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ABSTRACT 
 

 
The public expectation gap is an issue that is often discussed in the management of 
privilege funds. The public expectation that privilege funds can be used to finance 
various sectors is one of the gaps in expectations. Trust is key in synergizing or 
connecting the state, government and society. However, the discrepancy between 
public expectations and the existing conditions for managing the privilege fund is 
one of the causes of the expectation gap. This prompted this study to analyze the 
factors of the expectation gap that affect the level of public trust in the management 
of privilege funds. This research uses a quantitative approach with descriptive 
content analysis. The object of research is people who live in the Special Region of 
Yogyakarta. Data sources came from respondents through offline and online 
questionnaires. The analytical tool relies on SmartPLS 4.0, this refers to the number 
of samples used is not large but the model built is complex. The findings show that 
the public expectation gap affects the decline in the level of public trust. This 
research is expected to help identify problems that arise due to a mismatch between 
expectations and reality. So that it can restore public confidence that tends to feel 
disappointed and grow suspicion in the implementation of privilege fund activities. 
With the improvement or adjustment of policies that are more in line with public 
expectations, the public will feel more valued and recognized. This can increase 
public participation in planning, monitoring and program implementation. So that 
it will not lead to a crisis of legitimacy for the concept of privilege itself. 

 
Introduction 

In recent years, the Privilege Fund has become an important issue in the context of social and economic 
development in the Yogyakarta. The Privilege Fund, which continues to increase every year, is expected to deliver 
the nation (Badan Akuntabilitas Keuangan Negara, 2020). The management of the Privilege Fund is an effort made 
by the government to improve the welfare of the public, especially those in difficult economic conditions. By using 
the funds to lease village treasury land that can be utilized by the poor, it is expected to provide opportunities for 
them to increase their income and reduce poverty levels (Inspektorat DIY, 2023). However, a lack of knowledge 
about the policies of the Privilege fund allocation often leads people to have a bad opinion of the government's 
performance due to the high poverty rate. 

Studying the gap between public and government can provide insight into the importance of involving 
public in decision-making processes that can affect their lives. Awareness of fairness and transparency in the use 
of privilege funds is increasing. The gap between the public and the government in terms of privilege funds also 
highlights the importance of communication and openness between the two parties. When there is a perception 
gap or public dissatisfaction with the privilege funds, good communication and openness from the government can 
help address the issues and build trust. By understanding public perceptions and needs, the government can design 
more responsive and effective policies. Research in this area can produce policy recommendations that are useful 
for the government in managing the Privilege Fund. It allows the government to know what the people want and 
whether it is in line with the current situation. 

Expectation gaps related to privilege funds can occur when people's expectations of the use of privilege 
funds do not match the reality or performance of the management of these funds. This can be caused by a lack of 
transparency and accountability in the management of privilege funds, as well as a lack of public participation in 
the decision- making process regarding the use of these funds (Mufidta & Urumsah, 2024). Therefore, it is important 
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for the government and regulators to improve and enhance the management of privilege funds in order to meet the 
expectations and needs of the public, and increase public trust in the use of these funds. The Privilege Fund itself 
is used to fund certain additional authorities possessed by the Special Region of Yogyakarta in addition to the 
authorities specified in the Regional Government Law (Kemenkeu, n.d.). 

The public expectation gap in the management of privilege funds is an important factor in knowing the 
level of public trust. This is the same as satisfaction or dissatisfaction arises from comparing the performance of a 
product or service by customers with predetermined standards. Positive disconfirmation occurs when performance 
exceeds expectations, resulting in customer satisfaction. Zero disconfirmation occurs when performance meets 
expectations, resulting in customer satisfaction. Negative disconfirmation occurs when performance is below 
expectations, resulting in customer dissatisfaction (Expectation Theory, 2000). 

The structure of this research includes the first section which presents the background of the research. 
Then the theoretical framework and hypothesis development. Furthermore, the research model tested through 
quantitative field studies and hypotheses are presented. The research sample and data analysis based on PLS are 
presented in the research methods section. Furthermore, the research results are discussed, and this study ends with 
the conclusion of the research results. 
 
