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In public management research, the Expectancy Discon�rmation Model (EDM) is increasingly used to measure citizen satis-
faction. However, current EDM research in the public sector has been applied primarily in the United States and sets of the city,
state, federal, or local government services. It leaves the validity of EDM for other levels and countries of government services to be
veri�ed. �is study tests and extends the EDM by comparing it with previous studies and adding additional expectation priors to
the model. Analysis of survey data from 313 citizens in 6 rural communities in China indicates that the basic model functions well
in rural public services. In addition, the study of the extended EDM shows signi�cant relationships between trust, service
awareness, bureaucratic responsiveness, and expectations, which suggests new directions for future research using the model.

1. Introduction

With the emphasis on government performance in public
management research, measuring citizens’ satisfaction with
public services has become crucial. �e Expectancy Dis-
con�rmation Model (EDM), initially used in business to
measure customer satisfaction, is increasingly applied to
government service research [1–4]. �e theory suggests that
citizens’ satisfaction with public services depends on an
implicit comparison between perceived service quality and
pre-expectations (discon�rmation). Van Ryzin (2004) �rst
applied the model to the �eld of public administration [1],
and numerous studies have found that the model functions
well when applied to public administration [5–7].

However, current EDM research in the public sector has
been primarily applied in the United States and focused on
urban, state, federal, or local government services. It leaves
open the question of the e�ectiveness of EDM for other
levels and nations of government services, especially for
rural government services, which have not been tested for
EDM. So, we conduct a study on rural public services in
China. First, the model’s applicability in a di�erential setting
is worth verifying. Second, China has a large rural

population, with important practical implications for future
applications. Last, rural public services in China are mainly
supplied by the government, consistent with the scope of
EDM applications in the public sector.

Nevertheless, urban and rural citizens may have diverse
concerns about public services in China due to disparities in
the type and quality of public services provided in rural and
urban areas. Combined with variances in the political en-
vironment and government responses, this may lead to
signi�cant di�erences in rural and urban citizens’ expec-
tations of government services and the processes that
generate those expectations. In addition, di¢culties exist in
improving the quality of public services in rural China due to
input constraints, and expectations become a crucial factor
in£uencing rural citizens’ satisfaction with public services.
How to in£uence citizens’ expectations becomes a critical
clue to improving satisfaction with public services in rural
China, and again this is a limitation of current EDM.
�erefore, we expanded the model’s expectation antecedents
to understand better the factors that in£uence rural resi-
dents’ expectations.

�is study �rst validates the model using survey data of
public services in rural China and compares it with previous
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studies. Our �ndings indicate that EDM has good appli-
cability in China’s rural public services, which aligns with
theoretical expectations. Comparisons with previous re-
search �ndings suggest that the model’s parameters can
maintain some consistency with US city and local govern-
ment services, even if there are di�erences in the testing
environment, sampling, and survey methodology. Second,
we expand the EDM and �nd signi�cant relationships be-
tween trust, service awareness, bureaucratic responsiveness,
and expectations, providing new perspectives for themodel’s
future expansion and application.

In the following article, we provide an overview of EDM
and discuss the literature on its application in public ad-
ministration. We then explain the rationale for testing the
model in rural China and the reasons for including the
antecedent variables of expectations. Next, we describe the
methods used to collect data in rural China and themeasures
used to process the variables. �en, we discuss statistical
techniques and comparative results with previous studies
and antecedents of expectations. Finally, we discuss future
research, theoretical and practical implications, implications
for public administrators and researchers, and how to im-
prove perceived performance.

2. Theory and Hypotheses

Expectation discon�rmation theory originated from social
psychology and organizational behavior and is widely used
to study marketing consumer satisfaction and consumer
behavior. �e theory suggests that consumers form initial
expectations about product performance before buying or
using a product. �e actual product performance they re-
ceive afterward is inconsistent with their initial expectations,
which, together with initial expectations, a�ects consumer
satisfaction [8]. �e di�erence between expectations and
perceived (goods or services) actual performance is dis-
con�rmation. Discon�rmation can be positive (when per-
formance exceeds expectations) or negative (when
performance does not meet expectations). Oliver argues that
discon�rmation is crucial because expectations may change
over time. �eoretical construction and model testing have
been re�ned in di�erent consumer behavior studies [8–10]
and are supported by empirical studies [8, 11].

