


 

2 
 

 

 

 

 

 

 

 

 

 

 

 

 

Acknowledgements 
This compendium was prepared by the WCO Reginal Office for Capacity Building, Asia Pacific 

Region (ROCB A/P), which is celebrating the 20th years of service to the Region. We extend 

warm appreciations to all Workshop participants for their valuable contributions, and to all A/P 

Members for their continued support. Our special thanks also go to Japan Customs for its 

generous financial assistance throughout the project. 

 
 

 

 

 

ROCB A/P CONTACTS: 

Regional Office for Capacity Building, Asia Pacific 

Region of the WCO (ROCB A/P)  

Address: c/o Thai Customs Department, Sunthornkosa 

Road, Klongtoey, Bangkok, 10110 Thailand 

Tel: +66 2 667-6017 

Email: rocb@rocbap.org 

Website:  https://www.rocb-ap.org/index.php ¢ĆçÙġëÙĖˋ ĲÙ ÀÓıÀĀÎÙˍ 

mailto:rocb@rocbap.org


 

3 
 

 

MESSAGE FROM THE VICE CHAIRPERSON 

 

Dear Colleagues and Esteemed Members,  

 

I extend my heartfelt congratulations to the Asia Pacific 

Regional Office for Capacity Building (ROCB A/P) on its successful 

publication of the Compendium of Training Management (the 

Compendium).  This not only sets the milestone in the training and 

development of Customs talents in the A/P Region, but also 

exemplifies the ongoing cooperation and collaboration between 

Members and ROCB A/P as we strive towards a common goal. 

 

Human capital always stands as the most important asset 

to an organisation.  To achieve the goal, we always need to equip 

our Customs officers with the latest technical knowhow and essential management skills.  

Thanks to the unwavering commitment and meticulous efforts of our dedicated colleagues of 

the ROCB A/P, the active involvement of our Members, and the staunch financial support from 

the Customs Cooperation Fund of Japan, we are delighted to have this Compendium that serves 

as an invaluable guidebook for everyone.  

 

The Compendium explores various facets of training and development.  It encompasses 

a wide range of topics including training policies formulation, training needs analysis, 

development of training plans, designing courses and crafting training materials.  It also 

addresses training evaluation and contemporary issues, illustrated systematically with extensive 

survey results and case studies.  It showcases our best collaborative efforts and research 

capacity of our region that have well reflected the exceptional work of ROCB A/P. 

 

Capacity building is a continuous effort and we should recognise the fact that there is no one-
size-fits-all solution to diverse challenges we face.  I strongly encourage Members to leverage 
this invaluable Compendium to tailor-make their training policies and human resource 
management strategies.  Let us draw inspiration from the Japanese word ñkaizenò (which means 
continuous improvement) and remind ourselves to keep enhancing our regional Customs 
community for the future.  Thank you for your dedication and commitment to excellence.   

 
Together, letôs join hands and build a brighter future. 

Tsz-tat Chan 

Vice-Chairperson 

Asia/Pacific Region  
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MESSAGE FROM THE ROCB ASIA PACIFIC 

Dear Colleagues,  
 

Welcome to the ROCB A/Pôs flagship initiative 

on Training Management.  As explained in the  

ñIntroductionò, this Compendium of Training 

Management in A/P Region was a Regional effort 

made in cooperation with the WCO Secretariat, 

RTCs in A/P Region and the CCF/Japan, and 

wonderful collaboration with Member 

Administrations. I would like to express my sincere 

appreciation to all the stakeholders. The 

enhancement of domestic training is indispensable to secure sustainable development of an 

Organisation. Also, for the WCO, it is really beneficial to multiply the effects of international 

Capacity Building efforts, if the beneficiaries disseminate the knowledge and skills to fellow 

Customs officers with domestic training. In this effect, the WCO has issued several Toos relating 

Human Resource Management (HRM) in Customs perspective.  

 

 

 

 

 

 

 

 

Let me introduce one interesting figure from the WCO Mercator Programme Report 

(2020). Mercator Programme is the WCO flagship initiative supporting Members worldwide in 

implementing the WTO Trade Facilitation Agreement (TFA). The Report illustrates the 

implementation status of each country and asked them what was needed for them to implement 

the TFA, which is an international treaty and its implementation requires revising Laws and 

 
(Source: WCO Mercator Programme Report June 2020, p.10) 
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Regulatory framework. The most expressed assistance needs to the WCO was the ñhuman 

resources and trainingò, in order to apply the TFA in their Administrations.  

My humble observation on this result is that the human resource is the foundation for the 

change, and accelerates whatever efforts that a Customs try to achieve; the WCO is expected 

to provide assistance in this very important aspect to its Member Administrations. I wish that this 

Compendium will be utilised to accelerate the enhancement of training system in A/P Region, 

so that Customs can achieve its strategic objectives. 

 The WCO is aiming at new Capacity Building Paradigm and it expects to see outcomes 

from international capacity building efforts. I think this Compendium was issued at the right time, 

but it is a living document and will be updated time to time to meet the needs of the Members 

and the WCO.  

Last but definitely not least, please allow me to acknowledge and congratulate the Project 

Team of the ROCB A/P, Khun Amm (Thai Customs attaché) and Asuka san (Japan Customs 

attaché), for your tireless efforts, commitment and enthusiasm which made this Project a great 

success, for the future of the Region and beyond.  Let me also mention that the data chart shown 

in this Compendium was collected, analysed and made by Mr. Jaemin (Korea Customs attaché). 

 

 

 

 

Jun Tajima, 

Head of the ROCB A/P, 

Supervisor of the Project 

  



 

6 
 

 

Contents 

Message from the Vice Chairperson ..................................................................................... 2 

Message from the ROCB Asia Pacific ................................................................................... 4 

Introduction ........................................................................................................................... 10 

Challenges of the Region ..................................................................................................... 12 

(1) Encountered in the training preparation stage ................................................................................ 12 

(2) Encountered in the training implementation stage ......................................................................... 13 

(3) Encountered in the follow-up and monitoring of training ................................................................. 14 

1. TRAINING POLICY ............................................................................................................. 15 

Survey results ..................................................................................................................................... 15 

WCO Tools ......................................................................................................................................... 16 

Membersô Practices ............................................................................................................................ 18 

Case 1 - Comprehensive Strategy for Sustainable Workforce Development .................................. 18 

Case 2 - A Three-Pillar Approach to Training Course .................................................................... 18 

Membersô Discussion .......................................................................................................................... 19 

One Step Forward ............................................................................................................................... 21 

2. IDENTIFICATION OF NEEDS ............................................................................................ 22 

Survey Results .................................................................................................................................... 22 

WCO Tool ........................................................................................................................................... 23 

Membersô Practices ............................................................................................................................ 24 

Case 1 - Diverse Approaches to Needs Analysis ........................................................................... 24 

Case 2 - A Data-Driven Approach to Workforce Development ................................................ 24 

Case 3 - Job Analysis for Targeted Skill Development ................................................................... 25 

Case 4 - Needs-Based Training Prioritization and External Collaboration ...................................... 27 

Membersô Discussion .......................................................................................................................... 27 

One Step Forward ............................................................................................................................... 29 

3. ANNUAL TRAINING COURSE........................................................................................... 31 

Survey results ..................................................................................................................................... 31 

WCO Tool ........................................................................................................................................... 31 

Membersô Practices ............................................................................................................................ 32 

Case 1 - Annual Plan ...................................................................................................................... 32 

Case 2 - Annual Training Plan and Budgeting ................................................................................ 32 

Case 3 - PDCA-Based Approach .................................................................................................... 32 

Case 4 - Systematic Learning Model (SLM) with ADDIE Process ................................................... 33 



 

7 
 

 

Case 5 - Structured Development of a Comprehensive Annual Training Plan ................................ 33 

Membersô Discussion .......................................................................................................................... 36 

One Step Forward ............................................................................................................................... 37 

4. DESIGNING TRAINING COURSE ...................................................................................... 38 

Survey results ..................................................................................................................................... 38 

WCO Tool ........................................................................................................................................... 39 

Membersô Practices ............................................................................................................................ 40 

Case 1 - Implementing the First In-House Training Program .......................................................... 40 

Case 2 - Innovative and Collaborative Approach ............................................................................ 41 

Case 3 - Key Considerations in Designing an Effective Training Courses ...................................... 41 

Case 4 - Designing Training with the 70-20-10 Model for Life-Long Learning ................................. 42 

Case 5 - Partnership with External Organization ............................................................................ 43 

Membersô Discussion .......................................................................................................................... 45 

One Step Forward ............................................................................................................................... 47 

5. FACILITY ............................................................................................................................ 48 

Survey Results .................................................................................................................................... 48 

WCO Tool ........................................................................................................................................... 49 

Membersô Practices ............................................................................................................................ 50 

Case 1 - Training Facilities and Methods ........................................................................................ 50 

Case 2 - Customs University: Advancing Education ....................................................................... 51 

Membersô Discussion .......................................................................................................................... 51 

One Step Forward ............................................................................................................................... 54 

6. TRAINER ............................................................................................................................ 57 

Survey results ..................................................................................................................................... 57 

WCO Tool ........................................................................................................................................... 57 

Membersô Practices ............................................................................................................................ 58 

Case 1 - Strategic Trainer Allocation and Knowledge Transfer: Ensuring Sustainable Capacity Building ... 58 

Case 2 - Building Expertise: Qualifications and Development of Full-Time Customs Trainers ........ 58 

Case 3 - Strategic Management of a Trainer Pool: Ensuring Excellence ........................................ 59 

Case 4 - Developing and Managing Trainers: A Comprehensive Approach to Customs Training Excellence .. 59 

Case 5 - Structured Trainer Management System for Full-Time and Part-Time Instructors ............ 60 

Case 6 - Trainer Assessment for Quality Assurance ....................................................................... 60 

Membersô Discussion .......................................................................................................................... 61 

One Step Forward ............................................................................................................................... 64 

7. TRAINING MATERIAL ....................................................................................................... 65 



 

8 
 

 

Survey results ..................................................................................................................................... 65 

WCO Tool ........................................................................................................................................... 65 

Membersô Practices ............................................................................................................................ 66 

Case 1 - Adopting Pre-Existing Materials ....................................................................................... 66 

Case 2 - Dedicated Material Development Team ........................................................................... 66 

Case 3 - Structured Committee ...................................................................................................... 66 

Case 4 - Direct Development by Instructors.................................................................................... 66 

Case 5 - Development by Faculty ................................................................................................... 67 

Case 6 - Flexible Material Management and Trainer Support System ............................................ 67 

Case 7 - Pilot Testing and Continuous Improvement ...................................................................... 68 

Case 8 - Collaboration with Other Ministries in Training Material Updates ...................................... 68 

Membersô Discussion .......................................................................................................................... 69 

One Step Forward ............................................................................................................................... 70 

8. EVALUATION ..................................................................................................................... 71 

Survey results ..................................................................................................................................... 71 

WCO Tool ........................................................................................................................................... 71 

Membersô Practices ............................................................................................................................ 72 

Case 1 ï Reaction .......................................................................................................................... 72 

Case 2 ï Learning .......................................................................................................................... 72 

Case 3 ï Behaviour ........................................................................................................................ 73 

Case 4 ï Result .............................................................................................................................. 73 

Case 5 ï Four Types of Evaluation ................................................................................................. 74 

Case 6 ï Evaluation Matrix for Training Program ........................................................................... 74 

Case 7 ï Evaluation Matrix for Behaviour During OJT .................................................................... 77 

Case 8 ï Evaluation by Return on Investment (ROI) ...................................................................... 78 

Membersô Discussion .......................................................................................................................... 79 

One Step Forward ............................................................................................................................... 81 

9. GENDER EQUALITY AND DIVERSITY ............................................................................. 82 

WCO Initiatives ................................................................................................................................... 82 

Membersô Practices ............................................................................................................................ 83 

Case 1 - When GED is Not Yet a Priority for the Organization ........................................................ 83 

Case 2 - When GED is in the Process of Being Implemented ......................................................... 83 

Case 3 - When There is a Strong Commitment on GED ................................................................. 83 

One Step Forward ............................................................................................................................... 85 

 
 



 

9 
 

 

ANNEX  .................................................................................................................................. 86 

1. Notes from Panel Discussion at Regional Workshop ....................................................................... 87 

2. Post Workshop initiatives and implementation ................................................................................ 92 

2-1. The Training Center of Customs General Administration of Mongolia ...................................... 92 

2-2. Implementation Summary Report Based on Knowledge Gathered During the WCO Sub-
Regional Workshop on Training Management by Sri Lanka Customs (6-10 May 2024) ........... 96 

 

 

  



 

10 
 

 

 

          INTRODUCTION 
 

 Regionalisation of the WCO Capacity Building 

Strategy makes identifying Regional needs 

more effective and efficient. The theme of the 

WCO in 2023 was ñNurturing the Next 

Generation: Promoting a Culture of Knowledge-

sharing and Professional Pride in Customsò. 