Literature Review 

Expectancy Theory 

This expectancy theory was proposed by Victor H. Vroom who argues that the force that motivates a person to 
work hard in his job depends on the reciprocal relationship between what he wants and needs from the results of 
the work. How much he believes the company will provide satisfaction for his desires in return for his efforts 
(Victor, 1964). Expectancy theory aims to determine activities that create desirable expectations for employees. 
This theory assumes that individuals value certain action strategies, such as working and exerting more effort, and 
engaging in activities that are expected to bring rewards, such as salary increases or awards, that are valuable to 
individuals (Kurnia, 2013). 
 
Expectancy Disconfirmation Theory (EDT) 

A study tested the disconfirmation model of citizens' expectations of satisfaction with local government using data 
from an online panel of over six hundred US adult (Ryzin, 2006). The study found that the basic expectancy 
disconfirmation model confirmed when using subtractive disconfirmation, but not when using perceived 
disconfirmation, which questions the policy and management implications of previous studies. A meta-analysis 
examined the expectancy-disconfirmation model and citizens' satisfaction with public services. This study found 
that the expectancy-disconfirmation model has become the main approach in explaining citizen satisfaction with 
public services (Zhang, Chen, Petrovsky, & Walker, 2021). Expectancy Disconfirmation Theory has been studied in 
public trust research, particularly in the context of citizen satisfaction with public services and local government. 
Previous research has examined the expectancy-disconfirmation model of citizen satisfaction with local government 
and public services, as well as the determinants of public trust in business. 
 
Trust Theory 

The theory states that as levels of trust increase, unhealthy dynamics begin to dissipate, increasing group 
functionality and creating a safe space for dialog, debate and problem solving (Gibb, 1972). Trust theory is a 
concept that explains the importance of trust in human systems, ranging from families and friendships to work 
teams and societal institutions. Trust theory argues that trust is the basis for higher functioning in all human systems, 
and it is a spectrum from high fear to high trust. The higher the level of trust, the more creative, innovative, dynamic 
and effective the group or organization is. Trust theory is based on the idea that trust is ultimately about 
vulnerability, and it occurs when there are greater potential losses than potential gains. 
 
Research Model and Hypothesis 

This research will explore expectancy theory, EDT and trust theory seen from the context of public expectations 
(policy, information disclosure and socio-economic conditions) and government performance. The research model 
can be seen in Figure 1. 
 
Public expectations are the hopes, desires, or ideals that people strive for in their lives. People often have greater 
expectations than what the government has done, as in the case of the Banda Aceh Municipal Government, which 
has greater expectations than what we have tried (wbna, 2012). Public trust is important for the government in 
carrying out the policies that have been set. When people trust the government, the government can carry out 
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policies without being coercive or forceful (Ratnasari, 2015). The importance of public information disclosure lies 
in improving the quality of service to the public, certainty of public services, ease of service, and increasing public 
trust in public service agencies (Mandasari, 2020). The definition of socio-economic status means a situation that 
shows the financial ability of the family and the material equipment it has, where this situation is good, sufficient, 
and lacking (Winkel, 1997).  
 

 

Figure 1. Research Model of determinants and influences on public trust 
 

In the theory of disconfirmation of expectations, it is explained that positive disconfirmation, i.e. better 
performance than expected means low expectations. negative disconfirmation, i.e. worse performance than 
expected means high expectations. Whereas confirmation is that the performance is the same as expected or 
expectations. It involves the process by which individuals form and manage their expectations of an event or 
experience, and then assess the extent to which reality matches those expectations. Disconfirmation theory creates 
a framework for understanding how individuals respond to differences between their expectations and actual 
experiences. If people have high expectations of government and public institutions, they tend to have higher levels 
of trust in the performance and integrity of these entities. High expectations may include expectations of good 
public services, fairness in policy, transparency in decision-making, and the government's ability to meet the basic 
needs of citizens. With the emergence of this description, the following hypothesis is proposed: 
H1: Public Expectations have a positive effect on public trust 
H2: Public Expectations have a positive effect on the expectation gap 
 
