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Abstract: This qualitative descriptive study examined the implementation of digital payment systems for government revenue collection in
selected national government agencies in the province of Davao del Norte, Philippines. Specifically, the study focused on identifying the
digital payment systems currently used by these agencies, the key challenges they encountered, and recommendations for successful
implementation. This study is anchored with the United Nations Sustainable Development Goals (SDGs), particularly SDG 9 (Industry,
Innovation and Infrastructure) and SDG 16 (Peace, Justice and Strong Institutions). Data were obtained through in-depth interviews with a
total of eight key informants aged 25 to 64 years from the Social Security System (SSS—Tagum Branch), Government Service Insurance System
(GSIS-Tagum Branch), Bureau of Internal Revenue (BIR-Tagum Branch), Land Bank of the Philippines (LandBank—Panabo Branch), and
the Philippine Health Insurance Corporation (PhilHealth—Panabo Branch). The study revealed the currently implemented digital systems,
which include the SSS Payment Reference Number (PRN), mobile wallets (GCash and PayMaya), and the LandBank Link.BizPortal, and the
BIR's Electronic Filing and Payment System (EFPS). However, several challenges were identified, including low levels of digital literacy
among users, unstable internet connectivity, and recurring system downtime. The results further indicated that the effectiveness of digital
payment implementation could be strengthened through assisted digital support, improved network infrastructure, and the establishment of
contingency mechanisms to address system interruptions. Addressing these concerns is essential in promoting inclusive digital government
services and advancing the objectives of SDGs 9 and 16.

Keywords: Digital payment systems, government revenue collection, qualitative descriptive research, e-government services, Philippine
government agencies, Davao del Norte SDG 9: Industry, Innovation and Infrastructure SDG 16: Peace, Justice and Strong Institutions

I. INTRODUCTION

Digital payment technologies have transformed government financial transactions, offering benefits such as reduced costs,
improved efficiency, and enhanced transparency (Ahmed, 2018; Kshetri, 2019). However, challenges including cybersecurity
threats, limited digital literacy, and financial exclusion persist. In India, 190 million adults lack bank accounts, while in the
Philippines, 51 million remain unbanked (World Bank, 2020; BSP, 2021). Infrastructure gaps, particularly in rural areas, further
limit adoption. In Davao del Norte, only 35% of government transactions use digital channels, with low citizen awareness and
access as key barriers (DICT-Davao, 2023). Despite these issues, digital payment systems support UN Sustainable Development
Goals (SDG 9 and SDG 16) by reducing corruption, improving service access, and promoting financial inclusion (World Bank
Group, 2017; Deloitte, 2017). This study, grounded in the Technology Acceptance Model (TAM) and Theory of Planned Behavior
(TPB), examines digital payment implementation in Davao del Norte government agencies. It aims to identify current systems,
implementation challenges, and strategies for success—addressing a research gap on digital adoption outside highly urbanized
areas. Findings will help improve collection efficiency, promote inclusion, and provide practical solutions for effective digital
transformation.

Il. MATERIAL AND METHODS

Study Design and Location

This qualitative descriptive study was conducted to examine the implementation of digital payment systems for
government collections in selected government agencies in Davao del Norte, Philippines. The study was carried out in five
government agencies, specifically the Social Security System (SSS-Tagum), Government Service Insurance System (GSIS-
Tagum), Bureau of Internal Revenue (BIR-Tagum), Land Bank of the Philippines (LandBank—Panabo), and Philippine Health
Insurance Corporation (PhilHealth—Panabo).
Study Duration: The study was conducted from November 2024 — May 2025 in Davao del Norte, Philippines.
Sample Size: Eight (8) key informants.
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Sample Size Determination:

The sample size was determined in accordance with the recommendations of Bunce et al. (2006), who suggested that 8 to
15 participants are sufficient for qualitative research to achieve data saturation. In this study, eight participants were deemed
appropriate, as data saturation was reached and access to the target population was limited due to the participants' demanding
workloads as government employees.

Subjects and Selection Method: The study population was drawn from regular government employees involved in the
implementation and management of digital payment systems for government collections in selected government offices in Davao
del Norte. Participants were selected using purposive sampling, consistent with the guidelines proposed by Given (2008). A list
of government personnel involved in digital payment systems from SSS, BIR, GSIS, PhilHealth, and Landbank offices across
Davao del Norte was generated, and participants were selected based on predetermined criteria.

Inclusion Criteria:

- At least 18 years old

- Minimum of two to three years of relevant work experience

- Currently employed in positions requiring substantial knowledge of government operations, financial policies, and procedural
methodologies

- Direct access to and involvement in electronic payment systems for government revenue collection

- Willing to participate and provide informed consent

Code Age Position/ Designation Length of Service | Government agency
KII1 35 Senior Analyst 9 years SSS - Tagum
KlI2 34 Junior Analyst 6 years SSS - Tagum
KII3 28 Social Insurance Assistant | 3 years Philhealth - Panabo
Kll4 46 Supervising Management Specialist 20 years Philhealth - Panabo
KII5 47 Branch Operations Officer 26 years LandBank - Panabo
KIl6 48 Branch Service Officer 23 years LandBank - Panabo
K7 32 Revenue Officer Il 7 years BIR - Tagum
KII8 51 Acting Office Staff Il 23 years GSIS - Tagum

Table No 1: Dispensation of Research Participants

Procedure Methodology

After written informed consent was obtained, a well-designed semi-structured interview guide was used to collect data from
the recruited participants. The interview questionnaire was structured into three sections: the first section contained research
questions designed to identify the primary focus areas of the study; the second section consisted of six core interview questions;
and the third section included 16 probing questions intended to elicit deeper and more nuanced responses. The interview guide
primarily aimed to examine the currently implemented digital payment systems and identify bottlenecks encountered by key
implementers in the execution of these systems.

