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DRAFT REPORT OF THE 2ND PICARD CONFERENCE 
 

DAY 1 
 
 

1.   The Conference on Partnership in Customs Academic Research and  
Development was held at WCO Headquarters from 27 to 28 March 2007. One 
hundred and eleven delegates attended, representing Universities, research 
establishments, Training managers, Planning managers and the private sector.  
The purpose of the meeting was : 
  
- To develop a set of professional standards for strategic managers;  
- to launch the first edition of the World Customs Journal with the theme 

�Customs in the 21st Century� and discuss the content of the second edition; 
- review and discuss recent innovative research material on supply chain 

security as a prelude to its inclusion in the second edition of the Journal; 
- provide an opportunity for institutions to join the International Network of 

Customs Universities (INCU). 
 

2.   The agenda for the meeting is attached at Annex 1. 
 
3.   The first part of the Conference was chaired by Mr. Jan Janson, who 

welcomed everyone to the Conference, re-iterated the objectives and 
encouraged the group to participate fully in the debate.  He then invited the 
Deputy Secretary General to address. 
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4.   In his opening speech, Mr. Kunio Mikuriya, Deputy Secretary General of 
the WCO, invited the delegates to use the opportunity for networking and 
enhancing the ties between Customs, universities and research institutions to 
respond to the growing need for further exploring the potential for research in the 
area of efficient cross-border movement of goods.  He expressed his strong 
support for the establishment of the International Network of Customs 
Universities (INCU) to provide a much needed point of contact with universities 
and research institutions active in the Customs field.  

  
5.        Continuing he stated his expectation that the outcome of the meeting 

would, with the input from the participants, provide a basis for finalization of   
professional management standards for Customs. 

 
 

 
  Professional Standards 
 
6.   Mr. Joe Kelly, Deputy Director of the Capacity Building Directorate for the 

WCO, gave an introductory presentation on the development of professional 
standards for Customs. He said that the experience acquired from 61 Diagnostic 
missions carried out so far under the Columbus programme has helped to gain a 
better view strategically of Customs.  

 
7.   A clear finding from the missions was the need to provide better support 

for the Management of Customs globally and as part of the WCO�s response to 

this need a draft proposal for management standards had been drafted with the 
support of the university network. 

 
8.   He briefed the group on the need to review these draft standards and to 

improve them further.  
 
9.   The conference was split up into 4 groups to discuss the draft proposal for 

the standards.  Each group was facilitated by a WCO representative who 
captured all of the comments for consolidation overnight.  Each group also 
presented an overview of their findings and the consolidation began  The 
consolidated versions on the proposals, attached at Annex 2, were also 
distributed to the delegates at the end of day two and any further comments on 
the documents were asked to be sent to the WCO secretariat as soon as 
possible. 

 
 
 
  Customs Journal 

 
10.   The Conference then turned its focus to the launch of the first edition of 

the World Customs Journal.  Mr. David Widdowson, Editor-in-Chief, introduced 
the Journal which establishment had been agreed on during the 2006 Picard 
conference.  The first edition had been themed on the future of Customs, 
�Customs in the 21st century� and has been published as an e-journal. It is 
available free of charge on the web site www.worldcustomsjournal.org.  He also 
stated that the editorial board would provide some limited editions of printed 
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versions and asked the WCO to assist editors to producing and distributing them.  
Congratulating the editorial board, he particularly thanked The University of 
Munster for their endeavours in producing the web version. 

 
11.   Looking to the future of the Journal Mr. Widdowson encouraged the 

participants to contribute to the content by sending articles and letters or any 
other feedback to the editorial board.  He also introduced the link to the INCU�s 
(International Network of Customs Universities) website             
[http ://www.incu.org/] and welcomed interested research institutions and 
universities with Customs related activities to join this association.  He further 
expressed his hopes that WCO Members would fund further research in 
Customs area. 

 
12.   In a speech welcoming the launch, Mr. Kunio Mikuriya, WCO Deputy 

Secretary General, stated that the heightened awareness of the role that 
Customs can play in the rapidly changing trade environment has already 
generated a growing interest of a number of universities and research 
institutions.  He hoped that this trend will result in raising the academic profile of 
the Customs profession through the development and promotion of educational 
programs, academic and applied research and intellectual input to strategic 
decision-making. 

 
13.   He said that the first edition of the Journal, containing contributions by 

several academics and Customs practitioners on �Customs in the 21st Century�, 
will make an immediate contribution to the WCO on a topic that is to be the 
central theme of the discussions at the Council session in June of this year.  

 
14.   He also congratulated the Editorial Board through the Editor-in-Chief, 

Professor David Widdowson, on the birth of the Journal.  He hoped the World 
Customs Journal will grow as a valuable reference source for the Customs 
community to meet the requirements of the new strategic environment and for 
the wider international community to deepen the understanding of the Customs 
world. 

 
15.    The next issue, due to be published in September 2007, will be themed on 

Supply Chain Security and would draw on some of the studies to be presented 
during the second day of the conference.  
 

 
  DAY 2 

 
 
 

  Research into Supply Chain Security 
 
 

16.   Under the Chairmanship of Dr. David Widdowson, the Conference turned 
its attention, for Day two, to the Research agenda.  The theme for research that 
had been chosen was Supply Chain Security.  Presentations had been 
organised from various perspectives to highlight recent research and to develop 
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relevant content for the second addition of the WCO Journal.  All of the 
presentations are available in full on the WCO Website  
[http ://events.wcoomd.org/]. 

 
17.   Mr. Samy Gardemeister, technical officer, Capacity Building, WCO, spoke 

about WCO perspectives on Supply Chain Security.  He emphasized that Risk 
Management which affects all aspects of Customs business in combination with 
compliance measures is a key element in any Customs control programme and 
assists Customs in identifying the appropriate balance between control and 
facilitation.  

 
18.   The WCO has developed a number of important instruments to assist 

Members in managing critical areas of risk, including Revised Kyoto Convention, 
Johannesburg Convention, The WCO Columbus programme, Business 
partnership arrangements, standardized procedures and guidelines on modern 
Risk Management principles and practises, the WCO Global Information and 
Intelligence Strategy and standardized Risk assessments and other indicators 
and profiles to address potential Customs threats.  

 
19.   Mr. Gardemeister continued that, in order to implement Risk Management 

principals, Customs must have access to vital information and commercial 
intelligence which can only be obtained through developing relationships with all 
of those involved in Supply Chain.  The Customs administrations must also 
develop more coordinated and integrated Data management systems.  The 
WCO and its member administrations are making progress towards realization of 
all of the goals. 

 
20.   Mr. Andrew Graigner gave a presentation on �Supply Chain Security : 

adding to an already complex operational and institutional environment�.  In his 
presentation he argued that the mechanisms for shaping governing rules and 
procedures are insufficient for overcoming many of the operational frustrations 
experienced by business and government actors in cross-border controls. 

 
21.   Mr. Christopher Dallimore from the Department of Customs Law at 

Munster University, Germany gave a presentation on the issue of whether the 
Container Security Initiative complies with WTO law.  In his presentation he gave 
an overview of each of the provisions under the GATT 1994 Agreement 
that are relevant for the CSI,  those being Articles I, V,  XI, XX and XXI.   
Mr. Dallimore concluded that the CSI initiative can be justified under the article 
XXI which contains an exception to the general obligations if the contested 
measure is intended to protect the essential security interests of the Member 
state. The article provides an interesting debate as there is no interpretative 
practise on it by the Dispute Settlement bodies.  But according to Mr. Dallimore it 
is obvious that the justification is less certain if the Safe Port Amendment with 
100 % scanning of all cargo will be introduced by the United States. 
 