Government performance is a description of the achievement of government goals and objectives as a description 
of the agency's vision, mission and strategy (Anwarudin, 2018). Factors that influence Public Trust in Government 
result in that Government Expenditure, Government Performance, and good governance have a positive influence 
on Public Trust in Government (Rahmat, 2013). Public trust is important for the government in carrying out the 
policies that have been set. When people trust the government, the government can carry out policies without being 
coercive or forceful (Ratnasari, 2015). Performance refers to something related to the activity of doing work, in this 
case including the results achieved by the work (Outley, 1995). The relationship between service performance and 
disconfirmation can be known from the disconfirmation paradigm proposed by (Patterson, 1993). The relationship 
between performance and disconfirmation is explained by involving expectations. From the description put forward 
by Patterson, we know that high perceived performance will result in positive disconfirmation, otherwise if the 
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perceived performance is low it will result in negative disconfirmation. Trust theory focuses on aspects such as 
integrity, competence, transparency, and fairness as factors that shape public trust. With the emergence of this 
description, the following hypothesis is proposed: 
H3: Government performance has a positive effect on the expectation gap 
H4: Government performance has a positive effect on public trust 
 
The Expectation Gap refers to the difference between people's expectations and desires and the reality encountered 
(Setyorini, 2005). When there is a gap between people's expectations of the government and the actual performance 
of the government or public institutions, this can affect the level of public trust in these entities. This is because the 
allocation of the Privilege Fund is not only intended for certain interests, but all DIY people (Widayat, 2022). In 
addition, there is an expectation that the management of the Privilege Fund can involve all relevant parties, without 
any tendency towards exclusivity. The expectation gap occurs when people have high hopes or expectations of the 
government or public institutions, but the actual performance of these entities does not reach these expectations or 
does not match expectations. This can occur in various aspects, such as inadequate public services, policies that are 
considered unfavorable to the public, or issues of corruption and abuse of power. When an expectation gap occurs, 
people can become disappointed and lose trust in the government or public institutions. This sense of dissatisfaction 
can lead to decreased levels of trust, and people may become more skeptical and less trusting of government 
promises or commitments. This is in line with customer satisfaction is a person's feeling of pleasure or 
disappointment that arises after comparing his perceptions or impressions of performance below expectations, the 
customer is not satisfied (Kotler, 2003). With the emergence of this description, the following hypothesis is 
proposed: 
H5: Expectation gap negatively affects public trust 

 
Public knowledge refers to people's recognition and understanding of various aspects of life (Fauziah, Mulyana, & 
Raharjo, 2015). Knowledge of the privilege funds provided by the Central Government to assist the development 
and preservation of culture, as well as for the welfare of the public (Astuti, 2022). If the public has received 
information on government performance in a transparent manner, it can increase public knowledge of how the 
government's performance conditions actually are. Increased knowledge helps increase public trust in government 
organizations (Cook, 2010). Public trust can affect knowledge, and vice versa. Research shows that public trust is 
a complex concept that is influenced by various factors, including public expectations, experiences, and perceptions 
that the entities involved can be trusted (Brunk, 2006). Therefore, better knowledge of public expectations in terms 
of policy, information disclosure, socioeconomic conditions, and government performance can minimize the 
expectation gap and increase public trust in the management of privilege funds. If people have adequate knowledge 
in some of the aspects above, then they are able to distinguish things that will lead to expectation gaps. With the 
emergence of this description, the following hypothesis is proposed: 
H6: Knowledge as a moderating variable has a positive effect on public trust through the expectation gap. 
 
Research Methods 

Quantitative research uses primary data obtained directly from research respondents. Selection of research 
respondents using purposive sampling technique. Data collection using online survey techniques by utilizing google 
forms and offline services by distributing questionnaires in the general public and village governments that receive 
Special Financial Assistance for Privilege Funds. Data collection was carried out for 8 days from November 28 to 
December 5, 2023. The respondents' answers collected were 283 and the data analyzed were 280. Then different 
tests were carried out using SmartPLS 4.0 software.  

Hypothesis testing in this study uses PLS analysis to analyze the relationship model and the significance 
of the influence between independent variables, namely public expectations (policies, information disclosure, socio-
economic conditions), government performance through the intervening variable expectation gap on the level of 
public trust. The analysis begins with evaluating the outer model and inner model. The next stage is to test the 
significance of the relationship and influence between variables (hypothesis testing) based on the structural model 
through the bootstrapping process.  

