-ray and other detection devices to enhance inspection
transparency. This measure is to optimize efficiency in the fight against criminal smuggling
activities involving the international import of goods that exceed the available capacity [39] . In
addition, customs officers prioritize customer satisfaction and are adept at providing accessible
solutions to customs and excise-related issues, as shown in Data 16.

Data 16 - Dealing with customs was easy. The information provided by the officers was helpful
(User 4).

Regarding accountability, service users perceive that information on customs regulation that the
officers delivered, either online or offline, was complete, accurate, and understandable, as stated
by one service used in Data 17.

Data 17 - If the information on social media is unclear, I will ask the officers directly at the airport
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(User 3).

Moreover, service users feel that customs officers are open or transparent in explaining all customs
procedures and rules. Custom officers are required to communicate the applicable laws,
regulations, and policies to the public, specifically service users, in an accessible manner. As stated
by Nababan , public information disclosure ensures that the public can access the policies and
programs of the government. They also perceived a complaint mechanism or procedure against the
relevant party, which is clarified via e-mail. Rubino et al. [40] emphasized that Common problems
for service users are found in Data 18-19.

Data 18 - There are no significant problems, but I am rarely confused about determining import
duties (User 5).

Data 19 - As a passenger, I am confused about the maximum amount of luggage in US Dollars and
how to determine its tax. We, as passengers, do not understand (User 5).

Thus, the DJBC should educate airplane passengers who are still uninformed about the rules and
regulations of importing consignments. The public is expected to be proactive in discovering it
because it will affect the determination of import duties. It is also a way to maintain the institution’s
reputation [41]. Problems often arise in import activities through delivery services, affecting their
goods being held in customs inspection . Therefore, importers must deepen their knowledge of
import regulations to avoid obstacles hindering customs. According to Sianturi et al. , practical
education for importers regarding import regulation and clear roles between importers and courier
service companies in complying with the applicable procedure. Passengers always comply with
IMEI registration regulations for electronic devices, as presented in Data 20-22.

Data 20 - For example, a used mobile phone bought from a foreign country. We thought the tax
would be expensive, but it was free when we registered the IMEI (User 5).

Data 21 - In the past, I got an iPhone 8 or 10 for free. How much does it cost to get the iPhone? I
do not understand the (import) duty (User 6).

Data 22 - IMEI registration is always smooth (User 4).

Regarding the participation of customs officers in providing customs service to the users, the
officers are concerned with the types of goods carried by the passengers, as in the following Data
23.

Data 23 - Some items are not allowed to enter (Indonesia) because they include LARTAS (goods
that are prohibited or restricted to be imported or exported). The process must be escorted by the
officers (User 6).

On the other hand, complaints about passenger luggage have increased annually. While DJBC has
disseminated the regulations of the passenger luggage and crew transport facilities for the public,
public relations (PR) management stages have been implemented optimally [42]. It emphasizes that
the PR program at DJBC tends to be action-oriented communication, while fact-finding, planning,
and evaluation are not executed optimally or skipped . The effectiveness of those efforts is limited
by the number of regulations enforced by various institutions.

The service users perceived that airport customs officers have endeavored to offer constructive
assistance by explaining luggage rules. The regulations are derived from the directives of DJBC and
other institutions, such as the Regulation of the Ministry of Trade, regarding passenger luggage
upon entering Indonesia. Despite these efforts, the regulations are complex and involve many
institutions, which can confuse the passengers or even the public, as illustrated in Data 24-25.
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Data 24 - The officers are helpful. I always share information that I got from them with my friends.
If there is a new regulation, such as how much (import duties) should be paid when bringing a new
phone (from a foreign country) (User 5).

Data 25 - The passengers are often confused when the officers say there is an “entrusted”
regulation from the Ministry of Trade. We do not understand why such a regulation exists (User 6).

Overall, findings of the user perception on accessing social media accounts managed by Customs
and Excise indicate that international airport service users have searched for information submitted
through Facebook and Instagram. The following are the results of the public satisfaction survey on
Juanda Customs services for the first quarter of 2025.

 

  

Figure 2.  The Result of Public Satisfaction Survey of Directorate General of Customs and Excise   

The results of the public satisfaction survey reached 93.47 with a very satisfied category, so that
public perception is also supported by the survey results because the value of the elements
assessed includes service mechanisms, infrastructure provided, competence and behavior of
officers. Despite remaining uncertainty, the public will seek clarification from airport personnel.
The reception of this message is contingent upon the extent of literacy or public knowledge about
Customs. Another factor is the perception of the community regarding stigma based on direct
experiences or perceived experiences [43]. In the view of the service users, the customs officers
have cooperated in informing and conveying the provisions regarding the acceptance or non-
acceptance of luggage. Presently, the government is implementing initiatives to equip airport
personnel with supplementary detection apparatus and to provide training in a range of areas,
including passenger assessment workshops, airport interdiction training, the operation of scanners,
and the utilization of existing detection equipment, such as ion scanners, handheld detectors, dual
view, mobile x-ray, mini lab, tool sets, and sniffer dog units.

The officers have also assisted passengers with information concerning the involvement of customs
and excise officers in providing services at the international airport. The dissemination of
information by service users to other individuals is common, even when the information originates
from customs officers. However, a common source of passenger confusion is the officers’ assertion
that laws originating from other agencies must be enforced. These include regulations from the
Ministry of Trade. Passengers are often unaware of the rationale behind the existence of these
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additional laws. In a study, customs officers have destructed personal delivery service goods, which
users perceived as inhumane [44]. It illustrates the prevalence of emotional factors in shaping
public opinion on Customs policies. Consequently, the DJBC needs to enhance and widely
disseminate information regarding regulations that passengers must know at the arrival terminal of
international airports. It is expected to give passengers transparency and certainty regarding
import duties on luggage from foreign countries.

  Conclusion  

The customs officers have effectively provided service for passengers from abroad, especially in
measuring the excess luggage. The DJBC has implemented the principles of good governance and
an open communication strategy. The practices are formalized through establishing SOPs for
inspection and supervisory and socializing the new regulations on social media and websites.
During implementation, officers receive training, are socialized to the SOPs, and are monitored by
the Internal Compliance Unit. All actions taken must be reported regularly through an online
information system. In task implementation, service users’ perceptions of access to new regulations
from social media are quite positive. They still ask the airport officers if unclear information was
retrieved from DJBC’s social media. The officers’ performance has also been cooperative and
friendly in responding to regulations from other agencies and determining the import duty tariffs. It
recomends that the DJBC must comprehensively socialize regulations and formulate policies that
align Customs regulations with those of other agencies regarding the provisions on the number and
types of passenger luggage subject to tariffs.

It should be noted that the present study has limitations. Specifically, the respondents included in
the study do not represent all international airports in Indonesia. Future research should focus on
international airports and ports to evaluate the effectiveness and public perceptions of public
services from all access points for foreign passengers entering Indonesia.
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