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Abstract

Appropriate service is important for both public and private sectors, especially in the
information lechnology era. The development of any service provider used to electronically measure
and assess the service quality (SQ) under a new context must be organized through the usa of an
appropriate index. This study developed an index of e-services that the private sector has used and
improved, and found that tools to measure and evaluate the e-saervice quality (e-8Q) are more
advanced and effective than those found in the public sector. To bring knowledge of the private
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sector which can be further developed, the government is likely to have an index that can be used
mare effectively, and which can be studied comparatively, in the future,

Indexing of e-8Q through the private sector has three aspects: the capacity of the e-
services, the quality of available information, and the quality of interaction. An index to further develop
the e-SQ under the govemment's role and functions, and equity for all, are presented through a
website using four aspects: the capacity of the e-services, the quality of available information, the

quality of interaction, and roles and respensibilities,

Keywords: Service Quality, e-Service, e-Government, Website, ﬁ.ﬂcasstblm, Disability, Government,
Private
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swRudfiidades Imsinlrsiuanudina q’ﬁ‘u‘inwﬁm‘lﬂmtjﬂﬁﬂumﬁﬁ Az
unsi VRN

Barnes Vidgen (2000} 1#auelidn daqiuiifinmeindennuionlalaregld
ERRE PR L LR TG ﬂuﬁﬁrsmﬂﬁ'q.,ﬁﬂm'l.-'i'lumrﬂrvlﬁuammmﬁmi‘ﬁLﬁﬂmaﬁﬂﬁ e
aonAdasiAduseguiidualined FAnwwudn ssinimsimuaudesniTes
glLEnne (Personalization)® "I.u"lﬁu-ﬂﬂﬁﬂﬂﬁﬂmﬂ-ﬁum*nmmmhmmnﬂﬂfwmmnmm
Auld rnﬂ-}ﬁnu.1.|1.|ﬁuhﬁnﬂmmmﬂﬁwwq'm U ANATNIT0 T (Usability)
Tt esruuansaumA (Information Architecture) wazmmd1lun1da e ld
13017 (Easy for Users) fiansonilflssaunadnialfiguiu (Jupiter Research,
online: 2003)

anmtlszrnasenuimmirueiedielmiuannminsdilinnelind
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SERVQUAL 183 A. Parasuraman (141199 SERVQUAL fitauiuiineudauniiu e-sQ
dufusauanudadnadiv)

Yang (2001) Y@ dAn1simAnnIn SERVQUAL simunihuedesiiolsziiu
aruntwdnisddnnreting launtsdedAnrinsmundiuasnsndudals (Tangible) 2en
Warnuasin mezdiudalimsnzfumsinndfumdadidnmeeind uasfadiing
Splunl o By ol & By Ae Ao el (Reliability) 14TensAnTee SERVQUAL Aat
NTUTEEHUAINATIUATHITOUAS ﬁ-ﬂuqnﬂﬂq'lumﬂnm*n'ﬁuﬁﬁ"ﬂi*’mn ponen lala
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Frupnuiulasey Aiuls wazAHIE 1S 1d) ANUaeasit (Security) Ussidiuaan
prmlaaniulunnvingrnasnesulad waznsAuntesliayadauyaea (Privacy) AL
Tumﬂ'i'ﬂu (Ease of Use) Usziiuannarndrelunsdnlideuhudy dnsdanisilam
i u.ﬂ:mm:nmqrnﬁu'lﬁﬂiaﬂnﬂwﬂmu 'ﬂm&ﬂﬂuﬁmm*urmr (Product/Service
Portfolio) ﬂruuuﬁﬂnuiﬂqﬁ%ﬂqﬂuiﬂLtn.u:n'nmanl.m*nmunﬁu - f

Gefen (2002) 487 SERVQUAL :.lﬁﬂfuﬂ{qiuu'lﬁnm*wﬁﬂﬁﬂnﬂurmmuu
aoulmbty & Fu Ae Aus R TodudalE (Tangible) YraiuatnanuGuuiasuasainu
ﬂwqun:mr‘:'u'L'nMHnwﬁ’mmﬁamuﬂvnﬁuiﬂqn mmﬂm (Reliability) Uszidiuann
m'mmnmmLm"m:qmwuﬁﬁ‘lﬁu?m:ﬁaﬁuﬁﬁua...um% P NFLEATAU (Responsivenass)
1J'a“'mmﬂnn1:1ﬁumﬁiﬂ'l.immﬁ':ﬁm’mqnﬁﬂq LifimuEanatn WinsAuarqfin
1a uardlanmdnininreguie pnauls (Assurance) ﬂt"mmmnwmm?ﬂﬁﬂau
nmmmuu*mmﬂ'ﬁqmﬂ"uﬁhﬂruu"mn4r'{t'ﬁu:m':'Uinﬂﬂnﬁmmﬂﬁﬁmtmuﬂﬂu
el uﬁ*nuﬂm&ﬂﬂiﬁ (Empathy) 1Js"Lum'1nn*ﬂuw’rmm'mm‘ﬁ"lﬁufm:ﬂnﬂuﬁnum"
mm:unna (Personalized Service) é‘l{u‘i‘n'w,ﬁ'wwtnﬂ?'uLunmmmu‘liﬁmnuma
I_ICustormzed Content) mmmﬁnmﬂﬂ'ﬁmnw (Personal Greeting) uaziamuuieianis
pILLES 7

