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Discussion Overview

“ICT alone offers no magic solutions.  Successful ICT 

merely enables modernization and improved 

performance.  The most effective programs address 

policy, process and people issues – and use ICT as an 

enabler to achieve the agency’s mission and vision”.

Tom Doyle, Border Management Modernization, World Bank 2011



Drivers Impacting Customs’ Human 

Performance 

 Increasing Volume & Complexity of 

Trade

 “Do More with Less”

 Skills, Knowledge & Behavior Gap

Market Forces: 

 Shortened Product Life Cycle

 Market Volatility & Price Dynamics



Traditional role of  Information Technology in the 

Customs Environment

 Connectivity

 Data Input 

 Automated procedures

 Tax & Duty Calculation 

 Trade Statistics

 Basic Risk Analysis (rules based)

 Electronic Payments

Primarily focused on automating longstanding processes and 
procedures and supporting existing structures

Some have achieved Less Paper but few have achieved 
Paperless



Information Technology does not Guarantee High 
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A Holistic Diagnostic is Required to Identify 

Human Performance Gaps
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Optimized Customs Organization
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Re-deployment of 

Resources  & Effort

Implementation of IT combined with process optimization and human 

performance enhancements should result in efficiency gains and 

opportunities to re-deploy resources and close performance gaps


