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ABSTRACT: Getting an imported air-cargo consignment released is rarely held up by one single problem. In practice it 

is a chain of small dependencies a document that has to match exactly, a system that has to respond on time, an officer 

who has to be available, a customs house agent who has to follow up and if any link in that chain slips, the whole release 

timeline slips with it. This paper looks closely at that chain by drawing first-hand observation and survey responses 

collected from 36 staff members working across import documentation, warehouse handling, customs coordination, 

billing and gate-pass functions at an air-cargo terminal. The approach taken is descriptive rather than experimental: 

respondents were reached through convenience sampling, and the picture built here rests on direct observation, informal 

conversations on the floor, and a review of the operational paperwork that actually moves through the terminal, 

supplemented by published guidelines and prior research. Among the findings, Air Waybill discrepancies turned out to 

be the document issue that was most oftenly raised (40% of respondents), while missing invoice details were the single 

most common paperwork mistake (30.6%). Customs assessment, more than any other stage, was flagged as the one that 

eats the most time (36.1%). When asked what actually causes delays, respondents pointed first to documentation errors 

(42.9%) and second to incomplete Bills of Entry (31.4%). Dangerous goods (42.1%) and high-value shipments (39.5%) 

stood out as the categories hardest to push through clearance, and coordination with Customs House Agents was named 

more than any other area as needing improvement (33.3%). Taken together, the results suggest that how quickly cargo 

clears depends less on any single department and more on the accuracy of the paperwork going in, how early problems 

are caught, whether the digital systems hold up under load, and how well the different parties stay in sync. The paper 

closes with practical suggestions tighter document checklists, targeted training for staff and agents, better digital visibility 

into where a shipment actually stands, faster coordination loops, and selective automation for catching document 

mismatches before they reach an officer's desk. 

 

KEYWORDS: Import Documentation, Cargo Clearance, Air Cargo, Bill of Entry, Airway Bill, Indian Customs 

and Central Excise Electronic Commerce/Electronic Data Interchange Gateway, Integrated Cargo Management System., 
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I. INTRODUCTION 

 

When cargo lands from abroad, it cannot simply be handed over to whoever is waiting for it. It has to work its way 

through a defined sequence of customs and regulatory checks first unloading, storage and segregation, verification of the 

paperwork, assessment by customs, an Out of Charge clearance, billing, and finally a gate pass. Every one of those steps 

depends on the one before it being done correctly, which is really the central theme running through the internship 

observations this paper is built on. Systems such as ICMS and ICEGATE are meant to hold the whole workflow together 

tracking where a shipment stands, moving documents along, generating bills, and pushing status updates but as the data 

below shows, that support is uneven in practice. 

 

The stakes of getting this right are higher than they might first appear. A single mismatched figure on an Air Waybill, an 

invoice that doesn't quite line up with the Bill of Entry, or a packing list with a gap in it can trigger a query, force an 

amendment, and add hours or days to a release that should have been routine. And because no one party controls the 

whole process airlines, customs officers, Customs House Agents, custodians, consignees and various regulatory bodies 

all have a hand in it a hold-up anywhere in that chain becomes everyone's problem. Special categories of cargo, dangerous 

goods and high-value shipments in particular, add another layer of scrutiny on top of an already crowded process, which 

is part of why they came up repeatedly as the hardest to clear. 
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1.1 MAJOR CONCEPTS USED 

Three ideas run through the study. The first is documentation accuracy whether the Air Waybill, invoice, packing list and 

Bill of Entry actually say what they need to say, correctly and completely. The second is process coordination whether 

the people who need to talk to each other actually do, and quickly enough to matter. The third is digital visibility whether 

ICMS and ICEGATE give an honest, current picture of where a shipment stands. None of these operate in isolation; a 

document error only becomes a delay when the coordination or the system doesn't catch it in time, so the three concepts 

are best read together rather than as separate boxes to tick. 

 

1.2 RESEARCH OBJECTIVES 

• Map out how import documentation and cargo clearance actually unfold, step by step. 

