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Abstract 

Despite the growing adoption of cash and digital money for government payments, 

implementing digital payment systems can face acceptance issues such as 

transparency shortcomings, service delays and accessibility problems that undermine 

public trust in government payment systems. Across the world, government agencies 

have begun using digital technologies such as digital payment and e-services to boost 

public confidence in their financial operations. These steps are, in large part, intended 

to reduce corruption and improve government services through increased transparency 

and accountability (T&A). The Social Security Office (SSO) in Thailand is one such 

organization that has taken this route and has emphasized financial disclosure in order 

to improve T&A in its claims processes. The intention of this is to empower insured 

people through feedback channels that foster trust in the payment process.     

The core objective of this research is to explore the influences that enhance T&A in 

benefit payment systems. Despite the growing focus on enhancing T&A to bolster 

credibility among government agencies, the role of T&A and the ways to improve T&A 

in government payments remain unclear. To address this gap, this thesis reports a study 

to investigate collaborative work in the payment system and then explores T&A within 

the benefit payment activities by interpreting participants’ experience of claims in the 

Thai SSO. The thesis draws on a narrative approach with in-depth interviews in two data 

collection studies. The first study interviewed insured persons and government officers 

to understand the work involved in enabling social security payments. We found that 

although the demand for digital G2P payment systems has increased, some claims were 

still processed via paper documentation and cash payments due to the inaccessibility of 

digital services to some claimants. The key finding was the selection of payment 

methods to facilitate individuals lacking access to the banking system by offering 

compensation in cash or a postal order instead of digital transfers. Such findings 

highlight the importance of accommodating diverse needs and circumstances, ensuring 

that access to essential services remains inclusive and equitable. 

Building on our understanding of the benefit payment process, we further explored T&A 

processes and practices within the payment system in a second interview study of public 
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officers and insured persons. These findings reveal the potential T&A in the SSO back 

and front office systems, which can improve the SSO's work performance and citizen 

trust in their payment decisions. 'Back-office systems' primarily handle internal 

processes such as claim processing, while 'front-office systems' directly involve insured 

person interactions. Data and information generated by back-office systems flow 

towards front-office operations to facilitate citizens' service and responsiveness, such 

as SSO regulations and tracking claims. However, attracting citizens to engage with 

information and services solely through digital platforms posed a significant challenge 

for the SSO. Hence, social influence surrounding insured persons emerged as a crucial 

driving force. Furthermore, tracking payment records and incorporating citizen feedback 

regarding complaints and expressions of opinions about the SSO services fostered a 

culture of accountability and responsiveness within the organization, ultimately 

contributing to a more effective T&A mechanisms in the SSO payment service delivery. 

The outcomes of this research provide contextualized illustrations of the role of T&A in 

SSO activities and identify T&A guidelines for researchers and designers so that the 

needs of public officers and insured persons can be foregrounded in the analysis and 

development of future payment systems. This thesis leverages the findings to discuss 

research implications regarding systems design and use, and in determining appropriate 

policy for the design of social security benefit payment systems and services, and e-

government payment systems. 
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Chapter 1:  Understanding the Frontier of 
Benefit Payment systems and its 
Transparency and Accountability 

 

 

1.1 Research Background  

The rapid evolution of digital technology has ushered in new modes of human 

interaction, propelled by Information and Communication Technologies (ICTs), aimed 

at optimizing traditional government services. Central to the administration of 

government agencies is the provision of essential financial services crucial for 

stimulating economic growth and enhancing citizens’ well-being (Electronic 

Government Agency, 2017a). These services encompass vital transactions such as 

tax payments, tax returns, and benefit disbursements, all contributing to the 

enhancement of citizens' quality of life. Moreover, these services underpin the smooth 

functioning of diverse sectors, including businesses, employees, ministries, and other 

governmental entities. To effectively manage these financial services, the Thai 

government has embraced the Digital Thailand 4.0 initiative (Electronic Government 

Agency, 2017b, Sagarik, 2021). This strategic endeavor seeks to digitally integrate the 

nation's economic and social development agendas by bolstering public sector 

services, notably by promoting e-payment services. 

Alongside this, governments worldwide have recognized the indispensable role of 

ICTs in bolstering transparency within public sector organizations and institutions 

(Meijer, 2009). Transparency, by facilitating easier access to and sharing of 

information for citizens, engenders heightened engagement from both information 

providers and users, thereby amplifying government accountability. As underscored 

by the World Bank (2017), governmental transparency not only allows citizens to 

access information but also enables monitoring and oversight of public sector 

performance, provides channels for addressing public grievances, and encourages 
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citizen involvement in decision-making processes. Collaborative stakeholder 

participation in verifying information further enhances its credibility and acceptance. 

According to a report by the International Social Security Association (ISSA), countries 

worldwide have successfully broadened their universal healthcare coverage by 

leveraging modern ICT platforms and digital payment transfers to enhance access to 

healthcare services and implement universal social pensions. In addition, promoting 

government transparency and accountability (T&A) can be achieved by adopting open 

government data (OGD), which allows citizens to easily access budget information 

and track payments made by all stakeholders, thereby discouraging corruption (Social 

Security Office, 2016). Despite the potential benefits of using ICTs, there are several 

hurdles to overcome, including the digital divide, data quality concerns, and privacy 

issues (International Social Security Association, 2019). These complexities make this 

set of advancements both challenging and multifaceted from a societal and 

interactional perspective. 

In the context of Thailand's Social Security System (SSS), the Social Security Office 

(SSO), which works under the Ministry of Labor, is responsible for ensuring the welfare 

of workers by providing financial assistance in cases of sickness, unemployment, or 

retirement (Social Security Office, 2016). The SSO's existence ensures that Thai 

citizens can easily access healthcare services and have a reliable source of income. 

Even individuals who are unable to work can still receive financial assistance to 

provide for their families and themselves. The reserve Social Security Fund (SSF), 

aimed at improving the quality of life for the Thai people, has led to the SSO 

administering the largest pension fund in the nation. It is valued at 2.3 trillion Thai Baht, 

which equates to approximately 63.01 billion U.S. Dollars (the exchange rate of 36.5 

Thai Baht per U.S. Dollar), boasting a substantial membership base, exceeding 10 

million insured persons (Bangkok Post, 2023). 

As the number of Thai insured persons increases, so does the volume of claiming 

benefits transactions that need to be processed. Similarly, the demand for services 

that address insured persons' inquiries or handle complaints continues to rise. 

Meanwhile, the number of staff in the SSO remains unchanged, this may lead to 

inefficient service, such as payment delays or insufficient staff to respond promptly to 
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public inquiries. One viable solution involves adopting Information and Communication 

Technologies (ICTs), such as e-payment systems and online services, as announced 

by Thailand 4.0 policy. These technologies provide faster access to financial 

information and services. In addition, the SSO has also strengthened public 

confidence by implementing a Zero Corruption policy to remind the SSO officers to 

maintain transparency in their duties. This policy provides opportunities for the public 

to access information and submit complaints about the work of officials. Through these 

means, the SSO can build transparency in claiming benefits processes that involve a 

large amount of money. Therefore, enhancing transparency and promoting 

accountability in operations are important goals for the SSO in fostering trust and 

ensuring the sustainability of the SSF for the Thai people. 

1.2 Research Motivation  

For the past two decades, Thai laws and regulations have aimed to increase 

government transparency by making information open and accessible and keeping 

information updated through various media, including websites, portals, and social 

networks (Tamronglak, 2023). Furthermore, the Thai government has promoted 

accountability through ongoing monitoring, compliance, and performance evaluations 

of its agencies (ibid.). However, Thai government agencies have been criticized as 

inadequate in T&A (Tamronglak, 2023, Keerasuntonpong et al., 2019), which not only 

perpetuates ongoing corruption but also undermines public trust (Keerasuntonpong et 

al., 2019, Bangkok Post, 2025). The problem is that corruption goes unseen when 

government actions are without transparency and lack of work inspection; thus, 

enhancing T&A is crucial as it can expose corrupt activities. 

Along the same line as the Thai SSO operations, these problems raise motivations 

and questions regarding the need to build public trust in the transparency of SSO 

payments and accountability through thorough public scrutiny, which presents a 

challenge for policymakers and public offices in Thailand. To understand T&A in the 

benefit payment systems of Thailand, this thesis first begins by examining the 

behaviours around claiming benefits and user interactions in the payment systems. 

We use moneywork lifecycle to explain the interwoven actions and decisions around 

different types of payment, taking the SSO provincial level services in Thailand as a 
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case example. In order to explore payment habits between government officials and 

citizens, this thesis relies on the concept of moneywork from Human-Computer 

Interaction (HCI). This field is essential for understanding how participants use 

computer technology in government systems, with a focus on user experience and 

interaction. Alongside this, Computer-Supported Cooperative Work (CSCW) 

examines how participants work together with using technology as a medium to learn, 

share, and obtain benefits from government agencies. Through collaborative efforts, 

participants exhibit behaviors that enhance T&A by utilizing technology to effectively 

communicate policies and establish channels for public inquiries and feedback on 

officials' performance. 

Most prior work in HCI and CSCW has centred around digital payment transactions, 

in which transactions involve transferring money from a personal account to a 

business account (P2B) to repay for goods and services. Nevertheless, the 

relationship between physical cash and digital currency can be intricate, and despite 

the presence of digital payment alternatives, there remains a significant societal need 

for physical cash (Perry and Ferreira, 2018, O’Neill et al., 2017). While digital transfers 

are becoming increasingly popular, it is imperative for payment options to remain 

adaptable to accommodate the diverse range of situations and circumstances in which 

money is utilized. Employing a ‘one size fits all’ approach to payment methods may 

not be suitable, as each scenario presents its own unique advantages and challenges 

(Kameswaran and Hulikal Muralidhar, 2019). For example, consider a rural community 

where internet connectivity is limited. In such areas, relying solely on digital transfers 

may exclude certain individuals who lack access to online banking services or face 

difficulty navigating digital platforms. Conversely, in urban centres where digital 

infrastructure is robust, digital transfers may offer greater convenience and efficiency. 

Therefore, tailoring payment options to suit the specific needs and preferences of 

different individuals and contexts is essential for ensuring inclusivity and accessibility. 

In addition, the multifaceted nature of human behaviour and decision-making factors 

significantly into this consideration, impacting not only business environments but also 

the realm of government-to-person (G2P) money transfers, particularly concerning the 

receipt and expenditure of social security benefit (SSB) payments. Understanding 

these complexities is crucial for designing payment systems that effectively meet the 
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needs and preferences of diverse users, ensuring accessibility and usability across 

various contexts. Additionally, exploring how these factors influence individuals' 

behaviours and financial decision-making in the context of government payments can 

provide valuable insights for policymakers seeking to optimize G2P transfer systems. 

Furthermore, there is a lack of research that establishes any relationship between the 

moneywork cycle and investigating how T&A affects financial transactional work. 

When agencies incorporate digital technology into their payment systems, it can lead 

to transparent payment trails (Lochan et al., 2010) and promote financial accountability 

by allowing the tracking and inspection of the work done by the officials responsible 

(Hladchenko, 2016). For this reason, after examining the context of the benefit 

payment systems, this thesis extends this to explore search for appropriate T&A 

solutions for the SSO. 

Several existing studies on T&A focus on a wide variety of organizations. For example, 

one study investigated how charity staff members perform their daily work activities. 

These tasks were supported by interoperable digital systems, enabling charities to 

tailor T&A standards to their specific work and financial practices (Marshall et al., 

2018). Another study explored how blockchain technology could enhance T&A in an 

e-government system (Kameswaran and Hulikal Muralidhar, 2019). The authors 

suggest that technology alone cannot resolve T&A issues; other crucial factors must 

also be considered, including acceptability, check and control mechanisms, and legal 

and regulatory support (ibid.). Although these examples have focused on T&A within 

the local work system as perceived by customer facing staff, they do not address the 

broader perspective of promoting T&A throughout the organization, across both back-

office to front-office systems. To address these gaps, this thesis examines the hidden 

work within the organization and explores the use of social T&A mechanisms to 

enhance the front-office payment system. This system comprises of frontline 

operations or services within the SSO that directly engage with citizens. 
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1.3 Research Aim and Objectives 

The aim of this thesis is to explore the potential activities and technologies that can be 

designed and implemented to enhance transparency and accountability (T&A) in the 

Thai benefit payment process, with the purpose of understanding how stakeholders 

can leverage technologies to enhance collaboration and improve T&A in the Social 

Security Office (SSO) payment systems. This thesis provides an explanation of how 

financial transactions operate within the system, with particular emphasis on the 

interactions between public officers and insured persons, which are facilitated by 

digital technologies and citizen engagement initiatives. The findings will offer practical, 

theoretical, and policy implications that can inform the design of more transparent and 

accountable payment systems for policymakers, HCI designers, and the social 

computing research community. 

The research objectives are:  

1) To understand the participants' behavior around the payment systems at 

the Social Security Office in Thailand. 

2) To examine the potential factors influencing the decision-making process 

regarding the disbursement of benefits, as perceived by both public officers 

and insured persons. 

3) To identify how digital technology has impacted on transparency and 

accountability activities for the Social Security Office in Thailand. 

4) To explore how participants engage with government services to make use 

of transparency and accountability features in the payment systems for the 

Social Security Office in Thailand. 

5) To offer guidelines for enhancing transparency and accountability in the 

benefit payment processes to policymakers, designers, and research 

communities. 
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1.4 Research Questions  

This study identifies two main research questions: 

RQ1. How do participants interact with payment systems of the Social Security 

Office? 

1a. How do participants collaborate with one another using analog and 

digital media in the payment process? 

1b. How do participants make payment decisions? 

RQ2. What are the influences that enable transparency and accountability in the 

SSO payment systems? 

2a. How can digital technology enhance organizational transparency and 

accountability in the SSO payment systems? 

2b. How can citizen engagement activities enhance social transparency 

and accountability in the SSO payment systems? 

 

1.5 Research Approach for Conducting the Thesis 

To answer the research questions indicated above, this thesis utilized a narrative 

approach, which is widely used in qualitative research because of its capacity to offer 

profound insights into people's experiences and viewpoints (Butina, 2015). By 

adopting this approach, I can effectively capture the complex and diverse nature of 

human experiences in a form that is relevant to the fields of HCI and CSCW. To do 

so, I explore personal claims experiences and interactions with others involved in 

collaborative payment processes and which draw on or contribute to T&A in payment 

transactions.  Participants' narratives offer a detailed account of their journey toward 

receiving benefit payments, complete with a well-defined beginning, middle, and end 

of benefit transactions. I therefore employed qualitative methods to explore the 

complexities of users' behavior and their social interactions when interpreting and 

describing a personal experience narrative in the thesis. 
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Following this orientation, data was collected using narrative interviews to undertake 

an in-depth exploration of the participants’ experiences. Narrative interviews can 

provide answers for the research questions as they not only enable the capture of 

participants’ payment experiences and practices, but also gather rich detail on the 

complex aspects of T&A during participants’ collaborative work with other people in 

those claim processes. In addition, the interviews can provide insight into the design 

of technologies to support cooperative work in payment processes, as addressed in 

the implications for design section. 

Data collection for this thesis was affected by the COVID-19 pandemic. The process 

of gathering data in Thailand was made difficult by difficulties of international travel 

and the requirement for participants to maintain social distancing (see ethics in 

Appendix I and II). Consequently, online interviews became necessary. The reliability 

of the interviewed data in this thesis was ensured through the utilization of triangulated 

data, which allowed for a comprehensive understanding of the SSO benefit payment 

context and the confirmation of interview information from both public officers and 

insured persons. 

Qualitative research frequently recruits from a small number of participants, with 

informants chosen based on specific criteria related to the research question, and 

participants are usually selected to gain in-depth insights, not to generalize the findings 

to a larger population. Similarly, this study examines participant experiences with 

benefit payments, as these experiences necessitate in-depth understanding and 

interpretation to capture the nuanced and complex nature of the government payment 

systems through small groups of participants.  

This thesis is divided into two studies: Study 1) understanding the payment systems 

in the SSO, and Study 2) exploring and evaluating T&A in the payment systems for 

the SSO. In studies 1 and 2, public officers were interviewed using judgmental 

sampling as it was considered a suitable approach because this sampling selects 

individuals who have significant expertise or experience related to the phenomenon 

being studied (Tongco, 2007). Participants for the interviews were selected by the 

head of provincial social security in each province, who served as the gatekeeper and 
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understood the roles and responsibilities of their subordinates involved in the benefit 

payment process.  

Conversely, snowball sampling was employed to select insured persons in Study 1, 

as it proved to be valuable when studying a specific user group or a particular behavior 

within the context of benefit payment. Snowball sampling typically begins by reaching 

out to a personal contact and then requesting them to refer other individuals to 

participate (Biernacki and Waldorf, 1981). The concept of snowball sampling is based 

on the idea that knowledge is not equally available to everyone and that certain 

individuals, due to their unique life experiences, possess more knowledge and access 

to a specific area (ibid.). However, the selection of insured persons in Study 2 takes 

into account more than just their general experience of claims with the SSO. In Study 

2, I recruited insured persons with direct experience in utilizing the SSO e-services, 

allowing the study to examine T&A in citizen engagement (i.e., the citizens interact 

with the SSO’s front-office systems). Consequently, Study 2 employed a two-stage 

sampling to select participants. The initial stage involved snowball sampling, and this 

was later supplemented by judgmental sampling. Here, the aim was to identify 

individuals who met the research criteria, specifically those with prior experience of 

using the SSO e-services, primarily the SSO official website and SSO Connect Mobile 

application. 

To examine the findings from Studies 1 and 2, a hybrid thematic analysis was utilized, 

incorporating both deductive and inductive coding and the development of themes to 

analyze qualitative data. The integration of top-down (deductive) and bottom-up 

(inductive) coding processes in this approach facilitates a comprehensive and rigorous 

analysis (Proudfoot, 2023). Themes in deductive thematic analysis are predetermined 

based on existing literature or theoretical frameworks, while in inductive thematic 

analysis, themes are allowed to emerge from the data (Tafazoli and Meihami, 2023, 

D’Amore et al., 2021).  For this thesis, the hybrid thematic analysis was used to define 

the specific themes to be explored in the research questions, as well as identify any 

new themes that arose from the interview data. To start, I adopted this approach to 

build an understanding of the existing notions of the moneywork lifecycle in the SSO 

and its T&A elements, which guided me to interpret the complex phenomena of T&A 

in the benefit payment systems. This method combines existing ideas and factors 
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while also remaining receptive to any new insights that are raised during the analysis 

of T&A influences, as revealed in the findings of Chapter 5. 

 

1.6 Scope of the Study 

According to the literature, money serves as a medium of exchange, and as such, it 

plays a vital role in the operation of governmental systems. The transactional process 

is where people utilize money within government systems to pay taxes, receive 

welfare, and obtain social security benefits (Csáki et al., 2013). However, using paper-

based payments creates several obstacles in providing public services, such as cash 

loss and delays in fraud investigations. To establish trust in government agencies, it 

is important for them to carefully consider characteristics like accountability and 

transparency (T&A). Using an e-payment systems aims to reduce the manual process 

of keeping cash and make it easier to track historical payment information, and many 

government agencies are trying to promote the use of digital payment systems. 

Likewise, Thai government agencies have implemented a policy that outlines a master 

plan to support the implementation of standardized e-payment systems that align with 

existing technology (Chaluay et al., 2017). The intention of this is to leverage digital 

technology to enhance T&A in government operations and services (Yakean, 2020b). 

In order to explore payment habits between government officials and citizens, this 

thesis relies on the concept of moneywork from HCI. This field is essential for 

understanding how participants use computer technology in government systems, with 

a focus on user experience and interaction. Alongside this, CSCW examines how 

participants work together using technology as a medium to learn, share, and obtain 

benefits from government agencies. Through collaborative efforts, participants exhibit 

behaviors that enhance T&A by utilizing technology to effectively communicate 

policies and establish channels for public inquiries and feedback on officials' 

performance. 

To explore T&A in government payment systems in Thailand, this thesis examines 

government-to-person (G2P) payments employed by the SSO, an organization that 

carries out enormous number of financial transactions in Thailand. The SSO utilizes 
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digital payment systems, through the banking system, to streamline public payments. 

However, practical challenges are often encountered in this process. There are two 

distinct groups among the participants: 1) public officers employed by the SSO at the 

provincial level, as they are the ones who directly handle citizen payments, and 2) 

insured persons who work in Thailand and have experience claiming benefits with the 

SSO. These two groups can help us facilitate understanding and consider the issues 

faced in back and front office services. This research centres on T&A, with a particular 

focus on two primary domains: the Sapiens system, employed as a back-office 

mechanism for overseeing benefit payment transactions, and the front-office segment, 

which endeavours to assess the impact of T&A within SSO e-services on citizen 

engagement. This latter aspect offers citizens a platform to acquaint themselves with 

SSO services and to monitor the performance of officials. 

The primary emphasis of this thesis is to explore the topic of T&A in the context of 

SSO benefit payment systems. However, it is important to note that this thesis does 

not deal with the detailed interaction design of SSO e-services in the Sapiens system, 

the establishment of new economic systems, the exploration of different forms of 

currency, or the development of software. These lie outside the scope of this thesis. 

 

1.7 The Structure of this Thesis 

Chapter 1 provides research background and motivation, research aim and objectives, 

research questions, research approach, as well as the scope of this thesis. The 

following parts provide a comprehensive overview of the structure of the thesis in the 

following manner: 

Chapter 2: Transparency and Accountability in the Financial Transaction 
Landscape 

This chapter discusses the relevant research, which draws from three literature areas: 

First, money and moneywork in HCI provides the understanding of the digital money 

and digital payment work and pulls from several fields such as economics, sociology, 

and computer science. Second, this chapter reviews transparency and accountability 
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(T&A) in government operations to determine the scope of T&A for this thesis. Finally, 

this chapter defines the discipline of CSCW to explain the behavior and interactions 

between a large group of people, computers, and complex work systems. This can 

help to identify and analyze human behavior and government work practices, which 

relate to promoting transparency and accountability within the organization. 

Chapter 3: Research Methodology 

This chapter employs a relevant data collection approach using narrative within 

qualitative research. This chapter provides a comprehensive explanation of the 

research design to highlight multiple challenges that can potentially influence the 

design of research. It also shows how to apply the knowledge of the moneywork 

lifecycle and T&A factors in this thesis to better understand the practical use of them 

that are critical to data analysis. Explicitly, this chapter offers a rationale for collecting 

narratives through online interviews and explains its selection and use of thematic 

analysis to interpret the collected narrative data used in Study 1 to understand the 

payment systems in the SSO and in Study 2 to explore and evaluate transparency and 

accountability in the SSO payment systems. 

Chapter 4: Collaborative Work of G2P Payments 

This chapter answers the first research question on how participants interact with the 

SSO payment systems. The findings relate to the participant's experiences with using 

digital technology and services in relation to activities involved in claims processing, 

encompassing both cash and digital payments. The financial transactional work is 

explored through the knowledge of moneywork and analyzes the payment process in 

the context of socio-technological systems when insured persons interact with 

government agencies.   

Chapter 5: Transparency and Accountability Practices in Benefit Payments 

This chapter addresses the second research question by investigating the various 

influences that contribute to promoting transparency and accountability (T&A) within 

payment systems. The facets examined in this investigation stem from the scrutiny of 

participants' behaviours during their interaction with the Sapiens system as a back-
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office system and their engagement with SSO e-services. These e-services are 

designed to align with the public's needs and function as the front-office system, 

impacting citizen engagement. The findings highlight the importance of T&A factors in 

enhancing the government payment systems, as outlined in Chapter 2 Section 2.3.5. 

Additionally, this study examines new elements of T&A elements that have emerged 

through the analysis of narrative interviews. 

Chapter 6: Synthesis and Reflections on Transparency and Accountability in 
Government Payment Systems 

This chapter summarizes the research findings reported in Chapter 4 and 5. It explains 

the overall research findings, highlights the significant findings, discusses the results 

with literature review in Chapter 2, reflects on the research questions, and describes 

the research implications from each study in the thesis. 

Chapter 7: Conclusion 

The conclusion chapter covers the whole journey of the thesis, summarizing key 

findings and discussing contributions to knowledge. In addition, this chapter analyzes 

the research's limitations, future directions and personal reflection. 
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Chapter 2:  Transparency and Accountability in 
the Financial Transaction Landscape 

 

 

2.1 Introduction 

The widespread adoption of digital technology has dramatically changed the financial 

transaction landscape, generating new dynamics in how money is managed and 

transferred. This chapter reviews the complex interplay of digital money, government 

payment systems, and transparency and accountability (T&A) principles in the context 

of Human-Computer Interaction (HCI) and Computer Supported Collaboration Work 

(CSCW).  

The first part of this chapter reviews the literature covering the concept of money and 

its functions, with a particular focus on electronic payments, the role of electronic 

money, such as mobile payments, and innovative banking services. We discuss the 

transformation of money into digital forms and how this has influenced the work 

performed between people and their technologies, called 'moneywork' in HCI.  

The second part of the chapter discusses the principles of T&A within government. It 

specifically examines how these principles are manifested in the context of digital 

technology in the public sector and financial mechanisms. Additionally, it outlines 

potential factors for fostering T&A. 

The final part of the chapter begins with a definition of CSCW in the broader context 

of HCI. CSCW is a research field that investigates how people collaborate using 

technology. Following that, the section examines into the role of collaborative work in 

payment systems and addresses the ideas of T&A in CSCW.  
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2.2 Money and Moneywork in HCI 

In the 17th century, the government central banks began to issue a national currency 

or fiat money to replace the role of private money issuers (Wray, 2012). This transition 

resulted in the construction of a centralized authority that controlled and oversaw 

money movement, representing a shift in how currency and assets were handled. 

Centuries later, however, technological advances led to a new era in which a 

revolutionary change of money into digital money is taking place in how we use 

currency, converting it into an electronic format that fulfills multiple roles, such as 

facilitating transactions, measuring value, and preserving wealth. This technological 

shift signifies a significant transformation in our understanding and utilization of 

money, moving away from conventional physical manifestations and towards a more 

interconnected and digital financial environment. The characteristic of payment in 

digital money is that it has cash equivalence, so it can be used in transactions of goods 

and services (Dodgson et al., 2015). To understand the meaning and the ways of using 

money in general terms, I start this section with a description of money and its 

functions, electronic payment and its functions, and electronic money through banking 

services. Nevertheless, daily payments for goods and services are made using both 

cash and digital money. This shift has transformed user interactions, collaborations, 

and the use of digital technologies, significantly impacting user behavior, financial 

processes, and activities within payment systems. By examining the use of money, 

financial operations, and transactions, I draw on the literature of the moneywork 

lifecycle to describe in this section how different forms of money influence the 

interactions between people and their technologies. 

2.2.1 Money and its Function 

From an economic perspective, money is seen as a commonly accepted means for 

trading goods and services within a community, and it maintains its worth as a tool for 

making payments (Yang, 2007, Asmundson and Oner, 2012). Moreover, some 

authors define and discuss money based on its three fundamental functions (see for 

example, Bećirović, 2009, Chung, 2009, Beggs, 2023):  
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1) Medium of exchange: Money is commonly used to pay for goods and services 

since it removes the uncertainty about what different organizations will accept 

as payment (Beggs, 2023). As a standardized medium of exchange, money 

makes transactions more efficient by minimizing the time and costs of 

exchanging goods and services (Bećirović, 2009). 

2) Unit of account: Money is a measured value in the economy (Bećirović, 2009), 

supporting meaningful units of prices and bank balances (Beggs, 2023). For 

instance, the dollar bill acts as an accounting unit by measuring the value of 

goods and services (Chung, 2009). 

3) Store of value: Money stores its purchasing power over time  (Bećirović, 2009, 

Chung, 2009, Beggs, 2023), providing flexibility in when producers and 

consumers decide to buy or sell. This eliminates the immediate need to 

exchange their income for goods and services (Beggs, 2023). 

In most economies, governments have usually produced currency in the form of paper 

notes and metal coins. However, digital money can also function as a valid form of 

currency (Beggs, 2023), provided it meets three key characteristics mentioned earlier. 

2.2.2 Electronic Payments Definitions 

Over the last few decades, electronic payments have become more common and 

sophisticated. However, there are varied opinions on electronic payment definitions, 

with concepts from various viewpoints. In business services, the use of electronic 

payment (e-payment) is defined as the use of digital payment technology (Kilay et al., 

2022). These two terms refer broadly to the use of electronic technology to make 

financial transactions (ibid.). Similarly, the literature reviewed in this thesis frequently 

uses these terms (e-payment and digital payment) interchangeably to refer to 

transferring money via digital devices. 

Au and Kauffman (2008) define electronic payment as an electronic device utilized to 

initiate, authorize, and confirm a commercial transaction. This study focuses on the 

transaction process, which is similar to Hayashi (2015) definition of electronic 

payment, which involves a collection of functions, procedures, guidelines, devices, 

technologies, and standards used during payment activities. Kabir et al. (2015) view 
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electronic payment systems as the components and processes collection to transact 

and exchange monetary value between two or more parties via electronic means. 

Likewise, electronic payment, as explained by van der Westhuizen (2017), involves 

different methods to enable the transfer of money electronically between a bank and 

its customers or directly between customers. For example, customers can manage 

their bank accounts and transactions from a distance using internet or mobile banking 

services provided by telecommunications companies and banks (Ming-Yen Teoh et 

al., 2013). This integration exemplifies the core principles of electronic payment 

systems, which leverage digital communication technologies to enable bankers and 

customers to conduct financial operations without physical interactions. The 

increasing dependence on e-payment methods in modern banking is driven by 

advancements in technology and the increasing demand for seamless financial 

services.  

Typically, governments recognize e-payments, such as electronic funds transfers, as 

legitimate forms of payment that fulfill all functions of money, as discussed in the next 

section (see Section 2.2.3). Electronic payments are accepted as a medium of 

exchange for goods and services, helping to minimize costs and time (Singh, 2004). 

Consequently, electronic banking has emerged as one of the popular methods for 

exchanges, as society increasingly accepts electronic payments as a channel for 

purchasing goods and services. This acceptance extends to government payments, 

where digital payment methods streamline public transactions, enhance efficiency, 

and reduce administrative costs (see Section 2.3.4). 

2.2.3 Electronic Money through Banking Services 

Developments in information communications and technologies (ICTs) offer potential 

for new services in the banking sector. These advancements not only enhance the 

use of current payment methods through digital platforms and communication 

networks but also open the way for entirely new ideas in making, processing, and 

receiving payments. This progress has led to creative ways of managing banking 

activities, such as through electronic banking, which includes electronic money, mobile 

payments, and other innovative banking services. Below, I describe the functions for 

these in turn: 



18 

 

1) Electronic money: Electronic money refers to a form of monetary value that is 

represented by a claim on the issuer, which consists of: a) electronic money 

retains its value and can be accessed through electronic devices (e.g., 

computers, smartphones, or dedicated e-wallets); b) the issuance of electronic 

money is dependent on receiving funds that equal or surpass the designated 

monetary value; c) entities other than the original issuer must  recognize and 

accept electronic money as a valid mode of payment (Hartmann, 2006). 

Electronic money can be stored on servers and accessed through cards and 

devices. Examples of this type of money include prepaid cards, digital wallets 

like M-PESA in Kenya, or online services like PayPal. According to the World 

Bank, the term ‘electronic money’ can cover a range of different products and 

services that allow for the transfer of money in digital form (Firpo, 2009).  

2) Mobile payments: Mobile payments refer to payments made through a mobile 

device (Hartmann, 2006, Flood et al., 2013, Sorensen, 2023). This payment 

type is made possible by mobile phones and wireless communication, 

delivering new ways to access accounts and use payment services. 

Transactions completed with mobile phones include payments for digital 

goods, online orders, and purchases of physical items (Hartmann, 2006, Perry 

and Ferreira, 2018). Mobile payment systems either use money directly from 

commercial banks or, in cases where mobile service providers act as 

settlement agents, connect users to the banking sector. Therefore, developing 

viable models of cooperation between the banks and mobile providers is a 

significant issue for trading transactions (Hartmann, 2006).  

3) Innovative banking services: Banking services can be broadly described as 

the interactions between a bank and its customers, as well as the delivery of 

banking products. Innovations in banking may come in the form of new 

products, new processes, or new ways of communication, such as Internet 

banking and mobile banking (Hartmann, 2006). Internet banking has become 

an essential source of distribution for banking services like retail payment 

transactions (Hartmann, 2006) and also government payment services 

(Cirasino et al., 2012). Mobile banking is another way to access banking 

services. It connects a mobile phone to a personal or business bank account, 
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providing services like withdrawals, deposits, bill payments, account transfers, 

and checking the account balance (Firpo, 2009).  

At present, payment alternatives like online banking are considered a way to reduce 

the use of physical money, such as coins and banknotes (Schulze, 2004). This 

approach is gaining traction globally, including in Thailand. Under its Thailand 4.0 

policy, the Thai government has been promoting the use of digital payments supported 

by the Bank of Thailand, which aims to develop a digital payment ecosystem to 

facilitate various financial transactions among individuals, businesses, banks, and 

government agencies (Ponsree, 2024). The move towards digital payments is seen as 

beneficial, mainly due to the innovative banking services it enables, enhancing 

efficiency and accessibility in financial operations.  

Electronic banking offers a quicker and more convenient way to manage financial 

transactions because it allows customers to complete multiple transactions online 

without requiring to visit a bank or wait in line for a cashier or manager to handle their 

payments or documents (Saleh and Andrea, 2002, Nami, 2009). Online banking can 

also offer lower banking fees for consumers (Nami, 2009), track easily money 

laundering activities (Kumari and Khanna, 2017), make electronic payments 24 hours 

a day from anywhere, without requiring physical contact with the bank (Nami, 2009, 

Omariba et al., 2012). Furthermore, customers who use this payment method do not 

have to carry large sums of cash, which helps reduce the risk of loss or theft (Kumari 

and Khanna, 2017). Nevertheless, even though electronic banking delivers many 

benefits, there are also some drawbacks both for the banks and the customers who 

use this service. 

The key drawbacks of digital/internet banking include abuse of electronic transactions 

and failure to protect customers from the theft of sensitive customer information to 

unauthorized parties such as hackers (Nami, 2009), as well as fraudulent 

misrepresentations (i.e., false or misleading statements) and increased international 

transfer fees (van der Westhuizen, 2017). The electronic funds transfers (EFTs) that 

involve a bank as the third party authorizing online payments and accessed through 

electronic banking systems, increase the potential for theft, fraud and money 

laundering (Hespeler, 2008) in electronic form. These drawbacks will result in an 
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imbalance in the level of security between customers and businesses involved in 

banking transactions. 

2.2.4 Moneywork in HCI 

In order to understand the everyday financial activities undertaken in a digital-physical 

hybrid environment, the term ‘moneywork’ is described by Lewis and Perry, (2019, 

p.2) as “the physical and social interactions that users make individually and 

collectively in order to enable transactions” (see also Barros Pena et al., 2021a, 2021b, 

Perry and Ferreira, 2018). Perry and Ferreira examined the interactional work around 

the Bristol Pound (an alternative digital currency), focused on patterns of user behavior 

in money-related activities, their use of the technologies and social resources to 

enable the financial transactions. Their analysis emphasizes “how people do 

transactions” by describing the activities and artifacts involved and grouped as pre-, 

at-, and post- transactional work. These ideas propose a three-stage investigation of 

financial transactions as a distinct boundary for analysis. By doing so, this thesis can 

leverage these ideas to explore the collaborative work and execution of 

different users participating in financial transactions of regional bureaucracy (see 

more details in Section 3.6.1). 

A significant body of work in HCI has examined the interactions and experiences 

provided by analog and digital money that have demonstrated how the design and 

representation of money have different situated social meanings and uses (Ferreira 

and Perry, 2014, Perry and Ferreira, 2018, Kameswaran and Hulikal Muralidhar, 

2019).  Previous studies of analog (i.e., non-digital) money have revealed some key 

limitations, for example, the difficulty of providing payment change (Kumar et al., 

2011). Although coins and notes are relatively easy to spend, users are still often 

concerned about fraud and the safety of carrying them (Balan et al., 2009, 

Kameswaran and Hulikal Muralidhar, 2019). To enhance safety and prevent corruption 

associated with carrying cash, governments frequently advocate for the adoption of 

digital payments (Krishnan et al., 2019) which provides benefits including fast and 

secure digital transactions (Balan et al., 2009, Vines et al., 2012, Kameswaran and 

Hulikal Muralidhar, 2019), easier transaction tracking (Kaye et al., 2014, Kumari and 

Khanna, 2017, Lewis and Perry, 2019), reducing need to carry cash (Pritchard et al., 
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2015, Kumari and Khanna, 2017, Yakean, 2020a), and corruption, and money 

laundering (Kumari and Khanna, 2017, Yakean, 2020a). Hence, reducing the 

production of unrecorded illegally earned funds and enhancing transaction monitoring 

is often seen as a means of increasing the transparency and accountability of the 

financial system (Jatau and Dung, 2014, Kumari and Khanna, 2017). 

The introduction of digital payments has been uneven, and several studies show that 

digital payment methods have not been widely adopted by particular groups, most 

notably the elderly and people in remote, rural locations. For example, Vines et al. 

(2012)’s study about payments by older people in the UK found cheques to be 

considered as more flexible than other forms of payment. Likewise, Keates et al. 

(2000) explain how post offices have played a key role in banking services to deliver 

government benefits for customers aged over 65, because many rural banks and other 

local businesses are closing. Therefore, the study of financial services may uncover 

or reveal aspects that are not immediately apparent due to the technological factors, 

different users and activities involved in financial transactions (Kameswaran and 

Hulikal Muralidhar, 2019).  Given these complexities in payment systems, moneywork 

in HCI can offer valuable perspectives on the processes of using digital currencies and 

financial technologies. This is because a moneywork orientation can shed light on the 

hidden work and endeavors undertaken by users to ensure the optimal functioning of 

these systems within their daily routines. 

2.2.5 Section Summary 

From an economic standpoint, money is seen as a widely accepted item that is 

exchanged for goods and services during the trading process. However, the 

revolutionary change in physical to digital money has transformed our perception of 

currency and facilitated a shift toward a more interconnected and digital financial 

environment.  

The functions of money, traditionally defined as a medium of exchange, a unit of 

account, and a store of value, are not exclusive to physical money but can also be 

fulfilled by electronic money. Electronic money provides a convenient way for people 

to exchange value without the need for physical money. The process is facilitated 
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through electronic devices, and examples of electronic money systems include 

prepaid cards, mobile payments, and online payments. 

In order to understand how people use cash and digital money in their everyday 

financial activities, the literature review on the moneywork cycle provides insights into 

the utilization of money in individuals' daily financial operations. It offers an opportunity 

to shed light on the hidden work within complex systems such as government payment 

systems and help describe the behavior of individuals’ steps across all of the payment 

process. It allows researcher to collect experiences, attitudes, and beliefs regarding 

the adoption of digital technology to enhance T&A of each payment step.   

To assist researchers and designers to understand the concepts of T&A, the next 

section will discuss T&A in government agencies that employ digital technology in their 

work processes to deliver public services. 

 

2.3 Transparency and Accountability in Government 

Governments on both the national and local levels are currently contending with a 

growing need for increased transparency and accountability (World Bank, 2017). 

Conversely, the direction is quite different in Southeast Asia. Gabriel (2017) has 

stressed the unfortunate state of governance in Southeast Asia when measured 

against global benchmarks of transparency, accountability, and other attributes 

associated with effective governance. While there may be variations across countries 

within the region, it is evident that governments in Southeast Asia must collectively 

strengthen their efforts to foster T&A. To this end, governmental bodies in Thailand 

are actively promoting the adoption of digital technologies, such as e-payment 

systems, to support T&A in their operations. This brings us to the importance of 

acknowledging key topics. Specifically, the definition of T&A, the role of digital 

technology in supporting T&A, financial transparency, and accountability mechanisms 

are crucial considerations. Building on this knowledge, the subsequent step involves 

exploring the range of factors that help support T&A. Exploring these factors provide 
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guidelines and scope for the thesis, weaving together the global context with specific 

regional challenges and solutions. 

2.3.1 Government Transparency Definitions 

The importance of transparency in government has garnered increased attention, 

particularly in the context of the growing influence of e-government, advancements in 

computing, and the pervasive impact of the Internet in the digital age  (Bannister and 

Connolly, 2011). Consequently, transparency is not only acknowledged but actively 

promoted and facilitated in governmental processes and services. This alignment with 

good governance ideals is facilitated by the integration of digital technology. The rise 

of e-government, coupled with the benefits of computing and the Internet, has 

prompted a shift towards fostering transparency as a fundamental aspect of 

contemporary governance practices. This emphasis on transparency aims to enhance 

work procedures and government services, bringing them in line with the principles of 

good governance, through implementing e-government portals, open data initiatives, 

online public records, digital reporting tools, blockchain technology, and digital 

feedback mechanisms (Graglia and Mellon, 2018, Khairuddin, 2019). 

Transparency is considered to be crucial in public administration, organizational 

management, and governance. As noted by Garrido-Rodríguez et al. (2022) 

transparency can be defined as the ability of public entities to provide access to their 

information, promoting trust, accountability, and participation among citizens. 

Transparency is considered essential for developing a reliable and responsible 

government (Kim and Lee, 2019) and is closely related to openness, information 

disclosure, and democratic governance (Garrido-Rodríguez et al., 2022, Kandhro and 

Pathrannarakul, 2013, Grimmelikhuijsen et al., 2013). Moreover, Kandhro and 

Pathrannarakul (2013) emphasize that "transparency is visible decision-making," 

characterized by openness to public participation, allowing individuals to share their 

voices and provide feedback. This active engagement fosters collaboration between 

the public and organizations, working collectively towards a shared public objective. 

The practice of transparency by providing open data ensures that public services can 

be held accountable by remaining open to public monitoring. In creating transparency 

in public service systems, Stirton and Lodge (2001) set particular criteria for evaluating 
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how transparent a public service should be. They identify four fundamental 

mechanisms inherent to transparency: voice, representation, choice, and information. 

‘Voice’ involves citizens actively shaping public services. ‘Representation’ focuses on 

institutionalized involvement of service users in setting standards, monitoring 

compliance, and enforcing compliance. ‘Choice’ encompasses various ways 

individuals can influence services, such as selecting alternative providers or voting for 

elected officials. Lastly, ‘information’ is essential for informed decision-making, such 

as when consultation documents are available before decision-making events. These 

transparency mechanisms empower citizens by giving them the means to influence 

public services, thereby curbing misuse of authority, reducing corruption, and 

furnishing citizens with well-informed choices through transparent government 

information.  

Government transparency is “one of the keys to better governance” (Grimmelikhuijsen 

et al., 2013).  Conversely, a lack of transparency lowers the level of trust among 

citizens, resulting in feelings of exclusion from public administration and governance 

processes (Garrido-Rodríguez et al., 2022, da Cruz et al., 2016). By promoting citizens 

to be part of public management, transparency can be a critical instrument for 

balancing power dynamics between the government and the public, which is often 

perceived as a prerequisite for effective governance (Janssen and van den Hoven, 

2015). Enhancing transparency within government institutions necessitates active 

public engagement, ensuring a balance of power between governments (as service 

providers) and citizens (as service recipients). Taking this perspective, Cotterrell 

(1999) posits that transparency entails not only the availability of information on public 

policy matters but also active citizen participation in knowledge acquisition, 

dissemination, and generation. Likewise, Grimmelikhuijsen and Welch (2012) 

describe transparency means making information about an organization or person 

available to the public. This allows people outside the organization to monitor on its 

internal activities and how well it is performing.  

Despite widespread appreciation for transparency, practitioners and academics 

continue to use different definitions of the term. While some scholars focus on the 

effects of transparency on citizen trust, reduced corruption, and the balancing power 

of citizens as described above, transparency is also addressed as arising out of the 
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growth of information and communication technologies (ICTs) and the Internet 

(Grimmelikhuijsen et al., 2013, Meijer, 2009), which has opened up a new 

perspective on transparency as well as accountability. At this point, transparency and 

accountability as digital phenomena will be discussed later (see in Section 2.3.3). 

2.3.2 Government Accountability Definitions  

Elevated levels of transparency and accurate measurement of information, the 

decision-making process, and active citizenship, can help improve government 

accountability, fostering citizens' trust, and promoting good governance (Bauhr and 

Grimes, 2014, da Cruz et al., 2016). Transparency enables external actors to monitor 

and evaluate the performance of government officials, reducing the likelihood of 

corruption and mismanagement (Mabillard and Zumofen, 2017, Grimmelikhuijsen et 

al., 2013), making their actions accountable to the public. In order to foster trust among 

citizens, good governance should encompass not just transparency, but also 

accountability, thereby encouraging greater citizen engagement with the government 

sector. This section delves into these topics to provide a better understanding of the 

nature of accountability in government entities. 

In terms of government accountability, it is the responsibility of government officials 

and institutions to demonstrate answerability, transparency, and responsibility for their 

acts and decisions (Nastiti et al., 2021). Being aware of responsibility ensures that 

government agencies operate in the best interests of the citizens they serve by 

explaining their duties and answering questions to the citizens (Ilelah et al., 2022, 

Bivins, 2006). This viewpoint is supported by Bovens (2010), who writes that the 

concept of accountability is claimed to be a type of duty of government officials. 

Furthermore, some authors separate accountability into ‘horizontal’ and ‘vertical’ 

accountability. Horizontal accountability refers to a situation in which the government 

keeps its officials accountable to prevent abuse of power by establishing an upper 

level of public authorities to govern lower level authorities through hierarchical 

processes, typically governed by laws (Hladchenko, 2016, Rahman, 2008). In terms 

of the vertical accountability, Hladchenko (2016) highlights the use of vertical 

accountability by citizens, social organizations, communities, and news media to 

monitor an official's performance. This approach involves questioning the 
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government's actions and inaction on policy decisions and implementation (Combaz 

and Mcloughlin, 2014, Ilelah et al., 2022).  

Aligned with the principles of good governance advocated by scholars such as Beshi 

and Kaur (2020), accountability measures within government operations play a pivotal 

role in strengthening governance. This involves the establishment of sound policies, 

enhancement of public services, reinforcement of public trust, and the promotion of 

democratic ideals within society. Ilelah et al. (2022) stress the critical nature of 

accountability in governance, functioning as a bridge of trust between the government 

and citizens. It serves to inform citizens about the government's performance and 

provides avenues for seeking solutions when issues arise, as highlighted by 

(Adejuwon, 2014, Forster, 2004). Building on this foundation, the importance of citizen 

engagement emerges as a crucial component directly contributing to the accountability 

factors within government structures. As emphasized by Bucci et al. (2015), citizen 

engagement assumes a critical role in decision-making processes, ensuring that 

governments are not only accountable but also responsive to the public's demands 

and concerns. This reciprocal relationship between accountability and citizen 

engagement is further exemplified by Singh and Kaushik’s (2020) reference to the 

MyGov platform in India. This platform facilitates direct interactions between citizens 

and government agencies, policymakers, and implementers, creating a channel for 

citizens to express feedback and suggestions on various government policies and 

plans. Consequently, MyGov’s link between accountability in government and citizen 

engagement promotes transparency by fostering open communication between the 

government and its citizens, all essential elements for accountable and effective 

government operations. 

As information technology advances, government agency performance can currently 

be tracked in (near) real-time data (Schillemans et al., 2013). This change has the 

advantage of providing citizens with timely information. However, some citizens have 

difficulties when engaging with government services because of their low level of ICTs 

literacy and skills (Wakabi and Grönlund, 2015) and this may prevent e-government 

services from being used to their maximum benefit. As a result, HCI designers must 

consider both the positive and negative aspects of using digital technology and adapt 

design solutions to suit social and economic circumstances. 
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2.3.3 Transparency and Accountability in eGovernment 

Digital technology is increasingly used to improve T&A in government departments 

through a variety of means, including e-services, e-payments, and the integration of 

ICTs into government operations (Batubara et al., 2019, Qureshi, 2018, Hladchenko, 

2016, Chaterera, 2016). Shim and Eom (2008), as an illustration of using ICTs to 

boost citizen participation in government, stress the potential of ICTs in lowering 

corruption through citizen e-participation. ICTs can make the communication process 

easier and faster for citizens to engage in compared to traditional methods of 

participation, as e-government websites provide more opportunities for citizens to 

express their opinions. Consequently, digital technology has the potential to improve 

internal and managerial controls, minimizing corrupt behavior and increasing 

government transparency and accountability (Bertot et al., 2012, Shim and Eom, 2008) 

by adopting digital technology, allowing citizens and oversight bodies to review 

government actions. 

One way that digital technology promotes transparency is by giving individuals access 

to information such as government operations, finances, and decision-making 

processes via digital platforms that allow citizens to monitor and evaluate government 

performance (Hladchenko, 2016, Chaterera, 2016, Bertot et al., 2012). Likewise, 

Sakay et al. (2015) note that ICTs have proven reliable as a source for providing, 

retrieving, and disseminating information, ensuring transparency and sharing 

experiences among community groups, officials, and locals. In Africa, for example, to 

counter corruption, particularly within the context of local and national governments, 

there is a push for greater transparency and good governance through open access 

to public data (Adejuwon, 2014). Therefore, digital technology could play a crucial role 

in enabling key government stakeholders to promote T&A. Digital government 

initiatives increase government responsibility, making operations more transparent 

and thereby reducing opportunities for corruption (Kandhro and Pathrannarakul, 

2013). By enhancing accountability within government agencies, citizens are 

empowered to utilize digital technology as a tool for active participation. This enables 

them to effectively track and monitor the performance of government officers 

(Batubara et al., 2019, Harekrishna, 2015), fostering greater engagement and 

transparency in governmental processes. This is consistent with Wakabi and 



28 

 

Grönlund’s (2015) argument that digital technology enables citizens to interact with, 

monitor, and assess government service performance. In addition, digital platforms 

amplify citizens' voices to report misconduct complaints, providing anonymity and 

security when reporting corruption (Ardigó, 2019). Digital technology can also improve 

civic education through mass communication (Wakabi and Grönlund, 2015) and allow 

the government to respond more quickly (Davies and Fumega, 2014). The expeditious 

response of the government to queries, complaints, and other forms of communication 

from individuals can indicate government agencies' commitment to their duties and 

their willingness to be held accountable for their acts.  

