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ABSTRACT

This research discusses the readiness evaluation of an e- government project, through a case study of
Thailand’s National Single Window (NSW) project. The NSW is a system for the exchange of
information about products import and export between offices, via electronic systems. The research also
looks at methods being developed to improve the project’s implementation. The Design — Reality Gap
framework is adopted to evaluate the project in this study, as it is directly suited to the evaluation of
e-government projects such as NSW. The evaluation demonstrates the size of the gap between the
project’s design aims (Design), and the operational reality of the project (Reality). Thusly, the size of
the gap corresponds to the risk of the project’s failure. This research employs qualitative data-gathering
methodology including analysis of pertinent documents and interviews with key informants from the

NSW project.

The findings of this research are twofold: firstly, the project is ready for exchanging information
through the NSW system in the form of Government to Government (G2G). However, the project is not
ready to provide services in other forms between different sectors (Government to Business: G2B /
Business to Government: B2G / Business to Business: B2B), as there are still various problems and
obstacles to the project’s full implementation. This research describes the gap between the design aims
(Design) and the operational reality of the project (Reality) in seven dimensions, namely information,
technology, process, objectives and values, staffs and skills, and other resources (money and time).
Secondly, the study recommends two approaches for improving the operation of the NSW project:
introducing 'top-down' policy implementation in the short term, with a view to establishing

organisational independence in the long term.
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