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Abstract 

Rapidly developing information and communication technologies have an influence on the whole world and have become 

an ordinary part of everyday life. Not only people, but businesses and governments are affected by these changes. In this 

respect, governments use several online media platforms as their own digital face and thus keep pace with the developing 

technology. Considering the lacks in previous researches, the aim of this paper is to investigate the critical factors 

influencing the citizens' trust in public sector websites and social media and also the relationship among trust in the public 

sector, citizen satisfaction and trust in public sector websites and social media. By studying 607 citizens who are users of 

the website or social media service belonging to the municipalities in Turkey, we found that: (i) perceived quality, perceived 

usefulness, and facilitation conditions are the factors that affect the citizens' trust in public sector websites and social media, 

(ii) trust in the public sector websites and social media affects trust in the public sector and, (iii) trust in the public sector 

affects citizen satisfaction. 
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 I. Introduction 

Until the 2000s, by using the Internet, it was only 
possible to read the posts on the websites, watch videos 
and listen to the sound recordings, while with the 
emergence of Web 2.0 and coming into our daily lives, the 

Internet has become interactive and created an online 
world (Obar & Wildman, 2015). People have adapted to 
these changes easily and quickly. Because it provides that 
world at users’ fingertips. The development and spread of 
information as well as communication technologies 
(ICTs) have also a significant impact on the development 
of nations (Kassen, 2014). Therefore, public 
administrations and governments have adopted and used 

ICTs such as social media increasingly (Criado, Sandoval-
Almazan & Gil-Garcia, 2013). Web 2.0 tools are used by 
the government  both for external affairs, which are public 
relations and the announcement of the news and for 
internal affairs, which are intelligence services and public 
consultation (Osimo, 2008).  

At the present time, both local and national 
governments around the world exist on the World Wide 

Web (WWW). The reason is that, taking place in the 
online world is not just an option today for governments. 
It is a requirement because of the necessity to provide both 
information and services effectively. Governments use 
official websites, e-government websites, and social 
media tools for this purpose. Both websites and social 
media give information, but in different ways. Social 
media give information shorter, for example, sharing 
updates, whereas websites present detailed information 

(Porumbescu, 2016). 
All of the online channels used by governments 

and public sector aforementioned, provide many 
advantages to not only governments, but also to citizens. 
There is an increasing amount of research on the issue that 
government and also public sector use websites and social 
media tools, because this usage enables both sides which 
are government and citizens, to be advantageous. In few 

studies citizen trust model for online channels examined, 
but there is no empirical research handling this issue in 
more detail, well addressed and comprehensively. Hence, 
literature about citizen trust model for online channels is 
poor to determine critical factors influencing the citizens' 
trust in public sector websites and social media. 
Additionally, while there are studies evaluating citizens' 
trust in the government according to the use of and attitude 

toward the government's social media and websites 
(Parent, Vandebeek & Gemino, 2005; Tolbert & 

Mossberger, 2006), the relationship between trust in 
government and trust in government's online services as 
well as websites has been largely neglected. Moreover, in 
the literature, trust in the government is not clear in 
relation to citizen satisfaction, since there are studies 
showing that both affect each other (Yoon, 2002; Welch, 

Hinnant & Moon, 2004). This paper intends to contribute 
the literature by providing comprehensive research aiming 
to fill in the gap of related literature addressed. In this 
respect, it is aimed to present comprehensive and overall 
research, since there is a need to determine the factors 
affecting trust in public sector websites and social media 
and explain the relationships among trust in the public 
sector, citizen satisfaction and trust in public sector 

websites and social media. 
The paper is structured as follows. First literature 

review, theoretical background and hypothesis 
development are presented. Next, research methodology 
and analysis results are reported. In the end, conclusion 
and discussion are summarized. 