That year, ROCB recognised the strong needs 

of Customs Administrations which are struggling 

with planning and implementation of their domestic training to nurture the next generation. 

That is how the WCO Project on Training Management was launched and the ROCB A/P 

published this Compendium as its outcome  

In fact, prior to the launch of the Project, there were some movements behind it. The Meeting 

of Heads of the WCO Asia/Pacific Regional Training Centres (RTC Heads Meeting) is 

convened once a year to share the recent activities of each RTC and discuss the challenges 

regarding the training management in the A/P region. In the course of the 19th RTC Heads 

Meeting held in October 2021, how to enhance the training capacity was discussed in order 

to ensure sustainable organizational development. Based on the discussion in the said 

Meeting, the ROCB A/P organised the WCO Asia/Pacific Regional Online Workshop on 

Training Management from 24 to 26 May 2022. This Workshop aimed to share the outcome 

of AP RTC Heads Meeting with A/P Members, to share the expertise of the RTCs, national 

and regional experiences of A/P Members, to promote the WCO tools including the WCO 

Framework of Principles and Practices on Customs Professionalism (FPPCP), and to discuss 

the way forward for continuously improving training capability in the AP region.  
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During the Workshop and the following evaluation on the workshop, developing Members 

demonstrated their great interests in further improvement of training capability by sharing 

RTCsô and Membersô good practices and by deepening the understanding of the WCO tools. 

In response to Membersô needs, the ROCB A/P has launched the Training Management 

Project to contribute to enhancing A/P Membersô training capability by leveraging RTCsô 

expertise.  

This Compendium is the outcome of the said Project. In each Chapter, it shows results of 

baseline survey, brief introduction of WCO tools, Membersô practices and ñone step forwardò. 

This ñone step forwardò is a suggestion from the ROCB, if the readers want to move forward.  

The WCO produces wonderful Tools on Human Resource Management (HRM). They show 

theories and good practices of some Administrations how to do competency-based HRM in 

their Administrations. However, the level and the situations of training management varies 

across Customs administrations, and there are a wide range of challenges to reach these 

levels. This Compendium is a collection of practices, and examples of neighbouring 

Administrations that can be a milestone for another; it might give better ideas what to do next, 

to reach to the ideals that the WCO shows.   

That is how Compendiums can supplement WCO Tools. 

The ROCB is in a good position to produce a regional Compendium because we are closer 

to Members and have better communications. The ROCB A/P also utilised Regional Training 

Centres (RTCs) of the WCO on their knowledge at their heads meeting which we conduct 

every year. In this sense, the ROCB A/P issues the Compendium as a living document, and 

it continues updating the information by continuous collection of information relating to the 

Human Resource Development. 

The ROCB A/P wishes all Members of the A/P Region benefit from this publication in 

enhancing its staff development. 

 

ROCB A/P 

 

  



 

12 
 

 

CHALLENGES OF THE REGION 

The WCO conducted a world-wide Survey (questionnaire) on Customs training management in 

October 2023, aiming to collect and analyse information on the training experience or practices 

of each Customs administration.  

The results of the questionnaire were the first step towards developing a ñWCO guidelines for 

the development of national Customs training strategiesò and conducted in collaboration with 

the Regional Offices for Capacity Building (ROCB). The survey results, at global and regional 

levels, were presented at the 15th Session of the Capacity Building Committee and the 19th 

Global Meeting of Regional Entities in February 2024. 

For that purpose, the ROCB A/P conducted a detailed analysis of survey results based on the 

reply to the questionnaire, focusing on the Asia Pacific region. 

The following charts are the results in the aspects of the challenges faced during the training 

preparation stage, implementation stage, and follow-up on training. 

(1) Encountered in the training preparation stage 
 

The chart shows that there are similar challenges in the A/P Region. 
 

 

 
 
 
 
 
 
 
 
 
 

 

 

  

 
 
 

Á 45% find ñsecuring the necessary budgetò,  
Á 45% find ñanalyzing the performance gap between goals and performanceò, 
Á 41% find ñcollecting the training needs from stakeholdersò, 
Á 41% find ñassigning/engaging the appropriate trainers/teachersò, 
Á 36% find ñdeveloping an agenda that responds to the needsò, 
Á 32% find ñDeveloping the appropriate training materials to achieve the goalsò, 
Á 23% find ñSelecting the appropriate participantsò, 
Á 23% find ñplanning and scheduling the appropriate training periodò,  
Á 18% find ñadvertising the course and promoting the enrolment of participantsò. 
Á The three most recurring ones:  

Å securing the necessary budget, analyzing the performance gap between goals 
and performance, and developing an agenda that responds to the needs. 
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(2) Encountered in the training implementation stage 
 

During the implementation stage, the challenges were related to how to encourage trainee 

participation in discussions and their engagement in training. Trainers' delivery skills were also 

identified as a challenge, as they are typically Customs officers rather than professionally trained 

trainers. They are usually selected based on their expertise in the subject matter, rather than on 

their teaching skills. 

  
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 
 
 
 
 
  

  
 

Á 64% consider òencouraging participants to actively take part in discussionsó 

Á 59% consider òmaintaining/improving participantsõ engagement in the trainingó 

Á 40% consider òsecuring the necessary budgetó  

Á 36% consider òmaintaining/improving trainers' delivery/facilitation skillsó 

Á 36% consider òensuring the training of officers working in local or remote areasó 

Á 20% consider òdelivering training content under information security restrictionsó 

Á The three most recurring ones:  
Å maintaining/improving participants' engagement in the training course, 

maintaining/improving trainers' delivery/facilitation skills, securing the necessary 

budget. 
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(3) Encountered in the follow-up and monitoring of 
training 
 

The challenges around the follow-up and monitoring phase are the evaluation of training 

effectiveness. During the Workshops conducted in AP Region during the project period, it was 

repeatedly said that training is an investment, not a cost. If it is an investment, it is required to 

have some fruits after investment. 

Training unit has to be accountable for its effectiveness of the service they offer.  The challenge 

lies how they measure it in a persuasive way. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Á 59% face difficulties in òevaluating training effectivenessó  

Á 55%, òutilizing the evaluation results for future training coursesó 

Á 50%, òencouraging participants to transfer and utilize the knowledge gained during the 

training in their daily operationsó 

Á 50%, òevaluating the participantsõ performance after the trainingó  

Á 45%, òinvolving all training-related stakeholdersó 

Á 23%, òsecuring the necessary budgetó 

Á The three most recurring ones:  

Å evaluating training effectiveness, encouraging participants to transfer and utilize 

the knowledge gained during the training in their daily operations, and utilizing 

the evaluation results for future training courses. 

From the next page, the Compendium will look into these issues so that the Administrations properly 
address their challenges in a more practical way. 
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Components of the training strategy

1. TRAINING POLICY 

 
 

Among the 64% who have a 

training strategy document 

93% have annual plans for 
implementing the 
training strategy 

71% have training goals and 
measurable objectives 

71% have monitoring, 
evaluation, and 
adjustment framework  

36% do stakeholder analysis 

 

36% do an environmental 
scan 

29% have a training 
contingency plan 

 

 

Survey results 

The survey revealed that more than 20% of the 

Administrations that replied to the questionnaire do not have 

training policy.  This section shows that the WCO Tool clearly 

´ºJºX´ º|X  ª°­³ºJ«NX ­Z º|X º³J « «z °­Ӄ NÉŵ ż­M¤XNº ÆX´ ­Z

º³J « «zŽ Jª­«z ­º|X³´ŵ J«Tillustrates how Members in A/P 

Region provide for its training policy 

WCO Survey on Training Management of AP Region in 2023 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

73% of Members in AP Region have a training policy 

 
 
 
 
 
 
 
 
 
 
 

 

Training Policy Training Strategic Document 
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    WCO Tools 
 
 
 
 

 
 
 

1.  

Training is one of the organizational development 

solutions that Customs administrations must 

emphasize in order to meet both organizational 

and individual changing demands. Training should 

always have priority and requires a strategic 

commitment from Customs management. An 

accurate learning strategy and training system 

improves employee efficiency, effectiveness, 

uniformity, confidence and job satisfaction, whilst 

helping to achieve organizational goals. A well-

designed training policy should be aligned with 

organizational goals and support competency 

development. 

Training should be a shared responsibility, 

involving all levels of Customs officers as key 

players, to foster a culture of continuous learning 

and support strategic goals of a Customs 

Administration.  

 
(Source : WCO.2015. Framework of Principles and Practices on 
Customs Professionalism (p.80), WCO 2019. Guide To 
Implementing Competency Based Human Resource 
Management In A Customs Administration Environment 
(P.102-106)) 
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2.  

The training policy is the expression of broad 

intentions, fundamental justifications, basic 

options, priorities and strategies of the Customs 

administration in the area of staff training. This 

policy determines how training activities are 

conducted and it is influenced by the beliefs and 

values of the Customs administration. Training 

should be a shared responsibility, involving all 

levels of Customs officers as key players, to 

foster a culture of continuous learning and 

support strategic goals of a Customs 

Administration. 

 
(Source : WCO.2015. Framework of Principles and Practices on 
Customs Professionalism (p.83)) 
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     Membersô Practices 

Case 1 - Comprehensive Strategy for 

Sustainable Workforce Development 

This Administration defined the purpose of 

training in their Annual Training Plan; 

V To develop knowledge, abilities, skills, and 

competencies of the official at all levels that 

align with position (skillsets), enabling them 

to efficiently perform their responsibilities. 

V To cultivate appropriate mindsets of the 

official for effective job performance, 

adapting to the context of changes. 

V To promote the development of the potential 

of high-quality human resources by 

transferring knowledge and expertise from 

one generation to another, especially for 

personnel approaching retirement age, and 

to prevent knowledge loss as they retire from 

government service. 

V To enhance and develop digital literacy skills 

and new-era competencies necessary to 

support work in the digital context of their 

country, as well as adapting to the new 

normal and the next normal way of life. 

V To encourage continuous self-development 

of the official that aligns with the needs of the 

administration and supports progress in the 

career paths of individuals. 

V To promote personnel development using 

diverse methods, ensuring that the 

development process is comprehensive, 

efficient, and effective. 

Case 2 - A Three-Pillar Approach to 

Training Course 

This Administrationôs human resource policies 

aim at strengthening desired skill of officials and 

ensuring 4 tactical objectives, namely flexibility, 

international viewpoints, comprehensiveness, 

and professionalism. Purpose of training is to 

nurture officials to carry out their tasks properly 

and promptly, responding to the changing 

environment surrounding Customs, and it is 

provided in a three-pillar approach, namely off-

the-Job training, On-the-Job training, and self-

development. This Administrationôs training 

structure is in 3-type design, i.e. comprehensive 

training course, technical training course, and 

management skill training course. 
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¶ Comprehensive Training Course:  

Wide range of knowledge & skills in a 

variety of Customs-related areas. 

¶ Technical Training Course:  

Deep knowledge & skills on specific subject 

of Customs-related areas. 

