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Abstract

Factors Influencing User
Acceptance of AI-Powered

Government Services

- focusing on AI Chatbot Services -

Seulkee Kim
Master of Public Policy
The Graduate School of Public Administration

Seoul National University

Amid the explosive growth of the artificial intelligence market,
countries around the world, including Korea, are striving to secure
artificial intelligence competitiveness in terms of national strategies to
preoccupy the market. In the public sector, the introduction of
Al-powered government services is being accelerated by focusing on
chatbot-based question—and-answer services in order to realize digital
government, and expansion to other areas 1is required through
additional service development. This study aims to provide practical
implications for the policy of developing and providing artificial
intelligence-based administrative services by identifying factors that
affect the acceptance of Al-powered government services by service
users.

Through an online survey conducted on government service users,

participants were asked about the level of trust in Al-powered
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government services, the intention to use, and the level of trust in
government regulation on Al under different conditions. A total of 10
conditions were given depending on the 5 types of government
services and whether human intervention was included or not.

As a result of the study, it was found that the level of trust in
government regulations have a positive effect on the level of trust in
Al-powered government services and intention to use. The service
type also affects the level of trust in Al-powered government
services, and consequently affects the intention to use. Especially the
service type of questions and suggestions negatively affects the level
of trust and intention to use, although it is widely introduced service.
While human intervention basically has a positive effect on the
intention to use Al-powered government services, it may have a
negative effect with the high level of trust in Al-powered
government services. Based on the results of this study, policy
implications for spreading the use of Al-powered government services

and suggestions for future research are discussed.
keywords : AlI, Artificial Intelligence, Chatbot, Government

Service, Public Service
Student Number . 2020-28044
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