According to the assumptions of the expectation dis-
con�rmation model (Figure 1), prior expectations are
critical variables in the model that directly and indirectly
a�ect subsequent perceptions. Path A suggests a negative
correlation between expectations and discon�rmation. As
expectations increase (decrease), discon�rmation decreases
(increases), or high expectations lead to negative dis-
con�rmation. Path B indicates a positive correlation between
perceived performance and discon�rmation, that is, high
perceived performance will lead to positive discon�rmation
and vice versa. Path C represents the direct and positive
relationship between discon�rmation and satisfaction.
Positive discon�rmation (higher performance than ex-
pected) leads to higher satisfaction, and negative dis-
con�rmation (lower performance than expected) leads to
lower performance satisfaction. Path D indicates a direct

positive relationship between expectations and performance,
with higher expectations leading to higher perceptions of
performance, although the causal direction of this rela-
tionship is not explicitly stated [12]. Path E is the direct
relationship between performance and satisfaction, where
higher performance should logically lead to higher satis-
faction, implying a direct e�ect of performance on satis-
faction. Path F indicates the e�ect of expectations on
satisfaction, which can be either positive or negative. When
forming satisfaction, people may use previous expectations
as a benchmark or starting point, primarily when the
evaluated service is ambiguous [12]. Di�erences in empirical
and normative expectations may be related to satisfaction in
di�erent directions due to empirical expectations (what you
think will happen) may cause positive correlations, and
normative expectations (what you think should happen)
may cause negative correlations [2, 5]. Citizen expectations
in this study are empirical expectations, so we assume that
expectations positively a�ect satisfaction. When examining
the direct e�ect on satisfaction, expectations and perfor-
mance are assumed to exist prior to discon�rmation and are
therefore conceptualized as exogenous variables.

EDM has been adopted and applied by a large number of
academic studies [8, 11, 13]. However, public administration
has been relatively late in using it to explain citizen satis-
faction with government services, with Van Ryzin �rst
applying EDM to public administration in 2004. Over the
past few years, research on EDM satisfaction with govern-
ment services has begun to increase [3, 5, 14, 15]. �ere are
direct studies on model applicability and hypothesis rela-
tionship validation [1, 14, 16]. More other studies, while not
testing the EDM directly and instead exploring the role of
the model in the formation of citizen satisfaction, still found
the EDM to be applicable in explaining government services
[2, 3, 6]. In addition, some studies use EDM to examine
speci�c local government services such as police services,
residential garbage collection, public schools [5], and street
cleaning [17]. Studies have also applied EDM in discussions
of state government services [3, 5] and federal government
services [16]. Moreover, some of these studies have tested
EDM in institutional settings with limited accountability
and widespread citizen distrust [18] and the impact of partial
matching between voters and elected municipal leaders on
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Figure 1: Expectancy discon�rmation model [12].
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citizen satisfaction with municipal services [7]. Finally, there
are studies on the impact of macroenvironmental variables
on service quality in a cross-country context [19].

&e development of EDM research in the public service
context is an ongoing and continuous refinement process,
and the application of the model in different areas of public
service is yet to be further explored. &e application of the
government service model is mainly in urban, state, and
federal areas and has not been tested in rural areas (Van
Ryzin study in 2006 [14] for local government, although it
included rural government, only involved 11% of rural
citizens). In addition, current research primarily focuses on
the United States, with scattered studies in Denmark and the
United Kingdom, and the model’s applicability to rural areas
and across nations remains to be tested. We, therefore,
conduct the study on rural public services in China, where
the applicability of the model in different political and
economic contexts is worth exploring on the one hand, and
where China, with a rural population of over 500 million
(36.11% of the total) [20], has important practical impli-
cations for future application. In addition, rural public
services in China are mainly provided by the government,
which is also in line with the application of EDM to gov-
ernment services.

Unlike conventional countries, scholars often view
Chinese society as a dualistic structure of rural-urban divide
[21, 22], that is, there is a relative pattern of rural versus
urban areas, with significant differences in political, eco-
nomic, and social environments. &erefore, rural areas are
an essential field to test the model. &ere is a lack of em-
pirical testing support to predict the applicability and ef-
fectiveness of the model in rural public services, and
empirical findings in rural areas may be contrary to ex-
pectations. Indeed, there is good reason to suspect that the
expectations of rural Chinese citizens for public services may
differ significantly from those of citizens served by urban or
local governments in other countries, leading to notable
differences in the functioning of the EDM.

Possible differences in rural and urban citizens’ expec-
tations of rural and urban public services can lead to dif-
ferent relationships in EDM. First, there are specific
differences in the types and quality of services in China
between rural and urban public services, and citizens may
have different experiences and expectations. For instance,
there is considerable inequality in the distribution of re-
sources between rural and urban public health care services
[23], with cities often having large well-equipped hospitals
and rural areas having only small clinics.&ere are inevitably
differences in citizens’ expectations of the health care ser-
vices available to them, that is, citizens with major illnesses
often have no expectations of rural health care services and
have to resort to urban health care services. &e same dif-
ferences exist for services such as security, education, and
employment, which vary so much in nature that it is rea-
sonable to infer the relationship between rural citizens’
expectations, perceived performance, and degree of dis-
confirmation in public services be different.

