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Abstract

This academic article systematically reviews and synthesizes the body of knowledge
pertaining to service user satisfaction with online systems in the justice process, encompassing
both theoretical dimensions and empirical findings from Thai and international contexts. The
review reveals that factors influencing satisfaction with online system usage comprise four
principal dimensions: 1) System Quality, 2) Information Quality, 3) Service Quality, and
4) Individual Factors and Organizational Context, with Trust serving as a particularly critical
mediating variable in the justice context. The satisfaction examined refers specifically to
satisfaction with service channels and communication mechanisms, not satisfaction with judicial
outcomes. An integrative conceptual framework is subsequently presented to serve as a guiding
foundation for research and the development of online service systems within justice sector
agencies, with the aim of enhancing operational efficiency and more appropriately addressing
the needs of service recipients. Policy recommendations for agencies within the justice process
encompass the following: the development of accessible, multi-device compatible systems
grounded in User-Centered design principles; the establishment of real-time communication
mechanisms capable of consistently notifying service recipients regarding case status and
procedural progress; the strengthening of data security measures alongside transparent
communication to ensure service recipients comprehend the protection afforded to their
personal information; and the provision of digital literacy training targeted at vulnerable
populations such as adolescents or Persons with Disabilities and population’s communities
residing in remote areas. With respect to future research directions, it is recommended that
empirical investigations be conducted within specific justice agency contexts to yield more
precise and contextually relevant findings. Furthermore, the development of satisfaction
measurement instruments appropriately calibrated to the Thai cultural context is deemed
essential, alongside longitudinal studies examining the sustained impact of online system
utilization on overall public trust in the justice process.
Keywords: Service User Satisfaction, Online Systems, Justice Process, E-Government, Information
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WieUszifiuannmnnsu3nistu 5 47 16un anusindedie (Reliability) nsmeuaues (Responsiveness)
n135uUsenu (Assurance) Autelald (Empathy) LLazmmLfJugﬂﬁﬁmaqﬁﬂém’mmmamm
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Venkatesh, V. et al. Walun Unified Theory of Acceptance and Use of Technology (UTAUT)
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(Individual Impact) WATHANTENUADBIANS (Organizational Impact) (DelLone, W. H. & McLean, E. R,
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ANNINTOYAANTAUNAATOUAGUANNABY ANENYTA AUTuaTy wazauiladneves
foyafiszuutinaue Tunssuiunisefisssy doyaiifaunmassenoudemesuisduneumanguaned
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Tuusunesulay gaunmnisuinissmiinmevaussveadming maudlelgmldsng uay
nsatuayunamaiia Parasuraman, A. P. et al. 85U1g39esineseninmnuaIaviaLaznadnsiy
fMuuasEAUAINURaNela (Parasuraman, A. P. et al., 1988) @1ud1uvad Nookhoa, S. & Kiattisin, S.
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anulinddadudadedidgluviunnszuiunsefisssy wsiedsuuinsdaudamedeya
druynnauaslayanmr1usruUeaulal Nookhoa, S. & Kiattisin, S. wuin eulinddaluniasplusauds
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Jadediuynna Wy 01y sEAuMsSAnYl Ussaunisalnisidimalulad wasvinueAivia dnasie
mssuusleninazanuianelalunisldusnisesulatl (Kirschstein, M. et al,, 2021); (Naenna, T., 2013)
WUIUBNINANYALVBITEUU (System Traits) ka3 dnwazduuAAa (Personal Traits) U AINEINITD
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AdvEnaeausislalunisléamszuy e-government asuléin Digital Literacy luuFumaugfissss
Lildmnedafssanuansolunslinoufiuned uifinseuaquisanuidlaludvsaitawazdunon
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F.D., 1989) IS Success Model (DeLone, W. H. & McLean, E. R, 2003) tlag SERVQUAL (Parasuraman,
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gl 4 enulindanazaugisssudenszuiunis dadudladoianzuiunvesnszuiums
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Fenszurunsitlilusnglunsevuwadamaluladansaumaialu §ahlvnsevilininzauetiabs

dmsun It luuTuNNSEUINNSERSTIY

n1sanuenazdoAunUaAgy

INMITNUTIUITIUNTN Anansaagudedunundnls 4 Ussns dedl

Uszn1susn Aun nvesszuuluyndd nganizaauninnisuinig (B = 0.262, p < .001)
Hutadeidsviswadenufianelaves¥uuinsunniign aeandesiu Nookhoa, S. & Kiattisin, S. way
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Kiattisin, S.finuinanulinndafidninageganenusslaldanszuy e-government luviusing
(Nookhoa, S. & Kiattisin, S., 2023)

Uszmsitany m’mqﬁﬁﬁulFimﬂszmuﬂwsLLazms?famiﬁIUi'aslaﬁummwé’wﬁ’fwiaﬂszaumiai
A SuuTnislunssuaun1seAsssa 9IUves Victim Support UK Wag McCartan, K. F. et al. uduin
mimmmiﬁlamiLLasmmIUi'ﬂaLf]ummwé’nmmmmlﬂﬁmah (Victim Support UK, 2023);
(McCartan, K. F. et al,, 2021) svuuseulatiifiuszansammsinsudaiounuduniiad vemis
doansiidaay uaznalnligldaunsaliudvidoaouandoyals

Usen15fia Usunveslveddnvasanizfiseaddeds eun mnuunnsisves Digital Literacy
sevinawailesuazsuun Sausssuiilianuddydeniulindsluyaaaunnitszuy waglassaing
fuguAdvadisdliaseunqumnitufiedrainfion faduanusimeddyidisouasdimuaulouie
AITN 5T (@0NuAINITEAsITY, 2561) a3Ula a1 ToAUNUIINAITNUNIUITIUNTTUE UG U
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wazAugRssIdenszuauns Futaudefedfinnudenlsmarduaiudstunasfuluuiumanizues
NILUIUNNTYATITY

GELY
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