 

II. Literature Review, Theoretical Background and 

Hypothesis Development 

 

The Public Sector’s Use of Social Media and Websites 

 

In the 1980s, when personal computer usage 
became widespread, every public administrator met 
information technology and IT usage of governments were 
initiated (Yıldız, 2007). In 2000, President Clinton 
presented to the public the first Web address and a number 

of new e-government initiatives, one of which was 
firstgov.gov offered by the federal state that is a 
government portal provided citizens with access to 
government information and services (Moon, 2002). Since 
then, the importance and necessity of online media for the 
government have been increasing and becoming 
widespread rapidly. Although it has a short history as 
mentioned, it has shown significant improvement and in 

recent years, the government uses online media 
effectively. These media enable the government to make 
information known publicly and facilitate citizen 
investigations, whereas they allow the government to 
receive feedback from the public (Hong, 2013). The aim 
of the government to use online media as a communication 
channel is to promote democratic values and ensure public 
trust in government (Hong, 2013). 

 Social media which uses Web 2.0 technology is 
inevitably everywhere now (Baccarella, Wagner, 
Kietzmann & McCarthy, 2018) and also it creates an area 
for knowledge sharing and expression of thoughts (Dong, 
Liang & He, 2017). Social media is defined as an internet-
based application that enables to create and exchange 
content which is user-generated (Kaplan & Haenlein, 
2010). Its tools include social networking sites such as 
Facebook and Instagram, as well as applications that 

enable the information exchange such as blogs and wikis 
(Bhimani, Mention & Barlatier, 2018). By using mobile 
and web technologies, social media provides interactive 
platforms that enable both individuals and communities to 
share, reconstruct, hash out and make a modification to 
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contents (Kietzmann, Hermkens, McCarthy & Silvestre 
2011). The importance of social media for governments 
has attracted a great deal of attention and this has become 
a topic that has been addressed by various researchers 
(Criado et al., 2013). Because developments in ICTs are 

seen as a technological revolution and this affects the 
economy, culture and even politics to a great extent 
(Kassen, 2014). In recent years, public enterprises have 
adopted various social media tools such as social 
networking, blogs, and crowdsourcing and usage of them 
have modified the landscape of public administrations 
(Criado et al., 2013). Now municipalities also pay 
attention to online communication and use various social 

media channels in order to communicate with citizens 
(Guillamón, Ríos, Gesuele & Metallo, 2016). This is 
because online media such as public sector websites 
provides communication and interaction between citizen 
and government, since it offers a communication space 
(Hong, 2013). As a result of this, public enterprises which 
use and promote Web 2.0 as well as social media tools are 
more conscious, innovative and even citizen-centric 

generally (Bonsón, Torres, Royo & Flores, 2012). 

 

The Factors Influencing Citizens' Trust in Public Sector 
Websites and Social Media 

 

To examine the determining factors affecting 
citizens' trust in public sector websites and social media, a 
framework was developed based on the relevant literature. 

In this context, it was seen that several basic theories 
explaining the adoption and acceptance of technology and 
information systems have come to the fore. Hence, in this 
study, a holistic approach was adopted from a 
comprehensive perspective and the effects of factors based 
on the models which are technology acceptance theory 
(TAM), theory of reasoned action (TRA), and theory of 
acceptance and use of technology (UTAUT) on citizens' 
trust in public sector websites and social media were 

investigated. TAM explains that intention to use is 
affected by attitudes, and also perceived usefulness and 
perceived ease of use are the determinants of attitude 
(Davis, Bagozzi & Warshaw, 1989). TRA is a basic 
model, which predicts intention to use. Based on the 
model, attitude toward behavior and subjective norm are 
affecting it (Fishbein & Ajzen, 1975). UTAUT explains 
that performance expectancy, effort expectancy, social 

influence, and facilitating conditions are the determinants 
(Venkatesh, Morris, Davis & Davis, 2003). Based on these 
theories, propensity to trust, perceived quality, perceived 
usefulness, facilitating conditions, privacy factors and 
perceived risk are examined as determinants of citizens' 
trust in public sector websites and social media with the 
intent of better understanding of its key determinants. 