Another noteworthy fact is that due to China’s fiscal
decentralization system, governments are given the primary

responsibility for the provision and financing of public
services [24]. However, the poor economic conditions in
rural areas and the excessive decentralization of spending
responsibilities have led to inadequate funding and public
services, thus making it difficult to improve the quality of
rural public services. Expectations have become a key factor
affecting rural citizens’ satisfaction with public services.
Although we do not advocate manipulating expectations to
come to public satisfaction, a better understanding of ex-
pectations still can enable public managers, under limited
conditions, to improve rural citizens’ satisfaction as much as
possible. &us, we expanded the model’s expectation priors
to understand better the factors that influence rural citizens’
expectations.

Regarding factors influencing expectations, it is essential
to note that citizens’ trust in rural government may influence
their expectations of the services provided by this rural
government. Political trust has been suggested as being
positively associated with public service satisfaction. Citi-
zens’ political trust is relevant for citizens’ subjective well-
being [25]. Regarding the effect of citizens’ trust before
accessing a public service on their satisfaction after accessing
it, we can expect that no transaction, let alone citizens’
satisfaction, will likely occur without a minimum level of
trust accessing a public service. If rural citizens do not
consider their local hospital worth going to, they will not
choose it. &us, the relationship between trust and satis-
faction is circular. Current levels of trust in government may
impact perceptions of government performance [26]. For a
first-time public service recipient, initial trust is formed by
indirect experiences, such as reputation, others’ evaluations,
and ethos, even though he or she has no previous direct
experience of receiving public services. When a citizen trusts
the government, he or she feels secure through an implicit
belief that the government’s actions will lead to positive
rather than negative outcomes [27]. &erefore, a citizen who
trusts the government more has more positive expectations
than one who trusts it less.

In the case of China, there are considerable differences
between rural and urban citizens’ trust in government, and a
Spanish study found that people in rural areas have lower
political trust than in urban [28]. Also, in China, Chinese
citizens “disaggregate” the state with high levels of trust for
the central government, which falls dramatically as trust
levels are noticeably lower for those in rural China [29]. &e
much lower trust in the rural government than in the central
government may be a deeper reason for the difference in
satisfaction between urban and rural citizens. Citizens’ low
trust in rural government leads them to hold low expecta-
tions when experiencing public services, which results in low
satisfaction. &erefore, changes in the trust may lead to
expected changes to alter the relationship between variables
in the EDM. &us, this article proposes the following
hypothesis:

H1. Citizens’ trust in rural government is positively
related to their expectations of public services.

In addition, citizens’ awareness of public service may
also be an essential factor influencing expectations. Service
awareness is usually based on previous interactions, direct or
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indirect experiences, and learning about what, who, and how
services are provided [30]. It is usually measured by whether
the respondent is aware of the particular institution and its
services [31]. Generally, citizens are not well aware of all the
government policies and performance [32]. Policies infor-
mation may originate from media, personal experiences,
informal communications, and service providers [33, 34].
Citizens are prone to bias in receiving information, espe-
cially in insurance policy changes, such as the scope of
diseases covered by health insurance, employment assistance
policies, and low-income subsidy rates. In China, the edu-
cation level of rural citizens is generally lower than that of
urban citizens to the extent that rural citizens may have even
lower awareness of public services. As the types of public
services have increased in recent years, the relevant policies
have changed rapidly, so there may be a situation where
citizens are not familiar with the content of public services
and have insufficient knowledge. When citizens are unclear
or unfamiliar with the content of certain public services, they
cannot know whether or how much they can access the
services, and then they may not have clear expectations of
the services. &us, the extent to which citizens are aware of
public services is likely to influence citizens’ expectations of
public services. Based on this, this research puts forward the
following hypothesis:

H2. Citizens’ awareness of public service policies is
positively related to their expectations of public services.

An equally important variable that may shape citizens’
public service expectations is bureaucratic responsiveness.
Bureaucratic responsiveness is how administrators can
quickly identify and track fluctuations in citizens’ desires
and provide the appropriate services needed [35]. In mar-
keting, responsiveness is considered as a critical factor in
shaping customer expectations and is widely used in the
SERVQUAL model [36–38]. Research on the impact of
bureaucratic responsiveness on citizens’ expectations, es-
pecially in EDM’s framework, still needs to be further ex-
plored in public management research. In rural China, the
closer social distance between citizens also manifests be-
tween rural citizens and village committees (rural govern-
ments), with village chiefs’ mailboxes and village assemblies
as channels for rural citizens to express their needs. &anks
to the size of rural areas, population, flat hierarchical
structure, and deliberative system, rural citizens have more
convenient channels to communicate with the government
than urban citizens, and the rural government’s respon-
siveness can be direct. Typically, when rural citizens receive
positive feedback on their needs, the expected needs are
likely to be met, thus raising expectations for public services.
&erefore, it is reasonable to suspect that the responsiveness
of rural bureaucracies may also drive citizens’ expectations
of rural government services to influence EDM outcomes.
&erefore, we propose the following hypothesis:

H3. Bureaucratic responsiveness to public needs is
positively related to citizens’ expectations of public services.

