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HEME|, 7|04, 915, 7|22 R|(Expectancy—disconfirmation)

I. A&

T

OECDAANEH/NE7]1)Y] ‘Government at a Glance 2021'0fl W2, 202149 7|& 2y=ke]
ARAF L= 3 =5 5 2095 7ISA. Fulo] HRE A=5t=A9 Ar= 2 45%= 2017
| AR &9 o|% 12719 DA SIS Ao R, RAF A1 o2 7MY =2 98 Btk 11
L, AA85%), == 901(83%), WHEWBI%) 5 H7F EA=7F =0 HlstH 1 &0 4
3] A2, OECD B (50.7%)°1 % 5 HA = Eol2tal & 4= Qieh H& FRAR = JEF
Al 719 Ida EPAHO R QI B A Q149 F7t, AR thet AIRIES] 7t A5 oE

015t =9 u|EFZE 5o] 11 Yolo g F3|1 Jth(Putnam et al, 2000; 53, 2002; B<5F, 2016).

* o] =8 Ex AAE 20179 3= WS} S Ao X Y& ol =8H AF-A(NRF-2017S1
A3A2067636)
o A 1A A



A L Xé?ﬂﬂ% o @A sfiof A A 4= =7t o] Aol sl 2 A= AP Aol A
FE AT 8RIAT} JHA o2 FEHA] Foh= 8212 S ARAIZE ALAZ Wt i
gt at gty WA, 7] EEES ATEY AR IdEHT 9., 2019), 38H(C1E,
2001), A2 H<=oll, 2006) 52 S/l wet FRA 7 FFS Wethe A2 & 5 AT
=49, 2019). 1 5 HEAQ] QA0 XK HRY AF2 11 EAou, FA]- AL - A A HQ
S Hrgsto] ¥gtslr] o) FRAIEE AnE = ¥ $83% 93 & 4= Qlrt o] FR
A=) HAA A2l 5 shuel RS A EH 1A} qtvh

b AEU Aol gk 7|t At 2 w2 FRAIEE &5t o] 8% Yu)E A=
o} getd o g AHLE I 59 =2 7|t (expectation) HIE O 2 ¥} oSl 7|t
SRE9 84 4gol7] "o, Rt A5t AB|A0] tis] w3t S50 02 B
o, 197 oot Ao g2 §ed 5= ok &, 7952 F5o] tisfl 7|tz Frrt vh5et
Hrel Apol 7t AH AAAHA AFo] thgt A3 QA Far, T2 A] grhA A7 s A]
+ Aot o]t @AZ A8sh= lide] 7IHE YA (Expectancy disconfirmation)°]t}. 74 gt
ojL} &AL} 5-9] FopolA= HEA &-EE o] o, Aoy FHFoof A= T AT
7 @A o2 AFoltt. AR = FAAHAE ATt dFY TFAE EALS 2=tk &, F1
E2 ARt Aok AHl Ao tisf 7|tz vzt A7, o] & B7sto] REESHAY ATst
Hr}. olo] 71&9) £ E0] FEol gt 713, AR TS 52 716k dEA Q] Jgol
FESIUT, & A= 72 B & SRE9 WY Ao} v ug fAYYSS S AR
AFE A E A} gt

QORI & A9 HAH2 ARAFY 7HELA 7L HRAIF vA] = FF= £45H=
A0 R, o5} o] =PHT}. WA, o] A= 7|9 JFARICEHN F8%t | E 2= FF
dgFo] zh= 9u|E AERIgtth =4, 71 A vl-sH thFojzl 7IHEYA HdS &
sto] R AIF el #AE uhelstet, upx|uto g HR Ay} HH A Alo| & 7| EL X7} vl 7f
Sh=A]of s &5t

