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ABSTRACT

At present, the world isin what can be called the information technology age,
which includes both computer technology and information technology that has created
many changes in society and the economy during the past decade. Countries all over
the world, both in the government and private sectors, have begun using information
technology to benefit their respective countries and societies.

A new economic system has been born. In the past, the main components of
an economy were labor and investment; within the new system, the production factors
of information and knowledge have become important in creating productivity and
increasing the ability of that country to compete with others around the world.

All countries are able to use information technology to benefit both the
government and private sectors. The development of information technology in the
initial stages usually occurs with the private sector first; however, for the country to
increase its potential capabilities, there must be development of information
technology in both the government and private sectors simultaneously.

At present, the country's government has seen the importancein using I'T
through the use of computer technology and networks that would help increase
effectiveness in operations in the management and servicing of the people, aswell as
in developing the economy and society.

This project has studied the general features of e-Government and e-
Government in Thailand, from its origins until its current status, making use of the
example of the current existing of e-Government in Thailand: the e-Registration
system of the Ministry of Interior and the e-Taxation system of the Ministry of
Finance. Critical Success Factors of e-Government in Thailand have also been

studied, which can be counted as the objective of this project. It is hoped that this



project will lead to an improvement to policies and planning processes so that the

Thai government can develop itself into truly becoming an e-Government.
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CHAPTER 1: INTRODUCTION

1.1 BACKGROUND OF THE PROJECT

In the present times of globalization, society has entered into an age whereit is
called "an information society." It isimportant, therefore, that the Thai society and
people develop into a society of learners who are able to use their intellect to further
devel op the country through the use of modern information technology and
telecommunications systems as the triggers.

The organization that is important in the development of the country's society,
economy, and further advances in the ever-changing world is the government. At
present, the governments of many countries have employed the use of electronic
means to help in servicing the people; this type of government is called the electronic
government (e-Government). This kind of evolution isinherent in countries that have
advances in communications and information technology, such as the United States of
America, Canada, England, and even countries in Southeast Asia such as Singapore
and Malaysia. These countries have set goals and steps to proceed in meeting those
set goals and objectives.

For Thailand, the development of an electronic government has only started
during recent years, since the concept of e-Government is one of the activities of e-
Thailand under the framework of cooperation of the e-ASEAN Initiative for countries
to develop their governments by the effective and efficient use of IT.

Nevertheless, the e-Government in Thailand can be considered a new subject
for the public as well as government employees as well. Therefore, education and the
dissemination of understanding about the e-Government in Thailand would be
beneficial to expanding knowledge and understanding about the framework and

methods more widely. This can be considered one way to develop and advance e-



Government in Thailand in order to meet set objectives. The result would be a Thai

society that is ruled with good governance, thus improving the people's quality of life.

1.2 STATEMENT OF THE PROBLEM

An e-Government is the new method of management through the use of
technology, computers, and communication networks in order to increase the
effectives of the government's operations, improve the services given to the people,
and improve informational and database services to support the development of the
economy and society, resulting in the people being closer to the government.

All the same, in proceeding with the steps planned to meet the established
goals and objectives, what needs to be considered are the critical success factors that
would enable Thailand to develop its e-Government. These factors are both internal
and external; therefore, this study will focus on the critical success factors of
developing the government's information technology. These critical success factors
are supporting factors, and effort needs to be exerted to avoid the factors that obstruct
their support.

The critical success factors will be studied from documents and referring
literature both in- and outside the country, and there will be interviews with managers
and experts, which would give both knowledge and suggestions that are beneficial for

this project.

1.3 OBJECTIVES
The objectives of this project are as follow:

» To gain more clarified knowledge about the current status of e-Government in

Thailand



* Toidentify Critical Success Factor of e-Government in Thailand
* Toincrease the understanding of e-Government for Thai people
* Togain the opinion and rational reasons from the related people in order to

get the internal factors of implementing e-Government

1.4 SCOPE OF WORK

In the project, for the subject of critical success factors of e-Government in
Thailand, the researcher started by establishing research limitations from relevant
literature, overall picture, general history, and the present status of the e-Government
in Thailand through the presentation of the National IT Policy and IT 2010.
Afterwards, the researcher studied e-Government by choosing to focus on the e-
Registration system of the Department of Local Administration, in the Ministry of
Interior, as well as e-Taxation of the Ministry of Finance.

In the study of both cases, the researcher divided the topics into the following:
Vision, Objectives, Scope, Services, Benefits, and Current Problems. Lastly, the
researcher studied and analyzed the critical success factors of e-Government in
Thailand.

In this project, the researcher studied information from various documents
from relevant websites and government offices, and at the same time interviewed the
following individuals:

e Mr. Jirapon Tubtimhin, e-Government Project Manager, National
Electronics and Computer Technology Center (NECTEC)

e Mr. Supachai Jongsiri, Chief Information Officer, Ministry of Finance



The objectives of the interviews were to learn about the framework, learn
about the reasons, problems, as well as critical success factors in the development of

e-Government in Thailand.



CHAPTER 2: e- GOVERNMENT IN THAILAND

In past few years the trend of e-Government has become popular in many
countries around the world. e-Government has changed the way of government
agencies working and services in order to increase efficiently and effectively. Many
governmental countries have embraced the digital revolution and try to change to e-
Government. Some countries have gone for it with successful story but some
countries are just starting it. Thus it should have some factors that make countries

still be on the way of development.

2.1 Definition and Objectives

* e-government is the transformation of public-sector internal and external
rel ationships through I nternet-enabled operations, information and
communication technology- to optimize government service delivery,

constituency participation and governance [4].

Society
Digital Divide
g Digital Society \

: ; society embraces the \
connected environment

E-Governance
IT and global regulations
and policies

N E-Government

Figure2-1: e-Government Scope



e-governmence IS the development, deployment and enforcement of the
policies, laws and regul ations necessary to support the functioning of a
digital society and economy, as well as e-government.

Digital society is asociety or community that is well-advanced in the
adoption and integration of digital technology into daily life at home, work
and play. In the short term, governments are putting transactional services
(e.g., permitting, payment and billing) on their agendas, but a strategic
view of e-government includes social, technological, economic,
environmental and political agendaitems.

The digital divide isthe gap in opportunities, experienced by those with
limited accessibility to technology- especialy the Internet. Thisincludes
accessibility limitations in the following categories: social issues (e.g.,
need to talk to a person), cultural issues (e.g., language barriers), disability
Issues, economic issues (e.g., access to technology devices) and learning
issues (e.g., marketing, unfamiliarity, changing habits)

e-Government refers to the use by government agencies of information
technologies (such as Wide Area Networks (WAN), the Internet, and
mobile computing) can make the useful connection among citizens,
businesses, and other arms of government. These technologies can serve a
variety of different ends: better delivery of government services to
citizens, improved interactions with business and industry, citizen
empowerment through access to information, or more efficient
government management. The resulting benefits can be less corruption,
increased transparency, higher convenience, revenue growth, and/or cost

reductions[2].



* E-government is all about government agencies working together to use
technology so that they can better provide individuals and businesses with
government services and information. It is not amassive Information
Technology (IT) project. Much of it is about establishing common
standards across government, delivering services more effectively, and

providing ways for agencies to work together using technology [3] .

Objectives
The overall objectives of e-government in worldwide countries are amost the
same. They want to achieve three types of objectives
I. Improved Citizen Service
[ Convenience: improved access; less time-consuming interaction
[ Customization: service offerings tailored to citizens specific needs
L] Improvement of transparency and building trust
[J More active citizen interaction and democratic participation in
decision-making
[1. Government Efficiency
[ Improved productivity & skills for government employees
[ Improved collaboration and knowledge sharing within government at
all levels
[ Redefinition of operating model and process improvements
[11. Economic Growth
[ Stimulation of e-commerce adoption

[ Building of societal IT skillsand capabilities



> Creation of attractive environment for investment in IT and other

industries
2.2 Four Phases of e-Gover nment

In order to be good governance, we divide the development into 4 stages and
in each stage has the indicator as following:

Phase 1 - Web presence: agencies provide a website to deliver basic
information to the public.

Phase 2 - Interaction: agencies extend the capability of their website so people
who used to visit a government office now have online access to
critical information, forms to download and can contact the agency by
e-malil.

Phase 3 - Transaction: agencies add self-service applications to their websites
so that people can compl ete entire transactions or processes online.
The web begins to complement other service deliver channels,
providing round the clock access and opportunities to develop cross-
agency common, shared services. In this phase agencies also move
towards e-procurement, by putting requests for proposal and biddings
regulations online.

Phase 4 - Transformation: the delivery of government services and potentially
the operation of government itself is redefined. Information, service
delivery and government processes are increasingly integrated across
traditional boundary lines between agencies; between central and local
government; and between government, the private sector, non-
government organizations and individuals. Information and services

areincreasingly tailored to the particular needs of individuals and



businesses. The identity of individual agencies matters lessto people
as information and services are accesses through a single point of
contact on the web. E-government reshapes the rel ationships between

agencies, government and individuals, and government and business

[4].
Website presence. Basic Information and
publications. All agencies should be at least
Stage 1 at this"public” level.

Database required online. Agencies with
public database should be at least at this
_M> level of interaction.

Agency interaction with clients, including
clients entry of confidential data. All
_M[> agencies requiring authenticated client

information should aim at thislevel.

Agencies receiving authenticated
information share data with other agencies
with prior approval of individual clients.

Stage 4

Figure 2-2: Phases of e-Government |mplementation Model

2.3 e-Government Characteristics

e-government should be

1 Easy to use, connecting people with government agencies according to their
needs.

2. Available to everyone, at home, at work, in schools and etc.

3. Private and secure, with the appropriate standards for privacy, security, and

authentication.



4, Cost-effective, through strategic investments that produces significant long-

term efficiencies and savings.

2.4 e- Government Categorization

In general, most countries with e-government have aimed to provide afull
range of 3 categorizes

1. Government-to-Citizens (G2C): Build easy to find, easy to use, one-stop
points-of-service that make it easy for citizens to access high-quality
government services.

2. Government-to-Business (G2B): Reduce government's burden on businesses
by eliminating redundant collection of data and better |leveraging e-business
technologies for communication.

3. Government-to-Government (G2G): Make it easier for localities to meet
reporting requirements and participate as full partnersin citizen services,
while enabling better performance measurement, especially for grants. Other
levels of government will see significant administrative savings and will be
able to improve program delivery because more accurate datais availablein a

timely fashion.

2.5National IT policy and IT 2010

Over the past decade, Information and Communication Technology (ICT) has
been recognized as a potential enabler for national economic and social development
and for strengthening competitiveness for Thailand. Back to the last ten years, IT was
known by only few groups of people. The Royal Thai government has launched a

number of policies and initiatives to drive Information and Communication

10
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Technology (ICT). Perhaps the foremost player has been the National Electronics and
Computer Technology Center (NECTEC) created in 1989. NECTEC is one of three
research centers under the National Science and Technology Development Agency
(NSTDA) that in turn is part of the Ministry of Science and Technology.

A formal ICT policy body, the National Information Technology Committee
(NITC) was established in 1992. Chaired by the Prime Minister and consisting of
senior officials from the public and private sector, the mission of NITC is to promote
ICT for social and economic development. NECTEC serves as the secretariat for

NITC.

