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SATISFACTION WITH THE CERTIFICATE OF ORIGIN ISSUANCE SERVICE
USING ELECTRONIC SIGNATURE AND SEAL (ESS) SYSTEM: A CASE STUDY

OF DEPARTMENT OF FOREIGN TRADE, SUVARNABHUMI BRANCH
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Abstract

The objectives of this independent study were to study entrepreneurs’ satisfaction with the
certificate of origin issuance service using Electronic Signature and Seal (ESS) system and to identify
factors affecting entrepreneurs’ satisfaction with the certificate of origin issuance service using Electronic
Signature and Seal (ESS) system. This study was quantitative research. A questionnaire was used as a
research instrument for data collection. The sample was real service recipients who had registered with the
Department of Foreign Trade, which was selected based on a convenience sampling method. Copies of
questionnaire were distributed to 200 service recipients. Data were analyzed using descriptive statistics to
determine percentage, mean, standard deviation and Multiple Regression Analysis (MRA). The hypothesis
was tested at a given significance level of 0.5. The analytic results indicated that overall satisfaction with
the certificate of origin issuance service using Electronic Signature and Seal (ESS) system by Department
of Foreign Trade, Suvarnabhumi Branch was at a high level. In terms of service marketing mix factors (7Ps),
three factors affecting satisfaction were Product, Process, and Promotion with a statistical significance level
of 0.05. All 3 factors influenced 20.1% of the variation in the satisfaction with ESS system meanwhile the

remaining 79.9% of the variation in the satisfaction was influenced by other factors.
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