• Pin down which documentation errors are behind most of the delays. 

• Work out which stage of clearance eats the most time. 

• Look at the operational problems that come up with ICMS and ICEGATE. 

• Understand how well stakeholders coordinate and how prepared consignees usually are. 

• Identify what makes special cargo categories harder to clear. 

• Put forward practical suggestions for tightening up the process. 

 

1.3 RESEARCH QUESTIONS 

 

RQ1: Which documents cause the most trouble during import clearance? 

RQ2: What documentation mistakes come up most often? 

RQ3: Which stage of clearance takes the longest? 

RQ4: What system issues affect day-to-day clearance work? 

RQ5: What are the main reasons clearance gets delayed? 

RQ6: Which part of the process most needs improvement? 

 

1.4 DEVELOPMENT OF HYPOTHESIS 

Since this study is descriptive and built on percentage-based analysis of AAICLAS import-cargo processes, formal 

hypothesis testing is not applied. Instead, three practical propositions are used to frame the operational insights 

observed in the data: 

• Smooth clearance at AAICLAS depends heavily on accurate documentation and close coordination with Customs, 
especially during verification of AWB, invoices, packing lists and KYC. 

• Digital tools, automation and well-trained staff can meaningfully improve AAICLAS operational performance by 

reducing manual errors, repeated queries and processing delays. 

• Clear communication with customers and disciplined workflow management help maintain predictable cargo 
movement, ensuring that consignments are processed and released without unnecessary interruptions.  

 

1.5 STATEMENT OF THE PROBLEM  

Import clearance is a sequence, not a set of independent tasks, so a slowdown at one point tends to ripple forward   into 

everything that follows. Recurring problems with Air Waybills, invoices and Bills of Entry, along with manual  

verification steps, sluggish system responses, consignees showing up without the right paperwork, and  coordination gaps 

between the parties involved, all surfaced repeatedly during the internship that this study draws  on. Customs assessment 

and document verification stood out in particular as stages worth examining more closely.  The aim here is to look at the 

clearance process as a whole and work out what practical steps could cut down on avoidable delay without loosening 

compliance. 

 

II. REVIEW OF LITERATURE 

 

The literature drawn on for this study points fairly consistently to five themes as the main levers on clearance efficiency: 

digitalisation, standardised documentation, real-time visibility, risk-based processing, and coordination among 

stakeholders. The summaries below reflect how each source was used in the original internship report, reframed here in 

journal form. 

 

Yüksel & Dewulf (2026). AI-driven scanning and blockchain cut down errors in Air Waybills, invoices and KYC 

records, and make it easier to share documents digitally with more transparency and faster checks. Their broader point is 

that automation takes manual dependency out of the picture and improves traceability, positioning digital tools as a central 

driver of cargo-clearance efficiency. 
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Gevaers (2025). Points to disconnected systems and duplicate data entry as major sources of delay. Unified dashboards 

and API-linked systems, in this view, improve visibility and cut down on documentation slip-ups, with real-time data 

flow reducing friction across the board. 

 

Singh & Raman (2024). Documents frequent errors in invoices, packing lists and KYC records within Indian air-cargo 

operations, and argues that standard formats, pre-arrival checklists and awareness campaigns help cut down on repeated 

queries tying documentation discipline directly to faster assessment. 

 

IATA Cargo Report (2023). Flags manual verification as a persistent bottleneck, and makes the case that tools like e-

AWB and e-CSD improve speed, accuracy and transparency while digital records reduce disputes and improve 

auditability an argument for full digital adoption. 

 

UNCTAD Logistics Review (2022). Link’s customs modernisation and digital trade facilitation to shorter clearance 

times, arguing that integration with national customs platforms and risk-based assessment cuts down on repetitive queries 

and manual intervention. 

 

ICAO Air Cargo Study (2021). Traces repeated queries and delays back to weak coordination between customs, 

custodians and CHAs, and argues that better communication and shared platforms would keep workflows aligned and 

reduce misunderstandings. 