22.   The fourth speaker, Mr. Olivier Joly from Le Havre University, presented 
the study on the SCSM-related project (Supply Chain Security Management) 
under the theme �Global Supply Chain Security as applied to seaport operations 
: a knowledge-based approach�.  The general purpose of the knowledge-based 
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approach was to identify high risk shipments, to assess their risk characteristics 
and to decide on how to deal with the intervention in the Supply Chain. 

 
23.   Mr. Juha Hintsa, from Cross Border Research Association and Hautes 

Etudes Commerciales (HEC), presented the study being done on �Voluntary 

Supply Chain Security impacts : An empirical study with BASC Member 
companies� presenting empirical data about the cost, efforts required and 
effectiveness of Supply Chain Security programs.  According to the study, there 
is no positive linear relationship between cost and effectiveness : the most 
expensive security measures are not necessarily the most effective and vice 
versa.  The study suggests that identifying the security measures which are more 
likely to produce better results in terms of security with low investments could be 
a useful strategy to enhance security efficiently.  Results showed that companies 
not only improve their image but they received various direct security benefits 
and some made a contribution to Supply Chain efficiency.  

 
  After his presentation, Mr. Hintsa invited the delegates to the SCSM 2007 
Conference, which will be organised in Lausanne, Switzerland in October 2007. 
 

24.   The last speaker, Mr. Yao-Hua Tan from Vrije Universiteit Amsterdam, 
Department of Economics and Business Administration, Netherlands gave a 
presentation on ITAIDE Consortium (Information Technology for Adoption and 
Intelligent Design for E-Government).  ITAIDE is basically an EU funded project 
from 2006 until 2010 and consisting of 16 partners, Vrije Universiteit being a 
coordinator.  The main purpose of the project is to support European 
governments to overcome the dilemma on the one hand to increase security and 
on the other to increase competitiveness, so to reduce administrative burden.  

 
25.   The EU�s strategic objectives to cope with this dilemma, as mentioned in 

EU�s Multi Annual Strategic Plan (MASP) is to introduce the concepts of Single 
Window and Authorized Economic Operator and Pan-European Interoperability.  
Mr. Yao-Hua Tan said that according their analysis there is still a considerable 
amount  of data duplication, i.e. many different data bases with 90 % of the same 
information, and a fundamental redesign is needed : This should include an 
analysis of the need for a separate Customs and if instead business data flow 
can be used.  He emphasized that this new e-Customs redesign can only work if 
all stakeholders, including Business, Customs and Technical providers, are 
involved in collaborative co-design and if it is enabled by a new EU legislation.  

 
26.   At the end of his presentation, Mr. Yao-Hua Tan demonstrated how the 

EMCS (Excise Movement Control System) solution can be completely paperless 
if it is combined with TREC technology (Tamper-Resistant Embedded 
Controller).  The TREC device is a mobile device which can be installed on 
containers.  It can then be used to trace a container location and detect 
unauthorized opening if a container is on its way.  This functionality helps to 
reduce fraud and improve security. 

 
27.   In closing this part of the Conference, the Chair thanked all of the 

presenters for their contribution and remarked that the quantity and quality of 
research was high.  He hoped that the full texts of the research papers outline 
would be published in the next Customs Journal along with a number of others 



HP0002E 

6. 

which had been received but time did not permit to be presented during the 
Conference. 

 
 
 
  Professional Standards  
 
28.   Under the chairmanship of Mr. Jan Janson, the Secretariat presented a 

consolidation of the Professional Standards for Senior managers and 
Operational managers resulting from the earlier work of the conference. Though 
no major new themes had been added, a number of additions had been made to 
both sets of standards which had help clarify and expand on the basic themes 
provided to the group.  These were now providing a comprehensive basis for 
advice to Members and with some presentational material for the June 2007 
Policy Commission and Council. 

 
29.   In the discussion that followed the delegates raised some concerns as to 

how these standards would be used by Members and stated that it should be 
made clear that these are educational standards and not performance standards.  

 
30.   It was also pointed out that the standards where very wide ranging and 

that there should be some further consolidation of the work before publication. 
 
31.   In terms of the presentation, it was suggested that the final version of the 

standards should take a taxonomy which would make it clear to the academic 
world what level any educational programmes they would develop should 
include. 

 
32.   In response the Secretariat agreed to include all of these points in the final 

draft and Leeds University agreed to assist with the taxonomy conversion. 
 

33.   In the final review Mr. Joe Kelly said that through the WCO diagnostic 
missions there is now understanding of that strategic managers need to fulfil 
their role as managers, not only as technical managers in the 21st century. The 
intention is to help provide standards against which Customs can judge the 
education and training in their organisations 

 
34.   He reminded the participants that this conference could only be an 

advisory group. The document on professional standards with the Annex 1 and 2 
will not be presented to the Policy Commission as such. The cover page of the 
document will be reformatted i.e. with the explanation that a senior management 
team needs to have these qualifications as a group, not individually.  Also, the 
standards in Annex 1 and 2 will be reformatted into academic terms.  If the 
permission is given by the Policy Commission at its next meeting in June 2007 to 
go forward, the piloting can be started to translate the theory into the practice. 

 
35.   Concluding he stated that the third PICARD conference in 2008 was likely 

to be supported by the participants, and would review pilot results.  The 
conference could also perhaps include a Customs education exhibition where 
universities can present what they are currently doing. 
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36.   In concluding the discussion the Chair thanked the group for their work 

and stated that he was pleased to note the progress that had been made 
 

   
* 
 

*           *
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PROGRAMME 
 
 
Tuesday 27 March 2007  
 
8.30 � 9.30  Registration 
 
9.30 � 11.00 Welcome by Mr. Kunio Mikuriya, Deputy Secretary General, WCO 
 
   Outline of the PICARD Programme and briefing on latest developments, 

Mr. Joe Kelly, Deputy Director, WCO, Capacity Building Directorate 
 

Introduction on the development of professional standards for Customs,  
Mr. Joe Kelly 

 
11.00   Coffee break  
 
11.30 � 12.30  Facilitated workshops on the development of professional standards for 

Customs  
 
  Strategic management 
 
  Operational Management 
 
12.30 Buffet lunch 
 
14.00 � 16.00 Continuation of workshops 
 
16.00   Coffee 
 
16.30 � 17.30 Review of the findings of the workshops 
 
17.30 � 18.00  Launch of the World Customs Journal  

Mr. David Widdowson and Mr. Kunio Mikuriya 
 
18.00   Closure of Day 1 
 
18.00   Cocktail 
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Wednesday 28 March 2007  
           

 
9.00 � 9.30  WCO perspectives on Supply Chain Security 
   Mr. Larry Burton, technical officer, Compliance and Facilitation, WCO 
 
9.30 � 11.30 Presentations on current Supply Chain Security Research, and discussion 
   

�Supply Chain Security: adding to an already complex operational and 

institutional environment� 
Mr. Andrew Grainger, Freelance Consultant and academic 

 
�Does the Container Security Initiative comply with the WTO law?� 
Mr. Christopher Dallimore, Münster University 

 
11.30  Coffee 
        
 
11.30 � 12.30  �Voluntary Supply Chain Security programme impacts: An imperial study 

with BASC Member companies�.  
Ms. Ximena Gutiérrez (main author) and Mr. Juha Hintsa (presenting), 
EPFL and IML; HEC University of Lausanne; Cross-Border Research 
Association 

 
 �Supply Chain Security management within sea-port nodes: A knowledge 

based approach�. 
Mr. Olivier P. JOLY, Le Havre University  

  
Rethinking cross-border trade. The ITAIDE Consortium. 
Mr. Yao-Hua Tan, Vrije Universiteit Amsterdam 

 
12.30 Lunch 
 
14.00 � 15.00 Presentations on current Supply Chain Security Research and discussions 
 
15.00 � 16.00  Discussions on the content of World Customs Journal 2  
 
16.00   Coffee 
 
16.30 � 17.30 Proposals for the finalization of the standards 
 
17.30  Final review of the breakout session and opportunities for further co-

operation. 
   Mr. Joe Kelly 
 
18.00   Close 

* 
 

*           *
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Annex 1 Strategic Managers/Leaders 
 
 Profile 
 
 This is a person who looks beyond the business and provides leadership of the 
organization. His/her task is to deal with government and external stakeholders to 
influence, set and communicate the policy under which the Customs organization 
operates and is accountable for its performance. 
 
