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Abstract

Digital public administration has become a crucial approach to transforming public sector
management in response to rapid technological advancement, digital sovernment policies, and
increasing public expectations. It aims to improve efficiency, transparency, accountability, and
accessibility of public services. This academic article seeks to synthesize knowledge on digital
public administration, approaches to enhancing public service quality, key success factors, and
practical guidelines for improving public service delivery in the digital era. The study employs
documentary research by reviewing academic literature, research articles, legal documents,
government reports, and international publications. The collected information is analyzed through
content analysis and synthesized to develop comprehensive perspectives.

The findings indicate that successful digital public administration requires the systematic
integration of digital technologies into public management processes. Five key dimensions are
identified: (1) developing user-friendly digital public services, (2) utilizing big data and artificial
intelligence to support evidence-based decision-making, (3) integrating information systems across
government agencies, (4) strengthening digital competencies among public officials, and (5)
promoting digital governance emphasizing transparency, data security, accountability, and citizen
participation. High-quality public services can be achieved when government agencies provide
services that are accessible, convenient, timely, accurate, cost-effective, and responsive to
citizens' needs. The article argues that digital public administration should prioritize a citizen-
centric government while simultaneously developing legal frameworks, digital infrastructure,
organizational capabilities, and human resources. Such an integrated approach will contribute to
sustainable public service innovation, improved governance, and greater public trust in

government institutions.

Keywords: Digital Public Administration; Digital Government; Public Service Quality; Public

Service Delivery; Digital Transformation
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maAsuutaseanalulaBidvialuamsswdl 21 Ifdssansznusonsiiiuauvesasdngia
AAsguazAAlENTLeEIN eI Talanzmsiisnmasgleesndafuanuaamiswesuss i
Fesmsuinsasisaziiamuazaan 95 Widla wazanansahisldyniinnnan (Anywhere and
Anytime Service) Arud1mdivesnaluladasauna n15a ea1shava JyayrUsehvg (Artificial
Intelligence: Al) N153AT 18Ty avuInlngy (Big Data Analytics) N15UszatanakuuAan (Cloud
Computing) wazduinesiinuesassnds (Intemet of Things: loT) tenaneidunalndrfaiindneulsy
mmamumﬂ%’gﬁ"ﬂaﬂdw%ﬁLﬂﬁaugmwumsﬁmiLLazmﬂﬁU%mimmimﬂﬁﬁﬂszﬁwﬁmwmméﬁu
(OECD, 2020)

LUIARSFUNaATYEA (Digital Government) Feldsuniseeunsuindugnseansddglunisusy
szuuT19113 Tegaitunisiimeluladfdnauldlunisuimsdanianiaizestsasuases deusnis
Naunuuleus 11uimsnineins madeulesteyasznitmirenu mdeduladaulouisuy
g1udaya (Data-Driven Government) naandaun1siauIuin1sasisuzligaussvsudugudnans
(Citizen-Centric Government) 4 @8R8 B4R ULUIAANITUTUITA1ATFUUINY (New Public
Management: NPM) Lagn1sinduauan1nsgyaRasia (Digital Era Governance) AlFarudd gy i
UseganSnan anulusela anusuinveu wagnisidiusinvesusyv1vu (Dunleavy et al., 2006)

dwsudsemdlng mstuledoumsuimsnmasseafavialdsunsudndusgisieiosiuuloune
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AaTallunsesiloddnlunsiiuuszansnn anmug1teu wars ueAUALAINLAUTYI 1L 1198
duasubiiianiswenlestoyaniasy maUawmedayaniasy (Open Government Data) WagN1TWaIL

FEUUUSNISWUULTALESa (One Stop Service) Ll punszAUANAINNITUTNITHAZAT19AIUT DT UVBY

aa o

Userrusanadg (EnnuiwunsguIanida, 2566)
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madenlesdoyaszritehenuiidaliauysal msvayaansidaussaussuAivia sudeUssidiufy
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a (Digital Public Administration)

