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Abstract

In this dissertation, the researcher studies operational methods, problems
and obstacles as well as problem solving methods in applying an e-government
system for public service delivery. The researcher also examines (2) the conditions
affecting the effectiveness of this system.

The researcher adopted a qualitative research methodology in a case study

form. As such, the Office of Social Security (OSS) of the Ministry of Labour (ML) and
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CHAPTERS
the Revenue Department (RD) of the Ministry of Finance (MF) were designated as
units of analysis.

In gathering germane data, the researcher conducted in-depth interviews
with 42 key informants from OSS, RD, the private sector, and academic specialists
in addition to studying relevant documents. The data were subsequently inductively
analyzed, classified, and synthesized across cases.

Findings are as follows:

Problems and obstacles resulting from the implementation of an e-
government system were as follows: (1) Rules and regulations were still the same
and very difficult to amend. (2) Coordination with other agencies was lacking,
especially in connection with information. (3) There were problems involving the
readiness of information, since information was not up to date. (4) Personnel with
expertise were lacking. (5) There was scarcity in respect to the budget. (6) Problems
occurred in coming to an understanding with service receivers.

Methods that can be applied to solving the aforementioned problems are
as follows: (1) Rules and regulations obstructing work should be amended. (2) Inter-
organizational coordinating systems should be created. (3) Data should be stored in
a modern manner. (4) The organization of the public sector organization should be
developed and experts from outside should perform work with public sector
personnel. (5) Sufficient budget should be planned in advance. (6) Efficient
communication systems should be provided in order to foster understanding and
solve problems for service users.

The conditions affecting the effectiveness of implementing an e-government
system are as follows: (1) Government policy must be clear. (2) Quality and reliable
electronic systems are necessary. (3) Trust and acceptance by service users must
be fostered. (4) Benefits that members of the general public and public sector
organizations will receive must be specified.

Recommendations for implementing an e-government system for the public
sector as based on the findings of this research investigation are as follows: (1) The

government must seriously develop relevant policy and lend support to the
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promotion of investments in technology and to providing information through an e-
government information system to all organizations. (2) Public sector personnel
must be continuously developed. (3) Public sector agencies must develop an e-
government system in a continuous and concrete manner in order to increase
national competitiveness. (4) Public relations campaigns must be carried out in
order to provide knowledge to members of the general public concerning methods
and guidelines for accessing the public sector’s e-government system. (5) The
development of public service delivery provided through an e-government system
must be responsive to the needs of service users. The people sector should
participate in decision making in respect to policy and in determining guidelines for

the development of public service delivery.

Keywords: E-government, Office under Ministry of Labour, Revenue Department

under Ministry of Finance
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Feulviidmadeuseansualunisinzuradidnnsedndunld Ao n1sdaszuu
nsluinnsiglduinisamnsadnisite Anseazain Tusdla ssuviimnudaonds
fianundudiu antunou Tayavivade warlasuanudiniearnynddie (Fang 2002)
Usznyudemseninisnnudidguesiguiadidnnsetind In1slduinisanivlesives

o

JuTa Teyailldfesanuviualie gnies WWefeld ndeulsiuinig uasfieaasadely
N5l (Rehman, Esichaikul, & Kamal, 2012) Yadudragyvilvuseasudnlulguinisves
nasgluszuusgunaddnnselind Ao arundeusugunsalivaluladaisaung Ay
Walufgunauagszuudumediin mmnseieTofuvesUszrmu uagnsasunlaside
vo3Uszv1vulun1slduiniseesnindy (Furlong & Al-Karaghouli, 2010) ULUY

AudnsaveIn1sisguradidnnsedndluld JedesUsznaudie quaAINUITEUY
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walulag Aunmestaya AMNIMNITUINIT N1519UINT auianelaveld way
Uselowiillgsu (DeLone & McLean, 2003) ﬁy’aﬁmmﬁ’ammi’mﬁmmé’ﬁlﬁ'msﬁmﬂ%
Wia891uY89 A1A3E NAgIRY wazdiay azdoafiunudidgyuesssuuizuia

a a ¢ A

ddnnseling Inslvidetausiuziien1suSuuss nnasgaealinisslassadneiugiu

=

didnnsetind fimsimuedigsuinvevegiestnu dulsuieniasgiinisatuayy uas

LY

uHunan (master plan) iuuuameUFoR Tnefinshiesegitauds poou Tona way
gUassn uaznaduuuminagns sataimsdidunsnuuldodsinadiSalnedes
dn1simuiyeaing (ICT staff) Fusesdutiues (Oket-Uma & Rogers, 2004) usnannil
nsldszuuiguiadidnnsedndilina sgurafesdisianmninuesnisuinig sl
foyaidaau svviianuvasasouaziiafiosniw waviinslduinsdumienuluge
Aealé (one stop service) (Fan & Yang, 2015) Av1udt5alun1sdnszuuiguia
Sidnnseindunldegiinulilaluszuudumesidn niseenuuuiuled armidonis
maun vinwznslidumesidauazasufiomes anudedelutnais nsveuiunig
Wasuulas wagmswiuussloviannnsldusnnslussuuil (Alomari, 2014)

a3y Uszandwavesnisldszuuiguiadiannseiindlunisliuinisniadg a1nn1s
Ansgienasneininis nui Ussiiuiidddapnniianiied 5 Ussiiu duleluil