¶ Management Skill Training Course: 

Management and leadership knowledge & 

skills 

 

     Membersô Discussion 
The benefits of having training policy  

Based on the objective of training, fundamental 

guideline in training is necessary for effective 

HRM and review of effectiveness and outcome 

of budget etc.  

Training policy is essential to 

¶ standardize the objective of training  

¶ accountability to organization   

¶ make clear visions for future 

The contents, or the meaning of the objective 
of training 

¶ The objective of training is to fill the gap 

between requirement for job and current 

officerôs level and adapt to change 

under advancing circumstances. 

¶ Technical training provides an 

opportunity to apply laws and 

regulations in a logical way, by learning 

the background of the laws, and/or by 

learning the technique in application. 

 

V This Administration provides training 

programs to equip them to perform a variety of 

roles in the general operational and maritime 

environment. These programs are predominantly 

Instructor-led, as they: 

¶ teach critical foundational skills 

¶ teach practical skills 

¶ teach technical and specialised skills 

¶ cover a wide range of duties 

¶ are constructed of interdependent and 

related modules 

¶ Stakeholders include trainers, operational 

work areas, legal and policy sections. 

In addition, they provide on-the-job training 

in operational environments during these 

programs, prior to their graduation and formal 

appointment. This forms part of the 70-20-10 

model whereby 70% of the learning is gained 

from on-the-job experience. 

The objectives of training can be better 
illustrated by showing the benefit of the 
training, especially the in-person training 
and/or induction training. 

¶ Training will offer trainees the 

opportunity to gain practical knowledge 

and practice what they have learned, 

rather than just theoretical 

understanding. In additional to that, the 

trainee will greatly contribute to the 

dynamic interaction between the trainer 

and trainee, as well as fostering 

connections among fellow trainees 

which trainees can leverage their 

participation in training sessions to 
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establish valuable professional 

connections. 

¶ The primary objective of the training is 

to enhance and refresh knowledge and 

skills. Additionally, the training aims to 

ensure the uniformity in procedures 

within the organization. Particularly for 

the induction training, aims at 

introducing new hires with the 

organizational structure, role, and 

mission, as well as, provide participants 

with a fundamental understanding of 

Customs rules and regulations, 

international standards, and 

conventions. Training can enhance 

your confidence, hence increasing 

productivity in your work. 

  



1. Training Policy 

21 
 

 

  

                             One Step Forward 
 
 

 ̧ Training policy, the objectives of training, is essential for a Customs Administration to explicitly 

show the vision and commitment of the top executives in investing / nurturing its own staffs. It is 

also noted that objectives are there to be achieved; training should be evaluated based on the 

objectives whether they are accomplished. 

 ̧ Some Administrations expressed their needs of having training policy because they do not have 

certain rules to impose ex-trainees of international assistance to disseminate their knowledge 

after receiving it. 

 ̧ By referring to the WCO Tools and Membersô practices in this Compendium, it is advised to draft 

or enhance your Training Policy document, aiming at mid- to long-term development of its staffs. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Malaysia 
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2. IDENTIFICATION OF NEEDS 

 

Those who conduct assessment 

68% 
Use óFuture Skills 

Analysisô to assess 

training needs, an 

approach that 

considers an 

organizationôs long -

term goals and trends 

in Customs and trade 

to anticipate future 

competency 

requirements and 

prepare employees for 

evolving roles and 

technologies. 

45% 
Use óEmployee 

Performance 

Appraisalsô to identify 

areas where 

competency gaps exist 

45% 
Use óSurvey and 

Questionnairesô to 

gather employeesô 

input on what skills and 

knowledge they 

believe they need to 

improve their job 

performance. 

5% 
Just óTalk to Work 

Areasô (Manager and 

Staff) about problems 

that could be solved 

with training. 
 

Survey Results  
The WCO survey revealed that more than 40% of the 

Administrations that replied to the questionnaire has 

challenges in identification of the needs.  At the same time, 

as the chart below shows, the Administrations do some kind 

of needs analysis.   This section illustrates that the two 

methods of needs analysis that WCO Tools introduces and 

how Customs Administrations conduct in real life. 

WCO Survey on Training Management of AP Region in 2023 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

82 % conduct periodic training need assessments 
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                                              WCO Tool 
 

Source : WCO. 2019.  Guide To Implementing Competency Based Human Resource Management In A Customs Administration Environment 

(p.112-115), WCO. 2015. WCO Framework of Principles and Practices on Customs Professionalism (p. 87-88)) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Competency-based training process comprises 

four stages in Customs Administration: 

1)The gathering and analysis of competency needs 

2) The design and planning of training courses 

3) Delivery of training, and 

4) Post-training evaluation.  

This process is repetitive and aims for continuous 

improvement by incorporating feedback from 

evaluations after the training to refine future 

training efforts. Effective training begins with 

thorough needs collection and analysis to ensure it 

addresses identified competency gaps and aligns 

with organizational goals. 

To identify and analyze training needs effectively, 

it is essential to gather and examine data to 

understand competency gaps. This involves 

diagnosing discrepancies between current and 

required competencies, identifying affected roles, 

and prioritizing needs based on their strategic 

importance.  

The Competency needs analysis should be 

conducted both at the organizational and at the job 

levels. The organizational-level analysis mainly 

focuses on the role of the Customs service, the 

organizationôs priorities, the stake holderôs 

expectations and the organizationôs structure. In 

the job-level analysis, competency gaps are 

identified against the job profiles. This is achieved 

through the use of questionnaires and interviews, 

among other methods. 

 

Stages in the competency-based training process 

Techniques for gathering competency needs 
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     Membersô Practices 

As the Survey shows, some administrations 

does not conduct needs analysis. 

Case 1 - Diverse Approaches to Needs 

Analysis 

Several administrations indicated that they had 

no experience of conducting needs assessments. 

¶ In this Administration, training needs 

are expressed directly from the 

individual to the person in charge of 

the training, who refers the individual 

to a training course that meets his or 

her needs.  

¶ Some Administrations distributes 

training need survey across all work 

areas, allowing the input from 

employees at various level and 

departments. 

¶ This Administration doesnôt have the 

specific job description or the KPI. The 

Training depends on particular 

circumstances and the DG may instruct 

the Training Centre to conduct the 

training. Normally, the Training will 

take place outside of the working 

hours. 

Some organizations approach the 

organizational-level analysis. 

Organizational analysis means that, with 

thorough analysis of Custom environment, the 

Organization comes up with Strategic Plan, and 

the lack of national 

Cas 2 - A Data-Driven Approach to 

Workforce Development 

In this administration, a survey is disseminated 

to each division at the end of the year, specifically 

targeting the management level, to assess the 

need of the training for the employee in their 

division. The result from the survey will be used 

to formulate the Training plan. 

This Administration conducts various training 

courses in accordance with its training strategy 

(there are mainly three training streams: 

comprehensive training stream, area specific 

training stream (e.g. Customs Valuation, ROO, 

HS, IPR etc.), and management training 

stream). In order to maximize the effectiveness 

of these trainings, it is important that these 

training plans be shared and recognized among 

stakeholders. The Customs Training Institute 

develops "annual training plan" to effectively 

achieve the strategy. and, in order for them to 

properly address the latest needs and 

challenges of the administration in the plan, 

circulates a survey to the HQ (CTB, CCL) and 

the Customs Training Institute Branch Offices as 

a first step every year. The expressed needs 

from those stakeholders on both policy and 

operational level are then carefully considered, 

analysed, and reflected as necessary in the 

annual training plan to be prepared as mentioned 

ñ3. Annual Training Planò later. The plan is 

then presented to the DG of the Administration 

(President of the Customs Training Institute) for 

approval for implementation. To catch up the 
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recent trends, new courses such as AI 

technology course have been implemented 

flexibly. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Some implement job analysis 

Job analysis is to measure the gap between 

the competencies required for an individual to 

hold a position and the actual competencies of 

an individual, with a view to targeting and 

prioritizing genuine training needs. 

Case 3 - Job Analysis for Targeted Skill 

Development  

¶ Some Administration rely on the 

performance appraisal result, this will 

address specific skill gaps. 

¶ This Administration starts their process 

of training needs identification by 

conducting a job analysis to analyse the 

specific competency that they require. 

The training Centre sends a letter to the 

head of each division, inquiring about 

the specific training requirements for 

their employees. After receiving the 

feedback, they will engage in 

discussions with the skill group owner to 

design the training program.  

¶ In this Administration, an official is 

appointed by the head of unit based on 

expertise and mastery of competence in 

carrying out the tasks and functions of 

the unit. The appointed official is 

responsible for assisting the unit in 

implementing the needs analysis for 

training courses. 

¶ This Administration obtains Annual Staff 

Performance Appraisal to start with, to 

conduct Training Needs Analysis. 
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6. This Administration starts their process of 

training needs identification by conducting 

an organizational needs analysis and 

performance needs analysis. Included in the 

performance needs analysis is the 

competency assessment of the employees 

to analyse the specific competency that they 

are lacking.  

7. It is done with the format for Learning Needs 

Assessment (LNA) survey (Organizational 

LNA and Performance LNA, which includes 

competency gap analysis per position and 

office). 

8. Regarding the competency gap analysis, 

specific set of competencies for a job 

description is clearly defined. The Division 

heads of each port and group evaluates the 

performance of their staff whom they 

supervise based on their observation. Once 

the evaluation has been determined, the 

c o m p e t e n c y  a s s e s s m e n t 

forms are provided to all Office and Division 

Heads to rate their subordinates, and the 

result will be forwarded to the Interim 

Training and Development Division (ITDD) 

for the identification of specific learning 

needs and the ITDD will determine the 

learning and development programs to be 

prioritized for next year. This would 

effectively bridge the existing gap in a 

specific competency.  

9. For the organizational needs analysis, aside 

from reviewing the strategic direction of the 

agency for the year and the annuals report 

of the previous year, the training centre / 

focal office require all regional offices to 

submit the learning needs they specifically 

need for their office/port. After scrutinising 

both organizational and performance needs 

analysis results, the needed programs will 

be plotted for the next annual calendar by 

the training center / focal office. Later, they 

will engage in discussions with the 

administrations subject matter experts to 

design the training programs. 

 

 

 

 

 

 

 ̧ This Administration uses an advanced 

and innovative HR system to identify 

training needs automatically. When an 

officer moves to a new position, the 

system analyses the skills and 

knowledge required and assigns training. 

The system also manages certification. 

When an officerôs qualification is nearly 

expiration, the system notifies them and 

assigns necessary module for renewal. 

 ̧ This administration applies three 

methods to conduct Training Needs 

Survey (TNS). First, google form is 

circulated among all staff to submit their 

individual capacity building 
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requirements.  Second, circulate a 

questionnaire among all directorate to 

gather training needs of each directorate. 

Third, organize meetings with cluster 

heads (e.g.: human resource, 

enforcement, corporate, regional, 

revenue and services) to identify training 

needs of their cluster. All sets of data 

are then analysed to identify training 

needs and accordingly the annual 

training schedule is updated. TNS is 

implemented in the fourth quarter of 

each year in order to update next yearôs 

training schedule. Apart from the annual 

training schedule, trainings are 

organized at any time of the year on 

special requests of any directorate. 

The way of requesting assistance from donor 

Case 4 - Needs-Based Training Prioritization 

and External Collaboration 

This Administration receives the annual need 

survey from several organizations including the 

WCO. The training unit forward those surveys to 

gather the need from each division. Once they 

collect the feedback, they will prioritise the needs 

depending on the frequency of the topics in the 

feedback. If the Administration has expertise in 

that topic, they arrange the training by 

themselves. However, if they lack the expertise 

on the identified needs, they will request 

assistance from organization who has expertise 

in that area. 

      Membersô Discussion 

Key Factors Shaping Training Needs 

Members highlighted various factors that 

significantly influence an organizationôs training 

needs. These include political, economic, social, 

technological, regulatory, and environmental. 

These factors are key drivers that influence 

training needs at organizational, positional, and 

individual level. 