On the other hand, while digital technology offers benefits, it also presents deployment 

challenges. This underscores the importance of stakeholders being mindful of digital 

transformation. As an example, Sakay et al. (2015) show that developing countries' 

primary challenge in implementing e-government initiatives is the accessibility and 

adequacy of ICT infrastructure within both governmental and private sectors. For 

instance, many areas suffer from a lack of good infrastructure, weak education 

systems, and unequal access to technology (Sakay et al., 2015). Additionally, many 

government organizations are worried about the gap in internet access. It is also 

important to recognize that vulnerable groups, living in rural areas with poor 

accessibility, and individuals with lower incomes, face other barriers to communicating 

and participating with local governments (Driscoll et al., 2015). These barriers include 

lengthy procedures, language difficulties, or inconvenient office hours, which 

discourage people from getting involved (ibid.). The limited availability of technology 

or obsolete infrastructure can also hinder individuals' access to digital government 

services, educational resources, career possibilities, and welfare payments, hence 

contributing to the existence of a digital divide. 

Government sectors rapidly employ digital technology to improve T&A by integrating 

ICT into daily operations. This technology could reduce corruption by increasing citizen 

involvement and providing the government agencies with digital platforms to access 

their information, such as operational details and financial records. However, 

deploying such technology presents difficulties, particularly in developing countries 

where ICT infrastructure is frequently lacking, and the digital divide remains a 
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substantial obstacle. These challenges emphasize the need for thoughtful digital 

adaptation to ensure equitable access and participation. 

2.3.4 Financial Transparency and Accountability Mechanisms 

E-Government is broadly defined as the strategic transformation of government 

services through the use of ICTs to enhance cost savings, accessibility, and the 

delivery of services and operations. This transformation aims to benefit citizens, 

businesses, and government officers alike (Azmi et al., 2016, Teo et al., 2008). The 

ability to conduct online transactions, particularly the transfer of funds, plays a 

significant role in e-government activities. Such transactions are frequently cited in the 

context of financial operations involving procurement or revenue collection, including 

the payment of fees, taxes, or fines (Treiblmaier et al., 2006). 

According to the research by Satjawisate and Perry (2023) ,which references studies 

by Csáki et al. (2013) and Lochan et al. (2010), the trend in how welfare payments are 

made is moving away from the use of paper-based methods and towards electronic 

payment systems (e-payment); the intention of this is that by moving toward digital 

payments, there will be an increase in transparent payment trails (Lochan et al., 2010). 

There are two main reasons for this: 1) recipients have digital records of their 

payments and it minimizes the number of people ‘touching’ the money, reducing the 

number of potential leakage points; 2) financial service providers require more 

stringent identity proof for digital payments beneficiaries, making it difficult to hide the 

recipient’s identity (Klapper and Singer, 2017). If the internal process is transparent, 

this not only prevents money loss but also protects financial information since officials 

and citizens can track and monitor all financial transactions at every stage. Moreover, 

the provision of open data is recognized as having many advantages for enhancing 

digital transparency in government. By sharing their information with the public, 

government agencies can create societal benefits such as monitoring government 

activities, improving the quality of public policy, increasing public trust in government, 

and corruption prevention (Bertot et al., 2012, Hogan et al., 2017, Purwanto et al., 

2020). For this reason, the design and development of government payment systems 

must allow accurate and reliable reporting of financial transfers. This is crucial because 

transparent financial information will be accessible through public relations channels 
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of government agencies, including offline and online services. The dissemination of 

information to the public is an important strategy for enhancing accountability of 

government entities (Saldanha et al., 2022). Accountability in government functions as 

“a mirror to the organization” (Schillemans et al., 2013), reflecting past operations. By 

examining historical financial transactions, public organizations can gain insights into 

both their successes and failures. This retrospective analysis allows governmental 

entities to identify areas for improvement in their operational regulations, enabling 

policymakers to evaluate the effectiveness of existing regulations, identify gaps or 

areas requiring adjustment and make informed decisions about refining regulatory 

factors to enhance accountability in future operations. Leveraging historical financial 

transactions, therefore, facilitates the development of more robust and effective 

operational regulations, ultimately contributing to improved governance practices. 

Traditional accountability, as commonly practiced, primarily centres on scrutinizing 

financial data and ensuring the legitimacy of expenditures (Schillemans et al., 2013). 

However, it often resembles little more than a straightforward report of income and 

expenses, lacking depth in addressing broader policy aspects. This one-dimensional 

nature of traditional accountability arrangements, compounded by their infrequent 

occurrence, typically once a year, restricts their effectiveness in facilitating 

organizational learning such as budget reporting and public hearing during the budget 

process (Hladchenko, 2016). In contrast, through information technology, 

organizations now have the capability to monitor their performance in (almost) real-

time, presenting opportunities for more dynamic and responsive accountability 

practices. In consequence, accountability in the digital environment allows people and 

inspection organizations to check and understand a complex system's inputs, 

processes, and outputs, identify problems, and take steps to fix them (Diakopoulos, 

2014, Saldanha et al., 2022).  

In addition, technological advances that enable the emphasis on performance through 

interactive accountability mechanisms can be leveraged to encourage citizens to 

participate in making the government directly accountable (Schillemans et al., 2013). 

For example, e-government payments leave a digital trail, making tracking and 

monitoring financial transactions easier (Klapper and Singer, 2017). This can help 

eliminate corruption and promote accountability by making it more difficult for 
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individuals to engage in fraud without leaving a trace. Hence, with every corruption or 

financial misconduct, the past financial traces can assist citizens easily track their 

financial information to ensure that the government transfers their money safely and 

completely. Moreover, ensuring the country's financial stability necessitates an 

evaluation of the government's ability to manage budgets and spend  money wisely 

(Citro et al., 2021), which will affect the ability to pay social welfare and benefits to 

citizens (Dekker et al., 2019). For instance, the Recovery Accountability and 

Transparency (RAT) board have launched of ‘Recovery.gov’, a website designed to 

enable citizens to monitor the expenditure of the United States government, as 

promised by President Obama during his initial presidential press conference: “every 

American will be able to go online and see where and how we're spending every dime” 

(Schillemans et al., 2013, p.420). In the era of digitalization, individuals are afforded 

greater convenience and accessibility in verifying and retrieving financial transactions.  

An overall outcome of this, the adoption of digital technology comes with both 

advantages and challenges that governments need to address. By solving these 

obstacles, Governments should carefully use digital services and be concerned about 

citizen engagement to enhance T&A in their payment systems. Consequently, this 

thesis explores T&A factors that emphasize the use of digital services within 

government agencies (i.e., government officers use digital payments) and external 

services (i.e., citizens use government e-services) to aid in the promotion of T&A in 

benefit payment systems. 

2.3.5 Potential Factors in Transparency and Accountability 

Computer-mediated communication has revolutionized how government officials 

operate communication, and information exchange between workplace layers has 

altered. A government's capacity to track individual and team performance can be 

improved dramatically by digital collaboration and information sharing. Moreover, 

provincial and district governments have upgraded their public sector organizations to 

improve operational efficiency and effectiveness with T&A capability at the federal and 

provincial levels of government through digital technologies (Kandhro and 

Pathrannarakul, 2013), such as e-payment, e-participation, and social media. These 

services enable closer engagement between government agencies and citizens who 
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can use them to inquire about legal regulations and obtain financial aid from 

government agencies. Improving government work procedures encompasses more 

than just enhancing communication services and disseminating information to the 

public; it also involves optimizing financial services, particularly the transactions 

between government agencies and citizens, commonly referred to as Government-to-

Person (G2P) payments including various types of payments, such as income tax 

refunds, pensions, and social benefits (Klapper and Singer, 2017). Research by 

Cirasino et al. (2012) and Csáki et al. (2013) has shown that these transactions are 

frequent or occur in large numbers. The presence of a large number of financial 

transactions can pose challenges in terms of verifying and monitoring payment 

procedures. Due to this rationale, the Thai government seeks to promote T&A within 

the ‘front-office system’ to address citizens' demands effectively. According to the 

literature on T&A in government payment systems, it tends to consider either the 

‘back-office system’ focused on ‘system mechanisms’ and the front-office system 

based on ‘citizen engagement’, which enhances T&A through access to government 

e-services. As a result, this study considers not just government official perspectives 

but also citizen perspectives through an ‘overview system’: an organization's internal 

and external perspectives on creating T&A. In this section, I investigate T&A from two 

high-level perspectives in trying to bridge this gap, which follows my previous works, 

as seen in Satjawisate and Perry (2023) and Satjawisate (2023). 

In the back-office system of government operations, information is generated by 

government officials who are involved in the operational processes. It is crucial that 

this system operates transparently and is held accountable to ensure the accuracy 

and verifiability of the data it produces. Meaningful transparency in this context 

encompasses three key aspects: data transparency, process transparency, and 

transparency in decision-making and policy formulation. These dimensions of 

transparency are discussed by scholars such as Bannister and Connolly (2011), 

Hosseini et al. (2018), Batubara et al. (2019), emphasizing the importance of clarity 

and transparency in government operations. Transparency facilitates insight into the 

internal operations of government, while accountability serves as a tool to evaluate its 

performance (Romzek, 2000). When a government makes itself accountable to its 

citizens and fulfills its obligations in accordance with established standards (Graglia 
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and Mellon, 2018), it ensures T&A in its operational actions. The elements of 

accountability discussed in this thesis draw upon concepts developed by Vance et al. 

(2013) and Batubara et al. (2019), which include three key aspects: identifiability, 

monitoring and evaluation, and social presence. These dimensions of accountability 

shed light on the decision-making process within government entities and offer 

indicators of the effectiveness of public policy implementation. Based on the previously 

reviewed scholarly literature, table 2.1 presents a description of a T&A factors utilized 

to investigate T&A inside government payment systems. 

Table 2.1: Factors in Transparency and Accountability for System Mechanisms 
(Back-Office System) 

Concepts Factors Explanations References 

Transparency  
  
  

Data 
transparency 

Data transparency relates primarily to 
what information is required in the system, 
who may be included as stakeholders, 
when it will be used, and where it will 
happen. 

 Bannister and 
Connolly (2011), 
Hosseini et al. 
(2018), Batubara 
et al. (2019) 

Process 
transparency 

Process transparency is the dissemination 
of information on the steps through which 
government processes progress. This 
addresses how information is handled, 
when task units and sub-units are 
completed, and how users can track the 
status of a process. 

 Bannister and 
Connolly (2011), 
Hosseini et al. 
(2018), Batubara 
et al. (2019) 

Decision and 
Policy 
transparency 

Decision and Policy transparency 
concerns the government’s intentions, 
decision-making, and policies. This 
includes explaining why and how a 
decision or policy is decided. 

 Bannister and 
Connolly (2011), 
Hosseini et al. 
(2018), Batubara 
et al. (2019) 

Accountability 
  
  

Identifiability Identifiability allows an individual to 
monitor his/her acts and accept 
responsibility for those actions, which 
make it is a crucial facilitator of 
accountability. 

 Vance et al. 
(2013), Batubara 
et al. (2019) 

Monitoring and 
evaluation 

Monitoring involves observing or keeping 
track of someone's actions, while 
evaluation is the process where these 
actions are judged or assessed by another 
person. 

 Vance et al. 
(2013), Batubara 
et al. (2019) 

Social 
presence 

Social presence is the awareness of the 
effects on behaviour to another person in 
the system. 

 Vance et al. 
(2013), Batubara 
et al. (2019) 
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Government agencies often actively promote citizen engagement with their daily tasks 

to enhance T&A in government citizen service systems. This participation can provide 

citizens with valuable information to enhance their understanding of government 

policies and procedures (Lněnička et al., 2021). Such information can be made 

accessible through open government data (OGD), which encompasses digital 

technologies and social media platforms.  In addition, individuals can monitor and 

evaluate the government's performance using these technologies. This thesis 

examines three key factors that drive citizen engagement with OGD: motivation 

(Hogan et al., 2017, Purwanto et al., 2020, de Souza et al., 2022), social influence 

(Purwanto et al., 2018, Purwanto et al., 2020, Zuiderwijk et al., 2015), and technical 

factors (Cai and Zhu, 2015, Purwanto et al., 2018, Purwanto et al., 2020). These 

factors are potential directions to explore the indicators that impact citizens' 

participation in OGD initiatives, ultimately enhancing government transparency.  

Although utilising openness information in transparency efforts is a critical first step 

toward strengthening accountability, the path from transparency to accountability is 

challenging because the expectations of the results received by each citizen are 

different (World Bank, 2017). To better understand the needs of various individuals, it 

is recommended that governments should strengthen the 'citizen voice' to hold bottom-

up actors accountable through social accountability as viewpoints of accountability by 

external or social perspectives (Forster, 2004). This thesis examines three factors that 

increase accountability: tracking information (Stoney and Krawchenko, 2012, Joshi, 

2014), complaint mechanisms (Joshi, 2013, Read and Atinc, 2017, Blair, 2018), and 

satisfaction surveys (Joshi, 2013, Ankamah, 2016, Read and Atinc, 2017). These 

factors are shown in table 2.2 to describe the T&A relationship on citizen engagement.  

The research literature in this section offers valuable insights into the complicated 

identifying T&A, serving as a foundation for exploring and comprehending the 

challenges, possibilities, and potential solutions associated with online-offline payment 

systems. Its overarching aim is to explore T&A factors within computer-mediate 

payment systems and external points with citizen engagement aspects in the public 

sector. 
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Table 2.2: Factors in Transparency and Accountability for Citizen Engagement 
(Front-Office System) 

Concepts Factors Explanations References 
Transparency  Motivation Motivation encompasses the reasons why 

citizens engage with OGD, including the 
external rewards such as salary or 
pensions, compensation its offers (extrinsic 
motivation) or the enjoyment derived from 
participation (intrinsic motivation). 

 Purwanto et 
al. (2020), 
Hogan et al. 
(2017), de 
Souza et al. 
(2022) 

Social 
influence 

Social influence relates to influence from 
important people who may affect a citizen’s 
intention to engage with OGD, such as 
family, friends, colleagues, and social 
media communities. 

Purwanto et 
al. (2020), 
Purwanto et 
al. (2018), 
Zuiderwijk et 
al. (2015) 

Technical 
factors 

Technical factors refer to data 
classification, format, and description that 
are clear and easy to understand 
(readability), regularly updated (timeliness), 
and easily accessible to the public 
(accessibility). 

 Purwanto et 
al. (2018), 
Cai and Zhu 
(2015), 
Purwanto et 
al. (2020)  

Accountability Tracking 
information 

Citizens can demand information from the 
government related to spending, process, 
and performance by tracking funding or 
spending, which makes information more 
credible, allowing them to protect their 
interests. 

 Stoney and 
Krawchenko 
(2012), Joshi 
(2014) 

Complaint 
mechanisms 

Complaint mechanisms, such as hotlines, 
social media platforms, and systems 
designed to handle complaints, help to 
increase government accountability. 

 Read and 
Atinc (2017), 
Joshi (2013), 
Blair (2018) 

Satisfaction 
surveys 

The public can show their satisfaction, and 
performance metrics of government 
agencies/officers are captured in surveys 
conducted by citizen groups or public 
bodies to improve their performance. 

Ankamah 
(2016), Joshi 
(2013), Read 
and Atinc 
(2017) 

 

Ultimately, the highlighted T&A factors provide more practical, effective, and relevant 

guidelines to examine in this thesis. These factors are crucial during the early stages 

of system design because they provide designers with a greater knowledge of the 

complex landscape in which these systems will operate.  
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2.3.6 Section summary   

Transparency and accountability (T&A) are principles that complement and support 

one another. They collectively empower government officials and citizens by providing 

a platform to voice their concerns, influence decision-making processes, and ensure 

that decision-makers are held accountable for their actions. These two principles work 

together to establish comprehensive potential factors that provides vital information, 

resources, and opportunities to government officials and citizens to design policies, 

procedures, and guidelines for improving work performance. Researchers and 

designers need to understand the role and value of T&A in order to recognize the 

importance and benefits it can bring to government agencies and citizens. Among the 

key benefits of implementing digital technology in government institutions are 

increasing access to information, fostering financial accountability, and facilitating 

citizen participation. The literature suggests that digital technology has great potential 

to improve T&A in government. However, obtaining these benefits necessitates 

overcoming several problems to ensure that government agencies and officials can 

adopt and adapt digital technology successfully incorporated into government 

operations. There is currently relatively little research on T&A in public sector payment 

systems, as well as T&A when the public participates in financial information services 

via an e-service system. By exploring potential factors to improve T&A, it is critical to 

establish a clear research literature review to help identify the essential relevant 

elements affecting increasing T&A within the system and offering services to outsiders 

under scholarly literature. Furthermore, the motive of this study is to investigate the 

relationship between users and their social, technological, and economic contexts, 

which influence citizens' attitudes, opinions, and experiences when interacting with 

payment systems. As a result, the next section will explore the literature on how 

computer-supported collaborative work (CSCW) can help us understand the interplay 

between users and their socio-technical environments, particularly in the context of 

payment systems, transparency, and accountability. 
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2.4 Computer-Supported Cooperative Work (CSCW) 

Computer-Supported Cooperative Work (CSCW) is a field that investigates 

collaborative practices among individuals and technology for organizational and social 

purposes (Pratt et al., 2004). Its objective is to obtain an understanding of the social 

and organizational elements connected with the implementation and utilization of 

collaborative systems in order to increase collaboration and improved collaborative 

work performance (Pratt et al., 2004, Bannon, 1992). By studying how CSCW works, 

HCI researchers and designers can develop improved collaborative technologies by 

defining future design patterns, assisting in the development of completely new tools, 

and contributing to the development of CSCW systems. This section describes the 

fundamental principles of CSCW and its connection to HCI and emphasizes the 

significance of CSCW for researchers and designers in the HCI field. This section also 

examines the literature on CSCW in the context of payment systems, transparency, 

and accountability. 

2.4.1 CSCW in HCI 

CSCW is often considered as a subfield of HCI (Lanamäki and Väyrynen, 2016), as 

some elements of CSCW have intersections and distinctions related to HCI. The core 

of the connection between CSCW and HCI lies in their shared focus on developing 

interfaces that facilitate efficient interaction and collaboration among users (Schmidt 

and Bannon, 1992). The field of CSCW primarily concerns itself with the development 

of systems that enhance the coordination of group activities. In contrast, HCI extends 

the scope of individual user interactions with technology (Bannon, 1992). The 

presence of common ground is apparent as both disciplines push for interfaces that 

improve user engagement and productivity. As Orlikowski (1992) notes, CSCW's 

contextual investigation of collaborative work settings supports HCI's user-centered 

design philosophy. This link is especially important because both professions 

emphasize the need to understand users' unique situations in order to design 

interfaces that respond to their requirements and preferences (Bannon and Bødker, 

1997). The combination of CSCW's contextual awareness with HCI's user-centricity 

provides support to develop interfaces relevant to users' specific work contexts.  
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Although CSCW and HCI share a common emphasis on collaborative interaction 

design and context, there are distinctions between the two fields. Bannon and Schmidt 

(1989) highlight the differentiation between CSCW and HCI in their respective areas 

of emphasis: whereas HCI mainly concentrates on individual interactions, CSCW 

examines group dynamics, decision-making processes, and social interactions. While 

both disciplines acknowledge the significance of social factors, CSCW places 

particular emphasis on the collaborative dimensions of human-computer interaction 

and technology's role in facilitating collaborative work (Pratt et al., 2004). In this regard, 

CSCW entails a more profound exploration of the complexities of collaborative efforts, 

providing significant perspectives for developing interfaces that facilitate the 

establishment of trust, effective communication, and efficient group coordination. 

CSCW's knowledge base contributes to HCI designers through its specialized focus 

on designing technologies that foster collaborative activities among individuals and 

groups, enhancing the HCI design landscape with valid and deep insights into the 

nature and diversity requirements of cooperative work and practices (Schmidt and 

Bannon, 1992). CSCW offers a distinct perspective on interface design that aligns with 

HCI's goal of optimizing user interactions. This relationship empowers HCI designers 

to create interfaces that facilitate seamless coordination, communication, and task-

sharing while also integrating a contextual understanding drawn from CSCW's 

emphasis on collaborative work's social, cultural, and organizational aspects (Bannon 

and Bødker, 1997). Moreover, CSCW's research on usability in collaborative settings 

can contribute targeted design guidelines for addressing challenges such as 

information sharing and group awareness (Nielsen and Molich, 1990), improving HCI 

designers' capacity to create user-centered collaborative interfaces. In essence, 

CSCW's focused exploration of collaboration offers insights that mutually enrich HCI 

design practices, supporting the building of interfaces that balance user needs with 

the complexities of collaborative work situations.  
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2.4.2 Collaborative Work within Payment Systems 

Collaborative work in payment systems can result in increasingly complex interactions, 

particularly as the rapid expansion of digital transactions necessitates communication 

with a diverse user base. This issue arises from several factors: the integration of 

advanced technologies, the need for robust security measures, and the diversity of 

user needs and preferences.  

Effective collaboration among diverse stakeholders, including customers, service 

providers, and financial institutions, has emerged as a critical necessity for both public 

and private organizations, especially as human behaviors evolve with technological 

advancements. This section draws on the areas within CSCW to explain the detailed 

interactions between technology and human behavior within payment systems. It 

explains into various aspects, including the use of technology in payment systems, the 

application of socio-technical system concepts, system design considerations, and 

user adoption of digital payment methods. 

CSCW, defined as the study of ‘practical interactions’  around technology in real-world 

settings, offers valuable insights into collaborative work dynamics (Schmidt, 2011, 

Kuutti and Bannon, 2014) that are relevant to payment. It explores how people interact 

and coordinate with technology to rationalize and transform existing practices. For 

instance, research by Perry and Ferreira (2018) examines mobile device payment (the 

Bristol Pound) practices, scrutinizing user comprehension, technical constraints, 

usage patterns, and social interactions.  

The field of CSCW explores the topic of ‘designing systems’ for cooperative use to 

enhance collaboration among stakeholders efficiently (Ackerman, 2000, Grudin, 

1994). This orientation helps to address how to design and develop workplace 

applications that rely on individual or organizational needs and social contexts in 

payment systems. For example, Schmidt and Simonee (1996) designed the 

framework for a coordination mechanism, which has been implemented under the 

name Ariadne. Their work repeatedly modified and refined processes in payment 

systems based on CSCW system design principles as guiding concepts in the 

development of coordination mechanisms, illustrating how CSCW can enhance the 
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functionality and efficiency of payment systems through iterative and context-aware 

design processes. This focus on iterative design and context-awareness aligns closely 

with the concepts of socio-technical systems, which focus on how social and 

technological parts are connected and rely on each other within organizations. 

To understand organizational procedures and users’ behaviors, ‘socio-technical 

systems’  approach helps the designers and developers to consider the integration of 

technology within complex workplace systems that can explore how technologies are 

embedded inside the systems which involve interdependencies between people, 

norms, organizations, regulations, and technical components (Baxter and 

Sommerville, 2011, Kling, 1992). For example, a study conducted by O’Neill et al. 

(2017) investigates how loan payment are embedded in social contexts and socio-

technical systems, which explores the significant of collaborative work within the loan 

payment systems.  

In terms of ‘adoption and adaptation’, the field of CSCW investigates the processes of 

adopting and adapting new technologies and practices through time (Orlikowski, 1992, 

Pipek and Wulf, 2009). This perspective provides a lens through which one can gain 

insights into the changing dynamics of digital payments and their impact on 

collaborative processes in the business context.  

In the context of government payments, CSCW also offers crucial insights for 

examining collaborative work within public sectors. By drawing on CSCW literature, 

researchers can explore how users interact with technology within payment systems, 

applying socio-technical system concepts, considering system design factors, and 

understanding user adoption of digital payment methods. To integrate these essential 

concepts, CSCW facilitates a comprehensive understanding of the acts involved in 

leveraging technology for efficient payment solutions and comprehensively analyzes 

digital payments' role in government collaboration and service delivery. 

To address the research question regarding user behavior in government payment 

systems, this research concentrates on literature pertaining to practical interactions, 

socio-technical aspects, as well as adoption and adaptation. Through ‘practical 

interactions’, CSCW can help identify and analyze the existing institutional work 

practices and routines. For example, Vyas and Dillahunt (2017) investigated resilient 
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behaviors among individuals receiving government welfare payments. Drawing on 

CSCW, their study looked at participants' daily activities and how technology supports 

them, considering factors such as spending and saving habits, awareness of 

government services, and personal objectives. 

As the previous section, designers need to understand the difficulties inherent in 

financial transactions, which arise from users' evolving diverse demands and rapid 

technological advancements. To explore the embedded processes within collaborative 

work in government payment systems, the designers need to consider the principles 

of ‘socio-technical systems’ in which technological, social, and organizational contexts 

are involved government payment tasks. For example, Vitak et al. (2018) draw on 

socio-technical approach to  identify complex relationships between user experiences 

with online government payment services, focusing particularly on negative 

experiences and the lack of trust associated with data sharing through online 

platforms. Their findings revealed that users' behaviors were influenced not only by 

the advantages of digital technology but also by negative attitudes toward using digital 

payment methods, thus resulting in heightened concerns about protecting personal 

information. 

To realize the benefits and risks associated with using digital payments in government 

agencies, they have prepared a multifaceted plan to ‘adopt and adapt’ new 

technologies in their payment systems. This plan systematically integrates innovative 

technologies to suit and optimize their payment processes. For instance, Karusala et 

al. (2019) explore how health organizations and workers adopt and adapt mobile 

payment systems (M-Pesa) for salary payments, proposing an assets-based approach 

to address the existing resources or assets of users (e.g., worker’s skill and 

knowledge) rather than focusing on the target user’s need or problem. 

Overall, the role of collaborative work within payment systems is significant, 

particularly with the increasing prevalence of digital transactions. This impact extends 

beyond individuals to various stakeholders, including service providers, healthcare 

facilities, and financial institutions. In this respect, CSCW can offer a useful 

perspective as a field dedicated to exploring how computer-based systems can 

enhance the capacity of collaborating actors to coordinate and articulate their activities 
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(Schmidt and Simonee, 1996, Schmidt and Bannon, 1992). This perspective is 

particularly relevant in the context of government payment systems. Researchers can 

investigate these systems to understand the broader social, organizational, and 

systemic roles that digital payments play in the delivery of government services. 

2.4.3 Transparency and Accountability in CSCW 

The collaborative work in the organization emerged within the field of HCI and its 

closely associated disciplines, including CSCW and Information System (IS), which 

expand their focus beyond examining individual user interfaces to encompass the 

analysis of group settings. These perspectives of HCI, CSCW, and IS are consistent 

with this thesis that explores the relationships between individual and group workers 

within their complex socio-technical systems. In order to achieve an understanding of 

the T&A within collaborative systems, this section begins with how organisations can 

build information transparency; it then addresses accountability within organizational 

work processes. Finally, I draw on social transparency and accountability to address 

user interactions and experiences when their social networking’s communication is 

mediated with digital technology engagement. 

It is increasingly common for organizations to emphasize the development of web-

based services, which necessitates restructuring institutional processes where 

transactions of services are embedded, and optimizing the integration and 

organization behind the web platform (Chongthammakun and Jackson, 2010, 

Fountain, 2001). This can disrupt the organizational work process in the 

practices, procedures, and systems as well as impact on user behaviours and 

interactions, and therefore altering the forms of T&A. An example of transparency can 

be seen in an institution that offers well-defined and concise documentation of its 

operating processes, such as modifying procedures or policies (e.g. Matheus et al., 

2021), that assists staff members in comprehending their respective duties and 

obligations, as well as the criteria and benchmarks for performance that are relevant 

to their tasks (Rahman et al., 2021). These practices can enhance transparency by 

facilitating effective communication among workers and navigating the organization's 

systems, processes, and policies. However, transparency makes institutions and their 

practices visible to a large group of people, providing those involved with insight and 
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control over institutions that affect someone's lives by disclosing personal information 

and allowing individuals to track and choose in relation to corporate data processing 

(Schade, 2023). 

Some organizations utilize ICTs to establish a reliable and auditable trail, incorporating 

ID transactions and documents such as passports, driver's licenses, and citizen cards 

in their operational processes (Borchorst et al., 2012). This integration enhances 

accountability within the organization. For instance, in healthcare settings, 

accountability infrastructure often involves medical records systems that facilitate data 

comparisons among different hospitals within a province (Pine and Mazmanian, 2015). 

The sharing of data between hospitals is not only efficient but also allows doctors to 

track patient information seamlessly. Additionally, accountability for worker actions 

can be improved by providing a clear basis for evaluating performance (Pine and 

Mazmanian, 2015). Call center workers, for example, are often assessed based on 

Key Performance Indicators (KPIs) such as call duration and call volume, which are 

monitored periodically (weekly and monthly). Moreover, feedback on performance is 

provided based on these metrics (Colombino et al., 2014). Overall, using ICTs 

enhances organizations' accountability by establishing mechanisms for tracking, 

monitoring, and evaluating actions and performance, thus ensuring adherence to 

standards and regulations. 

To handle large-group communication and collaboration via computer networks, 

Kügler and Smolnik (2013) point out the importance of incorporating user-created 

content (UCCs) into work systems, such as text messages, blogs, user 

profiles, images, videos, and activity streams. Social monitoring helps to increase the 

transparency of the working system by encouraging teamwork within the organization 

to learn and exchange information between groups of people with similar interests. 

However, communication barriers that block transparency can occur from out-of-date 

information because of information overload, information that is mismatched or difficult 

to interpret for the recipient, resulting in the recipient not being interested in 

participating or motivated to exchange information, and delays and poor performance 

in providing information produce tension and pressure for workers (Alsaedi et al., 

2019b, Alsaedi et al., 2019a). To stimulate interest in receiving information, some 

researchers propose another aspect of transparency as social translucence, which 
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encompasses three key characteristics: “visibility, awareness, and accountability, as 

building blocks of social interaction” (Erickson and Kellogg, 2000, p.62). Socially 

translucent systems facilitate the visibility of social information, enabling users to 

perceive the activities and interactions of others within the system through, for 

example, showing online status, typing indicators, and read message receipts 

(Erickson and Kellogg, 2000). Providing information about the activities of others 

promotes accountability through tracking mechanisms to monitor and display user 

actions, holding them accountable for their behaviors (Alsaedi et al., 2022, Erickson 

and Kellogg, 2000).  

Based on Mulgan (2000) and Bovens (2007), accountability means that people or 

organizations must explain their actions or decisions to those affected by them and be 

responsible for the results they create. The issue of social accountability, however, 

motivates workers inside an organization to actively interact between information 

providers and information recipients, for instance, negotiating face-to-face interactions 

by increasing public pressure through media campaigns and meetings with the public 

(Forster, 2004), or receiving complaints or queries via digital services such as the NHS 

Covid-19 app (Heaton et al., 2023). It is important to understand the broader societal 

impacts of these technologies to ensure responsible development and use that does 

not worsen existing inequalities (Diakopoulos, 2016). As a result, system designers 

and developers have to consider a diverse variety of users and their demands, with 

the combination of technological and social solutions required to handle this issue, 

which affects stakeholders and communities in the design and implementation of 

systems (Selbst et al., 2019) to help reduce inequality or neglect of voice from any 

group of users. 

2.4.4 Section summary 

This section shows how the fields of HCI and CSCW can be utilized to draw on 

designing in government agency payment systems that have a range of user groups. 

CSCW not only assists in analyzing workflow systems by looking at how workers 

interact within an organization or group of people but also how they engage with their 

surroundings and social dynamics. To that end, this review of CSCW literature aids in 

understanding how users or involved persons cooperate and work with digital 



45 

 

technology and how their interactions are shaped by, and impact on social, cultural, 

and organizational environments. We identify the benefits, difficulties, and concerns 

before concluding with a discussion of ideas for building collaborative work inside 

payment systems and increasing T&A from the perspectives of workers and their 

community networking.  

 

2.5 Chapter Summary 

Digital technology has been widely adopted in government payment systems to 

promote transparency and accountability (T&A). However, different countries have 

various perspectives on user experiences in the use of digital technologies. 

Challenges and obstacles in technology adoption also differ across nations. In 

Thailand, research on T&A remains limited, with few studies exploring its integration 

into operational systems and citizen engagement activities. Existing studies are often 

conducted separately, focusing either on back-office or front-office systems. This 

fragmented approach makes it difficult to understand how T&A is implemented and 

linked between back and front office systems. To close this research gap, this study 

reviews relevant literature on money and moneywork in Human-Computer Interaction 

(HCI), T&A in government systems, and Computer-Supported Cooperative Work 

(CSCW). Insights from the literature provide a foundation for understanding and 

identifying ways to enhance T&A throughout the various phases of payment processes 

within the Social Security Office (SSO) in Thailand. 

This chapter starts by examining the concepts of money and moneywork to build a 

better understanding of government payment systems. It explores the strengths and 

weaknesses of different payment methods and explains financial workflows from 

beginning to end which focuses on back-office and front-office functions. These 

insights are then applied to analyze the SSO's payment system, providing a clearer 

view of how officials and citizens interact at each stage. Furthermore, T&A is 

investigated through the moneywork framework to identify challenges within the 

system and determine responsible parties based on established classifications in 

moneywork studies. 
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The second section explores T&A in government systems, emphasizing the diverse 

interpretations and potential factors that define the scope of this study. This research 

offers a comprehensive view of payment systems, allowing the analysis of T&A's 

potential factors from two perspectives: the technical perspective, focusing on internal 

system operations, and the citizen engagement perspective, addressing e-service 

systems for citizen interactions. By reviewing these perspectives, the study reveals 

missing potential factors in the SSO payment system, which are discussed in Chapters 

4 and 5.  

The final section explores the principles of CSCW (Computer-Supported Cooperative 

Work), which serve as a framework for understanding collaboration within payment 

systems. In this study, CSCW concentrates on key areas such as 'practical 

interactions,' 'socio-technical systems,' and 'adoption and adaptation.' These aspects 

provide a deeper analysis of the factors influencing T&A in payment systems, enabling 

the development of systems that meet both technological demands and social 

expectations in the future.
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Chapter 3:  Research Methodology 

 

 

3.1 Introduction 

Chapter 3 addresses relevant literature on ideas, concepts, and theories to develop a 

research design that can effectively answer the study aim, objectives, and questions 

outlined in this thesis. The chapter illustrates how qualitative research can deliver a 

deeper understanding of the SSO benefit payment context. By utilizing the interview 

method, we can identify the benefit payment routines and investigate their impact on 

transparency and accountability (T&A) practices within the system mechanisms, while 

also shedding light on the influences of T&A through citizen engagement. 

In order to understand the reasoning behind methodological decisions and research 

design choices, the research methodology initiates an exploration of research 

paradigms in Section 3.2, and it explains why the interpretive paradigm is selected as 

the approach for this thesis. In Section 3.3, I will discuss the use of quantitative and 

qualitative research methods, as well as the rationale behind choosing a qualitative 

approach for this particular study. I draw on the narrative approach as a tool in 

qualitative research in Section 3.4. Then, I describe my research design in Section 

3.5, which addresses the challenges that directly affect the research process, and the 

ethical considerations discussed in this thesis. 

In the research design, two distinct studies are presented. Section 3.6 provides a 

detailed explanation of applying the moneywork (Study 1) and the potential T&A 

factors (Study 2) in the context of benefit payments within the SSO. I will then explain 

my rationale for selecting interviews as an appropriate method for data collection in 

this thesis and utilizing thematic analysis to analyze the collected narratives, outlined 

in Sections 3.7 and 3.8, respectively. 
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3.2 Research Paradigm 

Understanding the concept of research paradigms is essential for examining 

government payment systems. These paradigms provide researchers with the suitable 

tools and theoretical viewpoints needed for in-depth analysis. Having a clear 

understanding of both positivist and interpretivist approaches is especially helpful. 

Through these perspectives, researchers can better understand how government 

payment systems work and how they can be improved. 

The positivist paradigm, with its emphasis on empirical and objective analysis, plays 

a crucial role in data analysis. It enables researchers to quantify data and identify 

patterns within government payment systems. This is especially important in computer 

systems, where it is used to develop algorithms and systems based on measurable 

data. Conversely, the interpretivist paradigm, which emphasizes subjective 

understanding and context, allows for a deeper exploration of these systems' social 

and cultural implications. It provides insights into user behaviours and system impacts, 

which are crucial for examining how users interact with digital technologies during their 

engagement with payment systems. Reviewing both these approaches, it is critical for 

understanding the broader significance of research paradigms to determine which 

methods are suitable to study.  

However, my research study employs only the interpretivist paradigm to better capture 

the complex, contextual factors influencing government payment systems. To better 

understand the research paradigm approaches, this section will be explained and 

addressed the importance of research paradigm in order to comprehend the meaning 

of a research paradigm and the conceptualization of a research paradigm in terms of 

positivism versus interpretivism. In conclusion, I explain why my study employed the 

interpretive paradigm. 

3.2.1 Importance of Research Paradigm  

The word ‘paradigm’ is used to explain different phases of research within a field 

comes from Thomas Kuhn’s theory in which he wrote in the book, "The Structure of 

Scientific Revolutions" in 1970. In this book, he explains how scientific research within 
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a specific field is defined by a set of practices, norms, and standards. Kuhn argues 

that science does not simply progress by gradually adding new facts. Instead, it 

advances through major shifts, called paradigm shifts, where an existing framework is 

replaced because it cannot explain new anomalies. These shifts can change the very 

nature of what we consider to be facts. Applying Thomas Kuhn's concept of a research 

paradigm to computer systems helps us understand the evolution and shifts in 

methodologies and technologies in the field. Because of this, we can better anticipate 

future trends and adapt our approaches to stay relevant by identifying and analyzing 

paradigm shifts. 

Research paradigms in areas such as computer sciences and information systems 

have historically embraced a positivist approach, concentrating on objective 

measurements and observable phenomena (Avgerou, 2000, Toh et al., 2016). 

However, interpretivist paradigms, which focus on understanding subjective meanings 

and experiences, have gained increasingly acceptance (ibid.). Based on the previous 

context, a clear understanding of the definitions and distinctions among various 

research paradigms becomes essential for researchers when selecting appropriate 

methodologies that align with their research questions and objectives. As highlighted 

by Rehman and Alharthi (2016), a person who strongly believes in one research 

approach and does not understand or consider the theory and terminology used in 

other approaches will find it difficult to properly assess research from different 

perspectives. This lack of openness can hinder their ability to understand fully and 

critique studies that follow alternative approaches. 

Building on the understanding of research paradigms and reflecting on human 

interaction with digital money work systems, Khairuddin (2019) proposes applying 

Kuhn's theory of the structure of scientific revolutions to human and computer 

interactions in research paradigms. Kuhn stated that a specific research paradigm can 

be characterized by four fundamental elements: a common comprehension of the 

phenomenon under study, the appropriate inquiries to pose about it, the methodology 

to address those inquiries, and the proper interpretation of the outcomes. These 

details are interdependent and rooted in deeper conceptualizations, as described 

below: 
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1) A common perspective on the interaction ideas relevant to the study can 

influence the development of a particular paradigm. 

2) The suitable questions that are used to ask those interaction characteristics. 

3) A collection of broad approaches can be employed to organize our approach 

to addressing such questions. 

4) A shared consensus on the appropriate interpretation of the outcomes of these 

operations. 

Based on the points mentioned above, research paradigm helps clarify what answers 

we aim to discover, appropriately guiding the design and interpretation of new findings.  

Harrison et al. (2007) refers to Kuhn's argument that a particular paradigm is defined 

by a shared understanding of the topic being studied, the types of practical questions 

to ask, how to organize our methods to find answers, and how to interpret the results.  

When researchers plan their study and determine their goals for data collection, they 

can choose between a positivist or interpretivist paradigm, deciding which one best 

fits their research. 

3.2.2 Positivism versus Interpretivism 

Positivism involves forming hypotheses to test existing theories, assuming that reality 

can be described through measurable properties (Myers, 2009, Chilisa and Kawulich, 

2012). The positivist approach is usually employed with a quantitative approach, using 

techniques from the natural sciences to investigate social reality (Bryman and Bell, 

2015). Consequently, if the research has measurable variables and hypotheses that 

would represent results regarding the phenomenon from a sample toward a 

population, we can use the research positivist (Orlikowski and Baroudi, 1991). 

Nonetheless, positivism in HCI focuses on analyzing humans as objects, overlooking 

individual differences by measuring human performance standards derived from 

human factors and psychology (Alghamdi, 2017, Khairuddin, 2019). These metrics are 

heavily based on a task-centered model, where individual task performance can be 

quantified and measured, including task accuracy, performance time, error rate, 

learning time, retention over time, and user satisfaction (Lazar et al., 2017).  
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In contrast, interpretivism is typically linked to studies that aim to understand and 

explain human processes rather than objective facts (Koshy, 2006). Instead of 

discovering universal, context- and value-free knowledge, interpretive study aims to 

understand individuals' interpretations of the social events that they engage with. 

Similarly, Rehman and Alharthi (2016) noted that interpretivism emphasizes how 

individuals interact with others and society, assigning meaning and names to various 

social phenomena. Interpretivism is thus generally associated with qualitative 

methods, which provide a deep understanding of social issues. Nevertheless, it is 

unable to generalize its findings to a broader population. (Winfield, 1991, Alghamdi, 

2017). 

Based on the knowledge discussed above, researchers have adopted the interpretivist 

paradigm to study human interaction with digital technology, emphasizing subjective 

interpretation and understanding human interests. This approach focuses on human 

behaviors and allows researchers to provide detailed descriptions of phenomena as 

they are experienced, helping to understand people's perceptions of external events 

(Mohlameane and Ruxwana, 2020). To draw on the interpretivist paradigm, 

researchers can delve into the subjective nature of social constructs, such as 

collaborative practices, communication, and trust, which are essential in fields like 

collaborative work and human and social interactions (Ruan et al., 2013). 

These two research paradigms differ significantly. Positivist research focuses on 

testing hypotheses measured by statistical tests (Thanh and Thanh, 2015). On the 

contrary, interpretivist research is subjective, as it depends on how the researcher 

interprets the actions of the participants, especially in regards to detailed human 

behavior and social phenomena (De Villiers, 2005).  

3.2.3 Selection and Justification of the Interpretive Paradigm  

This study aligns with the interpretive paradigm. This is because the interpretive 

paradigm focuses on how people interact with the external world and how they attach 

their own meanings and interpretations to the phenomena being studied. In the 

interpretive paradigm, individuals are viewed as the creators and interpreters of their 

social world. They play a key role in forming and constructing knowledge about a 
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phenomenon, relying on the meanings understood and shared by those who are 

directly involved in it (Orlikowski and Baroudi, 1991, Myers, 2009, Rehman and 

Alharthi, 2016, Klein and Myers, 1999). In the context of my study, I intend to 

investigate a particular subject: the process of benefit payments that explores how the 

SSO paid benefits to the citizens as G2P payment. It intends to construct new insight 

and knowledge about T&A work in the government sector. As a result, I utilize the 

interpretive paradigm in my thesis because it allows me to understand and interpret 

the complex and subjective of benefit payment in the SSO context. This paradigm 

would explain the significance that individuals assign to their experiences, actions, and 

social phenomena when seeking benefit payment. 

 

3.3 Research Method in this Study 

When doing research, we can choose from various research methods. Before this 

step, the researcher needs to construct their research questions based on research 

motivations, problems, and the aim to answer. Each question links the research 

paradigm to the research method which are drawn on the use of data collection and 

analysis. In this section, I describe both quantitative and qualitative methods because 

they are the two commonest methods in research design (Hassan, 2011). In addition, 

I explain how to adapt them in the fields of HCI and why I use qualitative method for 

this study.  

3.3.1 Applicability of Research Methods  

A research method could be defined as one of a variety of methods employed to gather 

data for inference, interpretation, prediction, and explanatory purposes (Cohen et al., 

2007). This is the practical methods and steps employed during the process of 

collecting data (Bryman, 2016). Research methods are usually divided into two types: 

quantitative and qualitative (Hassan, 2011), while the mixed-methods approach refers 

to the technique of combining both methods (Bryman, 2016). If the study is more 

quantifiable, as defined by the positivism, a researcher might prioritize the quantitative 

method. In contrast, if the study's goal is to identify and discuss themes, the researcher 
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could employ the qualitative technique, which is associated with the interpretivism 

(Bryman and Bell, 2015). However, the importance and use of quantitative and 

qualitative research methods have been a topic of debate among social scientists for 

a long time. These discussions emphasize the strengths and weaknesses of each 

method and their appropriateness for different kinds of studies and research 

approaches (Bryman, 1984). Therefore, the most appropriate method is generally 

considered to be a technique that fits the investigative context, taking into account the 

research questions and objectives that the study aims to address. Drawing on this 

method, the main differences between quantitative and qualitative research lie in the 

kinds of questions they address, the units they analyze, and the level of researcher 

involvement (Al Hussaini, 2021). A comparison of quantitative and qualitative methods 

in HCI is provided below, along with the critical differences between them. 

3.3.2 Quantitative versus Qualitative 

Quantitative research is frequently used to test pre-determined research hypotheses 

(De Villiers, 2005). In HCI research, quantitative methods are valuable for assessing 

system usability and comparing different technologies or interfaces (Cairns and Cox, 

2008). Many quantitative research methods are available, including laboratory 

experiments, surveys, and numerical techniques like mathematical modeling (Hassan, 

2011). These methods study the connection between variables by measuring them in 

numerical terms and analyzing the data using statistical and graphical tools (Oseni, 

2017). Statistics play a significant role in data analysis for quantitative research, which 

involves two main types: descriptive and inferential statistics (Van Elst, 2019). 

Descriptive statistics help summarize and explain the key features of the data, making 

it easier for researchers to interpret and understand the information collected in a study 

(Van Elst, 2019, Khairuddin, 2019). On the other hand, inferential statistics allow 

researchers to gain a deeper understanding of the data to decide which of the 

previously set hypotheses should be tested in future studies (Khairuddin, 2019, Cairns 

and Cox, 2008).  

The qualitative method is associated with interpretive theory, which typically involves 

gathering data to establish a conceptual framework by examining the participants' 

meanings and relationships (Oseni, 2017). Examples of qualitative research sources 
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cover documents and written texts, observing people and situations, participating in 

fieldwork, conducting interviews and surveys, and considering the researcher’s 

impressions and responses (Hassan, 2011, Bryman, 2016).  In the field of HCI, 

qualitative research covers a wider range than quantitative research, which often 

focuses only on measuring things like the time and error rates involved in human-

technology interactions (Khairuddin, 2019). Qualitative approaches, on the other hand, 

examine people's behaviors and the reasons behind their actions when they use 

technologies. This approach provides more detailed and context-rich data, which helps 

in understanding new and complex situations (Holtzblatt and Beyer, 1998, Khairuddin, 

2019).  

In terms of data analysis, qualitative methods do not rely on numbers or hypotheses 

but instead use data such as personal reports, stories, and user experiences (Yilmaz, 

2013). In contrast, quantitative methods follow a structured and standardized 

procedure to measure data, making them more effective in evaluating people's 

understanding before and after they use technologies (Khairuddin, 2019). However, in 

studies about people and their use of technology in financial matters, it is less suitable 

to form hypotheses about human behavior by using numbers to measure their 

experiences, attitudes, and complex processes because quantitative measures may 

not capture the entirety of participants’ experiences, the subjective meanings 

individuals assign to their payment actions, and participants' own verbal expressions 

around positive or negative experiences.  

3.3.3 Selection and Justification of the Qualitative Method 

In the process of data collection and analysis, qualitative and quantitative research 

approaches each serve their own different set of aims. In this thesis, I justify using the 

qualitative method because it is considered to be the most appropriate for a variety of 

reasons. First, the current study aims to investigate T&A in the government financial 

transactions by exploring the interactions of socio-technical factors for e-Government 

and services. By doing this, the results might represent real-life situations or the 

everyday habits of people (Thanh and Thanh, 2015), as well as address T&A aspects 

and investigate the guidelines to increase T&A of e-Government and services. Thus, 

the qualitative method can provide a rich and detailed understanding of the 
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complexities of participants' experiences and viewpoints to enhance T&A in the 

government payment systems.  Second, I am less focused on finding objective truth 

through numbers and more interested in understanding how participants perceive 

reality. As a result, the qualitative research approach aids in collecting the narrative 

contextual data related to money (Vines et al., 2012, Perry and Ferreira, 2018, 

Kameswaran and Hulikal Muralidhar, 2019) and T&A in government agencies 

(Marshall et al., 2018, Marshall et al., 2016, Saha et al., 2022). Finally, the qualitative 

method allows researchers to explore complex and less recognized phenomena in 

depth, which provides for a deeper knowledge around the issues involved (Al Hussaini, 

2021). For example, research on e-government payments, specifically G2P payments 

regarding social welfare or social security benefits, is less documented in the 

published literature, and the existing articles are not closely related to HCI and CSCW. 

Thus, this study is appropriate for the qualitative method because it offers flexibility 

during interviews, allowing us to study benefit payment procedures and T&A aspects 

affecting the claim in a natural situation and gain understanding of practical experience 

from users of these systems. 

 

3.4 Using Narrative in Qualitative Research 

The storytelling presented by participants provides their experiences as stories with a 

beginning, middle, and end of obtaining benefit payments. To interpret and describe a 

personal experience narrative, I employ qualitative methods for this study in order to 

explain the complexities of users’ behaviour and their social contexts. I draw on the 

narrative approach, which is one of several interpretative approaches in the qualitative 

method. While the narrative approach is less widely recognized than case study, 

grounded theory, or ethnography (Elliott, 2005, McAlpine, 2016), it helps researchers 

collect data on how individuals interpret situations and behaviours in their lives, 

positioning themselves as the main actors in these narratives (McAlpine, 2016). This 

section provides insight into its usage, as well as a thorough understanding of the 

narrative's potential and limitations. This section consists of the narrative definition 

through the narrative as a daily event, a description of the narrative type, and an 

explanation of why I choose narrative for this study. 
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3.4.1 Narrative as a Daily Event  

Narratives are built around a series of events that occur over time. An event refers to 

something that occurred to an individual or something at a specific moment or within 

a particular context (Bold, 2011). Narratives naturally recount things that happen in 

human lives, mirror people interest, and assist in making sense of our experiences 

(ibid.). A narrative offers a helpful way for someone to build a clear and connected 

story about their life, giving it a structure with a start, middle, and conclusion — 

covering their past, present, and future (McAlpine, 2016, McCormack, 2004). Thus, it 

can be a solid way to turn past experiences into meaningful lessons, allowing the 

narrators to recognize themselves and others in the narrative and reflect on the future 

(McAlpine, 2016). Constructing a narrative entails integrating chronological sequence, 

detailed events, and societal landscape, creating a clear and coherent storyline (Bold, 

2011, McAlpine, 2016). These stories can shape how the narrator views themselves 

and guide their decisions and actions (Holley and Colyar, 2009). Hence, narratives 

can encourage HCI and CSCW researchers to look for the past, present, and future 

of participants' experiences. The advantages of collecting data at every moment 

allows researchers to see the overall picture of an event that is sometimes similar and 

different from participants' perspectives. In qualitative research, the participants' 

narratives are pivotal for gathering rich, in-depth data and offering diverse suggestions 

based on participants driven topics during data collection. Even though narrative 

techniques for gathering data can differ widely, it is important for researchers to 

choose them carefully to match their research objectives. The type of narrative method 

selected should be based on the study’s needs, as different techniques provide unique 

perspectives and findings (see section 3.4.2). If the wrong narrative method is used, it 

may lead to collecting information that is either too broad or too narrow, which can 

negatively impact the accuracy and reliability of the research results. Accordingly, it is 

essential to understand the varied differences in each narrative type to properly 

capture participants' experiences and accurately respond to the research questions. 