1. anudnauveuleuigsguiadiannseiind

2. AN NUBITEUUWALUla g sEuTA

3. aubinala

4. ypusUvRIUTEVIYUY

5. Usglevunuseunu

A5 HUNISIAY

msaniiunsAinenidell 1un1sideidananin (qualitative research) lnganfe
NSANYIRUUNIAIANY (case study approach) WUUNVNTE

= =1
NT3LadNNIUANEYN

a

n1sidennsdlfnwITeldisn1siiennsflfiny i uuianzae (purposive cases)

1%
v

& A ¥ g aa ' = o &
YUY LW@Imﬂﬂiﬂ.JﬁﬂT‘J’WllIF’nqllL'Vill']galmﬁﬂmqllf\!ﬂﬂgﬂﬂll']ﬂ?]@ﬂﬂ'ﬁﬂﬂ@'] PINU
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1. 1A8NMNEUYDINIASTILAUNTUNTNUNYININITNIUTENA WADEANTENTI

Y

i e fnwdawunie uleuie nszurunsianisiielnuiguiadianvselindfiining
WANA19AY

2. \denniisnureiniasgssaunsunintnlaensdlun1suinig Meidesiu
U5g919uI1uIuNIN FaUseyvullduinisiasunansenulnensaannisusnisves
MUIBNUYDINIASTUUY

1 Y o/ ¢
nguglvidunwel

n939eATell JIdeifennquilvdayadiAyuuulateas (purposive sampling)

Y

'
[ 1 1 v a =

INNGUAI9E19 3 nqu Lawn ngun1Asy nquaIAnYL wazngutindwinis Jaidu §Iv

<3 q q

ToyadnAgy (key informant) Mldnwarnssmuingusvasdlunsidesiueduy 42 au lag
Jungudlvdeyadifty 910013y 16 Au Maenyy 14 au anAUssssw 12 Ay
M3AusIUTIUTaYa

=4

"35]’8Laaﬂ‘iﬁmﬂumﬂﬁmwiw%ga (data collection) 31nRa18LAA S

ey

(multiple sources of evidence) il

1. msfnwannenals Wunisfinwiwuiniinisiiszuuiguiadiannseingd
(e-government) uUszanaltdlunisliusnisvesdtinauyseiudng waensuassning
Tne@nuilymuazguassaiinty Beulvlumsuszauaudita Tasfnwanauide
FBUUsET TBeuMIUTEEL 51 NQUINE UNANN WARBNANTANgY IVAeNENT
uazaAfenmsUssmaiiAeados

2. MsfinwInInBumesiie (internet) wu g1udoyaduseiunu {idsn8 usns
seq Aidriinnuussiudsay waznsuassmnsdalituglduing

3. NSFAALUUREIUTIN (participant observation) waglufidiusau (non
participant observation) lufianssusnes Mieadestuusefiunsise wu msdunnnis
Tsnsvesisaesmisnuludiinnud fanuazan anuedesiaeunndsludu
A Lisle ddgudetaudamsedeissiounnndesiiisdla 1Uudu

4. MsFuNwalldeEn (in-depth interview) 31nnguiiegelidun1vainiagy
AALBNYY HaEN1ATIYINTT U FUSMIsdnauUseiudeny Lavnsuassninsysulinveu
Tunisdanisfguradidnnseldndfussiuny {idend wazdnivinisiieides
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wsaslianldlunsiiusiusiudoys

[V
v A Ya v

= P I % v oA U = A
wseadienttlunisiiviiusindeyalunsell §IdulaldiaTastuiinides aynan

Y

v = va v o

Juiin naesanezy Ingnisasisnuudunivalinnzdnuuuiilaseaine gidevinisAnw

Y

o

'
a a )

AuAd1aInenans Jeyadelnaasaenasivinis :uide Inerdnus unauiieites
7199 wazNsAUAUNIUIIBUmeSITaR UsFUIaBlanTe induerianntisanu e

T Junseunudalunis@nwiased waziiuasradunuudunival wWisldlunisiiu

i =2

Toyauazlvinuenssun1siuinwinuldnusyiensi9aeuluiA1niu (interview guide)

q

E %4

Aeumsdunual wonant Ideldaunsalanlanvimudnu laun insesiuiindewasndes

q

va o

dregutislunsiivsiusndeya lneneuduiinidesuasareudideasveoyyng L

Y

duneaineu mnglidunivalliazaingidearldnsantuiindeyaiiesegadeiivingy

va o

agslsfinny dmsuinsesdiefldlunisiiusivsdeyagidoaslduuudunivalianzdn

wuUillATIas1e FeUsznauniy Aaugaunsvalalln (open-ended) waztaneUa

(closed-ended)

NaN152uazanUsIeNa

o w

nnsdunvalideyanddgymulssinuianulunsideneatussuuiguna

o

o
a & [ (Y

2LanNNIoUNAVDINUIYINUVBINIASTNIADILUY AD A1UNINUUSLAUAIAY WAL

P

VA o

nINasININg JIdeldhdeyannnsaensdiunduasieiiion1sneauaiun s33e9nsld

Y
[ 1

Usngidlugfinnuaenadewazifululufianafieiiu ssiifiesunsUssinumitud

I =4 1 % 4 va o Y L ¥ [ o 1
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syuufsunadidnnseiind nisiszuumaluladidaunin Wedeld arulindauas
thlugnseeuiuvesssanuu wazUseloviiuszvvuay iy

@oulvusn msiulsuieidaauresigua Ansanldannsimuaduuleue
Tuununsaduauresniafy mslinsatuayudusuussanaiionisasmusiu
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Uinsnunesuuuinlugguuuumauimsny masguunlmifienvudiluidius
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