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Identify and formulate the factors and components of the customer satisfaction model by
implementing the performance of the intelligent system in customs

Abstract

Continuous improvement of organizational performance creates a huge synergistic force
that can support the growth and development program and create opportunities for
organizational excellence. Governments, organizations and institutions are making a
concerted effort in this regard. The present research is an applied research in terms of the
type of purpose and in terms of the nature of a descriptive-analytical method, in terms of
the method of documentary-survey implementation. Data collection and analysis have a
mixed research method. The results showed that in the analysis of structural models using
the partial least squares approach, the coefficient of determination index or the same
coefficient of explanation (R2) is used for the ability of independent variables to predict
dependent variables, or in other words the ability of regression model. In other words,
the basic criterion for evaluating the endogenous variables of the path model is the
coefficient of determination. This index shows what percentage of the changes in the
endogenous variable (dependent) are made by the exogenous variable (independent). In
this regard, the values of 0.67, 0.33 and 0.19 for endogenous (dependent) latent variables
in the structural path model (internal) are described as significant, moderate and weak,
respectively, but if the latent variable is affected by a small number ( One or two)
exogenous variables; The average values of the coefficient of determination are also
acceptable.

Keywords: intelligent system, customs, performance improvement, customer
satisfaction.
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¥ | 6.664 11.122 55.064 | 6.062 11.022 55.065 | 4.976 9.045 48.228

o | 3.585 6.754 61.583 | 3.585 6.518 61.867 | 3.922 7.125 55.340

¢ | 3.003 5.868 67.043 | 3.003 5.461 67.043 | 3.776 6.865 68.873

4 v | 2.855 5.173 72.216 | 2.847 5.173 72.216 | 3.668 6.669 68.873

—35 A | 2.395 4.355 76.571 | 2.395 4.388 76.543 | 2.752 5.004 73.864

«? q | 2.306 4.192 80.763 | 2.306 4.194 80.763 | 2.528 4.596 78.472

Zé yo | 1.102 2.058 82.734 | 1.107 2.008 82.764 | 2.360 4.929 82764
- vy | 0.875 1574 84.337
::; vy | 0.735 1.336 85.672
\\%2 vv | 0.678 1.235 86.906
‘2 \¥ | 0.667 1.138 88.124
3 \o | 0.589 1.067 89.183
t{ v | 0.546 1.011 90.174
3 v |0534| 1.008 91.032
I w0471  0.984 91.769
% vq | 0.406 0.838 92.439
\_} v. | 0.369 0.766 93.039
”;“ vy 0346 | 0.642 93.635
1 vy [0.308 | 0.585 94.161
? w0289 0452  94.648
a2 ve [0.267 [  0.429 95.068
\:} vo | 0.248 0.408 95.527
’ v# 10.236 | 0.389 95.935




vy | 0.224 0.361 96.315 ¥aq.
YA | 0.209 0.306 96.676

Yq | 0.199 0.274 96.986

v. | 0.168 0.257 97.275

vy | 0.151 0.233 97.514

vy | 0.142 0.226 97.755

v | 0.128 0.196 97.974

v | 0.125 0.194 98.179

vo | 0.106 0.179 98.340

vs | 0.102 0.165 98.542

vv | 0.098 0.143 98.702

vA | 0.092 0.138 98.844 1
vq | 0.083 0.128 98.982 E
v. [0.074| 0.126 99.111 £
¥\ | 0.068 0.106 99.232 1
ty | 0.061 0.100 99.346 ?
¥ | 0.056 0.089 99.445 7(
tr | 0.046 0.076 99534 ©
fo | 0.043 0.061 99.619 &
¥s | 0.038 | 0.058 99,671 o
tv | 0.031 0.056 99.729 ;f
tA | 0.024 0.048 99.785 g
¥4 | 0.021 0.042 99.873 i
o | 0.018 |  0.040 99.876 9
o) | 0.014 0.038 99.901 E
oy | 0.011 0.032 99.912 3
or | 0.008 0.029 99.942 §
of | 0.006 0.021 99.984 rt;»
» |0.021| 0089 99.986 :%
o5 | 0.014 0.061 99.990

ov | 0.068 0.194 99.991




Yaq)

oA | 0.083 0.126 99.994
o4 | 0.098 0.046 99.997
¢+ | 0.004 0.008 100

S 08 55t gh (e 3 Shoe 3 5 5171 b Ol e (st 5 (6831 sl 5 ol g 5o 5 Lol

o) L S SV LT o5 5le 48 e Ll lehele LS 5S Slae el 58 s

Las e 0L @L_d ol saas G5l VG o3y slie shils Jele o3 g ol 53 .(VYAY (5 i

.w‘aJ‘})\ﬁy\Jﬁb\'JJbQﬁ?' J‘J‘j‘fﬁ

S Fol S g B F

Olse b o ol i 5l ol o Ll oo Sl sle 2 Lo a8 gl 05 S g ¢ el 3 poler o8
e b s Jole 5 s 8 o Somas il sdor ol et el el Uil 4l i S o
p@TdMMJquq)f&&gwb)Qdﬁ)ﬁ éwﬁﬁiﬁ}};d;&alﬁ.ﬂswou&ui;ﬁ
23l o SRS L (Saas Ol 4 ax