In summary, the above facts suggest a strong need for
EDM testing of rural public services, which is currently
lacking. Furthermore, we have extended the original model,
which may be effective when applied to rural public services.

&erefore, we propose to study the extended model of EDM
rural public services. &e diagram of this model is shown in
Figure 2.

In this extended version, the relationships of the vari-
ables in the original EDM model remain the same, but we
hypothesize that certain preexisting perceptions of rural
government will significantly affect citizens’ expectations of
rural public services. First, we hypothesize that trust in rural
government may affect citizens’ expectations of the services
they receive, with those who express greater overall trust in
rural government also holding higher expectations of the
services they will receive, and vice versa. In addition, we
hypothesized that citizens’ awareness of public services
would influence citizens’ expectations of rural public ser-
vices, with higher awareness of public services associated
with higher expectations. Finally, we also hypothesized that
bureaucratic responsiveness to citizens’ needs has a positive
and significant effect on expectations of rural public services,
with higher levels of responsiveness associated with higher
citizen expectations.

Five measures were used to control for the effects of
external environments that may affect citizens’ perceptions
of service performance, expectations, and satisfaction. First,
a previous study shows that gender and age significantly
affect public service satisfaction. Male and older individuals
tend to evaluate differences and rate higher the level of
experienced satisfaction than female and younger citizens
[39]. Second, household income, research shows that pov-
erty levels are negatively related to the service performance
of local governments [40], and household income has been
suggested as positively related to normative expectations
[41]. &ird, education level was included because increased
education was considered positively associated with nor-
mative expectations and negatively associated with positive
expectations [42]. Last, the length of residence has also been
positively correlated with citizens’ satisfaction [43].

3. Data and Methods

Considering the possible influence of regional economic
development status on services and citizens’ perceptions, we
stratified a sample of 21 regions in Sichuan province by GDP,
divided these regions into 3 classes, randomly selected 1
region from them, and then randomly selected 2 rural
communities from these regions to obtain 6 rural com-
munities. We also conducted a stratified sampling of resi-
dents through the demographics of the community obtained
from the village center. &e questionnaire was administered
to citizens of the rural communities in the sample through
visits from March 2 to April 27, 2021. As some citizens
cannot be reached, a total of 420 questionnaires were dis-
tributed, and 337 were returned, excluding invalid ques-
tionnaires, resulting in 313 valid questionnaires.

&e questionnaires measured basic information, public
service expectations, perceived service performance, degree
of disconfirmation, satisfaction, trust in government, per-
ceptions of public services, and bureaucratic responsiveness
among citizens in rural communities. Van Ryzin’s study in
2004 treats perceived service performance as a potential
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variable measured by multiple indicators [1]. �e same
treatment was done to measure expectations since people
may have di�erent expectations for di�erent public services.
Measures of government responsiveness and service
awareness also use multiple indicators. We classi�ed the
rural public services according to China’s Urban and Rural
Public Service Plan [44] in terms of service types. For the
remaining variables in the basic model, discon�rmation,
satisfaction, and trust, we followed the strategy used in
previous EDM studies and measured them using a single
observed variable.

Regarding the discon�rmation measure, we compare the
subtractive measure used by Van Ryzin [1] with the ratings
of perceived discon�rmation recommended by Oliver [9].
Subtractive measures may lead to a signi�cant increase in the
correlation between expectations, performance, and dis-
con�rmation. �us, we use Oliver’s rating scale [9] for
perceived discon�rmation. �e measure of trust used the
scale from previous EDM outreach studies [15, 16] from the
American Customer Satisfaction Index (ACSI). To measure
service awareness, we adopt the dimension of service
awareness from Crist et al. [45], adapted from previous
service awareness studies [46–48]. Responsiveness was
measured using the SERVQUAL measure of responsiveness,
but with the deletion of “tells citizens exactly when services
will be performed” because this situation is hardly addressed
in China’s rural public services. To avoid a possible con-
fusion of evaluation criteria due to di�erent scales (a mixture
of 1–4, 1–7, 1–10, and 1–100 scales were used in previous
studies), we standardized the measurement of the model
variables using a 7-point Likert scale, and the question
wording and descriptive statistics of the model variables
shown in Table 1.