Ministry of Science Technology National Information Technology
and Technology Committee (NITC)
Establishment: 1992
Chair: Prime Minister
National Science and Technology Committee Members: Senior Officials
Development Agency (NSTDA) from Public Sector Representatives from

Private Sector Experts

Fundamental Purpose: Promote the Use
of IT in Thailand for Economic and
Social Development

MTEC NECTEC BIOTEC Secretariat: National Electronics and
Computer Technology Center (NECTEC)

Figure 2-3: Thailand's ICT organizations
In February 1996, the cabinet endorsed the First Thailand National 1T Policy
called IT 2000. I'T 2000 put forward the vision for the country to properly exploit IT

to achieve economic prosperity and social equity.

IT 2000 emphasized the three common development agendas as following

1. To build an equitable national information infrastructure

11




Human Resource Investment: to invest in people to accelerate the supply
of IT manpower and to develop an IT —literate workforce
To achieve good Governance through the use of IT in delivering public

services and in government administration.

From the basis framework and recommendations, there are some pilot projects

initiated and implemented by NITC to materialize the goal of each pillar of IT

2000.

SchoolNet Thailand: a national school information action program to
empower all schools to access alarge pool of information resources using

the Internet. (See the web site http://school.net.th for more information.)

GINet: Development of Government Information Network to facilitate
intra and inter-agencies communication and information exchanges. (See

the web sit http://thaigov.net/ for more information)

IT Laws. Development of legal infrastructure to support the application of

IT in the country.

I T 2010 Framewor k

The changes that have occurred in international arena such as globalization,

borderless commerce, creation of new non-tariff barriers, also affect the country.
Though the principle of the three pillars of IT 2000 still prevailed to a certain extent,
the NITC realized that there was a need for a second phase of national IT policy, to

give athrust for Thailand to move forward into the next wave of digital economy.

Information Technology Policy 2001-2010 (IT 2010): Thailand Vision

Toward a Knowledge-Based Economy. IT 2010 has set the key development

12
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objectives to exploit the benefits of information and communications technology to

move Thailand to the "Knowledge-Based Society and Economy".

Tothisend, IT 2010 identifies three crosscutting principles to support the

framework asfollows:. (See Fig. 2- 4)

1. Building human capital,
2. Promote innovation, and
3. Invest in information infrastructure and promote the information

industry.

172010

Towardsthe
Knowledge-Based
Economy and Society

Figure 2- 4:

IT policy Framework: towards the Knowledge-Based Economy

Under this framework, three specific development goals based on "technologica and

social indicators' were identified. Theses are:

1. To raise the technological capability of the country, as classified by the

UNDP Technological Achievement Index from being in the "Dynamic

13



Adopters' group, to the "Potential Leader" group, by 2010, (SEE
APPENDIX A)

2. Toincrease proportion of "Knowledge Workers" in the country from 12%
(in 2001) to 30%, by 2010,

3. Toincrease the share of "Knowledge-Based Industries’ within the overall
economy to 50% by 2010.

The main objectives of Implications from the IT 2010 are follows:

* Toimprove and enhance efficiency and effectiveness of public servicesto
citizen by using ICT to achieve electronic service delivery at 24*7

* Toimprove and enhance efficiency and effectiveness of the public
administration process aiming at common computer software as tools.

To achievethe goals, IT 2010 identified five main flagships that have to be

developed as follows: (See Figure 2-5)
1. e-Society, covering issues such as digital divide, quality-of-life, culture,
health, public participation;

2. e-Education, includes issues of life-long learning, computer literacy,

human resource development, virtual education, etc.;

3. e-Government, including public service via electronic service delivery,

employment, legal infrastructure;

4. e-Commerce, with specia focus on 'e-services including not only finance,

tourism and I T services, but also other industries; and

5. e-Industry, focusing on e-manufacturing and I T-related industries, plus

issue such as standardization.

14



e-Education
e-Society
e-Commerce
e-Industry

e-Government

IT 2010 Flagships

Figure 2-5: IT 2010 Flagships

2.6 e-Gover nment Background

e-ASEAN Initiatives

In 2000(B.E. 2543), 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 devel opment
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. See Table 2-1

15
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INFRASTRUCTURE (ALL)

1

DOTAWN

Enhance interconnectivity and
interoperability of National
Information I nfrastructures by
2001

Encourage cooperation

Internet exchange & gateway
Regional caching/mirroring
Hubbing

Facilitate the development of the
All Backbone

E-COMMERCE FRIENDLY
ENVIRONMENT

1

2.

Agree on regional standards based
on International norms
Electronic identification and
authentication(such as PKI)
Secure electronic payments and
settlements

Legal recognition of electronic
transaction

Code of e-commerce practice
Implementation schedules
e-commerce code based on
UNCITRAL for al countries by
2003

For those w/ e-commerce legal
infrastructure:

*  Encourage the mutual
recognition and cross
certification of digital
signature and documents
by 2001

» Facilitate secure regional
electronic payments and
settlements at the latest by
2002

COMMON MARKETPLACE FOR
ASEAN ICT GOODS AND SERVICES

1

2.
3.
4

©~No

Liberalization of trade in goods
Accelerate tariff reduction
Liberalization of trade in services
Accelerate framework agrrement
on services

Investment promotionin ICT
sector

Extend incentives

Facilitation of trade

Fast track MRA implementation

E-SOCIETY
1. Foster development of a
knowledge-based society
2. Narrow the digital divide
3. Enhance workforce

4.

5.

competitiveness

Facilitate flow of knowledge
workersin theregion

Use technology to enhance the
spirit of ASEAN community

E-GOVERNMENT
UseICT to:

1

2.

Enhance delivery of servicesto
the people

Facilitate free flow of goods, data
and movement of

People within ASEAN

3.

Facilitate linkages between public
& private sector, &

Promote transparency
4. Enhance inter-governmental
cooperation

Source: e-ASEAN website

Table 2-1: Elements of e-ASEAN

16



Thailand e-Gover nment

E-Government devel opment has been driven since 1994(B.E. 2537) by the
Sub-Committee of Promotion of Utilization of Information Technology in Public
Organization which 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 (Classification: C5-6), specifying
minimum requirements of I'T equipment for government agencies, CIOs' appointment
in public sector, conducting IT Master Plan of ministries, departments & provinces,
etc.

The then 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 under the UPU agenda with final approval of

NITC chaired by the Prime Minister.

The project important mandate is to coordinate and facilitate public
organization in rendering Good services through electronic media as Red-tape
reduction toward one stop service, Rapid Response, Rural Coverage, and Round-the-

clock or 24*7 service.

* eThailand key areas are e-Government, e-Society, e-Commerce Facilitation,

Information Infrastructure and Liberalization

17



e-ASEAN

e-Thailand

e-Society Liberalization

e-Government

e-Commerce
Facilitation

Information
Infrastructure

e-Trade e-Service

e-lnvestment

Figure 2-6: e-Thailand Organization chart

Goals of the e-Government Project in two years time 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.

E-Government Project objective:

» To establish aframework for building up e-Government in the

following areas:

e Public services

- High quality and standard services to citizen, business and public

sectors

Good services through electronic mediaresulted in Red-tape

reduction toward one stop service, Rapid Response, Rural

Coverage, and Round-the-clock.

¢ Public administration:

18




- Financial management between government and business sectors,
Electronic procurement toward rapidly, transparency and fairness,

- Government data and resources management.

»  Communication and coordination between government sectors:

- Intra-and Inter-Ministries.

- Among central, regional and local administrations.

> To set up guideline for reprocessing of public organization.

> To implement and evaluate e-Government pilot projects.

[J To employ the defined strategic framework and action plan in
Implementing projects associated with e-Government in the following
phases.

In general, most countries with e-Government have aimed to provide afull

range of G2C, G2B and G2G e-services and applications. However, it differs from

one country to another country. It depends on different factors such as computer
literacy, purchasing power, government service priorities, and political and
business trends. Each country reaches the percentage of completing implantation

in difference.

2.5 e-Government Current Status

The government has goals to develop e-Government so that each
governmental office can usethe IT system in operations and management, as well as
in servicing the people more widely, conveniently, quickly, and effectively. In the
initial stages, there would be 5 groups of services within the e-Government system, as

follows:

19



1. Theservice of giving infor mation accur ately, conveniently, and
quickly, with the ability to use the information through web sitesin the form of
on-lineinformation services — thisincludes giving economic and financial
information from the Ministry of Finance and the Bank of Thailand; giving tourism
information from the Tourism Authority of Thailand; and giving statistical
information about Thailand from the various statistical institutions.

2. Theserviceof giving information in the form of ssimple transaction
servicesin order to facilitate sear ches, verification, and processing through the

internet — thisincludes giving information through http://www.thairegistration.com

in order to find and reserve names for juristic persons, and recording, searching, and
verifying juristic person information; giving information from the registration offices

of the Ministry of Interior through http://www.khonthai.com to service the various

officesin checking registration work and giving e-mail addresses to the people.

3. Theservice of giving information in the form of Payment Gateways —
this includes such things as submitting forms and paying taxes through the internet by
the Revenue Department (e-Revenue); the service of customs and duties through the
internet by the Customs Department (e-Customs or Internet EDI); and the submission
and payment of excise taxes through the internet by the Excise Department (e-
Excise). At present, e-Revenue of the Revenue Department has opened for service,
while e-Customs will open for servicesin September of 2545, and e-Excise will open
for service in January of 2546. The service of submitting and paying the 3 types of
taxes through the internet will be done within the e-Taxation system, with payment
transactions through the internet done within the e-Payment system.

4. Theserviceof giving information for procurement (e-Procurement) —

thisisthe service of giving information about competitive prices, the presentation of

20
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prices for competition through the procurement of labor and materials by
governmental units through the internet in order to encourage transparency in price
competitions and to operate conveniently and quickly, decreasing the stepsin
processing in order to increase the effectiveness of procurement by government
office. At present, the government is trying to develop an e-Procurement system, with
this responsibility being given to the Secretary of the Prime Minister for further
process.

5. The service of giving information in the form of e-Office — thisisthe
receiving and sending of information through electronic meansin the form of email.
There isause of document imaging and work flows in the reception and sending of
government documents in a convenient and quick way in work operations, and is a
way to increase the effectiveness of government offices. At present, many offices
have begun to use e-Office, such as the Ministry of Finance and the Ministry of

Interior.
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CHAPTER 3: CURRENT EXISTING OF e-

GOVERNMENT IN THAILAND

3.1 e-Government in the Ministry of Interior: e-Registration

There are governmental policiesin place that support and promote the
development of the management and administration of government sectors, by way of
guiding its transition into an electronic government (e-Government). Thisis
especially true of services that the government provides for the public, which would
be available through electronic means (e-Services) in the form of 4-faceted service:
one place, one time, throughout Thailand, anytime.

The Department of Local Administration organized a project giving services
to the public in regards to registration and cards with a computer system, under the
name "e-Registration.” The system used information and communication technol ogy
(ICT) for servicing the public as well as in the management of various governmental
units, which was consistent to the policies set forth for creating an e-Government.

IT Vision of the Registration Office, the Department of Local Administration

There are six focal pointsin the vision of the Registration Office, which are as
follows:

1. Improve the registration system for more accuracy and stability through
the use of information technology (IT) in the entire system nation-wide,
which would also decrease government expenses.

2. Improve the system for servicing the people so that they would receive
better and faster convenience through the use of information technology
(IT) in theregistration and card system throughout the country, along with

resolving laws and regulations that obstruct this system in a transparent

way.
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3. Prevent and control registration and card fraud through the use of
information technology in inspections before authorization is given, along
with modifying methods of management used to control and evaluate work
operations.

4. Improve the work management system for increased effectivenessin
operations, along with creating motivation for officers at all levels (of the
registration office in the district or municipality) in order to result in high-
quality service to the public and to other governmental units.

