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ABSTRACT

The purpose of this study is to find the key factors influencing the quality
of service in Government Software as a Service on Cloud Computing for the
Government Sectors in Thailand, and explore the causal relationships between the
criteria for each factor by integrating factors of flexibility and security to the
SERVQUAL model of Parasuraman. The sample used in this research is a group of
people who have used the Government Software as a Service 210 samples. A paper
survey was administrated, and data were collected to test the reliability of each
variable with coefficient alpha and then a factor analysis was conducted to separate
criteria into groups and identify the key factors. A questionnaire and analysis based
on DEMATEL method was constructed and surveyed. Based on the analysis, it was
found that the most significant factor was in the assurance dimension. Further, the
criterion in assurance dimension was the cause cluster and effected to other
dimensions. The second most one was factor in security and perceived usefulness

and third, factor in flexibility.
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The results of this study can provide useful guidance to Electronic
Government Agency’s management for building strategy to improve quality of service
in Government Software as a Service on Cloud Computing by focusing on the
improving assurance, security and perceived of usefulness, flexibility and to develop
better Government Software as a Service (G-SaaS) platforms with proper function

properly for Government Software as a Service users in Thailand.
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