 

 

 

 

 

 

How : The Way of Collecting Needs 

1. Identify the needs based on the regular 

(weekly/monthly/yearly) report from 

frontline. 

2. Identify the needs based on the 

questionnaires to each regional Customs.  

3. To fill the gap between the requirement 

and current performance level of officers, 

certain benchmark(needs) is identified.  

4. To identify the needs, knowing what 

future likes such as technology 

development should be considered. 
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Who : Identifying and Collecting Training 

Needs 

 ̧ Based on the performance appraisal of each 

officer, HR identifies the needs to improve 

the poor performance of officers. 

 ̧ Based on the observation of database such 

as ASYCUDA WORLD, identify the task 

which should be prioritized. 

 ̧ In conducting needs survey to all officers, it 

is recommended that manager-level officers 

input their own needs, as well as those of 

the team, in order to facilitate more effective 

organizational absorption of these needs. 

Members suggests the involvement of 

training unit in deciding the trainees to 

respond to their needs: 

 ̧ In Administration where only HR personnel 

have the right to decide who participates in 

training, allowing the involvement of the 

training unit and taking suggestions before 

making a decision, can provide more 

opportunities for officers who need the 

training. 

 ̧ Some Administration have a challenge that 

the Training Institute has no authority to 

select trainees. HR selects them without 

consultation, which hinders the effective 

training. 

 

 

 

 

Courtesy of Customs Administration of Cambodia 

Courtesy of Customs Administration of Malaysia 

 

Courtesy of Customs Administration of Korea
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                             One Step Forward 
 

 ̧ Identifying gaps between the organisational goals and the current organisational environment is 

crucial, and documenting it as their training needs is vital information for developing training 

courses. Also, this may serve as an explanatory tool for seeking support from other donors or 

administrations when training programs cannot be implemented due to lack of training budgets. 

 ̧ In conducting job analysis, there are two types of analysis found.  One way is analysing 

performance appraisal and the other is sending surveys to gather the need from each division. 

The latter may be improved by appointing subject matter expert to examine the needs. 

 ̧ If an Administration tries to be precise, it is an idea to use Training Needs Analysis Template in 

the Annex 3 of WCO Framework of Principles and Practices on Customs Professionalism. 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of China 
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What are the competencies? 

While many Administrations define competencies by job description or expectations by Customs, this 

Administration follows national policy on capacity building.  The government body responsible for capacity 

building defines the competencies for civil servants, in a two competency models: Behavioural and Functional 

Competencies. 
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3. ANNUAL TRAINING PLAN 

 

Survey results 
 

 

 

 

 

 

 

 

The WCO survey reveals that nearly 80% prepares Annual Training Plan. Which means that over 20% 

do not have one, and it is noteworthy that some Administrations which do not have Annual Training 

Plan expressed the strong need of drafting one. This section shows reasons why they thought it is 

acutely needed, with the WCO Tools and Membersô practices and discussions. 

 

 

                                              WCO Tool 
The annual training plan is crucial for effectively building the capacity of Customs officers by integrating 

the involvement of key internal and external stakeholders. This ensures that the training system is 

competency-based and promotes lifelong learning throughout the organization. It is developed based 

on a thorough analysis of competency needs collected from various sources such as strategic plans, 

missions, and audits. The training plan must include three types of actions: addressing immediate 

adaptation needs, supporting the successful implementation of performance contracts, and maintaining 

professional qualifications. By organizing training activities around these priorities and conducting them 

during working hours, either in a classroom or via e-learning, the annual training plan ensures that staff 

development is aligned with both organizational goals and individual needs. 

[Source: WCO. 2019. Guide To Implementing Competency Based Human Resource Management In A Customs 

Administration Environment (p.109)]
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     Membersô Practices 

The primary purpose of this section is to show 

what kind of elements Member Administrations 

have for Annual Training Plan. It tells us what 

they want to achieve with the Plan. 

Case 1 - Annual Plan 

This Administration makes the annual training 
plan as below: 

 
 

Case 2 - Annual Training Plan and 

Budgeting 

This Administration has an Annual Learning and 

Development Plan together with cost estimation 

which includes everything that a project will be 

buying, categorized into either goods, services, 

or infrastructure. (There is precise estimation on 

the side of the screenshot below.) This 

Administration spends 0.70% of the entire 

agency budget for training. 

 

Case 3 - PDCA-Based Approach 

This Administration develops their annual 

training plan using the PDCA (Plan-Do-Check-

Action) model as below. The process begins with 

distributing a need survey to both headquarter 

and regional customs office as mentioned 

ñ2. Identification of Needsò above. The training 

centre will analyse the survey result through 

internal discussions, drafting an annual training 

plan based on their insight, and submit to the DG 

for approval. During the planning phrase, they 

consider the several key factors including 

incorporating the new needs to the existing 

courses, aligning with policies, and the capacity 

of the training centre. 
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Case 4 - Systematic Learning Model (SLM) 

with ADDIE Process 

In the process of the training designing and 

development, this Administration applies a 

systematic learning model (SLM) that governs 

how they develop learning for the Administration. 

The SLM uses the ADDIE process.: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Case 5 - Structured Development of a 

Comprehensive Annual Training Plan 

A comprehensive training plan document serves 

as the blueprint for developing the annual 

training plan. This Administration has 

incorporated the following essential elements in 

their training plan document: 

1. Performance Review and Environmental 

Analysis 

This Administration begins their planning 

process with a comprehensive review of 

previous yearôs performance and achievement. 

Following this process, they conduct an 

environmental scan to understand the business 

context and future directions for the upcoming 

year. 

2. Strategic Map 

A three-year strategic framework has been 

developed to serve as the foundation for the 

development of training plan. 

 

 

 

 

 

3. Strategic Tasks 

This section converts strategy into action by 

identifying specific actions required for each 

strategic goal. 
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4. Curriculum Details 

4.1 Education Plan  

This section demonstrates a summary of the 

year's training program 

 

 

 

 

 

 

 

 

 

 

 

4.2 Course Modification 

This section outlines necessary updates and 

changes. Those includes changes from 

previous year's curriculum, 

 

 
 

 

4.3 Course Classification 

Organize programs into four categories: 

1. Basic Training 

 
 
 
 
 
 
 
 

2. Technical Training 

 

 

 

 

 

 

 

 

 

         Example of Technical Training (Clearance) 

3. International Training 

1) Internal Officials 

 

 

 
 
 
 
 
 
 

2) International Customs Officials 
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4. Public Training 

 

 

 

 

 

 

 

 

 

 

 

 

4.4 Monthly Training Course 

The calendar provides an overview of all 

learning activities throughout the year, 

optimizing participation and resource utilization. 

Include Monthly training schedule, Program 

dates and duration and Target participants. 

Remoted Learning 

 

 

 

 

In-person training 

 

 

 

Example of training calendar in February 

 

 

 

4.5 Course Details 

 

 

 

 

Courtesy of Customs Administration of Cambodia 

Courtesy of Customs Administration of Mongolia 
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     Membersô Discussion 
Members first discussed whether their 

training was conducted according to an 

annual plan, and challenges on training 

without proper planning: 

 ̧ Some Administrations does not have a 

training plan. 

 ̧ Challenges arise especially for 

unscheduled/incidental training. 

 ̧ After the needs analysis, annual training 

plan is compiled. 

Members discussed about difficulty in 

securing enough budget against the 

needs expressed: 

 ̧ Budget is a main concern for carrying out 

training courses, but in response to the 

principle of ensuring the rational use of 

public funds by the Macao SAR, there 

should be a plan that balance all 

considerations.  

 ̧ Many trainings are required to be taught but 

yearly budget is limited. 

 ̧ We usually request donors and request at 

the top level to authorize a larger budget.  

 

 

 

 

 

 

 

 

 

 

 

 

Some Members discussed that annual 

training plan contributes budget 

allocation on training: 

 ̧ The main purpose of the annual training plan 

is to secure the budget. To persuade the 

executive, clear annual training plan is 

essential. 

 ̧ Based on the annual training plan, secure 

the internal/external trainers for training and 

venue. 

Some Members argued that annual 

training plan contributes to allocating 

trainers:  

¶ Trainers are not easy to identify. If the 

annual training plan is there, it can pave the 

way to foresee the expected time and 

period of the delivery of training for certain 

trainers. 

¶ Annual training plan also helpful in providing 

information to directorate heads to make 

covering arrangements for the officersô 

release for training. They can plan ahead if 

training plan is available.

   



3. Annual Training Plan 

37 
 

 

                             One Step Forward 
 

 ̧ There can be many theories for encouraging having Annual Training Plan. There were Members 

which do not have Annual Training Plan but they were convinced after the discussion during the 

Workshop as you see the ñMembersô discussionò above, by acknowledging practical benefits of 

the Plan. 

 ̧ For practical reasons, it is worth referring to the sample provided by AP Members to draft or 

enhance the Annual Training Plan of your Administration. 

 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Korea 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Sri Lanka 
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4. DESIGNING TRAINING COURSE 

 

45% find ñsecuring the 
necessary budgetò, 

45% find ñanalyzing the 
performance gap 
between goals and 
performanceò, 

41% find ñcollecting the 
training needs from 
stakeholdersò 

41% find ñassigning/engaging 
the appropriate 
trainers/teachersò, 

36% find ñdeveloping an 
agenda that responds to 
the needsò, 

32% find ñDeveloping the 
appropriate training 
materials to achieve the 
goalsò 

23% find ñSelecting the 
appropriate participantsò, 

23% 
find ñplanning and 
scheduling the 
appropriate training 
periodò, 

18% 
find ñadvertising the 
course and promoting 
the enrolment of 
participantsò. 

The three most recurring ones:  

V Securing the necessary 

budget, assigning/engaging the 

appropriate trainers, and 

developing an agenda that 

responds to the needs 

 

Survey results 
About 36% of the respondents of the WCO survey shows 

concern over the development of training courses that 

responds to the needs. 

Challenges Members encountered in the training preparation stage 

 

 
 
 
 
 
 
 
 
 
 

WCO Survey on Training Management of AP Region in 2023 
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                                              WCO Tool 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Courtesy of Customs Administration of India 

 

 
 

The objective of designing and planning training courses is to develop methods that address the 
competency gaps identified during the needs analysis. This involves making various decisions and 
addressing key questions to create a successful training activities plan, such as defining training 
objectives, identifying course members, scheduling dates, determining duration, choosing the 
location, and establishing the budget. The training plan reflects the choices of an organization's 
management regarding the allocation of resources for developing individual and collective 
competencies of the officials. It is recommended that the internal or external trainer be closely 
involved in this stage to decide on the training delivery methods and content. 

(Source:  WCO 2019. Guide To Implementing Competency Based Human Resource Management In A Customs Administration 
Environment  (p.117-118)) 
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     Membersô Practices 

Case 1 - Implementing the First In-House 

Training Program  

For many years, this Administration relied 

heavily on external donors to provide training for 

its employee. A significant shift occurred in 2018 

when the Head of Administration made a 

strategic decision. He assigned the training unit 

the task with developing and conducting a 

refresher training program for employee, 

marking the organizationôs first step towards in 

employee development. The training unit began 

by studying WCO tools, which are available on 

WCO website. They also researched on how the 

other organizations conducted their training 

programs, gathering best practices. The training 

unit designed a refresher training program with 

the following key elements; 

  

Objectives To refresh employeeôs knowledge 

and align their practices with 

international standard 

Target 

Officers 

Technical Officer 

Duration One month, with the flexibility to 

extend hours for specific topics 

based on trainerôs request 

Content Necessary topics including WCO 

tools and practices from other 

Customs Administration 

Trainer Experienced subject matter expert 

within the Administration 

 

 

 

 

The Administration continued to develop its 

training capabilities. In the following year, they 

launch a second, more specialized training 

program. The key features of the second training 

program included: 

  

Objectives To enhance skills and equip officer 

in the area of enforcement with 

knowledge and skills necessary for 

their work 

Target 

Officers 

Employees working in the area of 

enforcement 

Duration Two weeks 

Content The curriculum included physical 

suppression techniques 

Trainer The Administration requested 

assistance from embassy to 

provide an expert in this field. 

