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Abstract

Keywords: internet application, Import Permit, Controlled
Telecommunications Equipment, E-government

A/ Research Background

[t has been four years since the launching of Internet application
system of Import Permit for Inspection and Certification of Controlled
Telecommunications Equipment in 2009. However, the response of business
in the related industry remains unknown. An investigation on the response
and opinion from the business toward the policy is essential. In addition,
the analysis and comparison among other e-government function and policies
can also provide NCC with valuable information for their on-going
improvement.

B/ Research Method and Procedures

1. Theories on successful information system adoption and Factors
influencing Internet application System are cited to construct the
framework of this research.

2. Interview schedule was constructed according to the above framework
and theories. The researcher then categorized the applicants into
three categories based on the application records during 2011 through
2012 with NCC; namely, Internet application for two years, On-site
application for two years, and Change Behavior. Invitations were sent
to the companies with relatively higher frequency in applying Import
Permit for Controlled Telecommunications Equipment. With their
acceptance, face-to-face interviews were conducted respectively. It
ended up with 22 rounds of face-to-face interviews to explore the why

and why-not factors for the adoption of Internet Application System.
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3. To magnify the external validity of the above finding, questionnaire
was developed based on the theories mentioned in procedure No. 1 and the
results from face-to-face interview. 400 applicants were investigated
in this survey stage, and data from 300 valid samples were collected.
The effective sample sizes for Two-year internet, Two-year onsite, and
Change behavior are 93, 174, 33 respectively; all exceed the statistical
requirements for large sample size. The ratios of effective respondents
to the total questionnaire sent are 0. 85, 0.69, and 0. 89 among the three
categories of applicants, which implies the effectiveness and
representativeness of the samples collected.

C/ Major Findings

Responses from the three categories of applicants have fairly
positive evaluation on the service quality of NCC staff, which includes
the service effort and expertise. Furthermore, from the interview and
survey, the feedback from users is listed as follows.

1. Two-year internet users

(a) The conciseness in the payment procedure of Internet application
system is highly expected and of highest importance to the success
evaluation of the application system.

(b) Other key factors contributing to the success of Internet
application system include affordable workload in the uploading and
transmission of documents for the staff responsible for application
and the expense charged for applying Import Permit should be covered
by agent or contingency fund of the company.

(c) Informational aids provided at the website be more sufficient for
new users.

(d) Suggestions from users are mainly about information system
capability in terms of logic of web page application process design,
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historical records queries, document uploading, and the format of
summary report for application records.

2. Two-year on site applicants

(a) When the traffic for on-site application is convenient and the needs
for applying Import Permit is large, applicants are unlikely to adopt
Internet application because the workload in scanning and uploading
documents 1s quite time-consuming; on the other hand, when the
application for Import Permit is occasional, users tend to apply on
site as well because learning cost is relatively low.

(b) Other factors hindered applicants from adopting Internet
application system is that when transferring is not convenient, or
the applicant willing to pay by personal credit card or pay the charge
through personal instead of official company account. These all make
the applicants remain using on-site services.

(c) Users with lower self-efficacy and unwilling to access technology
and computerizing are more resistant to use internet application
system and rely on on-site application.

(d) Most on-site applicants, especially when they are in urgent need for
the Import Permit; on-site application never fails to acquire Import
Permit in time. It is advantageous for the import business.

(e) As to the selection of application way, the staff responsible for
import permit application holds the authority to decide whether to
use on-site or internet application.

3. Change behavioral applicants

(a) The reason that makes the applicants to interchange between Internet
and on-site application is the punctuality of on-site application.

Thus, when cases are urgent, people tend to choose on-site
XVII



application way; its advantage is timeliness and the disadvantage
1s financial cost.

(b) For cases that are not so urgent, applicants tend to use Internet
application system in view of traffic time saving, financial cost
though total procedure is more time-consuming.

(¢) In consideration of the usefulness of the Internet application
system, most respondents agree that the system is significantly
helpful to the accomplishment of their work.

(d) With regard to the system quality, most respondents indicate that
there are still some room for improvement in terms of the logging-in
and documents uploading.

(e) As to the selection of application ways, the applicants hold most
of the authority in decision-making, and are willing to keep adopting
the Internet Application System.

(f) As far as improvement is concerned, respondents indicate their
difficulties in payment procedure and system functions including:

(1) Accessibility: sometimes banks and convenience stores are distant
from their company location.

(2) Payment Notification: for those who are in urgent need of the
Import Permit, payment notification from the applicant to NCC is
required to expedite the licensing procedure. Which is troublesome
for applicants other business.

(3) Payment made by the applicant personally with later reimbursement
from the company is generally perceived as cost. Furthermore,
mal-function problem.

