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Abstract
The research aims to investigate the services of commercial vehicle industry at cross border
checkpoints at Bukit Kayu Hitam and Padang Besar. The research examines a relevant way
on the practices of road transport services at border lines. The literature reviews on the same
activities shows by the foreign countries towards the positive results on the seamless
processes. The survey involves the majority of stakeholders, government, regulatory
enforcement and other related services. The final survey reveals on final indicators on service
requirements. As a result for better services for seamless freight movement at the border
checkpoints significantly diversifies such as the tertiary sectors, infrastructure and human
capital. Other than that several factors involved are communication, expert workforce
quality service and information. The study also suggests on the appropriate cross border
policy and appropriate procedures with specific guidelines to encourage more export goods
using road transport for border crossing activities. It also suggests on the time opening,
closing at border line and maximizing the usage local ports and better for bilateral trades
activities and economic growth.
Keywords; Drivers, Road Transport, Cross Border Checkpoints, Bilateral Trades, Quality
Services Frameworks, Seamless Movements and policy

1. INTRODUCTION
The transport issues at cross border can be categorized into procedural and system-related
which are involving human capitals, organizations, institutional, documentations,
infrastructural, and transport facilitation. On the other hand, the system-related matters
pertaining to the standards of transport facilities, infrastructures, inspections, and integrations
of transport networks are the most important elements in cross border activities which need
to be investigated. Through the support of related facilities, the movement of trucking and
containerizing vehicles in transporting freights could enhance better qualities and efficient
services at the cross border. The perception of the transport operators towards the delaying
movements during the crossing are contributing to negative image in the border trades
agreement for both countries. Thus, inefficient inter-modal transfer, practices, systems, and
facilities between two countries were another parts of transformation’s problems at border

areas which are required to be studied. Coincidentally, the imbalance of standards and
qualities of infrastructure contribute to the impedance on transport services at the cross border
areas. Hence, if the above-mentioned barriers are addressed to various parties involved at
cross border areas and related procedures would be investigated.
Thus, this phenomenon will contribute to the better enhancement on the level of service
(LOS) at cross border businesses (Scott S. Washburn, 2004). Better services would integrate
for future international logistics networks which are essential for freight distribution for both
countries. The integration of the intermodal transportation system coupled with the
coordination between the regulatory and cooperation of transport operators are able to
measure the commercial vehicles operations for future improvement of services in bilateral
trades. Moreover, the entry checkpoints are the most important areas of the study and
catalyzed growth for economic in both countries. These involved in the regulatory
requirements such as documentation, customs procedures, checklists, point of destinations,
immigration, and other regulatory inspections. Meanwhile, the understanding and
communication between transporters and cross border authorities are found to be a
contributing power to the significance of this study. The discretion over the charges,
procedures imposed, and the time factors in checking are found to be additional difficulties
to the commercial transport operators.
In addition, the problems of the research development are reflected on the whole
operational processes in the trans-border activities. This shows that times for opening and
closing of the checkpoints or point of entries are required to be studied. The times taken in
checking at both points of entry are found not properly coordinated by the appropriate
regulatory bodies. Several procedures imposed by different regulatory departments are
resulted on the delayed vehicular movements. The time factors during the checking
jeopardize the whole movements for the transport operators in reaching the destination either
seaport, dry port, airport, and rail modes. Ultimately, lack of understanding on operational
procedures and systems regulatory requirements by parties involved at the crossing are
contributing to the delays of the movements. Therefore, this study aims to investigate on the
service quality of commercial operators at border crossing. Emphasize is more on
investigating on driving experiences towards quality of services at trans-border services,
examining the perceptions of service quality as practiced by driver of transport operators at
trans-border areas, explore the relationship between perception and service quality as
practiced by transport operators and drivers, examine on the levels of expertise rendered by
drivers towards customers’ satisfaction, examine the drivers perception, and the services of
regulatory bodies at trans-border areas and finally understand the level of cooperation
between commercial industry and regulatory bodies.