To enhance clarity and ensure participant comprehension, the questionnaire was translated into the local dialect commonly
used by the participants. This translation process helped identify potential ambiguities and ensured that participants could respond
accurately and comfortably. Additionally, the interview guide underwent expert review to confirm its methodological soundness
and substantive relevance.

Prior to the formal data collection, a pilot test of the interview guide was conducted to identify and refine questions that
participants might find difficult to answer. This process enhanced the reliability and clarity of the instrument. Each interview
session lasted approximately 10 to 20 minutes and was conducted at a time and location convenient for the participants. (10) The
participants ranged in age from 25 to 64 years and were employed in various government agencies. The dispensation of research
participants was as follows: two key informants from LandBank (Panabo Branch), two from PhilHealth (Panabo Branch), one
from BIR (Tagum Branch), one from GSIS (Tagum Branch), and two from SSS (Tagum Branch), totaling eight participants. Most
participants held key operational or decision-making roles, requiring them to oversee and guide the implementation of digital
payment processes within their respective agencies.

In-depth interviews were conducted following a flexible structure, allowing participants to freely describe their
experiences, operational realities, encountered challenges, and attitudes toward digital solutions. All interviews were audio-
recorded with participant consent, and field notes were taken to supplement the recordings. Ethical considerations were strictly
observed throughout the process. Participant identities were coded in all reports and transcripts to ensure anonymity. Moreover, all
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transcriptions, field notes, and audio recordings were securely stored to protect participant confidentiality.

Following data collection, all interviews were transcribed verbatim and subjected to systematic thematic analysis to identify
salient patterns and themes. The analysis process began with data familiarization through repeated reading of the transcriptions.
Subsequently, meaningful segments of text were systematically coded and organized into potential themes. Open coding was
applied to key ideas in the transcripts, which were then grouped into broader thematic categories. These themes were refined,
reviewed, and clearly defined to ensure accurate representation of the dataset, thereby enhancing analytic rigor (Nowell et al.,
2017).

Thematic analysis was utilized to analyze the collected data, following the six phases developed by Braun and Clarke
(2006): (1) familiarization with the data, (2) generating initial codes, (3) searching for themes, (4) reviewing themes,

(5) defining and naming themes, and (6) producing the report. Coding was conducted manually, with the researchers
systematically organizing and interpreting the data to identify recurring patterns related to the implementation of digital payment
systems.

Data Analysis

Data were analyzed using thematic analysis as outlined by Braun and Clarke (2006), which is the appropriate analytical
approach for qualitative descriptive research. The analysis involved identifying, analyzing, and reporting patterns or themes within
the dataset. Through careful examination of interview transcripts, coding, and theme development, recurring patterns related to
the implementation of digital payment systems were identified.
Coding process: The transcripts were coded manually by the researchers, with meaningful segments of text systematically labeled
and organized. Open coding was applied to key ideas, which were then grouped into broader thematic categories. This process
allowed the researchers to identify critical obstacles and challenges encountered by government personnel in implementing digital
payment systems for revenue collection.
Theme development: Initial codes were organized into potential themes, which were subsequently reviewed, refined, and clearly
defined. The researchers engaged in iterative discussions to ensure that themes accurately represented the dataset and addressed
the research questions. The final themes were defined with clear descriptions and supported by representative quotations from
participants.
Trustworthiness measures: To ensure the trustworthiness of the study, the researchers systematically addressed four key criteria:
credibility, transferability, dependability, and confirmability. Credibility was enhanced by relying on participants with direct
involvement in digital payment systems. Transferability was facilitated by providing detailed descriptions of the research context
and participant characteristics. Dependability was established by documenting all stages of the research process. Confirmability
was ensured through maintaining objectivity and reflexivity to prevent personal biases from influencing data interpretation
(Korstjens & Moser, 2018; Polit & Beck, 2021; Cypress, 2020).
Data management: All qualitative data were securelystored, with participant identities coded to ensure anonymity. The researchers
maintained comprehensive documentation of all analytical decisions, ensuring transparency and allowing for external examination
of the research process. The level of significance was not applicable as this is a qualitative study; instead, data saturation was
achieved to ensure adequate representation of participant experiences.

Il. RESULT

Currently Implemented Digital Payment Systems for Government Collections

The results provided comprehensive findings on the digital systems currently implemented by the selected national
government agencies for payment collections. Insights were analyzed under four major themes: the Payment Reference Number
(PRN) for Social Security System (SSS) contributions, Mobile Payment platforms (GCash and Maya), the Link.BizPortal online
payment gateway managed by Landbank, and the Electronic Filing Payment System (eFPS) for Bureau of Internal Revenue (BIR)
tax filings. These systems collectively enable more efficient, transparent, and accessible government revenue collection in Davao
del Norte.

Major Themes Description Core Ideas
Payment Reference This pertains to identify a Reference numbers on-time posting of payments.
Number (PRN) for tracking - —
online transaction number that is Users register to produce a refer_ence number which isalso
generated and allocated the r?ce'pt- -
to an OTP or reference number is only sent to the registered.
individual payment that is Users are always able to make online payments with
made online. reference number.
Mobile Payment (GCash| Thisrefers to how GCash | Itis easily accessible through the website or mobile app.
& Paymaya) and Maya

It enables customers to access services anytime, anywhere
without a bank visit.
payments easy - from It uses CAPTCHA for both prev_ention and secure login
loading money _ for user authentlcat_lon. _
to paying bills. Its security measures make collections more efficient,
reliable, and secure.

became top mobile
wallets by making
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Link.BizPortal online
payment provider

Thisrefers to Landbank's
twin
digital payment
platforms that
standardize online
transactions with
security protocols.

Itis used for collecting membership payments.

Operations run smoothly with no complaints regarding
payment posting.

Its security relies on users keeping their personal access
information private.