5. Modify relevant laws and regulations as well as management methods, so
that the organization will have permanent technical, legal, and financial (in
regards to budgets) management and administration systems that are self-
sufficient concerning management expenses and systematically sustainable
operations.

6. Modify the database of registration and card system so that it could benefit
both the government as well as private sectors, making it a dependable

source of information and part of Thai society.

e-Registration

e-Registration is a transformation of the registration system through the use of
information technology in the system's management and by organizing the documents
electronically, in order to solve the problem of paper usage, the use of storage space,
and operational expenses. It can be considered as a new dimension to giving services
to the public; the people are now able to receive services at various registration offices
in afaster and more convenient way — the adaptation of the re-engineering process to

improve the system so that it works quicker, more conveniently, and gives more
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choices to the people. The people can receive services anywhere they are, from any

registration office in the network, through the system of e-Registration [6].
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Figure 3-1: Picture of e-Registration Website

Rationale and Justification: Origins

Public registration work in Thailand started through the storage and
arrangement of information in the form of documents from the Buddhist year 2499
onwards. These were copies of residential registrations — the information collected

had details regarding the place of residence and people who lived there, such as their
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full names, gender, birth dates, nationalities, parents names and their nationalities.
The aforementioned information was put to use continuously until the year 2515,
when residential registrations were made-over for the first time, to be more accurate
and up-to-date. Nevertheless, a part of the make-over process was still full of

problems and obstacles in regards to mistakes and missing information.
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Figure 3-2: Picture of Past & Present Identification Card
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Figure 3-3: Picture of Past & Present Residential Registration

It was because of the reasons stated above that the Department of Local
Administration in the Ministry of Interior, responsible for the various registration
processes, began to make use of computer technology to help in the storage of
registration information that was within its jurisdiction, and one of its projects was the

arrangement of numbers for identification cards. In the year 2525, there was a
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principle to arrange for a central storage system for the registration it was responsible
for, officially to be called the Central Registration Database and located at the Central
Registration Office within the Department of Local Administration, in the Ministry of
Interior. In addition, there would also be standards for the central system that would
give out identification card numbers to people throughout the entire country, with
each person having his own unique identification number from the time of his birth
until his death. This number could be referred to and used to prove the individual's
identity in contacting governmental offices. Besides this, the central standards would
give both the government and private sectors a chance to benefit from the Central
Registration Database, which would help government budgets and eliminate repetition

in the storage of individual information on computer.

Phase 1 (the years 2526 — 2531)

The Central Registration Office recopied the residential registrations of the
year 2515 for thefirst time in 2526, by giving out 11-figure residential registration
codes to each residence and giving out a 13-figure identification number to each
person residing in the registered residence. Each number has a special meaning,
which can be shown as follows:

A -BBCC-DDDDD -EE—-F

This 13-figured number isdivided 5 parts:
e Part 1 — 1 number that defines one of 8 categories of individuals
« Part 2 — 4 numbers that specify the registration office which gave the

number
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* Part 3and Part 4 — atotal of 7 numbers that define the rank of the
individual in each category of each registration office
* Part 5 — 1 number that is used to verify the preceding numbers of the
identification card
The recopying of residential registrations and giving out identification
numbers in the 2526 issue was finished in the year 2528. The government then
proceeded to collect information and arrange a database of all residential houses, and
then later on began to arrange for a database of identification card numbers, a
database for individual information, a database for family registration consisting of
marriage and divorce licenses, a database for weaponry, and a database for individuals
who are eligible for voting rights. All of these databases together make up the
"Central Registration Database," and has given the people a chance to receive service
at the Central Registration Office in order to copy and to verify their registration

history by computer.

Phase 2 (the years 2536 — 2539)

The benefits of a central registration database were expanded by connecting
information in the central registration database to databases in districts and local areas
that give registration services. The Department of Local Administration established
the local registration office at Bangkhen, Bangkok would be the experiment office, to
test the system of online information with the central registration database, in order to
service the people. In addition, a system was arranged to record face photographs and
fingerprints of the right thumb of the people who come for their identification card, to
be recorded into the identification card information database. This would benefit tests

and proving the identity of said individuals.
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In 2539, the Department of Local Administration started testing an expansion
to Muang Pathumthani District, Pathumthani Province, for an e-Registration system.
It also began to give out anew type of identification card that was similar toan ATM
for the first time on December 5, 2539. Once the cards had been used effectively, the
new cards were further expanded to all the local registration offices of various

districts in Bangkok from January 1, 2540 onwards.

Phase 3 (the years 2539 — 2540)

From the decree of the parliament on June 27, 2538, it was stated that the
Department of Local Administration would arrange systems servicing the peoplein
regards to e-Registration, as well as develop an information system for management
through centers for assessing registration information.

The Registration Office was responsible for proceeding with the mentioned
project. The operational steps included the construction of 9 regional registration
processing centers to take care of the registration offices for each district and region,
aswell asthe variouslocal offices within Bangkok that total 1,077 places. The
centers for each region were established as follows:

* Region 1 Center — Bangkok

* Region 2 Center — Chonburi

* Region 3 Center — Nakorn Ratchasima
* Region 4 Center — Udon Thani

* Region 5 Center — Chiang Mai

* Region 6 Center — Pitsanulok

* Region 7 Center — Nakorn Pathom

* Region 8 Center — Surat Thani
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A Region 9 Center — Songkhla
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Figure 3-4: Computer Systems at the 9 Regional

Registration-Process Centers

The initial operations of the regional centers will be to take care of the
operations of the district and local registration offices within their own jurisdiction for
a total of 211 places, which will later expand to cover all provinces of the country.

1. The Department of Local Administration discontinued the recording of
right thumb prints since the year 2540, in accordance with the parliamentary decree of
June of that year.

2. The number of registration offices that were uplifted from the status of
public health offices to that of tambol municipalities in 2542 totaled another 980

places.
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Phase 4 (from the year 2543 onwar ds)

After Thailand hit its economic crisisin the year 2541, the project for the
development of a system to service the public in regards to e-Registration did not
receive any supporting budget from the government, which resulted in a halt in the
project's expansion.

The year 2543 can be thought of as an important election year. The election
committee saw the importance of arranging alist of people who had the right to vote,
which would have to be made from the residential registration system. Therefore, a
budget was given to the Department of Local Administration, to print the list of voters
for the 294 district government registration offices in the remaining 67 provinces
(which did not have aregional office), so that all 400 districts nation-wide would be
covered.

It iswith this reason that in the present time (2544 onwards), the Department
of Local Administration has proceeded with servicing the public in regards to e-
Registration, covering atotal of 505 registration offices nation-wide that can be
divided asfollows:

1) A total of 211 places would provide services for both residential

registration and the new-type of identification cards

2) A total of 294 places would provide services only for residential

registration

Centersof e-Registration Service
The e-Registration service from the Department of Local Administration in the

Ministry of Interior is a service that makes use of computers and an online network
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system of information interconnecting various operational offices, which are all

collectively within the system, including:

1)

2)

4)

The Central Registration Office (which the president of the Department of
Local Administration, in the position of the administrator of the Central
Registration Office, has given the assessment center technical
responsibility of)

Provincial government registration offices (located at the Provincial
Administration building)

District / sub-district / municipality registration offices (located in their
respective district / sub-district / municipality)

Regional registration processing centers are operational centers separate
from the registration processing centers, responsible for taking care of,
administering, and helping provincial and district / sub-district /
municipality registration officesin their jurisdiction and divided into the 9

places as previously mentioned.

The characteristics and format of the assessment would be as follows: the

computer system of the district / sub-district / municipality registration offices that

service the public will be connected to the computer system of the responsible

regional registration processing centers, by way of 2 communication systems:

satellite and high-speed internet access.

1) The computer systems at the district / sub-district / municipality

registration offices will be connected to the computer system of the
responsible regional registration processing centers by satellite and high-

speed internet access.
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2)

The computer systems at the provincial government registration offices
will be connected to the computer system of the responsible regional
registration processing centers by way of high-speed internet access.

The computer systems at the regional registration processing centers will
be connected to the computer system of the registration processing centers

by satellite and high-speed internet access.

Modifying the Information Database for e-Registration

The central registration database used in service consists of 3 levels, which

will have their databases modified, as follows:

1)

2)

The database systems at the district / sub-district / municipality registration
offices will be modified immediately when servicing the public, and will
send modified information daily to the regional registration processing
centers after working hours

The database systems at the regional registration processing centers will be
modified daily through the modified information sent in by the database
systems at the district / sub-district / municipality registration officesin
their area of jurisdiction, and the information of each district / sub-district /
municipality registration office will be stored.

The database systems at the registration processing centers will store
information about each individual and each residential place in each
registration office throughout the country and will be modified when
modified information is sent in by the 9 regional registration processing

centers after each workday.

At present, there still are 1,552 registration offices that have not received

financial support for the establishment of e-Registration systems (572 are origina
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registration offices and 980 are the newly appointed offices that were uplifted from
public health offices to being municipalities), which has resulted in the fact that these
registration offices send paperwork with the modified information to the regional
registration processing centers once every month, which makes their information

about 2 months behind on being truly up-to-date.

Types of e-Registration

At present, there has been a classification of the e-Registration service of the

Department of Local Administration (registration processing centers) available at

registration offices as follows:

1. Services at the Central Registration Office (located at Wang Chaiya Registration,
Nakorn Sawan Rd., Nangluerng, Dusit, Bangkok 10300) from 08:30 — 16:30,
which include:

a. Checking and verification of residential registration, identification cards,
name registration, marital registration, weapons registration, and statistical
systems of registration at the information service center, at the registration
office

b. Answering questions and solving problems of registration through the
telephone number 1548

c. Giving knowledge about the e-Registration, with atour of the process and
the operating methods of the officials aswell as demonstrations for other
offices or educational institutions

2. Services at the Provincial government registration office (located at the central
sala of every province at the provincial administration building). During work

hours, servicesinclude;



a. Checking and verification of residential registration

b. Checking and verification of identification cards

c. Checking and verification of general registration (name registration,
marital registration, weapons registration)

3. Services at District / Sub-District / Municipality Registration Offices (which at
present — from the year 2544 — atotal of 505 offices have established computer
systems and a communication network). These are divided into 2 groups of
services, asfollows:

a. Automated services that include both the residential registration and the
identification card registration, which includes all registration offices
within the jurisdiction of the following 9 provinces. Bangkok, Chonburi,
Nakorn Ratchasima, Udon Thani, Chiang Mai, Pitsanulok, Nakorn
Pathom, Surat Thani, and Songkhla, as well as Muang Pathumthani
District, totaling 211 offices.

b. Automated service that includes only residential registration (the
identification card registration used is still the old system), which includes
the 294 district / municipality registration offices established in voting
districts in 67 provinces throughout the country.

c. Theautomat Automated services that include both the residential
registration and the identification card registration can be divided further:

i. Services that include information reception on births, deaths,
moving in-out, changes in individual records, changesin residential
information, construction/destruction of residences, and the

creation of identification cards
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ii.  Checking and verification of residential registration (including
marital registration and weapons registration) and identification
card registration

ii. Giving service to people who come to receive out-of-locality
residential registration, as well as automatic identification card
services (receiving identification cards immediately after
requesting them) for those living within the 9 provinces mentioned
in(a).