Design an effective training program requires 

careful consideration of various challenges. 

1. Operational impact 

The absence of employees during training can 

significantly affect daily operations, particularly 

in small customs houses where workforce are 

limited and the absence of employee can affect 

the workflow. 

2. Budget Constrains 

Limited resources often make it difficult to gather 

employees from various office at the 

Headquarters. 

3. Trainees Background 

Trainees may have varied levels of experience; 

some had attended external workshops. This 

can be a challenge to design a program that 

effective for everyone. 
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Case 2 - Innovative and Collaborative 

Approach  

This Administration has a well-established 

training center and systematic approach to 

planning a training course. The design process 

is a collaborative effort that involve multiple 

stakeholders. The following design process 

shows their strategy for designing training 

program. 

1. Trainer  

The process begins with finding the right trainer 

or resource person. This first step ensures that 

the program will be led by the trainer with the 

necessary expertise and experience. 

2. Course Outline 

Once the trainer is identified, the training center 

collaborates closely with the trainer to develop 

course content, define clear objectives, and 

determine the most effective methodology. This 

collaborative approach integrates the trainerôs 

expertise with the course specific needs, 

ensuring the program is tailored to achieve its 

goals. 

For example, 

Objectives: To produce customs officers with 

integrity, discipline, knowledge, ability, and skill; 

and are committed to make the vision and 

mission of Customs a reality. 

 

 

 

Module Total 
Hours 

Training 
Methods 

Activities 

Discipline / 
Endurance 

156 Demonstrations, 
Simulations, role 
play 
 

Swimming, 
Self-defence, 
shooting, drill 
training  

Academic 
Training 

150 Lectures, 
Simulations 

 

Administrative 
Training 

60 Assignments Public 
Speaking 

Total 366   

 

3. Executive Approval 

Before implementation, the program is 

presented to executives for approval. This step 

ensures that the training aligns with the 

organizationôs strategic goals and support for the 

top managerial level. 

Case 3 - Key Considerations in Designing 

an Effective Training Courses 

This administration pays particular attention to; 

V Who are the key stakeholders who will be 

impacted by, or have some input into, this 

learning?  

V What is the demographic of my learner, the 

óaudienceô? Any pre-requisites? 

V What are the learning outcomes I want for 

the learner? 

V What content is needed to be provided in 

the training to meet the learning outcomes? 

V How will the content be delivered, and by 

who? 
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V What assets and materials need to be 

created? 

V Does the learning need to be assessed, 

and if so, how? 

V Does the training need to be repeated or 

refreshed, and how often? 

V How will the training materials be evaluated? 

When they decide on delivery methods, 

they need to consider: 

o the availability of trainers and learners to 

conduct training 

o the risks associated with the training 

gap/need 

o the type of skills being trained 

o the number and location of officers who 

require the training 

o the prioritisation of the training compared to 

other needs 

These considerations allow them to better 

determine what delivery method is most suitable; 

eLearning, Instructor-led training or a blended 

approach. 

In planning a programme, it is necessary to 

consider the operational impact by leaving the 

office, especially for long period of time / Head 

of check points for small customhouses limited 

budget; difficult to gather officers nationwide to 

the capital city guidance for materials; those who 

have experiences in taking Workshops abroad 

has good quality but others are not the same 

level. 

They utilise a number of resources when 

developing training, including: 

V Articulate 360 software to build eLearning 

products 

V PowerPoint 

V Trainer and Participant Guides 

V Task books / workbooks 

V Videos 

V Animations 

V Imagery 

V Virtual Reality 

V Practical Training (including scenarios 

and demonstrations) 

V Software training environments 

V LMS online assessments 

Case 4 - Designing Training with the 70-20-

10 Model for Life-Long Learning 

The 70-20-10 model of life-long learning 

proposes that 70 percent of learning comes from 

experiential engagement, i.e. from experiences 

on-the-job; 20 percent of learning comes from 

working with others or relational development 

through interaction with others; and 10 percent 

is informational learning or formal training. This 

is an effective model vis-a-vis life-long learning 

but a learning designers should not limit themself 

thinking that they only have the power to engage 

with 10 percent of their learning process, which 

is formal training or filled with instructions. 
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The designers will engage with the learners for a 

short span of their working life, such as 3 

months, and the online learning module can stay 

with them for a longer time. What the trainees or 

learners practice in these 3 months of training is 

a behaviour that they will carry on after the 

training engagement ends. Thus, the designers 

have to handhold the learners to help them 

develop behaviors of practicing the 70-20-10 

model of life-long learning and thus, the training 

design should reflect the 70-20-10 practice in its 

actual learning tasks and milestones. 

Online learning ecosystem enables learners 

stay engaged with after the workshop. The 

designers have to make sure that they do not 

ask too much of the learner to spend on 

completing milestones on learning; just need to 

interact with learning for three purposes: 

 ̧ recalling information, and taking away 

instructions for a small activity that they 

can replicate at their workplace 

 ̧ engaging with their peers and trainer 

through the online community, to share 

their doubts, achievements and enhance 

their learning process through a 

community of support 

 ̧ reflecting on their actions through a 

quiz based on the practice of the activity 

at the end of the week. 

 

 

 

Case 5 - Partnership with External 

Organization 

When other Administrations have the same 

training objectives, they form a strategic 

partnership to develop joint training curriculum, 

appoint instructors or facilitators, and mutually 

share training costs to ensure effective allocation 

of resources. Several training that needs specific 

skills and special equipment will be more 

effective and efficient if they do this partnership 

with external partner, rather than provide itself 

independently. This can also increase cost-

effectiveness and time-efficiency. 

Collaboration with Academic Institutions and 

Other Organizations 

In this administration, their Customs College 

plays a crucial role in designing and executing 

training courses to support staff development. 

The college collaborates with various institutions 

to provide professional and standardized 

training resources. The Customs College has 

been accredited by the Council for Accreditation 

of Academic and Vocational Qualifications as an 

operator under the national Qualifications 

Framework. This accreditation ensures that all 

training programs adhere to high-quality 

standards, aligning with the structured 

accreditation framework applied to teaching 

programs across the nation. The council plays a 

key role in assuring the quality of academic and 

vocational training programs, reinforcing the 

effectiveness of training initiatives. 
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This administration adopts an Honorary 

Advisors system composed of professionals 

from regulatory bodies and university 

professors. These advisors provide guidance 

and advice in the development of educational 

programs, ensuring that the training content 

aligns with industry standards and meets the 

evolving needs of the profession. Through their 

expertise, the administration aims to 

continuously improve the quality and 

effectiveness of its educational initiatives. 

This Administration has introduced a training 

system tailored to the three stages of new 

recruits, probationary officers, and permanent 

officers, offering educational programs in 

collaboration with external institutions. 

For New Recruits, training incorporates various 

perspectives from Law Enforcement, such as 

Sociology, and Psychology to enhance their 

enforcement capacity. In particular, 

Psychological Studies in Law Enforcement 

covers subjects such as The Application of 

Psychology in Law Enforcement, Interviewing 

Witnesses, Suspects and Vulnerable Groups, 

and Conflict Management. Meanwhile, Social 

Studies in Law Enforcement offers courses on 

The Application of Criminology in Law 

Enforcement and The Ethical Issues of Law 

Enforcement. 

Additionally, the Administration provides part-

time study opportunities for probationary officers 

and permanent officers to obtain a masterôs 

degree in fields such as Criminology, Public 

Administration, public Policy, Financial 

Technology and Big Data Analysis. For 

management-level officers, a one-year full-time 

program allows them to obtain a master's 

degree. Furthermore, executive officers can 

enrol in a Public Administration Program at 

universities, while senior-level officers can 

participate in the Senior Fellowship for Public 

Servants program. These initiatives contribute to 

strengthening the organizationôs expertise and 

leadership capabilities. 

 

 

Aligning Customs Operations with 

International Standards through various 

collaboration 

This Administration is focused on strengthening 

the technical skills and expertise of its staff 

through customs technical training, aiming to 

improve the efficiency of their Customs 

operations and align them with international 

standards. Specifically, technical training 

programs on customs operations, both 

domestically and internationally, are provided to 

ensure customs officers understand and can 

effectively respond to the latest regulations and 
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technologies. Additionally, training is extended 

to external sectors such as the private sector 

and other government agencies, contributing to 

the development of a broad collaborative 

network. 

Furthermore, the Training and Assessment 

Committee is responsible for the overall 

management and oversight of staff training and 

development, ensuring the continuous 

evaluation and improvement of training 

programs. This committee plays a crucial role in 

enhancing staff performance and driving 

organizational development. 

Additionally, the Customs Training Institute 

offers a Diploma in Customs Studies and 

specialized technical training, providing a 

platform for officers to acquire the necessary 

skills for their roles. Through these initiatives, 

customs officers deepen their specialized 

knowledge and enhance their ability to carry out 

their duties more efficiently. 

These efforts are essential for improving the 

expertise of customs officers and enhancing the 

quality of public service. 

 

 

 

 

 

 

 

     Membersô Discussion 

Members discussed about the tips in 

designing a training course : 

 ̧ Set the goals. For effective training, conduct 

pre-test to measure the lacking areas 

especially for induction training. In addition 

to the pre-test, conduct test after training to 

measure the effects of training for next 

trainings. 

 ̧ In order to enhance the training content, it 

is important to set relevant objectives or 

outcomes required for different training 

courses: such as induction training, 

refresher training, and on-the-job training.  

 ̧ When developing training courses, it is 

important to involve diverse stakeholders, 

the internal and external training advisors, 

training unit, and subject matter experts. 

These stakeholders are expected to 

contribute their expertise to ensure the 

inclusiveness of the course. 

 ̧ It is important to have a legal officer in the 

course design process to ensure 

compliance with laws, regulations and 

organizational policies. / Some 

organizations showed concerns that they 

do not have legal officer within their 

organization. 

 ̧ The involvement of diverse stakeholders in 

training development is important in terms 

of ensuring the inclusiveness of the 

courses. For example, consider utilising 

ñMaster Trainerò who have been trained 
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through foreign donorôs assistance, such as 

the Master Trainer Programme. 

 ̧When conducting workshops with donor 

countryôs assistance, it may be helpful 

to create group work assignments and 

role-play scenarios and propose them 

to donors to better meet the needs of 

the trainees. 

Members also discussed around the tips 

for successful training : 

 ̧Select the appropriate trainees for 

effective training. To confirm the level of 

trainees, setting the clear pre-requisites 

is effective. 

It is unavoidable to discuss about the 

budget in designing training : 

To save the budget, various methods such 

as e-learning, OJT, webinar should be 

utilized. 

 ̧In the event that the training budget 

is insufficient, it may be beneficial to 

seek assistance from abroad or 

establish an HR exchange program 

that allows foreign officers to 

collaborate with local officers for a 

designated period. The role of HR 

will also be crucial in negotiating and 

coordinating alternative these 

training programs. Additionally, if 

formal training is unavailable, 

fostering close networking among 

officers can be an effective method 

for knowledge sharing in the 

AdministrationŸ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Designing Training, targeting Gen-Z 

This Administration found that Gen-Z 

workers require reawakening of inner 

motivation for effective service delivery 

attitude. Apart from knowledge, what 

Customs needs is soft skills. 

The method taken is flip learning ï reverse 

the role.  Students become teacher (active 

learning approach) and take ownership of 

their learning with the use of case studies.  

Grading is done also by the peer in 

additions to the faculty. 

Training Centre equipped itself an 

immersive learning centre = multi-sensor 

approach, because it was found difficult to 

train adults with traditional approach; it has 

been proven very effective. 

For that purpose, trainers are the most 

important aspect. 

(more details are in Annex 1 of this 

Compendium) 
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                             One Step Forward 
 

 ̧ Training design is a dynamic work and requires flexible thinking. This background naturally 

made Members encourage involvement of stakeholders such as subject matter experts or 

trainers. 