Its online payments are convenient, available anytime, and
boost collection

Electronic Filing
Payment System (eFPS)
for tax
collection

This describes the
BIR's Electronic Filing
Payment System (eFPS) -
a streamlined online

Large taxpayers use it to pay and file taxes.

Other payments are under the control of the employees.

platform that makes tax Does away with the lines and physical visits to the office.

compliance Service to lessen complaints through simplification of the
easier. payment process.
Table No. 2: Currently Implemented Digital Payment Systems for Government Collections

Payment Reference Number (PRN) for Online Transaction

Payment Reference Number (PRN) is a number system-generated by the Social Security System (SSS) printed in every
payment that individual members and employer members make through contributions or loan compensation. This figure ensures
that payments are matched and posted to the right account of a member (SSS, 2022). Under the Real-Time Processing of
Contributions (RTPC) program, the PRN assists in promoting transparency, accuracy, and efficiency in the collection process of
contributions, particularly in online transactions. A key informant revealed that:

"Nai-implementar na ang online nga sistema sa pag-generate sa reference number, diin ang pag-post sa bayad ginahimo
sa real-time." ~ KII1

We have already implemented an online generation for the online reference number. So, its feature is that it's really a real-
time posting payment.

This underlines the fact that members can automatically print a PRN, simplifying the process and eliminating manual
errors such as poor posting to minimize the likelihood of manual errors (SSS, 2021). The success of PRN can also be pointed out
in the tendency of SSS users to shift to online payments, even in times of crisis. One of the key informants made this point further
noting that:

""Sa una, dili dayon makita o mareflect ang ilang mga bayad. Apan karon, pinaagi sa sistema sa payment reference number,
natangtang na kana nga problema. Busa, wala na'y panginahanglan nga mobalik pa aron magsumite og report." ~ KI12

Previously, their payments were not immediately reflected or recorded. However, with the implementation of the payment
reference number system, this problem has been resolved. Consequently, there is no longer a need to return to
submit a report.

The 2 out of 8 Key Informant Interviews that indicated the Payment Reference Number (PRN) of online transactions were
from two SSS informants. Such platforms ask for the PRN to confirm transactions and enable real-time updating of contributions
(Behiri, 2020). The system is viewed as a hew initiative that aligns with the general digitalization initiatives of the government and
improvement of public service delivery (DICT, 2021). The introduction of PRNs within the online transactions of SSS signals the
continuous modernization of the government system, with real-time, traceable, and automated payments assisting towards
enhanced financial transparency and efficiency of governmental service.

Mobile Payment (GCash & PayMaya)

The ascendancy of mobile financial technologies has transformed the way Filipinos access government facilities such as
PhilHealth payments. GCash and Maya have gained popularity due to their convenience and integration with public platforms. With
collaboration with such wallets, members can now pay premiums anywhere and at any time without bothering with real-time
confirmation and official receipts (Shaw, 2020).

"Common na ginagamit is ang G-cash kay mao may accessible to all the members of Phil health not to go to the office." ~
KII3

G-cash iscommonly used because it is the most accessible option for all PhilHealth members, allowing them to avoid going
to the office.

GCash, among others, has been preferred because of its wide user base, real-time effects, and convenient user transaction.
Labausa and Arnaiz (2024) state that GCash is the most widely used mobile wallet in the Philippines with 54.7%, and PayMaya
with 20.7% has slightly poorer coverage yet excellent reliability. "GCash/PayMaya mobile payment was noted by K113 and Kl14
(PhilHealth x2)."

"Alang kanako, ang Gcash usa ka daling ma-access nga plataporma tungod kay dali ra ang pag-cash in on pagdeposito
ug dayon mabayran ang obligasyon. Kinahanglan lamang ipresentar ang ebidensya sa bayad, sama sa resibo, ug dayon namong
i-release ang record nga nagpakita nga nabayran na ang inisyal nga kontribusyon." ~ Kl14

For me, GCash is an easily accessible platform because cashing in or depositing is convenient, allowing obligations to be
paid promptly. It is only necessary to present proof of payment, such as a receipt, after which we release the record indicating
that the initial contribution has already been paid.

This conclusion means that the dominant role of GCash and Maya in processing PhilHealth payments signals a wider trend
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toward the creation of a digitally enabled public health system. According to Acopiado (2020), digital transactions involving
government contributions increased by 200 percent in the first months of 2019, and PhilHealth is one of the major institutions that
benefited from this transition.

Link.BizPortal as Online Payment Provider

LANDBANK has been embracing the online environment through government facility initiatives, which is essential in
digitizing national financial services in the Philippines, such as the Link.BizPortal. A key informant indicated that the development
of greater accountability and transparency is achievable through the introduction of Link.BizPortal since fewer manual payments
are necessary, and discrepancies in transactions are no longer present.

"The Link.BizPortal is web-based, so users can conveniently access the portal via the LANDBANK website or the hyperlink
on our mobile app. Upon accessing the portal, they can now select the institution or service they wish to pay for." ~ K115

The quote brings out the elasticity of Link.BizPortal, a web-based application that can be accessed through the
LANDBANK website or mobile app which enables users to prepay services online. From 2020 to 2021, LANDBANK increased
digital transactions via Link.BizPortal by 50 percent (Philippine Information Agency, 2021). These flatformsassisted the
contactless service initiative of the government during the pandemic. "Link.BizPortal as online payment provider was noted by
Klls 6 and 7 (LandBank x2)."