4. Electronic Services

The Central Registration Office (by the registration processing centers) has

developed a service system for people who use the internet, as follows:

a. Servicesfor checking individual information through the internet, in order
to give everyone the opportunity and ability to check the accuracy of each
individual's record at any time, aswell as the ability to print out
documents for further processes

b. Servicesfor preparing registration documents viathe internet, so that
people are able to prepare documents and various printed materials that are
needed for contacting the registration office by themselves at any time; the
service includes printing documents for convenience in preparing / filling
out / finding evidence to include in the request for service at registration
offices.

c. E-mail services at the website http:/www.khonthai.com in order to give

every Thai person a chance to have the opportunity and the toolsin
preparing himself to enter into the electronic information age. People who

request electronic mail service through the internet need to ask for a PIN

36


http://www.khonthai.com

code (Personal Identification Number Code), which the Central
Registration Office (by the registration processing centers) has devel oped
so that everyone is able to set his own code and use the mentioned code to
verify their right in the reception of registration services by computer. In
asking for aPIN code, there are 2 methods that can be used:

i.  Requesting through the computer at the website of Department of

Local Administration located at http.//www.dola.go.th, or go to

http://www.khonthai.com

Ii. Requesting individually at all registration offices that have
computer services, such asthe central salc in each province or at
all regional registration processing centers

In expanding the benefits that governmental units, various organizations, as
well as registration processing centers receive, the information in the Central
Registration Database need to be information collected from residential registration
documents and identification card documents, which is the primary source of proof of
an individual's identity and place of residence. These are, therefore, important basic
information that every office wantsin order to use them in order to give servicesto
the people who go to receive them at those organizations. With today's information
technology, every office is connected through their computer systemsin order to set
up aremote on-line processing system effectively.

Therefore, in order to support the operational benefits to be gained and the
support in effectiveness in the development of the country collectively, the
Department of Local Administration (registration processing centers) has developed
system programs, system capabilities, and computer equipment for remote on-line

processing in order to support each office's needs.
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Using e-Registration to Support e-Gover nment

The e-Registration system that the Department of Local Administration is
responsible for, in accordance to the project for implementing identification numbers
and the project for the creation of a service system for the people, consists of a system
for registration and identification cards by computer as well as a system for
information management for work operations. Besides being a solution to the
existing problems, it is aso a development of the country's registration system by the
introduction of computers and a more modern system. This enables the service
system of the people to be more modern, more effective, complete, accurate,
convenient, fast, and consistent with present living conditions of the Thai people. Itis
also beneficial to creating a foundation to develop a new kind of management - a
management information system, where managers and administrators in the
Department of Local Administration and other departments within the Ministry of
Interior can learn how to use and modify their operations until a new kind of
governmental system occurs. Thiswould lead to paperless management by using
computers as tools in management.

In addition, the Department of Local Administration has proceeded with the
development of an expansion system to let other regional and local departmental units
benefit in working with the Central Registration Database, by way of computer
systems integration and the use of remote online processing so that each department
can use the e-Registration system in their operations, both in the form of verification
of individual information to service people or in the form of statistical registration
information, and statistical information on people's movements. These would be
beneficial to setting policies, planning operations, and setting plans for governmental

operations, especially in the case of national security and the prevention and control
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of crime, the maintenance of safety for people and possessions, and planning public
utilities systems and other service systems so they are appropriate/consistent with the
people who live in various localities throughout the country.

At present, the government, under the control of Dr. Thaksin Shinawatra, has
set management policies to solve the problems of and to develop the country's
economic system by establishing further policies and plans with various government
departments, in order to quickly receive results from all the projects put in place, such
as the village fund project, public health insurance project, tambol internet project,
and the project for the prevention and control of drugs. The success of these projects
depends on their foundation from the registration database system as well as e-
Registration computer systems. The information databases within the e-Registration
system can be used as a part of the Central Registration Database to help make e-
Government management complete.

Consideration must be given to the importance of e-Registration towards being
an important foundation of e-Government, such as through the population
identification number system that integrates a 13-figured number as the main index
for the Department of Local Administration to use in the Central Registration
Database. Thisresultsin acentral index for all governmental units, departments, and
ministries that use a computer system to process information that can be placed within
the information database, thus resulting in all-around, permanent benefits.

At present, the Department of Local Administration —agovernmental unit —
has devel oped an e-Registration system that can support electronic servicesin order to
expand the boundaries of its service area, thus responding to the service needs of the

people through the internet. This would result in global services offered, and the Thai

39



embassies and consulates abroad will receive the e-Registration system in order to

help successfully shape the system of e-Government of the country.

Direction of e-Registration Development

The Department of Local Administration, a governmental unit responsible for

the registration of the country, has set the direction/trend at present of the

development of the country's e-Registration as follows:

1)

2)

Proceed with system expansion for automatic registration and
identification card services in every registration office. Because of
economic problems, there is still alack of funding to proceed with the
establishment of computer and communications systems for 1,552
registration offices (at present — the year 2544 — atotal of 505 registration
offices have been computerized).

Proceed with expanding the benefits from the identification card of the
people to be able to support the needs of various units/departments through
integrated operations (in improving the identification card used at present
— the ATM card — which has information recorded at the metal band at the
back of the card) with other unitsin order to be able to get the
identification cards to record more information on their metal strips. The
result of the integration would be a development of a newer type of card
that has a memory unit right on the card, or what is called the chip card or
smart card, and can be used to verify the individual's identity immediately.
Thiswould enable the people to be able to use just one card when
contacting the various governmental units/departments conveniently.
Using just one card will decrease the expenses and problems inherent in

having to use many cards.



3) Proceed with developing and expanding the Central Registration Database
as an information database as well as integrate operations with other
departments to develop a geographic information system (GIS) together, in
order to support the operations of the various administrative organizations,
bureaus, and civil servantsin local areas. The Department of Local
Administration has settled on the agreements between other departments
asfollows:

a  The agreement of developing a geographic information system
(GIS) between the Department of Local Administration of
Chonburi Province (Sriracha district, Sriracha municipality) with
the tambol administrative organization of Bangpre on May 4, 2543.

b. The agreement of using the Central Registration Database in the
development of a geographic information system (GIS) between
the Department of Local Administration and the Laemchabang
municipality office on January 31, 2544.

4) Develop the e-Registration system to be able to give services through the
internet, in order to expand its capability of service without boundaries
through the internet. This would make the database system up-to-date and
modern as well as consistent with the service needs of the people as well
as other departments continuously, without any time or place limitations.

5) Develop the e-Registration system so that it can be modified to become a
basic information database for setting policies, planning operations, and
establishing management guidelines of the country for the government, in
the form of an information center to support country management. This

would be done by establishing the operating processes with the various
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types of information databases that are the responsibility of every ministry

and department.
E-Registration in an e-Thailand

E-Registration, or an electronic registration system, is an important tool within

Thailand's electronic system (e-Thailand), which is governed by an e-Government, or
agovernment that uses management systems that incorporate various computer
systems and equipment, and a communication system of information of e-Registration
in e-Thailand.

The components of an e-Registration system consist of the following 2

important computer systems/communication and database systems:

1. The National Electronic Registration System (NERS), which uses the
Central Registration Database (CRD) as its main database system in
operations.

2. The National Information System (NIS), which uses the Central
Information Database (Cl) as its main database system in operations.
Development in e-Registration also exists to result in the highest possible
benefitsin the following ways.

a The expansion of services for registration offices, such as:

I. District Government Registration Office (DGOV), which
consists of atotal of 795 district registration offices and 81
sub-district offices

il. Provincial Government Registration Office (PGOV),
consisting of 75 registration offices
iii. Local Government Offices (LGOV), consisting of 75

provincial administration offices, 1,031 municipalities,
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6,746 tambol administration offices, and 2 special
administrative units.
b. The expansion of services for other governmenta departments,
such as:
i. Government Authorities (GAMOU)

ii. Provincia Authorities (PAMOU)

iil.  Independent Organizations (ORG MOU)

Iv. Various Community Governments (CGOV)

At present, the Department of Local Administration has expanded the use of
the database to more than 40 government offices, with a memorandum of
understanding (MOU) from each in order to establish a plan of cooperation among the
various offices.

3. Developing and expanding the e-Registration system through the internet;
the Department of Local Administration has proceeded with the following
steps:

a. The development of asystem to service Thai embassies/consulates
(THAI AMB) abroad, with servicesin regards to registration for
Thai people, such as processing the announcements of birth and
death through the internet.

b. The development of a system to service organizations, institutes,
and various communities (X MOU) that have been given a
memorandum of understanding regarding the communal use of the
information database from the Department of Local Administration

through the internet.



c. Giving servicesto people who use the internet (internet users) so
they are able to receive services such as the verification of
information or the reception of other services through the internet.

d. The development of a website of the Department of L ocal
Administration to give registration services and information to the
people through 3 websites, as follows:

L http://www.dola.go.th

i. http://www.khonthai.com

iii. htto://www.khonthai.org

At the same time, these websites will be developed to be able to support
processing in the form of portal sites, in order to make the e-Registration system more
effectively consistent with the needs of the people, society, and the development of

information technology.

Benefits of e-Registration

The benefits of e-Registration can be categorized into the following 3 parts:

1. Benefitsto government units — It would lead to a transformation of the
government system to be up-to-date with the times. In regards to
management, the system will make it more effective, reduce costs, and
prevent registration and identification card fraud and document forgery.

2. Benefitsto society ~ The information is used for distribution in society for
the development of service, the decrease of risk in establishing business,
the decrease in expenses for clients supporting documents, and can be a

dimension wherein the government can avoid itself in the establishment of
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such a business, thus decreasing the nation's need for a budget to support
the associated expenses.

3. Benefits to the people — Because the Department of Local Administration
has established the use of a computer system to improve the system for
servicing the people for registration and identification cards, the people
have received the following benefits:

a. The people are able to receive registration and identification card
services conveniently and quickly, and can save the time and
expenses they must pay in going to receive services.

b. The people are able to receive various services that are relevant to
their life, such as residential registration services through the
announcements of birth, death, moving, and receiving new
identification cards without having to use an official yellow form.

c. The people are able to receive various services through the internet,
such as asking registration questions, the verification of individual
information, the verification of marital documents and names, the
verification of population and housing statistics, and the
preparation of documents and other registration papers.

d. The people are able to receive various services from other
government departments that have signed onto the memorandum of
understanding with the Department of Local Administration. The
people receive the services through the  website

http://www khonthai.com. When there, they can search for

information all the way until the tambol administration level
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throughout the country. Thisis another way of reinforcing the

country's economic strength to the people.

3.2 e-Government in the Ministry of Finance

e-Government in the Ministry of Finance, especially the e-Taxation system, is
ause of the IT system for the 3 types of taxes (revenue taxes, customs taxes, and
excisetaxes), in order for there to be ause of IT in work operations and management,
aswell as giving tax services through the internet by the Revenue Department (e-
Revenue), Customs Department (e-Customs or Internet EDI) and Excise Department
(e-Excise).

The e-Taxation system of the Ministry of Finance is divided into 2 systems:

1) An integrated infor mation system of the 3 tax departments for
communal usethrough the MOF’s IT Center system, for use in operations of the
Revenue, Customs, and Excise Departments in order for there to be a use and
exchange of information among them conveniently and quickly, decreasing process
steps, redundancy in work, and expenses.

The integrated information system of the 3 tax departments will be capable of
information exchange and the communal use of information, as well as having the
ability to search and verify taxes in order to increase effectivenessin tax collection
services of the country.

Therefore, the integration of the information systems of all 3 taxation
departments includes the following objectives:

1. Develop the system and support the integration of tax collection

information of all 3 tax departments together
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2. Organize the information system of all 3 tax departments that need to be
used together in order to exchange information and lessen redundancy of
information

3. Proceed in order to let the information be used together in such things as
searches and the verification of tax collection, in order to increase the
effectiveness of the management and collection of taxes.