3.4.2 Describing Narrative Types 

Narratives in research are not a new concept; they have been used in a variety of 

disciplines, such as sociology, psychology, political science, and computer science. 
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They have used them in various ways and are now gaining acceptance in other fields 

interested in human behavior (Bold, 2011, McAlpine, 2016). Current narrative 

approaches tend to focus on data collection and analysis through conversation and 

dialogue, ethnographic observation, and interviews (Bold, 2011). The relevant 

approach for this thesis is to collect data through interviews (as explained in 3.7.2). 

Bold states that stories elicited in interviews are typically organized around a series of 

consequential events that may be evaluative in nature, that the narrator's decisions 

about what to include or exclude from the narrative are influenced by the story's 

context, and that the same story will have a different meaning if told in another 

interview at a different time (ibid.). 

When comparing three approaches—conversation and dialogue, ethnographic 

observation, and interviews—in practical use, the conversation and dialogue approach 

proves to be highly effective as it involves participants interacting to understand each 

other and collaboratively create shared meaning to solve problems by incorporating 

dialogue into the analysis (Bold, 2011). In comparison, ethnographic observation is 

interested in an in-depth exploration of specific relationships between elements which 

does not focus on chronological events of the daily workings of the organization (Bold, 

2011). For interview techniques, it is appropriate to use elicitation of an evaluative 

narrative by cognitively and emotionally engaging interviewees around consequential 

events (Johnstone, 2016, Bold, 2011).  

In the next section, I will elaborate on why this thesis utilizes the narrative approach 

by incorporating interviews. This decision is informed by the definition and practical 

use of narrative types discussed earlier, as well as the insights gained from the 

literature review sections. 

 

3.4.3 Selection and Justification of Narrative in this Study 

Drawing from the literature on the moneywork cycle, we can utilize these ideas to 

gather detailed information on consequential events throughout the benefit payment 

process, spanning past, present, and future aspects, providing examples of interesting 

events or issues. This narrative approach will allow the thesis to receive diverse 
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information from each participant, not only from the predefined questions but also from 

further interviews following the topics of interest in the storyteller's direction. The 

narrative method also offers the advantage of collecting data chronologically, enabling 

researchers to investigate payment transactions from initiation to payment processing 

completion. This approach focuses on detailed narratives from the beginnings to the 

endings of users' experiences (Brown, 2006), helping to determine if the user's 

interactions with co-workers or digital technology indicate a change in T&A throughout 

the payment systems (see Section 3.6.3).  

To compare with other qualitative methods such as grounded theory, which may 

prioritize identifying patterns or the essence of experiences, the narrative approach 

emphasizes the chronological order and contextual details of each story. To focus on 

these aspects, the narrative approach interprets consequential events in participants' 

specific experiences as they unfold over time that unfolds in chronological order 

(McAlpine, 2016, McCormack, 2004, Bold, 2011). Furthermore, other scholars of the 

narrative approach emphasize the benefits of narrative methods, noting their ability to 

express complex ideas, show the order of events over time, and capture uncertainty 

and ambiguity, along with other human actions that are difficult to describe using other 

methods (Brown, 2006, Reddy, 2001). 

In this thesis, this method can provide the participants' stories of their claims following 

money movement (see details in Section 3.6.1). The chronological narrations of 

benefit payments can show causal relationships by demonstrating which events or 

activities can increase transparency, leading to increased government accountability. 

Another reason to use narrative approach is that it can inspire people to raise 

unexpected issues and opportunities. Indeed, these points can aid HCI researchers 

by leading people to consider new beliefs and values (Spaulding and Faste, 2013). As 

a result, narrative approach can guide us to learn about good and bad experiences of 

participants with computer tools to create guidelines which improve T&A in the SSO 

benefit payments. 
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3.5 Building the Research Design 

A strong research method is paired with a well-planned research design that provides 

a clear path for gathering the pertinent evidence to help answer the research questions 

(Omar et al., 2020). As a result of this, the researcher has the necessary skills to 

conduct the study, knows how to use the selected methods, and is self-aware and 

motivated enough to maintain the effort needed to complete the research (Marshall 

and Rossman, 2016). Research design can be seen as a systematic and logical 

framework that starts with a set of research questions and leads to conclusions or 

answers related to those questions (Yin, 2014). Eisenhardt (1989) states that the 

development of a unique research design enables the researcher to effectively employ 

and modify the most suitable research methodologies in order to clarify and appreciate 

the phenomenon under study. The outline in this section displays the study limits that 

directly affect the research design in the data collection, data analysis. Within this 

chapter, I present the research process to illustrate the overview of the thesis. Finally, 

I address the ethical issues that are applied to preserve the privacy and confidentiality 

of the participants. 

3.5.1 Meeting the Challenge  

In research design, researchers need to plan around the current circumstances or 

limitations that influence their data collection within the context of their research 

inquiries. To design qualitative research, Marshall and Rossman (2016) emphasize 

the importance of two key aspects: (a) showing that using qualitative methods is 

suitable and reasonable for the specific research question, and (b) creating a proposal 

that encompasses several found in traditional proposals. The emphasis of these 

issues is to explain why qualitative methods are suitable for the research question and 

incorporate essential elements similar to those found in traditional research proposals. 

By adopting this approach, the research remains accurate and rational, even in the 

face of challenges. 

As described in Section 3.4.3, my research employs qualitative methods for collecting 

data with data garnered through interviews. The interviews focus on addressing the 

narratives of Thai government officials and citizens regarding the investigation of claim 
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experiences and T&A perspectives in the SSO payment systems.  Nonetheless, the 

circumstances of the COVID-19 pandemic restricted access to public officials and 

citizens, presenting significant challenges in this thesis. Even though I faced obstacles 

that influenced data collection, my research design was modified to accommodate the 

changes in circumstances and participant behavior that may have been affected by 

this. In order to address the challenges, I attempted to maintain flexibility through minor 

adaptions to allow remote interference. 

Due to the COVID-19 situation, most participants preferred to have online interviews 

rather than in person. Nevertheless, I encountered problems about changing data 

collection techniques toward an online approach. For example, scheduling online 

interviews has become problematic due to the time difference between Thailand and 

England. Because of that, I have informed participants of the time zone difference and 

propose a suitable time, such as after work or the weekend.  

Another challenge was the limitations of access to public officers, who are typically 

busy, could make the use of focus groups challenging since not everyone would be 

available at the same time. Accordingly, I utilized individual interviews for every 

participant. Although this type of interview was time-consuming, participants are free 

to change the schedule and do not feel pressured if they must express differing views 

from the SSO benefit payments’ procedures and policies.  

The impact of memory is also a difficulty in this study because if the same individual 

retold the story a week later, there would probably be variation due to memory (Bold, 

2011). For that reason, the interview's scope was communicated to all participants in 

advance so that they could try to recall their memories of past events and experiences. 

With this result, I was able to conduct interviews quickly and obtain responses from 

participants with less confusion regarding the chronological sequence of events. 

To better understand research design in this thesis, I will discuss the rationale and 

logic behind the particular qualitative genre on which the study is based, as well as the 

overall strategy and specific design elements in the following section.  
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3.5.2 Research Design 

Before implementing the research methodology, it was important to choose the right 

research design to guide the various stages of the research process. In this context, 

research design refers to the overview plan and structure that a researcher uses to 

logically connect different aspects of the study. It encompasses various decisions, 

such as participant selection, data collection, and analysis techniques, collectively 

establishing a structured approach to answering research questions with validity and 

reliability (Khanday and Khanam, 2019, Merriam and Tisdell, 2015, Mahmood, 2018). 

When beginning to organize the research design, the researcher can establish the 

research design components in several ways. As suggested by Khanday and Khanam 

(2019, p.370), the research design might comprise “title, statement of the topic/ 

problem, motives and goals, research questions and objectives, review the literature, 

research strategies, concepts/ theories/ hypotheses/ models, data sources/ types/ 

forms, selection of data sources, data collection and timing, data reduction and 

analysis, and problems and limitations”. This is just an example; there are no rules or 

regulations for setting a research design’s structure. Thus, the research design's 

components are practically presented in different ways. 

To conduct the research process in this thesis, I commence my research design by 

providing an overview of the research processes explained in this section. Figure 3.1. 

illustrates that this thesis was organized in seven stages: 1) research aim and 

objectives, 2) literature review, 3) exploring the cycle of moneywork and potential 

transparency and accountability (T&A) factors, 4) research design, 5) organizational 

and personal identification, 6) data collection and analysis, and 7) drawing 

conclusions. 

In stage one, this process included presenting the research motivation, problem, 

scope, and gaps of the study that helped to identify the research aim, objectives, and 

questions. Reference prior research that informed the formulation of these questions 

as shown in stage two. In this stage, a comprehensive evaluation of the relevant 

literature was undertaken to understand the basic concepts of cash, digital money, 

transparency, and accountability in the government sector to analyze current research 

concerns, narrowing research issues and considerations. Based on literature review, 
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the key processes of moneywork cycle and T&A influential factor were explored and 

presented visually in stage three.  

The conceptual framework, therefore, stands out as a guide for the empirical 

investigation of this thesis. By doing this, we can learn the steps of benefit payment 

cycle and relevant factors of T&A along with a logical manner. During the research 

design stage, a procedural plan was developed to facilitate the selection of cases, 

manage the data-collecting technique, and resolve administrative and ethical issues 

linked to the research (Al Hussaini, 2021). As shown in stage four, the qualitative 

research design implemented enabled the researcher to investigate the process, and 

in-depth complexities of e-Government payment. This research design helps to 

provide participant identification presented in stage five that the SSO staff at the 

provincial level and insured persons across Thailand were identified.  

As for stage six concerning data collection and analysis, an online interview was 

conducted, which is an appropriate method for use, during social distancing policy in 

the COVID-19 situation. Yin (2014) points out that researchers who possess 

considerable flexibility in data collection have the opportunity to explore the 

phenomenon within its context. During this stage, thematic analysis served as the 

chosen method for data analysis due to its ability to systematically scrutinize 

qualitative data. Researchers can proficiently organize and synthesize information 

through thematic analysis, thereby identifying meaningful patterns or themes, 
elaborated in Section 3.8. 

Finally, in stage seven, the discussion focused on the findings obtained from data 

analysis and presented this research's theoretical and methodological contributions. It 

also highlighted the limitations and potential future research directions, as outlined in 

Figure. 3.1. 
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Figure 3.1: Stages of the Research Process 
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3.5.3 Ethical Considerations 

In this section, I clearly have the ethical considerations in my research, including the 

four ethically required documents I was obligated to submit. This application consisted 

of a risk assessment report, a participant information sheet, a participants’ consent 

form, an authorization letter from the SSO in Thailand, and the guidelines for interview 

questions in every study. These questions should be reasonable and knowledgeable, 

without any biases, leading language, or threats toward the participants. After 

reviewing interview questions, my supervisor was the last person to review the 

questions. 

Participants in this study have self-determination, defined as the freedom to engage 

in research and to withdraw at any time (Punchoojit and Hongwarittorrn, 2015). In my 

participant information sheet and consent form, I pointed out their rights, including 

whether to give or not to give permission, because participation is entirely voluntary. 

Participants received this information sheet and signed a consent form if they wished 

to participate. Regardless of whether they want to participate, they can withdraw at 

any time until September 30, 2024, without having to give a reason. Every time before 

the interview began, I explained these points again to someone who had not 

understand the details in the participant information sheet.  

Privacy and confidentiality were guaranteed so that the collected data, such as 

participants’ personal and sensitive information, is private and confidential. In my 

consent form, I asked for permission to record participants' voices during interviews. 

The original audio files will be kept for five years. Details will be anonymized. By doing 

this, outsiders are unable to be traceable to identify whether who the participant is. 

Moreover, I informed in my participant information sheet that their interview data will 

be used for academic publications. I did not reveal participants’ full formal names, but 

I used the coding participants' names such as IP101, IP102, IP103, and so on. 

Likewise, when parts of an interview were quoted, this is also anonymous; any names 

or identity features would be omitted.  

When all the required documents were prepared, I submitted them to the Brunel 

Research Ethics Committee through the Brunel Research Ethics Online (BREO) 
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system. Afterward, I was granted formal ethical approval for this research before 

collecting data (see appendix I and II for ethical approval letter). 

 

3.6 Applying the Moneywork Lifecycle and T&A Factors 

Money manifests in various forms, including coins, cash, debit, and credit cards, and 

online or mobile-based banking platforms, serving as a fundamental medium of 

exchange for goods or services. Its significance extends to relationships between 

individuals and organizations using money for diverse objectives and commercial 

transactions. This complexity arises from the intricate social context in which human 

behavior is observed, alongside the multifaceted factors influencing the utilization of 

money. Therefore, it is challenging for HCI researchers to clearly describe users' 

behavior when interacting with money, other people, and digital technology inside the 

payment systems.  

To analyze these complexities, this section draws on the moneywork lifecycle to 

describe how payment is handled in Study 1 (Section 3.6.1). The moneywork cycle, 

can offer insights into how money is utilized in individuals' everyday financial activities. 

This can help HCI researchers explain practices or actions that reflect a transparent 

work process, such as the collaboration between officials and citizens via government 

e-services as Open Government Data or OGD. They allow citizens to monitor the 

government work process, which enables officials to be accountable for their duties. 

Nonetheless, T&A concepts are wide-ranging and intangible; hence, it is vital to 

specify the principles for interpreting these two factors —transparency and 

accountability—precisely in this study. 

For this rationale, this section also explains the application of T&A in Study 2 (Section 

3.6.2) to examine the analysis process and discussion part under the scope and 

objectives of the research. The final topic addressed the relationships between 

moneywork and potential T&A factors (Section 3.6.3), which describes how the 

moneywork cycle shapes T&A factors when applied in this thesis.  
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3.6.1 Applying the Moneywork Lifecycle 

The mechanisms behind digital financial transactions, in terms of physical and social 

infrastructure, are often concealed from users, similar to the regulations that oversee 

them (Nelms and Rea, 2017, Muralidhar, 2019). As noted in Chapter 2, the user's 

considerations, such as the cost issues in choosing a particular form of money and 

payment method, also remain hidden. Some factors that are not immediately visible to 

the user when they engage in digital financial transactions. For example, users may 

be unaware of the complex infrastructure such as payment platforms, payment 

regulations, and security layers. In consideration of the aforementioned rationales and 

constraints, recent research studies by Muralidhar et al. (2018), Kameswaran and 

Muralidhar (2019), Muralidhar (2019), and Perry and Ferreira (2018) uncover these 

latent concerns using the concept of moneywork. The moneywork lifecycle introduces 

a framework that separates work into pre-, at-, and post-financial transactional stages, 

aiming to explore their practical implementation (see Figure 3.2). 

Figure 3.2: Applying the Moneywork Lifecycle in this thesis 
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‘Pre-transaction’ entails the assessment of how to conduct a financial transaction and 

ready the user for feasible transactions; ‘at-transaction’ activities involve selecting 

permissible payment methods, evaluating social interactions during the exchange, 

preparing the payment media, reaching an agreement on the transaction, executing 

the exchange, and confirming and concluding the interaction. Ultimately, ‘post-

transaction’  work revolves around the actions after the transaction is concluded, such 

as maintenance, getting ready for future transactions, and interacting with others to 

disseminate information about the transaction process (Perry and Ferreira, 2018, 

Hulikal Muralidhar et al., 2018). These lifecycle components map effectively to the 

SSO payments and offer an approach to understanding the ‘work’ of enabling social 

security payments. 

According to the ideas of moneywork lifecycle, this thesis has divided the SSO 

payment systems into three phases, focusing on the financial transactional work 

involved in claims using the Sapiens system. As shown in the figure 3.2, I examine 

financial transactions in the public sector by identifying three phases in the process of 

making benefit payments, covering pre-transaction as pre-claim (preparing a claim), 

at-transaction as at-claim (processing a claim), and post-transaction as post-claim 

(getting money after claim) in order to demonstrate how financial transactional work 

functions in a regional bureaucracy. Details in each three stages of benefit payments 

are described more in Section 4.3. 

3.6.2 Applying the Transparency and Accountability Factors 

Money transactions involve different types of interactions, such as person-to-person 

(P2P), person-to-business (P2B), and person-to-government (P2G) exchanges. 

These abbreviations define the specific scenarios in which money is exchanged, 

differentiating transactions between individuals, businesses, and government entities. 

In this thesis, the main focus is the payments made by the government to provide 

benefits to its citizens. To clarify, the government transfers money directly to 

individuals, also known as G2P (government-to-person). Cirasino et al. (2012) expand 

the definition of G2P, which is generally characterized by a relatively small value, and 

encompassing a vast number of transactions. For instance, G2P payment is typically 

associated with payroll and incentives for government officers, income tax refunds, 
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and social benefits, including disaster relief assistance and social security benefits 

(ibid.).  

The term ‘G’ denotes provincial social security officials, while ‘P’ denotes the insured 

persons who receive benefit payments. With this terminology defined, we can 

determine a research area that focuses on the viewpoints of public officers and insured 

persons to narrate the benefit payment processes and perceptions of T&A surrounding 

these transactions. The researcher also takes data from both groups to verify the 

accuracy of the data between them; a technique called triangulation is used in 

qualitative research to acquire an in-depth comprehension of phenomena (Patton, 

1999). The triangulation method employed in this thesis draws on data source 

triangulation, which involves gathering diverse perspectives and validating data, as 

highlighted by Carter et al. (2014).  

Focusing on G2P payments, T&A investigations can be classified according to user 

groups, namely ‘G’ or public officials involved in back-office operations, while ‘P’ or 

insured persons are users of services from the front-line services. Therefore, the 

nature of interaction with this payment systems means exploring T&A in the benefit 

payment systems in the SSO can be divided into two parts. Part 1 (RQ2a) focuses on 

T&A in the back-office system, (see Figure 3.2), which explores the influences of T&A 

during public officers’ interactions with the Sapiens system and is visualized in Figure 

3.3. 

Figure 3.3 depicts the T&A in system mechanisms, drawing upon insights from the 

literature reviewed in Chapter 2. This analysis sheds light on the potential 

transparency facets within the payment systems, encompassing data transparency, 

process transparency, and transparency in decision and policy. Furthermore, the 

analysis reflects on the potential for accountability, characterized by identifiability, 

monitoring and evaluation, and social presence. These T&A elements in Figure 3.3 

outline the questions for interviewing public officers in Chapter 5. Additionally, they 

play a crucial role in establishing the analytical framework used to classify T&A themes 

in the back-office system. These concepts were derived from a thorough examination 

of relevant literature and guided the coding and analysis of interview data (refer to 

Chapter 6). 
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Figure 3.3: The Potential T&A Factors in System Mechanisms 

 

 

 

 

 

 

 

 

Figure 3.4: The Potential T&A Factors with Citizen Engagement  

This thesis, as shown in Figure 3.2, explores T&A in both the back-office and the front-

office system, which is the main scope of part 2 (RQ2b). The objective of part 2 is to 

investigate the communication between public officers and insured persons through 

SSO e-services as the tools of the SSO’s citizen engagement. To find T&A in this 

engagement, I employ the potential transparency factors with citizen engagement, 
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namely motivation, social influence, and technical factors. These factors contribute to 

the overall transparency of the front-office process. Moreover, the accountability 

aspect is bolstered by potential factors such as tracking information, complaint 

channels, and satisfaction surveys. These T&A elements in Figure 3.4 are used as a 

guide for interview questions with insured persons (Chapter 5) and set of an initial 

theme in citizen engagement for analyzing insured persons’ experiences (Chapter 6). 

3.6.3 Relationships between the Moneywork and T&A Factors  

The relationships between the moneywork and T&A factors are represented in Figure 

3.5. This section begins with the moneywork lifecycle; in turn this literature helps to 

unpack the social security payment systems by outlining its activities across time. At 

this point, I can leverage the moneywork lifecycle to understand the regular routines, 

behaviors, and interactions between public officer-to-public officers and public officer-

to-insured persons, along with their interactions with the technical infrastructure 

involved. 

Figure 3.5: Applying Moneywork and T&A Factors to Investigate T&A in the SSO 
Payment Systems  
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As noted in Section 3.6.1, payments can be classified as pre-, at-, and post-

transactional. To compare with the financial transactions of the SSO context, ‘pre-

transactions’ relates to ‘preparing claim documents’, ‘at-transactions’ relates to 

‘processing a claim’, and ‘post-transactions’ relates to ‘getting money after a claim’, as 

shown in Figure 3.5.  The stage of ‘preparing claim documents’ delivers evidence of 

claim transections labeled as number 1 in Figure 3.5 to the ‘processing a claim’ stage. 

At this stage, a benefits officer assesses the evidence and makes decisions regarding 

the amount of benefit payment. After all, payment transaction labeled as number 2 in 

Figure 3.5 transfers to the process of ‘getting money after a claim’ in which financial 

information is disseminated to the public through the SSO e-services (see details in 

Section 4.3). By clearly identifying the benefit payment processes, it is possible to 

understand the steps, conditions, and responsibilities of officials. Consequently, 

studying workflow systems contributes to the understanding of how workers attempt 

to integrate their work into the systems, or devise workarounds, or disregard them 

(Ciolfi et al., 2023).  

Figure 3.5 also connects the moneywork lifecycle to T&A factors. The red line symbol 

shows the connection in the stages of ‘preparing claim documents’ and ‘getting money 

after a claim’ to explore T&A with the citizen engagement concept. These two stages 

involve the front-office system known as SSO e-services, which facilitates public 

engagement and information dissemination. By exploring T&A factors with citizen 

engagement initiatives, it becomes possible to collect valuable insights on T&A 

practices directly from citizens. This is particularly evident within the context of the 

SSO, where citizens actively utilize the front-office interface to monitor social security 

benefit (SSB) information, track its progress, and monitor and advocate for service 

improvement.  

As mentioned before, IT center personnel at the SSO headquarters is responsible for 

organizing the SSO e-services, which uses the SSO website and SSO Connect Mobile 

to prepare claim documents and track money after a claim. Nevertheless, the tools 

facilitating citizen interaction with officials may extend beyond SSO e-services. In 

cases where these systems are unavailable, citizens can resort to alternative 

channels, such as social media, which is offered by an external provider (refer to 

Chapter 5 for more information). 
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Finally, the blue line symbol in Figure 3.5 shows the relationships between ‘process a 

claim’ to explore T&A factors in system mechanisms. These focus on exploring and 

investigating T&A, focusing on diagnosing claim processes and public officer 

behaviors while working within the system. Within the SSO context, these system 

mechanisms refer to the Sapiens system, which serves as a back-office system 

exclusively operated by public officers for processing claims. 

Figure 5.3 illustrates the interconnected data relationships within the benefit payment 

transaction cycle, indicating the interdependence between stages. Accurate evidence 

of claim information can potentially contribute to reducing errors in the diagnosis 

process, thereby enhancing the accuracy and reliability of financial information 

disseminated to external systems. As noted by Matheus et al. (2021), the design 

principle for digital transparency in government systems could begin with fostering 

transparency within internal operations. This internal transparency, in turn, impacts the 

functionality of external systems, creating data-driven transparency aimed at 

enhancing government accountability and fostering increased citizen engagement. 

This occurs when the government actively promotes the disclosure of accurate data, 

acknowledges citizen feedback, and respects citizens’ data privacy. 

To enhance T&A throughout the SSO payment systems, researchers need to 

investigate T&A in both the back-office and front-office systems, drawing on 

knowledge of T&A in system mechanisms and citizen engagement. By exploring T&A 

across the entirety of government payment operations—both internal and external—a 

holistic comprehension of the payment process emerges. This approach allows for a 

comprehensive understanding of the entire payment process, identifying potential 

areas for improvement, mitigating risks of fraud or errors, and fostering a culture of 

accountability across all system levels. 
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3.7 Collecting Narrative Data   

As mentioned in Section 3.4.3, this thesis employs the moneywork cycle to understand 

the participants’ experiences with claims ranging from the back to the front-office 

system. This procedure involves discussions with government officials and citizens 

about how government payment transparency and accountability (T&A) operate under 

the potential T&A factors. To do this, the narrative approach through interview is well 

suited for the studies 1 and 2 because its approach can focus on deeply personal 

stories and experiences, enabling the construction of meaning through the stories or 

narratives shared by participants (Muylaert et al., 2014). Additionally, narrative 

interviews can help researchers to capture the nuanced changes in narratives over 

time, thus facilitating the tracking of story evolution (McKibben and Breheny, 2023). 

By using this technique in this study, we can collect personal and organizational 

narratives through interviews, giving participants the opportunity to reflect on their in-

depth individual experiences with their own word in private environment. To 

understand the data collection of this thesis, I present the concepts about organization 

and personal narratives, gathering data with interviews, selecting participants, and 

how to collect data in this section. 

3.7.1 Consideration of Organizational and Personal Narratives 

This section investigates the connections between different forms of narrative identity 

that can enhance our comprehension of narrative operations and objectives. Here, I 

draw on the organizational and personal narrative concepts to apply in this thesis. 

These narratives connect the stories and present detailed information on benefit 

claims in chronological order. To select representatives who can convey the 

experiences of the benefit payment process, I recruited organizational and personal 

narratives by recruiting SSO officers and SSO claimants as participants for this thesis. 

Organizational narratives are formed by people within organizations that include 

policy reflection, practical experience, and public policy narratives. Gathering 

information about organizational narratives can help identify organizational 

procedures and services under the institutional public policy and involve clients 

(Loseke, 2007, Friedland and Alford, 1991). Hence, various organizational identity 
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narratives address various types of social services problems (Swidler, 1986, Loseke, 

2007). Loseke (2007) argues that each organization has distinct roles and services, 

along with the client's recognition of the individuals involved, which is influenced by 

age, financial status, or health problems.  

When using the narrative approach, researchers not only collect data at the 

organizational level but also prioritize listening to personal perspectives. Thus, this 

study explores personal narratives, which facilitate the integration of “reconstructed 
past, perceived present and anticipated futures” (McAdams, 1996) to link 

individual good and bad stories in terms of beginnings, middles, and endings of life 

events (Loseke, 2007). By using these narratives as resources, researchers can 

connect diverse life events to form meaningful and unified wholes.  

To apply the narrative approach focusing on the organizational narratives, I collected 

stories from public officers working at the SSO as participants telling their 

organizational narratives because they understood the regulations of the Social 

Security System (SSS) and had experience with paying benefits. These participants 

can answer questions such as: “What is the work of the claiming benefits narratives? 

What are their client’s problems and need? What are the relationships between 

claiming benefits narratives of identity and the personal narratives of unique people 

receiving the SSO services?” (adapted from Loseke, 2007). Additionally, I selected 

insured persons as the participants to share their personal narratives because they 

have experiences in benefit payment services that can honestly reflect the good and 

bad experiences of the benefit payment process. The questions about collective 

identity, such as: “What kinds of stories can insured persons tell about themselves? 

What are the relationships between insured persons tell and the characteristics of the 

surrounding socially circulating stories?” (adapted from Loseke, 2007). Collecting data 

from both public officers and insured persons is a way to verify the accuracy of 

information from each other to prevent misinformation from either party, a process 

known as triangulation (Carter et al., 2014). Triangulation is particularly beneficial in 

academic research, such as when conducting a thesis, as it ensures the data's 

reliability and validity by cross-referencing multiple perspectives (ibid.).  
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Using organizational alongside with personal narratives can offer a well-rounded view 

that balances the institution's perspective with individual experiences of the same 

phenomena. To collect different narrative sources in this thesis, we can leverage the 

concept of triangulation to reduce both intentional and unintentional bias, enhance 

validity, and uncover deeper insights that reflect the thoughts of various groups (Fusch 

et al., 2018), which might be overlooked when relying on a single data source. 

3.7.2 Collecting Narratives through Interviews   

Interviews are a qualitative research technique involving in-depth individual 

discussions with a small set of participants to explore their perspectives on a situation, 

particular idea, or program (Boyce and Neale, 2006). Qu and Dumay (2011) classify 

three different types of interviews: structured, unstructured, or semi-structured. The 

structured interview follows a series of questions that will be presented to all 

interviewees in a particular order. Conversely, the unstructured interview lacks a 

planned list of questions and is often conducted in casual circumstances. Because the 

questions differ for each person, the data analysis could be more difficult, resulting in 

less accurate outcomes compared to the structured interview (Qu and Dumay, 2011). 

Nevertheless, the disadvantages of the structured interview may restrict the 

exploration of the participants' views (Boyce and Neale, 2006). The semi-structured 

interview includes structured and unstructured questions that assist the interview 

rather than dictate its direction. Some key questions allow the interviewer to retain 

focus while leaving the option to ask additional questions to clarify points mentioned 

by the interviewee (Bold, 2011). Thus, the analysis and interpretation begin as the 

interview progresses, with the interviewer forming assessments of the character and 

content of the conversation as it proceeds (ibid.). 

Traditionally, interviews were done in face-to-face, but the shift to a digital environment 

and the need for social distancing have led to more online interviews and discussions 

about their methods in qualitative research (Deakin and Wakefield, 2014, Keen et al., 

2022). Despite this shift, the main interview techniques, from semi-structured 

interviews to more specific methods, have not changed much online (Keen et al., 

2022). As a consequence, online interviews can enhance or replace face-to-face 

interviews (Deakin and Wakefield, 2014). As communication technology continues to 
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advance, the benefits of online interviews become increasingly apparent, including the 

addition of instant messaging and screen-sharing capabilities, as well as recordings 

that encompass both audio and video (Keen et al., 2022). The interview schedule can 

be more flexible, and transportation costs are no longer important factors. However, 

online interviews may exclude persons who lack technological competency or access. 

Body language is less visible, and individuals may become tired faster or confront 

home distractions (ibid.). To accomplish interviews, the researcher must be attentive 

during the recruitment and access phase to determine whether the participant feels 

ready to conduct online interviews. 

3.7.3 Selecting Participants for Narrative Interviews 

Quantitative and qualitative research differ in that quantitative research emphasizes 

random sampling, aiming to select individuals who are representative of the population 

and draw general conclusions (Creswell, 2012). On the other hand, qualitative 

research prioritizes gaining insights and knowledge from individuals with the goal of 

understanding their experiences and perspectives (ibid.). Sampling methods are 

generally categorized into two types: probability and non-probability sampling 

(Merriam and Tisdell, 2015). Nonprobability sampling chooses participants with rich 

information, while probability sampling utilizes randomization techniques to apply 

findings to the broader population (Patton, 1990). This randomization technique 

facilitates the comprehension that all populations have an equitable probability of 

being chosen for the sample. Non-probability sampling is widely used in qualitative 

research (Merriam and Tisdell, 2015). Indeed, this thesis focuses on non-probability 

sampling methods on non-random selection. This implies that not all components of a 

population require equal consideration for selection (Blumberg et al., 2014, Groves et 

al., 2009).  

Non-probability sampling approaches encompass several techniques, including 

judgmental sampling, opportunity sampling, and snowball sampling (Merriam and 

Tisdell, 2015, Groves et al., 2009). According to Alghamdi (2017), opportunity 

sampling, also known as convenience sampling, enables researchers to gather data 

from people who are both interested in participating and easily accessible. Alghamdi 

also stated snowball sampling, which involves collecting data from a small number of 
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people who match the study's requirements and then using those initial subjects to 

find additional participants. If the subjects are limited in number and hard to reach, this 

technique is a suitable selection method (Saunders et al., 2009, Babbie, 2014). 

Another non-probability sampling technique is judgmental sampling, (also known as 

purposive sampling or authoritative sampling, Alghamdi, 2017, Merriam and Tisdell, 

2015), and occurs when sample participants are selected only on the basis of the 

knowledge and judgment of the researcher (Babbie, 2014, Alghamdi, 2017). However, 

when choosing an individual who meets the criteria and objectives of the research, the 

subjects are typically selected from a narrow group (Babbie, 2014, Merriam and 

Tisdell, 2015). These sampling approaches can be used to collect data for a variety of 

reasons while performing research, depending on the conditions, such as background, 

aims, and limitations (Alghamdi, 2017). 

This thesis does not incorporate randomization and requires participants with specific 

characteristics who can provide relevant insights into the research questions and 

employs non-probability sampling techniques to collect data. The types of non-

probability sampling techniques will be discussed in the next section. 

3.7.4 Applying Narrative Approach for Collecting Data  

Interview narratives are detailed and feature-rich information, drawing from personal 

life stories to speak freely about significant life events and the surrounding social 

environment (Muylaert et al., 2014). During the narrative interviews, the interviewee 

can discuss current events during the narration, linking the present, past, and future. 

This allows them to envision future experiences and actions, and to reinterpret and 

narrate past experiences (ibid.). Applying the narrative interview approach for 

collecting qualitative data involves careful planning. This process includes selecting 

the interview structure, designing questions, and using techniques for choosing and 

collecting data from the target participants. 

By following these steps, I used semi-structured interviews to gather narrative data for 

my two studies. This method is flexible and allows for the collection of specific data, 

such as procedures about benefit payments and the potential transparency and 

accountability (T&A) factors. It enables the interviewer to start with a set of 
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predetermined questions while also allowing the conversation to flow naturally when 

the interviewee brings up relevant topics (Lazar et al., 2017). 

To apply narrative approach in Study 1's interview questions, I organized the structure 

based on the progression of the benefit payment lifecycle, aligning it with the ideas of 

the moneywork lifecycle. To address the question in Study 2, I outlined its scope based 

on the potential T&A factors. Nonetheless, there are interview questions that are not 

pre-determined, as they are intended to be open-ended and adjustable to the specific 

circumstances of the interview in an unstructured format. For instance, there are 

questions that give participants the freedom to express their opinions, whether in a 

positive or negative manner, and also provide an opportunity to suggest ways to 

enhance T&A in the SSO services.  

Another point of concern is the COVID-19 pandemic, which has made conducting 

interviews difficult due to social distancing and travel restrictions preventing 

participants from attending in person. To handle these circumstances, I conducted 

online interviews for both studies. This approach is similar to offline interviews but 

utilizes computer-mediated communication. By using online interviews, I can gather 

valuable narrative data from participants about their experiences with claims and T&A 

in the payment systems of the SSO, which is sufficient to proceed with the next steps 

of analysis. 

To select suitable interview participants, the snowball and judgmental sampling 

methods are appropriate alternatives for this thesis, as they allow the researcher to 

gain insights and understand the phenomenon. The judgmental strategy involved 

identifying key participants who closely aligned with the established criteria for 

participation in both Studies 1 and 2. This approach was particularly useful for 

recruiting SSO public officers (see details in Sections 4.2.2 and 5.2.1). Snowball 

sampling was another strategy used in Studies 1 and 2 for selecting insured persons 

(see details in Sections 4.2.1 and 5.2.2). I conducted interviews with these initial key 

insured persons and subsequently requested each individual to recommend additional 

participants, except for insured persons in Study 2 who required both strategies 

(judgmental and snowball sampling). These two approaches were necessary because 

analyzing the behavior and experiences of insured persons demands a diversity of 
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perspectives (snowball sampling), and participants needed to have experience using 

the SSO e-service (judgmental sampling) for interviews in Study 2. 

 

3.8 Analyzing Narrative Data 

The investigation into payment systems and T&A within the public sector, specifically 

focusing on the operations of the SSO, generates a wide range of information due to 

the varied perspectives of the participants. This diversity occurs from the participants' 

personal experiences and their individual interpretations of those experiences. Such 

varied perspectives can make it challenging for researchers to fully understand their 

collaborative work and the use of digital technology within payment systems. As a 

result of this focus, the diverse array of data collected lends itself particularly well to 

thematic analysis for focusing on understanding the characteristics of a specific 

technology, and how people use, think about, and feel about it in their daily lives 

(Khairuddin, 2019). 

To gain more clarity about applying thematic analysis, this section outlines the 

principles and reasoning behind utilizing the thematic analysis to analyse narrative 

data from interview transcripts and the procedural steps involved and illustrates how 

to apply the thematic analysis in this study. By using thematic analysis, it offers deeper 

insights into the multifaceted nature of various T&A factors in uncovering recurring 

patterns, themes, and underlying meanings within the narrative data.  

3.8.1 Thematic Analysis of Narrative Data  

Thematic analysis comprises two key elements: firstly, the researcher's objective of 

identifying and examining themes within personal experience shared by participants 

as a narrative data, and secondly, the recognition that experiences are typically 

shaped by the interplay between individuals and their surrounding contexts (Bold, 

2011). This format of analysis can be appropriate for HCI studies seeking to gather 

data related to the interaction between users and the contextual aspects of computer 

usage. Furthermore, thematic analysis enables researchers to theorize across several 

cases and identify trends across individuals (Vough et al., 2015). It offers a versatile 
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and adaptable technique for examining narratives and gaining insights into the topic 

under investigation.  Based on the previously mentioned rationales, I employ thematic 

analysis as an approach for analyzing the data obtained from specific interview 

questions (further details can be found in Sections 4.2 and 5.2) because it can give a 

detailed view into participants' SSO claim experiences, segment the transcripts of the 

interviews, and recognize patterns or themes within those narratives.  Accordingly, 

thematic analysis can provide the identification of moneywork and T&A themes, as I 

will discuss in the next parts (Section 3.8.3). 

3.8.2 Analytical Procedure with Thematic Analysis  

In qualitative research, where hypotheses are not required to be determined at the 

beginning of the study (Khairuddin, 2019), thematic analysis emerges as a common 

and widely utilized method of analysis (Rois-Díaz et al., 2018), allowing researchers 

to uncover underlying meanings and insights without the constraints of predefined 

hypotheses.  

To effectively analyze qualitative data sets, it is essential to begin with thorough 

transcription and coding. This coding process draws upon the steps outlined by Braun 

and Clarke, utilizing their six-phase approach for conducting thematic analysis (Braun 

and Clarke, 2006). This method ensures that themes and patterns within the data are 

identified and interpreted systematically, thereby facilitating a comprehensive 

understanding of the underlying narratives and insights contained within the data. This 

involves:  

1) Getting to know your data by reading the transcripts many times and jotting 

down initial thoughts or ideas. 

2) Creating the first set of codes by carefully looking through the whole dataset 

and identifying interesting parts, matching them to each code. 

3) Looking for themes by grouping these codes into possible themes for deeper 

analysis. 

4) Reviewing the themes to see if they fit well with the data and create a thematic 

map for your analysis. 
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5) Identifying and describing the themes by refining them and the overall 

narrative repeatedly, making sure each theme has a clear name and 

description. 

6) Writing the report, which is your last chance to make any changes, using 

compelling examples to show the themes, and composing the report. 

 

Thematic analysis can be done in two ways: inductively or deductively, to find themes 

in the data. In inductive thematic analysis, themes naturally come out of the data as 

researchers look for patterns or themes in the narratives, while deductive thematic 

analysis uses predetermines themes based on existing literature or theoretical 

frameworks (D’Amore et al., 2 0 2 1 , Tafazoli and Meihami, 2 0 2 3 ) . Consequently, 

employing deductive thematic analysis can enhance a deeper understanding of the 

phenomenon under investigation by using prior knowledge as a starting guide. 

Researchers can also combine deductive and inductive approaches, known as a 

hybrid approach (Fereday and Muir-Cochrane, 2006). This method draws on the use 

of an existing theory or framework for deductive coding, then after the initial deductive 

coding process, researchers employ inductive coding, which allows for discovering 

new ideas and perspectives from the data itself. Following this procedure, themes 

were reviewed and refined with the PhD supervisory team on a weekly basis. In these 

meetings, themes were presented as an initial draft of findings to the supervisory team. 

The team then engaged in detailed discussions, questioning the interpretation of these 

themes based on previous research. Finally, themes, sub-themes, and newly identified 

themes were documented as presented in this thesis. 

3.8.3 Limitations and Developments of Thematic Analysis 

Researchers widely recognize thematic analysis for its ability to find, examine, and 

reveal patterns in qualitative data, uncovering the meanings, patterns, and themes that 

exist in raw data (Braun and Clarke, 2006). This method is useful for analyzing 

subjective experiences, and understandings, which can lead to trustworthy and 

insightful findings (Vaismoradi et al., 2013). It is flexible and offers ease of 

understanding, especially for those with little or no experience in qualitative research 

(Braun and Clarke, 2006). However, there are still disadvantages that necessitate 

researchers to understand the limitations before applying thematic analysis, which are 
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presented in this section. I also highlight ongoing developments in thematic analysis 

approaches, comparing them with the inductive and deductive thematic analysis used 

in this research. 

Despite its advantages, thematic analysis is recognized to face some obstacles in its 

application. Its flexibility can sometimes make it challenging to set clear rules for in-

depth analysis, leaving researchers unsure about which data aspects to focus on 

(Braun and Clarke, 2006). Additionally, thematic analysis lacks clear boundaries and 

definitions, which can lead to confusion and inconsistent application (Vaismoradi et 

al., 2013). For example, in government, transparency might mean that the public can 

easily access records (Musa, 2019), while in business, it can involve clear and honest 

communication with stakeholders (Fairbanks et al., 2007). Therefore, the differences 

between agencies or organizations result in varying definitions and objectives for 

studying transparency. In addition, different groups, like employees, customers, 

investors, and citizens, may have different expectations about what transparency and 

accountability should include, causing inconsistencies (Szoke-Burke et al., 2021).  

Because of these problems, this study initially focuses on T&A (transparency and 

accountability) by reviewing literature related to T&A in computer systems. Afterward, 

I developed a clear framework (see Figure 3.3 and Figure 3.4) to prevent confusion 

during the analysis. This study's scope is well-defined by using T&A in system 

mechanisms to gather information and understand T&A in the SSO from the viewpoint 

of public officers. T&A in citizen engagement mainly explores T&A from the data of 

insured persons. These frameworks are created in this research to ensure consistency 

in collecting and analyzing T&A from different stakeholders, such as public officers 

and insured persons. 

Without an underlying theoretical framework, thematic analysis tends to operate on a 

basic descriptive level, as pointed out by Braun and Clarke (2006). As a result, the 

development of more complex and insightful thematic categories can become a 

challenging task. These issues highlight the need for careful and skilled application to 

make the most of this method, and a variety of variations and adaptions have been 

developed. For example, some researchers use codebook thematic analysis to 

analyze data to overcome limitations like unclear boundaries. This approach involves 



83 

 

developing themes before the analytical process (Braun and Clarke, 2022, Byrne, 

2022), which helps ensure that the data analysis is not interpreted too broadly or keep 

track of the analytic process (Oliveira, 2023). 

The rise in popularity of thematic analysis has stimulated a broader range of 

methodologies within qualitative research. Braun and Clarke (2019) have identified 

variations in this evolution by categorizing and defining coding methods as 'reliability,' 

'codebook,' and 'reflexive' approaches, which have emerged critical advancements in 

thematic analysis. In the reliability TA method, the first of this reliability is about trying 

to ensure that the coding in thematic analysis is consistency and accuracy. This is 

done by identifying predetermined themes and reducing subjectivity (Braun and 

Clarke, 2021b). This method uses multiple coders and develops themes from data 

collection questions or through familiarization with the data (Braun and Clarke, 2019). 

Codebook thematic analysis (codebook TA) involves creating a well-defined and 

structured codebook to guide the coding process, including definitions and examples 

for each code (Braun and Clarke, 2021b, Braun and Clarke, 2022). These codes are 

usually based on existing concepts, theories, and prior knowledge to analyze 

qualitative data for a specific project (Oliveira, 2023). Reflexive thematic analysis 

(reflexive TA) involves the researchers reflecting on their biases, assumptions, and 

interpretations during the analysis process (Braun and Clarke, 2019). In this approach, 

themes are not predetermined to guide the search for codes. Instead, themes are 

generated by organizing codes around a central concept or core commonality that the 

researcher identifies from the raw data (Braun and Clarke, 2019, Braun and Clarke, 

2021b, Byrne, 2022). 

To compare with deductive and inductive thematic analysis in Section 8.3.1, the 

analysis in this thesis aligns closely with the codebook and reflexive TA. Byrne (2022) 

states that a researcher using a 'deductive' or theory-driven method might create 

codes based on 'a predefined conceptual framework or codebook'. This type of 

analysis is analyst-driven, relying on the researcher's theoretical interpretation. On the 

other hand, a researcher using an 'inductive' or data-driven method might develop 

codes that directly 'reflect the data's content without any prior theory or framework'. 

This technique does not use a pre-set list of codes; instead, it uses open coding to 
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best capture the meanings shared by the participants (Braun and Clarke, 2006, Braun 

and Clarke, 2013). 

This thesis uses an inductive approach, where data is open-coded, emphasizing the 

participants' meanings as discussed in Sections 4.2.3 and 5.2.3. However, some 

deductive analysis is also applied to ensure the open coding helps create themes that 

are meaningful and relevant to the research questions (Byrne, 2022). I also draw on 

deductive approach because it can offer an analysis of specific aspects of the dataset, 

examining them through the lens of a particular theory (Braun and Clarke, 2021a). To 

apply the deductive approach in this study, I use a predefined framework, as outlined 

in Sections 3.6.1 and 3.6.2., including studies on moneywork and T&A in the 

government context. Therefore, the analysis results will be able to answer my research 

questions correctly according to generally accepted academic principles. 

3.8.4 Data Analysis for Each Phase of This Study 

The study of HCI in money and digital transfer in the government sector is a complex 

issue with different chronologies, multiple people involved, and across social contexts. 

To determine the direction of the analysis in accordance with the research objectives, 

it is necessary for this study to identify the framework's underlying theories and 

concepts, as well as the framework's themes. This is because T&A definitions cover a 

broad area and present several factors that enhance T&A, as elucidated in the 

literature. To provide clarity on the knowledge of T&A, this thesis delineates potential 

factors of T&A within the fields of computer sciences and IS, which helps us set a 

research scope of T&A to answer research questions. Alongside this, the participant's 

narratives may provide new information beyond the established theme, which is an 

essential detail leading to new knowledge.  

For this reason, I chose to utilize a hybrid thematic analysis method to analyze the 

data in each study. This approach provides a flexible and comprehensive framework 

that effectively incorporates participants' diverse narratives, integrating their 

experiences and multiple perspectives on T&A. One notable characteristic of this 

method is its ability to distinctly analyze the classification and interpretation processes. 

It achieves this by structuring themes based on pre-defined existing knowledge drawn 



85 

 

from the literature while remaining open to unexpected findings that may emerge 

during the analysis process. This dual approach enhances the efficacy of data analysis 

within the thematic analysis paradigm, ensuring a thorough exploration of potential 

T&A factors in each study.  

Table 3.1: Overview of Studies Conducted in This Thesis 

As depicted in Table 3.1, which provides a methodology of the studies, I employed a 

hybrid thematic analysis due to the varied nature of my data analysis. Specifically, for 

Study 1, I utilized the moneywork cycle as a main theme, and for Study 2, I focused 

on potential T&A factors, organizing interview data into pre-themes through a 

Study topics To understand the payment 
systems in the SSO 

To explore and evaluate T&A in 
payment systems for the SSO 

Research 
studies 

1 2 

Research 
questions 

RQ1. How do participants interact with 
payment systems of the SSO? 

RQ2.  What are the influences that 
enable transparency and accountability 
in the SSO payment systems? 

Research 
philosophy 

Interpretive Interpretive 

Participants Insured persons 
(15) 

Public officers 
(14) 

Public officers 
(10) 

Insured persons 
(12) 

Participation 
selection 

Snowball 
sampling 

Judgmental 
sampling 

Judgmental 
sampling 

• Judgmental 
sampling 

• Snowball 
sampling 

Data collection 
method 

Online interview 
 

Online interview 

Data analysis 
techniques 

Hybrid approach: 
Inductive and 

deductive thematic analysis 

 
Hybrid approach: 

Inductive and 
deductive thematic analysis 
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deductive technique. In contrast, the remaining unexpected theme underwent analysis 

directly from the interview transcripts, allowing for the generation of subthemes for 

Study 1 and new themes for Study 2 through an inductive technique (details in 

Chapters 4 and 5). 

 

3.9 Chapter Summary  

This chapter reviews the research paradigms, methods, and approaches used in the 

thesis. In my thesis, I have utilized an interpretive paradigm because it allows me to 

interpret the complex and subjective aspects of benefit payment in the SSO context. 

The qualitative method is selected for this study because it is associated with 

interpretive theory (Oseni, 2017), which centers on understanding the meanings of 

behavior and the complex experiences of participants. 

I elaborate on the use of narrative in qualitative research for further understanding. I 

discuss the significance of narratives obtained through interviews, as they provide 

extensive contextual data to enhance the understanding of complex phenomena. 

Hence, this study's narrative approach is chosen to delve deeply into the benefit 

payment process. This approach allows for exploring the participants’ experiences 

across time, encompassing the past, present, and future. Because of being unable to 

have an in-person interview due to the COVID-19 pandemic, an online interview 

process was selected. By employing snowball sampling, I recruited participants with 

diverse experiences, resulting in a comprehensive range of information on both 

positive and negative attitudes. Judgmental sampling was also used to select 

participants who closely participated in the benefit payment processes, which aimed 

at verifying the trustworthiness of data obtained from a participant. 

This thesis employs thematic analysis to examine narrative data with a hybrid 

approach combining deductive and inductive reasoning. I draw on this approach by 

using existing principles and frameworks (such as the moneywork lifecycle and 

potential T&A factors) and exploring new themes that emerged from the interview data. 

By doing this, a hybrid approach allows for a detailed thematic description and assists 

in comprehending and interpreting the narrative data. 
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Chapter 4:  Collaborative Work of G2P 
Payments 

 

 

4.1 Introduction 

In Chapter 3, the research methodology was discussed, including the research 

paradigm adopted with qualitative data in my study, drawing on a narrative approach 

for data collection. Following Chapter 3, this thesis is divided into two studies: 1) 

understanding financial transactional activities in claim procedures and 2) 

investigating transparency and accountability (T&A) in the SSO payment systems. 

These two studies are intended to provide a comprehensive account of the claims 

process (i.e., benefit payment receipt) and examine the influences that impact the 

benefit payment systems to enhance T&A in the back-office and the front-office 

system interacting with citizen engagement. 

