
 

 

The Development of e-Service in Thai Government 
 

N. Sukasame 
 

ABSTRACT 
This study aims to elicit and identify the factors 

affecting the e-Service provided on the Web portal of 
Thailand’s government. Respondents are under-
graduate students from five universities who have 
exposed to the government’s Web portal. The results 
reveal that there are positive associations between the 
perceptions of e-Service on the Web site and the five 
factors including reliability, content, ease of used, 
linkage, and self-service respectively. Discussion and 
implications are presented. 

 
INTRODUCTION 

Today, the advent of various innovations in the 
area of electronics has driven excessive global 
development. Especially, an information technology 
revolution has brought about the far-reaching 
changes, affecting almost every aspect of life in the 
modern world (Harpaz, 2002). The relative ease of 
obtaining and using information has led to radical 
shifts in product and service delivery (Bitner et al., 
2000). As today’s products and services exist in 
digital form and be delivered through information-
based distribution channels such as the Internet, the 
most visible and explosive information technology 
tool (Hagg et al., 2000). However, the Internet has 
changed the way companies communicated, how 
they share information with business partners, and 
how they buy and sell. Additionally, the Internet 
enables e-Service move to the forefront of technology 
priorities (Damanpour, 2001). According to Santos 
(2003), one of the important factors of the Internet is 
that it offers an interactive function with its 
customers. Companies that take advantage of this 
interactive function are considered to have good      
e-Service quality (Hagg et al., 2000). Yet, few academic 
researchers have addressed the factors affecting the      
e-Service provided on the Web portal especially in the 
context of Thailand. The only present research on          
e-Service based on technology concerns expected use 
rather than customers’ experiences of using this kind   
of service. Therefore, the overall aims of this study is   
to develop a conceptual framework and to elicit the 
factors affecting the e-Service provided on the Web 
portal of Thailand’s government. 

 
THEORETICAL BACKGROUND 

The Concept of e-Service 
There are various definitions given to the     

e-Service. For example, Reynolds (2000) views an 
electronic service or e-Service as the Web-based 
 

 
service delivered through the Internet. According to 
de Ruyter et al. (2000), an e-Service is an interactive, 
content-centered and Internet-based customer ser-
vices, driven by the customer and integrated with 
related organizational customer support processes 
and technologies with the goal of strengthening eh 
customer-service provider relationship. In addition, 
Surjadjaja et al. (2003) states that the concept of      
e-Service is not simply a combination of the words 
‘electronic’ and ‘service’. In a true e-Service 
operation part or all of the interaction between the 
service provider and the customer is conducted the 
Internet such as buying a ticket from the Web. 

According to Turban (2002), customer service 
that is performed on the Web, sometimes auto-
matically, is referred to as e-Service. It provides 
customer service to as sales transaction that is done 
either on line or offline. For example, if you buy a 
product offline and you need expert advice on how to 
use it for an unusual application; you may get the 
instructions online. According to Voss (2003), most 
companies, even in the U.K. and the United States, 
are still providing fairly limited e-Service. Voss 
distinguished three levels of e-Service:  

 
Foundation of service. This includes the 

minimum necessary services such as site 
responsibility, site effectiveness, and order 
fulfillment. 

Customer-centered. These services make 
the difference. These include order tracking, 
configuration and customization, and security. 

Value added. These are extra services such 
as dynamic brokering, online auctions, or train-
ing and education online. 

 
The Concept of e-Government 
As e-Commerce matures and its tools and 

applications improve, greater attention is given to its 
use to improve the business of public institutions and 
governments. Additionally, governments are employ-
ing modern information and communication techno-
logies to serve society better and faster at lower cost 
(Stamoulis et al., 2001; Teicher et al., 2002). Accor-
ding to Turban et al. (2002), e-Government is the use 
of information technology in general and e-com-
merce in particular to provide citizens and organiza-
tions with more convenient access to government 
information and services, and with delivery of public 
services to citizens, business partners and suppliers, 
and those working in the public sector. It is also an  



 

 

efficient way of conducting business transaction with 
citizens and business and within the governments 
themselves. 