 

Krishnan & Rao (2020). Identifies peak-hour congestion and manual gate-pass handling as delay sources at Indian 

terminals, and suggests staggered release scheduling and automation as ways to reduce crowding and waiting time. 

 

Simchi-Levi et al. (2018). Shows that tracking how long each process stage takes helps surface bottlenecks, and that 

analytics support better manpower planning and more predictable operations. 

 

Rushton, Croucher & Baker (2017). Connects warehouse layout and zoning to how efficiently cargo moves, arguing 

that clearly separated zones for assessed, pending and high-risk cargo cut down on confusion and speed up handling. 

 

Christopher (2016). Names fragmented information flow as a source of delay, and argues that integrated platforms with 

real-time visibility improve coordination and reduce uncertainty and error. 

 

Chopra & Meindl (2016). Links shorter cycle times to better supply-chain performance overall, arguing that standardised 

documents and automated verification reduce repetitive checks and improve both speed and accuracy. 

 

Waters (2011). Advocate’s risk-based checks and accurate documentation as ways to avoid unnecessary examinations, 

arguing that correct classification reduces congestion and improves resource use. 

 

Harrison & Van Hoek (2011). Stresses aligning operational timelines with service commitments, arguing that 

coordinated planning among stakeholders improves reliability and that synchronised schedules reduce bottlenecks. 

 

2.1 RESEARCH GAP 

The literature above makes a solid case for digital documentation and better coordination, but most of it stays at a fairly 

general or system-wide level. What this study adds is a ground-level view the problems frontline staff actually run into 

day to day. Specifically, it brings document-level errors, system behaviour, special-cargo requirements and stakeholder 

coordination together within a single clearance workflow, rather than treating them as separate research questions, which 

gives a more concrete basis for pinpointing where delays are most likely to start. 

 

III. RESEARCH DESIGN AND METHODOLOGY 

 

3.1 Research Design 

A descriptive design was used, on the basis that the goal here was to observe and describe the import clearance process 

as it actually happens document submission, verification, customs assessment, Out of Charge clearance, billing and 

delivery without stepping in to change how any of it worked. 

 

3.2 Nature of the Study 

The study blends two things: on-the-ground observation of the workflow itself, and descriptive analysis of questionnaire 



International Journal of Multidisciplinary and Scientific Emerging  ResearcH (IJMSERH) 

                                           | ISSN: 2349-6037 | www.ijmserh.com ||Impact Factor: 9.274||Quarterly, Peer Reviewed & Refereed Journal| 

    || Volume 14, Issue 3, July-September 2026 || 

    DOI: 10.15662/IJMSERH.2026.1403016 

Copyright to IJMSERH                                          |     An ISO 9001:2008 Certified Journal   |                                                  1229 

 

responses. The observational side captures how documentation actually moves and how stakeholders interact; the 

questionnaire side summarises how 36 respondents involved in import documentation and cargo clearance perceive that 

same process. 

 

3.3 Sources of Data 

Primary data came from direct observation of cargo unloading, storage, segregation, document checks, customs 

assessment, billing and gate-pass generation, along with informal conversations with operational staff, CHAs and 

consignees, and a structured questionnaire. Secondary data was pulled from operational guidelines, government and 

customs sources, prior research, training material and related logistics literature. 

 

3.4 Sample Size and Sampling Technique 

36 respondents took part, selected through convenience sampling essentially, whoever was accessible and directly 

involved in import documentation and clearance work during the internship period. The group spanned documentation 

staff, warehouse handlers, customs coordinators, billing personnel and gate-pass and clearance support staff. 

 

3.5 Questionnaire Design 

The questionnaire was built around six areas documentation accuracy, customs assessment, system usage, cargo handling, 

stakeholder coordination and clearance efficiency using a mix of categorical questions and Likert-scale statements so that 

responses could be compared consistently across the sample. 