 

The propensity to Trust 

 

The propensity to trust can be defined as eagerness 
to trust (Cheung & To, 2017) and considered as a personal 
property (Mayer, Davis & Schoorman, 1995). It is an 
important premise of trust (Mayer et al., 1995; Bélanger & 
Carter, 2008; Colesca, 2009). Generally, it is of great 
importance in the early days of the relationships 

(McKnight, Kacmar & Choudhury, 2004). The effect of 
propensity to trust on trust to applications and web tools, 
which is being used rapidly by masses, is crucial 
especially due to the fact that although its useful aspects 
are known, there are also aspects which are black box yet 

(Bélanger & Carter, 2008). The reason is that, it stimulates 
positive perceptions and makes it easy to trust (McKnight 
et al., 2004). Hence, we hypothesized that: 

 
H1. The propensity to trust is positively related to 

trust in the public sector websites and social media. 
 

Perceived Quality  

 

Quality attributes in websites are 3 types: 
Information, system and service quality (Teo, Srivastava 
& Jiang, 2008). Information quality is about the 
information offering by online services (Sá, Rocha & 
Cota, 2016). System quality is about ease of handling and 
the reliability in technics of websites (Teo et al., 2008). 
Services quality is about the properties, which affect the 

online services directly (Sá et al., 2016). In this respect, 
the degree of meeting expectations of citizens determines 
the level of their perceived quality and it affects the 
citizen's attitude toward the public sector websites and 
social media and also e-government services (Aladwani, 
2014). If the citizens encounter a high-quality website, 
social media, and e-government service, they think that it 
is adequate and useful, want to use it again and their 

confidence in them increases (Colesca, 2009). Hence, we 
hypothesized that: 

 
H2. Perceived quality is positively related to trust 

in the public sector websites and social media. 
 

Perceived Usefulness 

 

Perceived usefulness is the level of conceiving 

that e-government enhances their own value for citizens 
(Liu & Zhou, 2010). Therefore, it facilities internet 
adoption generally (Warkentin, Gefen, Pavlou & Rose, 
2002). Because citizens attach great importance to their 
own benefit, when online services provide benefits to the 
citizens and present useful information, the citizens 
increase the frequency of usage and trusts. Also, more 
citizens tend to use it   (Chatzoglou, Chatzoudes & 

Symeonidis, 2015). Briefly stated, perceived usefulness of 
website and social media services are decisive in terms of 
trust in the public sector websites and social media. 
Therefore, perceived usefulness enables to take an attitude 
toward them positively (Hung, Chang & Yu, 2006; Horst, 
Kuttschreuter & Gutteling, 2007). It also provides 
citizen’s satisfaction (Liu & Zhou, 2010), increases 
intention to use (Chatzoglou et al., 2015) and is seen as a 

fundamental determinant of trust (Horst et al., 2007; 
Colesca, 2009; Chatzoglou et al., 2015). Hence, we 
hypothesized that:  

 
H3. Perceived usefulness is positively related to 

trust in the public sector websites and social media.  
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Facilitating Conditions 

 

Facilitating conditions is defined as a degree of 
belief that there is a sufficient infrastructure to enable the 
use of a system (Gupta, Singh & Bhaskar, 2016). It is also 

related to the perception about whether the technology 
following own lifestyle or not, especially for the web 
services (AlAwadhi & Morris, 2008). If users can get fast 
support in solving various system and technical problems, 
their usage and trust will increase. These conditions 
remove the obstacles in the system, make it easy to use 
and increase the usage (Venkatesh et al., 2003). 
Furthermore, if users can get fast support in solving 

various system and technical problems, their usage and 
trust will increase. The reason is that, they can conceive it 
also as a foul-weather friend. This is an important point to 
make. From this point of view, facilitating conditions 
improve adaption and usage of the website as well as 
social media (AlAwadhi & Morris, 2008). Additionally, 
because facilitating conditions offer better experiences on 
the system and reduce the risks, it develops trust 

(Ratnasingam, 2004). As a consequence, it can deduce that 
facilitating conditions are the motivators of trust in online 
media. Hence, we hypothesized that: 

 
H4. Facilitating conditions is positively related to 

trust in the public sector websites and social media. 