TheIntegrated I nformation System of the 3 Tax Departments

There are 2 types of systemsin the integrated information system of the 3 tax

departments, as follows:

L Integrated information system of the 3 tax departments for communal use through
MOF’sIT Center system

The MOF’s IT Center system is aweb application that was devel oped to be
used as a center in the exchange of information and the communal use of information
among the 3 tax departments. The objective in the information exchange is to further
process related information, with the Ministry of Finance's computer center acting as
central storage in order to establish a Central Information Database that the 3 tax
departments can use together, as well as proceed with security measures to keep the

information intact.

2. Integrated information system of the 3 tax departments to search and verify taxes
through the Revenue Intranet system

The tax search and verification system is a web application that managers or
authorized officers can use to search and verify tax information in the Revenue,
Customs, and Excise Departments. The information from the Revenue Department
will include only the juristic taxes (Phor Ngor Dor 50) and value-added taxes (Phor

Ngor Dor 30).
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Benefits Gained

1. All 3 tax departments are able to use the same information system,
decreasing redundancy and increasing effectiveness in operations through
the exchange of pertinent information in the communications network.

2. Effectivenessin collecting taxesisincreased for all 3 departments, as there
is atax search and verification function that can check, by way of "one
stop service", the entire I T system of all 3 departments at once.

3. Makesthe Ministry of Finance able to use the integrated system of all 3
departments to analyze and use the information for managing tax
collections more quickly and conveniently.

In summary, the integrated information system of the 3 tax departments

include:
1. Information from the Customs Depar tment includes:
- Details about import
- Details about export
- Summary of imports
Summary of exports
Details about daily imports
- Details about daily exports
- Tax cards
- Results of tax collection and statistical information
thereof
2. Information from the Excise Department includes:
- Summary of tax collection

- Results of tax collection
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Monthly reports of tax collection
- Details of monthly tax collection
- Detallsof daily initial collection
- Details of monthly tax earnings

- Detailsof tax registration

Product codes through the EDI system
3. Information from the Revenue Department includes:
Juristic taxes (Phor Ngor Dor 50)
Vaue-added taxes (Phor Ngor Dor 30)

2) Tax submission and tax servicesfor all 3 taxesthrough the internet,
which is a service system for customs, excise, and revenue taxes through the internet
in order to increase service options for people in paying their taxes conveniently and
quickly. The system includes e-Revenue and e-Customs. Details of both follow.

2.1 e-Revenue

This system serves the submission of tax forms for paying value added tax
(Phor Por 30, 36), business-specific tax (Phor Thor 40), and taxes inherent in profits

(Phor Ngor Dor 54).
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Figure3-5: Picture of e-Revenue Website
The Revenue Department has begun services of e-Revenue from the internet

through http://www.rd.go.th, with the following details:

Tax Submission and Payment through the Internet
Service Objectives
1. The service includes submitting and paying for taxes through the internet,
with the tax-payer being the one to input data into the required forms that have been
authorized for use through the internet instead of manually writing and submitting the
paper forms, as well as paying taxes through electronic means through bank transfers
to the Revenue Department (in the case of submitting the Phor Por 30 form where

there is no tax to pay or in the case of tax returns, this serviceis still available).
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2. Thisisanew option that does not force but hel ps tax-payers who are
interested in choosing services for more convenience in submitting and paying taxes
at the district revenue office.

- Every tax-payer has the right to use the service of submitting and
paying for taxes through the internet that the Revenue Department has opened.

For submitting and paying for value-added taxes or business-specific taxes

through the internet, the person submitting must be the person who registered

for value-added tax or the person who registered for the business-specific tax
only

- There must be prior agreement made with the Revenue Department,
by signing the contract documents in the request for submitting and paying
taxes through the internet. When the user ID and password has been received
from the Revenue Department, it is then possible to enter into the system in
order to submit and pay taxes through the internet.

- There must be prior arrangements made with the bank that
participates in the project for submitting and paying taxes through electronic

bank transfers (e-Payment)

Benefits Received
1. The Revenue Department does not charge any fees for applying for or
requesting this service
2. It savestime and money in traveling to the district revenue office to submit
and pay for taxes
3. Thereisaspecia privilege of submitting documents from 16.30 to 22.00

every day, without holidays
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4. Thereis aprogram available to help verify initial information that is
inputted into the form; should there be mistakes found, the system will
send immediate warnings so that the person can edit the information
correctly. For confirmation that the Revenue Department has received the
form and tax payments, there will be the following 3 levels of evidence:

a. Immediate confirmation of receipt once the transaction is over

b. Confirmation of receipt of the form and tax payment (if any)
through email on the next day

c. Confirmation of receipt of the form and tax payment (if any)

through registered postal mail

Application for Submitting and Paying Tax through the I nter net
People Eligible for Application
Case of Application for Submitting Value-Added Tax Forms
1. The proprietor who registered value-added tax must submit the Phor Por
30 and 36 forms, both in Bangkok and other provinces, and must receive
authorization from the Revenue Department in having eligibility to use the
service
2. Normally the proprietor interested in using the service of submitting the
Phor Por 30 form through the interne must submit a request per
establishment or branch, except when authorized to submit the Phor Por 30
form collectively, which then precipitates the request for authorization for

those collective establishments or branches.
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Case of Application for Submitting Business-Specific Tax Forms

1 The proprietor who registered value-added tax must submit the Phor Tor
40 form, both in Bangkok and other provinces, and must receive
authorization from the Revenue Department in having eligibility to use the
service

2. Normally the proprietor interested in using the service of submitting the
Phor Tor 40 form through the internet must submit a request per
establishment or branch, except when authorized to submit the Phor Tor 40
form collectively, which then precipitates the request for authorization for
those collective establishments or branches.

Case of Other Service Requests
The tax-payer is responsible for submitting all tax forms.
Stepsin Applying For Service

Request for service:

1. To request the form for applying for the submission and payment of taxes
through the internet (Phor Or 01), contact the Center for Internet
Transactions, 1% floor of the Computer Center Building, Revenue
Department, 90 Soi Paholyothin 7, Paholyothin Rd., Payathai, Bangkok
10400 and all provincial revenue offices in every province.

2. Theform for applying for the submission and payment of taxes through
the internet (Phor Or O1) can be downloaded from the Revenue

Department's website  (http:/www.rd.go.th), by clicking "Electronic

Services," then "e-Taxation," then "Service Information,” and finally

"Various Forms."
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Entering Information in the Phor Por 01 Form

The tax-payer must input relevant information onto the Phor Or 01 form, such
as the tax-payer identification number, the number of the branch registered for value-
added taxes and/or the number of the branch registered for business-specific taxes, the
name of the tax-payer, the place of business, telephone and fax numbers for contact,
correct email addresses on the internet, and the signature of the authorized tax-payer,
board of directors, or partners of the juristic entity along with the company seal (if
any).

Besides this, the tax-payer can submit the Phor Or 01 form through the

Revenue Department's website  (http:/www.rd.go.tt), by clicking "Electronic

Services," then "e-Taxation," then "Member Registration,” and finally “Phor Or O1
Form."” The Phor Or 01 form will appear on the screen, and once the relevant
information as mentioned should be inputted completely, the button " Submit" should
be clicked. The information will be recorded into the system automatically; then, the
system will send a message of receipt as well as areference number to the tax-payer
at the email address provided.

Processing the filled-in Phor Or 01 form through the internet will not be
complete until the tax-payer signs the agreement contract with the Revenue

Department.

Supplementary Documents for Phor Or 01 Application Through the I nternet
1. Thee-Taxation contract (agreement form)
2. Inthe case of normal persons, there must be a signed photocopy of the tax-

payer's identification card submitted as well.



3. Inthe case of juristic entities, there must be a photocopy of the current
company registration by the registrar and company partners that is not over
6 months counting from the day that the registrar and company partners
signed their names, as well as photocopies of the identification cards or
other important alien papers of persons associated with the juristic entity,
with all the mentioned persons signing their own relevant documents.

4. Inthe case of authorizing a representative, there needs to be a power of
authorization / power of attorney form along with signed copies of the
identification card of the authorizer and the authorized person.

In cases where the tax-payer wants to request e-Taxation services for the main
headquarters as well as a company branch at the same time, only one set of documents
IS needed.

Submitting the Phor Or 01 Form

1. Manual submission — The Phor Or 01 form that has been completely filled,
along with supporting documents, can be submitted at the same time at the Center for
Internet Transactions, 1% floor of the Computer Center Building, Revenue
Department, 90 Soi Paholyothin 7, Paholyothin Rd., Payathai, Bangkok 10400 and all
provincial revenue offices in every province.

2. Electronic submission — The Phor Or 01 form can be submitted through the
Revenue Department's website. All supporting documents must be submitted at the
Center for Internet Transactions within 15 days from the day of submission; the
reference number of the Phor Or 01 form or a printed copy of the Phor Or 01 form

must be given to the officer aswell.
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Entering into the System

Once an officer has considered the Phor Or 01 application form and the
supplementary documents, if al is complete and correct the Revenue Department will
issue a user ID and password for use in entering into the e-Taxation system. The
Revenue Department will inform the user through email which month the user has the

right to use the e-Taxation system.

Conditions of Use

The submission and payment of taxes must be done within the allotted time
only. If there is submission after the time allotted or more documents to be submitted,
these submissions and the payment of taxes must be done at the district revenue office
as normal. For example, the submission of the Phor Por 30 or the Phor Tor 40 form
for the January 2545 tax month that needs to be in by February 15, 2545, the
submission and payment of value-added and business-specific taxes through the
internet must be done within the 1%- 15" of February 2545. If it is a submission of the
Phor Por 30 or Phor Tor 40 forms of December 2544 or any month before this, the
forms must be submitted at the district revenue office only. Users eligible for e-
Taxation services can use the system everyday in the timeframe for submission,
unless the last day for submission is a weekend; in which case, the user is eligible to
submit the documents 1 day afterwards. Each day, submissions can be sent from

06.00 to 22.00.
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Steps of e-Taxation
Stepsin Submission

After the Revenue Department has emailed a confirmation that the tax-payer is
authorized to use the e-Taxation system, the steps in t-Taxation submission are as
follows:

Step 1 Go to the Revenue Department's website at http://www.rd.go.th

Step 2 Click "Electronic Services," then "e-Taxation"

Step 3 Choose the type of form for submission through the internet

Step 4 Input the user ID and password received from the Revenue

Department. The screen will display the chosen option; the form will
show information about the situation of the tax-payer in accordance to
the information given to the Department. There would be adisplay for
Inputting relevant numbers, similar to paper forms.

Step 5 Input information in accordance to the form completely, similar to

Inputting information in paper forms.

If the user is authorized to submit the value-added tax form together, he must
download the program for recording information in the Phor Por 30 form in order to
record and input information in the form, similar to the Phor Por 30 paper form.
When information recording is finished, the user must click the "Attach File" button
in order to send the Phor Por 30 attachment. (Note: If the number for data input does
not correlate, such asif the tax number is more than or less than 7% of what was
calculated from the inputted data, the program will give out awarning that the data
does not correlate and to please verify the inputted information once more.)

If the user is authorized to submit the value-added tax form together, he must

download the program for recording information in the Phor Tor 40 form in order to
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record and input information in the form, similar to the Phor Tor 40 paper form.
When information recording is finished, the user must click the " Attach File" button
in order to send the Phor Tor 40 attachment. (Note: If the number for datainput does
not correlate, such asif the tax number is more than or less than 7% of what was
calculated from the inputted data, the program will give out awarning that the data
does not correlate and to please verify the inputted information once more.)