D/ Implications and suggestions derived from comparative E-Government
Systems
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Based on the above findings and response from users and non-users
of NCC Internet Application Systems, 4 comparative e-government systems
are analyzed to show the advantages for NCC' s reference. The systems
analyzed include:Certificate of Origin on-line Application and Issuance
system from Bureau of Foreign Trade, Economic Department; EDI payment
message flows with Trade Van; On-line application system with Chest
Hospital, Ministry of Health and Welfare; and On-line application system
with Department of Land Administration M.O. I.

The analysis of advantages/ disadvantages and characteristics of
the above systems are summarized into the following suggestions for NCC' s
reference with respect to its Import Permit application system refinement.

1. Consecutive and 1inclusive process of on-line application and
certification are expected.

2. Agents (for most of the cases, Custom Houses) are suggested to have
their own account for the application of Import Permit in stead of under
the accounst of their Importer clients’ accounts. This would eliminate
the authorization and confidence risks and considerations between
importers and their custom houses.

3. Allowing the users to print the e-certified Import Permit directly
on-line is also recommended.

4. More pamyment alternatives are preferred, such as on-line banking
remittance via designated account, or subrogation payment collectibles
with contracted government business accounts.

5. Auto reply and auto advice functions via emails to the applicants
concerning the proceedings of their cases applied would also be welcomed
and time-saving in that applicants do not have to check the proceeding of
their applications from time to time.

E/ Major Suggestions
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The examination of application document for Import Permit with
controlled telecommunication radio-frequency devices ( hereinafter as
“CTRFD” ) requires experienced and professional. According to the
statistics of application records, among all the cases submitted through
years 2011 to 2012, 90% of them were concentrated in North District Office
across Internet and On-site business. The examination of both Internet
and On-site application documents made the examiners in NDO overloaded as
the examiners need to review on-site documents and internet documents at
the same time. With limited workforce, on-site business surpasses
internet examination, which in turn prolong the internet examination
procedure to so long as one day or even longer whereas the on-site
examination takes only 10 to 20 minutes. In order to motivate companies
to change their application way from on-site to internet, measures need
to be taken to shorten the overall time-consumption for internet
application procedure other than the improvements mentioned in parts A to
C.

1. Immediate and practical suggestions

(a) Allocate personnel specifically taking charge of Internet
Administration in NDO to improve the efficiency of Internet
application.

In view of the imbalanced workload, NDO staff could not possibly
cover both Internet and On-site business efficiently, the findings
of this research suggest to adjust the personnel and business
allocation, with personnel specifically taking charge of Internet
administration, the efficiency for Internet Application Way can
possibily be increased.

(b) Development of detailed online manual for Internet Application
System Operation : The development of the above materials is suggested
by the applicants, which is helpful especially for new applicants.
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(c)

(d)

Promotion the benefit of early Import License application: To
expedite the application for Import License is the most applicable
way to reduce the need for urgent application cases.

Expending the functions of the on-line application system in terms
of notifying the applicants of the review status about their
application cases via system mailing notification automatically or
via short message to the applicants’ phone so that applicants do
not have to check the status of their cases freauently..

2. Intermediate improvements

(a)

(b)

(c)

(d)

Increase the human resources of NDO since the situation that
imbalanced application business mainly falls to NDO:: According to
the statistics, in the intermediate-run, increasing the human
resource in NDO is recommended in view of the large quantities As
a result, Internet application would be as efficient as on-site
application. Finally, the idea of replacing road traffic by internet
traffic would be realized.

Benefit of filing the application document directly online
eliminates the need for document printing, signing, scanning and
uploading, which saves the time for the applicants.

Create alternatives for payment option including on-1ine payment and
other agencies taking charge of the collection of application fee:
To reduce the perception of limited alternative for making payment
through convenience stores and personal disbursement of the
application fees, new options for payment such as on-line payment
and collection agency service are recommended to provide diversified
choices for making payment.

Regular review and test on the information transmission velocity and
system capacity are also suggested. It is necessary for NCC to test
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(e)

()

these performances regularly to maintain the Internet application
efficiency at a satisfactory level..

Allowance of customhouse brokers’ application online for Import
Permit i1s recommended as well: According to the survey result,
considerable proportions (26% to 43%) of the cases were applied by
customhouse brokers. Allowing the customhouse brokers to access the
Internet application system would increase the usage of the system.

Simplifying and allowing flexibility of the regulation on items
routinely imported or under R&D stage: To reduce the administrative
work at both industry side and the official side, some adjustment
for the reviewing of non-commercialized items (including those are
under R&D stage and those have not been put in mass production yet)
would be necessary. Printed catalogs for these items are usually not
available or even time consuming for the importer to make one. The
reviewing standards of the 1import documents for these
non-commercialized items are suggested to be modified specially.
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