 

Privacy Factors 

 

Privacy is about that person being able to control 
and know how their personal information is shared with 
whom and what (Al-Jamal & Abu-Shanab, 2015). In this 
respect, privacy is a concern for all people. With the 
Internet taking its place in everyday life, people began to 
have a particular concern about online privacy when they 
realized that their personal information could be collected 
outside their control (Dhillon, Oliveira & Syed, 2018). 

Therefore, the security and privacy provided by that 
website or an online application play an important role for 
people to use and trust a website (Ayyash, Ahmad & 
Singh, 2013). The reason is that, it is important whether 
people's expectations about privacy are met or not (Martin, 
2018). The security of personal data and privacy of 
citizens are also ethical issues for the government 
(Gajendra, Xi & Wang, 2012). The government must 

ensure usage and trust (Colesca, 2009; Abu-Shanab, 2014; 
Al-Jamal & Abu-Shanab, 2015). Hence, we hypothesized 
that: 

 
H5. Privacy factors are positively related to trust 

in the public sector websites and social media. 
 

Perceived Risk 

 

Perceived risk is related to uncertainty resulting 
from potential adverse outcomes (Featherman & Pavlou, 
2003).  The online environment contains within itself a 
huge uncertainty. Namely, it is normal for online 
environments to have a high risk (Ranaweera, 2016). The 

following are the risks users may face when using an e-
service or e-application: Performance, financial, time, 
psychological, social, privacy and overall risks 
(Featherman & Pavlou, 2003).  With respect to these risks, 
it is quite obvious that risk is closely associated with trust 

(Liu & Zhou, 2010). People stay away from what they 
think is highly risky. Since people are not prone to risk-
taking, the desire to use online services such as social 
media decreases as long as the perceived risk increases 
(Warkentin et al., 2002). Hence, we hypothesized that: 

 
H6. Perceived risk is negatively related to trust in 

the public sector websites and social media. 

 
 
Trust in Public Sector Websites and Social Media and 
Trust in the Public Sector 

 

Thanks to online media, increased transparency 
and efficiency that can increase trust by positively 
affecting the government's image (Tolbert & Mossberger, 

2006). Factors leading to trust are: Ability (skills and 
competencies in a specific area), benevolence (believing 
that the trustee is not selfish and take into account the 
interests of others), and integrity (a perception that trustee 
sticks to generally accepted principles) (Mayer et al., 
1995). When considered from this point of view, citizens 
can trust in government and public sector, if it is equipped 
with abilities in the expected areas, act according to the 

interests of citizens and have integrity and honesty. 
Citizens trust in the online services of the public sector 
when they perceive it as beneficial, quality, confidential 
and nonhazardous (Colesca, 2009). They meet the three 
factors mentioned above. In terms of psychological 
distance, especially the government's use of social media 
increases citizens' positive feelings and thoughts about the 
government (Porumbescu, 2016).  Additionally, 
considering that the government websites, social media 

accounts, and e-government are the digital faces of the 
government, it can be said that trust in them enhance trust 
in the government. The reason is that, getting easy access 
to the government by means of the online access provided 
by the e-government, websites and social media can be 
seen as a reason for trust in the government (Tolbert & 
Mossberger, 2006). This also hinders the information 
asymmetry between government and citizens, thus it is 

possible to avoid prejudiced attitudes and ideas and 
promote trust in the government and public sector (Welch 
et al., 2004). Hence, we hypothesized that: 

 
H7. Trust in the public sector websites and social 

media is positively related to trust in the public sector. 
 

Trust in the Public Sector and Citizen Satisfaction 

 

Satisfaction can be considered as an antecedent of 
trust. As a result of this, satisfaction and trust are 
interrelated constructs (Yoon, 2002; Welch et al., 2004; 
Teo et al., 2008). For instance, a person deciding whether 
to get a service or not depends on his/her own trust.  At 
this stage, the trust may stem from his/her personal 
characteristics, perceived benefits, the degree of potential 

risks and convenience. After getting a service, the person 
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compares the process and outcomes of using this service 
with own expectations. If the service meets his/her 
expectations, this person is satisfied. After the experience 
of getting service, the more he/she is satisfied, the more 
he/she trusts. In this context, it can be said that satisfaction 

is the antecedent of trust if this experience isn't the first. 
When considered in terms of getting a service or buying a 
product, it can be assumed that this cycle may continue. 
But here the relationship between trust in the public sector 
and citizen satisfaction is discussed. At this point, because 
the risks and cost may be higher, the citizen may refuse to 
associate with the public sector as far as possible if the 
citizen does not trust in the public sector. Therefore, 

satisfaction in citizens may not occur at all. Also, Xu, 
Cenfetelli, and Aquino (2016) stated that benevolence and 
integrity, which are components of trust, increase 
satisfaction. Hence, we hypothesized that: 

