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ABSTRACT

This study investigates the guidelines for enhancing government service
efficiency in the inspection and certification of agricultural product standards (GAP)
through the use of an e-Service system by the Agricultural Land Reform Office (ALRO).
The objectives are to Examine the changes in service quality for GAP certification
resulting from the implementation of the e-Service system. Analyze problems
encountered in utilizing the e-Service system for managing the inspection
and certification of agricultural product standards (GAP) for farmers within agricultural
reform areas. Propose recommendations for developing more efficient government
e-services for the inspection and certification of agricultural product standards (GAP).

The researcher employed a dual-approach research design, incorporating
both quantitative and qualitative methodologies. The quantitative research involved
collecting data from users of agricultural product inspection and certification services
using questionnaires. Data collection occurred both before and after the

implementation of the e-Service system. The study utilized the SERVQUAL model
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(4)

to assess service quality, analyzing results across its five dimensions: 1) Tangibles,
2) Reliability, 3) Responsiveness, 4) Assurance, and 5) Empathy. Inferential statistics
(Paired Sample T-Test) were used to compare service quality levels and determine
if improvements occurred. For the qualitative research, the researcher conducted
In-Depth interviews with three groups of stakeholders involved in the e-Service system
for agricultural product inspection and certification: 1) policy-level administrators,
2 ) digital service designers and developers, and 3) system users. The aim of
the qualitative phase was to identify and address issues and obstacles encountered
during e-Service system usage, ultimately leading to recommendations for enhancing
service efficiency.

This study found that the quality of service after implementing an e-Service
system for agricultural product inspection and certification improved across all five criteria.
Recurring issues or obstacles in using the e-Service system, identified through qualitative
analysis, include: structure, authority, and responsibilities; budget; personnel; and resources.
This leads to short-term recommendations for e-Service system development, primarily
focusing on personnel development. This involves enhancing knowledge, understanding,
and digital skills among service providers to improve their ability to develop and utilize the
e-Service system. Additionally, farmers benefiting from the e-Service system will receive
digital skill development for using digital government services. For budgetary concerns, plans
are in place to ensure prudent and efficient operational planning and to secure funding for
projects transitioning to digital systems, aiming for the development of a digital organization.
Long-term e-Service system development plans emphasize sufficient allocation of digital
resources and the implementation of measures to enhance cybersecurity against threats.
Regarding structure, authority, and responsibilities, the study suggests holding discussions to
prepare for flexible adjustments to structures or processes, ensuring readiness to support

digital services.

Keywords: e-Service, SERVEQUAL, Service Quality
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! Schumpeter, Joseph Alois, Capitalism Socialism and Democracy (London:
Taylor & Francis, 2003), chap. 7, 68.

% Evan, William M, Organizational Lag Human Organization (London: Taylor
& Francis, 1966), 51-53.

® A3AY BNTINAT, “N1TTANITFeANIUIRNTIY,” d1UNUNTANTINUVIYIA
(eAnsuwIvw), Aududiotuil 1 Suaau 2567, https:/ifi.nia.or.th/wp-content/uploads

/2020/09/Innovative-Organization-BOOK digital 09-2020.pdf.
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duAuil aTudl 1 5winAu 2567, https:/ifi nia.or.th/wp-content/uploads/2020/09/Innovative-

Organization-BOOK_digital_09-2020.pdf.

4 ﬂmzﬂiimmitﬂ’umﬁlaum"’mﬂsimaqﬁ’wﬂ’ﬂmmam%miamw:t,muswgi,
“wﬁummé’wL%suENmsﬁui’mmimmdauswmsé’aﬁ’ﬂ%’gam,” AuduidloTudl 1 Sunau 2567,
https://web.parliament.go.th/view/55/about_innovation/TH-TH.

> A0 ADNITINAT, “N1ITANTERANIUTANTIY,” AuduiloTuil 1 Sunneu 2567,
https://ifi.nia.or.th/wp-content/uploads/2020/09/Innovative-Organization-BOOK
digital_09-2020.pdf.
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" Max Weber, The Theory of Social and Economic Organization (New York:

Free Press, 1947), 340.
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8 Valarie A. Zeithaml, A. Parasuraman, and Leonard L. Berry, Delivering Service
Quality: Planning Customer Perceptions And Expectations (New York: The Free Press,
1990), 41-50.

? A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, “SERQUAL: A multiple
— item scale formeasuring customer perceptions of service quality,” Retailing Critical

Concepts, 1, no. 1 (2002): 140.
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% Koehler Jerry W. and Joseph M. Pankowski, Quality Government: Designing

Developing and Implementing TOM (Florida: St. Lucie Press, 1996), 184-185.
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" Jessica Santos, “E-service quality: a model of virtual service quality dimensions,”
Managing Service Quality: An International Journal 13, no. 3 (2003): 233-246.

12 A Parasuraman, Zeithaml Valarie A., and Arvind Malhotra, “ES-QUAL: a multiple-
item scale forassessing electronic service quality,” Journal of Service Research 7, no.3
(2005): 213-233.

B Wolfinbarger M. and Gilly M.C., “eTailQ: dimensionalizing, measuring and

predicting etail quality,” Journal of Retailing, 79, no. 3 (2003): 183-198.
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