The purpose of Chapter 4 is to present the findings of Study 1 which related to the 

RQ1: how do participants interact with the payment systems of the Social Security 

Office (SSO)? In the light of HCI and CSCW, this chapter draws on money and 

moneywork in HCI (see Section 2.2), and collaborative work within payment systems 

(see Section 2.4.2). As explained earlier in Section 2.4.2, the benefit payment system 

in the SSO involves a large number of people and multiple working processes. The 

researcher should gain a deep understanding of the impacts of socio-technological 

aspects, such as organizational structure, claim procedures, participants’ experiences, 

the SSO payment systems, and e-services. This understanding is essential to grasp 

participants' behaviours and attitudes toward the money and payment methods 

discussed in this chapter. 
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Chapter 4 will present, discuss, and analyze the data collected from public officers and 

insured persons in Thailand (i.e. Thai citizens). It will examine organizational and 

personal experiences from Thailand's small, medium, and major provinces, providing 

diversity of access to cash, digital transfers, and human-human and human-computer 

collaborations in the use of technologies.  

 
 

Figure 4.1 : Thematic Map of Moneywork Lifecycle 

 

This study employed a thematic analysis approach to examine both organizational and 

personal claims experiences (see Section 4.2.3). Based on the interview, these 

experiences were first derived deductively into three main themes and further coded 

inductively into five sub-themes, as illustrated in Figure 4.1.  
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4.2 Research Question and Approach of Study 1 

Study1 interviewed 29 participants via the Line videoconferencing app 

(https://line.me). Participants (only public officers) took photographs as an additional 

data source to provide supplemental detail. Before the interviews, ethics approval was 

obtained, and consent forms were delivered to the gatekeepers and participants. All 

participants took part in a 40–90-minute interview which was conducted between 

October 2020 and April 2021. The audio from these interviews was carefully recorded 

and transcribed for analysis. Participants were separated into two groups (insured 

persons and public officers), and both interviews employed semi-structured 

interviews. The following participant codes appear in Table 4.1 and 4.2: <IP> identifies 

an insured person, <PO> identifies a public officer, and <1> denotes Study 1, with the 

serial number serving as a unique personal identifier. 

4.2.1 Participants of Study 1: Insured Persons  

The first group consisted of 15 insured persons who had previously claimed SSB in 

Thailand. These interviews were obtained through personal connections (n = 4) and 

snowball sampling (n = 11). Participants ranged in age from 26 to 66 years old, with 6 

men and 9 women participating. The participants held a variety of occupations and 

received different monthly salaries (USD$ 1: 36.46 baht). Most participants were 

employed; however, 2 were unemployed and 2 were retired, as shown in Table 4.1. 

Using a diverse group of participants in this study, we can better understand various 

aspects of technology use, especially in relation to payment systems. This diversity 

helps to clarify different behaviours, challenges, and experiences with the SSO 

payment system. Additionally, including participants from different backgrounds 

ensures a broad view of how various characteristics can influence the use and 

perception of technology. 
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Table 4.1: Insured Persons Codes and Details of Study 1 

Code Gender Age  Occupation  Status Monthly 
Salary 

IP101 M 37 IT consultant Employed $1,919.91 
IP102 F 26 Kitchen Administrator  Unemployed $287.99 
IP103 M 26 Programmer Employed $822.82 
IP104 F 43 Gold salesman Employed $329.13 
IP105 F 42 Lecturer Employed $1,508.50 
IP106 M 32 Software engineer Employed $1,097.09 
IP107 M 36 Academia researcher Employed $1,151.95 
IP108 M 32 Web developer Employed $1,371.37 
IP109 F 31 Lawyer Employed $959.96 
IP110 F 38 Lecturer Employed $1,206.80 
IP111 F 31 Flight attendant Unemployed $205.70 
IP112 F 35 Kindergarten teacher Employed $274.27 
IP113 F 50 House rental owner Employed $1,782.78 
IP114 F 66 Marketing manager Retired $88.45 
IP115 M 65 Sales manager Retired $100.66 

A range of questions were asked to the participants to collect narrative data within a 

specific period to represent the participants’ experiences at all stages of receiving SSB 

payments. In the stage of finding SSB information, the citizen participants were asked 

questions such as: “how do you search the SSB information?”, “how do you learn to 

receive benefits from others?” and “how do you communicate with government 

officials?”. They were also asked about sending documents required: “which media 

channels do you utilize when searching out information on making claims?”, “why do 

you use this channel?”, and “what challenges do you encounter when submitting a 

claim?”. However, public officers were asked to describe the narrative in claims 

assessment and diagnosis and transferring benefit payments to citizens (see Section 

4.2.2). At the stage of money receipt, the participants were asked: “what is your 

rationale for using online or offline payment?”, “what are the benefits and drawbacks 

of receiving digital versus analog money?” and “which procedures of benefit 

payments do you want to see improved?”. When an interviewee was interviewed about 

claim experiences that happened spanning several years, I did not only simply inquire 

regarding their past experiences and personal narratives: I also requested a recent 

example from them. To provide a variety of timelines of information, data was collected 

from the past, as well as the latest situation they had experienced, including the 

expectations they wanted to occur in the benefit payment systems. Hence, further 
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questions were asked to ascertain the source of any disconnect for the interviewee 

such as: “could you please tell me about your last experience about this?” or “what is 

your personal opinion on this issue?”. (see appendix VI for the full set of interview 

questions) 

4.2.2 Participants of Study 1: Public Officers 

The second group consisted of 14 public officers who worked at the SSO in Thailand. 

These were identified by a gatekeeper (the head of provincial social security), who 

assisted in selecting participants with detailed knowledge of the claims process, 

working practices surrounding decision-making in making payments, and experience 

with problem identification and claims resolution. The participants were selected from 

the Benefits Department and the Financial and Accounting department because both 

departments are involved in the benefit payment process (see Table 4.2). Each public 

officer heads the department, overseeing approximately ten subordinates. They 

review decisions, approve payments, guide, and closely supervise their teams.  

Table 4.2: Public Officers Codes and Details of Study 1 

Code Gender Age  Department 
PO116 F 44 Financial and Accounting  
PO117 F 56 Benefits  
PO118 F 55 Financial and Accounting  
PO119 F 51 Benefits  
PO120 M 58 Financial and Accounting  
PO121 F 52 Benefits  
PO122 F 57 Financial and Accounting  
PO123 F 54 Benefits  
PO124 F 53 Financial and Accounting  
PO125 F 55 Benefits  
PO126 F 57 Financial and Accounting  
PO127 F 55 Benefits  
PO128 F 49 Financial and Accounting  
PO129 M 47 Benefits  

Consequently, the heads of these departments are valuable for the thesis because 

they have firsthand experience and deep insights into the benefit payment processes 

and their challenges. Their direct involvement in internal management and acting as 

representatives to communicate with the citizens provides detailed and practical 
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information. This helps to understand problems and identify areas for improvement 

within the SSO at every stage from the administrators' perspectives. 

The Benefits department oversees verifying claim evidence, determining benefit 

payments, and authorizing the opening order of payments. This department 

is responsible for other aspects of benefit payment, such as training, consulting, and 

handling complaints. The Financial and Accounting department is a department that 

facilitates collaboration with the benefits department by approving benefit payments. 

The money will be transferred to citizens in various formats (see Section 4.7); the 

decision-making of payment formats depends on the benefits officer's consideration. 

In addition, this department also performs the duties of managing the central 

government's budget preparing, and auditing income and expenses transactions of 

the SSO. 

This group consisted of 2 men and 12 women between the ages of 44 and 58; this 

overabundance of females in the dataset was representative of the workforce gender 

balance, described by gatekeepers as a result of the patience and thoroughness 

required for the role, which women were believed to be able to provide. There were 7 

participants from the Benefits department, and 7 from the Financial and Accounting 

department. The head of the Benefits department is responsible for inspecting and 

supervising the work of benefits officers, from checking the completeness of required 

documents and conducting claim diagnosis until approval of payment orders. The 

head of the Financial and Accounting is in charge of authorizing payments (i.e., 

clearing payment orders transferred from the Benefits department), as well as 

controlling and managing the Social Security Fund (SSF)’s income and 

expenses.  The management of SSF is not included in the study because it is 

unrelated to the context of G2P payment. 

Similar to insured person interviews, interview questions were focused on the claim 

phases. However, only public officers were asked questions concerning diagnosing 

benefits and transferring benefit payments because those officials could 

provide accurate responses. In this study, the heads of Benefits departments from 

several SSO provinces were asked questions about their claims assessment 

experiences such as: “what are your responses or actions when insured persons 
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inquire about SSB information?”, “which digital technologies are utilized to disseminate 

SSB information?”, “what difficulty do you encounter when receiving evidence of 

claims?” and “ how do you improve the procedure for receiving evidence of claims?”. 

The study also explored the participants’ experiences regarding the diagnosis of 

claims: “what is the problem with the diagnosis of the claims?”, “how do you 

communicate with insured persons to ensure they comprehend the claimed 

diagnosis?” and “what suggestions do you have for improving claimed diagnosis?”. 

The heads of Financial and Accounting departments shared their experiences of 

transferring benefit payments through the questions such as: “how do you determine 

the appropriate form of payment for each insured person?” and “why do you think 

these payments are suitable for them?”. (see appendix VI for the full set of interview 

questions) 

4.2.3 Data Analysis  

The transcripts of participants’ stories were analyzed using deductive-inductive 

coding as a hybrid process of both techniques (Fereday and Muir-Cochrane, 2006, 

Kucirkova et al., 2015). The research used thematic analysis when the research 

questions aimed to explain certain phenomena and explore new areas (Tafazoli and 

Meihami, 2023). As a result, a hybrid approach was suitable for this study because 

this approach to thematic analysis combines broad deductively generated codes to 

home in on the data, followed by inductive coding to investigate it in more detail (Rivas, 

2012, Kucirkova et al., 2015). Initially, I created codes for three main transactional 

groups using a deductive method, relating to the HCI and CSCW literature on 

moneywork: pre-, at-, and post- transactional work (Perry and Ferreira, 2018, 

Kameswaran and Hulikal Muralidhar, 2019). After reducing the data into these three 

broad categories, an inductive method was applied to create more detailed, data-

driven codes, which were then examined to identify underlying themes (Boyatzis, 

1998, D’Amore et al., 2021). The deductive coding was derived from the grouping of 

interviewee data under the concept of moneywork, namely finding SSB information, 

submitting claim documents, claims assessment and diagnosis, transferring benefit 

payments, and receiving benefit payments to relate this analysis solidly to the financial 

transactional work in the SSO. 
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4.3 The Moneywork Overview Diagram  

I divided the interviews into two groups based on the narratives of SSO workers and 

insured persons. These groups helped to explain the steps of the claim process, their 

impressions, and the problems and barriers they encountered while claiming benefits 

with the SSO. To understand a sequential description of the claim activities and 

cooperation relationship involved, I present the moneywork diagram in Figure 4.2. The 

transactional processes in this diagram are categorized into three phases that 

correspond to the claim events. Each stage illustrates the process's key elements and 

the relationships between government officer to citizen while making a claim. After 

presenting an overview of claiming, the following topics discuss the details of the 

benefit payments processes (see in 4.4 – 4.8) 

Based on the main research question of Chapter 4, I focus on how insured persons 

collaborate with public officers for receiving benefit payments and address on payment 

and the social security claims procedure rather than the identification of the reasons 

for the need for a claim. I begin my analysis with the process of initiating a social 

security claim by entering the financial lifecycle in Figure 4.2. To do so, I introduce an 

overview of the claiming benefits by order of events ranging from preparing claim 

documents, processing a claim, and getting money after a claim. These events 

represent five sub-events of claim processes: finding SSB information, submitting 

claim documents, claims assessment and diagnosis, transferring benefit payments, 

and receiving benefit payments. In the diagram, arrow symbols connect the 

occurrence relationships. These symbols illustrate potential pathways within the cycle 

and the sequence in which participants recognized interactions between public officers 

and insured persons. 
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Figure 4.2 : Process Flow for Social Security Benefit Payments 

Figure 4.2 shows the process flow of claiming benefits. Beginning with preparing claim 

documents, an insured person prepares documents by searching for SSB information. 

Participants always seek assistance through social connections, but some participants 

prefer to be self-sufficient. After obtaining the necessary information and when they 

complete preparing evidence of claim, these documents are sent to the public officer 

by several approaches (see Sections 4.4 and 4.5 for details). When a public officer 

receives all of the documents, the benefits officer double-checks them, and if all 

documents are complete, the diagnostic process can begin. However, if proof of an 

error is found (e.g., the insured person lacks a medical certificate), the benefits officer 

will reject the claim and request additional required documents from the insured 
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person. In the diagnostic process, the benefits officer evaluates whether the claim is 

valid and whether the supporting evidence is correct and complete. If public 

officers deem the evidence and results of the diagnosis to be accurate, they will be 

transmitted to the process of transferring benefit payments, where the benefits officer 

will determine the appropriate money forms and payment types for the insured person 

in each case. However, if the claim is not approved, it means that the claim will be 

denied. These rejected details will be communicated to the insured person so that 

he/she can be informed (see details in Sections 4.6 and 4.7). Finally, payment 

information will be sent to financial officers to authorize digital or physical forms of 

money to the insured person (see Section 4.8 for details). 

This empirically developed life cycle study is not designed to provide a comprehensive 

picture of the transactional work that goes into G2P payment but rather is assisted in 

examining and explaining the interactional patterns revealed by participants' 

narratives. The next sections describe the participants' collaboration by representing 

these tasks, analyzing the connections and interdependencies among the several 

phases, and explaining why they chose to handle financial interactions in this way.   

 

4.4 Finding SSB Information 

Several citizen participants reported conducting preliminary research on SSB 

information before submitting documents through the proper channels. Due to the 

detail and complexity of official SSB information, these participants' search 

approaches focused on obtaining reputable, concise, and easily understandable 

sources of information. Sources of knowledge included people close to them who had 

dealt with a claim, directly questioning public officers, and searching for information on 

the internet from trustworthy sources, and we discuss these below.  

4.4.1 Social Information Seeking  

Each participant had a unique entry point for investigating SSB information through 

various resources and social contexts. Importantly, social relationships with others 

significantly impacted the initiation of claims. Some participants began by questioning 
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family members about the claim procedure because it made them feel more relaxed 

than consulting with someone from the outside. Additionally, some relatives advised 

helpful information to claimants because they were concerned for them, even when 

participants did not ask for assistance. For example, IP108 revealed assistance from 

his elder brother (IP101) with healthcare reimbursement information when he 

observed IP108's recurring dental issues: “My brother wishes [me] to save money on 

this expense. Even if none of these things have ever got my attention”.  IP101 was 

highly aware of the importance of protecting the claimant's rights and was determined 

to keep them despite his younger brother's disregarding of the SSO system. IP101 not 

only shared his claims experiences with his family, but he also obtained useful 

information from other family members: “I enquired of my relative who was familiar 

with maternity and child allowance benefits. I asked about document preparation till I 

understood, as I had to submit all the documents on behalf of my wife.” In this case, 

IP101 did not have previous experience with the claim of maternity and child allowance 

benefits. Because of that, he needed to thoroughly inquire about these benefits 

information to avoid errors in submitting documents and gain his right to claim the 

benefits fully. 

Some participants stated that human resource (HR) employees assisted them in 

learning how to claim benefits and their right to do so. However, if their colleagues 

have had these kinds of experiences, some participants chose to consult with them, 

rather than HR specialists to prepare evidence for a claim:  

“If it's an old-age pension, I'll ask retired seniors how to obtain 

money as soon as possible. [...] I submitted my documents a year 

in advance. For example, if I become 60 next year, I must submit 

documents from this year, which is 59 years old, because I will 

already be receiving money when I turn 60” - IP114 

When claiming benefits was complicated and finding someone who could answer their 

queries was considered difficult, some participants consulted social security officials 

directly, although several participants described contacting SSO staff as being difficult. 

This may explain why many participants chose to be self-reliant by searching for 
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information on the internet to avoid making errors in the document submission 

process, a process that I document below. 

4.4.2 Dealing with Diverse Online Information  

In several cases, interviewees pushed for self-reliance in exploring the procedure of 

requesting financial assistance by searching for information on the internet because 

they considered that word-of-mouth inquiries could be delivering inaccurate 

information. Participants emphasized the advantages of digital content as being quick 

and easy to access, saving time in contacting public officers, verifying who uploaded 

the information for reliability, and when it was changed to determine whether it was 

still current. The main issue that participants described encountering was judging if the 

web information retrieved was accurate or relevant to their specific circumstance. 

IP110 described his information gathering techniques to explain the problems he 

encountered: “I have compared information at least three data sources before making 

the decision by primarily searching for information from search engines like Google”. 

It is interesting to note that the participant explored information via a search engine 

rather than directly linking to an official website; this action cannot confirm whether the 

selected website is accurate or fulfils his requirements, but this triangulation of three 

data sources suggests that the individual is attempting to cross-check the information 

uncovered. Similarly, establishing the credibility of information on the Internet was 

reported by IP111 to be a persistent issue requiring careful study: “When I search with 

Google, I will look at the data from the top first, but I don't believe all of the above 

information [...] I look at multiple links based on how credible the source is. […] I make 

a decision by using [Google as a] a way to view comments from social media”. Again 

here, a search engine such as Google is used as a starting point for social media 

search, but the participant needs to discern and evaluate the information encountered, 

comparing different sources to see if the posts related to their cases were accurate or 

up to date.  

In addition, some participants found social media posts to be rich and valuable content 

sources concerning the process, obstacles, and problem resolution in presenting their 

claims. Online communities (for example, Pantip.com, a popular Thai community site) 

and social media platforms (for example, Facebook and YouTube) were frequently 
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used to determine what others had verbally told them about applying SSB claims. If 

they needed a definitive or application-specific answer, some participants compared 

this information against the SSO's website content, which was considered the 

authoritative source of information on the SSO application process despite significant 

and varied difficulties in using it: 

“The Social Security Handbook took me a long time and effort to 

read [...] the best thing is [about social media] that I can receive 

more specific information and apply what I've learned into practice. 

But it doesn't say how long did you pay social security 

contributions? How long did you work? How much money did you 

receive? and what proof is required? The SSO manual, while 

difficult to read in detail, offers all the information you need” -IP109  

This excerpt demonstrates that both social media and official sources are crucial 

information sources for claimants but serve very distinct purposes. While social media 

can be an accessible and motivating way to learn more, it is not always exhaustive or 

accurate. These findings suggest that participants expanded their knowledge by cross-

referencing and extending their understanding through more reliable sources such as 

official social security sources. 

 

4.5 Submitting Claim Documents 

Typically, an insured person submits all required documents directly to a public officer 

at the service desk, who then verifies all claim evidence (see details of pre-assessment 

in section 4.6). If all documents are complete, the benefits officer will enter the 

information into the SSO database and calculate the payout time, which will be 

approximately three working days. However, if any documents are incomplete, the 

benefits officer will send a letter to the insured person notifying them of the problem 

and providing a deadline for resubmitting the required documents that day. Those 

unable to transmit documents directly to the SSO may do so via fax, mail, email, or 

the Line application: 
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“During the COVID-19 pandemic, I submitted documentation to the SSO 

directly to receive sickness benefits. However, the public officer stated 

that her work was extremely busy at the time. Because she works in 

shifts, she doesn't have a lot of free time. So, she requested me to take 

a photo and upload my evidence via the Line app […]” -IP104 

SSO officers found it important to have access to technology in resolving SSO 

application difficulties, giving faster and more efficient processing of paperwork. 

However, technology was perceived to have a disadvantage in that these interactions 

lacked support. Consequently, PO121 stated that “the insured persons always wait for 

the staff to help because they feel familiar and confident when they send and talk with 

us”. Indeed, PO204 and PO206 provided further examples that insured persons who 

lack technology readiness and older people, can need exceptional help from public 

officers, such as how to use SSO e-service via a mobile application. Death, sickness, 

and invalidity are other reasons for delivering documents directly to authorities. In 

these instances, the diagnostic procedure involves more in-depth questioning of the 

insured person than in other circumstances, such as when the informant has 

experienced a significant medical condition: 

“By appointment, I call first before walking in at noon […] the public 

officers need to check up on my health and treatment frequently since I 

was in the hospital until now. [...] they asked me about my current health 

difficulties and the suggestions of preparing important documents for 

future claims” - IP113 

According to the findings of IP113, close communication with government officials 

influences citizens’ perception and confidence in managing documentation in the 

claims process: “I was impressed and relieved to get good advice, and I thought my 

problem would be resolved”.  

However, when claimants are requested to provide further evidence, they attempt to 

return home in order to retrieve the missing document. This circumstance could lead 

them to start a new queue. As a result, they have to face the problem of slow queues 

and longer waits than before (see Figure 4.3). 
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Figure 4.3: Queuing Environment 

 

 

Figure 4.4: Receiving Documents 
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In light of this, several public officials proposed that the SSO implements electronic 

submission to process claimant documentation online. While the SSO presently uses 

an e-form system, this only allows for the recording of benefits (the web-based ‘SSO 

e-service’) and does not permit users to upload supporting documentation, which must 

be manually submitted and processed. This indicates that insured persons typically 

maintain multiple copies of evidence that could be lost during document processing 

(see Figure 4.4) and that public officers must manually copy the insured persons’ 

documents (see Figure 4.5). 

 

 

Figure 4.5: Copying Claim Evidence 

 

When insured persons are geographically distant or need to provide information as 

proof of claim diagnosis, public officials have to await the receipt of faxed documents 

(see Figure 4.6) before they can progress a claim. 
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Figure 4.6: Confirming a Fax Document 

 

4.6 Claims Assessment and Diagnosis 

After an insured person submits the required documents, the benefits officer is 

responsible for a preliminary document review, known as pre-assessment validation. 

In this process, not only are documents examined, but personal interviews are also 

required. If there is no error in the case's verification, it will proceed to the diagnosis 

stage. This process relies on the insured person's evidence from previous step, the 

public officer's experience, and SSO regulations, along with the insured person's 

information from the SSO database. It involves two key steps, described below: 

4.6.1 Pre-Assessment Validation  

Before initiating any assessments around a prospective claim, the benefits officer 

needs to validate the insured person's identity, including their ID card number, phone 

number, and SSO account number during document processing at the service desk. 

They then need to compare these to the insured person's registration details stored in 

the Sapiens system. Data is manually checked by officers who compare the digital 

and physical documentation. Checking data between physical and digital data ensures 
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that payments are made to the correct bank accounts and to minimize fraudulent 

claims (PO117).  

If the personal data of insured person in the Sapiens system matched with the 

submitted documents, and the benefits officer assumed that no problems are 

identified, the benefits officer then needs to determine whether the insured person is 

entitled to compensation. They do this by mapping the claim against the claimant’s 

social security contributions’ payment period, which is listed in the Sapiens system 

(contributions need to be paid every month to remain eligible for benefits). PO127 

described how benefits officers must not only reference information in the system but 

also check these with the claimant, for example asking “Are you a member of this 

company's staff? Is the salary correct?”  to ensure that the insured person's response 

is consistent with the system's information. It can confirm that these persons are actual 

employees and have paid correct monthly contributions. If they can identify that the 

claimant is not an employee or has not paid their contributions in full, the benefits 

officer will need to formally “reject in writing that you can't get the benefit 

payments” (PO121) and explain the reasons for this decision.  

4.6.2 Information Integration 

If the insured person passes the validation checks, the benefits officer will initiate a 

diagnostic process to assess the merits of the claim and calculate any payments due 

by looking in detail at the insured person's evidence for the claim and the Sapiens 

system’s record of any prior claims: 

“[…] in case of illness, I have to look at the past medical history to 

see whether it is an ongoing treatment case. If so, the insured 

person only brings a medical certificate […] I will not create a new 

case but will continue diagnosing in the current one. If the sickness 

is a new occurrence, I will gather the new proofs” - PO123 

Such decisions were often complex as the documentation provided was not generated 

with a social security benefit claim in mind, and some officers expressed concern 

about making inappropriate compensation judgments due to their lack of medical 

expertise in interpreting this as evidence for a claim. In addition to checking medical 

records to assess the claimant’s eligibility, where the insured person had required 
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hospitalization, public officers also needed inquire whether they had been treated at 

an eligible hospital. For instance, PO119 and PO125 described manually comparing 

a patient’s hospital documents to the Sapiens system which indicated its ineligibility, 

so they would not receive reimbursement for these medical expenses unless they 

faced an accident or emergency case. In such cases, PO127 stated that "officials must 

write a memo of a factual transcript explaining why this insured person wasn’t admitted 

to an eligible hospital." For the insured person to be able to make a claim in 

these situations, they would have to submit additional medical documentation and 

satisfactorily answer more questions with the public officer. If a claim is rejected, the 

benefits officer will send a clarification letter to the claimant explaining why they are 

not eligible for compensation. 

Due to rapid growth in the use of the system and the enormous increase in the volume 

and size of data submitted, and because the Sapiens system's database was not 

designed to cope with this, there were frequently long processing delays on the 

system. As PO118 explained, simultaneous access to a client’s records was not 

possible: “I was unable to access the insured persons' data when the head office of 

SSO was retrieving the reports from the Sapiens system”. Additionally, many common 

functions, such as calculating the number of months of social security contributions 

paid by employers were not automated on the system and required manual 

workarounds. Some of these were surprisingly basic, as for example PO119 described 

how she manually resolved this by counting the months on her fingers. These officers 

were understandably concerned about the potential for human error in this. 

Delays in diagnosis were not only caused by the computer system, but also by 

employers that had not paid their workers' social security contributions for some 

months or by citizens reporting fabricated or erroneous information when making 

claims. In those circumstances, the public officers often required more time to recheck 

information with the insured person. Moreover, in some cases of medical cost 

estimation, the provincial benefits officers lacked the necessary knowledge and skills 

to do so. Consequently, PO125 suggested the SSO headquarters should be in charge 

of this process to ensure the accuracy of the compensation for medical treatment was 

based on a medical professional’s opinion. 
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4.7 Transferring Benefit Payments 

After an SSB payment has been approved, the benefits officer will submit a case 

diagnosis memo to the SSO financial officer who will need to check the insured 

person's identification record links to their payment details and can then authorize a 

payment transaction through the SSO's system. Payment methods fall into four types, 

namely online banking, cash, cheque, and postal order, the choice of which requires 

further diagnostic attention, depending on the SSO’s legal responsibilities and the 

insured person’s particular needs. 

4.7.1 Digital Payment  

When an insured person requests a benefit payment for the first time, the public officer 

will attempt to make a transfer via online banking. Hence, the payment point at the 

SSO serves as a trigger for identifying any payment problems, for example, if a public 

officer records an incorrect bank account number for the claimant. Where such 

problems occur, claimants typically contact the SSO to find out what went wrong and 

how to resolve it, or travel to pick up their money in person.  

Most insured persons commented that the use of online banking for SSO payments 

was faster, more convenient (especially avoiding long queues), and considered this 

as more secure than being paid in cash. Public officers noted that this reduced the 

need for ensuring sufficient cash was held at the SSO, and helped to prevent fraud 

and accusations of fraud, as well as saving time writing cheques out, all of which acted 

to reduce heavy workloads: 

“Having a digital payment method will help to decrease the financial 

and accounting division's workload. [...] We don’t have to waste time 

preparing cash, cheque, or postal order at our office. [...] payment 

is a delicate task. In contrast, our division has a small number of 

workers. So, we may be in trouble if there isn’t digital payment 

option” - PO118 

However, problems with getting the wrong number of an insured person's bank 

account did regularly occur, the majority of which were caused by out-of-date account 
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numbers, resulting in failed money transfers. All of these needed to be manually 

resolved, and as can be seen, required communications between SSO officers and 

claimants. These frequently required delicate collaborative work between the parties 

to ensure that security and confidentiality breaches did not occur:  

“Some SSB is already transferred from the SSO payment systems, 

but it doesn’t go through the insured person's account. Thus, this 

money will be returned to the SSO. [...] I have to request a new 

account from the insured person, who can send the account number 

via Line app or Fax on whatever channel is convenient for 

repayment” - PO122 

While these problems could be caused by an insured person's data entry errors, they 

could also result from closed banks or bank branches, and the public officer would 

need to request a new bank number for re-payment. If any of these processes fails or 

is identified as being problematic, payment would shift from digital to a paper-based 

medium. 

4.7.2 Analog Payments 

SSB payments in paper form include cash, cheques, and postal orders. However, 

making payments through these payment media added additional levels of complexity 

to their use because of anticorruption protocols and the communications processes 

involved in ensuring that recipients can receive payments via these media. This often 

requires a backward and forward process of checking and rechecking between 

different SSO departments, SSO officers, and the insured persons themselves.  

For cash/cheque payments, the insured person can receive their money through the 

provincial office of the SSO. Unless the insured person is unable to travel, officers will 

typically offer to pay in postal orders via a post office near the beneficiary's 

home. Cash payment will be used when benefit payments are below 5,000 baht 

(approx. USD$137). Although government agencies encourage online payments, 

public officers commented that cash payments are necessary for insured persons that 

cannot receive money via online banking. This includes alleviating the needs of 

insured persons who urgently need money or do not want to have to borrow to pay off 



108 

 

their debts. These individuals require immediate cash from the SSO because the 

digital transfer takes roughly three days to process. However, the limitations of paying 

with physical cash include the risk of losing money due to human error, corruption of 

public officers, and the practical difficulties of carrying, handing over, collecting 

receipts (and so on) with physical currency. Because these concerns have been 

recognized as problematic, a policy is in place that if a claim must pay more than 5,000 

baht, the SSO requires payment by cheque with a multi-step approval process; while 

this is more complex and time consuming, SSO officers also recognize that this makes 

them less liable for sanction if there are questions raised about incorrect payments 

later: 

“I feel more confident than paying with cash because cheque 

payments are verifiable [...] in the SSO, two staff have nominated to 

sign a cheque and then propose to the head of the provincial SSO 

to confirm again” - PO124 

Cheques can be used as an alternative to cash and offer additional security benefits 

for payment because only the payee's name specified on the cheque can receive 

money (see also Vines et al. (2012)). Furthermore, multi-stage approvals make it more 

difficult for fraud to arise. However, it takes additional time and labor to prepare, print, 

and post cheques. Although postal orders are less frequently used as bank branches 

increase their reach in rural areas, public officers continue to utilize them because 

some insured persons do not have a bank account (e.g. migrant workers, elderly 

people, people with access disabilities), although they may live near a post office. 

However, some participants were concerned about the ineffectiveness of some post 

offices in mail delivery due to lost mails. As a result, some insured persons did not 

receive mail, including diagnostic information and payment by postal order. For such 

lost letters, public officers would need to conduct more work, such as a manual postal 

order cancellation, and either reissue the postal order or determine a suitable 

alternative payment method for insured persons.  
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4.8 Receiving Benefit Payments 

Most insured persons preferred to receive money via online banking over other 

payment methods. A common reason given for this was that all financial transactions 

were recorded online, and this protected the public from theft and corruption by public 

officers, illustrating how confidence and security concerns were a key aspect of the 

SSO's payment process's credibility among citizens. In the following sections, I explore 

moneywork issues and concerns relating to the receipt of benefit payments drawn from 

my analysis.  

4.8.1 Trust in Receiving Digital Money 

While the SSO had several payment methods to serve insured persons, online 

banking formed the largest proportion of use by most of participants. Participants’ trust 

in the system contributed to the selection and use of this, illustrated by IP109 who 

stated that “I trust large and reputable banks”; this level of trust in the actions of a large 

commercial institution over a government system is instructive in the context of a 

commensurate lack of trust in government institutions. As noted by van Esterik-

Plasmeijer and Van Raaij (2017), a bank's continuity, scale, and stability, as well as 

it’s transparency by allowing customers to verify their information offers a sense of 

trust in these systems, as can be seen in the following quote:  

"If the public officer makes a mistake in transferring the social 

security benefit, I can notice any irregularities using my smartphone 

[....] to follow the repayment of my benefit." - IP101 

Likewise, as IP104 and IP114 explained, the ability to check their financial information 

online allowed them to keep track of their financial transactions anytime and anywhere, 

making them feel comfortable and safe about their financial circumstances. The use 

of online banking also saved time and money when communicating with public 

officers:  

“I think the advantages of receiving benefit payment via the online 

system are convenience, speed, the ability to track the money 

movement, and also saving on travel time and money because I 
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don't have to pay for phone calls to ask the public officer when the 

benefits would be deposited to my account” - IP107  

Social security benefit payments in the form of digital money were trusted in reducing 

fraud because the participants understood that the Sapiens computer system 

automatically and directly debited benefit payments to individuals from the social 

security fund. Public officers themselves would not need to carry cash or take money 

in advance prior to payment. PO127, for example explained how public officers would 

only be able to transfer money if the insured person's name and surname matched the 

information in the SSO's system–preventing public officers from digitally transferring 

money to themselves. However, in contrast to this trust in digital banking reducing 

fraud, some participants did worry about digital money transfer errors, or payments to 

the wrong account names, as well as hacking caused by the banking system's 

cybersecurity weaknesses. For these people, analog methods of payment were 

considered too small for the attention of cybercriminals: “If a theft occurs, the thief 

wouldn't focus on a small amount of money. So, I think there is a low risk of losing 

money to compare with cash or cheque” (IP108). Although digital payment cannot be 

completely secure due to the risk of hacking or viruses, participants understood that 

the SSO's system did protect them from crime, but they did not discount the external 

risks caused by people close to them or problems in the wider banking system. 

4.8.2 Payments in Analog Forms of Money 

As noted, the current SSO policy actively encourages the use of digital payment for 

claims, and as a result, the use of cash, cheques and postal orders has decreased. 

However, non-digital solutions are still available to meet insured persons’ individual 

needs and their differential access to digital media and services. Some participants 

described their experience receiving Social Security Benefits (SSB) in cash. This 

method allowed them to access the money immediately, without needing to visit a 

bank or wait for processing. They reported no difficulties in using the cash for their 

needs. However, and illustrating a disadvantage of cash, both IP104 and IP107 were 

worried that cash could be stolen or lost on travelling back from the SSO, on top of the 

inconvenience of travelling to the SSO to pick it up. 
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“I was informed by the public officers to pick up the cash at the SSO 

which was far from my home and workplace. [...] I got lost because 

I was unfamiliar with the route. [...] Even if getting real cash, this 

method is tricky.” -IP114 

Analog media were not considered to be identical in their use, and their levels of trust 

in them as payment media also differed. When comparing cash and cheques, a 

cheque was considered as more secure payment media than cash because the 

recipient's first and last name is required for cashing it in. However, while IP105 

described it as being ‘safer’ than cash, she stated that she did not have time to cash 

a cheque making this problematic in a different way. The reason for this is that the 

cheque’s recipient may have to waste time traveling two journeys, one to the SSO to 

pick up the cheque, and then to take the cheque to a bank, leading to some 

participants being anxious around the receipt of cheques. Similarity, when receiving 

benefits via postal orders, participants did not want to travel to the post office to cash 

these out: 

“In fact, I preferred not to receive benefit payments via the post 

office, but I had a necessary condition that I really couldn't find my 

bank book. As a result, I had to wait several days to receive my 

postal order and take it to the post office, which I’m not comfortable 

traveling there.”– IP110 

The issues surrounding payment preferences and experiences among people using 

analog and digital methods are complex. They are shaped by trust, convenience, and 

practical reasons, which influence how individuals perceive and use different payment 

alternatives. The examples provided highlight the trade-offs public officers and 

participants face when deciding between alternative payment methods, comparing 

aspects such as security and convenience against the time and possibly 

inconvenience involved with every choice. 
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4.9 Chapter Summary    

This empirical study investigated the interaction between public officers and insured 

persons within the SSB claims process that explored their practices of use around 

digital technology in government-to-person (G2P) payments. The processes of 

financial transactions in claiming benefits are finding SSB information, sending 

documents required, claim assessment and diagnosis, transferring benefit payments, 

and receiving benefit payments. These findings allow us to understand the role of 

communication and collaboration in order to make claims. To enable citizens to trust 

the government payment process, transparency and accountability (T&A) in both the 

back office and front office of services are crucial features of the system. However, if 

we do not understand how G2P payments are made, discussing T&A in claiming 

benefits is not easy. Hence, in the next Chapter 5, the study on exploring T&A 

practices in benefit payments will be reported. 
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Chapter 5:  Transparency and Accountability 
Practices in Benefit Payments 

 

 

5.1 Introduction 

Chapter 4 showed how public officers, and insured persons collaborate around benefit 

payment systems, supported by their social relationships and communications with 

digital technologies. Simultaneously, an overview of payment information is provided 

via the SSO e-services system, demonstrating the SSO’s commitment to transparency 

in information disclosure, allowing the public to verify their own financial information in 

Chapter 5. The engagement of citizens in the government’s activities and decisions of 

officials, such as through the monitoring of government operations, serves to build 

public trust in their performance (Bertot et al., 2012, Hogan et al., 2017, Purwanto et 

al., 2020). These examples show how understanding the claim process from Chapter 

4 aids in exploring data from Chapter 5 by identifying and analyzing participant 

activities and behaviors that enhance transparency and accountability (T&A) in benefit 

payment processes.  

Chapter 5 will present the experiential narrative for each participant's claim in a 

different form from Chapter 4. In Chapter 5, the analysis data does not focus on the 

chronological events of a claim as in Chapter 4; Chapter 5 uses a conceptual narrative 

approach to investigate the deep details through the 'whole story' of participants' 

experiences, exploring how they engage with and understand the practices of using 

money. In the case of the SSO, the analysis will narrow down participants’ experiences 

regarding their engagement with T&A in the claim procedures (e.g., sharing financial 

information, task responsibility, and responding to user's feedback). In this manner, I 

will explore the constraints and recommendations for establishing T&A guidelines for 

the SSO’s benefit payment, covering both the SSO back-office system (Sapiens 

system) and the front-office system (SSO e-services). 
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This chapter’s purpose is to present the findings of Study 2, which relate to exploring 

the influences that enable T&A in payment systems focusing on how digital 

technologies and citizen engagement activities can enhance T&A in payment systems 

for the SSO. Twenty-two participants participated in this study through semi-structured 

interviews.  

 

 

 

 

 

 

 

 

Figure 5.1: Thematic Map of T&A in System Mechanisms 

 

 

 

 

 

 

 

 

 

Figure 5.2: Thematic Map of T&A in Citizen Engagement 
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As in Chapter 4, thematic analysis was employed to uncover participants’ perspectives 

on T&A (see Section 5.2.3). Drawing from the interviews, these perspectives were 

initially categorized deductively into 12 themes and subsequently coded inductively 

into two additional themes, as depicted in Figures 5.1 and 5.2. 

 

5.2 Research Question and Approach of Study 2 

Interviews with participants in Chapter 4  revealed that some insured persons lack 

sophisticated computer skills. They did not have experience and avoided utilizing SSO 

e-services, including learning about SSB information through online channels. To 

gather more informed data for this research, I chose new participants both insured 

persons and public officers in Chapter 5. However, some insured persons have taken 

part in both studies (codes IP216 = IP108, IP219 = IP101, and IP222 = IP103). I still 

use these participants because they can explain the issues that arise with computer 

systems and highlight the features around the use of the SSO e-service. They also 

provide recommendations for enhancing the SSO services, such as delivering a short 

message alert (IP216), enabling proactive communication (IP219), and improving the 

functionality of the SSO official website (IP222). These examples show how to 

increase transparency in data inspections and motivate officials to take responsibility 

for their actions.  

In Chapter 5, participants were selected based on more specific qualifications than 

Chapter 4. For example, each insured person had prior experience with SSO e-

services, ensuring they could understand related questions about them. Additionally, 

I included public officers from different professional and operational roles to reflect 

T&A across the work process. This approach aims to clarify and understand the 

problems in order to enhance T&A within the SSO's payment system from different 

public officers’ activities and responsibilities in the SSO. 

To investigate T&A in the benefits payments system and e-services, detailed online 

semi-structured interviews were conducted with public officers and insured persons in 

the SSO of Thailand via the Line videoconferencing application (Line app) as in 

Chapter 4. Data was collected about their understanding and use of the SSO back-
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office and front-office systems between June to September 2022, each interview 

lasting, on average, around 45 minutes. The details of participants are shown in Table 

5.1 and 5.2 below; the participant codes use the same structure as in Chapter 4: <IP> 

identifies an insured person, <PO> identifies a public officer, and <2> denotes Study 

2, with the serial number serving as a unique personal identifier. 

5.2.1 Participants of Study 2: Public Officers  

For public officers (see Table 5.1), I used a judgmental sampling approach to select 

10 participants who are responsible for operating the benefit payment systems with 5 

persons from ‘Benefits department’ and 5 persons from ‘Financial and Accounting 

department’ in different level (see Table 5.1) to share their knowledge and experience 

of this system. Participant ages ranged from 30-59 years old. They were composed of 

2 men and 8 women. As noted in Chapter 4, gatekeepers explained that there are a 

larger proportion of female officers than male officers (in a 10:1 female to male ratio) 

is a common occurrence for officers in the SSO of Thailand. Through these interviews, 

I managed to recruit 5 operational-level staff with 2-5 years of experience and 5 

professional-level staff with 20-29 years of experience. 

Table 5.1: Public Officers Codes and Details of Study 2 

Code Gender Age Position 
Years of 

Experience Level 
PO201 M 38 Benefits officer 3 Operational 
PO202 F 42 Benefits officer 3 Operational 
PO203 F 36 Financial and accounting officer 3 Operational 
PO204 F 30 Financial and accounting officer 5 Operational 
PO205 F 55 Benefits officer 29 Professional 
PO206 F 50 Financial and accounting officer 20 Professional 
PO207 F 54 Benefits officer 28 Professional 
PO208 M 59 Financial and accounting officer 29 Professional 
PO209 F 52 Benefits officer 2 Operational 
PO210 F 52 Financial and accounting officer 24 Professional 

The findings of Chapter 4 focused on the perspectives of department heads regarding 

the benefit payment processes. These participants were the starting point for studying 

the SSO payment systems from the administrative viewpoint. Through this 

perspective, I gained knowledge into how benefits were paid and utilized overall, 
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making it easier to study at the initial stages. However, Chapter 5 recognized public 

officers' diverse work experiences from the subordinates' viewpoint. This perspective 

highlighted in-depth details about the payment processes for verifying the 

information's accuracy and those involved to investigate T&A in the Sapiens system. 

In Chapter 5, the participants’ narrative could represent several viewpoints of work, 

spanning both operational and professional aspects. At the operational level, public 

officers regularly have a variety of work experience ranging from 2-5 years, whereas 

professional officers generally have a far higher amount of experience, within the 

range of 20-29 years. Additionally, their roles within the Sapiens system, such as 

approval authority, are different responsibilities (see findings 5.3.1). Hence, this study 

can collect a wide variety of perspectives and experiences regarding the SSO back-

office system for benefit payments. 

The questions of transparency in system mechanisms discussed with public 

officers included data transparency: “when do you find some problems, how do you 

know who is responsible for them?” and “is the SSB data used up to date or not?”; 

process transparency: “how do you know the transaction is progressing, or if it is 

completed?” and “how can all transactions ever made in the system be traced or 

rechecked?”; decision and policy transparency: “during diagnosis regarding claiming 

benefits and do you make a decision by yourselves or using computer assistant 

decisions? How?” (see Appendix VII: Interview Guide for Study 2). 

Based on the proposed the potential factors (see Chapter 2 Section 2.3.5) of 

accountability as system mechanisms, I developed interview questions to ask public 

officers consisting of identifiability: “how do you prove a person is authorized to do 

something in the e-payment systems?” and “do you share your login detail (User ID) 

with other users who work in the same network?”; monitoring and evaluation: “does 

the login screen notify the user that their actions in the system will be recorded? If so, 

please share your experiences.”, “can you click to monitor a history of all your system 

activity?” and “how do you keep a positive impression in the eyes of others to avoid 

negative evaluations?”; social presence: “how do you feel if your behavior is visible to 

others in the system? Can you illustrate your case?” (see Appendix VII: Interview 

Guide for Study 2). 
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5.2.2 Participants of Study 2: Insured Persons  

The second group of interviews consisted of 12 insured persons, all of whom had 

utilized the SSO e-services to engage with OGD. I employed the techniques of 

judgmental and snowball sampling with an online interview with 3 individuals who then 

connected to 9 other claimants with experience of the SSO’s benefit payment systems. 

Participants ranged in age from 27-51 years old, (2 did not disclose their age), with 5 

men and 7 women participating. Their occupations came from varied of backgrounds 

to interview and received different monthly salaries (USD$ 1: 36.46 baht). Of the 12 

participants, 11 were employed. However, one participant was unemployed, as 

indicated in Table 5.2. 

Table 5.2: Insured Persons Codes and Details of Study 2  

Code Gender Age Occupation 
Status Monthly 

Salary  
IP211 M 35 University staff employed $992.87 
IP212 F Prefer not to say Hotel staff unemployed $274.27 
IP213 F 34 Pharmacist employed $1,371.37 
IP214 M 34 Factory worker employed $1,042.24 
IP215 F 33 Project developer employed $2,111.90 
IP216 M 33 Senior full stack developer employed $1,919.91 
IP217 F 29 Purchasing staff employed $905.10 
IP218 F 27 Marketing staff employed $658.26 
IP219 M 40 IT Manager employed $3,291.28 
IP220 F Prefer not to say Product owner employed $1,234.23 
IP221 F 51 Farmer employed $411.41 
IP222 M 28 Programmer employed $959.96 

Insured persons were asked to describe narratives, including the events around using 

the SSO e-services, all characters involved, good and bad emotions, and perspectives 

expressed. The narrative was elicited by posing questions regarding the perspective 

of promoting transparency through citizen engagement, beginning with motivation: 

“what factors influenced your decision to participate in SSO e-services?” and “can you 

describe a specific instance in which you were motivated to engage in this activity?”; 

social influence: “whom do you trust or value most when evaluating claims? Why?” 

and “how do they support your intention to use SSO e-services”; technical factors: “is 

the data (content, format, etc.) clear and understandable? If not, what type of data do 
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you require?”, “is the data regularly updated?” and “how do you access the SSO e-

services?” (see Appendix VII: Interview Guide for Study 2). 

In order to collect the phenomenon about the accountability of the SSO through citizen 

engagement activities, I designed questions from the participants’ perspectives with 

topics related to tracking information: “why do you use the tracking information 

services” and “what other information (exclude the history of claims) do you want to 

track? Why? Please show me your examples”; complaint mechanisms: “which channel 

do you choose to complain?” and “what is your expectation about the officer's action”; 

satisfaction surveys: “do you think satisfaction surveys impact public performance in 

the SSO? Why?” and “what type of assessment model would you like to have? (e.g., 

via counter service, email, mobile app)? Why?” (see Appendix VII: Interview Guide for 

Study 2). 

5.2.3 Data Analysis 

I used a hybrid method to analyse the data, which were evaluated both using the 

potential T&A factors through a process of deductive thematic analysis. I also used 

inductive thematic analysis to reveal previously underdeveloped themes arising from 

the interview data. Reviewing numerous HCI and CSCW kinds of literature, I did not 

discover any articles that were particularly relevant to this thesis. Therefore, T&A 

factors as deductive themes in this study drew on a wide range of academic literature, 

including social science, political science, and computer science (see Section 2.3 

Table 2.1 and Table 2.2). By doing this, I can populate the potential T&A factors as 

theory-driven codes with six themes for system mechanisms and six themes for citizen 

engagement. I scope the analysis with the participant's behaviour and the environment 

surrounding their claims to delimit the scope only to cover issues of T&A related to the 

SSO. Initially, the 22 interview audio recordings were transcribed and coded using the 

NVivo software application. I then applied an inductive approach to render 107 codes. 

Finally, these inductive codes were merged with deductive codes that aligned with a 

framework of T&A themes (see Figures 5.1 and 5.2). However, some codes cannot 

combine those themes; these were divided into new themes. 
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5.3 Organizational Transparency in System Mechanisms 

The primary responsibilities of public officers involved in the benefit payments took 

place in two departments: the Benefits department, and the Finance and Accounting 

department (see details in Chapter 4 Section 4.2.2). These officers are crucial in 

promoting transparency within the payment systems, given that they work with ‘data’ 

from the insured person’s personal information, employment history, and claim 

transactions; ‘process’ in diagnosing benefits and payment process; and ‘decision 

and policy’ around the approval of benefit payments and money transfers to citizens.  

5.3.1 Data Transparency 

The judgment of data transparency entails an investigation of its sources, ownership, 

and primary purposes of use. Moreover, it considered the authority of the individuals 

or entities with access to this information and the potential impact of the accessible 

data on stakeholders’ privacy (Hosseini et al., 2018, Batubara et al., 2019, Conradie 

and Choenni, 2014). Promoting data transparency can be as simple as allowing 

citizens to search for information themselves on the internet (Bannister and Connolly, 

2011). Alternatively, it can be more complex for government officers. For example, 

the SSO establishes an unequal authorization for public officers to access information 

in the Sapiens system, as they are required to be aware of security and prevent 

personal data from unauthorized disclosure or use when accessing information from 

government agencies. Thus, access to the Sapiens data varies between public 

officers based on their roles and responsibilities within the organizational structure, 

so for instance, registration officers are not authorized to access information in the 

Benefits department. This apparent separation of duties allows employees to do their 

duties effectively based on their experience and expertise. As explained by PO203, 

“in the case of refunds approval to the insured person, if the amount exceeds 100,000 

baht (approx. USD$2,743), an officer with professional level authority is required. 

However, if the amount is less than 100,000 baht, the operational level can handle it”. 

Each public officer in the SSO has a unique user identification (User ID), verified at 

login into Sapiens and the scope of the user’s responsibility is checked. If a public 

officer tries to act beyond his/her authority the “Sapiens system will present a 
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notification that you cannot approve since your authority has been exceeded” 

(PO209). User ID makes it easy to identify ownership and contact for more 

information when other public officers face accusations of suspicious information or 

data entry errors. One participant explained that the financial officer has to validate 

the insured person’s personal information, diagnosis results, and benefit payments 

amount before making payment. If they find any manual data entry errors in the 

Sapiens system, for example, that the insured person’s sick leave differed from the 

number of days recorded on the medical certificate, then this could be tracked 

backwards:  

“The financial officer accessed the inquiry menu by entering the 

citizen ID number. The system then presented the name and last 

name of the benefits officer who was responsible for this case in 

order to report this problem to that benefits officer.” - PO205  

Thus, if financial officers discovered an error like the one described above, they could 

utilize the insured person’s citizen ID number to search for the benefits officer to 

identify who handled this problem. Here, benefit payment accuracy is improved by 

rechecking data between both departments. This verification facilitates the creation 

of transparent and accurate diagnostic information, as any data entry or benefit 

calculation mistakes can be corrected before paying money to the insured person. 