"Link.BizPortal, customers can now access our services anytime and anywhere, without the need to physically visit the
bank." ~ KI16

The largest E-Payment network of LANDBANK, Link.BizPortal is a customized software that enables government
institutions to have convenient online transactions between government and its customers (Land Bank of the Philippines, 2025).
Based on the thematic analysis of key informant interviews, this study confirms that LANDBANK's Link.BizPortal functions as
its predominant e-payment network, a customized platform that successfully facilitates convenient and secure online transactions
between government institutions and the public. Electronic

Filing Payment System (eFPS) for Tax Collection

Electronic Filing and Payment System (eFPS) is an internet-based portal developed by the BIR to make it simpler to file
and paytaxes in the Philippines. It enables taxable individuals (particularly large corporations, government agencies, and privileged
individuals) to file and pay taxes online. eFPS, as a modernization contribution to BIR, will allow achieving efficiency, voluntary
compliance, and minimizing the possibility of corruption (BIR, 2022).

"Importante ang data privacy tungod kay ang datos sensitibo ug adunay legal nga kahulogan. Ang Electronic Filing
Payment System (eFPS) usa na ka dugay nang gipahimutang nga sistema alang sa filing ug pagbayad." ~ K117

Data privacy is important because the data is sensitive and legally significant. The eFPS is a long-standing system for filing
and payment.

The statement reaffirms the importance of data privacy in the eFPS platform, noting that there is a need to establish adequate
privacy in digital tax transactions. According to BIR (2020) on its frequently asked questions page, the eFPS is self-validating
(meaning that there are very few errors caused by it), that all information provided by the taxpayer is verified before final
submission, and that it is fast. "Electronic Filing Payment System (eFPS) for tax collection was noted by KI17 (BIR x1)."

"Nakatabang ang Electronic Filing and Payment System (eFPS) sa pagtangtang sa mga pila ug mga reklamo tungod sa
episyente nga sistema sa pagbayad nga gigamit sa collection sa buhis." ~ KII7

The Electronic Filing and Payment System (eFPS) helped eliminate queues and complaints due to the efficient payment
system used in tax collection.

The Electronic Filing and Payment System (eFPS) minimized long lines and grievances by making tax collection more
efficient, prompting a 40% increase in contactless filing from 2019-2021 (Debuque, 2020). The analysis shows that a system must
run efficiently and must focus on the people who use it. When the service works well, people follow the rules on their own and keep
using the service. That success feeds back into the system and increases both its power and the value it gives to the public purse.

Challenges Faced by Government Agencies in Implementing Digital Payment Systems

Although there is an increasing trend in the use of digital payment systems in collection activities within government
departments, the implementation poses problems for many agencies. Three systemic barriers that are intertwined and hinder the
successful implementation of digital payment systems in government are explained. The main problem is the users' insufficient
digital literacy, resulting in a large part of the population being unable to navigate online platforms. This issue is further
complicated by a lack of consistent training and public awareness campaigns, which prevents many citizens from fully adopting or
trusting these systems. This problem is aggravated by fluctuating digital service indicators, especially in remote or underserved
locations where poor internet connections expose access disparity and patience gaps that frustrate users such that they cannot be
certain of using the system at all times. Additionally, limited infrastructure investment in rural areas continues to widen the digital
divide, making equitable access to services difficult to achieve. Lastly, system outages, moments when digital services are
completely unavailable, are devastating to revenue collection and destroytrust in the digital services of the state. Frequent downtime
also increases operational costs as agencies are forced to revert to manual processes, slowing down transactions and reducing
overall efficiency.
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Major Description Core ldeas
Themes
Clients’ This refers to the client or user | Many individuals struggle with online transactions due to low digital
Low lacking the necessary skills, literacy, so client guidance is essential.
Digital knowledge, or confidence to Lack of digital literacy led some to resist change, favoring manual
Literacy effectively navigate, writing over digital methods.
understand, and utilize the Due to low digital literacy, users seek in-person help, increasing
digital platforms, tools, and branch foot traffic.
processes required to access a
service or complete a task.
Unstable This describes the frequent OTP issues arise when users have limited internet— they can go
Internet technical obstacle of weak or online but can't receive the code.
Connection inconsistent internet Unstable connectivity, even with alternatives like Piso Wi-Fi,
on Digital connectivity that disrupts continues to disrupt services.
Services | users' ability to access and use | Connectivity issues in remote areas limit payment processing and
online payment platforms slow digital implementation.
reliably.
Digital This pertains to the functional | Digital downtimes can cause batch errors, leading to rejections and
Payment unavailability of a digital time-consuming audits.
System payment service—meaning | Experience glitches with GCash, and there have also been occasions
Downti the app, website, or network is when Western Union services go offline.
mes temporarily not working and The Medusa Glitch issue heavily affected the Digital payment
transactions cannot be system.
completed. Lack of proper technology and frequent system glitches disrupt
transactions, data uploads.

Table No. 3: Challenges faced by Government Agencies in Implementing Digital Payment Systems for Government Collections

Clients' Low Digital Literacy

The study showed that low digital literacy blocked rollout because people could not use the payment pages and still wanted
to pay by hand. They lacked basic skills—opening an online account, spotting a real message from the state, and completing a
payment that requires multiple clicks. The old villagers and those who left school early had the most trouble. Low digital literacy
has been a significant challenge particularly for vulnerable populations who include the elderly, rural populations, and individuals
with low formal education. Digital literacy is defined as skilled performance of digital devices by not only their powers of a
specific machine but also the capability to think critically about digital information and use it responsibly and safely (UNESCO,
2020).

"Adunay uban nga naglisod sa pag-log in sa ilang online nga account, ug adunay usab mga indibidwal nga kulang gyud
og kahibalo mahitungod sa online nga mga transaksyon; ang uban pa gani dili kahibalo unsaon pag-ila sa usa ka email address."
~KIlI1

Others have difficulty logging into their online account, and there are those who really lack knowledge about online
transactions; some don't even know how to identify an email address.