 In practice this will be a person at the level of regional director to director general 
or a member of the top management of a policy or support division/directorate. 
 
 Overall the individual will be expected to have developed to meet the following 
profile: 
 
 
Overall Knowledge Requirements 

 
 National and international 

policy/politics 
 Customs role in government and 

interaction with other government 
departments. 

 How customs ties into 
government 

  The Customs Business 
o Economic and Fiscal 
o Trade management 
o Social Protection 
o International/regional 

 Judicial and legal systems 
 (Basic) Macro Economics 
  Policy development and 

implementation 
 Financial management  
 Human Resource/Capital 

Management 
 Risk management 
 Information/knowledge 

management 
 The international supply chain  
 Trade practices  
 Basic Taxation knowledge 
 Modern Technological 

approaches to Customs and 
business 

 Public and media relations and 
communication 

 Principles of ethics, good 
governance & integrity 

 Customer Management 
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Overall Skill requirements 
 
Can we restructure into  
 
     Management skills 
     Leadership skills 
 
Not necessarily all in one individual 

 
 Leadership 
 Capacity to motivate 
 (Motivation) 
 Visioning  
 Inspiration  
 Strategic Planning 
 Intelligence assessment 
 Analytical 
 Decision making 
 Problem solving 
 Communication 
 Political skills 
 (Social skills to interact with all 

levels) Networking 
internal/external customers 

 Negotiation Skills 
 Drafting skills 
 Change management 
 Programme/Project management 
 Basic computer skills 
 Research methodology 
 Creativity 
 Appropriate self-evaluation 

 
Overall Behavioral /Attitudinal 
requirements 

 
 Ethical 
 Role model 
 Empathy awareness 
 Confidence 
 Motivation 
 Objectivity 
 Customer orientation  
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Initial Draft Job Standards - Strategic Managers/Leaders 
 

 
KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
1. National and international 
policy/politics 
 

 
The individual will demonstrate 
a critical understanding of the 
governments overall economic policies 
and social direction, its international and 
regional obligations and priorities.   
. 
 

 
The identification of the key players at 
governmental and international level with 
influence on Customs policy and 
resources 
 
Creation of as proactive system of 
information gathering to enable 
constructive engagement with government 
 
The ability to identify and provide advice to 
government of international and regional 
developments. 
 
International Customs Law 
 
 

 
2. Customs role in government and 
interaction with other government 
departments. 

 

 
Understanding of the role of customs in 
applying Government policy to people and 
trade at the frontier and its basic 
management control and collection 
requirements. 
 

 
Identification the key Government 
departments with frontiers, trade and 
taxation requirements either working 
through Customs or working alongside 
customs. 
 
Establishment of effective consultancy 
networks and co-operative approaches to 
border management 
 
Knowledge of all the missions of 
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

customs for itself and other 
administrations (public health, safety, 
etc). 
 
 
 
 

 
3. The Customs Business 

o Economic and Fiscal 
o Trade management 
o Social Protection 
o International/regional 
o Compliance Management 

 
 
 
 
 

 
Understanding of the complex role of 
customs as a policy enabling and 
enforcement organization. 
 
Only general overview or 
understanding. 

 
WTO Agreements and Annexes 
 
The Revised Kyoto Convention 
 
SAFE Framework of Standards 
 
Basic(?) Customs principles  
 
The economic role of customs in creating 
an attractive investment climate. Modern 
revenue assessment and collection 
techniques.  
 
The relationships between compliance, 
facilitation and enforcement. The controls 
required to develop, manage and 
influence a compliance culture. 
 
The public priorities  for a safe and secure 
environment 
 
The international/regional  priorities for a 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

secure supply chain ( WTO, WCO, 
UNODC etc) 
 
The international/regional  priorities for a 
secure society  ( Organized crime,  Health, 
agriculture,  WCO, UNODC etc) 
 
Obligations to regional Customs/Economic 
unions and free trade agreements  
 
Basic taxation knowledge 
 
 

 
4. Aspects of judicial and legal 
systems relevant to Customs 

 
 
 

 
Understanding of the operation of the 
international and national judicial system 
and legislative processes.  The distinction 
between, primary and secondary 
legislation appropriate to the country. And 
the legislative drafting and enacting 
process 
 

 
The key players in the governmental 
Judicial and legal system 
 
Good Governance 
 
Data Protection 
 
Separation of Legislature, judiciary and 
executive 
 
Prescribed procedures (including 
appeals)  
 
The use of statutory instruments, 
terminology regulations and proscribed 
procedures  
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

The legal obligations and powers of 
customs and the legal obligations on the 
trade and public. 
 

 
5. (Basic) Macro Economics 

 
Understanding of micro and macro 
economics.  
 
Only general understanding 
 

 
Key players in the economy. 
 
Macro-Economics 
 
Contemporary economic concepts 
 
Government economic policy 
 
The balance between free trade and 
protectionism. 
 
The role of the tariff in economic 
development 
 
The economics of free trade and of 
protectionism 
 
Balance between control and 
compliance. 
 
(The role of the tariff in economic 
development) 
understand the effects of 
implementation of international 
decisions and of the tariff on the social 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

and economic development. Should be 
one of the main knowledge components in 
developing countries. 
 
The creation of an economically 
attractive climate 
 
Business costs 
 
 

 
5a Strategic Planning 
 

 
Critical understanding of the internal 
and external environment 
 
 

 
Translating vision to attainable goals  
 
Development of strategies to achieve 
governmental objectives 
 
Performance and effectiveness 
measurement 
 
Human Capital Management 
 

 
6. Policy development and 
implementation 
 
 
 
 
 

 
Understanding of the internal Customs 
policy requirements and procedures for 
their development and implementation 
 
Understanding national and 
international policy imperatives and 
translating them into internal customs 
policies 

 
WTO Agreements and Annexes  
 
The Revised Kyoto Convention 
 
SAFE Framework of Standards 
 
 (The distinction between policy and 
procedures) 
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

 
 
 

 
Be able to apply procedures 
corresponding to the policies. 

or 
Translation of strategy into operational 
policy. 
 
The policy development process within 
government (the distinction between 
strategic and operational policy.) 
 
The legislative basis for/ limitations on 
policy implementation Unclear Legal 
limits by legislative basis??  
 
The engagement of key stakeholders both 
to influence policy development and to 
assist with policy development 
 
Understanding of the basic principles of 
programme and project management 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
7.  Financial management 
(Budget and resource planning and 
accounting) 
 
 

 
 
 

 
Thorough understanding of 
procurement for and allocation of the 
financial, technical and human resources 
from government to effectively deliver the 
objectives of the Customs business 

 
Relevant horizon scanning  
 
Strategic planning techniques  
 
The distinction between development and 
running costs, capital and operational 
costs. 
 
The national mechanism for planning 
budget requirements, negotiating budget 
allocations and the monitoring and 
accounting for budget allocations. 
 
Ability to set-up performance indicators 
 
Contingency planning  
  
Risk management as a resource allocation 
tool 
 
Basic Human Resource Management 
methodologies. 

 Recruitment 
 Training 
 Performance management 

 
Understanding of the basic principles of 
programme and project management 
 
Understand the basic principles of 
tendering and contracting 
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

 
7A. Human Resource Management 

 
Understanding policies 

 
Basic Human Resource Management 
policies. 

 Recruitment and retention 
 Training 
 Performance management 

 
 
8. Risk management 

 
 

 
Understanding the context in which risk 
is to be managed including the 
information, intelligence, structural and 
system requirements for an effective risk 
management system which has both 
preventive and targeting elements. 
  