[ Ly
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NMIUIMIIN1ASFEARTYT (Digital Public Administration) {UATRLINIIVEINITUITNITINVN
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AaANABINTSYRIUTEYMUlABEN195IAL57 (Responsiveness)
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2IANTTEAMUTINT N INATYIRALAZNTHAILY (OECD, 2020) 95UNedn S§Unafndviadilviiies
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g gINU anusey1v1d (United Nations, 2024) U371 MsHauNSguIandvianisdan
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1nnINsinsErIuMskuudnanUsuldiumelulad viall Msusutafavianiussavsnimalsin
Usznyudumudnans (Citizen-Centric Government) wialiu3n1sanunsonauauodsonI L eI
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Tugyuue9ves Dunleavy et al. (2006) wuaAn Digital Era Governance fatduimuinissoan
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1.1 M3vdnsidnUszvvuuguinans (Citizen-Centric Services) Ingaenuuuy3nIsanay
dosnsvesliuins andunouitlisniu uazennsanuazmnluniadfainig

1.2 MIUIMsnuUUgIUdeaya (Data-Driven Government) ldtayavunnlvie) (Big Data) uae
Tayayrusehng (A) Tumsiesenlamn Mnawsuuleuiy wavatuauunisindula

1.3 Msysannstexaninig (Government Data Integration) Lioslesgiudeyasening

VLU AANITVBLENANTTITRU Wazatuayun1suimakuulisesse (Seamless Services)
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1.4 msimundneninyaainsninsy (Digital Competency) duaSuvinueausaria n15usms

Toya wazn1sUssendldmalulagueainunisuasid mingsy
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1.5 s35unAiunanavia (Digital Governance) Tipudiniuaulusela anusiunsUasnsisle
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JULUUMSINU uarTrussuednsvamilsnunaiglinseurenisisunias Tnefivssyvudu
AudnanaveInITeanuuuUIMInduneu mMiawudulasiadeiiuguiivasiausslovigegnd
seiflomugiunsiandnenmynains Mauulsangrune uaznmsairsanusileseni lemeau
FeazhlugnsensziugunmnsTiuinmsussanauegiauriass
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2. NFYNTTAVANAINAISTIAUINTUTEVIVUAIENITUINISAIASTEARIYA

AMNINNITIRUTNSUTER1WU (Public Service Quality) foiduiid nddyvesdsyaAnsninnis
UImInesg iesanazitouiimnuainsavesmilsnuniaisluninevauesiienufean1sved
Uszvuuldogeiiuszansua san5 Wssla uazfusssy wndansliuimsniasglutlagouldaey
MnmssjatiunsUfiRniuszideusuns (Rule-Based Administration) Tugn1suimsidauszavudy
Augnana (Citizen-Centric Public Service) @ slmnuddyduuszaunisalveas Fuusnng (Citizen
Experience) kagn135a319AMATINTEnINeNIAsE iU v (Public Value)

Osborne (2021) 851871 n1sbiuinsanssazlurmssed 21 daddwanudfysunisadig
ANA133 (Co-creation of Public Value) lngilalenaluseyvuiidiusiuluniseanuuy nswmun
uarmUspidunauinisanss SogviliuinismeuaussionudonisvesUssesuldfsety s

Y

9IANTENUTEY1YR (United Nations, 2024) 52uin SgunafdvianiaunImietanusabiusn1smdiis
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1) ANuEEAINIUAISIUIEaUSNS (Accessibility)

Usgr1ruausadnfauin1siumateyesmn (Multi-channel Services) 1w Liuled woundie
Fuilefle guduimsuvuidniada uazszuvuimsesulatinaen 24 $1lus andedrAnsunauazaniud

2) AnuTInSazUsEansam (Efficiency and Timeliness)

spuuRTatieantumauN AL LY anszoznaMIeyliA anlenas wagtiiuarmsanily
nsliuing dwalifunureniinasauazUszavuanag

3) mmgﬂéfamazmmml,%aaa (Accuracy and Reliability)

madenlesgruteyasevinmhsnutisanasiiananslunstufindeya annnsldionans
ddiou wanfiunnugniesuesdoyaildlunsliuins

4) analusslanaznsiaaouls (Transparency and Accountability)
sruuAdTarliszauanasafamuaniugnissuiuey asseutureumsliuing uasdiis
Touamesglietnaame dwaliinnrundesiuieniass

5) Anudianelavesuseyvu (Citizen Satisfaction)