Step 6 Once the inputted information is verified for accuracy, the user needs
to confirm this by clicking " Submit." If the user is unsure or wants to
input new information, the user must click "Cancel."

Step 7 Once the user verifies information and clicks " Submit":

If there are no taxes to pay or for tax returns as per Phor Por 30, the system
will confirm the submission of the form by informing the user of receiving the Phor
Por 30 form as well as giving the reference number. If there are taxes to pay, the user
must choose the bank that he has made an agreement with; once the bank is chosen,
the screen will change to the bank's screen for e-Payments. When the bank transfers
money into the Revenue Department's account, the system will confirm the
submission and payment of the taxes by immediately informing the user of their
receipt. In addition, the Revenue Department will confirm again by email on the next
day and will send atax payment receipt to the user through registered mail to the
address specified.

(Note: If the money transfer of the bank has any problems or if the amount of money
isinsufficient for the payment of tax, this would mean that the transaction is
incomplete. The Revenue Department will take it as not yet having received
submissions or payments of tax through the internet and for the user to do the

transaction again or to manually submit and pay taxes at the district revenue office.)
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Step 8 For e-Taxation reference benefits, the user is encouraged to print the
transaction for future use.

Notification of Changes
Notification of Increase/Decreasein the ltem Display

For notification of increase/decrease in item displays, the request form (Phor
Or 02) can be gotten from Center for Internet Transactions, 1% floor of the Computer
Center Building, Revenue Department, 90 Soi Paholyothin 7, Paholyothin Rd.,
Payathai, Bangkok 10400 and all provincial revenue officesin every province. It can

also be requested from the Revenue Department's website (http:/www.rd.go.th) by

clicking "Electronic Services," then "e-Taxation," then " Service Information," and

finally "Various Forms."

Filling in the Phor Or 02 Form

The tax-payer must input relevant information onto the Phor Or 02 form, such
as the tax-payer identification number, the number of the branch registered for value-
added taxes and/or the number of the branch registered for business-specific taxes, the
name of the tax-payer, the place of business, telephone and fax numbers for contact,
correct email addresses on the internet, and the signature of the authorized tax-payer,
board of directors, or partners of the juristic entity along with the company seal (if
any).

Besides this, the tax-payer can submit the Phor Or 02 form through the

Revenue Department's  website  (http://www.rd.go.th), by clicking "Electronic

Services," then "e-Taxation," and finally "Increase/Decrease Item Display,” which is
in the members' table. The tax-payer must input his user ID and password from the

Revenue Department. The Phor Or 02 form will appear on the screen, and once the
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relevant information as mentioned should be inputted completely, the button
"Submit" should be clicked. The information will be recorded into the system
automatically; then, the system will send a message of receipt as well as areference
number to the tax-payer at the email address provided.

The tax-payer will be able to submit documents for the increased item or will
lose his right to submit documents for the decreased item immediately after the

increase/decrease item display is completed.

Notification of Email Address Changes or Requesting Passwor ds

For notification of email address changes or requesting passwords, the request
form (Phor Or 03) can be gotten from Center for Internet Transactions, 1 floor of the
Computer Center Building, Revenue Department, 90 Soi Paholyothin 7, Paholyothin
Rd., Payathai, Bangkok 10400 and all provincial revenue officesin every province. It

can also be requested from the Revenue Department's website (http:/www.rd.go.th)

by clicking "Electronic Services," then "e-Taxation," then " Service Information,"

and finaly "Various Forms."

Filling in the Phor Or 03 Form

The tax-payer must input relevant information onto the Phor Or 03 form, such
as the tax-payer identification number, the number of the branch registered for value-
added taxes and/or the number of the branch registered for business-specific taxes, the
name of the tax-payer, the place of business, telephone and fax numbers for contact,
correct email addresses on the internet, and the signature of the authorized tax-payer,

board of directors, or partners of the juristic entity along with the company seal (if

any).
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Besides this, the tax-payer can submit the Phor Or 03 form through the

Revenue Department's website  (http://www.rd.go.th), by clicking "Electronic

Services," then "e-Taxation," and finally "Change Email Address' or "Request
Password" as per intention. The tax-payer must input his user ID and password from
the Revenue Department. The Phor Or 03 form will appear on the screen, and once
the relevant information as mentioned should be inputted completely, the button
"Submit" should be clicked. The information will be recorded into the system
automatically; then, the system will send a message of receipt as well as areference

number to the tax-payer at the email address provided.

Notification of e-Taxation Service Cancellation

For notification of e-Taxation service cancellation, the request form (Phor Or
04) can be gotten from Center for Internet Transactions, 1 floor of the Computer
Center Building, Revenue Department, 90 Soi Paholyothin 7, Paholyothin Rd.,

Payathai, Bangkok 10400 and all provincial revenue officesin every province. It can

also be requested from the Revenue Department's website (http:/www.rd.go.th) by
clicking "Electronic Services," then "e-Taxation," then "Service Information,” and

finally "Various Forms."

Filling in the Phor Or 04 Form

The tax-payer must input relevant information onto the Phor Or 04 form, such
as the tax-payer identification number, the number of the branch registered for value-
added taxes and/or the number of the branch registered for business-specific taxes, the
name of the tax-payer, the place of business, telephone and fax numbers for contact,

correct email addresses on the interne, and the signature of the authorized tax-payer,
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board of directors, or partners of the juristic entity along with the company seal (if
any).
Besides this, the tax-payer can submit the Phor Or 04 form through the

Revenue Department's website (http://www.rd.go.th), by clicking "Electronic

Services," then "e-Taxation," and finally "Cancellation." The tax-payer must input his
user ID and password from the Revenue Department. The Phor Or 04 form will
appear on the screen, and once the relevant information as mentioned should be
inputted completely, the button " Submit" should be clicked. The information will be
recorded into the system automatically; then, the system will send a message of

receipt as well as areference number to the tax-payer at the email address provided.

Paying Taxesthrough the lnternet

Tax Payments
The proprietor pays taxes by ordering the bank to transfer money into the

account of the Revenue Department through electronic means (e-Payment) through
the bank that the Revenue Department has set. There are 6 banks open for e-Payment,
asfollows:

» Krung Thai Bank Public Co., Ltd.

» Thai Farmers Bank Public Co., Ltd.

» Siam Commercial Bank Public Co., Ltd.

* AsiaBank Public Co., Ltd.

» Krungsri Ayuddhaya Bank Public Co., Ltd.

* Citibank Co., Ltd.
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The system will show the bank symbol for the proprietor to choose through
which bank that he wants the transfer to be made. When the bank transfers money
into the Revenue Department account, the system will send a notification of tax
payment receipt to the proprietor immediately. If there are insufficient fundsin the
account for tax payment, the Revenue Department will reject the submission and the
proprietor must then manually submit and pay for taxes at the district revenue office.

The e-Taxation service of the Revenue Department has been successful.
Many of the juristic entities, companies, and partnerships use the e-Taxation system,

thus enabling an increased collection of taxes.

2.2 e-Customsor Internet EDI

At present, the Customs Department is giving EDI (Electronic Data
Interchange) services, which include an exchange of electronic information for the
reception/sending of information and information verification through the use of EDI
UN / EDIFACT standards. The proprietor can send information about import/export
documents through the EDI Gateway, which is processed through Trade Siam and the
Communications Authority of Thailand (CAT) in order to send/receive information
for the Customs Department to verify [5]. When the information is verified and passes
customs, it is further processed so that merchandise imported from the cargo and
merchandise exported out will be processed. AT the moment, EDI serviceis
composed of the reception/sending of information in the X-400 system, where users
must pay 25 baht per form. Almost 80% of the importers/exporters use this system.

The EDI system is a customs duties system that uses the reception/sending
technology of the X-400 information system in accordance to EDI UN / EDIFACT

standards. It is an old technology and has high expenses. The Ministry of Finance
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therefore has increased options to proprietors by creating an e-Customs or Internet
EDI system, which has lower expenses.

At present, almost 80% of all proprietors are users of the Customs
Department's EDI system. The rest of that number use Interactive Data Entry or
Counter Service. When the Customs Department canceled Direct Data Entry and
Manual services, small importers/exporters and shipping agents tried to avoid using
EDI by saying that there is a high cost of investment, thus rendering the customs
system unable to be fully beneficial. This therefore has made it necessary for customs
officers to offer servicesin many forms instead of having only one computerized
service system. This has resulted in lowered effectiveness and slowed-down
operations.

In order to let proprietors have a choice in using the EDI system and to
eliminate the mentioned problem, the Ministry of Finance and the Customs
Department used the Internet as a medium for customs services through the EDI
system by adhering to EDI UN / EDIFACT standards, and supplementing XML
(Extensible Markup Language) standards in the reception/sending of information. At
the same time, previous EDI system services are still available, which is suitable for

proprietors of large businesses.

TheInternet EDI (e-Customs) System

The Internet EDI system is used to send/receive information about
imports/exports with the Customs Department in adherence with EDI standards of UN
/ EDIFACT through the use of the internet instead of through VAN (Value Added

Networks). This decreased service fees; therefore, small importers, exporters, and
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shipping agents are able to use the service from all placesin Bangkok and other
provinces.

The Internet EDI system is a shared responsibility of the Ministry of Finance
and the Customs Department by establishing a computer Web Application Server
(SUN SF Vv880) at the Computer Center of the Ministry of Finance, and connections
are made with afiber optic system that has a speed of 155 Mbps from the Ministry of
Finance to the Customs Department through the establishment of an XML Gateway
Server (SUN E450) at the Customs Department to integrate the system with the

customs system on the UNISY S 1X 5600/2200.
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Figure 3-6: Picture of e-Customs Website
Operationswith Internet EDI
Importers/Exports who have computers connected with the internet through

web browsers are able to input import/export information in the bill of lading and



invoice through an internet account from various existing Internet Service Providers
(ISPs).

For convenience and ease of use, the preparation of the bill of lading will use
the same method as preparation of information within the previous EDI system, but it
will be an input of information through the internet into the Web Application Server
at the Computer Center in the Ministry of Finance, where there would be EDIT,
information verification with various reference files on the Application Server such as
the customs tax category, exchange rate, and the date of shipping or other Customs
Department announcements.

When the bill of lading is prepared, the Web Application Server will verify
that the information adheres to EDI standards of UN/EDIFACT; then, the information
on the bill of lading will be transformed into XML Format. The information will be
sent by using Simple Mail Transfer Protocol (SMTP) with the XML information code
and the importer/exporter details. The entire thing will be sent from the Web
Application Server at the Computer Center in the Ministry of Finance through fiber
optic cables with speeds of 155 Mbps through the system to the XML Gateway
Server, which is a the Customs Department.

The XML Gateway Server at the Customs Depart nent will pull the
information of the importer/exporter and decode the bill of lading information in the
XML format into aformat that the customs system can further process on its Unisys
Host System.

When the Unisys Host System has processed the information, if there are no
mistakes in the bill of lading, the Unisys Host System will send the information

confirming the reception of the bill of lading by setting a bill of lading number to the
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importer/exporter.  The confirmation message iscalled CUSRES (Customs
Response), and it isin the EDI Message Format.

When the CUSRES Message from the Unisys Host System goes to the XML
Gateway Server of the Customs Department, the XML Gateway Server will change
the CUSRES into the XML Format, enter the code, and send it back to the
importer/exporter in the form of a mail message, which will be stored on the Web
Application Server at the Computer Center in the Ministry of Finance. The
Importer/exporter can check in on the status of their bill of lading through the internet.