2. LITERATURE REVIEW
Some Of The Most Influential Models In The Service Management Literature (Gronroos,
1990; Parasuraman, 1985) Focused On The Concept Of Service Quality Gap (SQG). There
Are Things Required To Be Done, Especially Management’s Requirement Towards The
Concept Of Service Quality In Transport Industry. Parasuraman (1985) Defination Is A
Pioneering Model With Five Sqgs, The Concepts Of Which Are Amplified In (Brogowicz Et
Al. 1990) Model. The Latter Has Five Types Of Encompassing Gaps, Information, FeedbackRelated, Design-Related, Implementation, Communication, Customers’ Perceptions, And
Expectations-Related Gaps. Additionally To This Model Amplification, Other Authors (E.G.
Brown & Swartz, 1989) Have Pointed The Relevant Sqgs That Have Not Been Considered

Previously. There Are Benefits And Problems Issues Associated With Cross-National Supply
Chain Management For Better Services (Pauravsukla-EU, 2004). For Example, Logistics
Issues On What Opportunities Or Problems Exist And How Do They Affect The Quality Of
Services In Trans-Border Relationships (Angela And Hausman, 2004). There Are Also Study
On How The Borders Changed, Future Challenges, And Plans For Adapting To Change As
Well As For Future Opportunities To Capitalize On Them (Maxican Alliance By Teegan
And Doh, 2002). Transport Governance Systems And Trade Expansion In The Border Of
United State, Canada, And Mexico, Emphasized On Abolishing Tariff For Better Service
Quality (Lakshmanan And William, 2001). Cross Border Transaction Provides Small
Business Opportunity Between Countries-EU Areas (Sukla, 2004).
A Successful Cross Border Supply Chain Relationship Emphasize On Appropriate
Strategies In Service Quality (Hausman, 2004). This Includes Better Services In Simplifying,
Computerizing Documentation, Procedures, Separating The Link Between Vehicle And
Cargo Documentation To Reduce Vehicle Delays. Other Than That, Introducing Risk
Assessment Methods Of Customs Clearance, One-Stop Processing Of Controls For All
Border Agencies, And Combining Processing Procedures. The Problems Of Congestion At
The Border-Lines Were Occurred, This Is Mainly Due To Inefficient Processing And Flow.
The Investment In Improving Basic Facilities And Processing Equipments Are Necessary To
Improve Efficiency At Border Areas. The Government Initiatives To Accelerate Economic
Growth And Elevate Bilateral Agreement Through The Border Trading Are Welcomed By
The Industry Of Transportation. Through Literature Reviewed On Similar Study Of Most
Influential Models In The Service Management Literature Focuses On The Concept Of
Service Quality Gap (SQG) (Gronroos, 1990; Parasuraman, 1985). The Study Revealed On
Factors Contributing On Effectiveness Of Services In Commercial Industry Related To
Service Quality. The Related Frameworks In Measuring The Effectiveness Of The Services
In Commercial Vehicles Industry Are To Be Used In The Study.

Furthermore, The Study Determines The Significant Of Infrastructures Including Place
For Inspections, Highways, Transit Areas And Terminal, Depots, Warehousing, Airport, And
Seaports Were Also Part Of The Discussion In The Study. The Problems On The Level Of
Services (LOS) Were Also Discussed. The Level Of Service In Operating Conditions On
Transport Border At The Northern Of Kedah, And Perlis Towards Future Development At
Border Areas. The Facility In Terms Of Traffic Performance Measures Related To Speed,
Travel Time, Freedom To Maneuver, Traffic Interruptions, Comfort, And Convenience Are
Also Being Considered. The Study Would Also Include The Waiting Time Frequency Of
Services, Times Taken, Quality Of Services, Accessibility Of Depots, And Perhaps Other
Criteria As Well. The Destination Towards Nearest Ports Of Export And Import Are Also
Being Discussed. Other Than That, The Study Also Covering On The Related Connection
Of Transport Business At Trans-Border Including The Following:
i.

ii.
iii.

Logistics - The Aim Is To Significantly Diversify The Tertiary Sector And Accelerate The
Move Into More “Modern” Services Industries And Road Transport Systems And
Procedures.
Infrastructure –The Present Infrastructures At The Border Areas, Physical Infrastructure,
Gadgets, Utilities, And Equipments.
Human Capital -The Present Practices, Vehicle Operators, Drivers Strength, Training And
Resources To The Regulatory Bodies, And Transport Operators.