A mveansuinslidlaindieannusing widmuiaszaunisalveadlduinig anuazain
Tunisldan anudusssy waznisnovauasmanufoINIsVDIUsT YUY
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2.2 wAlulagAINanun1TenIEAULINITNIASS

waluladAdvialdidundunumddglunsusuasuguuuunsiiuimsvesmhsanunnig
Tnsamznsiwaluladseluduussandld

Big Data Analytics tiaAT1E NG AnTTaLAYANABINITUDIUTEA Y Wlugnisimunuleuny
LarUINIfingsiuaNFeIng

Artificial Intelligence (Al) Wiosimunszuunaumaudnlusi@ (Chatbot) szuviiaszvidoya uas
nseansaltymfioraiietu

Cloud Computing tileifinaudangulunsdnfivuazidoulosdeyaseninmeny

Blockchain Technology iilewfiummilusdla aruasade uazanuiidefiovestoyaninig

Mobile Government (m-Government) tielszanauanansadidsudnissiuansalnulann

d'
NNNLIAN
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UT919URY1NUTIATY N1T8NLULUSNNSIAED1AENEN Human-Centered Design agaiglise uuAaia
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3. U28AUd1I3UAZUININITRAILINITUSINIAASFEARTYA

MswUABurIUESTUIaRaYA (Digital Government Transformation) Hlailuiiesnsadyuau
walulad wildun1sdsunlainsdnsiiessuu (Whole-of-Government Transformation) spsounqu

1n59851909ANT NIEUIUMITINIY YAAINT NYIINY uazTuusssneddns Ay Anudnsavenis
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3.1 adeuisndnudsa
PINNTELATIZINIANNTIL aunsaasudadaienudisaveinsuimsniniganndviald 6
Uszns Lo
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1. nmeRUAIva (Digital Leadership)

Y

v Aa v o L3 Y Y

AUSMsAealiderimiiuadva advayunsiudsulas uagasiinusssuesdnsinTousu
WINNTIY

2. ypaNsVNaNsIaULAUAAYIA (Digital Competency)

MIINUNIATTAITHALTINYEMURITE N15nsendeya n1sld Al wasausiunsaensiely
LUaSINYAAINTOEHBILDY

3. IassadeiiugumAavia (Digital Infrastructure)

= I a G < 5% saa a a [
MsdszuuATey Bumesilnauiias audveys warssuuaaaniusEansam Wu

Y

Uaduiugiuvenisliuinishana

aa o

4. ﬂgwm‘aLLazﬁiiu’lﬁma a1a (Digital Governance)
MstmusngyIneLazINAsEILRsesfuNsuaniasudeya nsfunsostoyadiuyana uaz
anusfunsUaendtlowed agtisaiuanuideshiliuiussevy
5. MIYININTVBYATENI NI
madeulesguteyavesniadgtisannisveionansgideu iineusamdlunmslifing uay
atvayunsinaulaeuleuns
6. M3llduTINVDIUTEYIYY
Uszangunisidnsinluniseoniuyu nsussdiung waznsiauamuAniiuRon1simuIUsnIg

a15715008 e MAUINNTARnATRITUAINABINITVRE LTUSNNS
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1. A uABLE AT (Digital Divide) szvinsuszvauluiilosiazvuun
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2.
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5. UUsEINAILaE NSNS AeAR
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Uymmaniazviouliiuinnsiauiguianivadesandeanusiuiioanynaindiu v1s1asy
AN @a1duNsAny uaznIAUTEYIYY
3.3 YoLaualgaIvINITVREI U
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PNNTFUATIwRRIAAINS fidsuausluImlunIsenseAuNIsUTMINIASTeARITa el
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1. fimuednsnipsglidu Data-Driven Organization lnglddayaidugiulunisimuauleuns
waznsanaula

2. dueBumaiannaussausAdviavesyransnnigeseiilos wienfmununsgIu Digital
Competency Framework

3. susnsJm':?L%au‘[mgwu%’agamﬂ%’gmuizw Government Data Exchange Platform \loannns
THenansuaziiuszansnmnnsuing

4. duaSunsly Artificial Intelligence wag Big Data Analytics lumsliasgsideyauay
Wwu1N15UINg lngegnelanansssunfivianazasesssy