4. Results

We used the structural equation model and the full infor-
mation maximum likelihood estimation method (FIML) to
analyze the primary and extended models of the EDM. FIML
is a fully systematic approach that considers all the infor-
mation provided by the structural equations, that is, all the
equations applied in the structural model, and then esti-
mates all the structural parameters simultaneously using the
maximum likelihood method. FIML is widely used in the
solution of SEM, outperforming lea squares regression in

various cases [49, 50], and it has been used in previous EDM
studies for analysis [1, 14, 16]. All facts recommend we use
this method in our study.�e correlation matrix of variables
in our structural model is shown in Table 2. �e test results
of the basic EDM model (Model 1) are shown in Figure 3.
Table 3 compares the path coe¢cients of Model 1 with
earlier studies. A discussion of these results is presented as
follows.

Overall, Model 1 shows results that largely support EDM
use in rural public services, and the model performs well as
expected. �e observed results also con�rm the previous
judgment that EDM application in their rural public services
is e�ective. Looking speci�cally at the parameter estimates,
the relationship between expectations and perceived per-
formance (ß� 0.32, p< 0.001) is signi�cant and consistent
with the expected positive correlation, suggesting that for
citizens experiencing rural public services, higher citizen
expectations have a positive e�ect on perceived public
service quality is guided. �e coe¢cient is also almost
identical to the �ndings of Van Ryzin [1, 14] in Table 3
(ß� 0.32 vs. ß� 0.34, ß� 0.35).

�e relationship between expectations and perceived
discon�rmation (ß�−0.36, p< 0.001), similar to the results
of Van Ryzin’s 2004 study [1], is also inverse and signi�cant,
in line with the theory but with a lower degree of in£uence.
On the other hand, the relationship between performance
and perceived discon�rmation is con�rmed, with a positive
and signi�cant relationship between performance and dis-
con�rmation (ß� 0.45, p< 0.001) and also very close to Van
Ryzin study in 2004 (ß� 0.40). Finally, the three variables in
the EDM directly a�ect citizen satisfaction. Although the
e�ect is relatively small, expectations are positively and
signi�cantly related to satisfaction (ß� 0.14, p< 0.05). It is
still higher than Van Ryzin’s [14] model (ß� 0.14 vs.
ß� 0.10). Although the e�ect was relatively small, the study
found a signi�cant positive correlation between expectancy
and satisfaction (ß� 0.14, p< 0.05). It is still higher than Van
Ryzin model in 2006 (ß� 0.14 vs. ß� 0.10).

Perceived discon�rmation also had a positive and sig-
ni�cant e�ect on satisfaction (ß� 0.40, p< 0.001), suggesting
that, as hypothesized in the model, those citizens who felt
that rural public services exceeded expectations had higher
public service satisfaction. In this model of rural public
services, perceived discon�rmation is not as strong a de-
terminant of satisfaction as in Van Ryzin’s [1, 14] model
(ß� 0.40 vs. ß� 0.67, ß� 0.49), but it is also the strongest of
the factors that in£uence satisfaction. Finally, the relation-
ship between performance and satisfaction was positive and
signi�cant (ß� 0.22, p< 0.001), as hypothesized in the EDM,
suggesting that more robust performance (or better-per-
ceived service quality) would lead to greater satisfaction.�e
performance-satisfaction relationship in the model test for
rural public services was not as strong as in the test for Van
Ryzin’s model in 2006 (ß� 0.22 vs. ß� 0.41) but close to the
results of Van Ryzin study in 2004 (ß� 0.20).

In summary, the EDM tests in Chinese rural public
services remain broadly consistent with past research, with
little di�erence in model results between Chinese rural
public services and US urban and local government services,

Trust

Awareness

Responsiveness Performance

Disconfirmation Satisfaction

Expectations

Figure 2: Expectancy discon�rmation model with antecedents of
expectations.
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and are more supportive of the theory than Van Ryzin study
in 2006 [14] tests at the local government level. It suggests
that EDM theory is broadly applicable.

We see two sets of relationships that stand out the most
in terms of differences. First, the negative effect of expec-
tations on disconfirmation is weaker for rural than for urban
public services, suggesting that expectations of rural public
services have a relatively small effect on disconfirmation.
&us, there is less concern that overly high expectations
will diminish the degree of disconfirmation and reduce

satisfaction. However, it may also be due to the different
measurement methods. Unlike the univariate measurement
in previous studies, the measurement of expectations in this
study used multiple indicators, and the perceived measure of
disconfirmation may also be another reason. As Van Ryzin
explains, the model remains quite sensitive to the question of
how to measure disconfirmation [14], and in addition,
different political, economic, and cultural environments may
also play a role in a transnational context. Further validation
is pending for later studies.

Table 1: Question wording and descriptive statistics for the model variables.