The Benefits Of Better Services In Transport Industry Emphasizes On The Problems With
Cross-National Supply Chain Management (Sukla, 2004). The Study By Teegan And Doh,
(2002) Had Proposed The Same Nature Of Discussion. Table 1 Indicated The Gaps On The
Service Quality Which Had Been Studied By The Various Researchers For Further Extension
For The Research. There Are Twelve Indicators Proposed From The Previous Researchers
On The Service Quality For The Purpose Of Research.
The Aims Of The Table Are To Significantly Diversify The Tertiary Sector And Accelerate
The Move Into More “Modern” Services Industries Meeting With The Objectives Of The
Study. The Table Indicated On The Importance Of Service Expectations And Perceptions
Which Involved In The Intangible Products I.E. Service Industry. The Service Delivery
Systems Are Involving On It Personal, Training, Empowerment, And Rewarding In The
Whole Process Of Business. The Table Also Explained On The Communication Between
The Service Providers And Customers Towards The Vision, Mission, And Strategy To Avoid
The Gaps Between Two Parties, I.E. Service Providers And Customers. In Managing
Perceptions, The Customers’ Perceptions Towards The Services Are Proposed. The Research
Indentify The Indicators That Had Been Proposed Especially On Personnel Contacts,
Support By The Management, Service Delivery Systems, Human Capital, External
Communication, Customers Perception ,Vision, And Mission. As Suggested, Four Indicators
In Service Quality Are Used For Further Development In Cross
Border Study Which
Are Communication (Internal And External),
Expert Workforce (Training And Development), Quality Service (Service Delivery), And
Information (Customers). Table 2.1, The Results Of The Comparative Study Through
Literature.
Table 2.1: The Comparatives Study On The Gaps Of Quality Service Of
Commercial Industry And The Analyses Conducted By The Previous Researchers
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(Source: The Angela Hausman -Mexican-US border, 2004)

3. THEORETICAL FRAMEWORKS
The perceived or perception refers to understand or interpret something in a particular
way. In this case, the understanding of the service industry characteristic is the most
important. The actual service quality is used to emphasis something being referred to as
genuinely involved. In this case, the actual services as rendered by the cross border industry
for the particular study towards regulatory bodies and their involvement in trans-border
activities. Table 3.1 depicts the overall theoretical framework for the whole processes of
the study. Diagram 3.1 The organization of research methodology and data collection

The variables consist of compulsory requirements conformed by service provider in
operational activities. The study is developing the variables, requiring further investigation
in the survey, developing the hypotheses and finalizing the result of perceived and actual
service quality of commercial vehicle operators at cross border checkpoints towards the
better bilateral trades between the two countries. The variables were also proposed by the
previous researchers and to be used in overall of study. It is summarized the similar
concepts measured on the effectiveness of trans-border businesses through better quality
services. In understanding the whole concepts, the proposed frameworks of service quality
have to be implemented.
The literatures identified on the service quality’s indicators as proposed includes on
personnel contacts, support by the management, service delivery systems, human capital,
external communication, customers perception, vision, and mission. The study will
disseminate on its appropriate steps as needed for better service industry as required by the
commercial industry at cross border checkpoints. Better understanding preliminary top
bottom processes are essentials. The literature on the effect of service quality in cross
border is important for future development particularly for both countries. The commercial
transport operators are playing an important role in promoting economic growth are
supposed to be handled with effective manner by the government. The better services are
closely related to commercial drivers and customers’ requirements. Even though, the

literatures may not be similar, as nature and planning outcomes are different between
Malaysia, United State, and European Union but it provides some basic knowledge and
research guidance. The study will be able to reveal certain issues which are different from
the past researches. The study believes that perceived service quality through the drivers’
opinion and services quality’s frameworks shall be important to be developed. The next
chapter further reviews on research methodology on the study techniques and the actual
problem in commercial industry of services at cross border businesses.

Table 3.1: The Theoretical Framework

Independent Variable





Dependent variable

Service quality Frameworks
Communication (internal and external)
Expert workforce (training and
development)
Quality service (service delivery)
Information (customers)

Diagram 3.1 The organization of research

Percep
tion
on
service
quality
(all
drivers
of
comm
ercial
indust
methodology
and
ry)

data collection

Research problem,
Purpose, objective and research hypotheses
Literature review
i. The seamless activities of its services
ii. The effectiveness of cross border businesses

i.
ii.
iii.
iv.
v.
vi.

