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It is established that the following 
elements together form a digital service:

 A service (i.e. not goods)

 Delivered via the internet, or an 
electronic network

 Supply is essentially automated, or 
involves only minimal human 
intervention

 It is impossible to ensure in the absence 
of information technology

The list of digital service providers 
affected include, but is not limited to, the 
following:

 Digital services and subscriptions

 Games, gambling games, and e-books

 Software and software upgrades

 Websites, hosting, VoIP and content

 Music, films, images and photographs

 Access to e-markets

 Distance teaching

https://www.taxamo.com/support/regions_eu/digital_ser
vices_definition/
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SERVICE 

A service is an agency business activity for the provision of something useful or 
valuable to customers.  

DIGITAL SERVICE

Where the service delivery to the customer is only utilising the online channel. A 
digital service conforms to Level 2 and above on the Digital Service Maturity Model 
scale.
TRANSACTION

A service which involves a financial payment, or where there is a provision of 
information that is contextual or personalised to the customer.

DIGITAL TRANSACTION

A transaction that is delivered as a digital service. 

Note: Digital transactions are a subset of digital services.

www.wa.gov.au/sites/.../Digital%20services%20definition
%20and%20examples.docx
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 Level 5 – Optimised Digitalised Service: service provision is fully digitised, and the service is 
monitored and managed with continual business improvement.

 Level 4 – Managed Digitalised Service: service provision is fully digitised, and the service is 
monitored and managed.

 Level 3 – Fully Digitalised Service: service provision is fully digitalised including all back 
office processes. Note: workflow processing where a work item is processed from an electronic 
work queue and actioned by a human agent only using digital tools is considered a digitalised 
process.

 Level 2 – Digital Service: From the customers’ perspective, the service is delivered fully through 
the online channel. There are some manual (non-digital) processes involved within the agency 
“back office” to complete the service. 

 Level 1 – Digitally Supported Service: a service delivered partially through the online channel, 
where the customer is required to perform some manual process (e.g. print a form, require a wet 
signature, make a telephone call, attend an office or service counter). Not considered a digital 
service.

 Level 0 – Not a Digital Service: a service delivered manually from start to finish, with no online 
channel involvement.
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Area 4

Digital Transaction Services, i.e. involving 
financial payment or where information provisioned 

is contextualised/ personalised to the 
customer, and where delivery fully involves the 

online channel from the customer perspective.

Example:

 Online car registration renewal, with receipt emailed. The process is thus fully 
digital from a customer perspective. If the some back end processes are 
manual then the service is at a digital service maturity level 2. If all back end 
processes are fully automated then the service is at a digital service maturity 
level 3+.

 Online public transport journey planner.
Subscribe/sign up for information/updates online.
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https://www.uih.co.th/en/knowledge/thailand-4.0

Source: https://www.it24hrs.com/2017/thailand-4-0/ 10/6/2018 13



Thailand 1.0 is about agriculture. During this stage, Thais had made a living out of farmland 
and livestock. They had grown rice and various other plants to support themselves. They had 
also raised pigs, ducks and chicken to generate income.
Thailand 2.0 is about light industries. In this stage, Thais started using tools in their economic 
activities. The country started manufacturing clothes, bags, beverages, stationery, ornaments, 
etc. On the overall, Thailand’s potential had soared.
Thailand 3.0 (the today’s Thailand) is about heavy industries. At present, Thailand has 
manufactured and exported steel, automobiles, natural gases and more. The country, so far, has 
still relied on foreign technologies in driving its exports.

Thailand 4.0 is the vision to transform Thai 
economy into an innovation-driven one…But 
before Thailand jumps into its 4.0 version, it of 
course has had to undergo the 1.0, 2.0 and 3.0 
stages first:

Source: https://www.it24hrs.com/2017/thailand-4-0/
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During the first years of Thailand 3.0 stage, Thai economy had enjoyed a robust 
growth. But in recent years, it has grown by between three and four per cent only. To 
say the truth, Thailand has been stuck in a middle-income trap for well over 20 years 
already. Given that the world is getting increasingly competitive, there is now a 
serious need for Thailand 4.0 to materialize. Only when Thailand steps into the 4.0 
version, can it become a high-income country.

Currently, Thailand has been “working hard for just a 
little gain”. It thus needs a new approach so as to 
“work a little but make big gains”. Instead of 
producing “simple commodities”, Thailand should 
create “innovations”. Thai economy must transform 
itself from being industry-driven to the innovation-
driven or technology-driven.

