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Abstract

The Influence of Public Service Satisfaction on Trust
in Government

- Focusing on the Comparison of Off-line and On-line

Contact

Won, Hye Yeon
Dept. of Public Administration
Graduate School of Public Administration

Seoul National University

Trust in government Jjustifies as well as supports
government’s legitimacy and management of state affairs.
However, Korea is considered a low-trust society and this is
especially marked when it comes to high distrust in
politicians and government. It is important to address this
problem because distrust in government not only hinders policy
compliance but also creates inefficiency in society as a

whole., The ultimate objective of studying trust in government
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is to seek realistic alternatives for promoting it and thus,
it is important to identify the factors that influence trust
in government,

Trust in government is formed experientially. In particular,
public service is the most direct and wuniversal channel
through which citizens can experience the government’s work
and it is also a target for evaluation. That is, citizens use
public services and based on their level of satisfaction,
evaluate the government’s capacity and performance in running
state affairs, which then determines how much trust they
bestow in the government. Recently, with the development in
e-government, the use of online public services is growing.
Therefore, public service needs to be classified according to
the type of contact into offline contact of the past and
online contact in order to examine the differences in their
level of satisfaction and identify how this influences trust
in government,

This study regarded the level of public service satisfaction
as an influencing factor on trust in government and conducted
an empirical analysis of this relationship through a
questionnaire survey of <citizens who have wused public
services, Public service was divided according to the type of
contact into off-line and on-line contact and the level of
satisfaction for each type was measured using the variables of

accessibility, responsiveness, materiality, and accuracy.
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Trust in government, the dependent variable, was analyzed in
terms of trust in central government, local government, and
public officials.

The analysis found that of all variables in public service
satisfaction, the level of satisfaction with accuracy had the
most meaningful influence on trust in government. This means
that citizens feel trust in government when they are satisfied
with the government’s accurate information and services which
meet their demand for public services. Second, it was
noteworthy to see that in offline public services, the level
of satisfaction with responsiveness, accuracy, and materiality
had a relatively even influence on trust 1in central
government, local government, and public officials while in
the case of online public services, the level of satisfaction
with accuracy and materiality had a partial influence on trust
in local government and public officials. This implies that
citizens feel satisfaction on more various levels when they
actually visit government offices to receive services, and
build positive trust in government based on this satisfaction.
Third, for both offline and online public services, the level
of satisfaction had a more meaningful influence on trust in
local government and public officials compared with trust in
central government. This suggests that citizens forge a more
concrete trust relationship with local governments and public

officials with whom they have more direct and frequent contact
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in their daily lives compared to the central government which

is more distant both psychologically and experientially.
Keywords : Trust in Government, Public Service Satisfaction,

the type of contact
Student Number : 2010-22132
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