 ̧ Even an Administration does not have stakeholders to reach out, it can refer to programmes of 

international organisations around how they design a course, the mixture of in-person and virtual 

technologies. 

 ̧ The Tools provides an extensive part of programme design. A sub-regional Workshop has 

proven the effectiveness of ñDecisions to be taken when planning training activitiesò in the Guide 

to implementing Competency Based HRM in a Customs Administration Environment (page 117) 

with a group exercise.  It is encouraged to refer to the document if your Administration is 

considering its improvement. 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Hong Kong, China 
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5. FACILITY 

 

73%  have a dedicated facility for 

training Customs officials 

Those with a dedicated facility,  

75% 
have a training centre 
exclusively for Customs, 

38% 
share facilities with other 
governmental services 

19% have a Customs University 

Those with No dedicated facility 

¶ Use convention centers, hotel 
venues 

¶ Use the conference room inside 

the respective customs office 
 

45%  have dedicated 

trainers/teachers 

41% have as Customs officials 
organize training courses. 

4% have as non-Customs 
officials 

45% donôt have dedicated trainers. 

but ask Customs officials working in 

the section related to the training topic 

to be the trainers every time they 

organize training courses. 

14 % hire/invite external 

trainers/experts whenever they 

organize training courses 

 Survey Results 
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                                              WCO Tool 
 
 

 
 
 
 

 

 

 

 
 

Determining the scope and level of utilization for a facility involves assessing its capacity and 

ensuring it meets requirements effectively. It is generally recommended to aim for a 60-80% 

utilization rate, based on HR forecasts. The process starts with evaluating existing facilities 

through SWOT analysis* and then identifying additional needs. Specific facility requirements are 

categorized into: 1) Training spaces, 2) Living spaces, and 3) Other spaces. 

The WCO Tool has extensive description on the facility.  Please refer to the Framework as shown 

here: [Source: WCO. 2015. WCO Framework of Principles and Practices on Customs 

Professionalism (p.95-98)] 

 

 

   

*SWOT analysis 
SWOT stands for Strengths, Weaknesses, Opportunities, and Threats. Developed by Albert 

Humphrey in the 1960s and 1970s, it is a planning tool used to analyze internal and external factors 

affecting a project or organization. SWOT helps in setting objectives and identifying factors that can 

support or hinder achieving them. It can be used quickly for basic assessments or in-depth for 

comprehensive analysis. Despite its apparent simplicity, effective SWOT analysis requires 

significant time and resources, as well as a team effort. Incorrect assumptions during the analysis 

can lead to delays in decision-making. Utilizing SWOT is crucial for driving change and strategic 

planning. 

[Source: The Chartered Institute of Personnel and Development] 
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     Membersô Practices 
Case 1 - Training Facilities and Methods 

They have developed a comprehensive training 

infrastructure that combines physical facilities 

with digital platforms to meet diverse learning 

needs. 

Total land area of 10,026 square meters and a 

total building area of 20,225 square meters, 12 

floors, 50 meters high, and is equipped with 

modern facilities and tools for workshop and 

conference management. In addition to large 

and small conference halls and workshop 

rooms, it has a library and laboratory, music and 

dance studios, accommodations, a sports hall, a 

soccer field, restaurants and cafes, and a large 

parking lot. 

 

 

 

 

 

 

 

 

 

 

 

 

They also employ a blending of traditional and 

modern training methods to ensure 

comprehensive learning. 

1. Virtual Training Platform 

They conducted session through a virtual 

training platform for certain areas such as HRD 

Perspective, Allied ACT, Regulatory Compliance 

(Import policy and export policy). 

2. e-Learning System 

The Administration has developed an e-learning 

system accessible for both Taxpayers and Tax 

officials. This system serves multiple purposes, 

including tax collecting and enhance citizenôs 

awareness of tax payment. The system features 

learning modules, assessment tools, and 

certification. Some courses are offered free of 

charge. 

3. Virtual Learning 

The organization employs webinar-based 

distance learning across different regions of the 

country. This approach is particularly effective 

for various programs, especially when 

introducing new laws and regulation. 

Courtesy of Customs Administration of Malaysia 

   

Classroom 

A spacious facility capable of accommodating   

70 ï 80 trainees, equipped with the latest 

digital learning tools. 

Computer Lab 

A lab providing hands-on experience with 

software and technologies relevant to their 

work 

Online Learning Platform 

Tools for remote learning and skill 

Development such as CLiKC!, WTO, UNTAD 
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Case 2 - Customs University: Advancing 

Education 

This Administration has a Customs University. 

23,000 square meters training centre with 115 

guest rooms, 27 seminar rooms, dining areas for 

300 participants, gyms & electronic library, 

advanced technology and equipment. The 

university works closely with their customs office 

with direct jurisdiction, constantly adjusts and 

optimizes its disciplines and majors to enhance 

the education quality for future customs talents. 

The University regularly studies the needs of 

customs reform and development and provides 

customized and high-quality capacity-building 

activities for customs teams. 

 

     Membersô Discussion 

Facility ï haves and have nots 

It is always nice to have cutting-edge facilities in 

your Customs Training institution. However, it is 

not always the case: about 20% of responded 

Customs in A/P Region do not have their own 

Training facilities, according to the ROCB survey 

in 2022. A participant argues that the training 

facility serves as the pillar of the training system. 

It will be ensuring the effectiveness the quality of 

the training and shape the learning experience. 

However, those Administrations which do not 

have the training facility and have limited 

resources, they will organize the training by 

utilizing the conference room or multipurpose 

hall. Some Administration spend their budget on 

renting the venue. 

Facility and the number of participants  

Managing a large number of participants can be 

challenging, especially when resources (i.e. 

trainers and budget) are limited.  

During the discussion, an Administration 

showed their practice that they divide them into 

batches and conduct the training of each batch 

at different times throughout a year. 

An Administration which has large area or island, 

establishing regional Training Centre can help to 

overcome the geographical barriers. It will 

minimize the travel expense which will help in 

providing more opportunity to the employees in 

the regional office to have access to the training.  

 ̧ Either conducting the training at the 

regional Training Centre or dividing the 

trainees into batches, the quality control of 

the course must be considered.  

 ̧ another aspect, segmenting one training 

into batches and arranging only one or few 

trainers to facilitate the programme 

(especially when the trainer(s) is(are) not 

dedicated solely to training and have other 

responsibilities), makes the trainer(s) leave 

the office(s) quite often; it can impact the 

office work and that might affect the 

cooperation level to the training. 
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Facility ï must have 

The training facility generally consists of 

classroom that can accommodate both large and 

small group of participants. These classrooms 

equipped with essential equipment such as 

computers, screens, whiteboard, and internet 

connection.   

In considering essential elements, training 

institutions also need to consider having facilities 

to encourage life-long and inclusive learning for 

Customs officers, making the most of the 

experiences during the COVID-19. 

The webinar, e-learning and internet platform 

have been utilized to enhance the distance 

learning.  

However, the cost of the training facility is not 

only the construction costs, but it includes the 

ongoing maintenance cost and operational 

expense. The frequency of the training should 

also be considered whether to have the facility, 

both ñmust haveò and ñgood to haveò. If the 

training is not conduct frequently, renting the 

training facility could be a more economical 

option. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of China 

 

Courtesy of Customs Administration of India 
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Facility ï good to have 
To better facilitate the training, the following 

facilities are considered as ñgood to haveò   

 ̧ Accommodation  

The Training Centre which inclusively have 

the dormitory within the Training Centre, will 

minimize the need for participants to travel 

from and to the venue. This will enable 

participant to maintain concentration to the 

training. This will also be a cost-effective 

option considering the additional expense 

when renting the accommodation outside 

the Training Centre. 

 ̧ Sport facility 

In some training programme which aims at 

building the capacity of the Customs officer 

in specific area, it would be advantageous 

to have the facility such as the swimming 

pool, the physical training equipment, and 

shooting range. 

 ̧ Canteen 

Having the canteen in the Training Centre 

will help the participants find meals without 

having to leave the venue, particularly 

when the Training Centre is located distant 

from the townôs facilities.  

Unless certain number of participants are 

expected, i.e. frequency of the training, the 

service provider may be difficult to find; or if the 

Training Centre is in the remote area, it might be 

difficult to find service providers around. 

 

 

 ̧ Broadcasting room 

Establishing a broadcasting room improves 

the quality of webinars. Improve 

broadcasting environment such as 

broadening the internet connectivity and 

better broadcasting equipment increases 

the productivity of the distant training, and 

at the same time, the satisfaction from the 

trainee may increase. 

 

 

 

 

 

 

Courtesy of Customs Administration of Sri Lanka 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    Courtesy of Customs Administration of Hong Kong, China 
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                             One Step Forward 
 

 ̧ The Tool, WCO Framework of Principles and Practices on Customs Professionalism which 

has ample information on the Facility, suggests Customs to determine the scope and level of 

utilization of the facility. As it is cited at the beginning of this Chapter, a percentage of the 

total annual trainee capacity of the facility helps decide the size of the facility. Recent distant 

learning environment may reduce the number of trainees or their length of stay at the facility. 

 ̧  Also, as the Workshop discussion suggests, ñmust-havesò and ñgood-to-havesò need to be 

determined to best utilise the facility with limited budget.  

 ̧ If your Administration is considering building / restructuring the facility, it is good to exchange 

information with existing training centre, whether what you consider brings better learning 

environment.  You may take a look at the ñBrochure of WCO Regional Capacity Building 

Entities in Asia Pacific Regionò that ROCB made, or to get in touch with training centres in 

the Region, you may contact the ROCB for support. 

 

 

 

 

 

 

 

 

 

 

 

  Courtesy of Customs Administration of India 
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Learning Management System (LMS) 
Some Administrations are considering establishment of Learning Management System 
(LMS). For their references, here is an example of one Administration. 
 

 
This AdministrationΩs LMS is intended for keeping record of trainees, and it does not matter i 
A| ´  Tª « ´º³Jº ­«Ż´ 25?  ´  «ºX«TXT Z­³ ¦XX° «z ³XN­³T ­Z º³J «XX´ŵ J«T  º T­X´ «­º ªJººX³
if the training is online or in-person. The instructor-led training may be delivered in-person 
in a classroom or via online platform; and it is captured in LMS. An­º|X³  ´ ºÉ°X  ´ ż´XӃZ-paced 
­«Ӄ «X º³J « «zŽ º|Jº  ´ JÆJ ӃJMӃX º|³­Äz| º|X Ä´X³ °­³ºJӃ J«T 25? NJ°ºÄ³X´ º|X ³ N­ª°ӃXº ­«
for those as well. 
 

 
 
The above refers to Curricula and Programs. Curricula and Programs are made up of 1 or more 
courses. A curriculum can be a qualification, once the officers complete all training courses part of 
that curricula, they get a completion record against the qualification. 
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There are some other functions in this LMS. 
 