 
H8. Trust in the public sector is positively related 

to citizen satisfaction. 
 

 

 
 

Figure 1. Proposed Research Model 
 

III. Research Method and Analysis 

 

Measures and Sampling 

 

To test the hypotheses, multi-item scales were 
adapted from previous studies and we used a 5-point 
Likert scale. We adapted Bélanger and Carter (2008)’s 
items to assess propensity to trust and perceived risk. 

Perceived quality, trust in the public sector social media 
and trust in the public sector websites scales were adapted 
from Teo et al. (2008). The scales for perceived usefulness 
and facilitating conditions were adapted from Venkatesh 
et al. (2003). For privacy factors, the scale was adapted 
from Ho and Li (2011). Finally, the scales to assess trust 
in the public sector and citizen satisfaction were adapted 
from Porumbescu (2016). 

The survey method was used for collecting data. 

To be sure that all the items which constitute the 
questionnaire are translated truthfully, the parallel 
translation was done. Therefore, all the items were 
translated into Turkish and then translated into English 
again. Thus, the accuracy of translation could prove out. 
After making sure of it, a pilot study was undertaken by 
getting across 40 respondents and their comments were 
received in order to have a clear and understandable final 

version of the questionnaire.  Then, 750 surveys were 
distributed and 607 of them returned (80.9% response 

rate). The respondents are people using website and/or 
social media services of municipalities in Turkey.  
Besides, concerning our sample, 65% are female, 50% are 
between 31-45 years old and 55% have a university 
degree. 

 

Measure Validity and Reliability 

First of all, exploratory factor analysis is applied 
to test the construct validity of measures. For the 
exploratory factor analysis, principal components 
extraction with varimax rotation is performed. Besides, 
the Kaiser-Meyer-Olkin (KMO) measure which shows the 
sample adequacy and Bartlett’s test of Sphericity are used. 

The KMO index is .969, and Bartlett's test of sphericity 
yields a statistically significant level of 0.00. 
(x2=24938.115, p=.00). These results justified the 
carrying out of exploratory factor analysis.  

The results of the exploratory factor analysis are 
shown in Table 1. Of 59 items, 17 items which are loaded 
into more than one factor, loaded on one factor alone or 
not being charged to any factor are eliminated. 42 items 

remained and these were loaded into 8 factors. Privacy 
factors and perceived risk are excluded, because no factors 
were loaded on them. It is also seen that although the 
perceived quality variable is composed of three 
dimensions as information, service and system quality, it 
is observed that the information and service quality are 
loaded on the same factor and system quality is loaded on 
a factor. As a result, it is structured in 2 dimensions. In 

addition, trust in the municipality's website and trust in the 
municipality's social media which are considered as 
separate factors are loaded on the same factor. Obtained 8 
factors explain 77.10% of the variance. 

 

Table 1: The Results of the Exploratory Factor 

Analysis 
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Table 2 presents the calculated means and 
standard deviations, Cronbach’s alphas for obtained 
factors and also correlation coefficients. The values of 
Cronbach’s alpha which is used to assess reliability, are 
ranging from .72 to .98. Since 0,7 is a threshold that 
determines whether the scales are reliable according to 
Nunnally (1978), it is considered that all the measurement 
scales are internally reliable. 