Ll 4l 55 S e 5le —¥ Ui

Rotated Component Matrix

Questi Component
ons 1 2 3 4 5 6 7 8 9 10
Organizat | OC1 | -.117 -| 418 - - -| 732 | .017 | .025| .066
ional 151 09| .033| .192
Culture 8
OC2| .139 -] .324 - - -| .792 -| .010 | .014
A77 01| .020| .116 .098
6
OC3| -.086|.071| .067 - -| .018 | .825 - - -
.30 | .050 .034 | .161 | .090
2
OC4 | -.063 - 1.0235 - | -205 -| .795| .023 | .083 | .063
.168 10 .205
4
OC5| -.224 -] .075 - - -| .820 - - -
.055 141 .051| .162 .068 | .145 | .025
3
Organizat | OML1 | -.202 - | -.077 -| .001 - - .891 - | .004
ional .024 10 133 | .099 .095
maturity 9
OM2 | -.116 -] -113| .06 | .038 - -1 914 -1 .013
.049 8 .083 | .049 017
OM 3| -.195 - | -.140 - -| .046 | .018 | .823 - -
.037 20| .229 .180 | .086
0




OM4 | -.085|.024 | -.089 | .88 - - - -| .003 -
4| .058 | .132 | .118| .098 101
OM5 | -.123 -| -.033| .83 - - - - - -
.079 6] .147 | .059| .129 | .147 | .063 | .043
Organizat | OC 1| -.047 -1 -.061| .85 - - - - - -
ional .032 9| .117| .089 | .182 | .188 | .054 | .150
capabiliti| 0OC2| -.117 -1 -.098 | .83 - -| .030 | .094 -| .074
es .097 1| .225| .080 .043
OC3 | -244 -| -174| .83 - - -| .045| .089 | .050
128 8| .086 | .048 | .102
OC4 | -249|.038 | -.204 | .69 - - -1 .131 -| .015
9| .209 | .262 | .149 .047
OC5| .860 -| -.076 - - - -] 122 - -
175 .08 | .092 | .011| .025 102 | .052
6
Ability to AAl | .857 -| .123 - - - .077 -| .007 -
access .053 A7 | .026 | .047 .085 062
4
AA2 | .861 -| -.038 -| .236 - .081 - - -
.067 17 .034 .067 | .011 | .013
1
AA 3| .853 -| -.089 - | .040 - - - - -
122 .10 046 | .028 | .004 | .138 | .048
3
AA4 | 778 -| -.064 - -| .270 | .113 -| .043 -
071 22 | .166 182 .058
4
AA5 | .881 -| -.097 | .08 - -1 .132 - - -
.064 1| .109 | .193 114 | .063 | .069
value VC1| .904 -| .011] .15 - | .005 - - - -
creation .093 7| .083 .031] .111 | .093 | .022
vVC2| .891 -| -.029 - - - - -| .013 | .056
105 .02 | .078 | .053 | .033 | .138
3
VC3| .847|.078 | .014 - - - 142 - - -
17 | .068 | .057 100 | .139 | .022
0
VC4 | .768 | .000 | -.041 - - - - | .063 -| .168
24 | 175 | .238 | .065 .013
4
VC5 | -.045 -| -.028 -| .096 | .897 - - -| .018
071 A1 218 | .032 | .092
3
Business BI1 | -.083 -| -.061 - -| .913 - -| .054 -
intelligen .003 15| .039 .098 | .033 .031

