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The purposes of this research were to examine: 1) the strategy of communication
program to promote consumer’s perception and behavior of government unit’s web sites 2)
consumer’s perception of governmental messages and communication tools and 3) consumer’s
behavior of government unit’s web sites usage. The research was conducted in 2 parts. The first
part was qualitative research by in-depth interview with representatives from the Revenue
Department and TOT co., Ltd. The second part was quantitative research by surveying. The
respondents were 455, aged between 25- 45 years old who use internet at least one hour per

week.

The results from the interview indicated that both government units have based their
communication strategy on 4 procedures: 1) specify target audience 2) set objectives 3) determine
message direction and 4) utilize communication mix between offline and online media. But there

were differences of details in each procedure which depended on budget and time factors.

It was also found that consumers had low level of message and communication tool
perception. In addition, it was discovered that consumers had low level of behavior. The major
factor consumers used for decision making in using services on website was the trustworthiness
of the government units who were responsible for the online service. Moreover, consumers

tended to repeat the usage because they found the service satisfying.