1. §F4=9 7 g} el

53] AFE FAL 4A, oy A wet FoJg ZEtitt FARAL AFe AR
(trustor) 2 =™ (Farris et al., 1973), AA 241 2] A== 412 9] tfido] Eli= o|(trustee)E 27|
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StoH(Lieberman, 1981; A% 28-4], 2020). T3 A== 1 E4J0 wa} epAHE Q1 SH I} 4l
ARl ZSHo|A 13 d & Stk A= AAloA o] Bl =AE AL 2 & mA gfotz]
oJm|st, F A= ERRIONA Zt= S A<l 7|t of| 7]¥tste], 7] 74 0] F2FgH(vulnerable)& E Y &
A= AgH AHE vt Mayer et al., 1995; A5 2=4], 2020). B Yol7kA A8+ 1 df
ol wet 7iRlE e & she A 7143 AR 50l 242 W22 of= 4l 5o=% F4&
H & Ut o= ojwet thAtS Al E|St=rto)] et A okt ARl gt A== 1
2 ARE WYL st AFE ouigttt. 12y ol oAl AR IulE ot 7HA] A4S
ZR17to] Tt =2of] A3t} o] tfist g o2 AR B FR7|Hof thet A=2 FRA
g A3 g, 2002 A Q1A -8, 2012; AAFE- 0145, 2016). O1E AFoME
Al 2235 QlojA, EAGE ARV IS EE3Hh &, AFRAIFEE 4% o
A ;ﬁ—‘vj—% AEZA Y 7| HE= %—EH é}ﬂﬁif‘% l—oﬂ gt A E| 2 Y RAEE et = Aot
? O] LYo s HHlEo] e
7182 ofuhe] AR E 91’513}15 %ol 11;}(&%_,] 9]., 2013; A<+ 0]&-F, 2016). o] thsh

Mishler & Rose(1997)15 g5 7] ol gt AFFES A= Ao] %%Z}Oﬂ Al G Eo Hist g
5] H L3514 2015). wat

FIF
pous
¥ o oo

skl CovID-19 *5‘—‘Jr 2 /\]'Q A ‘4'11](chked problems)E o o|F A Fof st 7
o|A v Aty o= HJRAF | gt T2 AHH o= 7%7“ Aot} 1y, 944
T 5ottt Ags A &2 Aol @Atk AFISHE AU RS0 7} FRZ o & EEs)
1 AHEAZ = R&F o7 sl2hslal QJtH(Pharr, 2000; AY4], 2011; ‘1}94% 9], 2003; &7|&-F
A&, 2007, G 9], 2017). o|2Igt o] = A F9] F=Fo] AxT FHE AR, T1HTh= 3
Bof tigt Z9E9] £87} Z715FH (Putnam et al., 2000; F53F, 2002; BF5F, 2016), WF2] 7
W Ao tigh 7|t 7HC]4E, 2000), EoH:l AlHl9l4] S o& qlo] g5 FE| TEA7| &
Zo] og7] wjZoltt,
weba], A 23 FRAZE thA] ol ek Atol] floiA] B2 AtEol 93Facl %
A5tal QoHERSE, 2016; BFS]S- €], 2003: Uslaner, 2001, BF<=°f, 2006; 53], 1999, &

Tr{m

HH-4, 2002: RE, 2020). YA T B F AWHAQ A4 A HE ?LT
Ae Wy fARH, Al=le] 3 FAEe SHdA JRAZE 24 Aotk (et

2016). 719] Ao W2, A1F] FARZAE IFUE9] -l (Hetherington, 1998)°014 T3 %+

(3] 9., 2003), AIRIGEA L5, Al¥lo] et FFHES] -8/ (Uslaner, 2001) 5ol Z-&H

ok ol#Hgk 8% ]e% YR FUES THOE o|FolA o, wteba] o]52] AFo High

oFd 4= Stk Tt 4129 o] H= SHA FRAIEY
ps

A=/ (B=oll, 2006: B1E-3], 1999), A4 A 473 -2
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7t SR HEY dF2 YRR ST Feks 01E AO|C
7td 2: NTEO = R0 PR s 01F Aot

7| &L A] o] Z(Expectancy disconfirmation)®| 7|2} A3t T3 w50 2491 HAE
gs|= o]Zo|tH(Oliver, 1980). o]&dt F+ E&fjo APt & AH|A e} THAE o202