Variables in order asked during interview N Min Max Mean SD

Expectations First—thinking back a few years—how would you rate your expectations back then
of the quality of the flowing services? 1� very low quality, to 7� very high quality

Police Police protection 313 2 7 5.92 1.32
School Public education 313 2 7 5.94 1.30
Health care Community clinics 313 3 7 5.97 1.26
Hardship assistance Poverty assistance 313 2 7 5.96 1.30
Labor and
employment Career guidance 313 2 7 6.02 1.32

Agricultural support Agricultural assistance 313 1 7 5.81 1.45
Legal services Legal consultation 313 2 7 5.92 1.38
Family planning
services Birth control guidance and consultation 313 1 7 5.95 1.32

Recreation and sports Recreational and sports facilities 313 2 7 5.68 1.54

Quality Considering all of your recent experiences, how would you rate the quality of the
following services where you live? 1� very low quality, to 7� very high quality

Police Police protection 313 1 7 5.69 1.42
School Public education 313 1 7 5.29 1.47
Health care Community clinics 313 1 7 5.23 1.61
Hardship assistance Poverty assistance 313 1 7 5.45 1.42
Labor and
employment Career guidance 313 1 7 4.89 1.78

Agricultural support Agricultural assistance 313 1 7 5.34 1.73
Legal services Legal consultation 313 1 7 5.27 1.71
Family planning
services Birth control guidance and consultation 313 1 7 5.473 1.65

Recreation and sports Recreational and sports facilities 313 1 7 5.35 1.75

Satisfaction
Satisfaction means many things. Overall, how satisfied are you with the services
provided by the local government where you live? 1� very dissatisfied, to 7� very

satisfied
313 1 7 3.81 1.91

Perceived
disconfirmation

Considering all of your expectations, to what extent have the services provided by
your local government fallen short of your expectations or exceeded your

expectations? 1� fallen short of my expectations, to 7� exceeded my expectations
313 1 7 3.99 1.35

Trust Howmuch of the time do you think you can trust the government in where you live?
1� only some of the time, to 7� always 313 1 7 4.96 1.76

Awareness
Before the survey, to what extent were you aware that all of the above services existed

in this community? 1�not at all aware, to 7� very aware 313 1 7 5.14 1.63

To what extent do you know about the public services you need? 1� not at all, to
7� very much 313 1 7 5.14 1.69

To what extent do you know how to contact the service? 1�not at all, to 7� very
much 313 1 7 5.12 1.60

Responsiveness
Do government officers give prompt service to citizens? 1�not timely at all, to

7� very timely 313 1 7 4.88 1.64

Are government officers always willing to help citizens? 1�not at all, to 7� very
willing 313 1 7 5.11 1.59

Are government officers never too busy to respond to citizens’ requests?
1� completely disagree, to 7� strongly agree 313 1 7 5.04 1.63

6 Discrete Dynamics in Nature and Society



Another di�erence is that the direct e�ect of public
service expectations on satisfaction is weaker in rural China
than in urban government services but stronger than in the
United States for local government services.�erefore, when
the quality of public services is di¢cult to improve, in-
creasing satisfaction with rural government by raising ex-
pectations of rural public services is still a better way to go.
�e theoretical and practical implications of these �ndings
will be discussed in more detail in the article’s �nal section.

After testing the basic EDM model, we also tested an
extended version of the model with the addition of expectation
priors (Model 2). �e results of the tests are shown in Figure 4.

�e results of Model 2 are consistent with the theoretical
expectations. For the added expectations antecedents, the

three hypotheses are fully supported.We �nd, �rst, that rural
citizens’ trust in government has a positive and signi�cant
e�ect on public service pre-expectations (ß� 0.18, p< 0.001),
supporting H1, which indicates that citizens’ trust in rural
government moderately in£uences their expectations of
what public services they will receive from the rural gov-
ernment. Second, a positive and signi�cant e�ect of the
degree of knowledge about rural public services on public
service expectations (ß� 0.29, p< 0.001), supporting H2,
means that more knowledge and familiarity with rural public
services is associated with higher public service expectations.
Finally, the degree of bureaucratic responsiveness also has a
positive and signi�cant e�ect on public service expectations
(ß� 0.21, p< 0.001), supporting H3, indicating that the more
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Figure 3: Model 1: the basic Expectancy Discon�rmation Model.

Table 2: Correlation matrix of variables.

1 2 3 4 5 6
1. Trust — — — — — —
2. Responsiveness 0.258 — — — — —
3. Awareness 0.341 0.494 — — — —
4. Expectations 0.338∗∗ 0.402∗∗ 0.46∗∗ — — —
5. Performance 0.125 0.149 0.170 0.371∗∗ — —
6. Discon�rmation −0.062 −0.074 −0.085 −0.184 0.339 —
7. Satisfaction 0.052 0.062 0.071 0.154∗ 0.406∗∗ 0.449∗∗
∗Signi�cant at p< .05; ∗∗Signi�cant at p< 0.01.
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responsive the government is, the higher the citizens’ ex-
pectations of public services.