mmﬁmqmnjm&nﬁfﬁlﬁﬁﬂmﬁﬂﬁﬁﬁmmﬁuﬂﬂ"mum"uﬁ'm faruaunaniilad
e muuazUfulgeas i;ﬂfutﬂﬂll uarlildigminluldimaney MnEnsusiaslssnmiitensy
ufuszfisurie iR i zaniuaauanua i vewivleifidusesmainig
ﬁkﬁﬁﬁ-?ﬁﬁﬂg {milansTapnn i lsiviliAe WebQual 184 Bames was Vidgen (2002)
fifmsiaiuuasl fulpetsailamuiannnmreamslftumeiiadhusiedialy
mlinsmdsdBidnnselind ndnfe Guimunansinuiariagunmdeysses
dulsfuuumadsriitiunisssdiviennzdountsinsedivlsfatadien quilatlaqiiulé
s nlunasiaann AL lsRR LT neied wiayauaznzAAAe lun1sliLINNg
wuugs s sszdhiedudaunsAnsaiules wazlszaumsniasuladyeyls
wing uasibhaulside fnniludmeseuiudiulsswdedBidnvseiinduaieyszam
v u s ueewmide wasduleflssysdudi (Auction)

Barnes uaz Vidgen (2000) ﬁ:uﬂi':u"mn":?ﬁmm WebQual 5’«uaiﬁuﬂ LA,
1998 n1ulFnszUrumIPIRNAINE TN TF I9aRa R R AU AHLANAN
sewinendeddifnnzafindunsiguadidnnsediod uaznslrzguidaljinisie
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(Information Quality)

1l A.A. 2001 WebQual 2.0 gniWenWElasdlsznaunisiafugnn masms
Ufduiudiugliiinng neUfulussdszgndesdlznaulmindudaunanuaau
AMNINNITLUTNT SERVQUAL 189 A, Parasuraman uay Valarie A. Zeithaml Uazmmz
uaz IS SERVQUAL 184 Leyland F. Pitt ua“ﬁm... William J. Kettinger usie Choong-C. Lee
usz Thomas P. Van Dyke UREATLY mmﬂﬁﬂuuuwmu'wmmmnuu‘tﬂﬂnwu uInAaLAEN"3
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flaqiu WebQual 4.0 lunan1wnnsimezyd WebQual 3.0 vivlviifianag
AuusdAnsilrafiumun iyl ded@dnmsetindlusidu « du Ae Arumau
armungn i (Usability) Uszdiusinguniwesaniraanuuuuazaudnnlunasldau
ATUA LN INATAUNA ﬂ::LﬂmﬁmﬁammaU’!u'l.'ﬂﬁmuﬂmquuuwmaaéﬁuﬁm?
warAua i wsaIn rUfdaiudlungliuinag desdiuaandssaunisainial fduiug
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deRansninainsazidatninisiaLNAsia WebQual 189 Bames oS
Vidgen uﬁﬂumﬁﬂisnﬂun‘mJ'r:muﬁmazmm'l’ﬁﬂhqﬁ'*nwfmm:ﬂxmuammnurm?
BfnmsefindniadgAndnanmasintu udidlessnanmeda WebQual Semeiiinisdaunedn
nelsfunfnniedanisniaiguun baifiiusssnfunauazmaiaunanufeesyssay
snnsldBumedidaueiesiiontsnisiive annierumousaun RIUIALNIN
vinsianmaatindwud ﬁﬂumﬁ'uﬁﬁ"umi-nﬁ'1mﬂi’uﬂﬂuﬁﬁi:qnﬂﬁumnﬁnﬂuﬁ'u
WebQual Willarasaysafuazomnzauiunmsiiniznieiguini

Gant uaz Gant (2001) efunedn Taqiumiouanmie Fuvinsvaeummama
L-J’hﬁr'iu'liﬁmmmhm*mﬁnﬂuwﬂuﬁuuﬁ'uu?ﬂi‘;ﬁuniﬁ Viuvin (Web Portal)” Funmmuny
LINCT ] Lﬂﬂﬂﬁﬂ;qmrLiﬂﬁqu‘inw%nﬁnmﬂﬁnﬁm~ﬁ3mﬁ'lﬁﬁ§u anAd 1de ey
navuaunsuinasdifinnseding wavenszdugmniwniniinas Wi ninowedu
urniatauesiguazisnTuAT LRI umdeuTudn neshadiuledliidessivanueny
Biiganesemstiiinnizau MnesdasueninimuiBuifise a1
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dlawgaznining Auanruzasdviaiinddnsfinsilznayfunindaiwn/mann
T4ae. (Openness) fle RaraumanaznnFansiandoy uasiinoundaxnlunisfisse
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z. Usuussmrsuurdsmainaalulededravinfiaunu
Berners-Lee (1997) §linnitiamalulatiivuazdennenisasdnsaaiuiouiie
IaALIAIL (World Wide Web Consortium: W3C) Tananatie maainquuamianisesnuuu
L"iuhﬂ'ﬂnnnmiwﬁq'lﬁ (Web Content Accessibitity Guideline: WCAG) aiq/l#an “nesuas
ﬁuaqwmmLﬂuawna'lum-nmuu Eqﬂmnruna annsadndsliynausanbagiinag
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