Resear
ch
metho
d
Target group respondents
The commercial vehicles
operators
The rail transport operators
Seaports and airport
operators
The importer and exporters
Traders /stakeholders
Forwarding agents
Data analysis
i. Frequency analysis
iii. Correlation
iv. Regression
Conclusion

Data collection
i. Primary data survey
- Investigation
- Interview
- Observation
ii. Secondary data
- Statistics,
literature, journals

Source: Research study, 2014

4. RESEARCH METHODOLOGY
This research was conducted using a survey. The purpose conducting a survey is for
preparation in future reporting on perceived services in the commercial industry at transborder businesses. The survey should be free from any conflict of interest and structured
statement on results of research’s questions. A plan of research has to be formulated before
hand and outlines of research process should incorporate with the basic steps of study
(Graziano and Raulin, 1989). They have identified seven phases in a research process i.e.
idea generating, problem definition phase, procedure design, observation, data analysis,
interpretation, and communication phases. The first two phases involves the identification
of a topic of interest and refinement of general ideas into a precise question to be studied
which result in the formulation of research problem. It is crucial at this stage to relate the
research problems to the existing theories or knowledge in order to facilitate the subsequent
steps in research process. It is a deductive process of defining concepts and variables
relating to the research problems based on theories (Berger, 1988). It forms the basis for
the formulation of the conceptual framework for the study. The final part of this stage is to
test the objectives of study based on the relationships of the concepts and variables. Next,
the design procedure and observation phases involve the identification of specific
procedures to be used in gathering data through the actual data collection by using an
appropriate procedure. At this stage, the types of data and the methods of data collection
are identified. The data analysis and interpretation phases involve the analysis of data using
appropriate statistical techniques and comparison of research’s results predicted on the
basis of theory. This inductive process would support or reject the theory based on the
research findings. The final phase is the communication phase which involves the
presentation of the research findings in a written document.
i.

The Respondents and Survey
Data was collected using an interactive survey method direct questionnaire distributions or
face to face interview or via the respondents head of department in the organization. The
respondents of the study are from the commercial operators and drivers which have direct
involvement in the trans-border activities. The service provider (e.g. the commercial
vehicles’ drivers) is a term used in the study. The research is using direct survey
questionnaire distribution and interview. A standard question will be formed as required in
the research objectives. The methodology aspects and sources of data are the important
parts of research methodology. The methodologies that will be used through the study are
population frame of commercial vehicle drivers, mail questionnaires, and in-depth
interview with key informants, descriptive and inferential analyses (factor analysis).

ii.

Choosing a Sample Size
There are several ways to choose a sample size either calculate it from a formula, or use a
rough “rule of thumb.” The formula for calculating the sampling error to a survey question
is:
n = p x q / SE2

where:
n is the sample size: the number of people interviewed.
p is the percentage answering Yes to the question.
q is the percentage not answering Yes to the question.
SE is the standard error.
The survey has estimated about quarter (25%) of about 320 drivers of commercial vehicles from 15
companies. So p is 25%, and q is 75%. The figure will be accurate within 6 % if we do find a figure
of 25%. Thus, there is need to ensure that the true figure is between 30% and 36%. So, the required
sample size will be calculated as below:
n = 25 x 75 / (6 x 6)
= 52 samples (minimum)

Table 4.1: The proposed samples

The Survey Groups

Group

The commercial
A
drivers BKH
The commercial
B
drivers Padang Besar
Total (n)

N

%

40

50

40

50

80

100

The present proposed survey was 80 respondents and met with the capacity of the whole
research process. This formula (which was simplified slightly) is useful in working out how
big a sample size is needed for a given survey. However, the calculation for the sample size
is to first figure roughly how many commercial industries will answer “Yes” to the
question, and also decide the large of standard error. In this case, it has about 10% standard
error that will be obtained from the total of respondents. Another problem is that samples
calculated in this way can be horrifyingly large. Yet another problem is that every question
in a survey may require a different sample size. In an ideal world, the calculation of the
sample size for a survey is shown above. However, as most surveys are done with a budget,
the starting point in practice may not be how much error can be tolerated, but rather how
little error can be achieved for a given cost. To do this, there is a need to divide the cost of
the survey into two parts; a fixed part, the cost is not proportional to sample size, and a
variable part, for which the cost is so much per member of the sample. The surveyor had
allocated a proportion of the total time frame of getting back each completed questionnaire.
It can be calculated on the affordable sample size. This is where the rule-of-thumb is useful.
For the majority of surveys, the sample size is between 80 and 200. A sample below 8
(10%) is useful only for the pilot survey. A sample size in this exercise is only 80
respondents and should not have problem closing it to the figure. With the experience
gained on the first survey, the second one will be of higher quality. The sample size also
depends on how much we know about the subject in question. If no information at all on a
subject, a sample of only 10 -12 respondents can be quite useful, though its standard error
is large. The sample comprised of all transborder vehicles operators at Bukit Kayu Hitam
and Padang Besar. Since the main purpose of the research is to identify the service quality,
so the important person to be interview is from the group of commercial drivers, person in
charge, and border authority. The breakdowns are shown in Table 3.