Additionally, e-Government can be defined as 
the application of information and communications 
technology (ICT) to improve the efficiency and 
accountability of government. Common applications of 
e-government include online delivery of government 
information and services, e-Procurement, web-based 
licensing and registration, online taxation, intra-
governmental systems, and geographical information 
systems (GIS) (Voss, 2003). 

According to Turban (2002), the potential 
benefits of e-Government are to: 

Improve the efficiency and effectiveness of 
the executive function of government, including 
the delivery of public services. 

Enabler governments to be more “transparent” 
to citizens and businesses, by giving access to more 
of the information generated by government. 

Facilitate fundamental changes in the 
relationships between the citizens and the province, 
and among nation-provinces, with implications for 
the democratic process and structures of 
government.  

Provide people with more convenient access 
to government information and services, to 
improve the quality of the services, and to 
provide greater opportunities to participate in 
democratic institutions and processes.  
However, e-Government applications can be 

divided into the following major categories: a) 
government-to-citizen (G2C), b) government-to-
business (G2B), and c) government-to-government 
(G2G). However, government agencies are increasingly 
using the Internet to provide various services to   
citizens (G2C). 

Furthermore, e-Government presents a new and 
innovative approach to addressing the traditional 
problems of governance. Initial evidence has shown  
that e-Government has the potential to dramatically 
improve the transparency of government, leading to 
more accountability and less corruption. Furthermore,  
e-Government initiatives to streamline and computerize 
licensing and procurement processes have resulted in 
dramatic improvements in the business environment, 
especially for small and medium enterprises (Teicher   
et al., 2002). 

 
The development of Thailand’s e-Government 
Thailand’s e-government development has been 

driven since 1994 by the Sub-Committee of Promotion 
of Utilization of Information Technology in Public 
Organization where is under the National Information 
Technology Committee (NITC). Several measures have 
been imposed to support and promote this initiative 
such as computer training for mid-level officers, 
specifying minimum requirements of IT equipments for 
government agencies, CIO’s appointment in public 
sector, conducting IT Master Plan of ministries, 
departments & provinces, etc (Bangkok Post, 2001). 

In 2000, ASEAN countries endorsed the e-ASEAN 
initiative to promote potential of information technology 
in order to strengthen their competitiveness in the world 
economy. e-Government is one of the five key areas  
that ASEAN countries have committed to implement. 
On July 3, 2000, the Economic Cabinet considered 
the issues raised in e-ASEAN initiative, and envisioned 
that Thailand must first work on developing of              
e-Thailand as priority in order for preparing readiness 
for the country and minimize drawbacks in the 
development process of IT infrastructure. Five areas of 
e-ASEAN initiative are: 1) The establishment of the 
ASEAN information infrastructure, 2) The growth of   
e-Commerce, 3) The establishment of a free-trade area 
in products, services, and investments, 4) The 
development of e-Society, and 5) The establishment of 
e-Government (e-Government, Website). 

Consequently, e-Thailand initiative resulted from 
e-ASEAN initiative has driven NITC to appoint a 
sub-committee for e-Thailand development of which 
e-Government is one of the key development areas.  
Consequently Thailand e-Government project has 
been set up. The project important mandate is to 
coordinate and facilitate public organization in 
rendering good services through electronic media as 
Red-tape reduction one stop service, Rapid Response, 
Rural Coverage, and Round-the-clock or 24*7 service.  
E-Thailand key areas are e-Government, e-Society,      
e-Commerce Facilitation, Information Infrastructure and 
Liberalization (e-Government, website). However, the 
major goals of the e-Government Project in two years 
time (2003) are to coordinate and facilitate the 
implementation of Pilot Projects on various public 
services and to set up standards, guidelines, and 
manuals for interoperability for public agencies and 
electronic services in implementing the e-Government 
program. 