ce
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Bl2 | -.136 -| -.043 -| .206 | .839 - - - -
.092 14 .063 | .081 | .139| .036
8
BI13 | -.126 -| -.090 -| 155 | .876 - - - -
.092 A1 1741 .040 | .151 | .097
9
Bl 4| -.079 -| -178 | 21| .071 | .047 - -| .042 -
178 6 .003 | .054 .003
BI5|-134|.808 | .062| .05 | .220 - - -| .038 | .076
3 .009 | .121 | .060
Customer Cul -1.806 | .159 -| .012 - -| .043 | .147 -
ism .100 12 .074 | .155 .039
4
Cu?2 -1.904 | -.078 | .02 - -| .004 | .049 | .039 -
108 5] .097 | .035 034
CU3 | -081|.87 | .159 - - -| .109 | .059 | .050 -
01| .097 | .043 071
6
Cu4 | .036|.808 | .062| .05 | .220 - - -| .038 | .076
3 009 | .121 | .060
CU5| -109 | .857 | -.190| .00 -| .166 | .010 | .103 | .057 | .021
8] .075
Customer | CB1 | -.075]| .807 | -.126 - - - - -1 .018 | .111
benefits 11| .087 | .189 | .044 | .169
1
CB2| -.044 | .752 | -.170 -| .004 - - - -| .043
.20 219 | 159 | 171 .091
0
CB3|-.030|.785| -.134 - - - - - - -
14| .037 | .107 | .165| .083 | .043 | .163
2
CB4 | -134|.808| .062| .05| .220 - - -| .038 | .076
3 009 | .121 | .060
CB5 -1.806 | .159 -| .012 - -| .043 | .147 -
.100 12 .074 | .155 .039
4
Time TM1 | -.042 -| .899 - - -1 .123 - - -
Managem 110 11| 153 | .006 141 .032 | .029
ent 1
TM2 | -.043 -| .909 -| .115| .020 | .145 - - -
152 .07 041 | .041| .019
8
TM3 | .904 -| .011] .15 - | .005 - - - -
.093 7] .083 .031] .111 | .093 | .022




TM4 | 891 -| -.029 - - - - -| .013 | .056
105 .02 | .078 | .053 | .033 | .138
3
TM5 | .847 | .078 | .014 - - -1 142 - - -
17| .068 | .057 100 | .139 | .022
0
Improved IP1 | -.051 -1 921 -| .034 -| .089 | .033 - | .023
performa .025 .05 .087 .006
nce 1
IP 2| -.037 -| .890 - - -1 .129 - - -
.075 A4 | 127 | .044 145 .034 | .020
4
IP 3| -.047 - .910 - - - 113 - -| .073
.054 .08 | .090 | .063 097 | .115
3
IP4 | -.021 -| .897| .02| .107 | .011| .136| .070 - -
072 9 .019 | .039
IP5| -.084|.016 | .906 - - - .100 -| .038 -
12| .012 | .030 .045 .009
6
Customer CS1|-125|.104| .060| .01 | .011 | .001 - -| .058 | .799
satisfacti 1 .027 | .098
on Cs2| .115 - | -.040 - - -| .047 | .051 -| .834
119 .03 | .033| .033 219
3
CS3 | -.087 | .001 | -.040 - - - -] .011 -| .881
11| .094 | .094 | .005 .106
2
CS4 | -.069 -| -.032 -| .918 | .032 - - - -
.058 .18 .083 | .043 | .065 | .068
8
CS5| -.022 - | -.060 -| .906 | .131 - - - -
.048 13 .019 | .067 | .036 | .024
3
Infrastruc IN1| -.085|.024 | -.089 | .88 - - - -| .003 -
ture 4| .058| .132 | .118 | .098 101
IN2 | -.123 -| -.033| .83 - - - - - -
079 6| .147 | .059 | .129| .147 | .063 | .043
IN3 | -.047 -| -.061| .85 - - - - - -
.032 9| .117 | .089 | .182 | .188 | .054 | .150
IN4 | -.117 -| -.098 | .83 - -| .030 | .094 -| .074
.097 1| .225| .080 .043
IN5 | -.244 -| -174| .83 - - -| .045| .089 | .050
128 8| .086 | .048 | .102
Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

Yaae l

Ay 7 (e AT THE ) ey e e 7100 e e (o et 80 1y



I Yd40

‘G‘J":‘)L}"‘f '*jv\:j&uu

=

:ﬂwcawd\ﬁwgﬂiﬁiﬁéw;—d

e

=

dfﬂfj.aw}b

a. Rotation converged in 6 iterations.
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\ Sl K b Organizational Culture OoC VA STVA

\ Sl b Organizational maturity oM VAYES

A Sl b ok Organizational capabilities OoC CVVETYE

¥ s s O\l Ability to access AA VSO TF

o oAl value creation VC VS EFY
# Ko g2 S 5 S Business intelligence Bl ' IVAAYS

v & Fie s Customer benefits CB JSOTAY

A 28 gk Customerism Cu « JOOVVY

4 Ol o pde Time Management ™ JOYSYIA
) 5 S 5 Improved performance IP OVAYYS




A s (G P Customer satisfaction CS /0N« OTY
VY el ) Infrastructure IN VO FEOS
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GFI = \/ Customer satisfaction X R2 = v0.6419775 x 0.6937814 =.0667377
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7, Partial Least Squares
8 CB-SEM
9. Goodness of Fit Test
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12. Goodness of Fit Test
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