Source: https://www.it24hrs.com/2017/thailand-4-0/
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1. Healthcare & 
Medical 

Technology 
Industry

2. Food, Agriculture 
and Biological 

Technology 
Industry

3. Digital Technology 
and Internet 

Industry
4. Creative and High-

Value Service 
Industry – Smart 

5. Robot and E-
Control System 

Source: https://www.it24hrs.com/2017/thailand-4-0/ 10/6/2018 16



Agricultural sector needs to move away from a 
conventional mode to the modern style. Smart Farming 
should spread over Thailand. Leveraging technologies, 
farmers can become entrepreneurs and get richer.

Small and medium enterprises (SMEs) must transform 
themselves into Smart Enterprises or Startups with high 
potential.

Service sector must change. Instead of sticking to services 
with rather low value, it must shift towards the high-value 
services.

Labor skills and knowledge must be high. It is time to make 
little-skilled workers a thing of the past.

Source: https://www.it24hrs.com/2017/thailand-4-0/
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Source: https://www.it24hrs.com/2017/thailand-4-0/
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This model will prove successful only with public –
private partnerships. The private sector including 
banks, educational institutes, research organizations, 
SMEs, startups and people must all jump into the 
same bandwagon and head towards the same 
direction. 

To drive these efforts, it is necessary that the country 
has quality communications and telecom 
infrastructure too. Internet penetration rate must be 
highest possible to ensure the smooth connectivity 
and integration of all sectors.

ICT infrastructure, after all, is a key to success. For Thailand 
to step out of the middle-income trap, it must engage all 
sectors in pursuing Thailand 4.0.

Source: https://www.it24hrs.com/2017/thailand-4-0/
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 For some people, digital is still primarily about marketing communications. Some 
think it is about technology, while for others it is about apps. These views are not 
necessarily wrong, but for most organizations, the challenge is that there is no 
consistent understanding of what being digital means, and that can quickly lead to 
wasted resources, conflicting priorities and missed opportunities.
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 A critical ingredient in building a digital culture and succeeding with efforts to 
transform an organization, is to agree what being digital means (and just as 
importantly, what it does not mean) for your organization, and then painting a clear 
picture of this vision for your whole organization.
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Once you have identified whom it would be helpful to talk to, arrange 10–15 minutes 
with each of them and ask them the following six questions:

 What does the word 'digital' mean to you?

 What do you think 'being digital' means for our business?

 Where do you think digital technology is going to have most impact on our 
business in the future?

 On a scale of 1–10, how would you rate our digital capability as a business and 
why?

 Where do you think the immediate opportunities are for digital to improve our 
customers' experience of our organization?

 What do you think is our biggest weakness when it comes to digital?
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 The possibilities for organizations to harness digital technologies to improve their 
performance are almost endless.

 To make best use of finite resources, businesses need to apply a filter to all of the 
things which 'being digital' could offer, and find those which are of most pressing 
priority for them.
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 new propositions and business models

 operational improvement

 customer experience optimization.
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 Digital technologies have opened up new ways of doing business that only 10 
years ago would not have been thought possible, and in some cases even 
ridiculed.

 Ebay

 Grab and UBER

 Line man

 mBanking

 QR code payment

 Apple pay and Samsung pay
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Think of this type of transformation – new propositions and business models – as using 
digital technology to:

 access customers previously out of reach;

 serve customers in a fundamentally different way;

 change how customers use your product or service;

 build fundamentally new products or services;

 protect or prepare a business from future category or sector disruption.
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 Digital technology offers significant potential for improving the efficiency of many 
internal processes and ways of working, and the motivations behind this sort 
of transformation are principally for the benefit of your business, rather than the 
customers' experience (although benefits can be mutual).

 Consider how paperless billing for your utilities and credit card statements has 
reduced the cost of printing and postage for companies, or how live web-based 
chats with, say, your mobile provider has reduced the need for telephone customer 
service agents who can only handle one call at a time, by using virtual customer 
service advisors who can handle more than one query concurrently.
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Consider for instance:

 How inefficient internal management reporting often is, with often lengthy lags 
between data being available and it reaching those who need to act on it.

 The time it takes to move from preparing a job description to sign-off for external 
recruitment, to receiving CVs for review and scheduling interviews.

 How progressing a commercial contract through procurement, compliance, finance, 
legal, risk and other departments remains so reliant on paper copies, internal mail and 
lengthy processing times.

Let’s discuss
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Ask yourself how digital technology could help make your organization run smoother 
and slicker, reducing time, errors and costs. Think of this type of transformation –
operational improvements – as using digital technology to:

 reduce the time of different parts of a customer transaction/relationship;

 reduce the cost of different parts of a customer transaction/relationship;

 speed up internal processes to aid with faster decision-making and approvals;

 create more transparency around internal processes and data.
Search for examples of each
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 The final form in which the transformation to becoming truly digital manifests itself 
is in connecting, integrating and optimizing the experience your customers have of 
your brand
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Think of this type of transformation – customer experience optimization – as 
using digital technology to:

 make customers' lives easier for them;

 deliver meaningful, relevant content and engagements with customers when, where 
and how they want it;

 helping customers to transact with or talk to a business on their terms;

 increasing the level of personalization between a business and its customers;

 reducing unnecessary complications in a customer journey;

 seeking out brand differentiation.
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 It is not simply a case of choosing one of these options over another. Rather, this is a 
helpful way of thinking about change to identify what 'being digital' really means 
for your business, and where the biggest opportunities and priorities lie.
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Think about your core products and services, and the established ways in which you deliver 
them to customers, and ask yourself the following:

 What aspect of our core products and business model is least impacted by digital 
technology today, and how might this change?