Another critical element in making data transparent within the Sapiens system is to 

provide up-to-date information, as regularly updated data directly impacts the 

reliability of the diagnostic process. For instance, some participants recalled that 

incorrect initial data had resulted in incorrect diagnoses, such as the amount of 

benefit payment, leading to their distrust of the disseminated information. 

Updating data in the Sapiens system occurs in two stages: the system is updated in 

accordance with SSO policy; for example, “the contribution rate reduction 

announcement began on May 1; on that day, the reduction was automatically applied, 

allowing me to observe the rate change during diagnosis and calculate benefits” 

(PO206). The remaining part involves the insured persons updating data regarding 

their personal information. Indeed, most participants had discovered that the in data, 

including name and surname, phone number, bank account number, and 
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contributions collected amount, was frequently out of date. “If the insured person 

does not contact us about the details of the change in personal data, the registrar 

officer will not update anything” (PO203). As a result, un-updated information will 

impact the payment of benefits. For example, this could mean being unable to 

contact the payee, calculating the incorrect benefit payment amount, or failing 

to transfer money to the insured person’s account because the old account has been 

closed. 

5.3.2 Process Transparency 

In the Sapiens system, a public officer can observe how the transaction is progressing 

while it is ongoing and predict when it will be completed. In this way, each processing 

step shows a letter code as its status. PO205 gave an example that “when the benefits 

officer has completed recording the data, the screen displays the letter ‘O’ and then 

the information is sent to the head of department, at which point the screen changes 

to the letter ‘A’ when he/she approves this claim”. This authorization is then transferred 

to the financial officer responsible for approving the payment:  

“I fill in data like the cheque number, amount, and the insured 

person’s book bank number. After that, I approve by entering my 

username and password, and the screen will display the letter ‘Y’ 

when the transaction has been completed.” - PO210 

However, if the financial officer discovers a data error, such as misidentifying the 

month:  

“I log in, fix the month, and press Enter. The screen then displays a 

‘Y’ symbol, I know immediately that the data has been stored.” - 

PO204  

As shown, decisions made by public officers in the claim process are recorded and 

linked into a chain of prior decisions. Every step provides data for traceability because 

the Sapiens system keeps a record of all transactions, accessed via an ‘inquire’ menu. 

In order to monitor the behavior of personnel involved in the benefit payment process, 

SSO headquarters need to validate their actions at various process steps: 
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 “If someone looks at the same company's information frequently or 

accesses several companies strangely in one day. In that case, 

Headquarters IT center personnel will report the situation to the 

head of the provincial SSO to decide whether your public officer is 

likely to be corrupt or misuse, such as selling data to third parties.” 

- PO201 

In this way, the SSO considers the security of the insured person’s information and 

has an established procedure to monitor the public officer’s behavior, reflecting 

process transparency that can be validated at every stage of data processing. 

5.3.3 Decision and Policy Transparency 

Decisions around benefit payments are required to follow the SSO policy as the 

condition for advancing each step in the process. The rules and requirements are 

systematically stored in the Sapiens system, which tracks their progression. As a 

result, it would be complicated for the public officer to change the regulations or avoid 

the requirements in this manner. However, practically, the system cannot make all of 

the decisions, so sometimes decisions will depend on interaction between human 

judgment, known rules, and policy documents. In such instances, public officers need 

to use extreme caution when making decisions, particularly regarding complex 

medical expenses:  

“I have to review the medical record to help me decide to assess 

the cost of treatment, room, board, and so on. So, I need to attend 

training in reading medical records first to see if that case is eligible 

for a claim or not.” - PO202  

As a result, augmenting the public officer’s knowledge is critical at this stage, such as 

through receiving information via the Line app (a free communication program):  

“I regularly access the SSO's Line app group across the country to 

see what has changed or if other provinces have any problems. So 

how do they solve the problem?” - PO209 

This quote shows that public officers can develop their understanding of policies 
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through conversations with others. The release of new or changed legislation may 

cause complexity, raising concerns about how the regulations will be applied in 

practice. To address the issue, public officers used the Line app to post inquiries 

regarding the issues at hand. Public officers with legal expertise or those who had 

dealt with similar issues in the past would answer these questions from diverse 

perspectives. This online community serves as a resource for adding knowledge to 

public officers quickly and conveniently because “there are questions and answers 

by many the SSO officials and social security news updated every day” (PO205). 

This collaborative effort is the bridge to close the gap between public officers working 

in different local areas by allowing them to share experiences and solve problems 

together via online communication.  

Elsewhere in the payments process, the Financial and Accounting department's 

decisions are based mainly on rules and policy documents. Although the system 

shows claim approval information from the Benefits department, the financial officers 

are unable to pay anything to the insured person until they have reviewed those 

documents. At this stage in the money payment process, financial officers are directly 

involved at the service counter with insured persons. As PO206 explained, “I focus 

on safety first and try not to pay cash at the counter, but I pay by bank transfer. 

Except in some cases, such as the elderly people, I will use my discretion to pay in 

cash.” The SSO has a policy requiring its staff to make payments using digital 

transfers via Internet banking. This policy enhances transparency by clearly 

disclosing financial transactions through bank transfer notifications sent to the 

insured persons' mobile systems, allowing them to verify each payment transaction. 

Nonetheless, some citizens informed public officers that they did not have a bank 

account, blocking them from accepting digital payments, particularly the elderly 

people. So, although analog payment choices do not appear to support anti-

corruption policy or enhancing transparency in benefit payments, they do assist in 

addressing the issue of banking inaccessibility for some groups of citizens. 
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5.4 Accountability on Performance in System Mechanisms 

In terms of a causal relationship, accountability is commonly associated with 

transparency, where being more transparent results in more accountability (Fox, 

2007, Marshall et al., 2016). Thus, if the benefit payments system can provide 

transparent data throughout all government operations, these system mechanisms 

can also support the SSO’s accountable actions. By doing this, the SSO can explain 

why public officers take these actions in this process and whether their actions are 

appropriate so that they can be evaluated under SSO procedures and regulations. 

According to the literature review (see details in Section 2.3.5), three themes indicate 

system mechanisms for raising accountability in the SSO payment systems: 1) 

identifiability, 2) monitoring and evaluation, and 3) social presence. Each section of 

interview responses was coded and merged into these relevant themes. While 

analysing the data, I found actions involving accountability when the SSO responded 

inquiring and received feedback from insured persons or involved parties. I, therefore, 

created a new, inductively derived coding theme: ‘answerability and feedback’, which 

presents public officers’ narratives regarding the significance of answerability and 

feedback for enhancing accountability in the back-office of the payment systems.  

5.4.1 Identifiability 

When public officials engage in publically visible acts, they are more likely to 

participate in careful thought to reach optimal outputs from the Sapiens system and to 

be aware of their responsibility for those transactions. The responsible action aims to 

ensure that an individual performs behaviours willing to take accountability for his/her 

performance. In other words, when someone (public officer) behaves responsibly, they 

are prepared to be accountable for their actions and the results of those actions. In 

contrast, if someone is not identified, they are less inclined to engage in deliberation 

and accept responsibility for their actions (Vance et al., 2013). All participants 

emphasized that the SSO action policy requires the use of password-based 

authentication in every officer position to identify users when logging in to the Sapiens 

functionality. For instance, before submitting an authentication request to the 

Information and Communication Technology Bureau (ICTB) at the SSO headquarters, 

the head of the provincial SSO initially evaluates the authority and responsibility of that 



126 

 

public officer. In that duty, the head of the provincial SSO has to determine the scope 

of limitations and functions in the Sapiens system when the user logs in to a personal 

computer. In addition, determining this system’s access level depends on their 

employment status: 

“Financial and Accounting department provides the government 

with only the government official who can approve the payment 

transaction […] non-public employees, such as permanent 

employees, cannot access the approval system because 

government officers have superior knowledge and a lower risk to be 

the one who sells personal data.” - PO210 

This approval system is designed to reduce the risk of unauthorized access to SSO 

information. Only government officials who have been carefully selected and trained 

are allowed to approve payment transactions because they are deemed more 

trustworthy than other employees. 

The case of selling data to third parties is a good example of how process transparency 

and accountability linked together with identifiability. If the SSO require transparency 

into the benefit payment process, they can track back public officials’ behaviors in the 

Sapiens system using an employee’s User ID. Another example (see detail in 5.3.2) 

that demonstrates how process transparency connects to identifiability is that the 

registration officer had to report monthly on how many insured persons or employers’ 

personal transactions each official accessed by tracking his/her User ID, as described 

by PO205 “if the registration office found that  public officer changed his/her behavior 

searching the claims normally 100 cases to increase 1,000 cases, they must explain 

their reasoning to the head of the provincial SSO”.  Similarly, PO207 indicated that 

“the Sapiens system interface not only showed the public officer’s User ID but also 

identified his/her real username and surname, resulting in easier monitoring” (see 

detail in 5.4.2). Accordingly, identifiability is essential for accountability since it enables 

individuals to trace their actions back to themselves and take responsibility for those 

actions (Lerner and Tetlock, 1999).   

When transferring a position within the office or crossing to another province, the User 

ID and password will be changed. Some public officers explained the SSO access 
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policy that the head of the provincial SSO sends a request to cancel a transferring 

officer's authorization (User ID and password) to the ICTB. These changes placed new 

responsibilities on the public officer to prevent fraud, as illustrated by PO206 “Assume 

I transfer from Benefits to Financial and Accounting department, my previous User ID 

has been deleted, and I receive a new one to log in on behalf of the financial 

officer...access permissions to financial system functions depending on your work 

position and responsibilities”.  Because of this, the public officer cannot use the same 

User ID and password to access non-related official duties.  

5.4.2 Monitoring and Evaluation  

As shown in Section 5.3.2, the Sapiens system has a transparent process by showing 

a letter code to inform the officer regarding the claim’s status and providing an inquiry 

menu to track the details of a claim. Therefore, the public officers in the same network 

are able to monitor the progress of ongoing and completed transactions leading to 

evaluation of the public officer’s responsibility in each step of the claim via his/her User 

ID. Furthermore, monitoring also resulted in data transparency because past decision-

making information was tracked, and the performance of a relevant public officer could 

be assessed: 

“[...] the Sapiens system has a mechanism for reporting accrued 

benefits paid. I clicked on that report to see who had not been 

received the benefit and what process was pending [...] I examined 

the notes to determine why. The reason was often that the public 

officer was unable to reach the insured person, or the insured 

person owed contributions tax [...] The amount owed will also affect 

my evaluation of performance.” - PO209 

PO209 needed to clear these transactions as soon as possible by contacting the 

insured persons and informing them of the reason why they were not paid. By doing 

so, she can avoid a negative impact on her annual job performance evaluation. In case 

she was unable to contact the insured person, PO208 suggested, "I called the insured 

person directly or a person with a similar last name because they might be a relative”. 
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This is sometimes the result of the database containing out-of-date insured person’s 

personal data, as some insured persons do not inform the registrar of any changes. 

Since every decision was monitored and traced, it was straightforward to hold 

particular benefits officers accountable for particular decisions. Because of that, one 

person’s actions might affect all decisions made throughout the benefit payment 

process’s chain. As an example, if public officers tried to access to the Sapiens system 

with unclear operational objectives, “the ICTB can determine who accessed the 

system, what system interface was utilized, what information was retrieved, and the 

date and time of the login" to find out who is responsible for this action, as revealed by 

PO202.  To make someone aware of evaluation, he/she must first be aware that others 

may directly or indirectly monitor his/her performance or behaviors, which is the 

reason why evaluation is frequently coupled with monitoring (Vance et al., 2013).  

PO210 supported this point, “we should only work according to our authority and scope 

of work as we have been assigned because our every action can be traced”.  To 

maintain a good impression, it is considered important to avoid negative evaluations 

that could harm self-presentation (Baumeister, 1982, Vance et al., 2013). An example 

of a practice that should be avoided during work include “giving a password for other 

officers to work on behalf” (PO203), because if someone else used a public officer's 

User ID for personal purposes, such as “accessing the internet with our User ID to 

search external data while at work […] we could not deny responsibility” (PO206). This 

is because SSO User ID will be recorded in the system and then displayed on the 

screen as evidence of actions. 

5.4.3 Social Presence 

As noted by Vance et al. (2013, p.271), social presence “implies likely interaction, a 

person must be constantly prepared to react and respond to any changes in the social 

environment”. This explanation is similar to the SSO benefit payment process, as 

public officers are also continually prepared to react and respond to colleagues’ 

monitoring and evaluation. In this section, I emphasize the work processes of 

transferring benefit payments because this process illustrates the interpersonal 

relationships between benefits officers and financial and accounting officers that every 

payment decision must be approved by the parties involve participating in the system 
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(see details in Section 4.7). These interactions clearly represent how their social 

environment influences colleagues’ behavior inside and outside their own 

departments and how accountabilities are distributed throughout the benefit payment 

systems. As a result, anyone who is part of the SSO system needs to understand that 

their choices can impact others within the benefit payment process; indeed, concealing 

their actions will be difficult. 

As an example of social presence in benefits transfers, I use the case of a benefit 

payment cut-off transaction by a benefits officer. In this case, a financial officer was 

informed about the benefit payment orders made by a benefits officer: here, a benefits 

officer had clicked the button ‘F’, affecting the financial officer’s screen by displaying 

a list of cases pending payment (PO202). At that time, a financial officer checked the 

beneficiary’s personal information, such as identification number, amount, and 

account number. The double-checking of transactions before cut-off payments (i.e., 

transfer of money to an insured person) by the financial officer indicated that a 

Financial and Accounting department aids in monitoring the Benefits department’s 

work performance to ensure fewer errors. Suppose, however, that the benefits officer 

approved the claim but forgot to click the ‘F’ button to transfer the transaction to a 

financial officer. In this circumstance, the financial officer will not see a pending 

payment status. As a result, they would be unaware that some payments needed to 

be transferred to the insured person. Accordingly, the benefits officer must check the 

report system to determine whether payment approval and cut-off payment 

transactions match, as errors affect not only the financial officer’s work but also the 

citizens who would receive their benefit payments late.  

Financial officers need to be extremely cautious in their work performance, especially 

when spending money. To increase security in the payments, the head of 

Financial and Accounting department must review every payment transaction every 

day: 

“I’m in charge of examining reports when the cashier prints out the 

daily payment report from the Sapiens system. In the case of child 

allowance as an example, I examined the amount of payment by 
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cash and cheque transactions before sending the report to the head 

of the Financial and Accounting department for signature” - PO204 

As the preceding example demonstrates, the involvement of another person in the 

process strengthens trust in the processing of transferring benefit payments by 

requiring relevant public officers to monitor each other’s behaviours. This increases 

accountability, decreases any likely intention to violate the SSO procedures, and 

according to interviewees, frequently prevents socially unacceptable behaviours.  

Notably, most participants stated that they did not feel pressured if their actions in the 

Sapiens system were visible to others in the same network. On the contrary, they had 

a positive opinion, as revealed by PO210, “I like having someone help me examine 

my work like a double check. It's better than working alone without anyone checking 

on us because sometimes we don't know when we've done something wrong”. 

Likewise, the PO204 expanded on the advantages of having someone help you 

inspect because it noticed and fixed errors faster, leading to the completion of our work 

within one day. As a result, surveillance of public officers’ behaviour by colleagues or 

supervisors was considered to reduce fraud during paid benefits. Moreover, social 

presence influences public officers so that they have to operate with integrity (PO205) 

because they are held socially accountable for errors committed based on the User ID 

recorded in the Sapiens system. They also cannot be accused if they are visibly not 

corrupt, or if someone else has made the incorrect decision. 

5.4.4 Answerability and Feedback 

During the claims investigation between public officers and others working in the SSO 

back-office system, addressing social presence facilitated accountable behavior. In 

the meantime, the SSO emphasized the importance of promoting accountability 

through communicating with citizens as an ‘answerability’ mechanism and receiving 

‘feedback’ to evaluate the public officers’ performance. Answerability refers to the 

availability of system that produces information to answer about institutional behavior 

(Marshall et al., 2016, Kroll, 2020). In claiming benefits, answerability is an inquiring 

process in which public officers provide relevant SSB information, such as responding 

to inquiries, justifying actions, and making decisions. But answerability also involves 

citizen participation. Some public officers described that they did not only answer 
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inquiries from the public, but also listened to public feedback at the same time. The 

feedback process encourages citizens to express their opinions, concerns, and 

suggestions about public policies, applications, and services back into the SSO. In this 

respect, the SSO enacts an accountability mechanism by engaging with answerability 
and feedback procedures for improving service systems to meet citizens’ needs. To 

achieve this, the provincial SSO currently engages with multi-channel publicity media, 

such as phone calls, Line app, and Facebook, so that citizens can access as many 

communication channels with officials as available.  

The main reason why many insured persons utilized telephone services was due to it 

offering a two-way communication: “they got a quick answer that summed up the main 

points right away and talking to the staff gave them peace of mind instead of using the 

computers, which can’t support how they feel” (PO207). Although some public officers 

stated that receiving a phone call was advantageous in efficient problem solving, they 

had to sacrifice their time to assist an insured person who presented themselves at 

the service desk. PO207 and PO208 clarify this situation, that every public officer 

already has regular responsibilities (e.g., receiving and checking required documents 

or paying monetary benefits). Simultaneously, it is time-consuming to address some 

public questions because SSO has not directly appoint employees to answer inquiries.   

As mentioned above, another channel for answering and receiving citizen’s feedback 

is that the Line app. This app is used by village headman, teachers, and employer 

representatives (called this group’s name in the Thai language ‘Ba Worn’). This online 

community’s objective is to encourage Line group members to share SSB information 

with insured persons. In addition, the advantage of utilizing the Line app is that multiple 

public officers who are experts on the issue can help concurrently respond to answers. 

While consultation via phone call is suitable for a case-specific problem, the insured 

person will only receive a response from the perspective of a single agent. 

Nonetheless, some public officers noted that speaking over the phone allowed them 

to process more inquiries than reading a message in the Line app, as Line messages 

were frequently brief and unclear, whereas phone calls provided more detailed 

information when inquiring. As a result, if the insured person has a hard query or needs 

a lengthy explanation response from a public officer, phone calls deliver more explicit 

answerability than utilizing the Line app. 
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In terms of Facebook usage, PO208 stated, “Facebook is used more as a public 

relations channel than to answer public inquiries. Furthermore, I communicated via 

Facebook rather infrequently, partly due to a lack of setting direct responsibility”. 

Indeed, most public officers concentrated their time on addressing queries over the 

phone and via Line app rather than Facebook (PO207). Nonetheless, a few 

participants argued that the source of the service problem is not only a lack of 

officers appointed to answer queries but also a shortage of manpower, which means 

that the workload exceeds the number of officers.  

The Sapiens system is not designed to log inquiries or user feedback from insured 

persons. Therefore, the public officers keep inquiry records from insured persons with 

handwritten notes. By recording problems, queries, and feedback from insured 

persons on paper, the SSO is unable to compile precise statistics from the provincial 

SSO on which types of problems insured persons are facing. This can impact 

especially on awareness of performance indicators, as explained by PO205, “we did 

not know the level of satisfaction about our work. There were no obvious performance 

indicators unless an unsatisfactory level of public service resulted in a complaint about 

the officials’ performance”. Such complaints are handled formally when the SSO hold 

a monthly executive-level online conference to determine if there are provinces where 

citizens are dissatisfied with the services for reasons such as communication issues:  

“The ministry’s inspector went to follow up, expedite and instruct to 

see who was the one spoke disrespectfully to the public and was 

complained many times. This issue must report to the Human 

Resource Management Division [...] both the individual and overall 

performance of this provincial SSO will share responsibility” - PO205 

In this case above, the answerability process ensures that organizations or individuals 

can be held responsible for the results of their actions or the actions of the tools they 

use (Kroll, 2020). In other words, responsibility is what links acts or outcomes to how 

the SSO performed. For example, if the SSO payment systems have an efficient, 

transparent back-office system that can check and answer questions about financial 

information at every step. In that case, it will influence matters concerning responsible 



133 

 

actions of officials to be more cautious in their visible work because they need to 

prevent negative feedback from the citizens. 

The back-office system answerability process incorporates the idea that public 

officers must be willing to take responsibility for their actions and face the 

consequences of feedback, which will “provide information to the organization by 

connecting the outputs to the inputs to either confirm the system's functioning or signal 

that corrections are needed” (Pilon and Brouard, 2023, p.426). Furthermore, 

‘answerability and feedback’ not only involves the back-office part of the payment 

systems, it also relevant to citizen engagement activities, which enhance T&A that I 

will describe to the next sections. 

 

5.5 Incentives for Citizens to Engage with OGD as a Tool for 
Transparency 

Citizen engagement is essential to the successful and sustainable implementation of 

OGD, which involves multiple activities that relate to retrieving and transferring data 

into OGD-based applications. The SSO has developed and implemented these tools, 

consisting of, 1) SSO website, which discloses information about the SSO news, 

conditions for receiving benefits, insured person’s registration report, the SSO annual 

performance report, and the insured person’s claims history, and 2) the SSO Connect 

Mobile app, which provides an insured person with information such as important 

news, hospital for treatment, and historical claims.  

This mobile application disseminates information beneficial in deciding on a 

convenient medical facility and updating citizens’ knowledge on the benefits of social 

security. However, government entities have acknowledged a lack of understanding 

of what motivates citizens to participate in OGD activities (Lněnička et al., 2021), 

allowing them to miss out on critical benefits and social security information. Motivation 

is the starting point for being interested in using social security rights. For this reason, 

insured persons have an incentive to study social security information and e-services 

from their surrounding society, including discussions on the issues and challenges 

associated with employing digital technology.  
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By analyzing narratives about the experience of using SSO e-services, I coded and 

merged this on three themes in accordance with the transparency literature review 

(see details in 2.3.5): motivation, social influence, and technical factors. Furthermore, 

I have identified a new theme, which is referred to as ‘proactive communications’. This 

new element can additionally clarify how insured persons utilize the SSO digital 

services to enhance transparency. 

5.5.1 Motivations 

All participants were extrinsically motivated, with the primary motivators being to 

determine the type of benefits to be involved, money to be received, and the need to 

learn more about the relevant regulations to use the SSO e-services through the 

official SSO website and SSO mobile application. One participant remarked that the 

SSS offers citizens a safer living, health insurance, and a place to recover from illness:  

“I always get a toothache because it wears down with time as we 

get older. But at least I can reimburse this treatment […] I save 900 

baht (approx. USD$24.66) a year, even if it's a small amount.” -

IP221  

In this study, legal sanction does not relate to the extrinsic motivations to engage with 

OGD:  

“If I ignore to get money following the rules, I’m at a loss benefit by 

myself and not be punished from the SSO.” - IP219  

I did not find other common intrinsic motivations such as fun, enjoyment, and 

contributing to society to be a driving factor for OGD, as some participants were mainly 

concerned in how much money they could receive from the SSO.  

Another aspect of increasing motivation was the insured person’s need to expand the 

SSO public relations through social media channels to enhance motivation for 

searching government data because many people often used social media for 

communications, as it was considered to be easy to access. Moreover, IP220 stated 

that “I've worked for many companies; however, the HR staff never informed me on 

orientation day about fundamental social welfare, including our rights and conditions 
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on how to claim”. This finding implies that explaining the fundamentals of the SSB on 

the first day of employment is a reasonable moment for employees to learn about their 

benefits. Moreover, this is a good chance to inquire about the claims process from HR 

or coworkers who may have had prior experience with claims. 

5.5.2 Social Influence 

The social influence of participants mainly comes from their workplace, important 

persons, or influences on their behaviour such as family members, friends, 

colleagues, and internet communities that share the common interest of SSB. In this 

study, family members influenced some participants, but not everyone consulted with 

their family in the use of OGD. For example, after having their first child, some 

participants became concerned with understanding SSB from various sources by 

consulting with family members, colleagues, and HR staff, as well as searching on 

the internet. During this time, family and friends often assisted participants in gaining 

a basic understanding, such as what child allowance benefits were available and 

what documents or evidence were required, and then confirmed the accuracy of this 

information by using the SSO e-services. Some participants’ experiences indicated 

that families did not contribute to their access to SSB data because none of the family 

members had any previous claims experience. In addition, family members could 

also provide ambiguous information:  

“My relatives gave me unclear answers […] I asked the questions 

about sickness benefit to my company’s HR staff again. Then, I got 

my answer.” - IP217 

When family members provide ambiguous responses, social acquaintances become 

the preferred choice of participants. One participant noted that colleagues have the 

greatest impact on participants’ SSB comprehension:  

“I often discuss problems with my senior at work […] she is my 

close friend and I feel comfortable when talk with her [...] she once 

told me about the experience of using SSO mobile app and how 

useful it is.”  - IP222 
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Friendship circles may not only be limited to the workplace, but they also extend to 

online communities comprising individuals interested in similar issues, as well as 

relevant organizations seeking to disseminate information through these channels. 

Thus, another choice of SSB information for insure person is the internet 

communities. Some participants mentioned the benefits of social media, such as 

Facebook and YouTube, in sharing SSB information with friends and the SSO staff. 

Although this content is short and usually easy to understand, such information on 

regulations may too generic so that insured persons need to review additional details 

on the SSO website or mobile app, which have completer and more current SSB 

information. 

5.5.3 Technical Factors 

Most citizen participants expressed using SSO e-services (e.g., the SSO website and 

SSO Connect Mobile) for several reasons. For example, participants trusted data 

rel iabi l i ty since the information was supplied by the SSO, an enti ty that 

verified information before its public release. Given its ubiquitous presence, some 

participants appreciated the ease of searching for information on it because they 

carried mobile phones everywhere. If there are no internet signal issues, this is a 

convenient way to access the SSO Connect Mobile. However, the SSO mobile 

application frequently fails, forcing users to switch to the website instead. Barriers to 

accessing OGD are not only due to system failures or the unavailability of digital 

devices, but also what was generally referred to by participants as age constraints. 

Some participants were concerned about the elderly people due to their unfamiliarity 

with computers and lack of computer skills. For instance, one participant described 

this situation based on her experience:  

“They can’t register to login into the mobile app or government 

website [...] even if they can, they wouldn't dare use it on their own” 

- IP217 

Another obstacle was the formal language of the policy wording, which was described 

as difficult to comprehend and interpret. Some participants resolved the issue by 

calling the public officer to further explain. The SSO is aware of this and has created 
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an infographic to describe the process of submitting a claim for each form of benefit, 

which has received a positive response from the insured persons, for example:  

“I like a visual communication because it is easy to understand [...] 

I am more knowledgeable about the procedure of preparing 

documentation for a claim.” - IP212 

Information on the SSO e-services was regularly updated with social security news 

and information in the claim history section; most insured persons had no trouble 

retrieving their claim history in which they could search for information on receiving 

benefit payments from every previous claim. However, if a claim was still pending, 

the insured person would not be able to track the claim's status, because the “mobile 

app doesn’t show the progress status. I don’t know where my required documents 

are, HR didn’t send them, or the public officer lost them. Finally, I didn’t receive the 

money for the accident reimbursement at that time” (IP217). This is a major gap in 

supporting technical transparency. Finally, security was a concern to some 

participants as a technical factor, with IP215 concerned that personal information 

may be leaked, including their medical care information.  

5.5.4 Proactive Public Relations 

Proactive public relations involve creating communication channels for sharing SSB 

information to meet the needs of insured persons. This approach aims to address 

potential issues and mitigate negative outcomes. As an illustration, some participants 

expressed an interest to know what rights they would be granted upon making a claim, 

ways of preserving their own benefits, and possible difficulties that could result in 

the loss of claimed benefits. Currently, the use of computer-mediated transparency to 

proactively share information is becoming more common, and this trend has been 

positively associated with how citizens view the performance of the public sector 

(Porumbescu, 2017). Nevertheless, one participant shared that proactive public 

relations were insufficient, as the service still relied on citizens contacting authorities 

to obtain information first. Consequently, most insured persons still did not know 

thoroughly about the detailed procedures of the benefits-claiming process: 
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“Personally, I’ve never received proactively communicated to me. I 

mean, the SSO never informs folks ahead of time, like after they 

get married, what kind of benefits does the government offer? [...] I 

think the SSO should disseminate a list of available channels to 

citizens searching for SSB information. Not only does this become 

necessary with the SSO, but every government agency should 

provide the public relations list.” -IP219  

These comments are consistent with the opinion of some participants that public 

relations should inform the public about their fundamental social security rights 

because they have trust in the information announced by the SSO which owns the 

information. As a result, they expect the SSO to prepare a list of information sources 

so that people can learn the rules and procedures before making claims. However, 

some insured persons did not know that the SSO provided online services. They were 

unaware, for instance, that the SSO had developed its own e-services to provide 

citizens with information via mobile phones. A few people had discovered SSO 

Connect Mobile via an app marketplace, such as the App Store (IP211), or found the 

public relations about how to use this app by coincidence while playing on their mobile 

phones (IP222).  

In the interviews, some participants suggested promoting the availability of SSO e-

services from several perspectives. For example, the SSO could put a link to the 

program on the first page of the SSO official website because this would allow the 

general public to be both informed and not have to worry about being a fake link 

(IP222). The SSO could also add public relations by using social media platforms like 

Facebook, as they are easy for people to access. In addition, Facebook is a popular 

communication channel for teenagers and working people rather than e-mail or 

advertising on television (IP215). While social media has captured the attention of 

young generation, this does not imply that the SSO should cease public relations 

efforts through e-mail and television (IP211). This is because these channels can 

reach a broader audience and target individuals who may not have access to SSB 

information via social media. 
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5.6 Accountability with Public Services and Measurement 

As shown in Section 5.5, citizen engagement can promote transparency by utilizing 

social media and online platforms to disseminate government data. Furthermore, this 

can also enable individuals to actively engage in the processes of making claims to 

increase the SSO accountable actions. By allowing citizen engagement in government 

agencies, citizens can access government information and also have the opportunity 

to provide feedback and voice their opinions (Havaeji and Albadvi, 2019, Kinyondo 

and Pelizzo, 2019). As noted by Waddington et al. (2019), when citizens take an active 

role in shaping policies and programs, they often feel more responsible for the 

outcomes and become more engaged in monitoring and evaluating government 

performance. In order to examine the accountability of SSO performances and 

services, this section will illustrate citizen engagement activities that are undertaken 

to actively involve insured persons in the process of recognizing and addressing 

challenges when making claims with three key components: tracking information, 

complaint mechanisms, and satisfaction surveys. This allows public officers to be 

informed of any inaccuracies and discover potential solutions to improve accountability 

for their actions and decisions. 

5.6.1 Tracking Information 

When the flow of benefit payment transactions is recorded and tracked, it is possible 

for the SSO to keep public officers accountable for their operations and payment 

transaction decisions. Furthermore, tracking information promotes transparency 

because financial activities’ openness allows every insured person to confirm that their 

rights and funds are being used safely and appropriately. The ability to track 

information channels by insured persons were given as reasons for choosing either 

the SSO official website or SSO Connect Mobile.  For example, IP212 commented, “I 

prefer to track my historical claim transactions via SSO official website because this 

way isn’t only tracking my information, I can follow others information such as 

revenues, expenditures including the investment of the SSO. These financial 

transactions will affect the ability of the Social Security Fund management and 

readiness to pay old age pensions to every insured person in the future”. On the other 

hand, IP213 said, “I decide to use SSO Connect Mobile because I always have my 
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phone with me. Using this app makes it easy to get SSB information and is very 

convenient”. Some insured persons thought that an advantage of using the information 

tracking functionality via SSO e-services was that they could review their benefit 

disbursement history at any time, thereby saving time compared to e-mail or telephone 

inquiries. Most participants said that the information tracking function adequately 

fulfilled their needs. However, some participants suggested adding a notification 

system for making overdue monthly contribution payments. They recommended that 

the SSO should directly inform the insured person of this case: 

“I discovered that my boss never paid social security contributions, 

so I didn’t get any unemployment pay when I left. If an employer's 

social security payments have been late for three consecutive 

months, I want the SSO to have a system that sends me a 

notification via SSO Connect Mobile or a short message alert via 

my phone” - IP216 

A notification system can be used not only to alert of anomalous benefit payments 

but also to notify if the insured person still has further rights to the 

claim remaining, such as reimbursement for dental work. In this case, “the SSO 

should send a message how much money is still available and when the right to 

submit a claim will expire, not waiting for the insured person to search for 

information by himself/herself” (IP219). Another suggestion given was to use 

tracking number status to communicate the status of a claim in order to identity 

what stage the benefits claim was currently in: 

 “Have the officials received the required documents? Has a case 

of claim been approved? And when will the money be transferred? 

Because the information that showed in the tracking function was 

the amount that the insured person received in the past, but they 

hadn’t ever seen the progress of the present claiming 

benefits status” (IP217).  

This quote implies that the tracking system needs to be improved in order to offer 

real-time information regarding the current status of benefits claims. By doing so, 
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insured persons can decrease their worries about missing documents and have 

a clearly defined time frame to receive money for financial planning. 

5.6.2 Complaint Mechanisms 

Complaint mechanisms hold great importance in social accountability, as they serve 

as a vital tool in building governmental responsibility. By offering citizens a platform to 

express their grievances, these mechanisms can facilitate the demand for public 

officer accountability or other related persons such as employers, hospitals, and 

clinics. The complaints process is a crucial component of the feedback loop, facilitating 

the transmission of issues arising from citizen information back into the benefit 

payment process, thereby improving the SSO services. In the interviews, a few 

participants had encountered difficulties with their claims and subsequently lodged 

complaints to the SSO. These individuals expressed the perception that the 

compensation amount offered was relatively insignificant, and thus deeming the act of 

filing a complaint as not worth the perceived value of the compensation. In these 

cases, they can also use other forms of life insurance as a substitute, except for one 

participant whose employer had failed to pay his monthly social security contributions: 

“In the past, I hadn’t been able to communicate well through the 

official SSO page. Because I had a lot of trouble keeping in touch. 

For example, I got a text message that said, “Hello, what kind of 

help do you need?” that was the last time I heard from the e-service 

system. I’d had problems like this more than ten times. So, I called 

the hotline instead and then carried the necessary documents 

straight to the SSO” - IP216  

IP216 explained why he submitted a complaint at the office because he was 

confident that the problems that had occurred with the SSO had already been 

acknowledged and would be resolved swiftly. In addition, he felt that face-to-face 

communication would explain the cause of the situation more clearly. Similarly, 

in IP221’s experience, she complained about an error in medical care and 

requested medical compensation via all available channels, including the 

website, hotline, and e-mail. However, she received no communication from the 
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SSO regarding the progress of the complaint. This action made her feel the public 

officer’s response appeared to be delayed. Because of that, she submitted a 

complaint to the media through television so that society would be widely aware 

of the incident and hoped that social trends would pressure this hospital to show 

responsibility. She additionally wished for the SSO to act as an intermediate in 

claiming treatment fees from the hospital. By doing so, the SSO was able to 

contact her directly to ask questions and contribute to solutions.  

Interestingly, one participant proposed adding the complaint menu to the SSO 

Connect Mobile features to help citizens study past issues and provide more 

ways for them to file complaints. IP211 shared his ideas that the SSO Connect 

Mobile should have more functions as ‘a one-stop service’. He thought that a one-

stop service would encourage citizens to participate in SSO activities by adding 

features such as reporting complaints about government services and providing 

the documentation required related to complaints, making complaints more 

convenient for the insured persons’ engagement. 

5.6.3 Satisfaction Surveys 

Satisfaction surveys serve as instruments of accountability within the context of SSO 

benefit payment, as they assist in pinpointing areas for improvement in service delivery 

to align with the expectations of insured persons. The SSO’s satisfaction surveys are 

currently administered in a paper format, with no provision for online assessment. At 

the SSO workplace, a random sample of insured persons who utilize the SSO’s 

services and complete all procedures in a single day will be selected and asked for 

complete a paper-based satisfaction survey to assess the SSO’s work performance. 

The satisfaction survey questionnaire evaluates various aspects of the staff’s service, 

including their communication etiquette, the efficiency of the office service system, the 

user experience of the SSO website and mobile app, and any suggestions to improve 

the SSO services. This survey assesses an organization’s satisfaction with its overall 

performance. One claimant interviewee held the opinion that the evaluation should 

reflect the individual’s work rather than overall performance: “I think it’s unfair if some 

public officers are performing inefficiently, but the assessment results affect 

employees who are willing to work” (IP216). Likewise, IP219 stated, “employees 
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should be evaluated after they complete a service”. This procedure gives the 

impression that their performance will be assessed individually for a single service 

(i.e., evaluate individual performance), similar to private sector services: “If I called the 

office after I finished my work, I had to evaluate an employee once. This was the fairest 

way because it was a specific evaluation of how this employee could improve” (IP219). 

Individual performance evaluation raises an expectation that future services of such 

employees will develop in better ways rather than evaluating the whole picture 

because the participant worried that this satisfaction survey was not possible to specify 

that employee’s responsibilities. 

The fact that the SSO conducts satisfaction surveys for promoting the public’s 

participation. These surveys can play a role in developing a better service system and 

lead to citizens’ trust in government agencies, when their evaluation is used to improve 

government services. However, a few participants argued that satisfaction surveys 

would not affect public officers’ performance: 

 “If government administrators don’t pay attention and don’t look at 

the assessment results to find the cause of the problem, [...] the 

information they get from the public will end with their assessment 

[...] it didn’t contribute to improving the work of the organizations in 

any way” - IP213 

While satisfaction surveys might foster a cooperative association between the 

government and the general public, using satisfaction survey results to drive 

performance improvements is challenging.  

 

5.7 Chapter Summary 

I explore T&A practices in benefit payments throughout the payment process, both in 

the back and front office of services. Understanding the comprehensive nature of the 

payment systems is crucial due to the pivotal role played by the back-office system in 

facilitating government payment processes. The Sapiens system served as the 

foundation for front-office services in the provision of accurate and transparent data, 



144 

 

processes, decisions, and policies. I  also consider the responsibilities of the staff 

operating within the system. This analysis found that identifiability, monitoring and 

evaluation, social presence, and answerability and feedback. These influences are 

key elements that reflect accountability of the Sapiens system because the system 

can be used to identify officers responsible for the work done. Consequently, the public 

officers directly involved were seen as more likely to take responsibility in the 

execution of their tasks. 

The Sapiens system served as a starting point for disseminating data to the SSO e-

services that provided essential financial transactions and analytical budget reporting 

via the front-office services. Participants emphasized the importance of the SSO 

promoting transparency by disclosing its own data to bolster public trust. By sharing 

information about its operations, finances, policies, and decision-making processes, 

the SSO enables stakeholders to gain insights into its workings. This transparency not 

only provides a clear view of the organization’s activities but also allows for scrutiny 

and oversight by the public, and other relevant entities.  

To enhance citizen engagement with OGD, motivations, social influence, technical 

factors, and proactive public relations were essential transparency factors driving 

collaborative efforts between citizens and officers in this study. This is particularly 

crucial for mutual learning about SSB information. Through transparency, the SSO 

provided a comprehensive understanding and sufficient knowledge regarding insured 

persons’ rights and the procedures for claiming, insured persons could take their 

accountable actions using citizen engagement activities, such as tracking information, 

complaint mechanisms, and satisfaction surveys. 

These findings demonstrate T&A relationships between the back- office and front-

office, and in collaborative work among officials, citizens, and relevant government 

agencies in promoting T&A within the SSO. However, there are certain issues and 

challenges that require further enhancement in the Sapiens system and SSO e-

services. These areas encompass various aspects, including human, technical, social, 

and government policy, which will be discussed in more detail in Chapter 6. 
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Chapter 6:  Synthesis and Reflections on 
Transparency and Accountability in 

Government Payment Systems 

 

 

6.1 Introduction 

Chapter 4 presents the research findings that relate to the first research question: how 

do participants interact with payment systems of the Social Security Office?, while 

Chapter 5 addresses the second research questions: what are the influences that 

enable transparency and accountability in the SSO payment systems?, respectively. 

This chapter draws on the key results and discussion of both of these chapters. 

Moreover, two specific areas initially identified in Chapter 1 are addressed individually, 

namely: ‘Moneywork on Benefit Payments Practices’ and ‘The Influences for 

Transparency and Accountability’, which are key to analysing and explaining the 

findings of this research. 

This chapter examines government payments, specifically their different forms, 

collaborative efforts between citizens and governmental entities, decision-making 

processes, selection practices, and approaches to addressing common issues within 

government agencies. It shows how the use of the Sapiens system and SSO e-

services has influenced transparency and accountability (T&A) based on participants’ 

experiences, in enhancing public participation. The findings are compared with 

existing literature and other research articles to assess consistency and identify any 

disparities. It also considers the influence of different social and economic 

environments on these findings. Finally, I focus on implications for the development of 

guidelines aimed at improving T&A in benefit payment systems. This discussion 

thoroughly examines the SSO payment process to identify potential T&A and their 

significant implications for future practices and designs, as demonstrated in Table 6.1. 

The details are explained below. 
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Table 6.1: The Key Findings and their Implications in this Thesis 

Findings Implications Section 
Referenced 

Hybrid payments combine 
analog and digital 
methods. 

Public officers ensure accessibility and convenience 
for insured persons by accommodating various 
needs and circumstances. 

Section 6.2.1 

Collaborative activities 
involve in payment 
processes. 

Collaborative activities between public officers and 
insured persons, or among the insured and their 
social communities, are essential for information 
exchange and decision-making via digital platforms. 

Section 6.2.2 

Use of information 
triangulation. 

Policymakers can create policies to enhance 
communication channels within the SSO, ensuring 
data quality (i.e., reliability, accuracy, and 
comprehensiveness) for insured persons. 

Section 6.2.3 

Communication and 
technology limitations 
impact SSO payment 
systems' effectiveness. 

Policymakers can develop policies to enhance the 
flexibility and user-friendliness of government 
payment systems, focusing on robust digital 
infrastructure and improved direct communication 
channels. 

Sections 
6.2.1, 6.2.2, 
6.2.3, and 

6.2.4 

Use of performance 
indicators and user IDs to 
monitor and evaluate staff 
work 

SSO administrators and IT staff can enhance 
system transparency and accountability through 
measurable criteria for performance tracking. 

 Section 
6.3.1, 6.3.2 
and 6.3.4 

Strict regulation of access 
rights within the Sapiens 
system 

IT security teams have to prevent unauthorized 
access by allowing only authorized personnel to 
perform specific tasks, safeguarding information 
integrity and security. 

 Section 
6.3.1 and 

6.3.2 

Citizen engagement 
boosts transparency 

Thai citizens can enhance system integrity and trust 
in the government by verifying transactions through 
multiple channels such as SSO e-services, online 
communities, and direct phone calls. 

 Section 
6.3.3 

Improvement of public 
relations and 
communications to be 
more proactive. 

The SSO can improve service delivery and ensures 
that citizens' concerns and inquiries are addressed 
promptly. 

 Section 
6.3.3  

Enhancing data 
transparency in the 
organizational system 
serves as a foundation for 
claim processes. 

The policymakers and IT department at SSO 
headquarters can improve accuracy and reliability in 
claim assessments by developing full automation of 
calculation functions, sharing data with Civil 
Registration Offices (CROs) to update personal 
information, and complying with data security 
regulations under the Thai Social Security Act to 
protect against unauthorized disclosure of personal 
information. 

 Section 
6.4.1 

Social presence and 
collaborative work systems 
are emphasized to foster 

Heads of Department and public officers play a key 
role in strengthening the internal culture of 

 Section 
6.4.2 
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Findings Implications Section 
Referenced 

accountability among 
public officers. 

responsibility and enhancing the effectiveness of 
communal tasks 

Development of a 
Feedback Management 
module in the Sapiens 
system to record citizen 
interactions. 

IT developers and the public officers at Benefits 
Department and public relations unit can bolster 
accountability by documenting all communication, 
ensuring thorough follow-up and resolution. 

 Section 
6.4.2 

Proactive communication 
strategies, such as direct 
contact through various 
channels, address insured 
persons' needs effectively. 

Policymakers, all SSO staff, and HR can 
collaboratively work to increase transparency, 
ensuring that citizens are well-informed about their 
benefits and SSO operations. 

 Section 
6.4.3 

Implementing notification 
systems for due 
contributions and claim 
progress enhances 
proactive communication. 

IT developers can develop notification systems to 
assist insured persons in maintaining their rights, 
reduce uncertainties regarding their claims, and 
improve satisfaction with SSO services. 

 Section 
6.4.4 

Enhancing the complaint 
system by including online 
recording and tracking of 
responses. 

IT developers and the public officers at the Benefits 
Department can improve the responsiveness and 
accountability of SSO officers, ensuring that 
complaints and concerns are addressed in a timely 
and organized manner. 

 Section 
6.4.4 
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6.2 Moneywork in Benefit Payments Practices 

Chapter 4 investigated the procedural sequence of SSB payments, focusing on 

providing a detailed account of the claim activities and technologies utilized under 

regular circumstances. The objective of the inquiry was to explore how participants 

engaged in the process of making claims and examine the connections between 

individuals involved in different stages and components of this process.  

Analysis of the empirical data revealed five distinct activities involved in claim 

processing. These activities are: 1) finding SSB information, 2) submitting claim 

documents, 3) claims assessment and diagnosis, 4) transferring benefit payments, 

and 5) receiving benefit payments. The identification of the unique characteristics of 

each activity were accomplished by employing an interpretive framework rooted in a 

narrative approach to collecting data and thematic analysis techniques for analysing 

this narrative data. This approach facilitated categorizing each stage of the process 

based on the number of actions, operations, and outcomes associated with each 

activity.  

This section explores several significant observations obtained from the first phase of 

research. The subsections appear in 6.2.1-6.2.2, responding to RQ1a: how do 

participants collaborate with one another using mixed media in the payment process? 

Section 6.2.3 addresses RQ1b: how do participants make payment decisions? The 

remainder of Section 6.2.4 describes the challenges and participants' awareness of 

government services that the SSO should be concerned about when attempting to 

improve their services. 

6.2.1 Comparing Moneywork for Analog and Digital Payments 

How cash and digital payments operate in monetary transactions varies significantly, 

primarily because of the mode of transactional work. This mode is influenced by users’ 

physical and social interactions, both on an individual and group level (Lewis and 

Perry, 2019, Barros Pena et al., 2021b, Barros Pena et al., 2021a). Analog payments 

encompass transactions that rely on tangible forms of money, such as banknotes, 

coins, cheques, or postal orders, to facilitate the exchange of value for goods and 



149 

 

services through direct interpersonal interaction. In contrast, digital payments 

encompass transactions that are executed through electronic means, commonly 

facilitated by digital platforms or mobile devices. The transition from physical currency 

to electronic transfers has been driven by the integration of digital technology within 

large institutions responsible for facilitating financial transactions. This move has been 

supported by the use of payment cards, the growth of online banking, and the recent 

development of banking services accessible through networked mobile devices (Perry 

and Ferreira, 2018). The ongoing move towards digital transactions facilitates 

business organizations and individuals to utilize different approaches to meet various 

needs. The trend of digital technology adoption has also been observed in government 

agencies. However, they still need to be flexible and allow users to pay in cash 

because both cash and digital transfer methods have roles to play in payment, as seen 

from our participants. 

- On Analog Payments: Non-digital payments are still available because they are 

used for regular daily purchases and are easier to use and access than digital 

technologies. As shown in the literature review (see Section 2.2.4), citizens 

belonging to particular groups, such as the elderly people and individuals residing 

in rural areas, tend to favour physical forms of money for making payments. In 

addition, the lack of trust and challenges associated with e-payments, especially 

concerns about online transaction privacy and security, contribute to why some 

citizens still choose analog payments (Kameswaran and Hulikal Muralidhar, 2019). 

Compared with our findings in Chapter 4, these reasons for using analog payments 

are inconsistent with the literature. For instance, some insured persons chose 

physical payment methods due to a lack of a bank account rather than concerns 

about online transaction security. The decision to use cash payments can be 

explained by Kameswaran and Hulikal Muralidhar (2019) and Kumar et al. (2011), 

as individuals are confident that they can receive and use the money immediately 

because the availability of cash on hand allows individuals to make immediate 

transactions without any delays or waiting for approvals. Previous findings of 

Section 4.7.2 confirm that some insured persons desire cash; as an example, they 

have an immediate need for cash to pay off debts with creditors. The reviews of 

literature Section 2.2.3, however, suggest that analog payments such as cash are 
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associated with concerns over personal safety and cash theft, resulting in people 

carrying less physical money (Kumari and Khanna, 2017). Following our results of 

payment decisions, the SSO encourages public officers to process benefit 

payments via online banking for the safety and convenience of citizens. For 

instance, some insured persons were worried that cash could be stolen or lost on 

traveling back from the SSO, on top of the inconvenience of traveling to the SSO 

to pick it up.  Although cash can be easily accessible, keeping it organized, 

counting it, and accounting for it to ensure it is being legitimately paid can be 

labour-intensive (Kumar et al., 2011). Cash payments are, therefore, unsuitable for 

large amounts. This result is consistent with the findings of Chapter 4, in which it 

was determined that analog payments took longer for public officers to prepare 

cash, cheques, and postal orders than for digital transfers through banking 

systems.  

 
- On Digital Payments: According to the literature review in Chapter 2, digital 

money and its payment via digital platforms have benefits for businesses and 

government agencies. The cost savings and transactional speed that result from 

e-payment adoption can be further accelerated by making process enhancements 

during and after the payment process (Treiblmaier et al., 2006). Reducing fraud 

and corruption is an important key that service providers could fix by using e-

payment to avoid carrying large sums of cash (Csáki et al., 2013, Kameswaran 

and Hulikal Muralidhar, 2019). This is consistent with the findings in Chapter 4 from 

the perspective of public officers who wanted to reduce the opportunity for staff to 

hold cash. Meanwhile, the insured person recognized the benefits of paying with 

online baking in reducing fraud because it is an automatic form of payment directly 

into the recipient's account. Moreover, online transactions can allow users to 

monitor their financial transactions at any time and from any location, giving 

citizens a sense of security and confidence. Additionally, this transparency enables 

SSO officers to feel protected and accountable for their actions. Similar to Kemal 

(2019), the majority of our SSO payment beneficiaries trust the banking system to 

be secure as a result of the bank validating the PIN and confirming their identities 

via biometric checks. While participants were also concerned about the prevalence 

of cybercrimes, they accepted that the SSO has no control over such 
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circumstances. From the interviews in Chapter 4, the participants did not 

emphasize the drawbacks of digital transfer usage. This is likely because online 

banking payments are commonly used by users for regular banking activities, such 

as receiving payroll and dividends from investments. It is important to note, 

however, that there are limitations in accessing government services in digital form, 

as mentioned in Section 6.2.4. The choice of payment is apparent in Chapter 4, 

which shows that digital transfers via the banking system was the preference 

among insured persons because of their convenience which provides them with 

more flexibility in terms of when, where, and how they collect their benefits and 

pensions.  