 
The Revised Kyoto Convention 
 
National policy as a risk management 
tool 
 
The relationship between intervention 
and facilitation. 
 
(The relationship between compliance and 
facilitation.) 
 
The strategic use of risk management to 
control trade, protect society and 
combat cross-border crime 
 
The tactical use of risk management to 
(interdict) detect smuggling and 
terrorism, and to provide assurance. 
 
(The strategic use of risk management to 
control trade and prevent smuggling) 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
(The strategic use of risk management to 
control trade and interdict movement of 
the illicit goods and people) 
 
The importance of  

 Approval 
 Audit 
 Anti-smuggling  

in the risk management process 
 

9. Information /Knowledge  
management 

 

 
Identifying the sources of core 
information 
 
 
Understanding of the core information and 
systems required to manage and report on 
the customs business and maintain a 
corporate memory. 
 

 
Identification of key performance 
indicators  
 
Essential management information on 

 Resource use 
 Operational effectiveness 
 Contracting 
 Service providers 
 Performance measures (internal 

and external) 
 
Essential accounting information 
 
The essential records needed to maintain 
a corporate memory. 
 

 
10 The international supply chain  

 

 
Understanding of the effective operation of 
the international supply chain and of the 

 
The WTO Instruments for trade 
facilitation and safeguard measures  
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

 role of customs inside it. �both for import 
and export, the needs of its component 
parts and the opportunities it presents for 
effective control and trade facilitation 
 
Outlined part not clear, need global 
understanding. Also not clear because 
customs are part of the SC, and not above 
it. 

 
The Revised Kyoto Convention 
 
The SAFE Framework of Standards 
 
Decrease the costs of customs controls 
& actions 
 
Supply chain management 
 
Customs impact on 
 
Opportunities /barriers 
 
 
The requirements of stakeholders, 
including: 

 Banking and insurance sectors 
 (The) importers and exporters 
 (The) logistics companies 
 (The) transportation companies 
 Clearance agents  
 (Private importers and exporters 
 The traveling) public 
 International associations and 

organizations 
 National bilateral and 

multilateral agencies 
 The final clients (end of the 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

chain) 
 
Capacity to integrate customs inside 
the supply chain. 

 
 
11 Trade practices  

 

 
Understanding of the effective operation of 
the trading community nationally and 
internationally, the needs of its component 
parts and the opportunities it presents for 
effective control 
 

 
Understanding trade terminology 
 
Understanding of  the concerns and 
needs of various members of the trade 
community 
 
The understanding of the internal controls 
applied by business and their use by 
Customs  
 
The understanding of appropriate 
business practices that can be applied to 
the management of Customs e.g. 

 Strategic management techniques 
 Management information systems 
 Estates management 
 Transport management 
 IT provision 
 Technical support 
 Communications 
 

 
12  Modern technological 
approaches to Customs and 

 
Understanding of the use of computer 
technology to provide  

 
To define the Customs IT requirement  
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

business 
 

 simplification of processing 
 security of transactions 
 consistency of approach 
 IT governance 
 Management information 
 Effective control  
 Clear communications. 
 To create web-based products 

and services 
 
Understand the use of other technology to 
support customs operations.  
 

Understanding the costs, benefits and 
risks associated with technology 
acquisition and use. 
 
The application of electronic transfer 
and processing of supply chain 
information  
 
The effective linking of computer systems 
 
The limitations of computer systems 
 
Current technology available to Customs 
to support operations e.g.  

 Scanners 
 X-ray 
 Source detectors 
 Radio and positioning equipment 
 Monitoring and tracking 
 Specialist search 

 
To understand the tendering and 
contracting process required for the 
acquisition of new technology 
 
Intelligence and benchmarking (�veille 
technologique�) ?? 
 
Return on experience (inside and 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

outside administration) 
 
Understanding the human brakes ?? 
 

 
13 Public and media relations and 
communication 

 
 
 
 

 
Understand of the key role and 
techniques of communications (plays) in 
a modern customs department to create a 
compliance culture, demonstrate 
transparency, educate the trade and 
inform both government and the public. 
 

 
Identification of key players in the national 
media and communications businesses 
 
Identification of internal and external 
communications strategies which 

 Promote the goals of the 
organization. 

 Influence/educate Government, the 
trade and the public 

 Provide a strategic control 
methodology 

 Provide a high profile for Customs 
 
 
identify communications techniques 
 
Ensure that all legislative and 
procedures are available for the public 
 

 
14 Principles of ethics, good 
governance & integrity 
 

 
Understand, practice and communicate  
the principles that underpin good 
governance 
 
Create an ethical environment 

 
The Arusha declaration on Integrity 

 Leadership 
 Regulatory framework 
 Transparency 
 Automation  
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KNOWLEDGE 
 

 
SUMMARY 

 
ESSENTIALS 

  Reform and modernization 
 Audit 
 Code of conduct 
 HR strategy 
 Morale 
 Relationship with Private sector 

 
National laws and principles related to 
ethics and anti-corruption in the civil 
service. 
 
Sensitize the private sector to 
corruption issues (two-way problems) 
 

 
15 Customer Management 
 

 
Customer segmentation, customer 
satisfaction, customer dialogue 

 
Understanding customer business 
needs 
 
Establish communication, consultation 
and partnerships 
 
Rules of engagement  
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SKILLS REQUIREMENT EXAMPLES 

 
1. Leadership 
 

 
The ability to communicate a clear 
direction for the business to all levels. To 
assimilate and critically analyze, complex 
information to provide vision and  
disseminate clearly   
 
(The ability to encourage and inspire 
others) moved to motivation 
 
The ability to delegate responsibly, 
intelligently; monitor and adjust 
 

 
Development of a new strategy 
 
Introduction of a reform and modernization 
programme 
 
Influencing the operational aspects of a 
new government policy 
 
Organization of the senior management 
team. 
(Organization not reorganization) 

 
2. Motivation 

 

 
The ability to act and communicate in 
manner which encourages the 
participation and commitment of others in 
the desired direction 
 
The ability to encourage and inspire 
others 
 

 
Encouraging staff to adopt new techniques 
 
Recognizing performance or desired 
behaviors 
 
The ability to present a range of 
perspectives in order to clarify and 
explain concepts 
 

 
3. Visioning  

 

 
The ability assimilate and critically 
analyze, complex information, establish a 
clear view of requirement and express in a 
clear and precise manner to all levels from 
government to operational staff 
 

 
Setting and presenting a new strategic 
direction 
 
Selling the need for change to government 
or a donor. 
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4. Inspiration  

(To be changed in French - bad 
translation) 

 
The ability to encourage others to test their 
abilities in the interest of both themselves 
and the development of the organization. 
 

 
Leading by example 
 
Providing support for new initiatives from 
senior management and/or operational 
staff 
 
High visibility with government trade and 
staff 
 

 
5. Intelligence assessment 

 

 
The ability to collect and assimilate 
information from a wide variety of sources 
to analyze strategically to provide relevant 
information to influence and direct the 
management and operation of the 
customs business. 
 