Therefore, the National Electronics and Computer 
Technology Centre (Nectec) is working out a 
measurement system to rate government agencies' 
progress toward e-Government. It will be called              
e-Government Services Measurement System 
(eGSMS). It is implemented to evaluate the readiness of 
agencies to provide e-Government and stimulate them 
to do so by monitoring their websites. Each agency’s         
e-Government development will be evaluated once a 
year on four categories: a)frequency of information 
update, b)electronic form provision, c) electronic 
transaction with security, and d) digital signature and 
network integration with other agencies to provide one-
stop service (e-Karnjanatawe, 2002).  

 
The government’s Web portal: www.thaigov.net 
A portal is a point of entry which enables citizens 

to have access to a full range of services without any 
consciousness of movement between Internet sites and 
where those services may be tailored to the user’s 
profile (Teicher et al., 2002). According to the 
Thailand’s e-Government framework, development 
work consists of four key steps: online information-



 

 

service development, simple transaction-service 
development, payment-gateway development, and 
electronic-procurement development (Boonruang, 
2002). Then, the government has improved its online 
communication with citizens with the launch of the 
Thaigove.net Web site on November 2001 (Boonruang, 
2001). This e-Government service portal site has been 
set up to be a single point of access for citizens 
contacting and dealing with particular departments. 
The site currently links to all government agencies’ 
Websites, allowing people to access general news, 
search directories, and receive a variety of e-Services 
(The Nation, 2002). With the e-Government service 
concept, Thai citizens will be able to contact the 
government electronically at any time and anywhere 
(Boonruang, 2001).  

The portal site is now developed the linkage with 
all government agencies to provide a basic information 
service to the people and deliver their services to the 
public such as renewing car licenses and online tax 
payment (Boonruang, 2002). Presently, it offers these 
services: a) e-Government service offers linkages to all 
governmental agencies and provides online infor-
mation services to public such as a variety of forms that 
can be downloaded or can be filled in and submitted 
electronically, b) daily online news, c) special scoop 
about Thai’s government policy, d) public forum, e) 
online articles about IT, and f) search-engine 
(Karnjanatawe, 2003). However, the development of   
e-government had passed the first step of encouraging 
government organizations to develop their websites and 
offer the general public access to information online. 
Then, the next step was to push the agencies to pro-  
vide online services to boost public participation 
(Karnjanatawe, 2002).   

Nevertheless, many previous researches have 
done on exploring the e-Government in foreign 
contexts. There are very limited numbers of research 
Thailand’s e-Government service. Probably, it is a 
new issue. Thus, this study is aimed to elicit and 
identify the factors affecting the e-Service provided 
on the Web portal of Thailand’s government.   

 
CONCEPTUAL FRAMEWORK AND 
HYPOTHESES DEVELOPMENT 

Understanding how the variable factors have the 
influence on the telecommuting requires a look at the 
variables defining it. These variables drawn from 
literature review include content, linkage, reliability, 
ease of use, and self-service. 

Content. In an e-Service context, content refers 
to concise, useful, and current information (Abels el 
al., 1999). Moreover, content refers to the presentation 
and layout of factual information and functions on 
the Web site (Santos, 2003). In accordant with 
respondents from Santos’ research advised that Web 
sites should “provide richness of detailed information 
and should “use simple words and phrases that are 
easy to understand”. According to Abels el al. 
(1999), the following characteristics are considered 

of unqualified content: superficial and repetitious 
information, uninformative content, advertisements, 
boring text, and lack of currency. Hence, the 
following hypothesis is tested: 

 
H1: Content has a significant effect toward the 

perception of e-Service through the Web portal. 
Linkage. Linkage refers to the number and 

quality of links that a Web site offers (Santos, 2003). 
According to Abels el al. (1999), linkage refers to the 
Web pages provide links that integrate relevant 
information at the site and at other sites. Linkage also 
provides access to related topics allowing serendi-
pitous discovery of information. There is a common 
agreement among respondents and researchers (Abels 
el al., 1999) that important factor is not only to set up 
the proper links and avoid broken links, but also to 
maintain these links frequently. Because a Web site 
often provides links to other web sits, regular 
checking is essential to eliminate links to Web sites 
that no longer exist or that are under construction or 
change. Poor quality of lined site damages the total  
e-Service quality (Santos, 2003). Therefore, it is hy-
pothesized that:  