5. WAIUNTZUUUINITUUU One Stop Service wag Citizen-Centric Services FUsyBUaLNTe
RN AL RN TN LRV RRTEHe

6. a%ﬁﬂszwﬂizLzﬁuwaamm‘wmw'%ﬂﬁiﬁazﬁauﬁy’wwﬁﬁmwsﬂawﬁwqmuazmmﬁma’ta
yesUszrvy nthmansUszduluuusnsliuinisedsdeiiles

nanlagagy Msvimsnmassyanavialilvifissnsdsuaiesioniessuumalulad umdums
Ufsunauimaniasgiasyun TneBadszneuduguinans Weyadugulumsindule uavendy
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adviadlanunetsnisiunaluladansaunaunlslunse mumimmumawmmmmmmwmamqLﬁ&n

vnudLdun1sUiuasunseurwied (Paradigm Shift ﬂuaqmimmimmgmizuu Tngiasuainnis

a

e Y ) & ¢ . | a Al
Usmsfidalassasrsuazdunsusvnisiugudnans (Government-Centric) lugnisusmsngausyanu

1<

JuAudnana (Citizen-Centric Government) uaza1fudoya (Data-Driven Governance) ugiulunis

Y

Muuauleuny N15enaula warn1siusS N8558 L aNANSUIWUIAAYBY OECD (2020) United
Nations (2024) wag Digital Government Development Agency (2023) U1 N1SHAUITTUIRATIIAL

'
aa

Wmnesandu fe Msasanadgiiiuszansnim Widla Weslssdeyaszniteaminenu uazmeuausa
seAufeIn1svesUszyvuliodiesinsa onslsAniy anuuans1segiiidvesnisiamu na1afe
OECD THanuddydumslddeyauazuinnssui oadrenar1n1asy (Public Value) Tuvaz
anuszanyAlinnudAyiunsidinsinveseeIvy ANUATOUAGUNINHATa (Digital Inclusion) uaz
MRSy dmusamalnegatiunsuuugeuinisniedginunisysanmsssuuiisia msienles
Fudeya uazn1IelIEANAEAINLAUTEIYUALLLEUIESTUIARTYE

nAMTIATIEnUI Jadeiifidnsnaseanudiiavesnisuimsnaizyafdvaaaunsouts
sonidu 2 nqu ldun Jadearelussdns uay Jadenieuanasdns lneladaneluuseneudie ane
H11A397a (Digital Leadership) aussausvesymains (Digital Competency) TwusssuesAns (Digital
Culture) uagmsu3msdanistioya (Data Management) dautladuntsuonusznaudie lassasafugu
e ngranewazileueniady Anusdesswitemhsau uarnsfidusiuvesservy Setladui
aosnauiianuduiusidad onyuiy mnosddsznouduladunisuinaumien goudenade
Uszaninmuesnisiiuimsussrisulag s

UaNANT MTIATIZRTINT Win89IUAIASTIIUILLINITRAIUISEUUUI N SBLEnVseTing
(e-Service) uimsiUABuRUgFUIaRTRBE wALYsaifanssTauTgmmateUssnns Wy madduny
LUUKENEIU (Silo Organization) Msldgudeyaiiliidenlostu msvmunsgiudeyanans nswamn
vinweAdavesyaansfidslinide uazdedrdadiungruneddsllsesiunmsuanidsudeyaszning
mhsnuoguiuziuuy dealiussesudsiosduonansadou warliaunsadidsimauuidaata
(One Stop Service) lApg1auiiasa

o aa

Tuguaewelley NsuTMsnAszyafdiansaty "Msufsun1susms’ unnndnig "Ugsy
=

wmalulad" naafe weluladidufisaadesde (Enablen Tunsduindeunsasuulas winsladdoy
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agINsUTUWABUNTEUIUN TN N15a319TRusTTHRIANIIUASULTANTIN wasnIsRmuAnen I
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WandI8UNIASTANNNTAYIINS A1IeRnAIva (Digital Leadership) laseasnaiug1udavia (Digital
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5. Digital Governance (55311AU"8AYIA)
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Public Service Quality

« Efficiency
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