 
Establishing a strategic network 
 
Creating stakeholder fora at a strategic 
level 
 
Encouraging trade/customs partnerships 

 
6. Analytical ability 

 

 
The ability to identify facts relevant to the 
customs business for a diverse range of 
sources , relate to the business 
requirement  identify and resolve conflicts 
to consistently provide information on 
which sound decisions can be made 
 

 
Implementing reviews or changes to 
government policy 
 
Developing effective change programmes 
 
Cost Benefit 

 
7. Decision making 

 

 
The ability to use information, assess risk, 
balance against business requirements, 
set a direction and establish clear 

 
Providing strategic direction 
 
Resolving complex policy issues 
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objectives for others which best meets the 
business need   
 
 

 
Identifying solutions to management 
problems which represent  the best 
opportunity for the business 
 
Encouraging others to make decisions 
 

 
8. Problem solving 

 

 
The ability to work alone or with others to 
identify all aspects of an issue consider 
options and develop solution which best 
meet the business need 
 

 
Resolving conflicts in senior management 
 
Encouraging creativity in senior 
management team 
 

 
9. Communication 

 
 
 
 
 
 
  

 
The ability to clearly explain requirements 
to others at a wide variety of levels  in  a 
way that reflects viewpoints and fully 
engages them in the process and is 
empathetic to their situation and the 
business need 
 
 
The ability to actively listen to a range of 
viewpoints and create a climate in which to 
rationally debate issues and influence 
diverging opinions. 
 

 
Presentations to Government 
 
Effective use of internal and external 
media (Press conferences) 
 
Presentations to operational staff 
 
High accessibility to stakeholders 
 
High visibility and accessibility to 
management team 
 
Encouraging others to speak 
 
Regular contact and empathy with 
operational staff 
 
Recognizing and acknowledging differing 
opinions 
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9a. Self evaluation skills 

 
The ability to reflect on and  to review 
personal performance 

 

 

 
10. Political skills 

 

 
The ability to understand the needs of the 
key players both within and external to the 
organization  and present arguments 
which are sensitive to their viewpoint or 
influence their viewpoint sensitively 
 

 
Negotiations with Government. 
 
Regional and international representation 
 
Encouraging win-win situations 
 
Anticipating the needs of stakeholders. 
 

 
11. Networking internal/external 

Customers (Social skills to 
interact with all levels) 

       
 

 
The ability to maintain an effective 
personal relationship both externally an 
internally within the organization, that 
places others at ease and facilitates 
communication. 
 
The ability to mix business with pleasure 

 
Effective use of social gatherings  
 
Maintaining position whilst demonstrating 
understanding of others 
 
Recognizing the morale value of social 
occasions 

 
12. Negotiation skills 
 

 
The ability to deal with a wide range of 
individuals to obtain the resources or 
change required by the business (either 
commercially or developmentally) 
 
The ability where ever possible in non 
commercial situations to create win-win 
situations. 
 
The ability to assert authority on 

 
Negotiations with government 
 
Negotiations with stakeholders 
 
Commercial negotiations 
 
Negotiations with Unions 
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commercial negotiations whilst maintaining 
an effective relationship 

 
 
 
 
 
 

 
13. Drafting skills 

 

 
The ability to present written work which 
establishes its purpose, meets clearly and 
precisely the needs of the reader and 
logically presents information, issues and 
conclusions. 
 
The ability to  construct reports which 
provide clear information, identify issues 
and present alternatives for action assists 
the reader in making decisions 

 
Policy papers to Government 
 
Negotiation papers to Stakeholders 
 
Internal communication with staff at all 
levels 
 
Annual reports. 

 
14. Change management 

 

 
The ability to strategically analyze the key 
components of the change process to 
clearly outline the need for change, 
empathize with those experiencing change 
and assist them in developing the new 
knowledge , skills and behaviors required. 
 

 
Customs reform and modernization 
 
Implementation of external reviews 
 
Implementation of internally generated 
changes 

 
15. Programme/Project management  
 

 
The ability to scope a range of projects, to 
identify overlaps resolve conflict, and 
sequence into a strategic programme. To 
provide a steering mechanism and  
develop , manage, monitor and evaluate 
progress 
 

 
Customs reform and modernization 
 
Structural reform programmes 
 
Government reform programmes 
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The ability to change or stop projects 
which do not meet business requirements. 
 

 
16. Basic computer skills 
 
 

 
Computer literacy and awareness 

 Basic document creation 
 Basic spreadsheet Creation 
 Basic presentation creation 
 Use of internet and intranet 

 

 
Not applicable 

 
17. Research 
decipher/interpretation/structure 

 
To identify research needs  
 
To analyze, draw conclusions and 
make decisions about research 
findings 
  

 

 
18. Creativity 

 
Be able to recognize individual talent  
 
Explore frontiers of knowledge 
 
Set a level of tolerance  
 
Recognizing limits and parameters for 
creativity 

 
Creative solutions to problems 
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Behavior 
 

 
Requirement 

 
Examples 

 
    1. Role Model 

 
Exhibiting behaviours which reflect the 
cultures and desired performance of the 
organization 
 

 
Treating all staff with respect 
 
Rewarding and acknowledging good  
performance 
 
Tackling poor performance 
 
High visibility 
 

 
    2. Ethics 
 

 
Behaving in an manner that demonstrates 
the high value placed on integrity and 
good governance 
 

 
Advocating a zero tolerance policy on 
corruption and be able to implement it 
inside the administration 
 
Attending all major integrity events 
 
Conducting regular external surveys on 
ethics 
 
Fighting actively against corruption 
 

 
     3.  Empathy 
 

 
Showing and understanding of the 
situation of the staff within the organization  
Without compromising personal and 
official values 
 

 
Visible and well briefed when meeting staff 
 
Explaining issue clearly and honestly 
 
Acknowledging and Dealing effectively 
with opposing views 
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     4.  Confidence 
 

 
Communicating  at all levels in a manner 
that shows belief in the organization and 
its ability to deliver against Government  
and public requirements 

 
Transparency in dealing with management 
and policy issues  
 
Dealing quickly and effectively with rumors 
 

      
    5. Objectivity 
 

 
No undue favoritism 
 
Dispassionate view of issues 
 
Well-informed, measured decision 
making 
 

 

     
    6. Customer oriented 
 

 
Focusing on trade/public facilitation 

 
Understanding customer needs and 
their business environment 
 
Development and implementation of 
Customer service standards  
 
Ensuring compliance with international 
best practice  
 

 
 

* 
 

*           *
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Annex 2 Operational Managers/Leaders 
 
 Profile 
 
 This is a person with the day to day responsibility for managing the operation of 
the business:  
 
He/she will have a very sound knowledge of customs operations in at least one of its 
specialities. Alternatively he/she will be a middle manager in one of the HQ Policy Units 
or Support Areas.  In practice this will be a person from Head of office or port to team 
leader level 
 
 Overall the individual will be expected to have developed to meet the following 
profile: 
 
 
Overall Knowledge Requirements 

 
 (Customs role in government 

and) interaction with other 
government departments. 

 Role and responsibilities of 
managers within Customs 
organization 

 Budget planning and human 
resources  

 Information management 
 Information and 

Communication technology 
 Culture of the administration 
 Tax and revenue collection 
 The Customs Business 

o Economic and Fiscal 
 Detail. E.g. Define 

customs regimes 
o Trade management 
o Social Protection 

 Detail. E.g. IPR 
o International/regional 
o Compliance Management 

 Judicial and legal systems 
 (Basic) Micro Economics 
 Risk management 
 The international supply chain  
 (Public relations and 

communication) 
 Principles of ethics, good 

governance & good service 
 IT knowledge 

Technical knowledge appropriate to a 
specialization* 
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* Specializations include but are not limited to the following: 
 
Processing; Facilities; Risk Assessment; Audit; Compliance management; International 
affairs and cooperation; Legal affairs; Investigation; Intelligence; Anti-smuggling; 
Procedures; Inspections and controls; Headquarters policy. 
 
 
 
Overall Skill requirements 

 
 Leadership 
 Motivation 
 Inspiration  
 (Intelligence gathering) 
 Information gathering and 

processing 
 Analytical 
 Decision making 
 Problem solving 
 Communication of information 

and ideas 
 Social skills to interact with all 

levels 
 Negotiation Skills 
 Drafting skills 
 (Basic) computer skills 
 Ensure regulatory integrity 
 Time management 
 Coping with stress and 

pressure 
 Manage performance 
 Managing staff 
 Manage risk 
 Appropriate Foreign language 
 Conflict containment 
 Stress management 
 Representational skill 
 Technical skills appropriate to 

their specialization 
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Overall Behavioral /Attitudinal 
requirements 

 
 Ethical 
 Role model 
 Empathy awareness 
 Confidence 
 Customer oriented 
 Objectivity 
 Dedication 
 Ability to evolve in its 

professional environment 
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Initial Draft Job Standards � Operational Managers/Leaders 
 

 
KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
1. Customs role in government and 
interaction with other government 
departments. 