When the confirmation and a number for the bill of lading is received, the
importer/exporter will then place that number onto his prepared bill of lading as well
as store it at the Web Application Server at the Computer Center in the Ministry of
Finance.

Afterwards, the importer/exporter is able to print the bill of lading out in the

form of a hard copy and use that for further processes in the customs system.

Benefits Received

1 Expenses are decreased and it is not a burden to small-sized
importers/exporters or shipping agents in accessing the customs system through
Internet EDI

2.  Ableto use the system throughout Bangkok and other provinces
immediately

3. Givesimporters/exporters a choice in using the EDI system by choosing
between EDI VAN and Internet EDI

4. Motivates small importers/exporters and shipping agents to use the EDI

system of the Customs Department, which will increase the number of users from the
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present 80%, thus enabling wide-spread service, making the computerized customs
system complete, decreasing processes and decreasing redundancy of work for
customs officers, which will make the operation of the Customs Department more
effective.

The e-Customs or Internet EDI system of the Customs Department will be
open for service from September 2545 onwards. In theinitial stages, serviceswill be
given for exports only; once the system is more effective, import services will be

offered.

2.3 e-Excise

The e-Excise system isone that gives services for the 17 types of excise taxes,
which consists of ail, oil products, cars, electric devices (air conditioners and light
fixturesfor ceilings), drinks, perfumes, perfume extracts, yachts, crystal glass, rugs,
motorcycles, batteries, marble, alcohol, cigarettes, cards, and service establishments.

This system will service juristic entities and individual people who pay taxes
for the 17 types of merchandise mentioned. The majority are juristic entities such as
companies, totaling about 5,000 entities. They will be able to submit and pay excise
taxes through the internet (e-Excise) to the Excise Department.

The e-Excise system of the Excise Department isin the stages of design and
development. The system will be ready for use from January 2546 onwards.

The e-Revenue, e-Customs, and e-Excise systems are all service systems for
the submission and payment of taxes through the internet. These systems will
increase the alternatives that tax-payers have for paying taxes in a convenient and
quick way, thus facilitating more effective tax collections and increasing the said tax

collections.
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Problems and Obstacles

1. The problem and obstacles of the computer system structure

From a study of the structure of the computer system and the devel opment of
the computer system for use in government operations within the Ministry of Finance,
it can be seen that each government unit focuses on using its computer system for
operations only. No one uses the management information system, and the
information that could be integrated has no means of exchange. The work situation is
"each man for himself," thus making the operations slow and creates redundancy in
work. In addition, the computer systems of each department within the Ministry of
Finance still are not completely interconnected in an online system. Therefore, there
can be no use of modern technology yet. Computerized operations have been done
only within the central bureau; there has not been any distribution of work to each
region of each province of the country, even when the information of the Ministry of
Finance itself is distributed all throughout the country.

2. The problem and obstacles of the information system network

At present, the integration of networks from the central region to each region
is still not complete. Also, it isan integration that comes from the ideal of "each man
for himself' and the integration does not cover the entire area, making it impossible to
collect information from all sources. The use of information management thereforeis
not effective or efficient. Thus, the structure of the computer system of every
department needs to receive development along with the development of the
information system network, both in the central region as well as the other regions, in
order to be able to collect original data from all over the country in atimely way.
There needs to be integration of networks in every department of every region with a

high-speed, nation-wide network, as well as an integration of all those networksinto a
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single network with the Ministry of Finance's computer center turning into the central
connection.

3. The problem and obstacles of the work system and information system

Work and information systems, the heart of a computer system, must be
developed in order to create an economic and financial information database for the
Ministry of Finance in a complete and up-to-date manner. Besides the use of
information in the daily operations and responsibilities of each department, the
information must aso be connected with a network into the economic and financial
information database in the computer center of the Ministry of Finance aswell. This
IS to enable each department to be able to use the information together, calling up
information as needed as well as using the service in the "one stop service" system
with other departments. Thiswill give managers information for analysis, setting
policies, and decision-making, thus resulting in a management information system
(MI1S), an Executive Information System (EIS), and a Decision Support System (DSS)
respectively. The use of the information system in managers' decision making not
only contains internal data but also contains external datathat is relevant to the
economies both in- and outside the country. An internet System needs to be set up as
well, in order to facilitate global searching, following up, and distributing
information. A system for office automation must also be used in operations, such as
systems for email, document image processing, and other multimedia systems, which

can make the operations in the departments faster and more convenient.
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CHAPTER 4

CRITICAL SUCCESSFACTORSOF e-GOVERNMENT

IN THAILAND

Critical Success Factor Definition

- Critical success factor means the factor that is necessary in helping to
achieve the established goals of an organization or a process at adesired level.
Therefore, in the establishment of any process, there should be an analysis of the
critical success factors that will help that processin its implementation.

In this study, after researching and analyzing the critical success factors from
documents, websites, and interviews, it was found that the critical success factors of
the e-Government project are related to the factors of necessary resources, such as
human resources, budget, tools, equipment, the communication infrastructure such as
telephone lines and networks that connect government networks, as well as other
factors such as management, relevant regul ations, and human resources devel opment.

The critical success factors can be summarized as follows:

1. Network and Communication Infrastructure

For the government to service the people through the use of computer technology and
communication tools, the infrastructure is considered as an important factor. Thisis
because if thereis alack of network and communication infrastructure, the e-Services
of the government will lack effectiveness. At present, thereis still alack of
development and alack of distribution to all areas. This can be seen from the

information from the National Statistics Center; the network and communication

71



infrastructure information in the year 2544 shows that the infrastructure is still not yet

distributed to all areas but are mostly concentrated within Bangkok (See Table).

Technology and

. 1996 1999 2000
infrastructure
Fixed lines and mobile telephones
(per 1,000 people) 103.2 125.9 142.6
Telephone average cost of local call
. ) } A
(US$ per three minutes) 0.1 0.1 0
Personal computers (per 1,000 172 230 043
people)
135.0 1.3 2.3
Internet users - o
thousand million million
Table 4-1: Thailand Technology and Infrastructure
Thailand Technology And Infrastructure
160
140
120 -
100 - 1996
80 — m 1999
60 - [12000
40 [
20
ol
Fixed lines and Personal
mobile telephones computers (per
(per 1,000 people) 1,000 people)

Figure 4-1: Graph representing Thailand Technology and Infrastructure
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Figure 4-2: Graph representing % Total Individual that Use the Internet

Number of PCs Per 100 inhab. 2001

United States Japan Singapore Thailand United Kingdom

Figure 4-3: Graph representing Number of PCs per 100 inhabitants Y ear 2001

Problem-Solving Guidelines

One of the issues involved with the subject of building a network and
communication infrastructure is that the government should distribute the foundation
equally throughout the nation. This would give people the chance to try out and

receive services from government offices more frequently. For every office, the
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government needs to arrange an effective network system that lessens repetition by
organizing a central office that would take care of everything involving the network
system so the system will be up to standard throughout each office. Thiswould create
an integrated foundation of network and communication that can be communally
beneficial, which would help save the national budget since all offices would be
equally responsible for planning and setting clear targets on the same level.
At this point, there exists alaw in the constitution that supports an information
infrastructure and states the following:
* The current constitution, section 78, statesthat it is the responsibility
of the government to develop a"National Information Infrastructure
(NII)” that is all-encompassing and equal throughout the country,
similar to the public utilities system. This resulted in the necessity of
thrusting the law clearly in order for the system to proceed as
established.
Therefore, the government should hasten to create equality in the network and
communications infrastructure of all regions, so that they could benefit from its use

together and to enable them to service the people thoroughly and effectively.

2. The Group Directly Responsible for e-Gover nment

At present, the Thai government does not have a group or office that is
directly responsible for proceeding with the e-Government project, thus making the
project lack true, integrated coordination and cooperation. The e-Government project
is proceeding only as a pilot project with alife of 2 years, starting from March 2001 to
March 2003. Therefore, no group has taken action in the establishment of the

project's direction or objectives; it is only within the overall picture of the national
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information technology policies, as per the following structure of Thailand's e-

Government:

Figure 4-4: Current e-Government Organization
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E-GO RNANCE STRUCTURE
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POMBATITE Cesving TYKE COMMITIEE
OIRA GOVERNMENT GOVERNMENT GOV 7 INTERNAL
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Figure 4-5: U.S.A e-Government Structure

Key to acronyms: OMB- Office and Management and Budget, HR- Human

Problem-Solving Guidelines

Resources, IPT- Integrated Project Team

As stated, the current e-Government project is only a pilot project that has a

life of 2 years. The government has not yet appointed any governmental body

directly responsible for the project, but it has begun a transformation of the

governmental system. The parliament has agreed with establishing a Ministry of ICT,

which shows that the government sees the importance of 1T and modifying itself to

become an e-Government. Therefore, after transforming the governmental system the

government will appoint a body to come in and take direct responsibility for the

project, thus enabling the work to proceed in such away as to meet established goals.

78




St, Gabriel's Library, Au

3. Knowledge Development of People

Knowledge, understanding, and readiness of the people in the use of e-
Services are aso important factors. If the people understand the benefits of using
information technology in government services as well as possess knowledge of how
to use information technology, these 2 factors will help effectively support the success
of the policy implementation of the government's usage of information technology.
At present, the government is encouraging the education of people, by dissemination
through the Internet Tambol project.

Project officers, both in the government and private sectors, must possess
knowledge and the ability to use information and the internet through computers,
which must be learned through training in computer and internet usage. Training is
done both inside the classroom and in actual operations.

Problem-Solving Guidelines

The government must take the following actions:

1. Support the development of IT at all levels (operational, technical, and
conceptual) as well asintegrate the development of human resourcesin I'T with
educational institutions, ensuring a balance of quality and quantity accordingly in
order to be able to truly support the e-Government project continuously.

2. The government must establish a human resources development plan
clearly, both in the education of youth all the way to individuals working in
governmental organizations.

3. The government must establish policies promoting the learning of IT by
setting it within the educational curriculum so as to prepare the readiness of future

employeesin the future.
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Examples of Important Procedures Implemented

» Thetransformation of the educational system by issuing a national decree
in the year 2542 had the goal of making students become more proficient in thinking
and analyzing and to make the educational system be learner-centered or child-
centered. Thiswas stated in section 4 of the National Education Decree of 2542,
which stated the following:

"Section 22 — Education must focus on the principle of letting each student
have the ability to learn and develop himself and to consider that the student is the
most important factor. The process of education must support the student and let him
develop naturally and fully.

"Section 23 — Education, both inside and outside the system, as well as home
education must give importance to both knowledge and morality. The process of
education and learning must follow the suitability of each educational level, as
follows:

) Impart knowledge about the person himself and the
relationships of each person with society, such as with family,
community, nation, and the global world, as well as knowledge
about history, the origins of Thai society, and methods of
governance including the present one of a constitutional
monarchy.

2 Impart scientific, technological knowledge and skills as well as
knowledge, understanding, and experience in managing,
maintaining, and making use of natural and environmental

resources in a sustainable, balanced way.
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@) Impart knowledge about religion, art, culture, sports, local
knowledge, and methods of modifying and using local
knowledge."

* Theimplementation of acomputer network system for Thai schools
(called SchoolNet) is one that prepares the youth of the nation to take on education in
anew form, which would become life-long learning that would enable the student to
access a massive source of information from all over the world through the Internet.
It would give schools across the country an equal opportunity to become connected to
the Internet and paying only local telephone fees (3 baht), which was done in response

to the goal in section 78 of the constitution.