The statement outlines a problem of digital literacy and access where there are users who have issues with logging in or
having basic knowledge of how online transactions work, such as identifying an email address. This can be directly linked to the
Theory of Planned Behavior (Ajzen, 1991), especially the perception of behavioral control, which basically means there is a
problem of digital literacy and access. It shows a low perception of behavioral control, whereby a person feels useless in carrying
out the required internet activities. Online services experience great barriers, which may include the lack of skills to comprehend
security reminders, to read online conditions, and the absence of assistance in the event of failure (Good Things Foundation, 2024).
This usually leads to mistakes, delayed transactions, and reluctance to utilize digital services in general. This was also emphasized
by one of the key informants saying that:

""Sa tinuod, dili gyud nila masabtan ang paggamit sa digital nga teknolohiya, tungod kay alang kanila mas sayon ang
manual nga pagsulat kaysa sa paggamit sa computer." ~ Kl12

In reality, they do not fully understand the use of digital technology, as they find manual writing easier than using a
computer.

The statement emphasizes the aspect of resistance to technology as a result of low perceived ease of use, which reflects
the Technology Acceptance Model (TAM) theory. TAM dictates that when a user finds the system challenging to learn or navigate,
there is a probability that he or she will not use the system, as seen in the usage of digital tools which are going to be substituted
by conventional methods. "Users' Insufficient Digital Literacy was noted by two Klls."

""Sa sinugdanan, adunay gyud pipila ka mga indibidwal nga misupak sa kausaban, labi na kadtong dili modawat sa bag-
ong sistema tungod sa kakulang sa access sa internet, kakulang sa kahibalo sa paggamit sa cellphone, ug kakulang sa mga gamit
sama sa touchscreen nga telepono o computer.” ~ K1

At first, there were indeed some individuals who resisted the change, particularly those who did not accept the new system
due to limited access to the internet, lack of knowledge in using mobile phones, and insufficient resources such as touchscreen
phones or computers.

698 |Page
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People refuse to pay with phones or cards because they feel scared and do not trust the new tools (Nguyen, 2024). The
Technology Acceptance Model says the same thing: citizens pick up a gadget only when it looks helpful and simple (Davis, 1989).
The study demonstrates that the critical barriers to platform adoption are perceived complexity and a lack of demonstrable utility.
This position is the primary cause of low usage not on the citizens, but on fundamental flaws in system design, which neglect the
principles of user-centricity and fail to articulate a compelling value proposition.

Unstable Internet Connection on Digital Services

Unstable internet connection can be called erratic or slow internet connection which interferes with access to digital space
and prevents the accomplishment of the process of internet use. This may cause failed payment transactions, multiple logins, entered
data errors, and confirmation issues in online financial services. World Bank (2020) and National Economic and Development
Authority (2020) note that the biggest challenge in the adoption of digital payments in the Philippines is the inconsistent quality of
internet connectivity, which discouraged trust in online platforms both in the urban fringe and in remote rural territories.

"Usa ka pananglitan niini mao ang pagbayad sa mga lugar nga walay signal sa telepono. Kini adunay dakong epekto sa
among operasyon tungod kay naggamit kami og One-Time Password (OTP). Bisan pa man adunay point-to-point nga koneksyon
sa internet nga makapahimo kanila sa pag-access sa online nga sistema, dili gihapon sila makadawat sa OTP. Ang maong mga
insidente dako ang epekto sa among koleksyon." ~ K112

One example of this is payment transactions in areas without mobile signal. This has a significant impact on our operations
because we use a One-Time Password (OTP) system. Even if there is a point-to-point internet connection that allows access to the
online system, users are still unable to receive the OTP. Such incidents have a substantial effect on our collection.

People say a digital payment feels unfinished if they hold no paper receipt. The reason is simple—the signal is weak—the
one-time password never arrives and the deal stalls. A 2023 World Bank study lists bad network links as the main roadblock to
digital finance in the Philippines. Quimba (2021) adds that patchy cell coverage cuts off SMS OTP codes—users lose faith and
bill collectors gather less money. "Unstable Signals on Digital Services was noted by K111 and KI12."

"Ang paghatag og serbisyo sa mga layo nga lugar sama sa Talaingod ug Laak nagpakita og kalisuran sa operasyon,
tungod kay limitado o walay internet access sa maong mga lugar, nga nakaapekto sa episyente nga pagproseso sa mga
transaksyon." ~ Kl11

Providing services in remote areas such as Talaingod and Laak presents operational challenges, as these locations have
limited or no internet access, which affects the efficient processing of transactions.

The statement also features the problem of utilizing a small amount of internet resources in distant locations that prevent
the productive distribution of services through the internet. The availability of the internet is a precondition in conducting an online
transaction, although for some communities, especially those in geographically remote or rural areas, this is a significant hurdle in
technology (International Telecommunication Union, 2021).

Digital Payment System Downtimes

According to the informants, users get hampered during downtimes when digital platforms are not easily accessible due to
server problems, software malfunctions, or procedural maintenance processes. According to Nomura Research Institute (2023),
in a survey of 477 e-wallet users in Metro Manila, 40.9% of respondents said they experienced integration, technical, or security
issues, such as downtime, inability to open the GCash app, failing to receive one-time passcodes (OTPs), or being unable to
open the app. Not only does this create inconveniences but it also creates a situation where trust is lost, particularly among new or
first-time digital users.

"Usahay adunay mga glitches o technical nga problema sa GCash, ug makasinati usab kami og offline nga serbisyo sa
Western Union." ~ KII3

Sometimes there are glitches or technical issues with GCash, and we also experience offline service from Western Union.

This dependency causes digital payment downtimes when these systems are partially or completely out of operation to be
a critical point of failure that has far-reaching effects. The BIR and PhilHealth suffer system downtime that leads to delays when
it comes to transactions, take longer to comply, and the public responds negatively. Hofland et al. (2020) stressed that digital
transformation is a continuous change process, and it is necessary to manage dependencies and systems constantly. As one of the
key informants said:

"Kung nadungog ninyo ang isyu bahin sa medusa glitch, ang PhilHealth naapektohan ani niaging tuig, apan dili dako ang
epekto sa bayad tungod kay adunay lain-laing mga option sa pagbayad." ~ Kl14

If you heard the issue about Medusa, PhilHealth was hit by Medusa last year but most likely the payment is not much
because we have other options in terms of paying.