 

 
Knowing the government policies and 
priorities which define the role of 
customs in the area of command and 
the roles of OGDS within the command 
 
Ability to evolve in its economic 
environment 

 
Collaboration with OGDS and co-
ordination 
 
Understanding the powers of OGDS 
and their relation to customs, 

 

 
1AA Know the role of customs and 
its usual partners 
 

 
Knowledge of the customs economic 
environment. 
Be able to relay the policy defined at 
strategic level. 

 

 
1AB Knowledge of the 
administration 

 
Reports, hierarchy, structure of the 
administration 
 

 

 
1A. Role and responsibilities of 
managers within Customs 
organization 
 

 
Understanding their role in the context 
of the large organization, how they 
interface and interact with other 
operational units and how they impact 
others 

 
The identification of new initiatives that 
compliment trade facilitation and 
border security and translate them into 
policy  
 
Thorough knowledge of regulations 
and policies and correlation between 
regulatory framework and functioning 
of the organization 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

Development of operational guidelines 
that complement organizational goals 
 
Remaining current with new trends and 
technology  

1.B Budget planning and human 
resources  
 

Development of bids for an allocating 
the financial, technical and human 
resources from government to 
effectively deliver the objectives of the 
Customs business 

 
Budget development and tendering 
 
The distinction between development 
and running costs, capital and 
operational costs. 
 

C. Information management 
 

Understanding of the core information 
and systems required to manage and 
report on the customs business and 
maintain a corporate memory. 

 

Development, Identification and 
monitoring of Key performance 
indicators  
 
Essential management information on 
Resource use 
Operational effectiveness 
Contracting 
Service providers 
Performance measures ( internal and 
external) 

 
Essential accounting information 
 
The essential records needed to 
maintain a corporate memory. 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
D. Information and Communication 
technology (ICT) 
 

 
Understanding and remaining up to 
date on the available information 
technologies that are applicable for the 
area of operational unit  

 
Ability to extract and communicate 
information from core systems  
 

 
 
2. The Customs Business 

o Economic and fiscal 
o Trade management 
o Social protection 
o International/regional 
o Compliance management 

 

 
High Technical knowledge of the 
customs fields 

 
The individual can demonstrate they 
understand Compliance Management 
and explain the concept to their staff. 
 
Basic commercial awareness Trade 
terminology,  documentation etc 
 
Revenue collection 
 
Master the customs law and be fully 
aware of procedures and their impact 
on the development & employment 
 
Know & master tariff, rules of origin 
 
Know revised Kyoto and Annexes 

 
3. Judicial and legal systems 

 

 
Deep knowledge of the capacities of 
partners (and procedures for) to appeal 
on customs decisions -> Give 
confidence to the operators 
 

 

 
4. (Basic) financial and resource 

 
Knowledge of development economy 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

management  
((Basic) economics) 
 

and of the role and impact of customs, 
economic phenomena 

 
5. Risk management 

 
                           

 
Cannot be defined in a few minutes. 
Heart of the Job 

Capacity to set up & animate a 
structure able to collect, analyze 
information & orientate the control 
policy in terms of targeting. 

 
6. The international supply chain  

 

 
As an operational, can be placed 
somewhere on the supply chain. The 
specific parts (e.g. import, export) 
could be mentioned there. 
 
Understanding of the effective 
operation of the international supply 
chain and of the role of customs inside 
it both for import and export. 
 

 

 
7. Public relations and 
communication 

 

  

 
8. Principles of ethics & good 
governance 
 

 Be able to check the data collecting 
process leading to the establishment of 
performance indicators 

 
 
8A. IT Knowledge 
 

 
Knowing the IT systems of its 
environment (e.g. brokers, shippers 
systems, etc.) 
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KNOWLEDGE 

 

 
SUMMARY 

 
ESSENTIALS 

 
9. Technical knowledge appropriate 
to a specialization* 

 

 Understanding their operational 
environment 
 
Computer literacy appropriate to 
operational system 
 

 
* Specializations include but are not limited to the following: 
 
Processing 
Facilities 
Risk Assessment 
Audit  
Compliance management 
International affairs and cooperation 
Legal affairs 
Investigation 
Intelligence 
Anti-smuggling 
Procedures 
Inspections and controls 
Headquarters policy 
 
May be grouped in 2 or 3 themes/poles (control/audit, enforcement, analysis performance indicators) 
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SKILLS REQUIREMENT EXAMPLES 
 
12. Leadership 
 

 
The ability to communicate a clear 
direction for the business to all levels. To 
assimilate and critically analyze, complex 
information to provide vision and 
disseminate clearly  (The ability to 
encourage and inspire others)  The ability 
to delegate responsibly, intelligently; 
monitor and adjust 
 

 
Development of a new strategy 
 
Introduction of a reform and modernization 
programme 
 
Influencing the operational aspects of a 
new departmental policy 
 
(Re)organization of the local management 
team. 
 
Gathering and influencing the different 
actors in their activities, including 
economic operators 
 

 
13. Motivation 

 

 
The ability to act and communicate in 
manner which encourages the 
participation and commitment of others in 
the desired direction 
 
The ability to encourage and inspire 
others   
 

 
Creating motivational tools 
 
Encouraging staff to adopt new techniques 
 
Recognizing performance or desired 
behaviors 
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SKILLS REQUIREMENT EXAMPLES 
 
14. Inspiration  

 

 
The ability to encourage others to test their 
abilities in the interest of both themselves 
and the development of the organization. 
 

 
Leading by example 
 
Providing support for new initiatives from 
senior management and/or operational 
staff 
 
High visibility with trade and staff 
 

 
15. Intelligence gathering and 

exploitation 
 
 

 
The ability to collect and assimilate 
information from a wide variety of sources 
to analyze operationally to (provide 
relevant information to influence and direct 
the operation of the customs operations.) 
orientate control and enforcement 
actions 
 

 
 

 
16. Analytical ability 

 

 
The ability to identify facts relevant to the 
customs business from a diverse range of 
sources , relate to the business 
requirement,  identify and resolve conflicts 
and to consistently analyze and use 
information (on which sound decisions 
can be made) 

 
Implementing reviews or changes to 
departmental policy 
 
Developing effective change programmes 
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SKILLS REQUIREMENT EXAMPLES 
 
17. Decision making 

Essential point 

 
The ability to use information, assess risk, 
balance against operational requirements, 
set a direction and establish clear 
objectives for others which best meets the 
business need.   
 
 

 
Implementing (Providing) operational 
direction 
 
Resolving operational issues 
 
Encouraging others to make decisions 

 
18. Problem solving 

 

 
The ability to work alone or with others to 
identify all aspects of an issue consider 
options and develop solution which best 
meet the business need 
 

 
Resolving conflicts in operational 
management 
 
Encouraging team creativity  
 

 
19. Communication 

 
 
 
 
 
 
  

 
The ability to clearly explain requirements 
to others at a wide variety of levels  in  a 
way that reflects viewpoints, fully engages 
them in the process and is empathetic to 
their situation and the business need 
 
The ability to actively listen to a range of 
viewpoints and create a climate in which to 
rationally debate issues and influence 
diverging opinions. 
 