Approval process for enrolment to a class: 
ǎŸ 8iNX³ X«³­Ӄ´ Z­³ J N­Ä³´X Æ J Ä´X³ °­³ºJӃ 

ǏŸ ?É´ºXª ÇJ ºӃ ´º´ º|X ­iNX³  « º|X 25? $ӃJ´´ 

ǐŸ ´É´ºXª ´X«T J« XªJ Ӄ º­ º|X ³ ´Ä°X³Æ ´­³ 

ǑŸ ´Ä°X³Æ ´­³ º|X« J°°³­ÆX´ º|X ³X²ÄX´º 

ǒŸ ´É´ºXª Ä°TJºX´ º|X­iNX³Ż´ ³Xz ´º³J ­« ´ºJºÄ´ Z³­ª ÇJ ºӃ ´º º­ X«³­Ӄ  « º|X NӃJ´´

³X°­³ «z 
 
This LMS offers multiple reports:  
ǎŸ A³J « «z Ä« º NJ« N|XN¦ ²ÄJӃ `NJ ­« ´ºJºÄ´ Z­³ J« ­iNX³ ­³ ªÄӃ °ӃX ­iNX³´Ÿ 

ǏŸ .Z º|X ²ÄJӃ `NJ ­« |J´ J« XÈ° ³É TJºXŵ º|X 25? «­ `X´ º|X ­iNX³ Ç|X« º|X XÈ° ³É TJºX  ´

J°°³­JN| «zŸ 

ǐŸ .Z J ²ÄJӃ `NJ ­«  ´ J´´ z«XT º­ J« ­iNX³  « 25?ŵ J« ­iNX³ NJ« N|XN¦ Æ J Ä´X³ °­³ºJӃ Ç|Jº

N­Ä³´X´ º|XÉ «XXT º­ N­ª°ӃXºX  « ­³TX³ º­ JN| XÆX º|Jº ²ÄJӃ `NJ ­«Ÿ 

One step forward  

ƈ .« TXÆXӃ­°ªX«º ­Z 25?ŵ  º  ´ «XNX´´J³É Z­³ º|X A³J « «z C« º º­  TX« ZÉ Ç|Jº  º ÇJ«º´ º­ JN| XÆX

Ç º| º|X 25?Ÿ 25? ªJÉ |JÆX ZÄ«N ­«´ ­« NӃJ´´ X«³­ӃªX«ºŵ Xƈ2XJ³« «z J«T ¦XX° «z ³XN­³T J´ º| ´

 Tª « ´º³J ­«Ÿ 

ƈ .º ªJÉ |JÆX °­ºX« JӃ´ º­ JTT ª­³X ZÄ«N ­«´ŵ  ŸXŸ «XXT´  TX« `NJ ­« ­³  «N­³°­³J ­« ­Z F$8

$2 1$ŲŸ 
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6. TRAINER 

 

Survey results 

Challenges members encountered in the Training Preparation Stage 

41% find ñassigning/engaging the appropriate trainers/teachersò 

Challenges members encountered in the Implementation Stage 

36% consider ñmaintaining/improving trainers 'delivery/facilitation skillsô 

 

 

 

                                              WCO Tool 
Trainers in Customs must have specific technical knowledge and skills related to their position in the 

administration, but they should also cover broader competencies, including leadership and management. 

They need relevant professional experience, effective training skills, and strong motivation for continuous 

improvement. Trainers should actively update their knowledge and participate in courses and short-term 

programs to stay current. A diverse trainer profile, including senior Customs officers, academics, and 

experts, enriches trainees' perspectives and expertise. Ensuring high-quality and ongoing trainer 

development is crucial for improving both individual and organizational performance.  

[Source: WCO. 2015. WCO Framework of Principles and Practices on Customs Professionalism (p.85-86)]
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     Membersô Practices 

Administrations assign field officers for 

temporary trainers 

The ROCB survey in 2022 shows that more than 

half of the respondents say that they do not have 

dedicated trainers in their Administrations. 

Instead, they ask field officers to conduct training 

as temporary trainers. 

Case 1 - Strategic Trainer Allocation and 

Knowledge Transfer: Ensuring Sustainable 

Capacity Building 

Several Administrations say that appropriate 

trainers will be assigned concerning their 

qualification and field experience to cope with 

the training needs. 

Å Among them, an Administration conducts, 

under the leadership of the training section, 

consultation with internal trainers and 

facilitators on best way forward to address 

issues as a team. 

Å With the challenge of an aging society, 

most of the valuable and experienced 

officers will soon be retired, therefore, this 

Administration set up a train the trainer 

program to transfer their expertise to the 

junior staffs before retirement. 

Å This Administration hires temporarily retired 

trainers as volunteers to provide the course 

on certain subjects such as HS, valuation, 

and customs procedures. Retired teachers 

teach courses at the Training Center, and 

discuss important topics such as 

curriculum, teaching methods, and how to 

deliver training to young teachers. They call 

it the mentorship program. 

Case 2 - Building Expertise: Qualifications 

and Development of Full-Time Customs 

Trainers 

This Administration has full-time trainers and the 

following is its ideal trainer for Customs 

Administration: 

This Administration works with external experts 

to measure the current level of trainer capability. 

They then upgrade and reduce the gap by 

conducting various in-house training, 

dissemination, and training for trainers. 

  

Qualification  Description  

Relevance Work 

Experience 

Prior work experience in 

their Administration 

Expertise in Customs Knowledge and specialize 

in the excise, customs, and 

law enforcement 

Advanced Education Masterôs degree or higher in 

a relevant field 

Certified Trainers Certified trainer status 

Skillset Expertise in developing 

training materials (Modules, 

papers, books) 

Active Professional 

Engagement 

Active participation in 

seminars, workshops, and 

other relevant program 
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Case 3 - Strategic Management of a Trainer 

Pool: Ensuring Excellence  

Although this Administration does not have full-

time trainers, it demonstrates its commitment to 

excellence through an approach to manage a 

pool of trainers. The Pool of Trainers is 

structured into three distinct categories: 1) 

Understudy, 2) Resource Persons, and 3) 

Subject Matter Experts (SME), each categories 

having specific qualifications that trainers must 

meet. 

The Administration is committed to the ongoing 

development of its trainers through the Train-

the-Trainer (TOT) workshops. These workshops 

focus on enhancing delivery and facilitation 

skills. Participants gain knowledge and 

techniques for effective lecture delivery, and 

appropriate materials. By conducting the TOT 

workshops at least once a year, the 

Administration ensures that its trainers are 

consistently updating their skills and stay up to 

date with the latest training methodologies. In 

Addition, the trainers in this Administration are 

given priority for attending international training 

sessions. This will expand the trainerôs 

knowledge and enhance their expertise in their 

respective fields. 

 

 

 

While the Pool of Trainers covers a wide range 

of topics, certain areas may require specialized 

knowledge beyond its in-house capabilities (e.g., 

civil service-related trainings). In such cases, the 

Administration sources subject matter expert 

from other agencies and private entities to fill 

these gaps. 

Case 4 - Developing and Managing Trainers: 

A Comprehensive Approach to Customs 

Training Excellence 

They have 10 Full-time trainers selected from 

officers at the Supervisor or Assistant Supervisor 

level from regional Customs, along with visiting 

lecturers from Headquarters and National 

Centres (e.g. HS Centre, Valuation Centre, ROO 

Centre). Additionally, they hire trainers 

externally for specific courses, including those 

from universities, police department, coast 

guards, other Ministries, private companies, and 

language schools. 

For the trainer development program, Trainers 

can engage in outsourced trainings, self-

development through books, videos, and 

observing lectures by other Training Centre 

trainers. They can update their knowledge by 

reading organizationôs policy documents, 

attending meeting organized by national 

centres, and observing frontline operations. 

Additionally, regular meetings are held to share 

teaching methods. Trainers are evaluated based 

on feedback from trainee through questionnaires 

and direct reaction, along with peer reviews with 

other trainers.  
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The óTrain the trainerô Program covers teaching 

techniques, voice training, and case method 

exercises. 

¶ During the Train the trainer Program, 

they discuss also on the qualification of trainers. 

Trainers shared their opinion that the 

qualification of trainers varies depending on the 

level of the course and the trainee. However, 

they all agree that the trainer should undergo 

training. Some shared that sometime they find it 

a challenge to be a fulltime trainer because they 

are all the practitioner, not a professional trainer 

like academic institutions. The discussion 

involved how to motivate customs officer to be 

a trainer, which comes with several solutions 

such as make it as a good career path. 

 

 

 

 

 

 

Case 5 - Structured Trainer Management 

System for Full-Time and Part-Time 

Instructors  

In this Administration, they have trainer 

management system for both full-time and 

part-time trainers. Full-time trainers apply for 

dedicated positions focus on teaching and 

undergo regular evaluations. Part-time trainers 

who perform training in addition to their primary 

roles, they first apply to become a trainer, then 

partner with mentors and deliver training under 

the supervision of the mentors. Once approved, 

they receive financial allowance and can deliver 

courses independently; every two years, another 

trainer observes their classes to check the 

quality of their training. 

Case 6 - Trainer Assessment for Quality 

Assurance 

This Administration implement comprehensive 

evaluation system that covers key aspects to 

ensure the highest standards of training quality. 

Trainers undergo monthly evaluations that cover 

teaching effectiveness, professional 

development, contribution to institutional goals, 

and trainee engagement. The assessment 

process includes classroom observations to 

determine trainerôs readiness for continued 

responsibilities or areas that requiring further 

development before assuming full 

responsibilities. The trainers are assessed in the 

following aspects; 

Ǐ Subject Matter Expertise 

Ǐ Teaching Experience 

Ǐ Communication Skills 

Ǐ Passion for Teaching and Learning 

Ǐ Interpersonal Skills 

Ǐ Innovative and Creative Thinking 

Ǐ 
Commitment to Continuous 
Improvement 

Ǐ Cultural Sensitivity and Inclusivity 

Ǐ References and Feedback 
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     Membersô Discussion 

Essential qualification 

The essential qualifications for effective 

trainers are as follows; 

Communication skill, good listening skill, 

operational experience, passion, technical 

computer skill, interpersonal skill, leading skill, 

facilitation skill, mentoring skill, a high level of 

empathy to understand the trainees, critical 

thinking skill, analytical thinking skill, 

adaptability, confidence, willingness, open mind 

and integrity etc.  

The essential qualifications for effective 

trainers include personal competencies. 

How can these skills be developed?  

Cultivating the essential qualifications is more 

about gaining experience than teaching. The first 

step is to try teaching in small groups and then 

gradually move on to larger groups. The first-

time trainers teach, they will be in a small group, 

and then in a larger group. In this process, it is 

crucial to motivate each other by creating a 

buddy or mentoring system and having 

predecessors give advice to prospective 

lecturers. ñTobacco smugglingò and ñlow-priced 

tax returnsò could be presented as some 

examples for case scenarios. 

 

 

 

 

What skills should the trainer have? 

1. Mastery of Subject Matter 

There is an argument that trainer must possess 

extensive knowledge and skill in the subject 

matter they are teaching to provide accurate 

information and effectively respond to 

participants' queries. Admitting that the 

ñextensiveò knowledge is required, there are 

some situations that these experienced officers 

are not available.  Also, there is another 

argument that full-skilled trainers are need to be 

developed gradually and not all the trainers may 

not be the ñmastery of subject matterò.  There is 

an argument that, in practice, the developing 

trainer may conduct a part of training while more 

experienced officer is in the back-up to respond 

to traineeôs questions. 

2.  Pedagogy 

It is recommended that the trainer should have a 

solid understanding of pedagogy. 

However, it is arguable that normal Customs 

officers know about pedagogy. Therefore, 

alternatively, they should know the strategies for 

engaging adult learners. Additionally, the trainer 

should be able to utilize various methods of 

instruction to meet the unique needs that vary 

among learners, including an extensive range of 

teaching methodologies to effectively 

communicate with trainees. 
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3. Public speaking 

The trainer should possess effective 

communication skills, including the ability to talk 

confidently in front of an audience. This requires 

mastering public speaking techniques such as 

maintaining eye contact, listening intently to the 

audience, and fostering participation throughout 

training sessions. 

4. Facilitation  

The trainer should possess the ability to 

effectively facilitate the training session, 

professionally establish an appropriate learning 

atmosphere, and effectively motivate and 

encourage participants to actively engage in the 

workshop. They should also demonstrate 

patience and flexibility in the situation. 

Furthermore, they should demonstrate empathy 

and attention towards the needs of the 

participants. 

5. Presentation 

The trainer should thoroughly analyze the 

content, and adhere strictly to the primary 

objective of the course. Expertise in delivering 

presentations and creativity are essential skills 

for a trainer. Furthermore, the presentation 

should have an organized structure, simplicity, 

and ease of understanding. Presentation skills 

facilitate traineesô understanding but it is argued 

that they are good to have, but not a must 

because they are tactical way of delivery. 