This assertion was also supported by another key informant who made an observation that:

"Kung naay bisan usa ka sayop ang batch, i-block sa sistema ang tibuok batch sa maong adlaw ug dili kini ma-record sa
database. Human ana, maghimo og audit ang buhis nga opisina sa mga taxpayer nga nalangkit." ~ K117

If a batch has even one error, the system will block the entire batch for that day and it will not be recorded in the database.
The tax office will then conduct an audit on the affected taxpayers.

The recent downtime of the digital payment system, as noted by three key informants (PhilHealth x2, BIR x1), is not an
isolated operational glitch but a significant indicator of deeper systemic vulnerabilities. While the adoption of digital payment
platforms is contingent upon robust security and systemic reliability, the empirical evidence demonstrates that technical failures—
such as transaction delays, double-posting errors, and system unavailability (Bank for International Settlements, 2020)—generate
far more than mere inconvenience. These failures produce substantial financial risks for major stakeholders, including disrupted
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cash flow for merchants, penalties for delayed taxpayer remittances, and increased reconciliation costs for government agencies.
More critically, they erode the institutional trust that is the bedrock of any digital economy, particularly in a public-sector context
where user confidence is already tempered by historical inefficiencies.

Recommendations for the Successful Implementation of Digital Payment for Government Collections

Successful Implementation of Digital Payment for Government Collections To address the critical issues of user
confidence and long-term stability in digital payment systems, three essential themes emerged as key solutions. The first involved
providing direct, hands-on guidance to users to build their competence and trust, and the second focused on strengthening the
technical infrastructure to ensure consistent and wide-reaching service access. The third theme focused on establishing robust
backup procedures to ensure continuity of operations and communication in the event of unexpected service interruptions. The
three essential themes identified during the interviews were Providing Assisted Digital Support, Optimizing Remote Access and
Network Coverage, and Establishing Downtime Contingency Plans and Protocols. In addition, continuous training programs for
both government staff and end-users can help sustain effective system usage and reduce errors during transactions. Strengthening
partnerships with telecommunications providers may also improve connectivity in remote areas, ensuring more reliable access to
digital services. Regular system audits and updates are recommended to enhance security, efficiency, and public trust in digital
payment platforms. Moreover, implementing a user-friendly interface design can significantly reduce confusion and encourage
wider adoption among citizens with limited technical skills. Governments should also consider launching awareness campaigns
that highlight the benefits, safety, and convenience of digital payment systems. Establishing dedicated customer support hotlines
or help desks can further assist users in resolving issues quickly and effectively. In addition, integrating multiple payment channels
such as mobile wallets, bank transfers, and over-the-counter options can improve accessibility for diverse user groups. Lastly,
adopting data backup and real-time monitoring systems can help agencies detect and resolve technical issues before they escalate
into major service disruptions.

Major Themes Description Core ldeas

Providing Assisted
Digital Support

This refers to the organized
assistance the government
agencies provide for people
struggling with digital
services, ensuring no one
gets left behind in the
digital transition.

To ease implementation, the shift should be gradual and
supported with step-by-step guidance.

Users must be cautious with personal information—
confidential details like identification.

Constant education through webinars and seminars, combined.

Optimizing Remote
Access and Network

This describes the
government agencies
systematic approach to

Wider access to digital payments, along with ongoing
improvements.

Removing travel and wait times—platforms like online

Contingency Plans
and Protocols

prioritizes quick recovery
and clears user
communication to maintain
service reliability.

Coverage enhancing remote access banking and GCash enable faster, easier transactions.
and network coverage With the absence of Wi-Fi, members often rely on their own
_ through structured mobile data to access services, underscoring the need for
infrastructure upgrades, government offices
SItgnaII optlrglztatlton. Advising taxpayers in remote areas to visit the office for
protocols, and strategic internet access assistance.
tower placement.
Establishing This pertains to downtime | A stable, well-tested system with ongoing upgrades and regular
Downtime management strategy that maintenance is essential to modernizing payment systems.

Keep adapting until the system is fully permanent, with no
return to manual processes unless a better solution arises.

Multi-layered security features—like CAPTCHA, one-time
PINs, and automatic logouts— enhance user verification and
prevent fraud.

Table No. 4: Recommendations for the Successful Implementation of Digital Payments

Providing Assisted Digital Support

Digitalization of government facilities like payment systems of taxes, permits, and other fees has brought efficiency,
transparency, and increased convenience to users by a large margin. With this switch to online avenues, however, an important gap
in user preparedness, particularly in people with low levels of digital literacy, has become evident. Assisted digital support can assist
in overcoming these needs by enhancing the perceived behavioral control of the user, which is one of the concepts borrowed from
the Theory of Planned Behavior (Ajzen, 1991). Being helped with the process of online registration or creation of payment
references makes people more assured and willing to use digital services on their own.

"Busa, aron masiguro nga ang ilang proseso sa pagbayad integrated ug hapsay gikan sa manual padulong sa digital,
kinahanglan usab nga masiguro nga sila maayong matudloan sa hustong paagi sa pagbayad." ~ Kll1

Therefore, to ensure their payment process transitions smoothly from manual to digital, it is also necessary to make sure
they are properly instructed on the correct way to pay.
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It is possible to note that the statement emphasizes the role of user education as a key to a successful process of moving
payment procedures to digitalization. It highlights that technological penetration is not enough, but the user should be sensitized
or trained in order to achieve success in using and adopting digital payment systems. According to Vaportzis, Clausen, and Gow
(2017), older individuals and those with less experience in digital environments have a higher likelihood of adopting technology
with the help of knowledgeable and caring staff. "Provide Assisted Digital Support was noted by 2 of 8 Klls (SSS x2)."

