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ABSTRACT

Title of Thesis E-Public Service from Public Policy and Resource —
Based Perspectives : Case Studies of E-Library Service

of Higher Education Institutions

Author Miss Laksana Siriwan
Degree Doctor of Public Administration
Year 2010

The objectives of this study are 1) to study qualities of e — public service of higher
institution libraries 2) to suggest the model of relationships among the factors affecting qualities
of e-public service of higher education institution libraries 3) to test the model of relationships
among the factors affecting qualities of e-public service higher education institution libraries and
4) to analyze the conditions which support the factors affecting qualities of e-public service of
higher education institution libraries.

This study adopted the approach in combining theories of policy implementation from
public policy perspectives and resources-based perspectives to create a compressive model to
explain the factors affecting qualities of e-public service of higher education institution libraries.
The proposed determinants that affect the qualities of e-public service of higher education
institution libraries comprise the followings : resources (financial resource and coordination
network), information technology capacities (information technology infrastructure and
information technology and technology management knowledge), organization commitment
and customer communication.

The research was conducted using both quantitative and qualitative approaches. The
quantitative method focused on studying the factors affecting qualities of e-public service from
questionnaires distributed to library administrators of higher education institutions throughout

Thailand, students (customers), and website specialists. The qualitative method focused on



(6)

studying the contexts, problems and conditions which support the factors affecting qualities of
e-public service of higher education institution libraries and recommendations on improving
e-library service by interviewing the officer responsible for e-library service policy
implementation and library administrators of six higher education institutions.

The quantitative results analyzed by hierarchical multiple regression analysis indicated
that the factors affecting qualities of e-public service of higher education institution libraries
were financial resource, coordination network, information technology infrastructure and
customer communication at the 0.05 statistical confidence level . The qualitative results of case
studies indicated that the factors affecting qualities of e-public service of higher education
institutions libraries were financial resource, coordination network, information technology
infrastructure, information technology and technology management knowledge, organization
commitment and customer communication.

The theoretical contributions gained from the field research are 1) a new public policy
perspective highlighting that the effectiveness of policy implementation depends on having and
using tangible resources (financial resource and information technology infrastructure) and
intangible resources (coordination network) and customer communication 2) a new resources -
based perspective which suggests that the performance of higher education institution libraries
depends on giving and taking resources among organizations 3) improvement of the quality of
e — public service measurement including new dimensions of service provider satisfaction
(internal performance), website quality and customer satisfaction.

Finally, from the results of the empirical analysis, it is recommended that higher
education institution libraries focus on tangible resources (information technology infrastructure
and financial resource) and intangible resources (coordination network). In addition, higher
education institution libraries should pay attention to the appropriate customer communication
activities to influence users’ positive perception on e-library service which should lead to a

greater user satisfaction and in turn will improve the qualities of e- public service.
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