5. Discussion

�is study applies the EDM to rural public services in China,
thus �lling a gap in the existing literature where EDM testing
has focused only on the state, city, or local government level,
and primarily in the United States. In addition, we com-
plement the theoretical support of strategies to in£uence
expectations when the service quality in EDM is challenging
to improve. We have tested an extended version of this
model that includes trust, service awareness, and bureau-
cratic responsiveness as in£uences on expectations of rural
public services. �e results show that research data on rural
public services in China support the EDM model well, and
the model results are similar to previous research on services
at other levels of government. �e extended EDM is also
con�rmed for rural public services, providing a good per-
spective for studying expectation in£uences. In sum, these
�ndings suggest that EDM can help present the cognitive
process by which citizens judge their satisfaction with rural
public services, thereby helping researchers and public

managers better to understand citizen satisfaction with this
rural public service.

Before discussing the implications of the �ndings, it is
appropriate to mention the limitations of this study and
suggestions on how to overcome these limitations in future
studies. In terms of sampling, although the sampling was
based on local demographics, the overall sample size is small.
It may hardly re£ect the complete picture of rural services in
Sichuan province and China, especially since Sichuan is a
vast province and there are signi�cant di�erences between
China’s eastern and western parts. In addition, the relevance
and accuracy may be lacking due to the di�erent political
environments from previous EDM studies, considering
di�erent political ideologies but using the same scale and
question-wording for measuring trust. �erefore, in future
studies, expanding the research sample and designing a scale
more in line with localization will help identify EDM and
expand the stability of EDM in a changing political
environment.

In terms of the theoretical implications of this study,
�rst, this study provides new dimensions for future research
on EDM and public services, that is, the applicability of the
model to di�erent levels and cross-national government
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Figure 4: Model 2: the expanded expectancy discon�rmation model.

Table 3: Comparisons of path coe¢cients with earlier studies.

�is study
Rural

Van Ryzin (2004)
Urban Van Ryzin (2006) Local government

Expectations —> performance 0.32 0.34 0.35
Expectations —> discon�rmation −0.36 −0.68 0.03
Performance —> discon�rmation 0.45 0.40 0.68
Expectations —> satisfaction 0.14 0.69 0.10
Performance —> satisfaction 0.22 0.20 0.41
Discon�rmation —> satisfaction 0.40 0.67 0.49
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services and how the model can be further expanded and
refined in the future. Our study confirms that the EDM is
valid at the level of rural government and rural public
services and that the model shows relatively consistent re-
sults in a cross-country context and across different levels of
government. Besides, our study provides new perspectives
on extending EDM’s refinement to understand further the
antecedents and their role in influencing citizen satisfaction
through expectations.

Regarding the practical implications of our study, the
selection and extension of the rural public service domain
are critical when considering the application of the model to
different levels of government services. Because at the same
level of regional development, the quality of rural public
services is lower than in urban areas, and it is more chal-
lenging to promote rural citizens’ expectations and satis-
faction with limited improvements in rural public services.
&ese findings can undoubtedly help public managers at the
rural level better understand how their institutions, prod-
ucts, or services affect citizen satisfaction and the role of
citizen expectations within them. Even in cases where it is
hard to change citizen expectations (given the limited power
and financial resources of rural Chinese governments), these
results can still provide managers with an understanding of
the disadvantages they may face in achieving their citizen
satisfaction goals. For example, understanding that a decline
in trust lowers expectations and adversely affects citizen
satisfaction can certainly lead public managers to deepen
their understanding of the importance of citizen trust and
create an environment of positive expectations. Besides,
understanding the extent to which a region’s public services
are categorized, how universal the content is, and how re-
sponsive agencies are to citizens can help managers un-
derstand the reasons for the higher (or lower) expectations
that citizens bring to their interactions with agencies. Public
managers should make more efforts to raise the expectations
and satisfaction of citizens in terms of universal access to
public service content and strengthen the sector’s respon-
siveness under financial constraints.

Moreover, the results we found in our study may
themselves have significant practical implications for urban
and rural public administrators, among others. For example,
we can draw some insights from the finding that expecta-
tions have a more significant impact on satisfaction at the
level of rural public services in China than local government
services in the United States. A possible reason for this is that
because Chinese rural public services have made great
strides relative to the local government services experienced
by US citizens, rural citizens, particularly, enjoy more
minimum living security, hardship assistance, and poverty
alleviation services. &ese services have direct economic
benefits for rural citizens and are more highly valued,
leading them to fully consider their experiences and hold
more realistic and rational expectations.