"Aron mas sayon ang implementasyon, ang proseso kinahanglan hinay-hinay ug gradual. Kinahanglan kini ipasulod una
sa sistema sa sayong bahin sa proseso sa wala pa ang full implementation. Dili angay pugson ang mga miyembro; igo nga ipaila-
ila una kanila ang sistema. Mas sayon nila kini makat-onan, labi na sa mga hamtong ug sa mga first-time nga tiggamit." ~ K112

To make implementation easier, it really should be gradual. It should be incorporated first before full implementation.
Members should not be forced; it is enough to simply introduce them to the system first. They will find it easier to learn this way,
especially adults and first-time users.

This statement brings out the importance of implementing new systems, especially a digital new system, in stages and
gradually. It also helps by pointing out that users must not be hurried and that knowing and using early introduction, and then
familiarization, is central to making the process of adoption easier and achieving successful implementation. The practice is
supported by international practices. Assisted digital support is a concern that is part of the digital transformation strategy of the UK
Government Digital Service (2020) because it does not only target users who are digital by default. They also point out the necessity
of available, stable assistance that could allow users to conduct government transactions in an online environment with confidence
and trust.

Optimizing Remote Access and Network Coverage

The shift to e-payment collections by the government is largely credited with transparency, efficiency, and service delivery
in government collections. E-governance revolves around tools such as the Bureau of Internal Revenue Electronic Filing and
Payment System (eFPS) and Land Bank Link.BizPortal which allow citizens to pay their taxes, permits, and fees electronically.
Villanueva and Corpuz (2020) noted that in remote places, government digital systems are used poorly because internet
connections may be unreliable or not high enough to rely on portals or make transactions. This was found to be supported by a key
informant who said that:

"Ang planning department nagbaton sa tibuok responsibilidad niini nga butang. Kinahanglan nga magdala ang mga
miyembro sa ilang kaugalingong datos tungod kay ang among pasilidad walay Wi-Fi access aron magamit ang serbisyo.

Wala usab naghatag ang pasilidad og libre nga serbisyo alang sa mga miyembro. Kinahanglan nga magtukod ang
gobyerno og high-quality signal antennas alang sa mga lagyo nga lugar tungod sa maong kahimtang." ~ K113

The planning department holds full responsibility for this matter. Members need to bring their own data because our
facility lacks Wi-Fi access to use the service. The facility offers no free services to its members. The government needs to establish
high-quality signal antennas for remote areas because of this situation.

The personal data for internet access while facing data restrictions is based on individual spending limits. The government
needs to establish immediate installation of quality signal antennas in remote areas because digital public services require complete
network accessibility. The planning department's inability to provide Wi-Fi service creates an unfair situation for members who
need to use their regions. Global Telecom Union (2021) points out that sustainable platform development cannot only be focused
on availability but rather accessibility in reliable and high-speed internet, particularly in obtaining government amenities.

Establishing Downtime Contingency Plans and Protocols

Downtimes of digital systems can be caused by maintenance on servers, system attacks, software breakages, or power cuts.
According to Almazan and De Vera (2020), service disruptions, as simple as they may seem in government payment systems, can
result in missed deadlines, service cancellations, and frustrations of users. This is of particular concern because the same citizens
rely solely on online portals to meet their responsibilities with the government. As one of the key informants noted:

"To make the integration flawless, one should be able to have a system that is stable, well tested and continuously upgraded
and maintained." ~ KI5

Based on the finding, digital integration requires a reliable and sustainable system. It points out that in order to ensure
smooth functioning, the system should be stable, tested all around, and maintained by continuous upgrading to suit new
requirements and avoid breakdowns. In addition to internal procedures, it is vital to communicate to the general population.
According to the study by Veltri (2020), absence of transparent communication in case of digital disruptions contributes to user
anxiety and undermines connectivity with online platforms. As mentioned by KII1:

"Naa kami'y anti-fraud nga departamento aron matabangan ang mga tiggamit kung makasinati sila og mga fraudulent
nga transaksyon. Mahimo nila kini i-report sama sa proseso sa "Usap Tayo" sa SSS. Mahimo usab nila kini pangitaon sa website
sa SSS bahin sa mga fraudulent nga transaksyon." ~ Kll1

We have an anti-fraud department in case they encounter something like a fraudulent transaction. They can report it just
like our "Usap Tayo" in SSS. They can search for that on the SSS website regarding fraudulent transactions.

"KI1I5 and KII1 (LandBank x1, SSS x1) indicated the necessity to define the Downtime Contingency Plans and Protocols."
This observation brings about the presence of support systems and protective measures to tackle challenges like fraudulent
transactions. It focuses on the availability of an anti-fraud departmentand special reporting channels for the user. Al-Mamary (2021)
stressed that agile-focused project management in the digital-government environment facilitates the constant loop of diagnosis,
feedback, and iteration, thus allowing public sector personnel to react to glitches faster and introduce technical support
functionality into the framework of digital public finance.
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IV. IMPLICATION AND CONCLUDING REMARKS

Implication for Practice

The results of this work have extensive implications for the digitalization process in the country, which necessitates an
approach at multiple levels. Furthermore, as research by Lagura (2025) validates, the increase in digital governance is a powerful
trend towards social inclusion, providing the human population with greater access to civil services through the application of
simple digital payment systems. For Department of Information and Communications Technology (DICT). The findings of this
paper indicate that the Department of Information and Communications Technology (DICT) should ensure that it bridges the
digital divide promptly by improving on core digital infrastructure. A DICT/PSA survey in 2020 revealed that there is only 13
percent of available free public Wi-Fi in the barangays nationwide and that the National Broadband Program (NBP) has to expand
in addition to accelerating the satellite-based project such as the Broadband ng Masa, to enable people in the geographically
isolated and the disadvantaged regions to have access to the internet with reliability. The partnership with local government and
individual telecommunication providers should also be reinforced so that they could install the public Wi-Fi hubs. In addition, DICT
must strengthen digital literacy and cybersecurity initiatives to make sure that citizens and employees of the state feel free and safe
to use online payment systems. The enhancement of connectivity, user competence, and data security will allow implementing e-
payment systems successfully and promote the inclusive digital governance.