 
Despite the government’s encouragement for government agencies to adopt e-

payments, they continue to rely on paper-based forms of payment depending on the 

specific needs of citizens (Csáki et al., 2013). Providing multiple payment options (i.e., 

hybrid payments) can make government services more convenient and accessible for 

citizens (Russo et al., 2014). In a similar way, the SSO serves different forms of 

payment, and its participants collaborate on tasks involving many procedures, 

systems, and stakeholders who need to receive the SSO benefits in different ways, as 

detailed in the following section. 

6.2.2 Payment as Collaborative Activity  

Collaboration spans face-to-face interactions in physical spaces and extends 

seamlessly into the digital sphere, utilizing diverse technological tools to support user 

communication and cooperation in their work. As Chapter 4 has shown through the 

moneywork cycle in the SSO, the process of making benefit claims involves a 

connected sequence of tasks that are completed through a complex set of physical 

and digital infrastructures. Both the front- and back-office benefit payment systems are 

connected through paper-based and digital processes to enable information exchange 

between different stakeholders. For example, the benefits officer requires proof of 

payment, including a receipt and medical certificate in document form. Nevertheless, 

when COVID-19 occurred, the SSO permitted insured persons to submit their 

documents through online applications and receive payments via online banking. The 

Thai government managed to handle the COVID-19 pandemic effectively through a 
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well-transformed digital transition (Ponsree, 2024), as government agencies have 

been responding to the Thailand 4.0 policy for many years to automate back-office 

operations (Sagarik et al., 2018). Moreover, they have provided ‘citizen-centric’ open 

data platforms to meet the needs of citizens proactively (ibid.). For example, the SSO 

collaborated with the IT department to develop the SSO website that simplified the 

document submission process, allowed communication with SSO staff via the Line 

app and online conferences, and responded to insured persons via social media. 

However, transactions on online platforms may cause some citizens to feel nervous 

about using technology, especially when entering detailed information into the online 

system. Accordingly, some people avoid contacting others through online activities, 

such as online banking. As mentioned by participant C6 from Vitak et al. (2018, p.12) 

“Everything will have to be done on credit cards, which makes you vulnerable at 

everyone's disposal. Somebody could hit a button and destroy your entire life”. These 

comments emphasize how participants’ negative attitudes, anxiety, and uncertainty 

about using digital payments act as barriers to technology adoption. Contrary to the 

case of the SSO, our participants were not concerned when benefit payments were 

paid via online banking because they continued to trust the reliability of the banking 

system. For instance, insured persons can easily receive notification messages 

regarding SSB payment transfers to their bank accounts. However, some insured 

persons remain anxious about elderly people’s unwillingness to learn to use the SSO 

e-services, as expressed by participant IP217 (See Section 5.5.3). As a result, this 

elderly people’s behavior may obstruct their access to vital benefits and services the 

government provides through digital platforms, although we have no direct evidence 

of this occurring in our data. 

To address individuals’ concerns about digital transactions and unfamiliar technology, 

collaborative activities are instrumental in both individuals and organizations. These 

activities can involve exchanging information, allocating resources, and delegating 

responsibilities across different entities, enabling them to collectively strategize, 

implement, and evaluate the necessary tasks (Zhong et al., 2015). For example, 

Section 4.4 described those insured persons who relied on advice from family 

members, colleagues, or public officers when making a claim. This social information-

seeking process is often essential to the claim procedure, helping individuals navigate 
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the complex system and understand their rights and responsibilities. In Section 4.5, 

another example was the submission of claim documentation. Here, an insured person 

submitted every necessary document to a public officer at the service desk, who then 

verified all claims proof. If any documents were missing or incomplete, the benefits 

officer notified the insured person in writing and provide a deadline for resubmitting 

the missing documents. As previously stated, the process supports the shared 

purpose of ensuring the timely and accurate submission of all essential documents: 

this is a dynamic and collaborative exercise of working together. 

Using digital technology facilitates open communication between officials and the 

general public to acknowledge and accept the common goals of the operations. As 

noted by Vyas and Dillahunt (2017), some people used technology to learn about 

various government services, personal objectives, and the use of technology to find 

jobs, places to live, and contact friends via mobile phones. The findings in Section 4.4 

also showed that insured persons utilized search engines, social media platforms, and 

official websites, to evaluate the credibility of online information. This example 

illustrates that technology serves as an intermediary for communication among 

individuals and connected community groups by sharing and discussing how benefits 

are paid. Nevertheless, users should consider the importance of data quality on public 

sites when selecting data relevant to the conditions or crucial evidence supporting the 

claiming benefits they intend to identify or resolve. 

6.2.3 Data Quality Decision Making 

This thesis draws on the moneywork lifecycle as a guide to explain and interpret the 

hidden work within cash and digital payment (Perry and Ferreira, 2018) to understand 

the rationale for public officers’ and insured persons’ decision-making regarding the 

different forms of payment. The claim activities from data analysis in these moneywork 

transaction sequences (see Figure 4.3) makes the nature of collaboration involved in 

government-to-person (G2P) payments more apparent. The findings of Chapter 4 

show that the SSO’s benefit payments are integrated with complex socio-technical 

systems because these payment systems interact with many people and involves 

many organizations, legislation, and technical components. As a result, participants 

need to understand and use the SSB information carefully. How users choose to 
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submit information in making a claim can be influenced by their social environment. 

To ensure information accuracy, participants frequently employ triangulation of 

information sources to check content before making a decision. We identify important 

forms of this below: 

- Calling on social resources in making financial claims: When preparing and 

submitting documentation for a claim, several participants noted that they or others 

(especially those not interested in technology or more elderly people) had often 

sought assistance from within their social circle. For example, participants 

frequently received SSB information and support in preliminary preparation of 

documents from family members and colleagues, as well as sharing knowledge 

about general money-saving opportunities (c.f., Snow et al., 2017). As with the 

study by Kameswaran and Hulikal Muralidhar (2019), participants did not report 

that trust played a substantial factor in determining whom they contacted for 

assistance, although they present concerns for privacy and security when using 

online transactions. Likewise, the findings in Chapter 4, on the awareness of 

privacy and security of personal information led to some participants seeking 

support from those closest to them. On the other hand, participants expressing 

self-reliance tend to seek knowledge from diverse sources to support their 

decision-making processes because they did not believe that all online information 

was accurate. 

 

- Triangulation of information sources: Where claims were complex, insured 

persons usually called the SSO staff directly to try to understand or collectively 

resolve matters; nevertheless, the phoneline was frequently busy, resulting in long 

waiting times or disconnection. As a consequence, many participants chose to be 

self-reliant and search out SSB information on the internet, including social media 

channels. To obtain reliable information, the participants revealed they carefully 

assessed the guidelines for claiming benefits by consulting multiple information 

sources. In general, participants relied on online platforms and trusted individuals 

to acquire general information about SSB, and then they double-checked the 

accuracy of more specific details by referring to SSO staff or e-services.  In 

addition, inter-personal discussion and searching the Internet were also factors 
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promoting T&A in benefit payment systems, which is consistent with the literature 

review in Section 2.3.5 (see Table 2.2 regarding ‘social influence’ and 

‘technological factors’), which will be discussed in Section 6.3. Importantly, this 

study also finds that public officers, as the key decision-makers of benefit 

payments, must first consider legal regulations. For example, suppose an insured 

person has economic, social, or technological limitations that affect their ability to 

make a claim. In that case, public officers may switch between digital and analog 

transactions in the most beneficial way for the insured person. This must be done 

under the condition that this decision must not conflict with legal regulations and 

limitations of the SSO’s services. 

The insured person can ensure data quality (i.e., reliability, accuracy, and 

comprehensiveness of information) by leveraging multiple information sources such 

as social networks, general online platforms, official SSO websites, and consultations 

with SSO staff. By doing this, the insured person can receive information that is 

trustworthy, complete, and free from bias. This data triangulation helps reduce 

confusion and aids in making well-informed decisions regarding the claim process. 

6.2.4 Challenges and Awareness of Government Payment Services 

In Chapter 4, some critical challenges were found from studying the participants’ 

behaviour when interacting with the SSO payment systems to find accurate and 

reliable SSB information, or from limitations in communication between government 

officials and the public, such as barriers to contacting officials for asking questions 

about benefit payments. This study did not only explore and analyse problems from 

the citizens’ perspective; the SSO staff as service providers also faced obstacles. For 

instance, public officers encountered difficulty contacting some insured persons when 

they needed to inform them about their document errors. Occasionally, issues with 

benefit payments arose not from internal operations within the SSO but from external 

factors that the SSO could not control, such as bank branch closures. As a result, 

government agencies’ services need to be flexible in response to shifts in broader 

socio-technological systems. 
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Despite the availability of online service channels, some insured persons preferred to 

communicate directly with officials via phone calls. The fundamental issue preventing 

access, however, is that the line is often crowded. As a result of this, requested 

assistance from others was usually sought (Section 4.4). However, several insured 

persons stated that the SSB information did not match their needs because advisers’ 

experience (e.g., SSO staff, friends, family members) in claiming benefits differed. 

Accordingly, some participants searched for information on claiming benefits through 

government online services. Nonetheless, the problem for citizens looking for help lies 

in finding information sources that are accurate and relevant to what they require. 

Importantly, some insured persons needed to know both their rights and what are 

trustworthy sources. For example, if the insured person understands their rights and 

difficulties, they will know who to contact, how to ask inquiries, and where to find 

information in a more information way.  

Furthermore, limitations in computer skills and age-related barriers (e.g., physical 

limitations and unfavourable attitudes toward technology) were identified as significant 

challenges to claiming benefits in this study. These challenges led some participants 

to avoid conducting claims transactions through a computer or mobile service, and 

instead relying on others at work or contacting the SSO personally at the office. Due 

to this, government agencies have had to consider accessibility issues for individuals 

with restricted financial resources and those with inadequate educational 

backgrounds, as they face challenges in accessing digital devices or the internet. 

Following this line of thought, Islam and Kabir (2015) recommended that for digital 

devices such as computers, basic or smart mobile phones, public access points can 

provide support services to these groups of people. In terms of practical support, every 

SSO in Thailand has a service unit called ‘Public Relations’ at provincial offices to 

provide basic face-to-face advice to the public on SSB information to promote the 

public's convenience in contacting or learning about the claims process. However, in 

Thailand the public relations unit do not support insured persons by providing devices 

(e.g., personal computers, notebooks, tablets, and smartphones), and mobile 

application services, making this process less well-supported than it could be. 

Participants emphasized a service challenge as a delay in processing claims, which 

occurred during the submission of claim documents and claims diagnosis. These 
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issues became increasingly obvious when COVID-19 occurred, resulting in large 

numbers of insured persons making claims such as unemployment. In order to provide 

more capacity for access to services, the SSO has set up channels for filling out 

information through e-forms, faxing papers, or submitting documents by e-mail. 

However, some public officers reported that many insured persons desired more direct 

communication with officials because if problems were found, they could be resolved 

quickly. Sometimes, payment delays resulted from diagnostic procedures that 

detected an insured person’s name, surname, or bank account number in the Sapiens 

database that did not match the information in the submitted documents, causing 

delayed payments. Notably, some insured persons did not notify the SSO when their 

phone number was changed. As a result, the public officer could not inform them, 

especially when refusing payments. Public officers need, therefore, to communicate 

with citizens to ensure they understand and receive diagnosis results to facilitate 

payments. 

After completing the diagnostic process, the benefits officer must determine how to 

transfer the benefit payment to the insured person. Driven by the Thailand 4.0 policy, 

the SSO policy prioritizes SSB payments via digital banking in response to this 

directive, which is aimed at enhancing digital infrastructure across government 

services, including cashless payments. Consequently, the Thailand 4.0 policy has 

encouraged government institutions to adopt e-payments and transition from cash to 

digital transactions (Sagarik, 2021). Of course, it is not just political issues that have 

pushed the rise of digital payment channels, but also shifts in contemporary human 

behaviour. In the findings of Section 4.7, most participants had bank accounts and 

were familiar with receiving money transfers from government agencies via online 

banking, through which they can check their history of SSB payments. Furthermore, 

the increased reach of banking and payment technologies into rural and low-income 

populations, and access to ATMs and POS terminals practical in small towns (Klapper 

and Singer, 2017) has increased the adoption of digital banking and payments. The 

extensive adoption of digital banking and payment systems has significantly 

contributed to enhancing transparency within the banking system. Through the 

disclosure of financial information, this adoption ensures that records are not only up 

to date but also include their owner’s transaction data, providing a comprehensive 
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overview of financial transactions. The implementation of digital transfers, therefore, 

enhances accountability, and when complemented by timestamp features, this 

introduces a further level of transparency to the payment process. The timestamp 

functionality further enables individuals to scrutinize and verify the precise amount 

transferred, as well as to track the timing and sequence of these historical transactions 

(see details in Section 2.3.4). However, the findings also showed that adoption of 

digital banking and online accounts was uneven. This study’s results uncovered 

payment errors from bank transfers when the insured persons provided an incorrect 

account number, and difficulties when users bank branches closed (increasingly 

common in rural areas, Keates et al., 2000). As the results have shown, while analog 

payments (cash, check, and postal order) are a less common choice and do not 

promote as effective forms of T&A, unlike digital payment, analog payments continue 

to serve the citizens' needs because of these challenges they address. 

To understand the collaborative work on claim activities between citizens and officers, 

various transactors need to adopt processes specifically tailored to the unique needs 

of each stakeholder. This point drives us to study the practices and actions of 

participants in financial decisions that encompass both physical and digital 

transactional work. By examining both aspects, we can gain insights into how 

participants navigate the complexities of financial transactions. Although these actions 

are becoming more digitized, they remain fundamentally social practices. Therefore, 

to design and improve systems for G2P payments that effectively serve their users, 

designers need to consider the social relationships and knowledge-sharing activities 

within the broad socio-technical systems involved in benefit payments. 

 

6.3 The Influences for Transparency and Accountability  

Establishing public trust in government payment systems is crucial for government 

agencies to enhance the transparency of financial information. This will strengthen 

citizens’ confidence in the trustworthy management of public funds, as they can 

actively monitor the execution of allocations and expenditures. To do so, government 

institutions often try to empower citizens through learning activities and feedback 
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channels (Russo et al., 2014). The second research question in the thesis addresses 

this concern, and the findings in Chapter 5, highlight seven influences for enhancing 

transparency, and seven influences for enhancing accountability of benefit payments 

in the SSO.   

Based on our findings, it is essential to establish clear protocols and mechanisms to 

ensure traceability and accountability for all actions within the SSO payment system. 

This approach can enhance the accuracy, reliability, and trustworthiness of digital 

transactions. Notably, fostering T&A should not solely focus on technology; citizen 

engagement is equally important. As discussed in Chapter 5, citizen engagement can 

boost T&A by enabling citizens to verify their financial information, track transaction 

progress, and provide feedback or raise complaints through official channels, thereby 

fostering public trust in digital payment systems. 

Returning to RQ2, this section examines the results of Chapter 5. To begin, sections 

6.3.1-6.3.2 address sub-research question 2a: how can digital technology enhance 

organizational transparency and accountability in the SSO payment systems?  Section 

6.3.3-6.3.4 replies to the sub-research question of 2b: how can activities of citizen 

engagement enhance social transparency and accountability in the SSO payment 

systems? This part provides for a more in-depth exploration of what these findings 

mean, as well as comparisons with existing works of literature. 

6.3.1 Awareness of Organizational Transparency 

Creating digital transparency is not restricted to technical challenges involved with 

system development, but also requires an awareness of organizational conditions for 

digital transparency (Matheus et al., 2021). Based on the results of Section 5.3.1, we 

can see that organizational and technological factors impact the back-office payment 

systems’ design requirements. The organizational structure of government agencies 

means that (as organizational factors) each public officer has unique roles, 

responsibilities, and authorizations. This analysis revealed that the SSO has adequate 

data transparency in place because the benefit payment systems can answer 

questions from the public officers regarding who is involved, when and where data 

processing happens, and what information is required at the various points of 
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processing a claim (c.f. Batubara et al., 2019, Bannister and Connolly, 2011). 

Additionally, the SSO’s awareness of the segregation of duties between public officers 

also helps to manage monitoring and controlling activities. For instance, this can be 

seen where the financial and benefits officers conducted a collaborative audit of 

financial transactions regarding benefit payments with paper-based and data in the 

Sapiens system as noted in Section 5.3.1. Here, the system’s process transparency 

allows participants to track all previous transactions (Batubara et al., 2019).  

Another form of transparency awareness can be seen in how the system discloses 

data outside the organization, as the results in Chapter 5 show that the SSO system 

shares data with a hospital. If public officers require additional medical evidence, the 

insured person does not need to waste time traveling to send these documents at the 

SSO. Importantly, for reasons of citizen privacy, access to medical records should not 

be provided to all public officers and should be limited to only those involved in the 

claim process. According to a global challenges for social security report by the 

International Social Security Association (2019) sharing individual data between public 

agencies is necessary for implementing more efficient and proactive public services. 

However, to achieve this, policy challenges must be overcome, such as establishing 

a balance between privacy and openness.  

Whenever the SSO implements changes in processes or policies, it is imperative that 

these changes are thoroughly documented. This is a practice that government 

agencies can adopt when making policy changes to increase transparency and clarity 

in their operations (Matheus et al., 2021). Furthermore, they should be openly 

discussed among public officers, for example, through an online community platform 

(as seen in Section 5.3.3). Explanations for these changes should also be made 

available to the public to enhance transparency in decision-making and policy 

implementation (Hosseini et al., 2018). However, it is important to note that 

adjustments in policies and regulations inevitably impact the benefit payment systems. 

Consequently, some insured persons may contact public officers during such periods 

because they may not fully comprehend or be accustomed to the new practices. 

After completing a claim, the IT department at the SSO headquarters is responsible 

for data storage. Typically, a database administrator is responsible for system 
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governance to provide a suitable level of transparency. People holding this role will 

need to be familiar with the relevant privacy legislation: they must have knowledge, 

training, and experience in managing data and metadata quality (Matheus et al., 2021) 

to ensure that they can oversee organizational transparency. Similarly, the literature 

review in Section 2.4.3 emphasizes the significance of disclosing personal information. 

It underscores that public officers must prioritize security and privacy awareness, as 

citizens’ personal information may be disseminated to unauthorized individuals. 

Therefore, government agencies need to be aware of identifying the public officer's 

responsibilities, behavioural assessments, and observing their activities, which are 

crucial aspects of ensuring T&A exists in the payment process while each officer is 

active in the system. 

6.3.2 Identifying Responsibility and Answerability 

The development and application of performance indicators, which provide 

measurable criteria for evaluating the performance of individuals and teams, can 

promote accountability in the back-office of the payment systems. Monitoring and 

evaluating staff work has the advantage of identifying responsibility and concern about 

social presence, which means officers are held accountable for their actions and work 

practices in the eyes of the public or relevant stakeholders by ensuring that individuals 

or groups are answerable for their behaviors and work practices to citizens and other 

stakeholders. 

As discussed in Section 6.3.1, the organizational structure supports precisely 

identifying officials’ tasks: each public official has unique duties, responsibilities, and 

authorizations for claims transactions. For example, each public officer’s access rights 

to the Sapiens system, such as recording, editing, and approval, vary depending on 

their role and responsibilities. In government, there is usually guidance that an access 

policy must be utilized so that only authorized organizations or persons can act in pre-

defined roles (Graglia and Mellon, 2018, Batubara et al., 2019). As a result, identifying 

information, such as user IDs, can play an important role in assisting the government 

in tracking officers’ obligations, trust within their own authority, and accountability for 

their actions. This assurance can help officers to be more accountable and more 

motivated to fulfill their daily responsibilities effectively.  
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Setting the User ID for SSO staff serves multiple purposes. It enables the head of SSO 

to allocate human resources effectively and define areas of responsibility. However, it 

is essential that access rights also adhere to the verification process of the Information 

and Communication Technology Bureau (ICTB) agency. This process ensures that 

access privileges to the system are certified appropriately. The ICTB review procedure 

approves permissions for usage within the Sapiens system, following a step-by-step 

approach that considers not only the head of the provincial SSO’s permission but also 

ICTB agency guidelines. The importance of this process lies in its connection to the 

responsibilities of officials, which emphasizes the principle of answerability in 

governance. Before setting a UserID, the consideration of system access rights from 

multiple parties helps in selecting appropriate SSO staff who are capable of handling 

specific data within the Sapiens system. Additional qualities include understanding 

their roles, accepting their responsibilities, and possessing the ability to answer 

various questions related to benefit payments, thus enhancing answerability. 

When faced with failure, a natural human response is to identify the source, express 

responsibility to an individual or group, and establish a connection between that 

responsibility and the ensuing consequences; this essentially entails holding someone 

accountable for the failure (Kroll, 2020). In the case of diagnosing SSO claims, some 

cases were still pending because the public officer has an obligation to investigate the 

evidence (Section 5.4.2). As we saw, PO209 explained that if there are pending benefit 

payment transactions that have not yet been resolved in the system, this may indicate 

a duty deficiency, which could affect her work performance scores. In this situation, 

public officers can verify past transactions in the report system, inquire using the 

Sapiens system’s query menu, or call for a discussion with the insured person. 

However, the first part of a monitoring officials’ work involves collaboration with other 

officers to verify each other’s work as seen in Sections 5.4.2. The tracking procedures 

can be especially beneficial for law enforcement agencies, where officers’ activities 

must be continuously observed to ensure that they retain public trust (Bradford and 

Quinton, 2014). Thai government agencies need to adhere to Thailand’s Personal 

Data Protection Act (PDPA), which follows the trend of The European Union (EU) data 

protection, especially, the General Data Protection Regulations (GDPR) (Naparat, 

2020). This law oversees the legal acquisition, utilization, or disclosure of personal 
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data that has the ability to directly or indirectly determine the identity of a person 

(Greenleaf and Suriyawongkul, 2019). Thus, the SSO staff need to be extremely 

careful about the security and dissemination of personal information of insured 

persons. For this reason, every public officer must be aware of the social presence 

outlined in Section 5.4.3, specifically regarding the implications of personal information 

access during system interactions related to benefit transfers. This interaction involves 

many users in the claim process, such as benefits officers, financial officers, or IT staff, 

who can monitor and evaluate their actions at every payment process step. If unusual 

events occur, like excessive access to employer information, the head of the 

department promptly inquiries about the reason from the subordinates and addresses 

issues. Hence, SSO staff should behave responsibly in a working system by being 

mindful of social presence to create accountability. 

Monitoring the behavior of public officers within the organization is utilized not just as 

an indicator to evaluate officials’ performance but also by those outside the workplace 

by citizens and service users. These people provide feedback on the efficiency and 

abilities of workers to answer queries. Thus, this thesis highlights a new theme, 

‘answerability and feedback’, which is presented in Section 5.4.4, regarding public 

officers’ narratives in the significance of answerability and feedback as valuable input 

data in the back-office of the payment systems. In practical terms, the SSO staff 

provide answers to inquiries that are guided by the payment regulations outlined in the 

social security law. Consistent with the conclusions drawn by Romzek (2000) and 

Rahman (2018), the principles governing responses to inquiries are rooted in legal 

regulations, guaranteeing equal answers and guidance for all individuals. Currently, 

there is a process in place to address a multitude of inquiries and resolutions within 

the SSO using many channels, such as phone calls, the Line app, and social media. 

Within the SSO media systems for answering queries and communicating with insured 

persons, phone calls are a common approach because they can provide quick 

responses and can offer longer interactions to explain in detail than other media. 

However, several public officers have stated that Facebook is gaining popularity for 

this. Unfortunately, there are still difficulties in answering questions due to the delay in 

public officer responses. As Rahman (2018) indicated, online petitioning sites can 
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create a large volume of contact requests that must be serviced, diminishing the ability 

of officers to react in a timely way to requests. 

In summary, answerability and feedback in the back-office system can encourage 

public officers to take responsibility for their actions, address citizen feedback, and 

answer any questions, creating vital input data for the SSO payment system. To 

achieve accountability with ‘answerability and feedback’ theme, the SSO can use the 

SSO media systems as a communication tool to provide information between the SSO 

and citizens. However, if the SSO needs to seek more feedback to improve the 

payment service system, they may prioritize enhancing the service feedback systems, 

which will be discussed further in the next section (Section 6.3.4). 

6.3.3 SSB Information Becoming Visible through OGD 

Increased citizen participation holds the potential to foster T&A, leading to mutually 

beneficial outcomes (Hilgers and Ihl, 2010). Citizen engagement serves as a channel 

for individuals to express their opinions on government policies and decisions that 

directly affect them. Moreover, transparency reinforces democratic principles by 

motivating government officials to prioritize the welfare of citizens (Bannister and 

Connolly, 2011). Consequently, the drive for greater citizen participation necessitates 

understanding the influence factors that motivate citizens to engage with and utilize 

available government information. 

This study underscores the significance of motivation in driving citizen interest in 

accessing SSB information for future planning. de Souza et al. (2022) and Hutter et 

al. (2011) emphasize the critical role of motivation, suggesting that it should be a 

primary focus for HCI designers, as it is a key driver in encouraging citizens to access 

SSB information through OGD platforms. This heightened visibility of SSB information 

enables participants within the system to observe each other’s actions, thus facilitating 

greater transparency and understanding (Erickson and Kellogg, 2000). Furthermore, 

the findings presented in Section 5.5 show that social influence, technical factors, and 

proactive public relations efforts also play significant roles in shaping citizen 

engagement with OGD. 
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Based on the findings outlined in section 5.5.1, it became evident that insured persons 

were cognizant of extrinsic motivators, particularly the impact of financial benefits. 

Consequently, amount received from the SSO is the potential influence to motivate 

insured persons to actively use the SSO e-services. This empowerment allows them 

to assert their rights to benefit payments and utilize open data portals effectively. 

Through these initiatives, insured persons become more confident and capable of 

using e-services to claim their benefits and access essential SSB information. Another 

practical approach to encourage the use of OGD is to recognize the role of user 

education. Some government agencies have acknowledged its importance and taken 

proactive measures, such as providing Frequently Asked Questions (FAQs) sections 

on open data portals, as the SSO has done via their official website. These FAQs 

serve as a valuable resource, addressing common queries regarding eligibility criteria, 

necessary documentation, and pertinent policy updates (Hogan et al., 2017). 

Presenting such information not only addresses the immediate concerns of insured 

persons but also facilitates their access to benefits, ensures compliance with 

regulatory requirements, and helps them adapt to policy revisions.  

In the findings of Section 5.5.2, it was shown that workplace colleagues had the most 

significant influence on our participants’ interest in learning about government data. 

This was attributed to their accessibility and the ease with which participants could 

seek consultation from them. Other influential figures included family members, HR 

staff, and friends within online communities. Participants commonly utilized digital 

media platforms such as YouTube, Facebook, and Line app to search for information, 

occasionally receiving posts from friends through these channels. Relatedly, 

Zuiderwijk et al. (2015) suggested that convincing influential individuals close to the 

user about the utility of open data could bolster the adoption and acceptance of open 

data technologies, underscoring not only the importance of improving open data 

technologies but also the significance of nurturing social relationships. For instance, 

the SSO could share success stories or important information with citizens, enabling 

them to disseminate this information within their online communities. This approach 

could effectively leverage social networks to enhance the dissemination and 

acceptance of open data technologies for our participants. 



166 

 

The SSO website and SSO Connect Mobile were the primary open data portals used 

by participants in this thesis. They described how the two services operate, remarking 

that their functions were uncomplicated. They did not discuss user interface design 

issues in considerable detail. However, some participants mentioned the 

dissemination of SSO information used highly legal language, making it difficult to 

understand and enact. Another barrier to access was around pending claims. In this 

situation, the SSO e-services on the website and mobile phone could not display 

progress, making it impossible for the insured person to track any status. As a 

suggestion to make the process transparent by Carlo Bertot et al. (2012), the 

government could allow citizens to track the ongoing progress of their government 

services, to ensure efficiency, and provide reasonable processing times for various 

services, documents, and resources. Allowing citizens to track the ongoing progress 

of their government services means providing them with real-time updates and 

information about where their requests or applications stand in the processing pipeline. 

This transparency would enable citizens to monitor the status of their requests and 

identify any delays or bottlenecks in the process. By having visibility into the process, 

citizens could better understand how long it takes for their requests to be fulfilled and 

whether any actions are required on their part. Additionally, by setting and adhering to 

reasonable processing times for various services, documents, and resources, the 

government could further enhance transparency and efficiency in service delivery, 

fostering greater trust and satisfaction among citizens. 

There are many channels though which insured persons can contract public officers, 

such as using SSO e-services, online communities, and direct phone calls. As shown 

in Section 2.3.3, the Thai government has adopted digital technology to help facilitate 

citizens in contacting them. Its purpose is to allow citizens and oversight bodies to 

review government actions and allow citizens to know their rights and privileges. 

However, some participants expressed the view that public relations need to be more 

proactive. For example, a few participants were only aware of the SSO e-services app 

once they discovered it by chance from the App Store or suggested this app from other 

websites. Because of this, several participants expressed a desire that the SSO 

enhance its publicity to reach more insured persons, such as on the SSO website’s 

home page, or via e-mail and television (see Section 5.5.4). Related to this point, 
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Sounthornwiboon (2019) was aware of proactive public relations used by Thai 

government agencies; he advised using the Line application to improve proactive 

public relations, which helped to strengthen an organization’s image and brand by 

communications media. As shown in Section 5.4.4, the Line app is already utilized by 

SSO officers to share SSB information with representative groups or community 

leaders. It serves as a medium through which the SSO in each province endeavours 

to disseminate information to Line group members, with the expectation that they will 

further inform a larger number of people within their networks.  

To enhance the visibility of SSB information for the public, the SSO can take proactive 

steps to encourage insured persons about the significance of SSB. This 

encouragement relies on various factors, including motivation, social influence, 

technical factors, and proactive public relations efforts, as highlighted in Section 5.5. 

These efforts aim to stimulate citizen engagement with SSO activities and promote 

understanding of SSB information. As a result of this promotion, citizens are 

encouraged to actively seek out information rather than passively waiting for it to be 

provided. Implementing proactive public relations initiatives can improve the 

accessibility of SSB information through OGD platforms, thereby enhancing 

transparency by sharing government data. Transparent information plays a crucial role 

in fostering accountability within government agencies, providing citizens and 

oversight bodies with insight into SSO operations and decision-making processes. 

6.3.4 Promoting Social Accountability through Trackability 

The availability of visible data not only enhances government performance through 

tracking and inspection but can also promotes a culture of responsibility among 

citizens. Promoting civic participation is crucial in effectively engaging citizens and 

ensuring informed participation in government services, particularly as modern public 

sector approaches prioritize delivering services based on citizens’ needs rather than 

serving internal government structures (Chongthammakun and Jackson, 2010). 

However, officials may sometimes struggle to align their tasks with citizens’ needs, 

leading to operational stress when internal work procedures do not match external 

practices (Ciolfi et al., 2023). To address these challenges, organizations can seek to 

adapt their work methods or improve systems through new forms of social 
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accountability, such as citizen engagement, to enhance work performance (Rahman, 

2018). Governments are increasingly leveraging ICT-enabled tools to transform both 

internal and external processes, facilitating information exchange and improving 

organizational performance. Section 5.6 findings highlight how insured persons can 

track their historical benefit payments and evaluate SSO performance through 

complaint mechanisms and satisfaction surveys, illustrating the importance of citizen 

involvement in monitoring and improving government services.  

The literature highlights the advantages of utilizing e-payment systems for tracking 

financial transactions, particularly in banking system. Likewise, the SSO also have e-

payment benefits transfers through this system. With this setup, insured persons gain 

the ability not only to monitor ongoing e-payment transactions but also to track 

historical benefit payments through SSO e-services. This ensures that government 

funds are transferred securely and accurately, as reflected in their banking system 

transactions. The SSO website and SSO Connect Mobile serve as primary channels 

for insured persons to access their previous benefit payment records. For example, 

insured persons can view their total claimed amount and remaining entitlements within 

the system. However, there have been instances where insured persons, like IP219, 

have expressed the need for additional features beyond transaction tracking. In the 

case of IP219, they would have liked the SSO to provide alerts regarding remaining 

claim balances and expiration periods, as some insured persons might overlook their 

entitlements (see Section 5.6.1). Without such reminders, there is a risk that insured 

persons may miss out on their entitlements, resulting in missed opportunities to 

receive benefits or payments. Consequently, implementing alerts can help ensure that 

insured persons stay informed and maximize their allowable benefits. Cases of 

oversight could have significant implications for individuals, potentially resulting in 

financial hardships or loss of essential benefits. Incorporating alert features into the 

SSO system could greatly improve accessibility and ensure that insured persons are 

proactive in managing their benefits and rights. 

Chapter 5 also revealed different behaviours and perspectives on the use of SSO e-

services in both web-based services and mobile apps. Some participants stated that 

the SSO official website had more information and service options on the SSO official 

website than on SSO Connect Mobile (Section 5.6.1). However, the mobile app was 
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considered a more convenient way to access the service because it could be used at 

any time and from any location. Based on the findings, it is possible to conclude that 

official websites and mobile applications have advantages for the SSO services. 

Similarly, research by Samarasinghe et al. (2022) found numerous governments 

transitioning to digital platforms, primarily websites and mobile applications, 

particularly in light of the ongoing COVID-19 pandemic. COVID provided government 

agencies with an even greater incentive to respond to inquiries and disseminate vital 

information to the public, such as pandemic updates. In a similar effort by the SSO at 

that time, e-services were developed to promote public contact information service 

channels, including modifications to the claim procedure by enhancing channels for 

interacting with SSO officers, as described in Chapter 4. 

Enhancing governmental accountability can be supported through complaint 

mechanisms, which establish a feedback loop for addressing issues raised by citizens 

within the benefit payment process. This thesis identifies several instances of 

complaints reported by participants. The findings reveal that, at the provincial level, 

the SSO primarily receives complaints via phone calls due to a lack of computer 

infrastructure for complaint acceptance. The central SSO headquarters is responsible 

for handling complaints nationwide through the SSO website; however, there are 

delays in response from SSO officers. Consequently, some insured persons resort to 

airing their grievances on online platforms such as Facebook (messenger) or through 

broadcast television to reach a wider audience. Insured persons expected SSO 

officials to promptly address their concerns, especially in response to public pressure 

and criticism of officers’ roles and obligations as observed in online communities and 

media outlets. Similarly, literature on governmental accountability highlights the role 

of citizens, social organizations, communities, and news media in leveraging 

accountability to monitor officials’ performance, policy decisions, and implementation. 

As such, reviewing and judging how well officials perform their duties and 

responsibilities (i.e., assessment work performances) are essential for the 

answerability and feedback aspects of accountability within the SSO, as outlined in 

Section 5.4.4. Complaints provide crucial data for the SSO to develop explanations or 

strategies to address issues in accordance with SSO regulations and the needs of 

complainants. 



170 

 

Government agencies can enhance accountability by actively seeking feedback and 

inquiries from individual service users, utilizing satisfaction surveys as tools to gather 

insights from external perspectives. One example of such surveys used in government 

services are Citizen Report Cards (CRCs), used to evaluate public service 

performance based on systematic feedback surveys from actual users of the service 

(Rahman, 2018). The Public Affairs Centre in Bangalore, along with the United Nations 

(UN), has employed CRCs to assess public satisfaction with their services, as 

demonstrated by Joshi (2013), who identifies two critical factors influencing the 

effectiveness of CRCs: firstly, the role of an active and unbiased media and proactive 

civil-society groups that push for accountability and changes; and secondly, the 

involvement of government officers who are motivated by proof of poor performance 

and are willing to cause reforms. By comparing the findings on enhancing 

accountability with the satisfaction survey in Section 5.6.3, it is evident that the 

neutrality of media was not mentioned as part of increasing accountability. Instead, 

the SSO focused on providing an overview of the performance evaluation of SSO 

services. However, individual service evaluations were not addressed in the SSO. 

Consequently, in our data, the majority of feedback from SSO users suggests 

providing individual evaluations so that SSO officers can be more clearly identified as 

responsible persons, especially in instances of communication service problems 

involving individual officials. 

Furthermore, challenges with the evaluation include some participants’ lack of 

confidence that the SSO would use the evaluation results to improve work 

performance because the SSO has not announced the provincial-level satisfaction 

scores for citizens’ perception. Satisfaction surveys at the provincial level continue to 

use paper forms, which may make data collection and analysis of results difficult (e.g., 

wasting time, poor handwriting, counting and filling errors during data input) when 

comparing online surveys. To promote social accountability with trackability, this thesis 

proposes additional SSO e-service functionality and evaluating the SSO work 

performance through other tools, which will be discussed in the research implications 

section. 
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6.4 Implications for Design 

By addressing the two research questions, the discussion in sections 6.2 and 6.3 

provides interpretations of behaviours, attitudes, and recommendations from the 

participants and other scholarly literature, leading to a new understanding of T&A in 

the benefit payment in the SSO.  This thesis particularly highlights the significance of 

transparency in the SSO. As a result, financial information, particularly the receipt of 

benefits such as claiming benefits, could be made public to ensure the insured 

persons can still receive money. To protect their benefits, they can provide feedback 

or monitor the work of SSO officers and policymakers, making the government and its 

officers accountable for its actions and performance. 

This thesis begins with RQ1, which investigates how people use money and work with 

others involved in the benefit payment process. The results of RQ1 explain the 

relationship between public officers and insured persons in which they engage in the 

financial transactional work of benefits payment. By doing so, RQ1 serves as a starting 

point for RQ2 in defining the scope of the study, which includes specifics of 

participants’ actions, attitudes, and expectations regarding enhancing T&A in the 

SSO's benefit payment. The uniqueness of this thesis can be viewed from two angles. 

Firstly, it focuses on improving T&A within both the back-office system (the Sapiens 

system) from the viewpoint of SSO staff, and the front-office system (SSO e-services) 

from the perspective of insured persons.  

Consequently, I will examine the implications of the study findings regarding the 

factors influencing the improvement of T&A in system mechanisms as a view of T&A 

work in the operational mechanisms. In order to bolster T&A alongside citizen 

engagement, attention will be directed toward optimizing T&A work within front-office 

services, fostering collaboration between the government and its citizens. This 

research extensively draws on the HCI and CSCW research literature to analyse how 

participants use digital tools to claim benefits.  
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6.4.1 Transparency in System Mechanisms 

The design implications for the SSO payment systems focus on enhancing 

transparency within the Sapiens system, building upon the mechanisms outlined in 

Chapter 5. This section begins by emphasizing the importance of enhancing data 

transparency within the organizational system, serving as the foundation for all claim 

assessment processes. An integral aspect of organizational structure within 

government agencies lies in its clear definition of duties and responsibilities. 

Consequently, access to the system is segmented based on individual roles and 

responsibilities, with the SSO headquarters tasked with systematic supervision, data 

collection, storage maintenance, and internal utilization. As outlined in Section 6.3.1, 

the IT department at the SSO headquarters is responsible for overseeing staff 

activities through User IDs. This oversight facilitates the monitoring of public officers’ 

activities, ensuring appropriate access to the Sapiens system. Key questions 

addressed include who has access, which operating systems they utilize, and what 

alterations or modifications have been made to the data. Such monitoring exemplifies 

data transparency, (see Section 5.3.1), where IT personnel can verify the 

appropriateness of data management by local-level public officers. 

However, one barrier to data transparency is that some personal data from citizens 

may not have been updated yet. As a result, the SSO could facilitate data interchange 

between government entities through data-sharing agreements with the Civil 

Registration Offices (CROs), which are responsible for recording important population 

data such as births, deaths, marriages, and divorces (Legal Affairs Division, 1991). 

Additionally, they can provide population registration information to authorized 

government or private agencies (ibid.). For example, CROs allow SSO staff to access 

their system by finding an insured person’s personal information (e.g., last name, 

marital status, or phone number) when the SSO staff cannot contact that person. 

Nevertheless, issues regarding privacy and data protection were raised. 

Consequently, SSO officers must be knowledgeable and aware of current data 

security regulations. In terms of privacy and data protection, the SSO has the potential 

to push forward policy transparency and influence public officers' decisions to access 

data. As noted by Matheus et al. (2021), accessing data without awareness of whether 

it contains sensitive or personal information poses a disclosure risk, which could result 
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in public officers being punished. As a result, the SSO requires all SSO officers to 

follow the SSO policy under Section 100 of the Thai Social Security Act B.E. (Buddhist 

Era) 1990 on protection against disclosure of personal information. In conclusion, 

ensuring compliance with data security regulations and policies is essential for 

promoting transparency while safeguarding against unauthorized disclosure of 

personal information. 

Moreover, enhancing transparency within the processing system can be achieved 

through full automation of calculation functions, thereby eliminating the need for 

manual interventions like row-counting or finger-counting methods (as discussed in 

Section 4.6). By automating these processes, the system ensures accuracy and 

reduces the risk of human error at every step. Additionally, transitioning from 

alphabetic progress signs to detailed notifications in the Sapiens system further 

enhance transparency. For example, replacing letters like ‘O’, ‘A’, and ‘Y’ with pop-up 

text messages could simplify the recognition process for new public officers. These 

pop-up warnings could serve as tracking mechanisms, identifying instances such as 

system malfunctions, suspicious behavior, or threshold exceedances. Clear and 

simple information would enable public officers to promptly understand the issue and 

take appropriate actions itself, contributing to greater process transparency throughout 

the system. 

6.4.2 Accountability in System Mechanisms 

In establishing accountability within the computer system, identifiability emerges as a 

pivotal aspect, especially concerning officers’ duties within the SSO. As personnel 

engage with the Sapiens system, it routinely displays and records User ID and 

personal details (such as first and last names). This approach is crucial in the 

government payment system, where enhancing accountability through clear user 

identification (User ID) helps track each officer's action to prevent fraudulent financial 

transactions (see in Section 5.4.1).  

Moving on to findings in Section 5.4.2, I emphasize that public officers should refrain 

from sharing their User IDs with others due to the system's record-keeping practices. 

Such records play a crucial role in monitoring and evaluating the responsibilities of 
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public officers, as they serve as evidence of actions taken within the system. Failure 

to adhere to this guideline hampers the identification of the actual offender in cases of 

misconduct. As noted by Kroll (2020), it is essential to note that User ID owners cannot 

absolve themselves of any wrongdoing, as records must be maintained to establish a 

clear link between user conduct and system operation. Consequently, the SSO should 

establish clear guidelines regarding the responsible use of User IDs for its staff to 

ensure proper conduct. For instance, recorded log files from the Sapiens system can 

be scrutinized in cases of fraud or data misuse by officials. In such situations, all SSO 

staff members must acknowledge and accept responsibility for their actions, including 

any associated penalties or consequences.  

Public officers’ perceptions of accountability for their actions are not solely shaped by 

the threat of punishment; they must also consider their social presence to avoid 

causing negative impacts on others. Section 5.4.3 highlights the importance of social 

presence, which can be strengthened through collaborative work systems, such as 

communication and monitoring among coworkers. For example, the Financial and 

Accounting department plays a role in monitoring the performance of the Benefits 

department concerning benefit payment information. This collaborative effort 

enhances social presence within the organization, fostering accountability and 

ensuring that tasks are carried out effectively. The use of instant communication tools, 

such as messaging apps like Line and Facebook, further contributes to social 

presence by facilitating cooperation and knowledge sharing among officials and 

residents. Messages exchanged between officials and citizens demonstrate a 

commitment to transparency and responsiveness, building trust and accountability in 

the community. Overall, promoting communication with online communities and 

allocating SSO teams to address questions and provide information establishes a 

strong social presence for public officers, emphasizing their responsibility and 

commitment to collaboration and engagement. 

The interaction between public officers and citizens through online channels 

underscores the importance of social presence in fostering accountability within 

system mechanisms. When public officers engage with citizens online, they become 

more visible and accessible, creating a sense of answerability, and facilitating 

feedback loops. Responsively addressing feedback received from insured persons is 
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not just a professional duty but also an acknowledgment of officers’ accountability to 

the public they serve. Given this accountability, it becomes imperative for the SSO to 

invest in enhancing the knowledge and expertise of its officers to effectively interpret 

and apply complex legal regulations governing benefit determination and evaluation. 

This expertise is crucial for upholding accountability in decision-making processes, as 

officers must be capable of making accurate judgments and adhering to regulatory 

requirements. In the event of mistakes or errors in decision-making, officers cannot 

evade responsibility, because they are just as much a face of the SSO as the other 

components of the technical system. 

Furthermore, the SSO is tasked with strengthening its accountability mechanisms by 

improving responsiveness to citizen inquiries and concerns. Currently, the SSO offers 

interactive services to citizens through Line app, a widely used mobile app in Thailand 

that many businesses utilize as their primary communication platform. However, a 

significant drawback of Line app is its inability to retain chat history beyond a few 

months. To address this issue, SSO may consider implementing an alternative system 

or channel capable of recording and tracking interactions. For instance, the 

development of Sapiens’ Feedback Management module could document all 

communication with citizens, thereby bolstering accountability within the SSO 

operations. This module would automatically capture inquiries or complaints, establish 

a knowledge repository, and provide a collaborative space, discussing among the SSO 

staff regarding the perusal of citizens’ inquiries and complaints. In addition, in 

scenarios where provincial-level SSO staff encounter challenges in resolving issues 

or addressing inquiries, the system can facilitate the engagement of legal experts from 

the SSO headquarters. This example serves as a suggestion to enhance 

accountability efficiency through the answerability and feedback system. It 

emphasizes the significance of providing insured persons with precise information via 

systematic decision-making by SSO experts. To facilitate this, a Restful web service 

could be employed as a bridge between the traditional system, the Sapiens system, 

and the feedback system, with data collected in JSON (JavaScript Object Notation) 

format to ensure seamless data transfer to future systems. 

Accountability demands that officers take ownership of their actions and rectify any 

errors promptly and transparently. Therefore, continuous learning and knowledge-
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sharing initiatives, as highlighted in Section 5.4.4, could play a vital role in enhancing 

accountability within the SSO. By fostering a culture of collaboration and knowledge 

exchange (see Sections 5.4.1 and 5.4.4), the SSO can promotes a higher level of 

expertise among its staff, ensuring that they can fulfill their duties responsibly and 

uphold accountability standards within the organization. 

6.4.3 Transparency with Citizen Engagement 

Financial benefits that an insured person can receive from the SSO are pivotal in 

encouraging engagement with the Social Security System (SSS). These benefits 

motivate insured persons to actively seek out SSB information using OGD platforms 

because money directly impacts their well-being and security. When citizens know 

they can access valuable financial support, they are more likely to engage with and 

utilize the available resources. This engagement promotes transparency in 

government data disclosure and helps citizens stay informed about their benefits, 

ensuring they can maximize the support provided by the SSS. 

However, despite the availability of digital platforms regarding benefit payments, some 

insured persons struggle to locate SSB information, leading them to rely on social 

relationships to navigate the claims process. To address this challenge and enhance 

transparency, the SSO could collaborate with human resources (HR) representatives, 

who often have direct interactions with insured persons working at organizations when 

they face problems with claims. By leveraging these partnerships, the SSO could 

improve the dissemination of SSB information and ensure that citizens have access 

to accurate and timely information. For instance, insured persons could have the 

option to verify the accuracy of their social security contributions through their HR 

department. Subsequently, they could further corroborate these figures by cross-

referencing them with the records available on the SSO e-services platform. This dual 

verification process offers the opportunity to enhance trust and transparency in the 

SSO. Such transparency serves as crucial evidence ensuring that employers fulfil their 

tax obligations promptly and in their entirety on behalf of insured persons. 

Furthermore, proactive communications, facilitated by managing the distribution of 

knowledge directly to citizens, can significantly benefit the SSO. Insured persons 
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frequently turn to SSO services for answers, highlighting the importance of proactive 

engagement and communication channels. By being the first to contact insured 

persons and share information via various channels such as email, television, instant 

notification message systems, and social media, the SSO can effectively address their 

needs and concerns about SSB information. Despite these efforts, the SSO faces 

challenges related to a lack of staff to communicate with citizens via online services. 

To mitigate this challenge, policymakers and system designers can collaborate with 

retired SSO officers who possess valuable knowledge of the operational structure and 

can efficiently disseminate information.  

Other factors for enhancing transparency in SSO services could include technical 

factors such as readability, timeliness, and accessibility of information. Improving 

readability by presenting information in clear and understandable language, utilizing 

visuals or video clips, and ensuring timely updates in tracking information are essential 

steps to build trust in SSB information. Furthermore, enhancing accessibility to SSO 

services is paramount. For instance, the SSO website could offer alternative pathways 

for service access. A practical example would involve prominently displaying links for 

downloading the SSO mobile app on both IOS and Android platforms. This initiative 

would enable users to conveniently access SSO services on their mobile devices, 

thereby enhancing overall accessibility and user experience.  

The most important aspect of promoting citizen engagement and trust in SSO services 

is to concern government transparency through the disclosure of government data. By 

leveraging OGD platforms and addressing technical challenges, the SSO can 

effectively empower insured persons to access and understand critical information 

regarding their benefits. 

6.4.4 Accountability with Citizen Engagement 

Increasing citizen engagement in information verification can be performed by 

emphasizing the tracking information. Suppose a mistake is discovered in data 

reporting. In that case, citizens can utilize this supporting information to express their 

complaints, leading to a greater sense of satisfaction in knowing that their voices can 

contribute to improving the performance of government authorities. In particular, 
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satisfaction surveys can encourage a culture of accountability by establishing a 

measurable and transparent standard by which both overall and individual 

performance can be measured. 

By enabling the citizens to track the history of their claims via the SSO Connect Mobile 

and the SSO official website, the SSO encourages social accountability by allowing 

insured persons to verify historical data. This includes hospital lists (i.e., the names of 

hospitals where insured person used for treatment), monthly tax contributions (i.e., the 

amount of contributions paid to the SSO each month), and the amounts received from 

claiming SSB rights (i.e., the previous sums received through SSB claims each year). 

Nevertheless, as shown in Section 5.6.1, some insured persons required more than 

just tracking information; they also required a notification system to remind them when 

their monthly contributions were past due. In the case of IP216, the employer failed to 

pay the appropriate contributions. This makes using the right to claim unemployment 

benefits impossible. As a result, adding a notification system to alert insured 

persons via e-services such as e-mail, the official website, and SSO Connect Mobile 

may assist insured persons in maintaining their rights to withdraw compensation 

money in the future. Another enhancement to the SSO website and mobile app that 

could provide the tracking number status to indicate the progress of a claim, similar to 

tracking product status when ordering through the online system. This service can 

reduce concerns or questions about unpaid claims or delays. 