(James, 2009), AH]AFY] 7]t A L (expectation leve)2} Al &0t} A H] A9 A3 &= (performance)
£ H|Wsto] 11 Aol 7} whFof| JoFS w|Xthal Attt &, 7|t e} Ao EokA ]l Jidol vt
o FFZ A= dF HESAHA A guTH (Y Fob- A, 2022). o= 7t 7]t
o} J3he 1 Aol7t A LS E /BN JEot AR AL OJulo]n, ¥ Ho] 7} Sol 52
E7|HEYA] Bk o)A ot 7HEL Ao tigt A =

Zstol, 42} 7|o] )e) S48 WEol Wit e Hed vleh Lol fRAA gt
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AL A e} AnjA gl A Sl oY, o] 24 &5 P HEA7= AFEC] solv
I QItH(Van Ryzin, 2006; 23871, 2018; o] A 9]., 2020; A2pd - &<, 2020; 24 <., 2021).
&, 29 71t A7t /HE-E FAF el FEAI7I= oA old BAES FAAH A
et 7IHELAE AT ESoH, Z[HEYX] o]&o] Zh= BAHQ AAE FESFAL 519
th). =3 £A4(IPA)S &85t 71 £ S8R S5t At ISR AHEoR
#, Zlo] P u|Ac tisf F85H QlAlthe AR 7deES deElstyon, PP HA

of thsff REE3et 2 Bofl s FHo] Zh= TS HT 4= ka2 Zo|o}. of 2t H+
2 7H(F R E)E £ oF it FoE AlFochs Ao| ofye 7 AH| A7} Zh= F83 F
gr3o] AUES MHEE £0|& HkS AAET & UA g Aotk %, 2018; °]A 9.,
2020; g Fot- He-Al, 2022). AAZ ZEA(2018)2 AGAFE Ay 20 gt 7|[HEL X7} XY
FRE0] Q14sk= TSl ow 3t PRFE m A =A] AHESLT o] X2 9(20201= F-FATH| A
gt 7|HEGX} ATk 123l Aol Alof 3t mifEAE AAstH o, Hgot-HaA
(2022 A FEA A gt 7THELD A7 FUEQ] §HS(AF AL L o)l o w3t FFS
SRl5t ). o4de] =98 Hig o g B oA PAA Ao st Frlo] T8
2]9] ZolQl 7T &L Ao 232 FH, o] #g 2ol 7t AR A ZTHEL A7 AR=
& ZFEstal, g R Zpo] 7} FolEH %ilf?;_#% JHEGA 7 EolE= 2O R it
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qhg 4= 011:}1 Htﬂ’é}— Levi &
%1‘4‘ Lo}7}, Hetherington(1998)2 7
5O A AEEo] it BIHE AINIEY 7 L& A-got=Alol wet AR A=
7h g 4 g ARttt =wlo] 2= 7] }—4 Apol 7} AZ45, THA] WofjA, 7]
HEYX HArrt AS45 JRAETE Stk Aot (Hetherington, 1998; °l<& 7374,
2015). - ol A 738 %1(2018)2 B A1 H| 2] Tt Z]thet oo tigt whE3t Zpo| & 7|t &
YA & ZHEstion, 42820212 Aol olH T ZIdE LA 7 ARAIF | dF= vE &
Ukl Agstiet. SetAH, FEol et 7 et R 1 1o F 2l R4 tiet 24

AZ 5FH (0] 5F, 2000), AR 7| Hh et AA| A W-go] YX|sfjof o] thgtk 4l=|4
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#0] HolHS & 4= Qth(Hetherington, 1998; 7, 2021). WehA], B AFE= HA&3H vl Zo]
YA 2o it 7| E Yets S48 2o it TS o Zjo
FolH, o]t BEYA] A7t R AIF || FFE v Ao Z oAttt

e
N
)
i
ne
fr
)