For government agencies located in Davao del Norte.

The findings suggest that BIR, SSS, PhilHealth, Landbank, and GSIS, among other governmentagencies in Davao del Norte
should make sure that the digital payment systems are not only available but successfully applied. A user-centered strategy that may
be adopted by the agencies based in Davao del Norte isto make transactions easier by reducing the number of clicks involved in the
process, creating assisted digital support desks, and conducting regular training of the employees to be better equipped to assist
clients. These measures will help in increasing the efficiency in the operations, improving access to service, and lessening the time
taken in transacting business because digital systems will allow a better tracking of the resources and will speed up service delivery
(Liu and Yuan, 2025).

For Policy.

The integration of digital payment systems should be supported by the public policy, which guarantees the compliance of
the systems with the national e- government. Based on the results of the study, the effective policies shall be reinforced by beefing
the digital literacy programs to enable citizen and government employees to adjust to online systems and developing system
reliability to reduce potential technical breakages and cybersecurity policies to safeguard sensitive government and user
information. Such policy initiatives are critical towards creating a clear, inclusive and reliable digital service environment
(Setyawan et al., 2025). Strong collaboration between the Department of Information and Communications Technology (DICT),
government agencies in the Davao del Norte, and the process of policymakers to achieve the successful and inclusive application
of digital payment systems. Improving digital infrastructures, increasing service access and providing empowering policies are
significant steps to creating a safe, efficient and citizen-centered digital system of governance that creates transparency, trust and
equality in access to all.

Implication for Future Research

Future researchers can utilize the findings of this study in their own scholarly works, particularly those who are more likely
to conduct qualitative and quantitative studies on the implementation of digital payment systems in state organizations. The
findings offer a simplified understanding of the current reality, including problems and strategies for utilizing digital payments,
as endorsed by the government. The researchers suggested that future studies would be more elaborate and thorough policy
assessments, as the two sides of the argument exist in both qualitative research among government implementers of digital
payment systems and quantitative research among digital payment system users. This mixed-methodology approach will help
mitigate bias, and various experiences will be documented, providing a more detailed picture of digital payment practices. To
strengthen the future studies, systematic application approach is recommended to be adopted, and it will be a mixed-method
design, like sequential exploratory strategy, whereby the qualitative findings are employed to construct quantitative tools. This
strategy causes survey tools to be based on real world experience, as well as in response to real implementation problems.
Triangulation is also applicable where in this case, a researcher synthesizes data which is gathered by using interviews, surveys
and documentary reviews to enhance the validity and reliability of data findings. It is also recommended to make the scope of the
research to the entire Davao region since it would provide a broader and more generalized view of how the issues of digital
payments are applied and how they thrive.

Concluding Remark

This study also highlights that the role of digital channels of payment is very important in increasing efficiency,
transparency and accessibility of government collections. The move to digital platforms does not just represent a strategic
innovation but a legal requirement under the Executive Order No. 170, series of 2022, signed by former President Rodrigo Roa
Duterte on May 12, 2022, which requires all the government departments, agencies, and instrumentalities to use digital payment
systems in the government disbursements and collections. It is an executive order that institutionalizes the application of secure,
safe, and interoperable digital payment solutions to facilitate the ease of doing business, enhance financial inclusion, and create
more transparency and accountability in the management of the money within the state. Following this instruction, the shift
towards digital transactions becomes an important reform in the sphere of governance that enhances the efficiency of the services
provided, reduces the risk of cash handling, and contributes to the creation of a more transparent and technology-oriented system
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of the public service. The research study is concerned with the procedure of the implementation of the digital payment systems in
the province with the governmental agencies. It investigates the implementation process, reveals the key issues encountered in the
process of transition, and includes the statement of the measures undertaken to address them to result in a successful and
sustainable integration. To accomplish this, the research employed a qualitative descriptive research type so as to provide a detailed
description of the way it was conducted, the challenges it encountered, and the resolutions arrived at respectively. It was found
that various digital payment systems, i.e., SSS Payment Reference Number (PRN), GCash and Maya mobile wallets, the flagship
of the Landbank system, the BIR, have been implemented in Davao del Norte in the governmental structures, SSS, GSIS, BIR,
PhilHealth, and Landbank.

These systems really upgraded the efficiency, transparency and accessibility of transactions by the employees and clients.
The implementation process was, however, faced with difficulties, especially the lack of digital literacy by the users, poor signal
coverage on digital services, and failures of the digital payment systems. These barriers impeded a steady adoption and trust in
digital transactions by the users. The research has found effective solutions to these problems, which were the provision of assisted
digital support and the optimization of remote access and network coverage, the development of downtime contingency plans.
These solutions make the digital payment systems more inclusive, reliable and sustainable. Future studies ought to advance the
findings of this study by taking a mixed methods viewpoint in exploring the necessity of fast tracking the implementation of digital
payment systems with the policy of Philippine government, an issue that is blamed by the critical lack of infrastructure and the
digital literacy of the citizens. It is also advised to have a sequential exploratory approach with preliminary qualitative data of
government implementers is applied to the development of quantitative surveys to users such that the research tools are based on
real-life experiences in administration. This is to be reinforced by the methodological triangulation of interviews, surveys and
analysis of documents to improve the validity and reliability of the findings as well as geographical focus to the whole province of
Davao del Norte in order to have a more comprehensive and generalizable interpretation of the disparities in technological
preparedness in the region and the effectiveness of the policy support.
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