Another significant issue in enhancing accountability for the SSO is its complaint 

system, especially record-keeping, when an insured person notices an unfair or 

incorrect benefit payment or feels that the service they received from SSO officials 

was unsatisfactory. For example, in Section 5.6.2, some insured persons had trouble 

receiving their benefits and tried to reach out to SSO staff, either by phone or in person, 

to express their concerns and inform them of their complaints. However, the SSO 

lacked a systematic method for recording complaints, leading to these issues being 

logged on paper with handwritten notes. To tackle this issue, Joshi (2013) suggested 

enhancing the complaint mechanism by introducing an online system, as this would 

allow data to be recorded in an organizational database. Presently, the SSO has made 

attempts to enable complaints to be lodged via its website, but responses from SSO 

headquarters staff are often delayed (refer to Section 5.6.2). Therefore, the SSO could 
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implement accountability measures such as tracking response times and publicly 

reporting them to hold officers accountable for delays, ensuring that SSO officers are 

held responsible for their actions. For complaints about inappropriate behaviour by 

officials, such as corruption, Rahman (2018) suggests that a government call centre 

can deliver SMS messages and phone calls to citizens, encouraging them to inquire 

for more information. Sending SMS messages is not only helpful in making complaints, 

but it can also be applied to sending satisfaction surveys to citizens after receiving 

services from public officers.  

The SSO presently employs the overall satisfaction surveys, as delineated in Section 

5.6.3. There existed a viewpoint among insured persons contending that this survey 

lacked fairness in its evaluation of diligent officers. As a result, the SSO can combine 

the strengths of these two types of surveys, where overall satisfaction surveys can 

help to evaluate overall performance by providing valuable insights to the SSO about 

service points that need to be addressed, evaluating e-service delivery systems and 

the existing policy, and so on. Simultaneously, individual satisfaction surveys can be 

employed to measure the SSO staff’s behavior and work performance after the 

service, reflecting detailed feedback that can be operated to address specific 

problems. In addition, the evaluation results could be presented consistently via the 

SSO e-services, including comparing current survey findings with historical data. This 

analysis can explain a comprehensive review of any changes or improvements 

employed for implementation. 

 

6.5 Chapter Summary 

This chapter analyses and interprets the research findings arising in chapters 4 and 5, 

which are segmented into three parts. The first section presents the summary of the 

results from the RQ1. This section explains the topic of moneywork on benefit 

payments, which discusses the differences in participants’ experience in moneywork, 

focusing on analog and digital payment in the benefit payment. This is followed by a 

discussion on the activities that can support the SSO officers and insured persons to 

collaborate with each other when claiming benefits. Specifically, this section highlights 



180 

 

how data quality impacts the citizens’ decision on a claim. Following that, the section 

features a discussion on the challenges and awareness of government payment 

services.  

Next, the discussion centred on the RQ2, where the emphasis was on exploring the 

influences of T&A in the SSO. The section emphasizes transparency in the Sapiens 

system by discussing the awareness of organizational T&A aspects arising from 

identifying responsibility and answerability for the SSO officers’ performance. 

Moreover, this chapter discusses the use of citizen engagement activities with the 

SSO e-service that leads to enhanced transparency because SSB information 

becomes visible through openness data as well as promotes social accountability to 

track citizens’ benefits and monitor the SSO work performance. 

Finally, this chapter concludes by highlighting implications for design, which affect the 

way officials work, people involved in payment systems, e-service systems, and policy 

suggestions to guide the boost in T&A for the SSO. The next chapter is the final part 

that summarizes the key findings, the research contributions of this thesis, limitations, 

recommendations for future research, and personal reflection. 

 

 

 

 

 

 

 

 

 

 



181 

 

 

 

Chapter 7:  Conclusion 

 

 

7.1 Introduction 

This chapter provides an overview of key findings and contributions, particularly in 

relation to the research questions outlined in Chapter 1. These focus on understanding 

how participants interact with payment systems of the Social Security Office (SSO), 

the influences that enable transparency and accountability (T&A) within these 

systems, and the broader implications for theory and methodology in the fields of 

Human-Computer Interaction (HCI) and Computer-Supported Cooperative Work 

(CSCW). This research examined the complex socio-technical interactions involved in 

benefit payment processes, highlighting the critical role of trust, collaboration, and 

digital technology in enhancing organizational transparency and accountability. The 

findings contribute to novel insights into the lifecycle of financial transactions within 

government agencies, expanding the understanding of moneywork and T&A in the 

context of government-to-citizen (G2P) payment systems. This final chapter also 

briefly reflects the study's limitations and suggestions for future research. It concludes 

by reflecting on my Ph.D. journey, including the understandings gained, challenges 

faced, and lessons learned. 

 

7.2 Summary of the Key Findings 

This section provides a summary of significant research findings related to Chapter 1, 

answering the two main research questions. 
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7.2.1 RQ1. How do participants interact with payment systems of the 
Social Security Office? 

1a. How do participants collaborate with one another using mixed media in the 
payment process? 

This thesis presents findings related to participants’ experiences with digital 

technology and services in the context of benefit payment processes, for both cash 

and digital payments. The financial transactional work is explored through the lens of 

the ‘moneywork’ lifecycle, which analyses the payment process when insured persons 

interact with government agencies. Based on the findings of Chapter 4, the three 

stages of the moneywork lifecycle were outlined: pre-transactional activities in 

preparing the process of receiving benefit payment, at-transaction activities involving 

currency selection and payment device preparation, and post-transactional activities 

that deal with money transfer and benefit payment information dissemination through 

SSO e-services. In this study, I show that effective collaborative work between SSO 

departments and officers, as well as with insured persons, is crucial. This process 

involves a detailed interplay of checking and rechecking information to ensure 

accuracy and prevent fraud. As illustrated, various SSO departments must 

meticulously verify and cross-check data from multiple sources, including personal 

interviews with insured persons, digital records, and physical documents. This 

thorough validation helps mitigate errors and ensures that payments are correctly 

processed. The importance of trust in the payment system, particularly regarding 

digital transactions, cannot be overstated. Participants in the SSB system 

demonstrated a clear preference for digital payments due to their convenience and 

perceived security. Trust in digital banking is bolstered by the ability to track 

transactions and the assurance that public officers cannot mishandle funds, as 

transactions are directly linked to the SSO’s system. This trust is critical as it addresses 

concerns about fraud and offers a sense of security that analog methods, while still 

necessary for some, cannot fully match. The collaborative effort in information 

verification and the emphasis on secure, trusted payment methods underscore the 

intricate dynamics of managing SSB claims and ensuring their effective processing. 
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This complexity raises important considerations for designing payment systems that 

are transparent and accountable, which will be explored further in RQ2. 

1b. How do participants make payment decisions? 

The SSO’s benefit payments are integrated within a complex set of socio-technical 

systems since the payment systems interact with numerous individuals who have 

different motivations and interests for receiving benefits, and several digital systems. 

The initial phase in the study of this payment process involved understanding the 

benefits provided by the SSO and deciding on the appropriate benefit payment 

methods for insured persons. The findings revealed that some insured persons sought 

SSB information by comparing data from various sources, including online 

communities, social media platforms, and the SSO official website. Other insured 

persons were encouraged by people in their community, such as their family members 

and colleagues, to acquire knowledge, gather evidence, and make plans in order to 

receive SSO benefits. On the other side of the process, the responsibility for 

determining benefit payment methods rests with public officers, who need to give 

precedence to legal regulations in their decision-making. Section 4.7.1 highlights how 

the SSO promoted the use of digital transfers for payments among individuals newly 

entering the Social Security System (SSS). Digital payment is quick and efficient, 

reducing the need for physical handling and payment processing. However, public 

officers must carefully consider each insured person's situation, taking into account 

their economic status, social background, or technological proficiency. In some cases, 

non-digital payment methods might better meet their needs. For example, if someone 

does not have access to a bank account or struggles with using technology, the SSO 

officer might choose cash payments. This payment method is straightforward and 

ensures the person receives their benefits without needing to navigate complex 

systems. In other cases, cheques or postal orders might be more appropriate, 

particularly for individuals who live in areas with limited banking services or who are 

more comfortable with traditional methods. Cheques provide a secure way to handle 

payments, while postal orders are useful for those who may not have a bank account 

but still need a reliable way to receive their benefits. 
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7.2.2 RQ2. What are the influences that enable transparency and 
accountability in the SSO payment systems? 

2a. How can digital technology enhance organizational transparency and 
accountability in the SSO payment systems? 

This thesis explores T&A in the use of digital technology, in particular, through the 

SSO back-office system, known as Sapiens. Influences that enable transparency in 

the operational process involve three key aspects: ‘data transparency’, ‘process 

transparency’, and ‘decision and policy transparency’. A transparent internal operation 

system allowed for the easy identification of relevant officials when they used their 

User ID to access the SSO system in which the date and time of their actions and the 

specific system they used could be disclosed. Additionally, the system’s ability to track 

historical data ensured accountability in case there were any errors in the diagnosis 

or decision-making process related to benefit payments. The findings in Section 5.3, 

identified key accountability mechanisms which included ‘identifiability’, ‘monitoring 

and evaluation’, and ‘social presence’. However, accountability mechanisms identified 

in prior literature have been extended with a new characteristic of accountability in the 

system mechanisms, namely ‘answerability and feedback’. This new theme 

underscores the SSO’s potential to bolster accountability through proactive citizen 

engagement, utilizing communication channels to foster answerability, and soliciting 

feedback to evaluate public officials’ performance. This is because engagement from 

citizens is valuable, as feedback comes directly from those people affected by these 

operations. To organize feedback data, the SSO back-office system can be enhanced 

by incorporating a data collection feature, such as logging inquiries or complaints 

received through phone calls or walk-ins at the SSO. By documenting public inquiries 

and SSO staff responses across all communication channels, the SSO can build a 

knowledge base for effective problem-solving. The citizen's voice has already led to 

improvements in internal operations, such as addressing staff inquiries and ensuring 

the accuracy of financial data before it is shared with the SSO e-service systems, 

which act as a connection point in creating T&A in the front-office system. This 

demonstrates how public ‘feedback and answerability’ can be an important strategy 
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for enhancing T&A within organizations, providing valuable insights, and encouraging 

stakeholder engagement. 

2b. How can activities of citizen engagement enhance social transparency and 
accountability in the SSO payment systems? 

The second part of research question 2 delves into the pivotal role of citizen 

engagement in the effective adoption of OGD to enhance T&A in public services. 

Encouraging the utilization of digital platforms such as the SSO website and mobile 

app can ensure that citizens are well-informed about SSB information, with a focus on 

addressing user needs and managing expectations around claims. Dissemination of 

information to the public can contribute to heightened transparency within the front-

office system, influenced by three key factors shaping citizen engagement with OGD: 

‘motivations’, ‘social influence’, and ‘technical factors’. Our findings show that citizens 

are primarily extrinsically motivated by tangible benefits and the necessity to 

comprehend regulations through SSO e-services in order to receive claim benefits. 

Moreover, social influence plays a significant role in disseminating knowledge about 

SSB information to insured persons, while technical factors serve as both facilitators 

and barriers to public access to SSO e-services. Furthermore, this thesis explores a 

new theme for enhancing transparency, termed ‘proactive public relations’. The 

findings of Study 2 revealed that through proactive digital information dissemination, 

the SSO could improve citizen engagement and increase awareness of social security 

rights. Proactive relations help citizens become aware of their power to participate in 

improving the SSO benefit payment systems through accountability factors: ‘tracking 

information’, ‘complaint mechanisms’, and ‘satisfaction surveys’. By actively engaging 

citizens in these processes, the SSO empowers them to voice their concerns and hold 

the organization accountable for its actions. Ultimately, these efforts contribute to 

enhancing accountability in front-line services, ensuring that the SSO benefit payment 

systems respond to the demands of the citizens they serve. 
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Figure 7.1: Summary of Key Findings on T&A 

Figure 7.1 is crucial in presenting the summary of key findings on transparency and 

accountability (T&A) because it highlights how T&A factors influence both citizen 

engagement and system mechanisms. These findings not only reflect the existing 

themes based on the literature review but also introduce newly identified aspects that 

play a significant role in enhancing T&A within these processes.  

For an explanation of the new themes—‘Answerability and Feedback’ and ‘Proactive 

Public Relations’—see Section 7.3.1, Contributions to Knowledge. 
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7.3 Research Contributions 

This section describes the thesis's novel contributions to theory and methodology in 

the fields of HCI and CSCW, specifically addressing the moneywork cycle and 

enhancing T&A in government services. These contributions highlight the study's 

intellectual and academic significance, and its impact on understanding the T&A of 

government payment systems. Contributions to different stakeholder groups are listed 

in Table 7.1.   

Table 7.1: Contribution to Knowledge for Stakeholders 

Stakeholders Impacts and Benefits 

Policymakers  Policymakers can consider the challenges facing current SSO 

payment systems and the areas where improvements are needed. 

They can set regulations and policies that directly address these 

issues, such as lack of computer literacy, age restrictions, and limited 

access to banking services. Balancing technological advancements 

with the practical needs of citizens is essential. For instance, 

enhancing transparency by sharing information about benefits and 

payment procedures through radio, television, social media, and 

proactive text message notifications can allow citizens at all levels to 

monitor SSO operations. 

IT staff and 

designers 

IT staff and designers can recognize the importance of T&A factors at 

every system design stage. By developing systems with strict 

regulations on access rights, it is possible to help IT staff and 

designers track and evaluate government officials' performance. 

Another practical application is that they can collaborate with 

policymakers to transform services into full electronic service delivery. 

For example, integrating a Feedback Management module into the 

Sapiens system can document all communications and ensure 

thorough follow-up and resolution. 

Public officers Public officers can understand the relationships and interactions with 

payment systems to citizen’s needs, technologies, and services of 
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Stakeholders Impacts and Benefits 

other entities’ infrastructures (e.g., hospitals, clinics, banks, and post 

offices). This information can affect the claim processes when 

determining the appropriate payment methods for citizens. To ensure 

public decisions are transparent and accountable, policymakers can 

set training programs such as updating knowledge and improving 

public relations and communications for their public officers. These 

activities can enhance the public officers' professional skills and 

capacities to make every decision accurate and precise. 

These contributions are developed in the following subsections in detail.  

7.3.1 Contributions to Knowledge 

This thesis makes multiple contributions to the understanding of the moneywork 

lifecycle and the potential factors of T&A, which hold significance within the fields of 

HCI and CSCW. These areas connected to the contributions of this thesis include the 

interaction between the individuals involved in benefit payments, as well as the user 

experience when technology is applied to assist in information retrieval and 

communication, supporting collaborative work, particularly among public officers and 

insured persons. This thesis also examines the effects of using technology throughout 

the SSO payment processes. These findings show the stages of benefit payments and 

the associated T&A factors within each stage. By leveraging this knowledge, we can 

enhance our comprehension of how to integrate the moneywork cycle and T&A factors 

into the framework of payment system, leading to the discovery of new insights into 

payment systems and T&A within the government context. 

Previous exploration in the literature of HCI and CSCW fields related to money and its 

work lifecycle mainly address the exchange of goods or services among individuals 

and businesses. In contrast, the workflow of financial transactions between 

government agencies and citizens has been the subject of very few research studies. 

This thesis is therefore of value to HCI and CSCW researchers interested in studying 

moneywork in the context of G2P payment. Reviewing moneywork in different contexts 

is crucial to indicate the benefits and solutions that come from using money and digital 
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transfers. This is particularly useful in contributing to the understanding of financial 

transactional work (before, during, and after transactions) in government agencies. In 

this study, I applied the knowledge of the moneywork lifecycle to explain the workflow 

of SSO claims, the way users interact with others, the digital technology used, and its 

impact on SSO payment systems. This knowledge provides new understandings into 

government payment processes, divided into five sub-events of the claim process: 

finding SSB information, submitting claim documents, assessing and diagnosing 

claims, transferring benefit payments, and receiving benefit payments.  

Additionally, this study explains the connections between T&A and financial 

transactions within back and front office systems and the work needed to make these 

function. Indeed, previous research on T&A in government payments has been scarce, 

particularly in studies that simultaneously address the behind-the-scenes payment 

processes as well as the government e-services and interactions provided to citizens. 

This study is, therefore, the first of its kind to identify potential T&A factors in G2P 

payments by drawing on T&A concepts related both to system mechanisms and citizen 

engagement, covering the back and front office SSO systems. I utilized these T&A 

concepts as a starting point to develop new T&A frameworks for government payment 

systems. The new framework of T&A in ‘system mechanisms’ identified seven 

potential factors, which were categorized into three transparency elements (data, 

process, and decision and policy) and four accountability elements in system 

mechanisms (identifiability, monitoring and evaluation, social presence, and 

answerability and feedback). Expanding the understanding of T&A through citizen 

engagement involves considering not only the perspective of public officers in the 

operational process but also examining how citizens make use of T&A within the front-

office system. The new framework of T&A with ‘citizen engagement’ identified seven 

factors encompassed four elements of transparency (motivation, social influence, 

technical factors, and proactive public relations) and three accountability elements with 

citizen engagement (tracking information, complaint mechanisms, and satisfaction 

surveys). 

The two key contributions of transparency and accountability (T&A) factors consist of 

'answerability and feedback', and 'proactive public relations' in demonstrating how 

digital tools (Sapiens system and SSO e-services) support T&A in Thailand's benefit 
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payment system. In particular, ' answerability and feedback' refers to the ability of the 

SSO to respond quickly and clearly SSB information when citizens raise questions or 

file complaints. When responses are timely and informative, not only can problems be 

resolved more effectively, but they also promote trust and credibility in the system. At 

the same time, providing 'proactive public relations,' such as regularly updating 

citizens with accurate, relevant, and understandable information without requiring 

citizens to initiate the search for information, helps citizens not to forget to claim 

benefits on time or to be informed of the reasons for delayed payment. This proactive 

approach can completely meet citizens' needs, reducing frustration and uncertainty in 

payment processes. Together, these two factors will help create a more efficient T&A 

framework, supporting smoother and faster payments. 

Although this thesis focuses on the context of social security benefits (SSB) in 

Thailand, some findings—such as the role of transparency and accountability (T&A) 

in social engagement—are consistent with broader global trends in benefits systems. 

For example, a report by International Social Security Association (2019) reveals that 

the social security systems globally promote self-e-services to respond to inquiries 

related to work injury benefits. Similarly, the SSO e-services in Thailand can support 

T&A by facilitating access to financial information and complaint channels. However, 

the Thai SSO has not implemented intelligent chatbots to enhance these services, 

unlike some countries such as Belgium, Finland, and Saudi Arabia. The use of AI 

chatbots in those countries has the potential to reduce the workload of SSO staff, 

allowing them to be redirected toward face-to-face services, such as providing training 

to educate citizens about their benefits. In addition to communicating through the SSO 

e-services, this thesis's findings point to social media as an important channel for 

disseminating SSB information to the working population in Thailand. This is a similar 

practice in Singapore, where social media is actively used to raise awareness of social 

security benefits among youth and young adults. 

Overall, this topic demonstrates that the significant contributions in this thesis relate to 

understanding moneywork lifecycle and the T&A factors within government payment 

systems, specifically in the context of SSO payments. Unlike previous moneywork 

studies that have focused mainly on commercial financial transactions, this thesis 

explores the new knowledge of moneywork cycles in the welfare and social security 
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systems. This discovery can help stakeholders (policymakers, IT staff and designers, 

and public officers) to study and understand the financial system through the 

interactions between them and citizens, highlighting the impact of technology on these 

processes. By analysing each stage of the SSO claim process and identifying potential 

T&A factors, this thesis provides a new framework for examining government payment 

systems, offering new insights into how T&A factors can be integrated into both back-

office and front-office operations. 

7.3.2 Methodological Contribution 

This thesis makes a significant methodological contribution by applying the narrative 

approach in qualitative research to the analysis of financial transactions within the 

fields of HCI and CSCW. While the narrative approach is less commonly recognized 

than methodologies such as grounded theory, case studies, or ethnography (Elliott, 

2005, McAlpine, 2016), it offers a unique framework for understanding participants' 

experiences by organizing them into the understanding of how previous events shape 

current behaviors and future expectations. This is essential for gaining a thorough 

understanding of participants' lived experiences. This narrative approach offers a 

distinctive way to analyze financial transactions. Instead of merely looking at isolated 

financial data points, this approach allows researchers to construct a detailed report 

of connected sequences of actions in a story that reflects the entire lifecycle of financial 

interactions. Because of this, the narrative approach aligns closely with the 

moneywork lifecycle, which categorizes financial processes into pre-, at-, and post-

transactional stages. By integrating these two frameworks, this thesis provides a 

comprehensive and chronological narrative of financial transactional work, capturing 

the full scope of participants' experiences in the SSO claims. This novel application 

not only enhances the new understanding of financial behaviors in both digital and 

cash settings but also demonstrates the versatility and value of the narrative approach 

in qualitative research.  
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Moreover, this study is one of the very few that uses hybrid thematic analysis1 to 

examine SSO payment experience data and the transparency and accountability 

(T&A) of government agencies in the fields of HCI and CSCW. The uniqueness of this 

thesis lies in its interpretive framework, which combines a structured approach with 

flexibility. Initially, it identifies key themes related to T&A based on existing literature, 

and then it further explores and uncovers additional themes through data collection 

and analysis. By utilizing hybrid thematic analysis, this thesis provides a clear 

framework for T&A analysis and addresses participants' behavioral and activity-related 

issues that have not been previously explored in the previous literature. This approach 

offers new insights into enhancing T&A in government operations, contributing 

significantly to the field, as mentioned in Section 7.3.1. 

This thesis delivers a notable contribution to the methodological enhancement of T&A 

research in the HCI and CSCW fields. It has succeeded in doing so by enhancing the 

understanding of the workflow and enhancing T&A for benefit payment processes. 

This thesis also delves into the distinct challenges linked to response operations, 

strategies for mitigating these concerns, and the reasons behind potential information 

non-disclosure, all of which will be explored in the following section. 

 

7.4 Limitations 

There are a few limitations to acknowledge in this study regarding the constraints 

associated with an online research design, and the limitations of disclosing interviewed 

information and applying knowledge gained from this thesis.  

I chose to use the online rather than a face-to-face interview to maintain social 

distancing, thus minimize the risk of virus transmission during that time. However, this 

situation presented scheduling challenges due to time differences between Thailand 

and England, which were addressed by proposing suitable interview times after work 

or on weekends. As suggested in de Villiers et al. (2022) study on qualitative research 

 
1 a search of the literature revealed only four papers that have used this technique in total. 
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utilizing online interviews, when conducting interviews across different time zones, 

arranging interviews from home and communicating the local time to the interviewee 

is advisable.  

The online interview approach also affected interview continuity when facing internet 

signal failure, causing some participants to be interviewed more than once. To address 

this challenge, I established backup communication channels, such as calls on 

Facebook platforms, to ensure continuity in case of internet failure, similar to Burgin 

et al. (2021) who advocated using alternative communication channels to offer audio, 

video, chat, and sharing capabilities. These functions allowed me to facilitate contact 

via text message for reconnecting or rescheduling future interview. 

It is important to recognize that SSO officials place significant constraints on the 

disclosure of specific details about insured persons in order to protect their personal 

information. Another limitation concerns the use of qualitative approach which usually 

involves an in-depth study of human behavior, experiences, and attitudes rather than 

focusing on numbers or statistical analysis. Because of this approach, the thesis 

selected fewer participants to manage the time and effort required for qualitative 

analysis. 

Undertaking interviews without seeing the back-office of the Sapiens system work 

because of the pandemic presented a hurdle for this study when formulating 

questions. This is especially evident when compared to studying the SSO official 

website, which offers public relations information readily downloadable for the general 

public to understand the e-service system’s usage. Conducting an in-depth interview 

utilizing a semi-structured approach, as Bold (2011) advocates, allowed for flexibility 

in adjusting questions during the interview to align with the flow of conversation. This 

method facilitates probing into how public officers interact within the Sapiens system. 

Consequently, it enabled us to garner detailed and clear responses from officials, 

allowing T&A analysis of the Sapiens system. In contrast, interviewing insured persons 

presented challenges, as some lacked comprehension of the technical terminology 

associated with T&A. Hence, it becomes imperative to avoid jargon, repeat questions 

when necessary, and communicate the interview’s scope beforehand. This proactive 

approach enabled participants to grasp interview questions by substituting other key 
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terms for T&A, such as open data (i.e., transparency) and responsibility (i.e., 

accountability). Moreover, informing interview scope in advance aided in participants 

effectively recalling events, especially when certain claim instances, like maternity 

allowance reimbursements, may have occurred 2-3 years ago. 

The disadvantages of relying on interviews while excluding other methods, such as 

direct observation or fieldwork, is that it may restrict the depth of understanding and 

overlook important contextual factors. Interviews provide valuable understandings 

from participants' perspectives, but they can be influenced by participants' biases, 

memory recall issues, or social desirability pressures (Mowat, 2022). In contrast, direct 

observation or fieldwork allows researchers to observe real-world behaviors and 

interactions, offering a better understanding of the situation (Khuan et al., 2024, van 

Graan et al., 2024). Without these methods, researchers may miss crucial aspects, 

such as non-verbal communication or interpersonal interactions (ibid.), which could 

provide some explanations for participants' behaviors. 

Another drawback of this thesis is that it focuses on understanding T&A in the SSO by 

answering questions only about benefit payments within the Thai system. Hence, it is 

difficult to determine how recommendations for improving T&A could be more 

generally employed. Based on the findings and discussion of this thesis, problems 

could lead to solutions similar to those of government agencies in other countries. 

They promote technology adoption in their workplace and expand the range of e-

services offered to the general public. However, some practical matters, such as laws, 

IT infrastructure, and IT knowledge, might have limitations or differences, which may 

require solving similar-seeming problems with different approaches. It is, therefore, 

vital for HCI and CSCW researchers to be cautious in their application of the design 

suggestions outside of Thailand. On the other hand, these issues demonstrate that 

some of the limitations above are interesting areas for future work. 

Lastly, one of the limitations encountered in this study was the difficulty in obtaining 

feedback from SSO participants and citizens due to the challenges posed by the 

pandemic. This limitation impacted the process of validating the findings directly with 

participants. To address this, the thesis used a triangulation approach during the 

interview process (Carter et al., 2014), employing informal cross-validation of findings 
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from insured individuals and SSO staff at an expert level. This validation was done to 

establish credibility in the interpretation process through data comparison (Harwood 

et al., 2015, Jonsen and Jehn, 2009). While this approach provided valuable insights, 

the lack of direct feedback from a broader participant base remains a notable 

constraint. 

 

7.5 Recommendations for Future Work 

The research findings, discussions, and limitations, as noted in Chapters 4, 5, 6, and 

7, contribute opportunities for further work in across cultures, countries, and technical 

systems. Researchers in HCI and CSCW can leverage government payment systems 

as a focal point for investigation, delving into the T&A findings uncovered in this 

research. This endeavor will not only enable a deeper understanding of the topic but 

also facilitate the exploration of the various influences that shape T&A practices.  

Drawing from the findings, I identified interesting user behaviours and practices when 

interacting with digital tools and online platforms to access the SSO’s services. These 

merit further exploration in future studies, particularly considering users’ backgrounds, 

such as age (e.g., the elderly people), work status (e.g., retired individuals), income 

levels, and people with disabilities. These factors may render individuals particularly 

vulnerable to barriers when accessing SSO services. Future studies could delve into 

the challenges and obstacles faced by individuals in accessing government services, 

such as hospitals, post offices, and banks. Understanding these difficulties is crucial 

for promoting T&A within government agencies. By evaluating the service provided by 

government agencies and community members in overcoming these limitations, 

researchers can gain a better understanding of how well current methods are working 

and identify ways to make T&A more effective. This enhanced understanding of T&A 

in governance can ensure equitable access to essential services for all citizens. 

Other areas for a future extension of enhancing T&A could explore different 

organizations, such as non-profit organizations (e.g., charities and temples). In 

addition, areas of organizations, such as fraud detection agencies, hospitals, and 
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courts, require transparency and a strong sense of accountability, which will also be 

interesting issues in future studies. These areas do not only use payment systems; 

HCI and CSCW researchers could study different systems, such as receiving money 

and receiving complaints. By exploring into these organizational processes, 

researchers can uncover insights into how different systems impact T&A practices 

across various domains. Due to differences in organizations or systems, there will be 

different expectations regarding enhancing T&A, and further research might lead to 

exploring the new themes or relationships between influential factors of T&A in those 

systems. 

In other contexts, such as examining T&A in government payment systems across 

different countries, researchers have the opportunity to study various aspects, such 

as government payment practices, understanding public beliefs and values regarding 

financial spending, and exploring the utilization of modern financial technology. 

Furthermore, researchers might compare findings across countries to assess 

similarities and differences in using money and potential factors of T&A improving the 

payment process. 

 

7.6 Personal Reflection 

I initially encountered the difficulty of conducting this thesis by simultaneously studying 

various fields, including financial transactions, computer science, and analytics inside 

government organizations because of my educational background in accounting. 

Specifically, investigating the operational mechanisms of the SSS or the state welfare 

system poses a challenge due to the scarcity of scholarly literature addressing this 

topic.  As mentioned, the challenges earlier, I decided to work hard on enhancing my 

English proficiency to read literature and write articles. By dedicating three years of 

classes and coursework, I was able to enhance my academic knowledge, build new 

friends, and improve my English skills as expected.  

Despite these efforts, I still encountered limitations in applying my knowledge 

practically, especially when global events like the COVID-19 pandemic began 

disrupting travel, conventional methods of learning, and professional interaction, the 
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COVID-19 situation has changed the collaborative work between the SSO officers and 

insured persons. While interpersonal relationships have decreased, the use of 

technology in communication and services has become more evident. Thus, the 

importance of developing online payment and service systems is becoming more 

widely acknowledged by people. As seen in the current conferences and publications, 

this pandemic increased interest in improving T&A within government services. 

Unfortunately, although the pandemic prevented me from traveling to attend 

international conferences, I had a chance to present online. These presentations were 

an excellent opportunity for me to learn about research trends in HCI and CSCW, 

summarize content, and present results in a limited time.  

A major challenge for me was to learn financial work in the fields of HCI and CSCW 

because there is very little research applying these fields to payment systems in 

Thailand. I sincerely hope that the knowledge gained from this thesis will provide an 

opportunity for HCI and CSCW designers to understand government payment 

systems, their challenges, and suggestions to enhance T&A in their research.



198 

 

References 

ACKERMAN, M. S. 2000. The intellectual challenge of CSCW: the gap between social 
requirements and technical feasibility. Human–Computer Interaction, 15, 179-203. 

ADEJUWON, D. K. 2014. Enchancing Public Accountability and Performance in Nigeria: 
Periscoping the Impediments and Exploring Imperative Measures. Africa’s Public 
Service Delivery & Performance Review, 2, 102-125. 

AL HUSSAINI, Y. K. N. 2021. Implications of Socio-Technical Interactions for e-Government 
Implementation and its Success. PhD thesis, The University of Liverpool (United 
Kingdom). 

ALGHAMDI, S. A. 2017. Key factors influencing the adoption and utilisation of E-
Government systems and services in Saudi Arabia. PhD thesis, University of Sussex. 

ALSAEDI, T., PHALP, K. & ALI, R. Online social transparency in enterprise information 
systems: risks and risk factors.  Research and Practical Issues of Enterprise Information 
Systems: 13th IFIP WG 8.9 International Conference, CONFENIS 2019, Prague, Czech 
Republic, December 16–17, 2019, Proceedings 13, 2019a. Springer, 97-111. 

ALSAEDI, T., PHALP, K. & ALI, R. Towards an assessment method for social transparency 
in enterprise information systems.  2019 IEEE 23rd International Enterprise Distributed 
Object Computing Workshop (EDOCW), 2019b. IEEE, 136-145. 

ALSAEDI, T., SHERIEF, N., PHALP, K. & ALI, R. 2022. Online social transparency in 
enterprise information systems: a risk assessment method. Information Technology and 
Management, 23, 95-124. 

ANKAMAH, S. S. 2016. Toward a framework of improving horizontal and social 
accountability mechanisms: Case studies in Asia. Asian Education and Development 
Studies, 5, 288-304. 

ARDIGÓ, I. A. 2019. Local government accountability mechanisms. Available: 
https://www.jstor.org/stable/pdf/resrep20488.pdf [Accessed 29 March 2022]. 

ASMUNDSON, I. & ONER, C. 2012. What is money. Finance & Development, 49, 52-53. 

AU, Y. A. & KAUFFMAN, R. J. 2008. The economics of mobile payments: Understanding 
stakeholder issues for an emerging financial technology application. Electronic 
commerce research and applications, 7, 141-164. 

AVGEROU, C. 2000. IT and organizational change: an institutionalist perspective. 
Information technology & people, 13, 234-262. 

AZMI, A., ANG, Y. D. & TALIB, S. A. 2016. Trust and justice in the adoption of a welfare e-
payment system. Transforming Government: People, Process and Policy, 10, 391-410. 

https://www.jstor.org/stable/pdf/resrep20488.pdf


199 

 

BABBIE, E. 2014. The basics of social research: International edition, United States: Nelson 
Education Ltd. 

BALAN, R. K., RAMASUBBU, N., PRAKOBPHOL, K., CHRISTIN, N. & HONG, J. mFerio: 
the design and evaluation of a peer-to-peer mobile payment system.  Proceedings of the 
7th international conference on Mobile systems, applications, and services, June 22 - 
25 2009 Kraków, Poland. 291-304. 

BANGKOK POST. 2023. Make Social Security Fund sustainable [Online]. Available: 
https://www.bangkokpost.com/opinion/opinion/2618001/make-social-security-fund-
sustainable [Accessed February 21 2025]. 

BANGKOK POST. 2025. Thailand’s corruption score slips [Online]. Available: 
https://www.bangkokpost.com/thailand/general/2959713/thailands-corruption-score-
slips [Accessed February 12 2025]. 

BANNISTER, F. & CONNOLLY, R. 2011. The trouble with transparency: a critical review of 
openness in e‐government. Policy & Internet, 3, 1-30. 

BANNON, L. & BØDKER, S. 1997. Constructing common information spaces. Proceedings 
of the fifth conference on European Conference on Computer-Supported Cooperative 
Work. Springer, Dordrecht. 

BANNON, L. J. Perspectives on CSCW: From HCI and CMC to CSCW.  International 
Conference on Human-Computer Interaction (EW-HCI'92). St. Petersburg: BCS 
HICOM electronic conference system, 1992. 148-158. 

BANNON, L. J. & SCHMIDT, K. CSCW: Four characters in search of a context.  In 
Proceedings of the Third European Conference on Computer-Supported Cooperative 
Work, 1989. Springer, 3-16. 

BARROS PENA, B., KURSAR, B., CLARKE, R. E., ALPIN, K., HOLKAR, M. & VINES, J. 
Financial technologies in the cycle of poor mental health and financial hardship: 
Towards financial citizenship.  Proceedings of the 2021 CHI Conference on Human 
Factors in Computing Systems, May 8 - 13 2021, 2021a Yokohama, Japan. 1-16. 

BARROS PENA, B., KURSAR, B., CLARKE, R. E., ALPIN, K., HOLKAR, M. & VINES, J. 
" Pick Someone Who Can Kick Your Ass"-Moneywork in Financial Third Party 
Access.  Proceedings of the ACM on Human-Computer Interaction, 2021b. New York, 
NY, United States: ACM Press, 1-28. 

BATUBARA, F. R., UBACHT, J. & JANSSEN, M. Unraveling Transparency and 
Accountability in Blockchain.  Proceedings of the 20th Annual International 
Conference on Digital Government Research, June 18 - 20 2019 Dubai: United Arab 
Emirates. 204-213. 

BAUHR, M. & GRIMES, M. 2014. Indignation or resignation: The implications of 
transparency for societal accountability. Governance, 27, 291-320. 

BAUMEISTER, R. F. 1982. A self-presentational view of social phenomena. Psychological 
bulletin, 91, 3. 

https://www.bangkokpost.com/opinion/opinion/2618001/make-social-security-fund-sustainable
https://www.bangkokpost.com/opinion/opinion/2618001/make-social-security-fund-sustainable
https://www.bangkokpost.com/thailand/general/2959713/thailands-corruption-score-slips
https://www.bangkokpost.com/thailand/general/2959713/thailands-corruption-score-slips


200 

 

BAXTER, G. & SOMMERVILLE, I. 2011. Socio-technical systems: From design methods to 
systems engineering. Interacting with computers, 23, 4-17. 

BEĆIROVIĆ, S. The Characteristics of Money and the Efficiency of Financial Markets.  
Proceedings from Economic Policy and Global Recession. Beograd: Ekonomski 
fakultet, 2009. 499-506. 

BEGGS, J. 2023. Properties and Functions of Money as Currency vs. Wealth [Online]. 
Available: https://www.thoughtco.com/what-is-money-1147763 [Accessed 22 August 
2024]. 

BERTOT, J., JAEGER, P. T. & GRIMES, J. M. 2012. Promoting transparency and 
accountability through ICTs, social media, and collaborative e‐government. 
Transforming government: people, process and policy, 6, 78-91. 

BESHI, T. D. & KAUR, R. 2020. Public trust in local government: Explaining the role of good 
governance practices. Public Organization Review, 20, 337-350. 

BIERNACKI, P. & WALDORF, D. 1981. Snowball sampling: Problems and techniques of 
chain referral sampling. Sociological methods & research, 10, 141-163. 

BIVINS, T. 2006. Responsibility and Accountability. Ethics in public relations: Responsible 
advocacy. London: SAGE Publications. 

BLAIR, H. 2018. Citizen participation and political accountability for public service delivery 
in India: remapping the World Bank’s routes. Journal of South Asian Development, 13, 
54-81. 

BLUMBERG, B., COOPER, D. & SCHINDLER, P. 2014. Business Research Methods. 
Berkshire: McGraw Hill. 

BOLD, C. 2011. Using narrative in research. London: SAGE Publications. 

BORCHORST, N. G., MCPHAIL, B., SMITH, K. L., FERENBOK, J. & CLEMENT, A. 2012. 
Bridging identity gaps—Supporting identity performance in citizen service encounters. 
Computer Supported Cooperative Work (CSCW), 21, 555-590. 

BOVENS, M. 2007. Analysing and assessing accountability: A conceptual framework 1. 
European law journal, 13, 447-468. 

BOVENS, M. 2010. Two Concepts of Accountability: Accountability as a Virtue and as a 
Mechanism. West European Politics, 33, 946-967. 

BOYATZIS, R. E. 1998. Transforming qualitative information: Thematic analysis and code 
development, London: SAGE Publications. 

BOYCE, C. & NEALE, P. 2006. Conducting in-depth interviews: A guide for designing and 
conducting in-depth interviews for evaluation input, Watertown, MA: Pathfinder 
international  

https://www.thoughtco.com/what-is-money-1147763


201 

 

BRADFORD, B. & QUINTON, P. 2014. Self-legitimacy, police culture and support for 
democratic policing in an English constabulary. British journal of criminology, 54, 
1023-1046. 

BRAUN, V. & CLARKE, V. 2006. Using thematic analysis in psychology. Qualitative 
research in psychology, 3, 77-101. 

BRAUN, V. & CLARKE, V. 2013. Successful Qualitative Research: A Practical Guide for 
Beginners, Thousand Oaks: Sage Publications. 

BRAUN, V. & CLARKE, V. 2019. Reflecting on reflexive thematic analysis. Qualitative 
research in sport, exercise and health, 11, 589-597. 

BRAUN, V. & CLARKE, V. 2021a. One size fits all? What counts as quality practice in 
(reflexive) thematic analysis? Qualitative research in psychology, 18, 328-352. 

BRAUN, V. & CLARKE, V. 2021b. To saturate or not to saturate? Questioning data saturation 
as a useful concept for thematic analysis and sample-size rationales. Qualitative 
research in sport, exercise and health, 13, 201-216. 

BRAUN, V. & CLARKE, V. 2022. Conceptual and design thinking for thematic analysis. 
Qualitative Psychology, 9. 

BROWN, A. D. 2006. A narrative approach to collective identities. Journal of management 
Studies, 43, 731-753. 

BRYMAN, A. 1984. The debate about quantitative and qualitative research: a question of 
method or epistemology? British journal of Sociology, 35, 75-92. 

BRYMAN, A. 2016. Social research methods, United Kingdom: Oxford university press. 

BRYMAN, A. & BELL, E. 2015. Business research methods, United Kingdom: Oxford 
university press. 

BUCCI, A. W., HULFORD, L., MACDONALD, A. & ROTHWELL, J. 2015. Citizen 
Engagement: A Catalyst for Effective Local Government. The Dalhousie Journal of 
Interdisciplinary Management, 11, 1-28. 

BURGIN, M. S., HAWKINSON, K., KATARIA, T., MATOUSEK, S. E., PARK, K., SCOTT, 
V., SHAH, R., TRAN, A., WESSEN, R. R. & ZUSACK, S. A. 2021. Remote 
Concurrent Engineering: A-Team Studies in the Virtual World. 2021 IEEE Aerospace 
Conference (50100). Big Sky, MT, USA: IEEE. 

BUTINA, M. 2015. A narrative approach to qualitative inquiry. Clinical laboratory science, 
28, 190-196. 

BYRNE, D. 2022. A worked example of Braun and Clarke’s approach to reflexive thematic 
analysis. Quality & quantity, 56, 1391-1412. 

CAI, L. & ZHU, Y. 2015. The challenges of data quality and data quality assessment in the big 
data era. Data science journal, 14, 2-2. 



202 

 

CAIRNS, P. E. & COX, A. L. 2008. Research methods for human-computer interaction, 
Cambridge: Cambridge University Press. 

CARLO BERTOT, J., JAEGER, P. T. & GRIMES, J. M. 2012. Promoting transparency and 
accountability through ICTs, social media, and collaborative e‐government. 
Transforming government: people, process and policy, 6, 78-91. 

CARTER, N., BRYANT-LUKOSIUS, D., DICENSO, A., BLYTHE, J. & NEVILLE, A. The 
use of triangulation in qualitative research.  Oncology Nursing Forum, 2014. 545-547. 

CHALUAY, P., CHAVEESUK, S. & PANTUWONG, N. The Acceptance Model of a National 
e-Payment in Thailand: Conceptual Framework.  Proceedings of 2017 the 7th 
International Workshop on Computer Science and Engineering (WCSE 2017), 25-27 
June, 2017 2017 Beijing. 1302-1307. 

CHATERERA, F. 2016. Managing public records in Zimbabwe: the road to good governance, 
accountability, transparency and effective service delivery. Journal of the South African 
society of archivists, 49, 116-136. 

CHILISA, B. & KAWULICH, B. 2012. Selecting a research approach: Paradigm, 
methodology and methods. Doing social research: A global context. New York: 
McGraw-Hill Higher Education  

CHONGTHAMMAKUN, R. & JACKSON, S. J. Extending virtual organizations in the public 
sector: lessons from CSCW, STS, and organization science.  2010 43rd Hawaii 
International Conference on System Sciences, 2010. IEEE, 1-10. 

CHUNG, J. J. 2009. Money as Simulacrum: The legal nature and reality of money. Hastings 
Bus. LJ, 5, 109. 

CIOLFI, L., LEWKOWICZ, M. & SCHMIDT, K. 2023. CSCW: History, Core Issues, and 
Approaches in Computer-Supported Cooperative Work. Handbook of Human 
Computer Interaction. Cham: Springer International Publishing. 

CIRASINO, M., BAIJAL, H., GARCIA, A. & KITCHLU, R. 2012. General guidelines for the 
development of government payment programs (English). Financial infrastructure 
series,payment systems policy and research Washington, D.C. : World Bank Group. 

CITRO, F., CUADRADO-BALLESTEROS, B. & BISOGNO, M. 2021. Explaining budget 
transparency through political factors. International Review of Administrative Sciences, 
87, 115-134. 

COHEN, L., MANION, L. & MORRISON, K. 2007. Research methods in education, London: 
Routledge  

COLOMBINO, T., HANRAHAN, B. & CASTELLANI, S. Lessons learnt working with 
performance data in call centres.  COOP 2014-Proceedings of the 11th International 
Conference on the Design of Cooperative Systems, 27-30 May 2014, Nice (France), 
2014. Springer, 277-292. 



203 

 

COMBAZ, E. & MCLOUGHLIN, C. 2014. Voice, Empowerment and Accountability: Topic 
Guide., Birmingham, UK: GSDRC, University of Birmingham. 

CONRADIE, P. & CHOENNI, S. 2014. On the barriers for local government releasing open 
data. Government information quarterly, 31, S10-S17. 

COTTERRELL, R. 1999. Transparency, mass media, ideology and community. Journal for 
Cultural Research, 3, 414-426. 

CRESWELL, J. W. 2012. Educational research: Planning, conducting, and evaluating 
quantitative and qualitative research, New York: Pearson Education. 

CSÁKI, C., O'BRIEN, L., GILLER, K., MCCARTHY, J. B., TAN, K. T. & ADAM, F. 2013. 
The use of E‐Payment in the distribution of social welfare in Ireland: Charting the daily 
experience of recipients. Transforming Government: People, Process and Policy, 7, 6-
26. 

D’AMORE, C., MARTIN, S. L., WOOD, K. & BROOKS, C. 2021. Themes of healing and 
posttraumatic growth in women survivors’ narratives of intimate partner violence. 
Journal of interpersonal violence, 36, NP2697-NP2724. 

DA CRUZ, N. F., TAVARES, A. F., MARQUES, R. C., JORGE, S. & DE SOUSA, L. 2016. 
Measuring local government transparency. Public Management Review, 18, 866-893. 

DAVIES, T. & FUMEGA, S. 2014. Mixed incentives: Adopting ICT innovations for 
transparency, accountability, and anti-corruption. 4. Available: 
https://open.cmi.no/cmi-xmlui/handle/11250/2474950 [Accessed 27 May 2021]. 

DE SOUZA, A. A. C., D'ANGELO, M. J. & LIMA FILHO, R. N. 2022. Effects of Predictors 
of Citizens' Attitudes and Intention to Use Open Government Data and Government 
2.0. Government Information Quarterly, 39, 101663. 

DE VILLIERS, C., FAROOQ, M. B. & MOLINARI, M. 2022. Qualitative research interviews 
using online video technology–challenges and opportunities. Meditari Accountancy 
Research, 30, 1764-1782. 

DE VILLIERS, M. Three approaches as pillars for interpretive information systems research: 
development research, action research and grounded theory.  Proceedings of the 2005 
annual research conference of the South African institute of computer scientists and 
information technologists on IT research in developing countries, 2005. Citeseer, 142-
151. 

DEAKIN, H. & WAKEFIELD, K. 2014. Skype interviewing: Reflections of two PhD 
researchers. Qualitative research, 14, 603-616. 

DEKKER, T., KOSTER, P. & MOUTER, N. 2019. The economics of participatory value 
evaluation. Available: https://ssrn.com/abstract=3323645 [Accessed 18 October 2022]. 

DIAKOPOULOS, N. 2014. Algorithmic accountability reporting: On the investigation of black 
boxes. Available: https://core.ac.uk/download/pdf/161457012.pdf [Accessed 6 
November 2021]. 

https://open.cmi.no/cmi-xmlui/handle/11250/2474950
https://ssrn.com/abstract=3323645
https://core.ac.uk/download/pdf/161457012.pdf


204 

 

DIAKOPOULOS, N. 2016. Accountability in algorithmic decision making. Communications 
of the ACM, 59, 56-62. 

DODGSON, M., GANN, D., WLADAWSKY-BERGER, I., SULTAN, N. & GEORGE, G. 
2015. Managing digital money. Academy of Management Journal, 58, 325-333. 

DRISCOLL, J., LARSEN, M., SHUTINA, D. & CIRO, A. 2015. Marginalized Groups in ICT-
enabled Governance:Lessons from the Balkans. E-governance and urban policy design 
in developing countries. Nairobi:UN-Habitat. 

EISENHARDT, K. M. 1989. Building theories from case study research. Academy of 
management review, 14, 532-550. 

ELECTRONIC GOVERNMENT AGENCY 2017a. Chapter 1 Thailand’s Digital Government 
Readiness. In: E-GOVERNMENT POLICY DIVISION, P. A. S. D. (ed.) Thailand 
Digital Government Status Report 2017. Bangkok: Thailand. 

ELECTRONIC GOVERNMENT AGENCY 2017b. Chapter 5 What Does Thailand Gain from 
Being Digital Government?  . In: E-GOVERNMENT POLICY DIVISION, P. A. S. D. 
(ed.) Thailand Digital Government Status Report 2017. Bankok: Thailand. 

ELLIOTT, J. 2005. Using narrative in social research: Qualitative and quantitative 
approaches, London: SAGE Publications. 

ERICKSON, T. & KELLOGG, W. A. 2000. Social translucence: an approach to designing 
systems that support social processes. ACM transactions on computer-human 
interaction (TOCHI), 7, 59-83. 

FAIRBANKS, J., PLOWMAN, K. D. & RAWLINS, B. L. 2007. Transparency in government 
communication. Journal of Public Affairs: An International Journal, 7, 23-37. 

FEREDAY, J. & MUIR-COCHRANE, E. 2006. Demonstrating rigor using thematic analysis: 
A hybrid approach of inductive and deductive coding and theme development. 
International journal of qualitative methods, 5, 80-92. 

FERREIRA, J. & PERRY, M. Building an alternative social currency: dematerialising and 
rematerialising digital money across media.  Proceedings of HCI Korea, 2014. Hanbit 
Media, Inc., 122-131. 

FIRPO, J. 2009. E-Money – Mobile Money – Mobile Banking – What’s the Difference? 
[Online]. Available: https://blogs.worldbank.org/psd/e-money-mobile-money-mobile-
banking-what-s-the-difference [Accessed 23 August 2023]. 

FLOOD, D., WEST, T. & WHEADON, D. 2013. Trends in mobile payments in developing 
and advanced economies RBA Bulletin, Reserve Bank of Australia, 71–80. 

FORSTER, R. M., CARMEN; SINGH,JANAMEJAY. 2004. Social accountability: an 
introduction to the concept and emerging practice. Social Development Papers, 
Participation and Civic Engagement. Washington, D.C. : World Bank Group. 

https://blogs.worldbank.org/psd/e-money-mobile-money-mobile-banking-what-s-the-difference
https://blogs.worldbank.org/psd/e-money-mobile-money-mobile-banking-what-s-the-difference


205 

 

FOUNTAIN, J. E. 2001. Building the virtual state: Information technology and institutional 
change, United States: Brookings Institution Press. 

FOX, J. 2007. The uncertain relationship between transparency and accountability. 
Development in practice, 17, 663-671. 

FRIEDLAND, R. & ALFORD, R. R. 1991. Bringing society back in: Symbols, practices, and 
institutional contradictions. In: WALTER W., P. & PAUL J., D. (eds.) The new 
institutionalism in organizational analysis. Chicago, IL: University of Chicago Press. 