Table 4.2: The Survey Groups in the Final Survey
In this study, a questionnaire comprising (3) three determinants and designed to measure
the perceived towards each determinant. The first section, inquiries the respondents on
demographic, characteristics, companies, education, and experiences in transborder
businesses. The data will be collected using an ordinal, nominal scales (yes or no), and
Likert scale 1 to 5 which the lower number represents disagree and the larger number
representing strongly agree. The Statistical Package for Social Sciences (SPSS) to analyze
the data for both descriptive analysis and inferences analysis will be used. This scale is to
be used in most of questions in the final survey. The Likert scales are the most common
form of summative scale. Respondents are normally responding to an item with (5)
Strongly Agree, (4) Agree, (3) Moderate, (2) Disagree, and (1) Not sure. During the pilot
study, most of respondents had proposed that the scale is suggested to be used in the final
survey.
5. FINDINGS
Profile of the Respondents
The overall of respondents are drivers in commercial vehicles industry. Their daily duties
involved in transporting goods crossing border lines. Several drivers were chosen from the
transport operators in cross border businesses. The method of survey is using convenience
sampling, systematic selection, and collection procedures. The overall respondents of 87
were divided into two groups; each group consists of 43 in group A and 44 in group B. In
favor of the data analyses, the two smaller groups were divided into two main areas i.e.
Bukit Kayu Hitam and Padang Besar. Group A acted as drivers used Padang Besar as a
transborder checkpoint and Group B that drivers preferred to Bukit Kayu Hitam. All of
them deals with day- to-day business in the industry of transportation and uses commercial
vehicles in their daily activities. Table 7 indicates the groups of respondent for the study.

Table 5.1 : The Final Respondents

The survey groups

Group

N

%

The driver that
transport freight using
Padang Besar
checkpoint
The driver that
transport freight using
Bukit Kayu Hitam
checkpoint
Total (n)

A

43

49

B

44

51

87

100

Table 5.2 shows the demographic profiles of the respondents involved in the final survey.
Table 5.3 shows The frequency analyses during the survey. All the 87 feedback of
questionnaires have been analyzed quantitatively. Through the table 8, the majority of the
drivers’ are between 21 to 30 years old (81.7%) which carried the highest numbers of

respondents. Married personnel indicates the majority of the overall drivers which 71 staff
or 81.6%. A total 66 drivers (53.8%) from the overall respondent involved in these cross
border businesses are Malay. On the qualification, only 10% of respondents had STPM/
Diploma, SPM recorded 75.9% is the majority of the respondents and SRP indicates only
13.8%.

Table 5.2: Individual Demography in Trans-border Businesses
Subject
Marital status
Bachelor
Married
Age
21-30
31-40
41-50
51-60
Race
Malay
Chinese
Others
Academic Qualification
Sijil Rendah Pelajaran
Sijil Pelajaran Malaysia
STPM/Diploma

Frequency
16
71
71
7
7
2
46
27
14
66
12
9

Percent
18.4
81.6
81.7
8.0
8.0
2.3
53.8
31.0
15.2
13.8
75.9
10.3

Vehicles Activities at Trans-border Businesses
Table 9 shows the commercial freight for export and import using road to and from
Thailand via border checkpoints. The main purposes of transborder functions are to explore
bilateral trade through export and import activities. The land commercial business plays an
important role in bilateral trades between Malaysia and Thailand. Through the final survey,
the commercial haulage indicates 27.6% and commercial vehicles carried 43.7% of the
overall respondents which carried the highest groups at the transborder businesses. The
goods or freight transported in the transborder businesses are divided into four major items.
The four major goods transported are between an average of 20% to 26% each from the
total export goods include oil palm, vehicles parts, petroleum and rubber products. The
average transport trips or movements crossing the borderlines are between 2- 3 trips perday.