Reliability testing is done using Cronbach's alpha (α) analysis and validation testing using correlation 
analysis between variables by comparing the scores of each question item. PLS predict testing so that it helps to 
evaluate the predictive ability of this research model. 

 
Operational Definition and Measurement of Variables 

The operational definition of each Research variable is described in Table 1 where the number of measurement 
indicators is also presented. 
 



182 Jurnal Akuntansi dan Auditing Indonesia, Vol. 28 No. 2, December 2024 

Table 1. Variables, Operational Definitions, Number of Indicators, and Research Sources 

Definition Operational Variables 
Number of 
Indicators 

Study Source 

Public Expectations (PE) 
the level of service quality that people expect from their government, such as 
timely and efficient service delivery, transparency, and accountability. 

 
 

Policy 
a decision that government agencies must abide by. There is also public 
policy that examines what the government does, why the government takes 
these actions, and what the consequences of these actions are. 

3 
Indicator 

Hermawati 
(2015) 

   
Information Disclosure 
measurement of the level of accessibility, transparency, and openness of 
information owned o provided by an entity or institution. 

3 
Indicator 

Susanto (2021) 

   
Socio-economic Condition 
position or position of a person in a public group determined by the type of 
economic activity, education and income. 

5 
Indicator 

Fachriza dkk 
(2015) 

Government Performance (GP) 
A description of the achievement of the implementation of an 
activity/program/policy in realizing the goals, objectives, mission and vision of 
the organization. 

5 
Indicator 

Krestiawan 
(2015) 

   
Expectation Gap (EG) 
the difference between what is expected (expectations and what is actually 
felt or received (perceptions) by individuals or groups regarding the quality of 
a service or product. 

5 
Indicator 

Ratnasari (2015) 

Public Trust 
measurement of the level of public confidence, trust, o adherence to a 
particular entity, service, or concept 

5 
Indicator 

Soetanto (2017) 
Janah (2020) 

Wardidin (2015) 
Basri (2022) 

Knowledge 
knowledge insight possessed by an individual or group 
 regarding a particular concept, topic, or information. 

  

 
Results 

Data analysis in this study includes respondent characteristics and validity and reliability tests using PLS, namely 
the outer model. As for the structural model is to test the r-square, t-statistics, and path coefficient. 
 
Respondent Characteristics 

In this study, there were 280 respondents consisting of 234 (83.6%) male respondents and 46 (16.4%) female 
respondents. The majority of respondents were between 50-60 years old at 29.643%. The education level of 
respondents is dominated by the S1 / equivalent level of education as many as 129 (46.1%) respondents. Based on 
length of stay, the sample is dominated by people who have lived or settled in DIY for more than 10 years, namely 
258 respondents with a percentage level of 92.1%. Of this public population, the most knowledgeable about the 
privilege fund was 187 respondents with a percentage level of 67%. The rest of the respondents had knowledge of 
the privilege fund between not knowing at all, knowing a little, and knowing enough. 
 
Validity Test 

In this study, a validity test was used which was carried out through two tests, namely through convergent and 
discriminant validity tests (Ghozali & Latan, 2015). The convergence test can be completed if the average variance 
expected (AVE) value of each variable is greater than 0.5 (Fornell & Larcker, 1981). The expected cross loading 
value is greater than 0.7 (Ghozali & Latan, 2015).  

In addition, the discriminant validity test is fulfilled if the correlation value of a variable is higher than the 
correlation value of other variables (Fornell & Larcker, 1981). While another step to fulfill the discriminant validity 
test can be through the cross loading value for each variable question item which must be more than 0.7. It can be 
seen in Table 2 that the loading value of each indicator is greater than 0.70. 
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Table 2. Convergent Validity Test 

Variable Item Outer Loading AVE 

Public Expectations (PE) 

PE2 0.78   

0,61 

PE3 0.74   
PE4 0.74   
PE5 0.81   
PE6 0.78   
PE7 0.80   
PE8 0.74   
PE9 0.87   

PE10 0.79   
PE11 0.79   

Government Performance (GP) 

