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The information quality must be considered as one of the most important factors when
organizations develop their internal databases and websites in order to make sure that users can utilize
their databases and websites. The objective of this research was to study users’ expectation and
satisfaction on four different dimensions of information quality which were intrinsic quality, contextual
quality, representational quality, and accessibility quality. The study had two parts. In the first study, we
examined users’ expectation and satisfaction of information quality of websites in six different domains:
e-commerce, government, financial/banking, education, entertainment, and medical/health information
websites. The analysis was based on a survey of 570 Internet users in Thailand. It was found that, for
individual level, Thai users’ expectation on information quality of websites is significantly higher than
their satisfaction for all four quality dimensions in all six different web domains. The data analysis pointed
out that Thai Internet users were most happy with information quality on financial/banking websites and
education websites consecutively. However, they were least satisfied with government websites. In the
second study, we examined users’ expectation and satisfaction of information quality of websites from
organizational perspective. The analysis was based on a survey of 297 users from organizations in
Thailand. It was also found that, at organizational level, Thai users’ expectation on information quality is
significantly higher than their satisfaction for all four quality dimensions from all three sources of

information which were internal sources, websites and other organizations.
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