 

3.6 Methods of Data Collection 

Direct observation was the main method, backed up by informal discussion and a review of the actual documents in use 

Air Waybills, Import General Manifests, Bills of Entry and Delivery Orders alongside operational guidelines. This 

combination made it possible to check survey responses against what was actually happening on the floor. 

 

3.7 Data Analysis 

Responses were analysed using frequency and percentage breakdowns, presented in tables and interpreted against the 

observed workflow. The original internship report is explicit that its design is descriptive and doesn't include a full 

inferential dataset, so no additional statistical test has been introduced here beyond what the source material supports. 

 

3.8 Limitations 

This is a single-site study one airport cargo terminal, 36 respondents so the results are best read as an operational case 

study rather than a claim about cargo terminals in general. The responses lean toward frontline perspectives, the 

observation window was a fixed internship period that wouldn't have captured every seasonal or peak-volume condition, 

and access to restricted procedures and confidential material was limited. 

 

IV. RESULTS AND DATA ANALYSIS 

 

The following results are derived from the questionnaire and operational observations in the uploaded internship 

report. To keep the article in journal form, the company-profile and industry-profile chapters have been excluded. 

 

Table 1. Department-wise distribution of respondents 

 

Department Responses Percentage 

Import Documentation 14 40.0% 

Import Warehouse 7 20.0% 

Customs Coordination 5 14.3% 

Billing 6 17.1% 

Delivery/Gate Pass 3 8.6% 

Total 36 100% 

 

Interpretation: Import Documentation represents the largest respondent group (40%), followed by Import Warehouse 
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(20%). This indicates that documentation and warehouse functions are central to the observed clearance workflow. 

Table 2. Experience in import cargo handling 

 

Experience Responses Percentage 

Less than 1 year 16 45.7% 

1–3 years 13 37.1% 

3–5 years 2 5.7% 

More than 5 years 4 11.4% 

Total 36 100% 

 

Interpretation: A large share of respondents are relatively new to import cargo handling: 45.7% have less than one year 

and 37.1% have 1–3 years of experience. This highlights the importance of structured training and supervision 

 

Table 3. Frequency of handling import documentation 

 

Frequency Responses Percentage 

Every day 16 45.7% 

Frequently 12 34.3% 

Occasionally 6 17.1% 

Rarely 1 2.9% 

Total 36 100% 

 

Interpretation: Most respondents handle import documentation every day or frequently, confirming that documentation 

is a routine operational responsibility. 

 

Table 4. Documents causing the most issues 

 

Document Responses Percentage 

Air Waybill (AWB) 14 40.0% 

Invoice 8 22.9% 

Packing List 4 11.4% 

Bill of Entry (BOE) 8 22.9% 

Delivery Order (DO) 1 2.9% 

Total 36 100% 

 

Interpretation: AWB is the most frequently reported problematic document (40%), followed by Invoice and BOE 

(22.9% each). These documents should therefore receive stronger pre-verification. 
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Table 5. Most common documentation mistakes 

 

Mistake Responses Percentage 

Wrong HS Code 6 16.7% 

Missing Invoice Details 11 30.6% 

Incorrect Consignee Details 8 22.2% 

AWB Mismatch 8 22.2% 

Missing AWB 3 8.3% 

Total 36 100% 

 

Interpretation: Missing invoice details (30.6%) are the most common documentation mistake, followed by 

incorrect consignee details and AWB mismatch (22.2% each). 

 

Table 6. Stage taking the longest time 

 

Stage Responses Percentage 

Documentation Verification 8 22.2% 

Customs Assessment 13 36.1% 

Duty Payment 7 19.4% 

Billing 6 16.7% 

Gate Pass / Delivery 2 5.6% 

Total 36 100% 

 

Interpretation: Customs Assessment is the longest stage according to 36.1% of respondents, followed 

by Documentation Verification at 22.2%. 