 
Presentations to operational staff  
 
High accessibility to stakeholders 
 
High visibility and accessibility to 
management team 
 
Encouraging others to speak 
 
Regular contact and empathy with 
operational staff 
 
Recognizing and acknowledging differing 
opinion 
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SKILLS REQUIREMENT EXAMPLES 
 
20. Social skills to interact with all 

levels 
 

 
The ability to maintain an effective 
personal relationship both externally and 
within the organization that places others 
at ease and facilitates communication. 
 
The ability to mix business with pleasure 

 
Effective use of social gatherings  
 
Maintaining position whilst demonstrating 
understanding of others 
 
Recognizing the morale value of social 
occasions 
 

 
9a. Self evaluation skills 

 
The ability to reflect on and  to review 
personal performance 
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SKILLS REQUIREMENT EXAMPLES 
 
10. Negotiation skills 
 

 
The ability to deal with a wide range of 
individuals to obtain the resources or 
change required by the business ( either 
commercially or developmentally) 
 
The ability where ever possible in non 
commercial situations to create win win 
situations. 
 
The ability to assert authority on 
commercial negotiations whilst maintaining 
a (effective) privileged relationship 
 
Remark: Mostly internal negotiations 

 
(Negotiations with government) 
 
Negotiations with stakeholders 
 
Commercial negotiations 
 
(Negotiations with Unions) 
 
(strategic level - Negotiations with 
government & Unions) 
 
Negotiations with stakeholders 
 
Commercial negotiations 
 
Ability to listen and be persuasive 
 
 
 
 
 



       Annex II to 
Doc. HP0002E 

II/39. 

SKILLS REQUIREMENT EXAMPLES 
 
11. Drafting skills 

 

 
The ability to present written work which 
establishes its purpose, meets clearly and 
precisely the needs of the reader and 
logically presents information, issues and 
conclusions. 
 
The ability to  construct reports which 
provide clear information, identify issues 
and present alternatives for action, 
assisting the reader in making decisions 

 
(Policy papers to Government) 
 
Negotiation papers to Stakeholders 
 
Internal communication with staff at all 
levels 
 
Annual reports. 
 
Reporting is one of the key 
competencies 
 

 
12. (Basic) Functional computer 
skills 
 
Move the item to Knowledge? 
 
 

 
Computer literacy and awareness 

 Basic document creation 
 Basic spreadsheet Creation 
 Basic presentation creation 
 Use of internet and intranet 
 Using databases (queries) 

 
Knowing how to use the customs 
system,  
 
Knowing all the functions. 
 

 

 
13. Ensure regulatory integrity 
 

 
Being uncompromising and exemplar 
in terms of integrity 
 

 
Elaborate an integrity 
handbook/manual 
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SKILLS REQUIREMENT EXAMPLES 
 
14. Manage performance  

 

 
Ability to guide the activities of the 
departments in achieving quantitative 
and qualitative targets. 
 
Making sure proving the reliability of 
the different elements used to establish 
performance indicators 

 

 
15. Manage operational risk  
 

 
Capacity to assume and manage the 
risks 
 
Prevention  
 
Not clear for the participants 
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BEHAVIOR 
 

 
REQUIREMENT 

 
EXAMPLES 

 
        1. Ethics 
 

 
Behaving in an manner that demonstrates 
the high value placed on integrity and 
good governance 
 

 
Advocate a zero tolerance policy on 
corruption  
 
Attending all major integrity events 
 
Conducting regular external surveys on 
ethics and sanction 
 
Fighting actively against corruption 
 

 
        2. Role Model 

 
Exhibiting behaviours which reflect the 
cultures and desired performance of the 
organization 
 

 
Treating all staff with respect 
 
Rewarding and acknowledging good  
performance 
 
Tackling poor performance 
 
High visibility 
 
Customer orientated 
 
Learning orientated 
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BEHAVIOR 

 

 
REQUIREMENT 

 
EXAMPLES 

 
        3. Empathy 
 
 

 
Showing and understanding of the 
situation of the staff within the organization  
Without compromising personal and 
official values 
 

 
Visible and well briefed when meeting staff 
 
Explaining issue clearly and honestly 
 
Acknowledging and Dealing objectively 
with opposing views 
 

 
     4. Confidence 
 

 
Communicating  at all levels in a manner 
that shows belief in the organization and 
its ability to deliver against Government  
and public requirements 

 
Transparency in dealing with management 
and policy issues  
 
Dealing quickly and effectively with rumors 
 

 
5. Customer oriented 

 

 
Focusing on trade/public facilitation? 

 
Understanding customer needs and 
their business environment? 
 
Development and implementation of 
Customer service standards? 
 
Ensuring compliance with international 
best practice? 
 
 

 
* 
 
 

*                       *
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LIST OF PARTICIPANTS 

LISTE DES PARTICIPANTS 

___________________ 
 

First name Last name Organization Country Contact details 

Enkeleda Hitaj 
Human resource Officer 
Directorate General Customs Albania Albania 

ehitaj@dogana.gov.al;  
enkeleda83@hotmail.com 

Kadri Rrapi 
Human resource Director, 
Directorate General Customs Albania Albania krrapi@dogana.gov.al 

Boudjlitia Djazouli Douanes algériennes Algeria   

Dionisio Andre Angola Customs Angola   

Almeida Kibeta Angola Customs Angola   

Armenuhi Hovhannisyan State University of Economics Armenia   

David Widdowson 

Chief Executive Officer, 
Centre for Customs & Excise Studies, 
Canberra University   Australia david.widdowson@canberra.edu.au 

Ines Meyus 
Customs Research Officer, 
Australian Custom Service Australia 

Tel : +32 2 286 05 83 
ines.meyus@dfat.gov.au 

Dianne Hall 
Counsellor (Customs) 
Mission of Canada to the EU Belgium dianne.hall@international.gc.ca 

Durga Prasad Bhandari 

First Secretary, 
Nepal Customs 
Embassy of Nepal Brussels Belgium 

Tel : +32 2 346 26 58 
Fax : +32 2 344 13 61 
embn@skynet.be 

Harumi Chikada 
Second secretary, 
Embassy of Japan- Belgium Belgium 

Tel : +32 2 500 05 69 
Fax : +32 2 513 15 56 
sunflowermof@yahoo.co.jp 

Isabelle De Stobbeleir 
Inspecteur/attaché douanière, 
Administration belge des douanes et accises Belgium isabelle.destobbeleir@minfin.fed.be 

Mohammed Alzaben 
Customs attaché, 
Saudi Arabia Customs Belgium 

Fax : +32 2 640 20 49 
zmaz@customs.sa.gov 

Patrick Ahern FIATA Belgium   

Uri Bruck 
Customs attaché, 
Israel Embassy Belgium 

Tel : 02 373 55 19 
customs-attache@brussels.mfa.gov.il 
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Willy Daens Katholieke Hogeschool Kempen Belgium   

Martyna Kurcz Jenn Hill and Knowlton Belgium   

Phantong Loykulnanta 

First Secretary, 
Office of Customs Consellor Royal ThaiI 
Embassy Belgium 

Tel : +322 660 58 53 
Fax : +322 675 26 49 
thai-customs@skynet.be 

Lucky Molefe South African Embassy Belgium   

Pierre  De Borggraef Administration belge des douanes et accises Belgium   

Juris Stinka 

Customs attaché, 
Permanent Representation of Latvia to the 
EU Belgium juris.stinka@mfa.gov.lv 

Guoliang Ye China Mission to the EC Belgium   

Jeanne 
Blandine Kawanda Walwom Ambassade de la Rép. Dém. du Congo Belgium 

Tel : +32 478 45 22 07 
blandinekawanda@hotmail.com 

Winniefred Fostine-DeSilva 
Customs Collector, 
H.M. Customs - Bermuda Bermuda 

Tel : +441 295 48 16 
Fax : +441 295 66 05 
wdesilva@gov.bm 

Rebana Mmereki 
Lecturer in Business Management, 
University of Botswana Botswana mmerekirn@mopipi.ub.bw 