7Hd 30 YAAE| 20 gk TdELATE E0lerF ARAlEe word Aol

4. 7|ti=€x|9| it

Lo do X

T, 7IHEdA e 54 Ao St dFede=N Aol A BAT, g 2REH
ATE AHEls BA g ole 93] ELAske J2E =T & e TV BA &7 e
U Zoltt. o] 23t Ait= FA T ALojA = vRRIZIA| o =y 72 LA 2o Sy 241
7t} W] T3t JF2ALS AFdhe A5 e LREL o oA 22019 BH
PRY} &2 59| Hfo] FHo] tigt Fojot w4 T1E A 7|Hize] dF2 vite A2 A
SOFAT B L2020 FF- 9FES WASHY SR A0l IS FF
Zg3toll tiet 14o o et FFE 7IF =Rl tish Ao Edt. T 23 WR AT T AEAY
Vot AEFNEE 193 R gFo R ANIel7E RG] S A At AeS
R GetA o HItE wEHo g AuE s Aso] g2Hl FAn - EH P (202002 #e
AF-JAGF-3AE2 2 FAE AFATe] FUEY FAAFE0 vA = JFS 24
o oA, A 50 AF o s B2 3052 FH9] 7|He} ol JFE vtk
AZ & 5 3k &, 7He 52 AolE S3A =2 + e 7IdELA 2 Hd2 R 9
of oA RS Ao R FES 4= qirt

9l =oje} o], 7t AR Aol 1 Ful 0] A% AN 3T 5 UL sk
2 5 g 2

HRolge ARAE A7l b FRTHs 4 el 4 9 A2A
450] S40] 150] Prhth A=Y 4 Q= ERA e FFL v Holet. e wejA

o)t FHulgo] Ay ARSI Stelehs o] o] Hold Aoz Qalstu, Fio| thaf B
% QA B olmlgTt webAl B AT AR A RAE Aolo] 4 TS| Ql&jo]ut Tt
o] WANE 5ol F2kaAt st olgfat THs S AR RN ABT ATES B4 3
29 £ % YLTIESF, 2018 A9 91, 2018), ol2igt AFES Fxlo] 2 Fao] e wt
E5heAo] Hi Q43 weto] v e @ Zbs Aol Hs) AEskn itk olg Sol,

o
STH2018)9] A= AEAT 344 5 vHF A Fo] FRAF ] 2 -7hH

o2 JEFL ux
£ ke 22 4Bt 119 ATelAE YA 2A AT HRAlE AolofA] HRA Ao
e FuEe) WEE} WARTHE Rl Ag USSHT B3 A5 Y 2019k AULE
o sl JAPRI JAAA] AololA] M=ol oiet WA RIS ASHA ole
ATATHEL HHAgo] HH0| Aszo] A0 FFS Z % You oS AoloA] 7]
2AH ] FAHRLQ WEL BN HHHOE 45 5 Y2 ANFORA F2 9y
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Abstract

The Effect of Public Officials Competency and Citizen Involvement on
Government Trust: Focusing on Citizens' Expectation Disconfirmation on Public
Services

Park, Yejong

In public administration, trust in government has been treated as a major research topic, and
its importance has been variously proven. For example, it was found that the government's
capacity is a key influencing factor on trust in the government. However, trust in the government
has various aspects depending on the expectations of citizens. Therefore, this study first
re-examines government trust and government capacity, which have been dealt with by previous
studies. Second, the role of the ‘difference between expectations and satisfaction for public
services' in the relationship between government trust and competence is explored. For this
purpose, this study analyzed using the theory of expectation-disconfirmation, which is being
actively studied in consumer studies and business studies. As a result of the analysis, it was found
that government competency has a positive effect on trust in the government, and specifically,
public officials competency and citizen involvement were found to be important. In addition, the
inconsistency of expectations was found to have a negative effect on government trust, and it was
confirmed that the relationship between government competence and government trust was
mediated. Therefore, while enhancing government capacity can play an important role in trusting
the government, it suggests that it is important from a policy point of view to examine the degree
of disconfirmation that the public has in public services in explaining this relationship more

precisely.

Key Words: government competence, government trust, expectation, satisfaction,
expectancy—disconfirmation



