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ABSTRACT
This independent study was an attempt to find ways to increase
the efficiency of recalling the overpaid child allowance from the insurers.
The problem arose as the insurers were paid more than they should get for
the child allowance, which was seriously affected the stability of the Social
Security Fund. If this amount of overpaid child allowance could be recalled
to its full capacity, there would have enough money left to help others in need

with other purposes. Therefore, the purpose of this case study was to find out
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certain incentives which might encourage the insurers to return the overpaid
child allowance to the Social Security Office. The data were collected by using
the Appreciative Inquiry approach with 5 open-ended questions. The interviews
of 50 insurers were conducted. The results of the data analysis revealed that
there were three main shared points: 1) sending notification letter continually,
2) following-up by telephone call after the letter, 3) publicizing the
information through different media. Moreover there were eight specific
points: 1) paying by installments available, 2) sending a message via mobile
phone, 3) contacting the human resources department of the new workplace of
insurers, 4) providing more reimbursement channels, 5) telling friends to
return it, 6) checking the other benefits of insurers who had not yet paid to
balance, 7) contacting and noticing the insurers via the internet services such
as e-mail, facebook, Line, and 8) litigation. These results and the outcomes
expected by the organization led to the development of three programs:
1) reminding the insurers to return the overpaid child allowance to the Office
using the official letter of warning, 2) following—up the process by telephone,
and 3) publicizing the news using various sources of media. It was found that
after the first two programs were implemented only in one month, 43 insurers
returned the overpaid child allowance to the Office. This was 3.3 times higher
than the number of insurers found in the last 5 months (only 13 insurers per
month). The results of the study tended to reveal the promising effective
approach in recalling the overpaid child allowance of Khon Kaen Social Security
Office. In order to run more effectively for these programs, it was believed that
the programs should be officially supported at the policy level so that the action

plan could be further implemented.

Keyword: Appreciative Inquiry, Efficiency, Social Insurance
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