Table 5.3 The frequency analyses
Subject

Frequency

Percent(%)

Types of transport
Container Haulage
Commercial vehicle
Depot services vehicle
Other vehicles

24
38
2
23

27.6
43.7
2.3
26.4

Goods transported
Oil palm
Vehicular parts
Rubber product
Petroleum
Others

20
23
18
20
6

23.0
26.4
20.7
23.0
6.9

The
Indicator
towards
Better
Quality
Service at
Cross
Border
Industry

The indicators
of
service
quality
as
proposed had
Total trips
been analyzed
1 Trip
9
10.3
according to
2 Trips
26
29.9
the research’s
3 Trips
32
36.8
requirements.
4 Trips
20
23.0
Other
than
that, the additional sub indicators were also establishing towards a better services in cross
border industry. The indicators and sub indicators shall be acted as a checklists in
formulating better and effectiveness of service quality in cross border industry. Table 5.4
indicates the effectiveness cross border businesses as suggested in the final study on the
quality of services at cross border check points.

Table 5.4: The Indicators on Service Quality at Cross Border for Commercial
Vehicles Industry
No
a.

b.

Indicators
Quality service
(service delivery)

Sub Indicators
Managing perceptions
Personal perception and customers expectation
Service quality strategy
Service design and specification
The quality services
Service delivery improvements
Service quality evaluation
Communication
Internal communication
(internal and external ) External communication

c.

d.

Integration and coordination
Selection, training, power, improvement, rewards to
personnel

Expert workforce
(training and
development)
Information
(customers)

Consumer or customers’ retention and perceptions

(SourceThe Final Survey, (2014)

Meanwhile, Table 5.5 towards the mean standard deviation indicates that the overall results
of service quality indicators established at the final survey. The overall of the respondents
agreed and answered strongly and agreed columns. These showed that the overall results
are accepted by the target groups. The higher means and standard deviation were recorded
which indicated to the better results of the overall survey.

Table 5.5: The Mean and Standard Deviation Established During the Final
Survey
Subjects

N

5

4

3

2

1

Mean α

Managing
perceptions
Service quality
strategy
Service design
and specification
The Quality and
expert workforce
Integration and
coordination
Effective services
Internal

87

34.5

43.7

10.3

10.3

1.1

4.00

.988

87

35.6

39.1

9.2

2.6

2.3

3.97

1.104

87

39.1

40.2

12.6

5.7

2.3

4.08

.979

87

33.3

42.5

11.5

11.5

1.1

3.95

1.011

87

27.6

51.7

13.8

4.6

2.3

3.98

.902

87

41.4

40.2

10.3

6.9

1.1

4.14

.942

communication
Selection,
training, power,
rewards to
personnel
Service delivery

87

29.9

39.1

16.1

9.2

5.7

3.78

1.146

87

36.8

39.1

16.1

8.0

0

4.05

.926

External &
internal
communication
Personal
perception and
customers
expectation
Consumer
perceptions
Service quality
evaluation

87

33.3

48.3

12.6

4.6

1.1

4.08

.866

87

24.1

56.3

13.8

4.6

1.1

3.98

.821

87

18.4

66.7

11.5

2.3

1.1

3.99

.707

87

47.1

43.7

6.9

1.1

1.1

4.34

.760

(Source: The Final Survey, 2014)
Scale: 5 = Strongly Agree, 4 = Agree, 3= Reasonable, 2= Disagree, 1= Strongly
Disagree, N = Total of Respondent, α = Standard Deviation

Regression Analysis on the Perception on Service Quality
Table 5.6 indicates that the model relationship of perception on service quality given and
the constructs of quality service. The purpose of regression is to identify the relationship
between a dependent variable and independent variables. There was about 42% of
perception on service quality given by freight companies explained by the independent
variables (quality service, expert workforce, information, and communication). The
relationship strength is moderate. Further result of ANOVA analysis found that the
significant relationship between dependent variables and independent variables where, F =
14.863, p = 0.001 < 0.05 and the result is accepted.
Table 5.6: Relationship between Quality Service Rendered By Commercial Vehicle
Companies and the Perception on Service Quality
Model summary

