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Abstract

The objectives of this study were to 1) study the level of the efficiency of electronic service
system utilization, 2) analyze the factors affecting the efficiency of electronic service system
utilization, and 3) propose guidelines for improving the efficiency of electronic service system
utilization of the Department of Labour Protection and Welfare among enterprises in Chonburi
Province. This study was a quantitative research. The conceptual framework of this study was
applied from the concepts and theories of Tam & Oliveira ; Venkatesh, Davis & Morris; Robert J.
Maxwell. The population consisted of 1,059 service users from enterprises in Chonburi Province.
The sample size was calculated using the formula of Taro Yamané, resulting in a sample of 290
respondents. The study instrument was a Likert type 5-rating scale questionnaire. Statistics used for
data analysis were frequency distribution, percentage, mean, standard deviation and regression
analysis.

The study results revealed that 1) the level of the efficiency of electronic service system
utilization, as a whole, was at a high level. When considered each aspect in descending order of
mean scores, it was found that all three aspects were at a high level. The aspect with the highest
mean score was processing and timeliness, followed by accessibility and speed aspect, while the
aspect with the lowest mean score was alignment with the needs of enterprises. 2) The results of
the factor analysis affecting the efficiency of electronic service system utilization revealed that the
structural system variable and the performance expectancy variable jointly predicted the efficiency
of electronic service system utilization at 77.2%, with statistical significance at the .05 level. 3)
Guidelines for improving the efficiency of electronic service system utilization of the Department
of Labour Protection and Welfare among enterprises in Chonburi Province should include the

continuous development and improvement of the existing database system, as well as the expansion



of data coverage to align with the department’s key missions. The existing databases should be
integrated and further developed into a data warehouse system for data analysis and processing.
Such a system can support strategic planning, maximize the effectiveness of service administration,
and facilitate the transition toward digital government.
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