 

Table 7. ICEGATE issues affecting work 

 

Issue Responses Percentage 

BOE Not Reflecting 5 13.9% 

Slow System Response 11 30.6% 

Login / Session Errors 5 13.9% 

Document Upload Issues 9 25.0% 

No Major Issues 6 16.7% 

Total 36 100% 

 

Interpretation: Slow system response (30.6%) and document upload issues (25%) are the most prominent 

ICEGATE problems reported. 
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Table 8. Completeness of documents brought by consignees 

 

Response Responses Percentage 

Yes, most of the time 13 36.1% 

Sometimes 15 41.7% 

Rarely 6 16.7% 

No, they often miss documents 2 5.6% 

Total 36 100% 

 

Interpretation: Only 36.1% say consignees bring required documents most of the time, while 41.7% say this 

happens only sometimes. This indicates a need for clearer pre-arrival guidance. 

 

Table 9. Cargo type that is more difficult to clear 

 

Cargo type Responses Percentage 

Dangerous Goods (DG) 16 42.1% 

High-Value Cargo 15 39.5% 

Perishables 3 7.9% 

General Cargo 2 5.3% 

Others 2 5.3% 

Total 36 100% 

 

Interpretation: Dangerous Goods (42.1%) and High-Value Cargo (39.5%) are the most difficult categories to 

clear because they require additional safety, security and regulatory controls. 

 

Table 10. Most common reason for clearance delays 

 

Reason Responses Percentage 

Documentation Mistakes 15 42.9% 

Incomplete BOE 11 31.4% 

Officer Availability 3 8.6% 

System Issues 4 11.4% 

Consignee Delay 2 5.7% 

Total 36 100% 

 

Interpretation: Documentation mistakes (42.9%) and incomplete BOEs (31.4%) account for the largest reported 

causes of delay, indicating that document quality is the first improvement priority. 
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Table 11. Frequency of explaining clearance to consignees 

 

Frequency Responses Percentage 

Very Often 8 22.2% 

Often 10 27.8% 

Sometimes 17 47.2% 

Rarely 0 0.0% 

Never 1 2.8% 

Total 36 100% 

 

Interpretation: Nearly half (47.2%) explain the clearance process to consignees sometimes, while 27.8% do so 

often. This indicates continuing gaps in consignee awareness. 

 

Table 12. Staff adequacy during peak import hours 

 

Response Responses Percentage 

Yes 23 65.7% 

No 7 20.0% 

Sometimes 5 14.3% 

Total 36 100% 

 

Interpretation: Most respondents (65.7%) consider staffing adequate during peak hours, but 20% report inadequacy 

and 14.3% report occasional shortages. 

 

Table 13. Area needing most improvement 

 

Area Responses Percentage 

Documentation Accuracy 10 27.8% 

System Speed (ICMS/ICEGATE) 7 19.4% 

Coordination with CHAs 12 33.3% 

Storage / Warehouse Handling 5 13.9% 

Customer Communication 2 5.6% 

Total 36 100% 

 

Interpretation: Coordination with CHAs is the highest-priority improvement area (33.3%), followed by 

documentation accuracy (27.8%) and system speed (19.4%). 
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Table 14. Clarity of import documentation process 

 

Response Responses Percentage 

Strongly Agree 4 11.1% 

Agree 16 44.4% 

Neutral 16 44.4% 

Total 36 100% 

 

Interpretation: The documentation process receives a generally positive response, although the high 

neutral share (44.4%) suggests that clearer guidance could improve confidence. 

 

Table 15. Reliability of ICMS 

 

Response Responses Percentage 

Strongly Agree 7 19.4% 

Agree 13 36.1% 

Neutral 14 38.9% 

Disagree 1 2.8% 

Strongly Disagree 1 2.8% 

Total 36 100% 

 

Interpretation: ICMS is viewed positively by more than half of respondents, but the 38.9% neutral response shows 

that reliability is not perceived uniformly. 