 

 

 

How to develop trainers 

While the background qualification is essential, 

the Members emphasized that developing 

effective trainers also relies on gaining hands-on 

experience. They identified an approach to 

develop effective trainers 

1. Start with Small-Scale of Training  

Assign new trainers to teach smaller group or 

conduct shorter sessions. This approach allows 

them to build confidence and refine their skills in 

a less pressure environment. 

2. Progressive Scaling 

When trainers have experiences and increase 

their confidence, gradually increase the size of 

their participants and the complexity of the 

content. 

3. Buddy System and Mentorship  

Implement a system where new trainers are 

paired with Mentors or buddies. This system will 

provide platform for feedback and guidance. 

 

 

Courtesy of Customs Administration of India 
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Securing good trainers 

¶ Administrations have discussion on the 

incentives to motivate employees to take 

on training roles in addition to their main 

responsibilities. The main focus was on 

offering financial allowance to 

compensate for the additional works and 

preparation time required for training 

duties. 

¶ The certified ñMaster Trainerò should be 

known and utilized as trainers at each 

administration and, where appropriate, 

neighbouring countries. 

¶ In this Administration, though there are 

no dedicated full-time trainers, pool of 

trainers is registered from experienced 

officers. Based on the contents of 

training, the trainers are selected from 

this pool. 

Courtesy of Customs Administration of Korea 
 

 

 

 

Motivating employee to become trainers 

Encouraging employee to take on training 

responsibilities in addition to their regular work 

can be challenging. Members proposed several 

strategies to motivate employee to become a 

trainer. 

1. Recognition and Rewards  

Implementing a system that values and rewards 

the additional responsibilities of trainers. This 

may include formal acknowledgment programs, 

performance-based incentives, and promotions. 

2. Professional Development Opportunities 

Offer exclusive access to advanced learning 

opportunities, international training and 

conferences to broaden their expertise. 

3.  Career Advancement 

Design and develop career paths that 

incorporate training roles. Demonstrate how 

serving as a trainer enhance their professional 

development. 

 

 

Courtesy of Customs Administration of Hong Kong, China
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                             One Step Forward 
 

To ensure the continued excellence of instructorsô teaching skills, the following practices are beneficial: 

 ̧ Conduct Regular Observations: Schedule third-party observations to assess and enhance 

instructorsô teaching skills after Training of Trainers or upon appointment. 

 ̧ Provide funding and resources to support trainers in improving their delivery and knowledge. 

 ̧ Recognize and Reward Trainers: Acknowledge trainersô efforts and achievements through 

recognition programs and positive feedback mechanisms. 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Cambodia 

 

 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of China 
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7. TRAINING MATERIAL 

 

Survey results 

Challenges members encountered in the Training Preparation Stage 

32% find ñDeveloping the appropriate training materials to achieve the goalsò 

                                              WCO Tool 
The Guide To Implementing Competency Based Human Resource Management In A Customs 

Administration Environment introduces the development of training materials in a step-by-step process, 

to generate the most significant learning in the shortest period of time. In particular, it recommends 

reviewing existing training materials before developing new ones, avoiding duplication of the contents, 

and effectively managing resources to develop materials. Development of a Trainersô Handbook which 

provides an overview of the training scope, lesson plans and guidelines on the use of training materials 

and development of Participantôs Handbook which includes training objectives, the course outline, and 

other information required by the participants will also contribute to achieve the objective of training.  

Training aids are all items and facilities, including printed documents, equipment and technology, used 

to facilitate the communication of ideas, principles, concepts, facts, observations and all other information 

and data necessary to achieve the training objective(s). Categories of training aids include visual aids 

such as flip charts and samples, or multimedia aids. 

Training aids are all items and facilities, including 

printed documents, equipment and technology, used 

to facilitate the communication of ideas, principles, 

concepts, facts, observations and all other information 

and data necessary to achieve the training 

objective(s). Categories of training aids include visual 

aids such as flip charts and samples, or multimedia 

aids. 

   

Source: WCO. 2015. WCO Framework of Principles and 
Practices on Customs Professionalism (p.99-101)] 
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     Membersô Practices 

Membersô Practice in Development of 

Materials 

Usually, training materials are owned and 

governed by Customs. For those cases, different 

Administrations utilize varying strategies for 

developing training materials, which can be 

categorized in three different approaches. Each 

approach demonstrates unique organizational 

structure and priorities in developing the training 

materials. 

Case 1 - Adopting Pre-Existing Materials 

Some Administrations draws on a range of 

resources, including legislation, procedural 

manuals, case studies, materials shared at 

international workshops and WCO tools as 

training materials. These materials are 

sometimes adapted to meet specific 

organizational needs. 

Case 2 - Dedicated Material Development 

Team 

In some Administrations, the process of 

development of training materials is a 

collaborative effort undertaken by a dedicated 

team. These teams work to create 

comprehensive training content. Once the 

content is developed, these materials are 

presented to senior management for their 

endorsement. 

 

 

Case 3 - Structured Committee 

Certain Administration adopt a more structured, 

committee-based approach. In this model, a 

committee is established, head by the executive 

in charge of HRM at the managerial level. This 

committee provides overall direction and 

oversees the sub-committee, each composed of 

subject matter experts in specific area. These 

sun-committee are responsible for determining 

the content of the materials. The actual draft of 

training materials is carried out by various 

division in the Headquarter, under the 

supervision of the relevant sub-committee. The 

main committee conducts a review every two 

years to ensure the content remains relevant. 

Case 4 - Direct Development by Instructors 

In this Administration, trainers who are in charge 

of each subject (e.g. Customs Valuation, HS, 

ROO etc.) are responsible for compiling the 

standard textbooks. When trainers compile 

them, they can consult with relevant sections 

such as HQ and centre (e.g. HS centre, IPR 

centre etc.) Based on the level of trainees, 

several versions of textbooks are compiled. 

These textbooks are used not only for trainees 

but also utilized for all frontline officers through 

Customs intranet system.  The contents of 

textbooks are reviewed once a year. In addition 

to the standard textbook, trainers utilize other 

materials such as power point, mini-test etc. by 

their own initiative. 
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Case 5 - Development by Faculty 

 

 

 

 

 

 

 

 

This administration implements on-the-job 

training. In the training, a task book is issued to 

the officer which outlines a set of measurable 

tasks which must be completed over a set period 

of time when gaining on-the-job experience in 

operational environments. The task book is 

signed by their operational supervisor and is 

submitted to the training department for final 

review. Task books are linked to the core 

capability units and role specific capability 

blocks. They contain assessments for 

completing documentation, writing reports, 

systems training, carrying out activities and 

participating in events. Task books are normally 

accompanied by an evidence folder, whereby 

the officer collects various forms of supporting 

documentation and submits this as part of their 

evidence of completion for that particular task. 

Membersô Practice in Revision of Materials 

If the materials are owned and governed by 

Customs, the revision processes are not really 

complicated. If it is not, updates are not that 

easy.  

The procedure of revision is usually the same as 

the development of materials. For example, if the 

development was done by Committee, the 

review is done by the Committee; If it is done by 

instructors, the review is done by the instructor.  

Revision cycle varies. It can be on request basis, 

annually, or once in two years. Usually once the 

laws and regulations change, or new initiatives 

are implemented, or even when they conduct 

training, materials are updated accordingly.  

Online learning materials may be bit more 

complicated to revise.  In an Administrationôs 

online management system, alarms are set at 

three years after its launch so that modules can 

be reviewed on a regular basis. 

Case 6 - Flexible Material Management and 

Trainer Support System 

The trainers in this administration are 

responsible for updating their material. Staffs at 

the Academy will work co-ordinately with the 

trainer and assist them to revise the material. 

Trainers have flexibility to utilize and update the 

training materials, with no obligation to utilize the 

same training material for a particular course, as 

long as the training outcome meets the learning 

objectives. They use two trainers for one subject, 

one is a lead trainer and one is a backup 

/assistance trainer. If the lead trainer is not 

available, so the backup trainer can continue the 

training.  
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Case 7 - Pilot Testing and Continuous 

Improvement 

This Administration adopts the idea that pilots / 

user acceptance testing. The pilot must be 

conducted to confirm that the materials 

developed are fit for purpose, and that any 

changes to materials are addressed prior to the 

training being implemented. Trainers must be 

supported to familiarize themselves with the new 

materials and advised how feedback will be 

captured in the evaluation process. 

In this Administration, a regular review is carried 

out once a year, and also whenever there is a 

change in the law or a request for improvement 

from the experts. They use their management 

training material and evaluation report for the 

maintenance. Furthermore, the experts who 

have used the materials are contacted to discuss 

areas requiring improvement. 

Case 8 - Collaboration with Other Ministries 

in Training Material Updates 

In this Administration, Ministry of Justice 

regularly review and update the training 

materials. Trainers are responsible to prepare 

for their own materials. Trainers utilize the 

guidelines and tools developed by relevance 

departments or agency such as WCO. 

 

 

 

 

Membersô Practice in Utilization of CLiKC! 

and CEN 

WCOôs training materials, including the 

e-Learning platform CLiKC!, provide useful 

information on legal aspects and the recent trend 

for free of charge for Members. Despite its 

language limitation in English and French, it is 

encouraged to use them. 

Here are some cases on how Members utilize 

them. 

 ̧ There are many Administrations utilize 

CLiKC! and CEN with no translation. 

Some have advantages because their 

official language includes English. 

 ̧ Many administrations do not use 

English as official language. 

 ̧ An Administration used to translate the 

CLiKC! and provided access to officer and 

encouraged them to use the tool. 

Nowadays, they find that translating the 

tool require a lot of effort, so they didnôt do 

that anymore. However, some research 

institutes may translate them.  

 ̧ Some Administrations translate core WCO 

tools to their local languages, i.e. Rules of 

Origin, HS, Customs Valuation, e-

commerce, GED guidelines. Some officers 

translate them on voluntary basis. 
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     Membersô Discussion 

Members identified key challenges in managing 

training materials and proposed practical 

solutions. 

Ensuring the quality control of training 

materials 

 ̧ Implement a peer-review process where 

other trainers or a dedicated committee 

evaluate training materials. 

 ̧ Gather feedback from training participant 

to gain insights into the effectiveness of 

the materials from the userôs perspective. 

 ̧ Conduct annually review of the content to 

ensure information remains update and 

relevant. 

Enhancing Participants Engagement 

 ̧ Incorporate regular knowledge check 

session to enhance learning retention and 

maintain participantôs active engagement. 

 ̧ Design interactive elements such as group 

discussion, case studies, and hand-on 

exercise. 

 ̧ Develop training materials with a clear, 

user-friendly design to reduce cognitive 

load and help participants focus on 

learning. 

 ̧ Tailor training content based on traineeôs 

backgrounds and experience. 

 

 

 

Lack of proper storage and management of 

training materials 

 ̧ In some Administration, training materials 

are not kept appropriately. When trainers 

change, the new trainers often have to 

create the new material because existing 

material are not kept or organized 

appropriately. 

 ̧ Creating a centralized database or deposit 

system for storing all training materials. 

This ensures new trainer have access to 

existing resource and maintain continuity 

and consistency in training delivery. 

 

Internet connectivity limitation  

 ̧ While E-learning has many advantages, 

particularly in terms of cost-effectiveness 

and the ability to reach a large number of 

participants, there are major problems with 

the internet environment in remote areas 

and border regions. 

 ̧ Develop training materials and use 

software that can function without internet 

connection.
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                             One Step Forward 
 

To ensure the continued excellence of instructorsô teaching skills, the following practices are beneficial: 

 ̧ The procedures on the development and revision of materials depend on each 

Administration.  The important aspect is how to control the quality. It should have someone 

who have expertise look at the material drafted. 

 ̧ Engaging retired trainers/lecturers can also be an idea to create better training materials, it 

has another aspect of facilitating seamless succession planning for training responsibilities. 

 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Hong Kong, China 

 

 

 

 

 

 

 

 

Courtesy of Customs Administration of Malaysia 

   






















