Finally, the positive role of citizens’ perceptions of
performance in increasing satisfaction with rural public
services cannot be ignored. Although rural citizens’ satis-
faction can be influenced by changing expectations, for rural
governments, the focus of rural public services should be

more on tangible improvements in service quality to in-
crease rural citizens’ positive disconfirmation and satisfac-
tion. Despite the limited financial power of rural
governments, they can at least contribute to citizen satis-
faction through internal performance and service quality
improvement measures.
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the corresponding author by request.

Conflicts of Interest

&e authors declare that they have no conflicts of interest.

Acknowledgments

&is research was supported by the National Social Science
Foundation of China (grant no. 17VZL007) and the Culti-
vation Project for Young Talents in Philosophy and Social
Sciences, Sichuan University (grant no. SKSYL2019-04).

References

[1] G. G. van Ryzin, “Expectations, performance, and citizen
satisfaction with urban services,” Journal of Policy Analysis
and Management, vol. 23, no. 3, pp. 433–448, 2004.

[2] O. James, “Evaluating the expectations disconfirmation and
expectations anchoring approaches to citizen satisfaction with
local public services,” Journal of Public Administration Re-
search and %eory, vol. 19, no. 1, pp. 107–123, 2009.

[3] T. H. Poister and J. C.&omas, “&e effect of expectations and
expectancy confirmation/disconfirmation on motorists’ sat-
isfaction with state highways,” Journal of Public Adminis-
tration Research and %eory, vol. 21, no. 4, pp. 601–617, 2011.

[4] M. Hjortskov, “Citizen expectations and satisfaction over
time: findings from a large sample panel survey of public
school parents in Denmark,” %e American Review of Public
Administration, vol. 49, no. 3, pp. 353–371, 2019.

[5] C. H. Roch and T. H. Poister, “Citizens, accountability, and
service satisfaction,” Urban Affairs Review, vol. 41, no. 3,
pp. 292–308, 2006.

[6] A. F. Filtenborg, F. Gaardboe, and J. Sigsgaard-Rasmussen,
“Experimental replication: an experimental test of the ex-
pectancy disconfirmation theory of citizen satisfaction,”
Public Management Review, vol. 19, no. 9, pp. 1235–1250,
2017.

[7] S. Jilke and M. Baekgaard, “&e political psychology of citizen
satisfaction: does functional responsibility matter?” Journal of
Public Administration Research and %eory, vol. 30, no. 1,
pp. 130–143, 2020.

[8] R. L. Oliver, “A cognitive model of the antecedents and
consequences of satisfaction decisions,” Journal of Marketing
Research, vol. 17, no. 4, pp. 460–469, 1980.

[9] R. L. Oliver, Satisfaction: A Behavioral Perspective on the
Consumer: A Behavioral Perspective on the Consumer,
Routledge, 2014.

[10] E. W. Anderson and M. W. Sullivan, “&e antecedents and
consequences of customer satisfaction for firms,” Marketing
Science, vol. 12, no. 2, pp. 125–143, 1993.

Discrete Dynamics in Nature and Society 9



[11] R. N. Cardozo, “An experimental study of customer effort,
expectation, and satisfaction,” Journal of Marketing Research,
vol. 2, no. 3, pp. 244–249, 1965.

[12] G. G. van Ryzin, “An experimental test of the expectancy-
disconfirmation theory of citizen satisfaction,” Journal of
Policy Analysis and Management, vol. 32, no. 3, pp. 597–614,
2013.

[13] C. Fornell, M. D. Johnson, and E. W. Anderson, “&e
American customer satisfaction index: nature, purpose, and
findings,” Journal of Marketing, vol. 60, no. 4, pp. 7–18, 1996.

[14] G. G. van Ryzin, “Testing the expectancy disconfirmation
model of citizen satisfaction with local government,” Journal
of Public Administration Research and %eory, vol. 16, no. 4,
pp. 599–611, 2006.

[15] G. G. van Ryzin, “Pieces of a puzzle: linking government
performance, citizen satisfaction, and trust,” Public Perfor-
mance and Management Review, vol. 30, no. 4, pp. 521–535,
2007.

[16] F. V. Morgeson, “Expectations, disconfirmation, and citizen
satisfaction with the US federal government: testing and
expanding the model,” Journal of Public Administration Re-
search and %eory, vol. 23, no. 2, pp. 289–305, 2012.

[17] Y. Noda, “Citizen expectations and satisfaction of service
performance: lessons from subnational governments in Ja-
pan,” Asia Pacific Journal of Public Administration, vol. 41,
no. 3, pp. 142–156, 2019.

[18] N. Petrovsky, J. Y. Mok, and F. León-Cázares, “Citizen ex-
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