 
H2: Linkage has a significant effect toward of  

e-Service through the Web portal.  
Reliability.  Twenty-year research on service 

quality shows that reliability is the most important 
dimension in all service (Zeithanl, 2002). According 
to Zeithanl (2002), reliability is associated with the 
technical functioning of the site, particularly the 
extent to which it is available and functioning 
properly. Santos (2003) refers to reliability as the 
ability to perform the promised service accurately 
and consistently, including frequency of updating the 
web site, prompt reply to customer enquiries, and 
accuracy of online purchasing and billing. Furthermore, 
Santos (2003) states that reliability includes the 
correctness of order fulfillment prompt delivery, and 
billing accuracy. It also can be used to measure 
customer perceptions of e-Service quality (Voss, 2003). 
In order to study the relationship of reliability and          
e-Service, thus, the following hypothesis is established: 

 
H3: Reliability has a significant effect toward 

the perceptions of e-Service through the Web portal. 
Ease of use. Ease of use is related to an easy-   

to-remember URL address, well-organized, well-         
structures, and easy to follow catalog, site navigability, 
and concise and understandable contents, terms and 
conditions (Santos, 2003). An overview of the site 
and appropriate navigation structures are available 
(Abels el al., 1999). Also, it is viewed as a benefit 
and accommodation to the Web-based service. 
Perceive ease of use is relative to messaging, 
browsing, and downloading activities (Teo, 2001). 
According to Dale, B.G. (2002), ease of use reflects 
the usability of the Web site during customer 
navigation and aims to reduce customer frustration. 



 

 

In line with the above reasoning, therefore, it is 
hypothesized that: 

 
H4: Perceived ease of use has a positive effect 

toward e-Service through the Web portal. 
Self-service. Laudon and Laudon (2002) 

emphasize that the Web and other network technologies 
are inspiring new approaches to customers service and 
support. In addition, these changes have occurred 
mainly through the development of technology-based 
self-service formats, which enable consumers to 
perform services for themselves quickly and 
conveniently (Bobbit and Dabholkar, 2001). Some 
common applications of automated self-service include 
conducting bank transactions through automated teller 
machines, shipping through the Internet, making 
reservations and purchasing tickets through kiosks, and 
using self-scanning systems at supermarkets (Bitner 
et al., 2000). 

Furthermore, many companies are using their 
Web sites and e-Mail to answer customer questions 
or to provide customers with helpful information.  
 

The Web-based self-service also allows customers to 
track orders or the status of their accounts online with 
our human intervention (Carlson, 2000). Automated 
self-service or other Web-based responses to 
customer questions cost one-tenth the price of a live 
customer service representative on the telephone 
(Laudon and Laudon, 2002). However, personal 
service is a matter of costs, and the driving force 
behind the introduction of a number of self-service 
systems has been standardization to reduce service 
production costs (Selnes and Hansen, 2001). Firms 
have been focused on the advantage of lower costs, 
and self-service systems have also been attractive and 
satisfying to customer.  This indicates that self-
service is necessary for most service industry, 
therefore: 

 
H5: Self-service has a positive effect toward the 

perception of e-Service through the Web portal. 
The conceptual model of the factors affecting the 

perception of e-Service drawn from this study is 
demonstrated in Figure 1. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1: Conceptual Model 
 

METHODOLOGY 
This research design incorporated both qualita-

tive and quantitative approaches. In the first phase, 
the theoretical literatures from various sources were 
reviewed to design the research framework. Con-
sequently, the quantitative phase was performed by a 
survey questionnaire and the obtained data were 
analyzed through the use of software SPSS v.11. 