 Who is doing better than us in our market by leveraging technology, and how?

 Who is not in our industry today but is on the periphery, and could move into our space in 
the future?

 Are we clear enough on our core purpose as an organization or are we being myopic, and 
could this limit our growth options?

 How could our industry be disrupted, or how could we disrupt it? Are there any adjacent 
markets or industries which we could use our capability to disrupt?
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Think about the key things that have to happen behind the scenes in order for you to win 
with customers and meet their expectations, and ask yourself the following:

 What do we think is the slickest part of our behind-the-scenes operation, and why?

 What aspects of our customer engagements take the most time to deliver, and how could 
we speed these up?

 What aspects of servicing customers requires the most resource (people and financial), 
and could technology help us reduce costs?

 Where do we have most cross-functional involvement in delivering a customer transaction 
or experience, and is this working smoothly?

 What are our key competitors doing differently in how they use technology to run their 
operations behind the scenes, and what can we learn from this?
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Think about your customer experience and key customer journeys, pre-sale, during sale, and 
post-sale, and ask yourself the following:

 How are our customers using digital technology to interact with us, and are we helping 
them to do so or playing catch up?

 Where are the make or break moments in our customer experience – where are our 
biggest sources of value creation and differentiation, or value erosion?

 Where does digital currently play a role in our customer experience and our customers' 
journeys with us?

 What steps in our customer journey(s) are most frustrating for our customers?

 Where is there opportunity to innovate ahead of key competitors in our customer 
experience, and how might this create value for our customers?
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 Store the data in digital form:

 Personal data (MoI)

 Financial data (Bank)

 Services data (SSO, MEA, MWA, etc.)

 Health data (Hospital)

 Car or Property data (DLT, DoL)
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 Remove the Ghost data

 Remove the incomplete data

 Remove dummy data

 Revise the data format (VARCHAR -> DATE)

 Remove inactive data

 Make the data meaningful

 Etc.
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 Encryption

 Authentication

 Authorization
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 What I have to do to sell my property?

 What documents do I need to transfer my car ownership?

 Where should I start to build my own house? Utilities supply

 How long does it take to ask for new car license plate?

 Legal processes

 Etc.

10/6/2018 41



Standard format

Standard protocol
Standard policy
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 Level 5 – Optimised Digitalised Service: service provision is fully digitised, and the service is 
monitored and managed with continual business improvement.

 Level 4 – Managed Digitalised Service: service provision is fully digitised, and the service is 
monitored and managed.

 Level 3 – Fully Digitalised Service: service provision is fully digitalised including all back 
office processes. Note: workflow processing where a work item is processed from an electronic 
work queue and actioned by a human agent only using digital tools is considered a digitalised 
process.

 Level 2 – Digital Service: From the customers’ perspective, the service is delivered fully through 
the online channel. There are some manual (non-digital) processes involved within the agency 
“back office” to complete the service. 

 Level 1 – Digitally Supported Service: a service delivered partially through the online channel, 
where the customer is required to perform some manual process (e.g. print a form, require a wet 
signature, make a telephone call, attend an office or service counter). Not considered a digital 
service.

 Level 0 – Not a Digital Service: a service delivered manually from start to finish, with no online 
channel involvement.
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CASE STUDY

 Workflow issues
 Complicate Workflow: กระบวนการทางกฏหมาย คดีความ มผีูเ้กยีวขอ้งหลายคน

 No Standard workflow: งานทีเป็นงานเดียวกนั แตม่กีระบวนการตา่งกนั แลว้แต ่พืนท ีหรือ จาํนวนบคุลากร

 What is the workflow: I just do my work. I knew how to finish my jobs.

 Data Issue
 Are we ready to share? What to share? Who can see the data? Can I share the data (it is not mine)?

 Computer is not secure as papers.

 We have data but we are not sure is it corrected.

 Data is power. It is mine.

 Interface Issues

 Usability: Enter vs TAB, Web app vs PC app, Mobile app vs Web app

 Aesthetic : Who is the user?
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Are you ready to transformed?
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“Everyone thinks of changing the world, but no one 
thinks of changing himself.” 
― Leo Tolstoy