 

Table 16. Timeliness of ICEGATE updates 

 

Response Responses Percentage 

Strongly Agree 9 25.7% 

Agree 13 37.1% 

Neutral 13 37.1% 

Disagree 0 0.0% 

Strongly Disagree 0 0.0% 

Total 36 100% 

 

Interpretation: ICEGATE updates are generally viewed favourably; no respondents selected either disagreement 

category, although 37.1% remained neutral. 
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Table 17. Coordination among staff, CHAs and consignees 

 

Response Responses Percentage 

Strongly Agree 2 5.6% 

Agree 18 50.0% 

Neutral 11 30.6% 

Disagree 5 13.9% 

Strongly Disagree 0 0.0% 

Total 36 100% 

 

Interpretation: Half of respondents agree that coordination is smooth, while 30.6% are neutral and 13.9% disagree. 

Coordination is functional but still improvable. 

 

Table 18. Sufficiency of storage and handling facilities 

 

Response Responses Percentage 

Strongly Agree 6 16.7% 

Agree 19 52.8% 

Neutral 9 25.0% 

Disagree 2 5.6% 

Strongly Disagree 0 0.0% 

Total 36 100% 

 

Interpretation: Storage and handling facilities receive a favourable assessment, with 69.5% combining agree 

and strongly agree. 

 

Table 19. Effectiveness of cargo-status communication 

 

Response Responses Percentage 

Strongly Agree 8 22.2% 

Agree 19 52.8% 

Neutral 8 22.2% 

Disagree 1 2.8% 

Strongly Disagree 0 0.0% 

Total 36 100% 

 

Interpretation: Cargo-status communication is also favourable, with 75% combining agree and strongly agree. 
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V. CONSOLIDATED DISCUSSION 

 

Pulling the results together, import clearance appears to be shaped mainly by how documentation, customs processing, 

digital systems and stakeholder coordination interact with each other, rather than by any one of them in isolation. The Air 

Waybill is the document that causes the most friction, and missing invoice details are the leading documentation mistake 

both consistent with what the literature says about standardisation, pre-arrival verification and digital validation as ways 

to head off customs queries before they happen. 

 

Customs assessment is the stage respondents flagged most often as slow, which fits a pattern where errors or gaps 

upstream end up showing their cost later, in the assessment stage and then downstream again in Out of Charge, billing 

and final release. The high share of respondents pointing to documentation mistakes and incomplete BOEs as delay causes 

backs this up getting it right the first time matters more than fixing it quickly after the fact. 

 

Digital systems help, but they don't remove friction entirely. Slow response times and upload issues are still visible 

problems, and the mixed views on ICMS suggest reliability varies depending on conditions rather than being consistently 

good or bad. Digital tools on their own aren't the whole answer they need to sit alongside process standardisation, active 

monitoring and enough human support to catch what the system misses. 

 

Coordination comes through as a recurring theme too. CHA coordination is the area respondents’ rate as needing the most 

work, and a fair number say they often have to walk consignees through the process themselves. That points to a gap in 

shared process knowledge, not just a system gap clearer pre-arrival communication with consignees could realistically 

cut down on avoidable back-and-forth. 

 

5.1 SWOC-BASED INTERPRETATION 

Strengths: a structured documentation flow, ICMS and ICEGATE as functioning digital backbones, clearly defined 

clearance stages, established compliance requirements, and dedicated handling arrangements for sensitive cargo. 

 

Weaknesses: document mismatches, heavy reliance on manual verification, incomplete BOEs, system response issues, 

and a workforce where a large share is still relatively inexperienced. 

 

Opportunities: pre-arrival document checks, automated document validation, digital status dashboards, staff training, and 

stronger awareness programmes aimed at both CHAs and consignees. 

 

Challenges: the extra controls special cargo requires, peak-hour pressure, delays caused by external parties, dependency 

on system uptime, and additional regulatory approvals for sensitive shipments. 

 

5.2 FISHBONE-BASED CAUSE ANALYSIS 

Cause-and-Effect Analysis of Factors Affecting Air Cargo Document Handling 
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Cause / Factor Document 

Indicator 

No. of 

Responses 

Percentage Analysis 

Shipment 

Movement 

Air Waybill 

(AWB) 

14 40.0% Highest contribution, indicating AWB as the most 

frequently handled document. 