4. Confidence in Technology

Confidence in technology is an important matter; information users still lack
confidence in the security system, which isacrucial factor in the implementation of
an online system. There needs to be a creation of an IT system that has good security

S0 that users can be confident that their information is safe.
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Percentage of Internet Users Transacting Online (June 2001)
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Figure 4-6: Graph representing Percentage of Internet Users Transaction Online

Problem-Solving Guidelines

The government should implement the following actions as soon as possible:

1. The government needs to establish standards, regulations, and procedures
In exchanging information, which need to be clearly set.

2. The government needs to promote the PKI system and other systems as

appropriate for the safety of information and the system.

The government needs to promote and establish points that are relevant to

individual information in order to prevent infringement, as well as create and promote

awareness in individual rights and safety.

5. Vision and Condition of Government L eader
The vision and condition of the government leader is crucial and important in
leading the government into becoming an e-Government. The leader must support

and understand the importance of using information technology in developing the
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potential of the country, as well asin responding to the needs of the people through
the creation of understanding in the various departments and instilling in them their
roles and responsibilities. All the departments must also cooperate with each other in
order to result in benefits and meeting objectives.

The Vision of the Prime Minister

"1 want this government to be called an e-Gover nment— to truly become an
electronic government that uses an internet system as much as possible in order to
give services to the people more quickly and conveniently. To facilitate this, there
may be a need to change some laws in order to service the people more easily.”’[P.M.
Thaksin Shinawatra, Thailand Radio Broadcasting System, F.M. 92.5 MHz; June
16,2544]

"All levels of government officials must adjust themselves in order to enter
into asystem of e-Government.”’[Orientation and seminar, Office of the Prime

Minister, Santi Maitree Building, House of Parliament; June 28, 2544]

6. Budget Considerations

For the government to become an e-Government, there needs to be additional
investments made in infrastructure and in the training of governmental human
resources, as well asimprovements and changes made to the old operations system,
from amanual system to becoming an electronic system. The government must use a
high amount of budget; however, Thailand is still feeling the impact of the 1997
economic crisis, creating problems for the government in terms of money. Because of
the problems of budgeting, the investing in and development of ICT has slowed. (See

Table 4-4)
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Sector FY

FY 2541 FY 2542 FY 2543 FY2544 | FY2545
(In Million Baht) 2540

Science,

Technology,
Energy, 18,190.9 | 13,891.50 | 12,624.1 | 15,227.0 | 6,000.5 | 5,498.5
And

Environment

Table 4-4: Budget Expenditure: Program Classification of Expenditures
Source: Budget of Bureau

Problem-Solving Guidelines

The government experienced an economic crisis that decreased the national
budget for developing IT. At present, Thailand isin the recovery stagein its
economy, and therefore planning and arranging an appropriate budget that is effective
in supporting an e-Government. The government needs to establish a budget that is
suitable for each department, as well as one that integrates the process of transforming
services for the people in atimely manner. There should be aranking of importance
with the results that are to be received, and a system for following up that makes
effective assessments. In addition, the government must evaluate the use of capital in

theinvestment of IT in order to confirm the worth of investment.

7. Legal Problems
On February 28, 2539, the parliament agreed to issue out information

technology policies (IT 2000) to develop society and create industrial strength and




trade during the country's entrance into the next century. One of the important
policies was the transformation of information technology laws.

On December 15, 2541, the parliament agreed to let the national information
technology board proceed with a project for developing information technology laws
that were proposed by the Ministry of Science, Technology, and Environment. The
board was to be the center for proceedings and integration of work between different
departments that were arranging I T and other relevant laws. The National Center for
Technology, Electronics, and Computers, the National Department for Devel oping
Science and Technology, had the job of secretary to the board.

The National Department for Developing Science and Technology, through
the National Center for Technology, Electronics, and Computers (NECTEC), in the
position of secretary to the national information technology board proceeded with the
project of developing information technology laws that consisted of 6 laws. These
laws included el ectronic administration laws (which used to be called "laws for
electronic information exchange™), laws for electronic signature (which later on got
combined with the electronic administration laws and became "laws for electronic
administration and related issues'), laws about the development of an information
technology foundation equally across the country (which used to be called
"supporting laws of section 78 of the constitution™), laws about the protection of
individual information, laws about computer crimes, and laws about el ectronic money
transfer.

Principles of Electronic Information Technology L aws
1. Electronic Administration Laws
In order to verify the legal status of electronic information, the use of paper

was used for juristic relations that were created in the form of a book, the new form of
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juristic relations could do the same with electronic information as well as electronic

signatures, and listening to witnesses electronically.

2. Electronic Signature Laws

To verify the use of electronic signatures with any technological process,
signatures would have to be the same, which would impact confidence in electronic
administration and the establishment of methods for managing electronic signatures.

3. Development of Information Technology Foundation Laws

(" Supporting laws of section 78 of the constitution™)

To promote, support, and develop information technology foundation projects
such as a telecommuni cations network, telecommunications information, information,
human resources, and other projects that would be important in devel oping society
and communities through government measures. These should support government
policiesin regards to section 78 of the constitution in the distribution of information
technology equally. Thisisimportant in supporting local potential for self-
governance, economic development within the community, and development towards
an intellectual society.

4. Individua Information Laws

To support the rights and to protect individual information, which may be
assessed, opened, or distributed to many individualsin avery short time frame by
using technological developments. This can lead to the information being used in
wrong ways that would violate the owner. There should be a balance between basic

private rights, freedom in communication, and national security.

5. Computer Crime Laws

To establish laws about crimes and punishing those who do wrong with

computer, information, and network systems, which at present are not available to
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establish what is right or wrong. These should be issued for the effectiveness,

freedom, and control in society.

6. Electronic Money Transfer Laws

To establish the importance of laws in supporting the system for electronic
money transfer, including transfers between banks and systems for depositing cash
electronically in order to create confidence in the system for money administration, as

well asin the electronic administration itself.

In order to have rules and regulations that support the use of IT in operations,
it is necessary for there to be changes in the rules and regulations.

At present, laws have been drawn up that include Electronic Transactions law,
Electronic Signatures law, Data Protection law, Computer Crime law, Electronic Fund
Transfer law, and National Information Infrastructure laws for the constitution in
Section 78. But now there has been only Electronic Transactions law affected since
April 4, 2545,

In addition, there must also be changes to other relevant laws and regulations
in order to support the implementation of an e-Government system, such as changes
in postal regulations, procurement laws of the government, changes in the laws
regarding registration, the sending/reception of government documents, and changes
in laws regarding the payment of revenue taxes, customs taxes, and excise taxesin
order to support the e-Taxation system of the Ministry of Finance. Therefore, the
government needs to push for improvements to be made to laws and regulations
relevant to the operations and obstaclesin the use of IT systems so that its use can be

implemented as quickly as possible.
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Problem-Solving Guidelines

From what has been said above, only electronic transactions laws were
announced for use on April 4, 2545. Other laws are still within its consideration
phase. Therefore, the government needs to quickly proceed with the consideration
and the issuing of laws in order to support the change and development of an
el ectronic system, no matter whether it is for the government or for the private sector.
Once the laws are in place, the people and those who receive services will feel more

confident in using electronic services.
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CHAPTER 5: CONCLUSION

From the 7 factors mentioned in the project entitled "Critical Success Factors
of e-Government in Thailand,” this study was a study of the information about the e-
Government in Thailand, and the main objective was to study and find the critical
success factors of Thailand's e-Government. The Thai government has issued
policies and seen the importance of the need for changing and revolutionizing its
service system in order to become an electronic government, so as to benefit the
country's governance and to offer better services to the people, as well asto compete
with other countries both in Asiaand around the world.

This research study found that the critical success factors of e-Government in
Thailand — such as network and communication infrastructure, the group directly
responsible for e-Government, knowledge development of people, confidencein
technology, vision and condition of government leader, budget considerations, and
legal problems — all can be improved, developed, or changed from obstacles into
supporting factors for the Thai government to become an electronic government as
per the established objectives and goals.

The Thai government, as the unit responsible or the unit for establishing the
direction of change in the previous methods of management into electronic
management, must implement these changes continuously and must truly support
them. The process may have to begin with high-level managers, such as having a
prime minister with agood vision who supports all the relevant departmentsin the
intensive implementation. The prime minister may study the example of governments
from other countries that have achieved success in becoming e-Governments and
modify their processes to suit the economic and social conditions of Thailand. The

most important issue is that there must be a study of the actual present situation of the
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management and operations of every department in order to use those situations to
come up with operating policies, aswell asto create understanding and readiness of
the individuals in seeing the necessity and importance of operating within the new
system. The new electronic system of management of the government will result in

more effectiveness.
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APPENDIX A: TECHNOLOGICAL ACHIEVEMENT INDEX

The technological achievement index (TAI), which aims to capture how well a
country is creating and diffusing technology and building a human skill base.
The TAI focuses on four dimensions of technological capacity.

1. Creation of technology. The TAI uses two indicators to capture the level of
innovation in asociety. Thefirst isthe number of patents granted per capita,
to reflect the current level of invention activities. The second is receipts of
royalty and license fees from aboard per capita, to reflect the stock of
successful innovations of the past that are still useful and hence have market
value.

2. Diffusion of recent innovations. All countries must adopt innovations to
benefit from the opportunities of the network age. Thisis measured by
diffusion of the Internet-indispensable to participation-and by exports of high
—and medium —technology products as a share of all exports.

3. Diffusion of old innovations. Two indicators used here- telephones and
electricity- are especially important because they are needed to use newer
technologies and are also pervasive inputs to a multitude of human activities.

4. Human skills. Two indicators are used to reflect the human skills needed to
create and absorb innovations. mean years of schooling and gross enrolment
ratio of tertiary students enrolled in science, mathematics and engineering.
The TAI can be considered leaders, potential leaders, and dynamic adopter or

marginalized:
* Leader (TAIl above0.5) —thisgroup is at the cutting edge of

technological innovation. Technological innovation is self-sustaining,
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and these countries have high achievements in technology creation,
diffusion and skills.

Potential Leader (0.35-0.49) - most of these countries have invested in
high levels of human skills and have diffused old technologies widely
but innovating little.

Dynamic adopters (0.20-0.34) — these countries are dynamic in the use
of new technology. Most are devel oping countries with significantly
higher human skills than the fourth group. Many of these countries
have important high-technology industries and technology hubs, but
the diffusion of old inventions is slow and incomplete.

Marginalized (below 0.20) - technology diffusion and skill building
have along way to go in these countries. Large parts of the population

have not benefited from the diffusion of old technology.
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APPENDIX B: EXAMPLE OF PHOR OR 01, 02,03 AND 04
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APPENDIX C:

INTERNET EDI REGISTRATION EXAMPLE
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APPENDIX D:TECHNOLOGY AND INFRASTRUCTURE

INDICATOR DEFINITION

Fixed lines and mobile telephones (per 1,000 people)

Definition: Fixed lines are telephone lines connecting a customer's equipment to the
public switched telephone network. Mobile phones refer to users of portable
telephones subscribing to an automatic public mobile telephone service using cellular
technology that provides access to the public switched tel ephone network.

Telephone average cost of local call (US$ per three minutes)

Definition: Cost of local call is the cost of athree-minute call within the same
exchange area using the subscriber's equipment (that is, not from a public phone).

Per sonal computers (per 1,000 people)

Definition: Personal computers are self-contained computers designed to be used by a
single individual, per 1,000 people.

Internet users

Definition: Internet users are people with access to the worldwide network.

Source: http://www.worldbank.org/data/dataquery.html
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