Value

R square
F value
Sig

0.420
14.863
.000

Regression of the Level of Expertise of Drivers toward Customers’ Satisfaction
Table 5.7 shows the individual items in regression analysis. Only two items have significant
relationship with the perception of service quality given by commercial vehicles’
companies. Expert workforce and quality service indicated 53.5% and 41.5% respectively
of the total perception of service quality given by freight companies are significant.
Significant level at 0.00 and 0.001 respectively, which p = 0.001 < 0.05. If the expert
workforce and quality services rendered to the customer, the better perceptions of service
quality will be increased. Nevertheless, the communication and information do not have
significant relationship with perception of service quality given by freight companies. The
result of relationship on the perception of service quality is accepted.

Table 5.7: Individual Items: Constructs For Quality Service Being Given By Freight
Companies
Standardize
d
Coefficients
Beta

(Constant)

B
1.176

Unstandar
dized
Coefficients
Std. Error
0.517

Communication
Expert workforce
Quality service
Information

-0.240
0.535
0.415
0.044

0.143
0.090
0.120
0.100

-0.216
0.620
0.354
0.043

T

Sig.

2.276
1.677
5.970
3.470
0.437

0.025
0.097
0.000
0.001
0.663

The Drivers’ Perception on the Effective Services Inspection of Regulatory Bodies at
Transport Border Areas
The analysis of individual item indicates on the effectiveness on inspection and
commercial vehicles commitment by the regulatory bodies. The inspection as performed
by the regulatory bodies caused the delays at the transborder businesses. The drivers’
perception towards the regulatory bodies has also being measured and the significant level
0.004 and 0.001 at p< 0.05. The report indicates that there is a delay in processing
documents at the border areas. A proper procedure and thorough inspections at transborder
area are still practiced. The Table 5.8 shows 0.04 which P < 0.05. The result is significant
and accepted.

The Cooperation between Commercial Industry and Regulatory Bodies
The analysis of individual item indicates on the effectiveness on inspection and
commercial vehicles commitment by the regulatory bodies. The inspection as performed
by the regulatory bodies caused the delays at the transborder businesses. The drivers’
perception towards the regulatory bodies has also being measured and the significant level
0.004 and 0.001 at p< 0.05. The report indicates that there was cooperation showed by the
commercial drivers at the border areas during final inspections at checkpoints. The Table
14 shows at 0.01 which P < 0.05. The result is significant and accepted.
Table 5.8: The Regression Analyses on Items of Commercial Drivers towards
Government or Regulatory Bodies on Service Quality

Model
1

Unstandardized
Coefficients

(Constant)
Customer
Customer concept
Know How,
knowledge & skills
Inspection
Effective inspection
Cooperation
companies &
government
results of the study

Standardized
Coefficients
T
B
Std. Error Beta
1.181
.326
.102
.091
.133
.049
.085
.062

Sig.

The

.001
.266
.562

.118

.095

.159

.217

-.096
.241

.086
.081

-.127
.304

.267
.004

.263

.074

.344

.001

The results through the regression analyses indicated to the four related factors involved in
cross border businesses. The factors as suggests from the final survey are accepted. The
details of four factors related to the study are proposed to be established among the
stakeholders are suggested to be complied to all stakeholder which were involved in transborder businesses such as transport operators , drivers, Customs Department, Fishery
Department and also Local Council. The four suggested criteria for further improvement
are as follows ;
a. Expert workforce – among the stakeholders involved towards a better training and
monitoring
b. Quality service – among the stakeholders towards the efficient of service towards their
clients
c. Effective inspection- among the stakeholders for the fast moving items, using appropriate
technology
d. Cooperation companies & government – among the stakeholders on their understanding
on the respective jobs, contribution and looking at the end products

Through the above suggestions the research has answered on the research objectives and
met the overall purposes of the study. At the end, managing for better freight movement at
border check points is actually the main responsibility for all stakeholders. The appropriate
study in future has to be looked into it and ensuring that the cross border activities are able
to produce better in term of business transaction among the countries and better for future
economic development.