Commercial 

Process 

Invoice 8 22.9% Significant involvement in commercial transactions and 

shipment processing. 

Cargo Information Packing List 4 11.4% Comparatively lower usage, mainly supporting cargo and 

package details. 

Customs 

Compliance 

Bill of Entry 

(BOE) 

8 22.9% Equal to invoices, highlighting the importance of customs 

documentation. 

Delivery Process Delivery Order 

(DO) 

1 2.9% Lowest contribution, indicating relatively limited handling 

in the surveyed operations. 

Overall All Documents 36 100% Documentation handling is predominantly concentrated on 

AWB, Invoice and BOE. 

 

5.3 RESULT 

Overall, the Air Waybill is the document handled most frequently, making up 40% of responses. Invoice and Bill of Entry 

follow, tied at 22.9% each, underlining how central both are to commercial and customs processing. Packing List accounts 

for 11.4%, and Delivery Order trails at just 2.9%. Together, AWB, Invoice and BOE make up 85.8% of all responses a 

clear indication of where documentation effort in air-cargo operations is actually concentrated. 

 

VI. KEY FINDINGS 

 

1. Import documentation is the largest single functional area represented in the sample, at 40%. 

2. Most respondents have under three years of experience handling import cargo. 

3. Import documentation is a daily or near-daily task for most of the sample. 

4. The Air Waybill is the document most often tied to clearance issues. 

5. Missing invoice details are the most common documentation mistake. 

6. Customs assessment is the stage most frequently identified as the slowest. 

7. Slow system response and document-upload problems are the most visible ICEGATE concerns. 

8. How complete consignees' documents are varies considerably from case to case. 

9. Dangerous goods and high-value cargo are the hardest categories to clear. 

10. Documentation mistakes and incomplete BOEs are the two leading reported causes of delay. 

11. Coordination with CHAs is the improvement area named most often. 

12. Storage facilities and cargo-status communication both come out with generally positive ratings. 

 

VII. SUGGESTIONS 

 

● Put a standard pre-arrival checklist in place covering AWB, invoice, packing list, BOE inputs, KYC and any required 

licences. 

● Build in a first-level document check before customs assessment so mismatches surface early rather than at the 

officer's desk. 

● Run periodic training for staff and CHAs on HS-code classification, invoice verification and BOE preparation. 

● Produce clearer guidance for consignees so the right documents are ready before cargo-release activity even starts. 

● Track ICMS and ICEGATE response times more closely and set up an escalation path for issues that keep recurring. 

● Move to a shared status dashboard covering assessment, queries, Out of Charge, billing and cargo-release milestones. 
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● Strengthen the coordination loop between documentation teams, CHAs and customs-facing staff, especially during 

peak hours. 

● Introduce automated alerts that flag mismatches on key AWB and invoice fields where the technology allows. 

● Apply dedicated handling checklists for dangerous goods and high-value cargo to cut down on repeated verification. 

● Review performance regularly using simple KPIs documentation-error rate, assessment waiting time, amendment 

frequency, system downtime and cargo-release cycle time. 

 

VIII. CONCLUSION 

 

What this study makes clear is that efficient import cargo clearance takes more than having customs and digital systems 

in place it depends on accuracy at the documentation stage, timely assessment, systems that update reliably, and 

stakeholders who actually coordinate with each other. The survey results back this up directly: documentation mistakes 

and incomplete BOEs are the strongest reported causes of delay, and customs assessment is the stage that consumes the 

most time.  

 

At the same time, the process has a fairly solid foundation to build on storage and handling facilities, cargo-status 

communication and digital support all come out favourably. The clearer opportunities for improvement sit in CHA 

coordination, documentation accuracy, system speed and consignee awareness. Standard checklists, pre-arrival 

verification, targeted training, better digital visibility and selective automation, used together, could meaningfully cut 

down on avoidable errors while keeping compliance intact. In short, a clearance process built around getting 

documentation right the first time, staying coordinated, and keeping status visible digitally is one that can move cargo 

through faster and more reliably. 
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