Claude Roy Groupe Conseil C-TPAT Inc. Canada   

Jean-Baptiste 
Marie Roger Maloumbi Douanes Congolaises 

Congo 
(Republic Of 
The)   

Renée Luanyi Tshitenge 
Customs Counsellor 
Congo DR Embassy Congo DR luanyi@netcourrier.com 

Jakob Myrup Lerche Tax and Customs Administration Denmark   

Carsten Willemoes Jørgensen 
Aarhus School of Business- University of 
Aarhus Denmark   

Markku Hietanen 
Training Designer, 
National Board of Customs Finland 

Tel : +358 20 492 35 77 
markku.hietanen@tulli.fi 

Hannu Lappi 
Director, Head of Administration, 
National Board of Customs, Finland 

Tel : +358 40 332 23 89 
hannu.lappi@tulli.fi 

Riitta Paalanen 
Head of Training, 
National Board of Customs Finland 

Tel : +358 20 492 35 04 
Fax : +358 20 492 35 11 
riitta.paalanen@tulli.fi 

Catherine Faucheux ISEL/DRUE France   

Edouard Brenneisen Bureau International des Containers France   

Frédéruc Carluer ISEL/DRUE France   
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Maryvonne Hascoet SOGET France   

Olivier Joly DRUEL and ISEL France   

Thierry Derrey DRUE and ISEL France   

Philippe Morel ISEL/DRUE France   

Alix Yann ECOLE SUPERIEURE DE COMMERCE France   

Rabaey Yves Douanes France   

Angelo Oyini 

Ministère de l'Economie-des Finances-du 
Budget et de la Privatisation, 
Bureau Central des Douanes de Libreville - 
Aéroport Gabon 

Tel : +241 79 54 66 / 67 
Fax : +241 79 56 33 
angelooyini@yahoo.fr 

Chris Dallimore-LL. M University of Munster Germany   

Frank Altermoller University of Munster Germany   

Tobias Bergmann SAP Research Germany   

Papy Ngoy Kibenze University of Munster Germany   

Dr. Achim Rogmann 
Professor, University of Applied Sciences 
Wolfenbuettel Germany a.rogmann@fh-wolfenbuettel.de 

Paul Adubofour 
Deputy Commisioner, 
Customs Excise and Preventive Service Ghana 

Tel : +233 021 46 82 78 
Fax : +233 021 66 019 

Yun Ping 
Frankie CHEUNG Hong Kong Customs 

Hong kong, 
china   

Unnur Kristjansdottir Directorate of Customs- Iceland Iceland   

Franca Sgarra Agenzia Dogane Italy   

Norio Kasashima 

Director of International Training Division 
Customs Training Institute,  
Ministry of Finance Japan 

Tel : +81 4 7133 96 15 
Fax : +81 4 7133 96 16 
norio.kasashima@mof.go.jp 

Sathiane Phouthabandid Laos Embassy Laos   

Aivars Krastins 
Head of Customs and Taxation Dept, 
Riga Technical University Latvia aivars.krastins@rtu.lv 

Kristine Stendere 

resource Unit, Senior Customs Expert, 
National Customs Board of the State 
Revenue Service of Latvia Latvia 

Tel : +371 29 17 68 16 / 711 12 47 
kristine.stendere@vid.gov.lv 

Lariss Martinsons 
National Customs Board of the State 
Revenue Service of Latvia Latvia   

Esam Ashreef Libyan Customs 
Libyan Arab 
Jamahiriya   

Shaban Mahara Libyan Customs 
Libyan arab 
jamahiriya   

mailto:angelooyini@yahoo.fr
mailto:a.rogmann@fh-wolfenbuettel.de
mailto:norio.kasashima@mof.go.jp
mailto:aivars.krastins@rtu.lv
mailto:kristine.stendere@vid.gov.lv


Annex III to 
Doc. HP0002E 

 III/4. 

Rasa Bardauskiene Customs Department Lithuania   

Asta Zydelyte Customs Training Centre Lithuania   

Wazir Muaz 
Deputy Director General of Customs, 
Royal Malaysia Customs Malaysia 

Tel : +32 2 776 03 58 
Fax : +32 2 772 00 26 
customsmy@skynet.be 

Nik Adeeb 
Minister Counsellor 
Royal Malaysia Customs Malaysia 

Tel : +32 2 776 03 59 
Fax : +32 2 772 00 26 
customsmy@skynet.be 

Nordin Kardi 
Vice Chancellor/CEO, 
Utuara University Malaysia 

Tel : +604 928 30 01 / 924 47 61 
Fax : +604 928 31 80 
nordinkardi@uum.edu.my 

Dato Nordin Royal Malaysia Customs Malaysia   

Asha Menon 
Second secretary, 
Malaysia Customs Malaysia 

Tel : +32 2 776 03 57 
Fax : +32 2 772 00 26 
customsmy@skynet.be 

Evert Starink Dutch Custom Service Neteherlands   

Willem van Doormalen Dutch Custom Service Neteherlands   

Oeghrasain Choenni Customs Intelligence Centre- Unit Hoofddorp Netherlands   

Ziv Baïda 
Vrije Universiteit Amsterdam; Faculty of 
Economics and Business Administration Netherlands   

Yao-Hua Tan Vrije Universiteit Amsterdam Netherlands   

Sulaman F.O. Amasa 
Assist. Comptroller General, 
Nigeria Customs Nigeria 

Tel : +33 44 57 45 
obamasa@yahoo.com 

Anna Struzik Polish Customs Poland 

Tel : +48 58 666 92 99 
Fax : +48 58 666 92 01 
anna.struzik@goly.snofnet.goc.pl 

Gordana Novak 

Customs Counsellor, 
Serbia Customs, 
Mission of Serbia and Montenegro to the EU Serbia gnovak@missionscg-eu.org 

Rae Cruikshank SARS SouthAfrica   

Jan Jansson 
Senior int. Advisor, 
Swedish Customs/RTU Sweden jan.e.janson@tullverket.se 

Eva Rydhammer 
Head of Training, 
Swedish Customs, Sweden 

Tel : +46 840 50 170 
Fax : +46 840 50 175 
eva.rydhammer@tullverket.se 

Juha Hintsa 
Cross-Border Research Association, 
Ecole Polytechnique, Lausanne Switzerland juha.hintsa@cross-border.org 
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Tamanna Khan University of Lausanne Switzerland   

Lan Shen University of Lausanne Switzerland   

Ammon Mbelle 

Governing Council of the Institute of Tax 
Administration of the Tanzania Revenue 
Authority Tanzania 

Tel : +255 07 84 44 44 53 
Fax : +255 22 41 02 52 
avymbelle54@yahoo.com; 
prof.avymbelle@udsm.ac.tz 

Patrick Mugoya 
Institute of Tax Administration of the 
Tanzania Revenue Authority Tanzania   

Bülen Özkan Turkish Custom Service Turkey 

Tel : +312 306 87 39 
Fax : +312 306 88 75 
bulentoz@gumruk.gov.tr 

Salem Al-Mehairi 

Seaport Customs Director, 
Abu Dhabi Customs 
UAE Customs UAE 

Tel : +971 2 673 03 17 
Fax : +971 2 673 34 77 
bingrud@dof.abudhabi.ae 

Saleh Al-Shammasi 

Director of Khatam Al Shaklah Customs 
border post, 
UAE Customs UAE 

Tel : +971 50 447 44 93 
Fax : +971 376 88 782 
saleh@dof.abudhabi.ae 

Andrew Grainger Trade Facilitation Consulting LTD 
United 
Kingdom   

Viktor Chentsov Ukrainian Academy of Customs Ukraine   

Olena Pavlenko Ukrainian Academy of Customs Ukraine   

Noah Rosenkrantz 
CEO, 
GreenLine Systems Inc. United States noah@greenlinesystems.com 
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