FUSCH, P., FUSCH, G. E. & NESS, L. R. 2018. Denzin’s paradigm shift: Revisiting 
triangulation in qualitative research. Journal of Sustainable Social Change, 10, 19-32. 

GABRIEL, A. G. 2017. Transparency and accountability in local government: levels of 
commitment of municipal councillors in Bongabon in the Philippines. Asia Pacific 
Journal of Public Administration, 39, 217-223. 

GARRIDO-RODRÍGUEZ, J.-C., GARRIDO-MONTAÑÉS, M., LÓPEZ-PÉREZ, G. & 
ZAFRA-GÓMEZ, E. 2022. The importance of measuring local governments’ 
information disclosure: comparing transparency indices in Spain. Sustainability, 14, 
13081. 

GRAGLIA, J. M. & MELLON, C. 2018. Blockchain and property in 2018: At the end of the 
beginning. Innovations: Technology, Governance, Globalization, 12, 90-116. 

GREENLEAF, G. & SURIYAWONGKUL, A. 2019. Thailand–Asia’s strong new data 
protection law.160 Privacy Laws and Business International Report. Available: 
https://ssrn.com/abstract=3502671 [Accessed 12 June 2023]. 

GRIMMELIKHUIJSEN, S., PORUMBESCU, G., HONG, B. & IM, T. 2013. The effect of 
transparency on trust in government: A cross‐national comparative experiment. Public 
administration review, 73, 575-586. 

GRIMMELIKHUIJSEN, S. G. & WELCH, E. W. 2012. Developing and testing a theoretical 
framework for computer‐mediated transparency of local governments. Public 
administration review, 72, 562-571. 

GROVES, R. M., FOWLER JR, F. J., COUPER, M. P., LEPKOWSKI, J. M., SINGER, E. & 
TOURANGEAU, R. 2009. Survey methodology, Hoboken, NJ, John Wiley & Sons. 

GRUDIN, J. 1994. Computer-supported cooperative work: History and focus. Computer, 27, 
19-26. 

HAREKRISHNA, M. S. K., PANIGRAHI 2015. E-Governance and Rural-Urban Continuum: 
Study in Indian Context. E-governance and urban policy design in developing 
countries. Nairobi:UN-Habitat. 

HARRISON, S., TATAR, D. & SENGERS, P. The three paradigms of HCI.  Alt. Chi. Session 
at the SIGCHI Conference on human factors in computing systems San Jose, California, 
USA, 2007. 1-18. 

https://ssrn.com/abstract=3502671


206 

 

HARTMANN, M. E. 2006. E-payments evolution. Available: 
https://link.springer.com/chapter/10.1007/3-7908-1652-3_2 [Accessed 10 June 2020]. 

HARWOOD, I., GAPP, R. & STEWART, H. 2015. Cross-check for completeness: exploring 
a novel use of Leximancer in a Grounded Theory study. The Qualitative Report, 20, 
1029-1045. 

HASSAN, H. 2011. An investigation of e-services in developing countries: the case of e-
government in Egypt. PhD thesis, Cranfield university. 

HAVAEJI, H. & ALBADVI, A. 2019. Citizen feedback and executives: Improving 
government performance through citizen relationship management. International 
Journal of Organization Theory & Behavior, 22, 242-258. 

HAYASHI, F. 2015. Faster payments in the United States: how can private sector systems 
achieve public policy goals? Federal Reserve Bank of Kansas City working paper 
[Online]. Available: https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2693720 
[Accessed 25 October 2021]. 

HEATON, D., CLOS, J., NICHELE, E. & FISCHER, J. E. The Social Impact of Decision-
Making Algorithms: Reviewing the Influence of Agency, Responsibility and 
Accountability on Trust and Blame.  Proceedings of the First International Symposium 
on Trustworthy Autonomous Systems, July 11 - 12 2023 Edinburgh, United Kingdom. 
1-11. 

HESPELER, F. 2008. Electronic Money and the Monetary Transmission Process, Germany: 
Cuvillier Verlag. 

HILGERS, D. & IHL, C. 2010. Citizensourcing: Applying the concept of open innovation to 
the public sector. International Journal of Public Participation, 4, 67-88. 

HLADCHENKO, L. Government Financial Accountability and Transparency in the Digital 
World.  International Conference on Information and Communication Technologies in 
Education, Research, and Industrial Applications, June 21-24 2016 Kyiv, Ukraine. 477-
484. 

HOGAN, M., OJO, A., HARNEY, O., RUIJER, E., MEIJER, A., ANDRIESSEN, J., 
PARDIJS, M., BOSCOLO, P., PALMISANO, E. & SATTA, M. 2017. Governance, 
transparency and the collaborative design of open data collaboration platforms: 
understanding barriers, options, and needs. Government 3.0–Next Generation 
Government Technology Infrastructure and Services: Roadmaps, Enabling 
Technologies & Challenges, 299-332. 

HOLLEY, K. A. & COLYAR, J. 2009. Rethinking texts: Narrative and the construction of 
qualitative research. Educational researcher, 38, 680-686. 

HOLTZBLATT, K. & BEYER, H. 1998. Contextual design: defining customer-centered 
systems, San Francisco, CA: Morgan Kaufmann Publishers Inc. 

https://link.springer.com/chapter/10.1007/3-7908-1652-3_2
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2693720


207 

 

HOSSEINI, M., SHAHRI, A., PHALP, K. & ALI, R. 2018. Four reference models for 
transparency requirements in information systems. Requirements Engineering, 23, 251-
275. 

HULIKAL MURALIDHAR, S., BOSSEN, C., MEHRA, A. & O'NEILL, J. 2018. Digitizing 
monetary ecologies: Intended and unintended consequences of introducing a financial 
management app in a low-resource setting. Proceedings of the ACM on Human-
Computer Interaction, 2, 1-17. 

HUTTER, K., FÜLLER, J. & KOCH, G. Why citizens engage in open government platforms?  
GI-Jahrestagung, 4-7 October 2011 Berlin, Germany. 223. 

ILELAH, K. B., AB HALIM, A., ISMAIL, M. M. B. & NOR, M. S. M. 2022. The Role of 
State Government Accountability in the Management of Political Violence in Nigeria. 
International Journal of Academic Research in Business and Social Sciences, 12, 39 – 
53. 

INTERNATIONAL SOCIAL SECURITY ASSOCIATION. 2016. Ten global challenges for 
social security-2016. Available: https://socialprotection.org/discover/publications/ten-
global-challenges-social-security [Accessed 18 April 2020]. 

INTERNATIONAL SOCIAL SECURITY ASSOCIATION. 2019. Ten global challenges for 
social security-2019. Available: https://www.issa.int/html/10/images/2-10-challenges-
Global-2019-WEB.pdf [Accessed 18 April 2020]. 

ISLAM, T. & KABIR, S. 2015. Audiovisual Information Centres for South-Asian. E-
governance and urban policy design in developing countries. Nairobi:UN-Habitat. 

JANSSEN, M. & VAN DEN HOVEN, J. 2015. Big and Open Linked Data (BOLD) in 
government: A challenge to transparency and privacy? Government Information 
Quarterly, 32, 363-368. 

JATAU, V. S. & DUNG, K. L. 2014. The Central Bank of Nigeria’s cashless policy: A major 
panacea for eliminating corruption and enhancing sustainable development in Nigeria. 
African Research Review, 8, 198-206. 

JOHNSTONE, B. 2016. ‘Oral versions of personal experience’: Labovian narrative analysis 
and its uptake. Journal of Sociolinguistics, 20, 542-560. 

JONSEN, K. & JEHN, K. A. 2009. Using triangulation to validate themes in qualitative studies. 
Qualitative research in organizations and management: an international journal, 4, 
123-150. 

JOSHI, A. 2013. Do they work? Assessing the impact of transparency and accountability 
initiatives in service delivery. Development Policy Review, 31, s29-s48. 

JOSHI, A. 2014. Reading the local context: a causal chain approach to social accountability. 
IDS bulletin, 45, 23-35. 

KABIR, M. A., SAIDIN, S. Z. & AHMI, A. Adoption of e-payment systems: a review of 
literature.  International Conference on E-Commerce, 2015. 112-120. 

https://socialprotection.org/discover/publications/ten-global-challenges-social-security
https://socialprotection.org/discover/publications/ten-global-challenges-social-security
https://www.issa.int/html/10/images/2-10-challenges-Global-2019-WEB.pdf
https://www.issa.int/html/10/images/2-10-challenges-Global-2019-WEB.pdf


208 

 

KAMESWARAN, V. & HULIKAL MURALIDHAR, S. Cash, Digital Payments and 
Accessibility: A Case Study from Metropolitan India.  Proceedings of the ACM on 
human-computer interaction, 2019. New York, NY, United States: ACM Press, 1-23. 

KANDHRO, D. S. & PATHRANNARAKUL, P. 2013. The role of technology in enhancing 
transparency and accountability in public sector organizations of Pakistan. 
International Journal of Economics Business and Management Studies, 2, 20-24. 

KARUSALA, N., HOLEMAN, I. & ANDERSON, R. Engaging identity, assets, and 
constraints in designing for resilience.  Proceedings of the ACM on Human-Computer 
Interaction, 2019. New York, NY, United States: ACM Press, 1-23. 

KAYE, J. J., MCCUISTION, M., GULOTTA, R. & SHAMMA, D. A. Money talks: tracking 
personal finances.  Proceedings of the SIGCHI Conference on Human Factors in 
Computing Systems, April 26 - May 1 2014 Ontario, Toronto, Canada. 521-530. 

KEATES, S., CLARKSON, P. J., HARRISON, L.-A. & ROBINSON, P. Towards a practical 
inclusive design approach.  Proceedings on the 2000 conference on Universal Usability, 
November 16 - 17 2000 Virginia, Arlington, USA. 45-52. 

KEEN, S., LOMELI-RODRIGUEZ, M. & JOFFE, H. 2022. From challenge to opportunity: 
virtual qualitative research during COVID-19 and beyond. International journal of 
qualitative methods, 21, 1-11. 

KEERASUNTONPONG, P., MANOWAN, P. & SHUTIBHINYO, W. 2019. Reforming 
government public accountability: the case of Thailand. Journal of Public Budgeting, 
Accounting & Financial Management, 31, 237-263. 

KEMAL, A. A. 2019. Mobile banking in the government-to-person payment sector for 
financial inclusion in Pakistan. Information Technology for Development, 25, 475-502. 

KHAIRUDDIN, I. E. 2019. Understanding and designing for trust in Bitcoin Blockchain. PhD 
thesis, Lancaster University  

KHANDAY, S. A. & KHANAM, D. 2019. The Research Design. Journal of Critical Review, 
6, 367-376. 

KHUAN, L., JAMIL, N. A. & MUDA, S. M. 2024. A Researcher’s Journey from Traditional 
Qualitative Methods to Tech-Driven Insights. JITSI: Jurnal Ilmiah Teknologi Sistem 
Informasi, 5, 193-198. 

KILAY, A. L., SIMAMORA, B. H. & PUTRA, D. P. 2022. The influence of e-payment and 
e-commerce services on supply chain performance: Implications of open innovation 
and solutions for the digitalization of micro, small, and medium enterprises (MSMEs) 
in Indonesia. Journal of Open Innovation: Technology, Market, and Complexity, 8, 119. 

KIM, S. & LEE, J. 2019. Citizen participation, process, and transparency in local government: 
An exploratory study. Policy Studies Journal, 47, 1026-1047. 

KINYONDO, A. & PELIZZO, R. 2019. Enhancing Citizen Participation for Development in 
Tanzania. Otoritas: Jurnal Ilmu Pemerintahan, 9 1-11. 



209 

 

KLAPPER, L. & SINGER, D. 2017. The opportunities and challenges of digitizing 
government-to-person payments. The World Bank Research Observer, 32, 211-226. 

KLEIN, H. K. & MYERS, M. D. 1999. A set of principles for conducting and evaluating 
interpretive field studies in information systems. MIS quarterly, 23, 67-93. 

KLING, R. 1992. Audiences, narratives, and human values in social studies of technology. 
Science, Technology, & Human Values, 17, 349-365. 

KOSHY, T. 2006. Methodology of Social Sciences: positivism, anti-positivism, and the 
phenomenological mediation. The Indian Journal of Social Work, 67, 16-29. 

KRISHNAN, N. K., JOHRI, A., CHANDRASEKARAN, R. & PAL, J. Cashing out: digital 
payments and resilience post-demonetization.  Proceedings of the Tenth International 
Conference on Information and Communication Technologies and Development, 
January 4 - 7 2019 Ahmedabad, India. 1-16. 

KROLL, J. A. 2020. Accountability in computer systems. The oxford handbook of ethics of AI. 
Oxford: Oxford University Press. 

KUCIRKOVA, N., SHEEHY, K. & MESSER, D. 2015. A Vygotskian perspective on parent–
child talk during iPad story sharing. Journal of Research in Reading, 38, 428-441. 

KÜGLER, M. & SMOLNIK, S. Just for the fun of it? Towards a model for assessing the 
individual benefits of employees' enterprise social software usage.  2013 46th Hawaii 
International Conference on System Sciences, 2013. IEEE, 3614-3623. 

KUHN, T. S. 1970. The structure of scientific revolutions. Chicago: University of Chicago 
press. 

KUMAR, D., MARTIN, D. & O'NEILL, J. The times they are a-changin' mobile payments in 
india.  Proceedings of the SIGCHI conference on human factors in computing systems, 
May 7-12 2011 Vancouver,BC, United States. 1413-1422. 

KUMARI, N. & KHANNA, J. 2017. Cashless payment: A behaviourial change to economic 
growth. Qualitative and Quantitative Research Review, 2, 84-90. 

KUUTTI, K. & BANNON, L. J. The turn to practice in HCI: towards a research agenda.  
Proceedings of the SIGCHI conference on human factors in computing systems, 26 
April - 1 May 2014 Toronto Ontario, Canada. 3543-3552. 

LANAMÄKI, A. & VÄYRYNEN, K. Six issues in which IS and CSCW research communities 
differ.  COOP 2016: Proceedings of the 12th International Conference on the Design 
of Cooperative Systems, 23-27 May 2016, Trento, Italy, 2016. Springer, 3-19. 

LAZAR, J., FENG, J. H. & HOCHHEISER, H. 2017. Research methods in human-computer 
interaction, United States: Elsevier Science & Technology. 

LEGAL AFFAIRS DIVISION. 1991. Civil Registration Act B.E. 2534 (1991) [Online]. Legal 
Affairs Division, Department of Provincial Administration. Available: 



210 

 

https://multi.dopa.go.th/legal/assets/modules/news/uploads/eca52a9b28c62cace1a0ac
045a8450fe603233e73be9f639787441378552789.pdf [Accessed 16 April 2025]. 

LERNER, J. S. & TETLOCK, P. E. 1999. Accounting for the effects of accountability. 
Psychological bulletin, 125, 255. 

LEWIS, M. & PERRY, M. Follow the money: Managing personal finance digitally.  
Proceedings of the 2019 CHI Conference on Human Factors in Computing Systems, 
May 4–9 2019 Glasgow, Scotland, UK. 1-14. 

LNĚNIČKA, M., MACHOVA, R., VOLEJNÍKOVÁ, J., LINHARTOVÁ, V., 
KNEZACKOVA, R. & HUB, M. 2021. Enhancing transparency through open 
government data: The case of data portals and their features and capabilities. Online 
Information Review, 45, 1021-1038. 

LOCHAN, R., MAS, I., RADCLIFFE, D., SINHA, S. & TAHILYANI, N. 2010. The benefits 
to government of connecting low-income households to an e-payment system: an 
analysis in India. Lydian Payments Journal, 2, 38-44. 

LOSEKE, D. R. 2007. The study of identity as cultural, institutional, organizational, and 
personal narratives: Theoretical and empirical integrations. The Sociological Quarterly, 
48, 661-688. 

MABILLARD, V. & ZUMOFEN, R. 2017. The complex relationship between transparency 
and accountability: A synthesis and contribution to existing frameworks. Public Policy 
and Administration, 32, 110-129. 

MAHMOOD, M. 2018. Does Digital Transformation of Government Lead to Enhanced 
Citizens’ Trust and Confidence in Government?, Cham, Switzerland: Springer. 

MARSHALL, C. & ROSSMAN, G. B. 2016. Designing qualitative research, Thousand Oaks: 
Sage publications. 

MARSHALL, M., KIRK, D. S. & VINES, J. Accountable: Exploring the inadequacies of 
transparent financial practice in the non-profit sector.  Proceedings of the 2016 CHI 
Conference on Human Factors in Computing Systems, May 07-May 12 2016 San Jose, 
USA. 1620-1631. 

MARSHALL, M., VINES, J., WRIGHT, P., KIRK, D. S., LOWE, T. & WILSON, R. 
Accountability work: Examining the values, technologies and work practices that 
facilitate transparency in Charities.  Proceedings of the 2018 CHI Conference on 
Human Factors in Computing Systems, April 21-26 2018 Montreal, QC, Canada. 1-12. 

MATHEUS, R., JANSSEN, M. & JANOWSKI, T. 2021. Design principles for creating digital 
transparency in government. Government Information Quarterly, 38, 101550. 

MCADAMS, D. P. 1996. Personality, modernity, and the storied self: A contemporary 
framework for studying persons. Psychological inquiry, 7, 295-321. 

MCALPINE, L. 2016. Why might you use narrative methodology? A story about narrative. 
Eesti Haridusteaduste Ajakiri. Estonian Journal of Education, 4, 32-57. 

https://multi.dopa.go.th/legal/assets/modules/news/uploads/eca52a9b28c62cace1a0ac045a8450fe603233e73be9f639787441378552789.pdf
https://multi.dopa.go.th/legal/assets/modules/news/uploads/eca52a9b28c62cace1a0ac045a8450fe603233e73be9f639787441378552789.pdf


211 

 

MCCORMACK, C. 2004. Storying stories: a narrative approach to in-depth interview 
conversations. International journal of social research methodology, 7, 219-236. 

MCKIBBEN, E. & BREHENY, M. 2023. Making Sense of Making Sense of Time: 
Longitudinal Narrative Research. International Journal of Qualitative Methods, 22, 1-
10. 

MEIJER, A. 2009. Understanding modern transparency. International Review of 
Administrative Sciences, 75, 255-269. 

MERRIAM, S. B. & TISDELL, E. J. 2015. Qualitative research: A guide to design and 
implementation. United States: John Wiley & Sons. 

MING‐YEN TEOH, W., CHOY CHONG, S., LIN, B. & WEI CHUA, J. 2013. Factors 
affecting consumers’ perception of electronic payment: an empirical analysis. Internet 
Research, 23, 465-485. 

MOHLAMEANE, M. & RUXWANA, N. 2020. Exploring the impact of cloud computing on 
existing South African regulatory frameworks. South African Journal of Information 
Management, 22, 1-9. 

MOWAT, H. 2022. Chapter 37 Interviews and Observation The Wiley Blackwell Companion 
to Theology and Qualitative Research. John Wiley & Sons. 

MULGAN, R. 2000. ‘Accountability’: an ever‐expanding concept? Public administration, 78, 
555-573. 

MURALIDHAR, S. H. 2019. Making Digital Money “Work” for Low-Income Users: Critical 
Reflections for HCI. International Journal of Mobile Human Computer Interaction 
(IJMHCI), 11, 49-65. 

MUSA, A. 2019. Croatia: The transparency landscape. The Laws of Transparency in Action: 
A European Perspective, 339-387. 

MUYLAERT, C. J., SARUBBI JR, V., GALLO, P. R., NETO, M. L. R. & REIS, A. O. A. 
2014. Narrative interviews: an important resource in qualitative research. Revista da 
Escola de Enfermagem da USP, 48, 184-189. 

MYERS, M. D. 2009. Qualitative research in business and management, London, UK: Sage 
Publications. 

NAMI, M. R. E-banking: Issues and challenges.  2009 10th ACIS International Conference on 
Software Engineering, Artificial Intelligences, Networking and Parallel/Distributed 
Computing, 2009. IEEE, 263-266. 

NAPARAT, D. Exploring Thailand’s PDPA Implementation Approaches and Challenges.  
Australasian Conference on Information Systems 2020, December 1-4 2020 
Wellington, New Zealand. 1-8. 



212 

 

NASTITI, R. D., PUJININGSIH, S. & WARDOYO, C. 2021. Hegemony Of Performance 
Accountability Systems Of Government Intitutions In Malang: An Ideology 
Perspective. Jurnal Riset Akuntansi dan Bisnis Airlangga, 6, 353219. 

NELMS, T. & REA, S. 2017. Mobile money: The first decade. 1. Available: 
https://www.imtfi.uci.edu/files/docs/2017/Rea_Nelms_Mobile%20Money%20The%2
0First%20Decade%202017_2a.pdf [Accessed 28 November 2020]. 

NIELSEN, J. & MOLICH, R. Heuristic evaluation of user interfaces.  Proceedings of the 
SIGCHI conference on Human factors in computing systems, 1990 Seattle, 
Washington, United States. ACM Press, 249-256. 

O’NEILL, J., DHARESHWAR, A. & MURALIDHAR, S. H. 2017. Working digital money 
into a cash economy: The collaborative work of loan payment. Computer Supported 
Cooperative Work (CSCW), 26, 733-768. 

OLIVEIRA, G. 2023. Developing a codebook for qualitative data analysis: insights from a 
study on learning transfer between university and the workplace. International Journal 
of Research & Method in Education, 46, 300-312. 

OMAR, A., WEERAKKODY, V. & DAOWD, A. 2020. Studying Transformational 
Government: A review of the existing methodological approaches and future outlook. 
Government Information Quarterly, 37, 1-10. 

OMARIBA, Z. B., MASESE, N. B. & WANYEMBI, G. 2012. Security and privacy of 
electronic banking. International Journal of Computer Science Issues (IJCSI), 9, 432. 

ORLIKOWSKI, W. J. 1992. The duality of technology: Rethinking the concept of technology 
in organizations. Organization science, 3, 398-427. 

ORLIKOWSKI, W. J. & BAROUDI, J. J. 1991. Studying information technology in 
organizations: Research approaches and assumptions. Information systems research, 2, 
1-28. 

OSENI, K. O. 2017. Barriers facing e-service adopting and implementation at local 
environment level in Nigeria. PhD thesis, University of Portsmouth. 

PATTON, M. Q. 1990. Qualitative evaluation and research methods, Newbury Park: SAGE 
Publications. 

PATTON, M. Q. 1999. Enhancing the quality and credibility of qualitative analysis. Health 
services research, 34, 1189-1208. 

PERRY, M. & FERREIRA, J. 2018. Moneywork: Practices of use and social interaction around 
digital and analog money. ACM Transactions on Computer-Human Interaction 
(TOCHI), 24, 1-32. 

PILON, M. & BROUARD, F. 2023. Conceptualizing accountability as an integrated system of 
relationships, governance, and information. Financial Accountability & Management, 
39, 421-446. 



213 

 

PINE, K. & MAZMANIAN, M. Emerging insights on building infrastructure for data-driven 
transparency and accountability of organizations.  iConference 2015 Proceedings, Mar 
15 2015. United State: iSchools, 1-13. 

PIPEK, V. & WULF, V. 2009. Infrastructuring: Toward an integrated perspective on the design 
and use of information technology. Journal of the Association for Information Systems, 
10, 447-473. 

PONSREE, K. 2024. QR code payment in Thailand 4.0 era: expand the understanding of 
perceived susceptibility to COVID-19 in the TAM theory. Current Psychology, 1-19. 

PORUMBESCU, G. A. 2017. Does transparency improve citizens’ perceptions of government 
performance? Evidence from Seoul, South Korea. Administration & society, 49, 443-
468. 

PRATT, W., REDDY, M. C., MCDONALD, D. W., TARCZY-HORNOCH, P. & GENNARI, 
J. H. 2004. Incorporating ideas from computer-supported cooperative work. Journal of 
biomedical informatics, 37, 128-137. 

PRITCHARD, G., VINES, J. & OLIVIER, P. Your money's no good here: The elimination of 
cash payment on London buses.  Proceedings of the 33rd Annual ACM Conference on 
Human Factors in Computing Systems, April 18-23 2015 Seoul, Republic of Korea. 
907-916. 

PROUDFOOT, K. 2023. Inductive/Deductive hybrid thematic analysis in mixed methods 
research. Journal of Mixed Methods Research, 17, 308-326. 

PUNCHOOJIT, L. & HONGWARITTORRN, N. Research ethics in human-computer 
interaction: A review of ethical concerns in the past five years.  2015 2nd National 
Foundation for Science and Technology Development Conference on Information and 
Computer Science (NICS), 2015. IEEE, 180-185. 

PURWANTO, A., ZUIDERWIJK, A. & JANSSEN, M. Citizen engagement in an open 
election data initiative: A case study of Indonesian's" Kawal Pemilu".  Proceedings of 
the 19th Annual International Conference on Digital Government Research: 
Governance in the Data Age, May 30-June 1 2018 Delft, Netherlands. 1-10. 

PURWANTO, A., ZUIDERWIJK, A. & JANSSEN, M. 2020. Citizen engagement with open 
government data: Lessons learned from Indonesia’s presidential election. Transforming 
Government: People, Process and Policy, 14, 1-30. 

QU, S. Q. & DUMAY, J. 2011. The qualitative research interview. Qualitative research in 
accounting & management, 8, 238-264. 

QURESHI, H. 2018. Binding civil and civic infrastructure : the need for transparency and 
accountability in Baltimore's water crisis. PhD thesis, Massachusetts Institute of 
Technology. 

RAHMAN, A., HARIS, A., SIREGAR, N. A., FARIDA, U. & YUSRIADI, Y. 2021. 
Apparatus work behavior and use of information technology on apparatus performance. 
Linguistics and Culture Review, 5, 1350-1359. 



214 

 

RAHMAN, N. 2018. Social accountability for inclusive governance: The south asian 
experience. Inclusive governance in south Asia: Parliament, judiciary and civil service, 
179-192. 

RAHMAN, T. 2008. Parliamentary control and government accountability in South Asia: A 
comparative analysis of Bangladesh, India and Sri Lanka, London: Routledge. 

READ, L. & ATINC, T. M. 2017. Information for accountability: Transparency and citizen 
engagement for improved service delivery in education systems. Available: 
https://www.brookings.edu/wp-
content/uploads/2017/01/global_20170125_information_for_accountability.pdf 
[Accessed 19 February 2021]. 

REDDY, W. M. 2001. The logic of action: Indeterminacy, emotion, and historical narrative. 
History and theory, 40, 10-33. 

REHMAN, A. A. & ALHARTHI, K. 2016. An introduction to research paradigms. 
International Journal of Educational Investigations, 3, 51-59. 

RIVAS, C. 2012. Coding and analysing qualitative data. Researching society and culture, 3, 
367-392. 

ROIS-DÍAZ, M., LOVRIC, N., LOVRIC, M., FERREIRO-DOMÍNGUEZ, N., MOSQUERA-
LOSADA, M., DEN HERDER, M., GRAVES, A., PALMA, J. H., PAULO, J. & 
PISANELLI, A. 2018. Farmers’ reasoning behind the uptake of agroforestry practices: 
evidence from multiple case-studies across Europe. Agroforestry Systems, 92, 811-828. 

ROMZEK, B. S. 2000. Dynamics of public sector accountability in an era of reform. 
International review of administrative sciences, 66, 21-44. 

RUAN, X., OCHIENG, E. G., PRICE, A. D. F. & EGBU, C. 2013. Time for a real shift to 
relations: appraisal of Social Network Analysis applications in the UK construction 
industry. Australasian Journal of Construction Economics and Building, The, 13, 92-
105. 

RUSSO, C., GHEZZI, C. M., FIAMENGO, G. & BENEDETTI, M. 2014. Benefits sought by 
citizens in multichannel e-government payment services: Evidence from Italy. 
Procedia-Social and Behavioral Sciences, 109, 1261-1276. 

SAGARIK, D. 2021. Rethinking and reshaping Thailand’s national e-payment in the post-
covid era. International Journal of eBusiness and eGovernment Studies, 13, 240-262. 

SAGARIK, D., CHANSUKREE, P., CHO, W. & BERMAN, E. 2018. E-government 4.0 in 
Thailand: The role of central agencies. Information Polity, 23, 343-353. 

SAHA, M., VARGHESE, D., BARTINDALE, T., THILSTED, S. H., AHMED, S. I. & 
OLIVIER, P. 2022. Towards Sustainable ICTD in Bangladesh: Understanding the 
Program and Policy Landscape and Its Implications for CSCW and HCI. Proceedings 
of the ACM on Human-Computer Interaction, 6, 1-31. 

https://www.brookings.edu/wp-content/uploads/2017/01/global_20170125_information_for_accountability.pdf
https://www.brookings.edu/wp-content/uploads/2017/01/global_20170125_information_for_accountability.pdf


215 

 

SAKAY, C., SANONI, P. & HANAZATO, T. 2015. What’s after Land Tenure? From squatter 
Settlements to Participative Local Governments. E-governance and urban policy 
design in developing countries. Nairobi:UN-Habitat. 

SALDANHA, D. M. F., DIAS, C. N. & GUILLAUMON, S. 2022. Transparency and 
accountability in digital public services: Learning from the Brazilian cases. 
Government Information Quarterly, 39, 1-10. 

SALEH, M. N. & ANDREA, S. 2002. Challenges of the e-banking revolution. A quarterly 
magazine of International Monetary Fund (IMF), 39, 34-56. 

SAMARASINGHE, N., ADHIKARI, A., MANNAN, M. & YOUSSEF, A. Et tu, brute? 
Privacy analysis of government websites and mobile apps.  Proceedings of the ACM 
Web Conference 2022, 25-29 April 2022 Lyon, France 564-575. 

SATJAWISATE, S. Building Digital Accountability in Hybrid Work: Working together to 
enable benefit payments in Thailand.  Companion Proceedings of the 2023 ACM 
International Conference on Supporting Group Work, 8 - 11 January 2023 Hilton Head, 
SC, USA. 39-41. 

SATJAWISATE, S. & PERRY, M. Enhancing Transparency for Benefit Payments in the 
Digital Age: Perspectives from Government Officials and Citizens in Thailand.  
International Conference on Human-Computer Interaction, 23-28 July 2023 
Copenhagen, Denmark. Springer, 57-73. 

SAUNDERS, M., LEWIS, P. & THORNHILL, A. 2009. Research methods for business 
students, New York: Pearson education. 

SCHADE, F. 2023. Dark Sides of Data Transparency: Organized Immaturity After GDPR? 
Business Ethics Quarterly, 1-29. 

SCHILLEMANS, T., VAN TWIST, M. & VANHOMMERIG, I. 2013. Innovations in 
accountability: Learning through interactive, dynamic, and citizen-initiated forms of 
accountability. Public Performance & Management Review, 36, 407-435. 

SCHMIDT, K. 2011. Cooperative work and coordinative practices, London: Springer. 

SCHMIDT, K. & BANNON, L. 1992. Taking CSCW seriously: Supporting articulation work. 
Computer Supported Cooperative Work (CSCW), 1, 7-40. 

SCHMIDT, K. & SIMONEE, C. 1996. Coordination mechanisms: Towards a conceptual 
foundation of CSCW systems design. Computer Supported Cooperative Work (CSCW), 
5, 155-200. 

SCHULZE, W. G. 2004. E money and electronic fund transfers. A shortlist of some of the 
unresolved issues. SA Mercantile Law Journal, 16, 50-66. 

SELBST, A. D., BOYD, D., FRIEDLER, S. A., VENKATASUBRAMANIAN, S. & 
VERTESI, J. Fairness and abstraction in sociotechnical systems.  Proceedings of the 
conference on fairness, accountability, and transparency, 29-31 January 2019 Atlanta, 
GA, USA. 59-68. 



216 

 

SHIM, D. C. & EOM, T. H. 2008. E-government and anti-corruption: Empirical analysis of 
international data. Intl Journal of Public Administration, 31, 298-316. 

SINGH, A. & KAUSHIK, A. 2020. Platform for citizen engagement for good governance in 
India: a case study of MyGov. in. Civic Engagement Frameworks and Strategic 
Leadership Practices for Organization Development. IGI Global. 

SINGH, S. 2004. Impersonalisation of electronic money: implications for bank marketing. 
International Journal of Bank Marketing, 22, 504-521. 

SNOW, S., VYAS, D. & BRERETON, M. 2017. Sharing, saving, and living well on less: 
supporting social connectedness to mitigate financial hardship. International Journal 
of Human–Computer Interaction, 33, 345-356. 

SOCIAL SECURITY OFFICE. 2016. Annual Report 2016 (Thai & Eng Version) Available: 
https://www.sso.go.th/wpr/assets/upload/files_storage/sso_th/ecb997fb93dab770b737
34587ebefcaf.pdf [Accessed 17 May 2020]. 

SORENSEN, E. 2023. Different types of mobile payments explained [Online]. Available: 
https://www.mobiletransaction.org/different-types-of-mobile-payments/ [Accessed 2 
July 2024]. 

SOUNTHORNWIBOON, P. The development of proactive public relations with the line 
application model for the faculty of liberal arts, kmitl, thailand.  Proceedings of the 
2019 8th International Conference on Educational and Information Technology, 2-4 
March 2019 New York, United States. 289-292. 

SPAULDING, E. & FASTE, H. Design-driven narrative: using stories to prototype and build 
immersive design worlds.  Proceedings of the SIGCHI Conference on Human Factors 
in Computing Systems, 27 April-2 May 2013 Paris, France. 2843-2852. 

STIRTON, L. & LODGE, M. 2001. Transparency mechanisms: Building publicness into 
public services. Journal of law and society, 28, 471-489. 

STONEY, C. & KRAWCHENKO, T. 2012. Transparency and accountability in infrastructure 
stimulus spending: A comparison of C anadian, A ustralian and US programs. 
Canadian public administration, 55, 481-503. 

SWIDLER, A. 1986. Culture in action: Symbols and strategies. American sociological review, 
273-286. 

SZOKE-BURKE, S., MEBRATU-TSEGAYE, T. & SOMMER, W. 2021. Transparency for 
Whom? Grounding Land Investment Transparency in the Needs of Local Actors. 
Available: https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3822876 [Accessed 22 
February 2024]. 

TAFAZOLI, D. & MEIHAMI, H. 2023. Narrative inquiry for CALL teacher preparation 
programs amidst the COVID-19 pandemic: Language teachers’ technological needs 
and suggestions. Journal of Computers in Education, 10, 163-187. 

https://www.sso.go.th/wpr/assets/upload/files_storage/sso_th/ecb997fb93dab770b73734587ebefcaf.pdf
https://www.sso.go.th/wpr/assets/upload/files_storage/sso_th/ecb997fb93dab770b73734587ebefcaf.pdf
https://www.mobiletransaction.org/different-types-of-mobile-payments/
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3822876


217 

 

TAMRONGLAK, A. 2023. Developing public sector transparency measures in Thailand. 
Public Integrity, 25, 117-131. 

TEO, T. S., SRIVASTAVA, S. C. & JIANG, L. 2008. Trust and electronic government 
success: An empirical study. Journal of management information systems, 25, 99-132. 

THANH, N. C. & THANH, T. 2015. The interconnection between interpretivist paradigm and 
qualitative methods in education. American journal of educational science, 1, 24-27. 

TOH, K., HEFFERNAN, M., KARPATHIOU, V., RAMAPRASAD, A. & 
WICKRAMASINGHE, N. An ontological health cluster framework.  2016 49th Hawaii 
International Conference on System Sciences (HICSS), 2016. IEEE, 960-969. 

TONGCO, M. D. C. 2007. Purposive Sampling as a Tool for Informant Selection. Ethnobotany 
Research & Applications, 5, 147-158. 

TREIBLMAIER, H., PINTERITS, A. & FLOH, A. 2006. The adoption of public e-payment 
services. Journal of e-Government, 3, 33-51. 

VAISMORADI, M., TURUNEN, H. & BONDAS, T. 2013. Content analysis and thematic 
analysis: Implications for conducting a qualitative descriptive study. Nursing & health 
sciences, 15, 398-405. 

VAN DER WESTHUIZEN, C. 2017. Future digital money: The legal status and regulation of 
bitcoin in Australia. M.S. thesis, The University of Notre Dame Australia, . 

VAN ELST, H. 2019. Foundations of descriptive and inferential statistics. Lecture notes for a 
quantitative–methodological module at the bachelor degree (B. Sc) level. Köln: parcIT 
GmbH. E-Print. 

VAN ESTERIK-PLASMEIJER, P. W. & VAN RAAIJ, W. F. 2017. Banking system trust, 
bank trust, and bank loyalty. International Journal of Bank Marketing. 

VAN GRAAN, C., ROOS, V. & KATJENE, M. 2024. Direct observation as data-collection 
method: Application in a commercial forensic interview. 

VANCE, A., LOWRY, P. B. & EGGETT, D. 2013. Using accountability to reduce access 
policy violations in information systems. Journal of management information systems, 
29, 263-290. 

VINES, J., DUNPHY, P., BLYTHE, M., LINDSAY, S., MONK, A. & OLIVIER, P. The joy 
of cheques: trust, paper and eighty somethings.  Proceedings of the ACM 2012 
conference on Computer Supported Cooperative Work, 11-15 February 2012 Seattle, 
USA., 147-156. 

VITAK, J., LIAO, Y., SUBRAMANIAM, M. & KUMAR, P. 2018. 'I Knew It Was Too Good 
to Be True" The Challenges Economically Disadvantaged Internet Users Face in 
Assessing Trustworthiness, Avoiding Scams, and Developing Self-Efficacy Online. 
Proceedings of the ACM on human-computer interaction, 2, 1-25. 



218 

 

VOUGH, H. C., BATAILLE, C. D., NOH, S. C. & LEE, M. D. 2015. Going off script: How 
managers make sense of the ending of their careers. Journal of Management Studies, 
52, 414-440. 

VYAS, D. & DILLAHUNT, T. 2017. Everyday resilience: Supporting resilient strategies 
among low socioeconomic status communities. Proceedings of the ACM on Human-
Computer Interaction, 1, 1-21. 

WADDINGTON, H., SONNENFELD, A., FINETTI, J., GAARDER, M., JOHN, D. & 
STEVENSON, J. 2019. Citizen engagement in public services in low‐and middle‐
income countries: A mixed‐methods systematic review of participation, inclusion, 
transparency and accountability (PITA) initiatives. Campbell Systematic Reviews, 15, 
e1025. 

WAKABI, W. & GRÖNLUND, Å. Enhancing social accountability through ICT: success 
factors and challenges.  Conference for E-Democracy and Open Governement, 2015. 
239-254. 

WINFIELD, I. 1991. Organisations and Information Technology: Systems, Power and Job 
Design, Oxford: Blackwell Scientific Publications. 

WORLD BANK 2017. World Development Report 2017: Governance and the Law. 
Washington D.C.: World Bank Group. 

WRAY, L. R. 2012. Introduction to an alternative history of money. Available: 
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2050427 [Accessed 6 September 
2022]. 

YAKEAN, S. 2020a. Advantages and Disadvantages of a Cashless System in Thailand during 
the COVID-19 Pandemic. The Journal of Asian Finance, Economics and Business 
(JAFEB), 7, 385-388. 

YAKEAN, S. 2020b. e-Payment system drive Thailand to be a cashless society. Review of 
Economics and Finance, 18, 87-91. 

YANG, B. Z. 2007. What is (Not) Money? Medium of Exchange≠ Means of Payment. The 
American Economist, 51, 101-104. 

YILMAZ, K. 2013. Comparison of quantitative and qualitative research traditions: 
Epistemological, theoretical, and methodological differences. European journal of 
education, 48, 311-325. 

YIN, R. K. 2014. Case study research: Design and methods Thousand Oaks, CA: Sage 
publications  

ZHONG, H., LEVALLE, R. R., MOGHADDAM, M. & NOF, S. Y. 2015. Collaborative 
intelligence-definition and measured impacts on internetworked e-work. Management 
and Production Engineering Review, 6, 67-78. 

https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2050427


219 

 

ZUIDERWIJK, A., JANSSEN, M. & DWIVEDI, Y. K. 2015. Acceptance and use predictors 
of open data technologies: Drawing upon the unified theory of acceptance and use of 
technology. Government information quarterly, 32, 429-440. 

 

  



220 

 

Appendix I: Ethical Approval Letter for Study 1 

 
 

  

 

 



221 

 

Appendix II: Ethical Approval Letter for Study 2 
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Appendix III: An Example of Gatekeeper’s Approval 
for Study 1 
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Appendix IV: An Example of Gatekeeper’s Approval 
for Study 2 
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Appendix V: Consent Form 

Note: The contents of the consent form for study 1 and 2 are not different. 
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Appendix VI: Interview Guide for Study 1 

(Understanding the payment system in the SSO) 
 

Interviewees:   Insured persons 

Introduction for interview- Describe the main points of interview, clarify participant can 
stop interviewing at any time, or may not answer a specific question. Ask for 
permission for recording interview. 
 
Insured persons’ background: 

1. How old are you? (Indicate your age or choose not to say) 
2. What is your highest level of education? 
3. What is your current job? / Last job? 
4. How much salary do you get? 
5. How long have you been an insured person? 

 
The process of claiming the benefit payment: 

• Preparing document required 
1. How do you learn to prepare your evidence for claiming? 
2. What sources of the problem when you ask for documents from the 

hospital or clinic to claim the benefit payment? (if yes, how do you solve 
the problems?) 

3. Is there any support from local governments when you prepare evidence? 
(if yes, how do they support?) 

4. How do you think the supporting document required can be improved?  
5. How social media can be improved to better support this process? 

• Sending document required 
6. Have you ever had the experience of sending documents required through 

the post office or walk into the Social Security Office?  
If yes,  

• Could you tell me about your experience? 
• Do you encounter any obstacles? And how do you deal with the 

problem? 
7. Have you ever had the experience of sending documents required through 

FAX, E-mail, or Line application?  
If yes,  

• Could you tell me about your experience? 
• Do you encounter any obstacles? And how do you deal with the 

problem? 
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8. According to the previous answer (6 and/or 7), what is your favorite channel 
and why? 

9. How do you think the sending document required can be improved?  
10. How e-services can be improved to better support this process? 

• Receiving benefit payment: 
11. How do you know that you have received the money?  
12. What kind of payment do you prefer? (cash or digital payment) and why? 
13. What are the advantages and disadvantages when you associate with 

using online banking for receiving money? 
14. Do you think that receiving benefit payment via online banking increase 

transparency1 in payment system? Why or why not? 
15. How do you think the receiving benefit payment can be improved?  

• Tracking benefit payment transaction:  
16. Have you ever tracked your benefit payment history via SSO website or 

SSO Connect Mobile? (If yes, what are your motivation to check 
transaction? /If not, why do you ignore?)  

17. Do you think that the disclosure history of the benefits payment increase 
transparency in payment system? Why or why not? 

18. If you have the receiving of benefit payment problems, how do you report 
your complaint to SSO? 

19. Do you think that public officials respond to the public’s reaction via social 
media or SSO e-services increase accountability2 in payment system? 
Why or why not? 

20. How do you think the tracking benefit payment transaction can be 
improved?  

 
Ending the interview- Do you have anything to add/ Have I missed anything? 

 
 
 
 
 
 
 
 
 
 

 
 

1 open data, reduced corruption, increased system security 
2 taking responsibility for their actions and results.  
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Interviewees:   Public Officers  

Introduction for interview- Describe the main points of interview, clarify participant can 
stop interviewing at any time, or may not answer a specific question. Ask for 
permission for recording interview. 

Public officers’ background: 
1. How old are you? (Indicate your age or choose not to say) 
2. What is your highest level of education? 
3. Which department do you work at the SSO?  
4. What is your current position at SSO?  
5. How long have you worked at SSO? 

 
The process of benefit payment: 
• Receiving document required: 

1. Why does the SSO has multi-channel (post office, the SSO or e-filing) to 
send document required? 

2. Which channel does the insured person prefer to the most frequently used to 
send documents required? Why? 

3. Which channel does the insured person prefer to the least frequently used to 
send documents required? Why? 

4. According to the previous answer (3), does the SSO intend to quit this 
channel? (if not, why?) 

5. Could you tell me, what is the last problem when you receive the document 
required from insured person? 

6. According to the previous answer (5), how do you handle this problem? 
7. Do you have any suggestion for developing the receiving required process? 

(if yes, explain) 
• Check, and diagnose benefits payment: 

8. Are you satisfied with the existing system, which help you to check insured 
person's benefit? (if not, explain?) 

9. Does the existing system help you to diagnose benefits payment? (if yes, 
could you give me any examples?) 

10. In your experience, what is the most difficult case to diagnose benefits 
payment? 

11. According to the previous answer (10), how can you overcome those 
difficulties?  

12. How does the SSO headquarter improve the public officer's expertise to 
diagnose benefit payment? 

13. Do you have any suggestion for developing the receiving required process? 
(if yes, explain) 
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• Spending the benefits: 
14. Is there any difficulty spending the benefits via post office, the SSO, and 

online-banking? 
15. According to the previous answer (14), what could be the reasons behind 

those barriers?  
16. In your experience, what are the opportunities and challenges of using digital 

payment? 
17. What is the different between benefit payment for insured person who stays 

in urban and rural area? 
18. According to the previous answer (17), how do you support to those people? 
19. What is the impact for citizens when the SSO use only electronic system for 

the claiming? 
20. Do you have any suggestion for developing the spending the benefits 

process? (if yes, explain) 
 
 

Ending the interview- Do you have anything to add/ Have I missed anything? 
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Appendix VII: Interview Guide for Study 2 

(Investigate transparency and accountability in payment system for the SSO) 

Interviewees:   Public officers 

Introduction for interview- Describe the main points of interview, clarify participant can 
stop interviewing at any time, or may not answer a specific question. Ask for 
permission for recording interview. 

Public officers’ background: 
1.   How old are you? (Indicate your age or choose not to say) 
2. What is your highest level of education? 
3. Which department do you work at the SSO? 
4. What is your current position at SSO?  
5. How long have you worked at SSO? 

 

Part 1: Following transparency concepts of system mechanisms: 
• Data transparency 

1. When you find some problems, how do you know who is responsible for fix 
these problems? please, tell me your experience.  
2. When do you access the Sapience system to get information?  
3. How does the authorization process work?  
4. Where does your data of claim be stored or embedded? 
5. Is the data used up to date or not? 

• If not, what happens?  
• How do you deal with it? 

• Process transparency 
6. How do you know the transaction is progressing, or if it is completed? 
7. How can all transactions ever made in the system be traced or rechecked?    

• Decision/Policy transparency 
8. During diagnosis regarding claiming benefits, do you make a decision by 

yourselves or using computer assistant decisions? How? 
9. How do you learn the rules or requirements for each step of work in the 

Sapiens system? (Asking for your colleagues, user manual, etc.)    
10. When the new policy is released, or the existing policy is changed, how does 

the SSO communicate with employees?  
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Part 2: Following accountability concepts of system mechanisms 
• Identifiability 

11. Which type of authentication do you use? 
12. How do you prove a person is authorized to do something in the e-payment 

system? 
13. How does the SSO organize authentication when some employee/s changed 

his/her position?  
14. Do you share your log in detail (User ID) with other users who work in the 

same network?  
• If so, can you check it back who did it? 
• If not, why? 

• Monitoring and evaluation 
15. Does the login screen notify the user that their actions in the system will be 

recorded? If so, please share your experiences. 
16. Can you click to monitor a history of all your system activity? Particularly, can 

you track all decisions/approvals made in the system? 
17. When working with the SSO operation system, how do you keep a positive 

impression in the eyes of others to avoid negative evaluations   or impressions 
of your behavior? (To the public, my boss, and other officers) 

• Social presence 
18. Do your approvals relate to what other users ‘decide in the system? if yes, 

please tell your experience. 
19. How do you feel if your behavior is visible to others in the system? Can you 

illustrate your case? 
20. Is it possible for a user to view what another user is doing through the SSO 

operating system? If yes, why does it happen? 
 
Ending the interview- Do you have anything to add/ Have I missed anything? 
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Interviewees:   Insured persons 

Introduction for interview- Describe the main points of interview, clarify participant can 
stop interviewing at any time, or may not answer a specific question. Ask for 
permission for recording interview. 

Insured persons’ background: 
1. How old are you? (Indicate your age or choose not to say) 
2. What is your highest level of education? 
3. What is your current job? / Last job? 
4. How much salary do you get? 
5. How long have you been an insured person? 

 
Part 1: Following transparency concepts of citizen engagement with open data: 
• Motivations 

1. Which component/s has the most influence on you to engage with SSO open 
data? Why? 

2.  Which component has the least influence on you to engage with SSO open 
data? Why? 

3. What do you think makes people want to use SSO open data? 
• Social influence 

4. Whom do you believe or value the most when they offer advice about claims? 
Why? 

5. According to the previous answer (4), how do they support your intention to use 
SSO open data?  

6. How do social relationships influence your decision on engaging with SSO open 
data? 

• Technical Factors 
7. Does the data fit your purpose of use? (Is it clear about what is what; when 

collected, by whom, and so on) 
• If so, can you give me your examples? 
• If not, what kind of information do you want?  

8. Can you access the information you want to retrieve from SSO e-participation? 
If not, how do you handle it? 

9. Who do you think will encounter barriers to accessing the SSO Connect Mobile 
system? Why?      

10. Is the public information about receiving benefits payment difficult or easy to 
understand for you? If not, what is your suggestion?  
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Part 2: Following accountability concepts of citizen engagement with social 
accountability:  
• Tracking information  

11. Why do you want to use the tracking information service via the SSO Connect 
Mobile system? 

12. Why do you not use the tracking information service via the SSO Connect 
Mobile system? 

13. What other history of claims do you want the SSO Connect Mobile to show 
you more information? Why? Please show me your examples. 

14. How could the Social Security Office use public relations for an insured person 
to know more about SSO connect mobile?  

• Complaint mechanisms 
15. What issues are you most likely to complaint about the benefits payment 

system? (e.g. policy, service, application performance) Why? 
16. If you have the opportunity to complaint about a public officer's service, which 

channel will you choose? (Hotline, SSO e-mail, Line app, Facebook, etc.) 
17. According to the previous answer (16), what concerns do you have when you 

make a complaint about the public officer’s services? Why? 
• Satisfaction surveys 

18. How would you feel if you had the right to assess your satisfaction with the 
public officer’s services? 

19. What type of assessment model would you like to have? (e.g., via counter 
service, email, mobile app) why? 

20. Do you think satisfaction surveys impact public officer’s performance in the 
SSO? Why? or why not? 

 
Ending the interview- Do you have anything to add/ Have I missed anything? 

 

 

 


