service to all of our clients. It provides information on what

we do and the standards of service you can expect from us.
To help us improve our service performance and enable us to serve
you better, we welcome your valuable feedback and comments.

T his Charter outlines our commitment to providing quality

OUR MISSION
As the guardian of Singapore’s trade, we uphold our laws to build
trust, facilitate trade and protect revenue

OUR VISION
A leading Customs that advances Singapore’s economy by assuring
the integrity of the trading system

OUR MOTTO
We make trade easy, fair and secure

OUR VALUES
Integrity
- We serve with equity, honesty and impartiality.

Teamwork
- We work as a team towards common goals.

Commitment
- We are passionate about our work and are willing to go the
extra mile in whatever we do.
Courage
- We are open to new ideas and always ready to meet the
challenges ahead.

Responsiveness
- We are proactive and aim to excel in everything we do.

OUR QUALITY POLICY

~ YOUR SATISFACTION, OUR PRIDE ~
We are committed to providing excellent service, and
our pride resides on our customers’ satisfaction.
The service we provide will be fast and friendly, firm and fair.

Fast ~ We will try to fully understand your needs and will offer
prompt services to meet them.

Friendly ~ we will be attentive and polite when we serve you.

Firm ~ We will be steadfast in upholding our laws and will be open
and transparent in enforcing them.

Fair ~We will serve with equity, honesty and impartiality.

OUR CLIENTS are:

- the Singapore community
traders
travellers
other government agencies
international organizations

OUR KEY SERVICE STANDARDS
In the delivery of services, we set high service standards to ensure
that we respond to you in a timely manner:

If you write to us or email us

We will reply most letters and e-mails within 4 working days; more
complex enquiries may take us a slightly longer time to respond.
If we cannot fully answer your query in time, we will give you an
interim response to acknowledge your communication.

TradeNet Declaration & Permit Amendment
We will process most of your TradeNet declarations and
amendments within 10 minutes.

Duty/GST Refund We will make duty/GST refunds to you
within 5 working days for claims submitted by electronic filing.

Warehouse Licence and Zero-GST Warehouse
(Type I) Licence

We will process applications for warehouse licences within
7 working days.

Certificates of Origin

We will process these
certificates within 2 hours of
application.

Import Certificates and
Delivery Verifications
We will issue Import
Certificates and Delivery
J Verifications within 2 hours of
application.

Assessment and
Collection of Duty/GST
from Travellers/Crew*
We will assess and collect
duty/GST from travellers and
crew members within 10
minutes.

Tourist Refund

Claim Forms*

We will endorse such claim
forms within 10 minutes.

T

Endorsement of Export Permit under the Hand-Carried

Exports Scheme*
We will endorse such export permits within 15 minutes.

Customs Rulings We will issue customs rulings within 30
days upon receipt of full supporting documents.

*

OUR EXPECTATIONS OF YOU

We recognise your desire for excellent service. To help us deliver
service to meet your expectations, we need your co-operation to:

be timely in submitting your applications and provide all
documents to enable us to process your applications quickly.
give us accurate and complete information.

be aware that all passengers, baggage and cargoes are subject
to examination by the Immigration & Checkpoints Authority.
treat our staff with courtesy.

When you are travelling:

be aware of, and comply with Customs regulations and the
requirements of the Immigration & Checkpoints Authority and
other controlling agencies.

comply with the duty-free concessions and GST relief
requirements.

if you have goods to declare, have the goods ready for
inspection.

declare goods if you are uncertain of their status.

be aware that your baggage may be examined whether you
proceed to the red or the green channel.

keep your receipts and invoices to facilitate GST payment.



When you are importing and exporting trade goods

be aware of, and comply with Customs regulations and the
requirements of the various controlling agencies.

you may register with Customs to apply for TradeNet permits on
your own, or you may engage a service bureau or appoint a
declaring agent to apply for permits on your behalf.

you may use the services of a freight-forwarding agent to
complete related clearance formalities.

CUSTOMER FIRST, ALWAYS

Delighting Our Customers

Singapore Customs is committed to providing our customers with
prompt, professional, responsive and sincere service. When
formulating policies and procedures, we adopt a consultative
approach through focus-group discussions or public consultations.
We have an ongoing programme to conduct regular dialogue
sessions and briefings for members of the trading community.

To further enhance the competency of businesses in handling
customs matters, we launched the Customs Competency
Programme in 2008. The course is suitable for operational staff
responsible for the customs operations and those overseeing supply
chain and logistic matters.

Through active
engagement with our
customers and
benchmarking of best
practices, we strive to
add value to our
customers by
delivering our services
more efficiently and at
o il the lowest possible
id z_’ cost. At the same
time, Singapore
Customs has to stay one step ahead of criminals to interdict their
illegal activities and ensure that Singapore is a safe and choice
trading hub.

Regular surveys are conducted to measure customers' perception
and their satisfaction level with our services as well as gather
feedback for future development. Singapore Customs continued to
receive high ratings in these surveys.

Singapore Customs: We make trade easy, fair and sec  ure
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Customs Information

You can find out more information about Singapore Customs and
our services from our websites at www.customs.gov.sg. Circulars,
publications and information brochures on customs requirements
can be downloaded from our website.

Customs Call Centre

If you have queries, you

can call the Customs Call Centre
at 63552000.

Customs Hotline

You can help protect Singapore
by reporting on smuggling
activities and evasion of duty/GST
to the toll free hotline at 1800
2330000.

Complaints and Compliments
If you want to make a complaint or compliment, you can:

Email us at customs_feedback@customs.gov.sg
Write to us:

Singapore Customs

55 Newton Road, #10-01

Revenue House, Singapore 307987

Contact our Quality Service Manager (QSM) at toll free
1800 2533866

All information will be treated confidentially.
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