 

Table 2: Factor Correlations, Cronbach’s Alphas, 

Means and Standard Deviations 

 

 
 

Hypothesis Testing 

 

To test our hypotheses, we handled regression 
analyses. Table 3 reveals the results of regression 
analyses. Regression analysis results indicate that 
perceived information and service quality (β =.54, p< .01), 
perceived system quality (β =.06, p< .05), perceived 
usefulness (β =.15, p< .01) and facilitating conditions (β 

=.17, p< .01) are positively associated with trust in the 
public sector websites and social media. However, there is 
no relationship between propensity to trust and trust in the 
public sector websites and social media (β =.03, p > .05). 
Therefore, H2, H3, and H4 are supported whereas H1 is 
not supported. As seen in Table 3, trust in the public sector 
social media and websites is associated with trust in the 
public sector (β =.93, p< .01), supporting H7. Finally, 

when the association between trust in the public sector and 
citizen satisfaction is investigated, it is seen that they are 
related significantly (β =1.08, p< .01).  Hence, H8 is 
supported. 

 

Table 3: The Results of the Regression Analyses 

    

 
 

IV. Discussion and Conclusion 

 

This paper contributes to the literature by 
clarifying the relationship among trust in the public sector, 

citizen satisfaction, trust in public sector websites and 
social media. Also, the research reveals critical factors 
influencing the citizens' trust in public sector websites and 
social media. The findings show that perceived quality, 
perceived usefulness and facilitating conditions are the 
factors influencing the trust in the public sector websites 
and social media. Previous research shows that perceived 
quality (e.g. Colesca, 2009; Alsaghier, Ford, Nguyen & 

Hexel, 2011), perceived usefulness (e.g. Colesca, 2009; 
Chatzoglou et al., 2015) and  facilitating conditions (e.g. 
AlAwadhi & Morris, 2008) affect the citizen usage of  
government online services such as websites, social media 
accounts and e-government services as well as trust in 
them. In this context, our results empirically promoted the 
previous research. It is also found that, there is no 
relationship between propensity trust and trust in the 
public sector websites as well as social media. McKnight, 

Cummings, and Chervany (1998) indicate that propensity 
trust affects the initial trust of people. Therefore, this 
finding stems from the fact that our participants are 
familiar with public sector websites and social media. It 
implies that, the expectations of citizens about online 
services should be learned and websites and social media 
accounts should be structured as regards the information 
about these expectations in order to meet them by public 

institutions. Furthermore, they should be easy for citizens 
to use, benefit them and facilitate their relations with the 
public sector.  

Second, this study reveals the effect of trust in the 
public sector websites and social media on trust in the 
public sector. Tolbert, and Mossberger (2006) and Welch 
et al. (2004) found that trust in e-government affects trust 
in government. Also, Park, Choi, Kim, and Rho (2015) 

shows that trust in the government’s social media services 
affects trust in government. Namely, our result is 
consistent with the previous studies. It can be stated that, 
online services are an issue that the public sector needs to 
consider important. Because, online services are the 
easiest meeting point for citizens and public institutions in 
today’s information age. Transparent and up-to-date 
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interaction with citizens through the website and social 
media can significantly increase trust in the public sector.  

Third, this research demonstrated the effect of 
trust in the public sector on citizen satisfaction. Some 
studies handled these construct as interrelated (Yoon, 

2002; Welch et al., 2004) before. Van Ryzin (2007) found 
that, the outcome of overall citizen satisfaction influences 
trust in government. Our finding shows that trust in 
government affects citizen satisfaction. This brought a 
new perspective to the relevant literature. According to 
our findings, public institutions should have competence, 
benevolence, and honesty since they win the trust of 
citizen (Xu et al., 2016). Thus, it will be possible to ensure 

citizen satisfaction.  
Like all empirical researches, this study is subject 

to some limitations. First, this research was conducted 
with users of the website or social media service belonging 
to the municipalities in Turkey. So generalizability of our 
results is a limitation. However, further studies can enlarge 
or differentiate the sample through shedding light on this 
research. Secondly, this study is prone to common method 

bias.  
This study is expected to be forefoot for new 

studies that will contribute to the development of relevant 
literature. Researchers can examine the citizen’s habit of 
usage for online services in general and its effects can be 
analysed as well. This model can also be tested by 
conducting with users of other public institutions. 
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