 
Research sample 
The target population is undergraduate students 

who have experienced with browsing and searching 
for the information in the government’s Web portal, 
www.thaigov.net. The respondents are randomly 
selected  from five universities in Bangkok, Thailand,  

 
including Bangkok University, Thammasat Univer-
sity, Kasetsart University, Sripathum University, and 
Rangsit University. In this study, a total of 150 
respondents were equally divided into 30 for each 
university and selected through the following screen-
ing questions:  

Have you ever visited the government agencies’ 
Web sites? If yes, then 
Have you ever searched for the information in 
the government’s Web portal? 
Have you ever browsed the Web thaigov.net? 
Consequently, by the use of self-administrated 

questionnaires, the data were collected from students 
who have exposed to the government’s Web portal.  

E- Service 
Provided on the 

Web site 

Content 

Self- Service 

Ease of Use 

Linkage 

Reliability 



 

 

Questionnaire design 
The survey questionnaire consisted of two 

sections. The first section set out to capture the 
general profiles of respondents in five universities. 
Respondents were asked about their demographic 
backgrounds, including age, gender, and level of 
education. Consequently, the second section 
examines the factors that positively associate with the 
perception of e-Service delivered through the 
government’s Web portal. These factors consist of 
content, linkage, reliability, ease of use, and self-
service. A total of 20 questionnaire items were 
established to measure the extent to which 
participants gave to the level of agreement or 
perception toward e-Service provided in the 
government’s Web portal (see Appendix B). A five-
point Likert scale, ranging from 1 = strongly disagree 
to 5 = strongly agree, is employed. 

Initially, pre-tested questionnaires were 
distributed to verify the meanings of the concept, 
especially the term of ‘e-Service’, as well as to 
validate whether or not potential respondents were 
able to understand and complete the questionnaires. 
The primary outcomes from pre-testing phase 
revealed that some respondents were confused with 
the concept of e-Service even thought there was     
the definition provided at the beginning of          
questionnaires. Though respondents were familiar with 
the term of e-Service and frequently exposed to this  
 

type of Web based service, most of them did not 
really understand the concept. However, the 
questionnaire was adjusted by adding more explanation 
about e-Service on the top of questionnaire. 

 
Statistical analysis 
Several types of statistical analysis were 

employed in the study. First, descriptive statistics 
were computed and then analyzed. Then, Cronbach 
alpha was used to measure the internal consistency 
and reliability of scale. Finally, the five main factors 
including content, linkage, reliability, ease of use, 
and self-service were tested the relationship with the 
e-Service through the use of Pearson correlation.  

 
RESULTS 

The respondent profile 
A total of 150 questionnaires were distributed 

and all of them were returned giving an overall 
response rate of 100 percent. The response rate was 
substantially high; mainly due to the fact that the 
questionnaires were collected right after the 
respondents completed the form. However, three of 
the returned questionnaires were incomplete and 
were discarded, producing a total of 147 usable 
questionnaires (98 percent of the total questionnaires 
distributed). The demographic profile of the 
respondents such as age, gender, and level of 
education in the university are shown in Table 1. 

Table 1: Respondent Profile 
 

Characteristic Frequency Percent 
Age 
        17 
        18 
        19 
        20 
        21 
        22 
        23 
Total 
 

 
    3 
  31 
  34 
  25 
  26 
  17 
  11 
147 

 
   2.0 
 21.1 
 23.1 
 17.0 
 17.7 
 11.6 
   7.5 

   100.0 

Gender 
        Male 
        Female 
Total 
 

 
  66 
  81 
147 

 
 44.9 
 55.1 

      100.0 

Level of Education 
        Freshman 
        Sophomore 
        Junior 
        Senior 
Total 
 

 
  39 
  37 
  36 
  35 
147 

 
 26.5 
 25.2 
 24.5 
 23.8 

      100.0 

 
 
Reliability Analysis 
In this study, Cronbach alpha is used for 

checking a reliability and internal consistency of the 

composite variables. The results in Table 3 show that 
alpha values for the six composite variables ranging 
from 0.6052 to 0.8741. The overall alpha coefficient 
values are at an acceptable level of > 0.7, except for 



 

 

the item of ease of use which is a bit lower than the 
acceptable point. However, the overall reliability 

score can verify that the concepts in this study are 
consistent and reliable. 