7. DISCUSSION
The final survey indicated that the transport operators had discharged better in their duties
with Thailand counterparts. The impact of the services especially towards the quality of
services during the inspections, capacity of checking points, time taken, involvement by
transport operators, and regulatory bodies are the important factors to be developed. The
result of final study survey indicated several processes and the proposals for future
improvements. The matters had been surveyed and contributed the positive results. The
research had also developed the gaps and area of improvements in trans-border industry for
future guidelines. The gaps’ measurements are between the optimized and integration of
the inputs and the current level of the processes. Differences between managing the services
of a cross-national border versus purely domestic intersections are the factors to be
developed. This helps provide the transport operators with insight into areas those have
rooms for improvement and spurs in the development in land transport as well as transborder businesses in future. The gaps analyses in the study involves through determining,
documenting, and approving the variance between business requirements.
The current capabilities of regulatory requirements and flows from benchmarking as well
as other assessments are to be considered. Once the general expectation of performance in
the industry is understood, it is possible to compare that expectation with the level of
performance at which the companies or regulatory bodies are performed. The researcher
believed that it will be a significant for future improvement towards quality services of the
system in cross-border businesses. The two main players in this study i.e. the transport
operators and regulatory bodies. The majority of transport operators satisfied with the
drivers jobs with minimum supervision in the operational processes. The government
performance is required to be improved in term of border trades in future. Since land
transport is the most appropriate mode in exporting and importing goods vice versa it could
be important that the bilateral trades have to be improved with serious participation by the
both governments especially in cross border industry. The country is benefited towards
achieving the target goals through maximizing exports goods for the countries. If the
concepts and the systems are achieved by both countries through the better approaches, in
the long run all groups i.e. importer and exporters would be profited with the desired plans.
Another three groups would also be profited from the study are the transport operators,
regulatory bodies, and countries. This study shows that apart from achieving the above
findings, the empirical work has also considered possible ways to overcome the service
quality. Therefore, it is realized that various roles of target group is bring changes to policy
initiatives, which needs a closer and more flexible relations among the transport operators.
The proposal in evaluating the frameworks in present gaps between commercial vehicle
operations perception at the border checkpoint is not an easy task and requires commitment
by the stakeholders in the trans-border businesses. According to the results on the
objectives of the study as tested in the analysis part, the elements of the new frameworks
of service quality requires major changes that have to be transformed and practiced by the

stakeholders. In such cases, discussion with the stakeholders affects the implementation
that will be phased over a transitional period in a proper manner.
As suggested by Sabatier(1988) regulatory and actors’ capacity in managing the
implementation on related policy is based on their commitment in the whole concepts,
players and objectives. In the case of managing the perception of service quality is not one
side initiative and requires further involvement not only by the drivers but all stakeholders.
There are, however, scopes for further investigation on the implications of various
constraints in managing perception of the respective services. In terms of theoretical
methodology, other methodological approaches used in evaluation of present practices
could be done for further improvement by both regulatory agencies i.e Malaysia and
Thailand. The concepts and frameworks development processes could be utilized as
comparative studies to compliment by both governments on the approaches in competitive
market demand for road transport. This could involve in future organizing and educating
proper knowledge among the stakeholders. As a continuation, similar empirical studies
could be extended to the appropriate ministers, local authority, government department,
corporate bodies, and public for better outcomes. In the longer term, specific goals,
strategies, and action plans to proactively lead Malaysia’s transport system towards the
desired vision. The bilateral trades’ objectives for the country have to be developed and the
Ministry of International Trade and Industry (MITI), Ministry of Transport (MOT),
Ministry of Finance (MOF), Economic Planning Units (EPU), and State Planning Units
have to work hand in hand in mitigating present problems and improving the
bureaucratically practices.
As suggestion for future study, it is proposed that the following matters should be
continuously study for better and sustainable trans-border businesses:
i. Further investigation of the implications of various constraints in trans-border activities at
entry points.
ii. To perform a comparative study in evaluation frameworks involving the target group and
government organization.
iii. Investigating on various approaches and ensuring a competitive market in commercial
industry through better infrastructure.
iv. To expand the knowledge in service quality among the stakeholders.
v. Establishment on the appropriate cross border policy with specific guidelines are suggested.
vi. Encourage more export goods using road transport.
vii. Study time opening and closing at border line.
viii. Maximizing the usage of imports goods through local ports (Sea and Air) from
Thailand.
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