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In this dissertation, the researcher investigates electronic government
(e-Government) in the Kingdom of Thailand (Thailand) through examining
the website services provided through the websites of three government
agencies. The websites under examination are those provided by the Royal
Thai Police, the Social Security Office, and the Revenue Department. In
carrying out this inquiry, the researcher investigates (1) factors predictive of
and influential on the success of e-Government in the aspect of providing
service to members of the general public via websites; (2) compares the
success of e-Government for each of the three public agencies examined as

individual case studies; and (3) considers problems in and obstacles to the use
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of e-Government in the use made by the three public agencies examined in the
aspect of providing services to members of the general public via websites.

The researcher used a quantitative research approach in the collection
of relevant data from 1,500 members (500 from each website) of the general
public who used the website service of the three public agencies under
examination, viz., the Royal Thai Police, the Social Security Office, and the
Revenue Department. Using techniques of both descriptive and inferential
statistics, the researcher analyzed the data collected by means of principal
component analysis (PCA) and path analysis.

Findings are as follows:

1. The success of e-Government in the use of websites by the three
agencies investigated in the dimensions of efficiency, economy, and
interaction was influenced by the factors of services, information, and
networks.

2. In an endeavor to determine factors important to augmenting the
success of e-Government using websites, the researcher found that the
following considerations would be beneficial to this end: (1) The Royal Thai
Police could augment its success in e-Government in the aspect of interaction
by means of improving and developing the services it provides through its
website, improving the information provided in its website, and developing a
network system so that connections could be made with other websites.
Greater agency success in using its website in respect to the economy would

come about if the website was developed so as to become more efficient in the

(8)
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three aspects just noted. (2) The Social Security Office could be more
successful in e-Government endeavors in using its website provided that it
improved and developed its website services and its network system in
making connections with other websites. The success of electronic
government via websites in the aspect of the economy would be fostered
provided that services offered in the website and its system of networks in
making connections with other websites were improved. (3) The Revenue
Department could become more successful in e-Government via its website in
the aspect of interaction by improving and developing the services it provides
on its website, giving additional information on its website, and enhancing the
operational efficacy of its network system in making connections with other
websites. This agency could enjoy greater success in e-Government via
websites in the aspect of economy if there were improvements made and
further development in the services and information it provides on its website.
Greater success in the aspect of efficiency could also be achieved if there were
improvements in and development of the website and the information it
provides.

3. Problems in and obstacles to e-Government via the three websites
investigated are as follows: (1) In respect to the website of the Royal Thai
Police concerning the aspect of information technology, the researcher found
that the website could not be used on a 24-hour basis. In the aspect of
information, content was incomplete and arranged in a disorderly manner. As

for the aspect of website system, no links with other public agencies were

)



247164

found. In the aspect of services, it was determined that no distinctions were
made between previous and updated or current information. The upshot was
confusion and difficulty in searching for information. (2) In regard to the
website for the Social Security Office pertaining to the aspect of information
technology, the researcher determined that the website was deficient in
services provided. In the aspect of information, contents were incomplete.
The language used was too formal. In respect to the aspect of website system,
links to other public agencies were not given. In the aspect of services, public
relations were inadequate in view of the fact that users were not given
adequate information showing them how to work through the website.

(3) Concerning the Revenue Department website, the researcher ascertained
that the website was inadequate in the aspect of information technology since
it did not provide sufficient services. In respect to the aspect of information,
contents were determined to be incomplete. Characters on the website were
too small. Regarding the aspect of website system, links with other public
agencies were not found. As far as the aspect of services is concerned, it was

found that information pertinent to services provided was also incomplete.

(10)
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