 
Table 3: Reliability of Scale 
 

Variable Scale Alpha Coefficient 

Independent 

• Content 
• Linkage 
• Reliability 
• Ease of use 
• Self-service 

0.7671 
0.7262 
0.7710 
0.6052 
0.7941 

Dependent • E-service 0.8741 
 
 
Ranking Analysis 
Mean scores were used for raking the five 

factors in this study are provided in Table 4. Among 
the five variables assessed, on average, respondents 
ranked reliability (M=4.53) as first. This suggested 
that respondents viewed the reliability of service as  

 
positive impact on the perception of e-service. 
Content (M = 4.38), ease of use (M = 4.31), and 
linkage (M = 4.28) variables were ranked second, 
third, and fourth respectively. In contrast, the 
respondents ranked self-service (M = 4.22) as last. 

 
Table 4: Descriptive Statistics 
 

Variable Rank Mean Std. 
Deviation N 

Reliability 1 4.53 0.65 147 
Content 2 4.38 0.72 145 
Ease of use 3 4.31 0.63 146 
Linkage 4 4.28 0.76 146 
Self-service 5 4.22 0.73 146 

 
Correlation Analysis  
The results of the correlation analysis are shown 

in Table 5. Overall, the correlation is highly 
significant with a p-value less than 0.01. The magni-
tude of the correlation is moderate to high, with the 
highest correlation of 0.784. The findings reveal that 
there is a positive association between the levels of 

agreement or perception on e-service with the five 
factors: a) content, b) linkage, c) reliability, d) ease 
of use, and f) self-service. Hence, H1, H2, H3, H4, 
and H5 that state that the aforementioned factors 
have significantly positive effects toward the 
perception of e-Service, are supported and confirmed.

 
Table 5: Correlation Analysis 
 

Variable Pearson Correlation 
Dependent Independent r p-value 

H1: Content .709** .000 
H2: Linkage .690** .000 
H3: Reliability .784** .000 
H4: Ease of use .588** .000 

E-service 
 

H5: Self-service .705** .000 

Note:  **. Correlation is significant at the 0.01 level. 
 

DISCUSSION 
The study reveals that the five factors including 

content, linage, reliability, ease of use, and self-service 

 
have significant effects toward the perceptions of      
e-Service through the Web portal of Thai government. 



 

 

The Respondents who are undergraduate students 
strongly agree that the reliability has the most 
significant effect toward the e-Service on the Web 
portal Then, the content, ease of use, linkage, and 
self-service have the effects on the web-based 
respectively. Unsurprisingly, the reliability is valued 
as the most important factor since it confirms that 
reliability is the most important dimension in all 
service (Zeithanl, 2002). The results in this study 
confirm the literature of e-Service. 

However, several limitations are inherent in this 
study. Firstly, most of Thai citizen are unfamiliar 
with the concept of e-Service. This is probably 
because the government’s Web portal is set up just a 
few years so it is unpopular. Secondly, there are very 
few formal e-Service programs in Thai’s organiza-
tions. Finally, it is difficult to find literatures or empi-
rical studies about e-service in Thai context. 

 
CONCLUSION 

e-Service provides substantial benefits for 
governments, businesses, and society in general. 
Therefore, it can be an integral part in developing 
service quality of Thai government in the future. 
Although the e-Service is not for all organizations or 
all government sectors, it can play an important role 
in improving the governmental service delivered to 
its citizen as it can increase satisfaction, reduce costs, 
and address the growing concerns of the service 
quality. 

The implications that arose from these findings 
are that the government and organization can 
consider the factors of reliability, content, ease of 
use, and self-service when design the qualified 
service on the Web site. However, the scope of the 
study is limited to a literature review of essential 
factors on the e-Service or web-based service. Hence, 
future works could be directed the any of the 
following areas: 

A qualitative study on the determinant 
factors through the focus groups; 
A close examination of a specific factor and 
its effects on customers’ online experiences; 
and Cost and benefit analysis of the factors 
to allow managers or governmental agencies 
to prioritize the factors. 

In order to gain a competitive advantage, e-Service 
can be another interesting alternative for any govern-
ment sectors and firms to consider. 
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