GP1 0.89   

0,75 
GP2 0.87   
GP3 0.86   
GP4 0.86   

Expectation Gap (EG) 

EG1 0.91   

0,84 
EG2 0.92   
EG3 0.91   
EG4 0.92   
EG5 0.92   

Public Trust (PT) 

PT1 0.89   

0,80 
PT2 0.90   
PT3 0.90   
PT4 0.88   
PT5 0.92   

 
Table 3. Dicriminant Validity, Cornbach’s Alpha (CA), Composite Reliability (CR), R-Square 

 PE GP EG PT CR CA R-Square 
Public Expectations (PE) 1.00 -0.28 0.69 0.71 0.94 0.93  
Government Performance (GP) -0.28 1.00 -0.15 -0.22 0.92 0.89  
Expectation Gap (EG) 0.69 -0.15 1.00 0.64 0.96 0.95 0.14 
Public Trust (PT) 0.71 -0.22 0.64 1.00 0.95 0.94 0.59 

 
Reliability Test 

The reliability test is said to be reliable if the Cronbach's alpha value is 0.7 or more. These results indicate that the 
combined questions are internally consistent in their measurement (Saunders, Lewis, & Thornhill, 2019). As in 
Table 3, the Cronbach's alpha value is above 0.7, which means that all independent latent variables are feasible and 
suitable to be used as variables to be tested to determine their effect on the dependent latent variable, namely public 
trust. Thus, all latent variables are suitable and suitable for further data analysis. So it can be concluded that all 
variables in this study are reliable. 
 
R-Squared (R2) 

The coefficient of determination (R-Squared) shows the ability of the research model to explain the dependent 
variable. The criteria for the value of R2are 1, 0.5 and 0 which refer to perfect, partial and no change in predictive 
power (Saunders, Lewis, & Thornhill, 2019). Table 3 shows that the R-Square value of the Expectation Gap (EG) 
variable is 0.14 (14%) and the R-Square value of the Public Trust (PT) variable has an R Square value of 0.59 (59%). 
Thus, this study can predict 14% of the strength of the expectation gap relationship and 59% of the strength of the 
public trust relationship. 
 
Goodness-of-Fit (GoF) Test 

The criteria for GoF values are 0.10, 0.25 and 0.36, which respectively indicate small, medium and large categories 
(Ghozali & Latan, 2015). The GoF value can be calculated with the following formula: 

GoF Formula =   √AVE x R − Square 

The GoF value in this study can be calculated as follows: 
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 GoF = √AVE x 𝑅2 

  = √0,75 𝑥 0,35 
  = 0,512 

 
Based on the calculation results, the GoF value is 0.512 which is included in the large category or has a 

value greater than 0.36. Therefore, the higher the GoF value, the more suitable the model is for research or in 
accordance with the available research data and hypothesis testing. 
 
PLS Predict 

PLS prediction is done to predict whether or not a strength model is good. The analysis is done by comparing the 
RMSE or MAE of the PLS model with the RMSE or MAE of the linear regression model (LM) (Henseler & Sarstedt, 
2013). If the PLS value> LM value (high), the PLS value of most indicators> LM value (medium) and if the PLS 
value of some indicators> LM value (low) (Shmueli et al., 2019). 
 

Table 4. PLS Predict Test 

 Q²predict PLS-SEM_RMSE PLS-SEM_MAE LM_RMSE LM_MAE 
KM1 0.32 0.78 0.54 0.77 0.54   
KM2 0.35 0.79 0.56 0.77 0.55   
KM3 0.33 0.77 0.53 0.76 0.55   
KM4 0.41 0.68 0.49 0.68 0.49   
KM5 0.41 0.68 0.49 0.69 0.51   
KE1 0.07 1.29 1.06 1.37 1.11   
KE2 0.10 1.29 1.06 1.34 1.11   
KE3 0.07 1.24 1.02 1.30 1.07   
KE4 0.09 1.26 0.99 1.32 1.04   
KE5 0.12 1.26 1.02 1.32 1.06   

 
Table 4 shows that most indicators (3 out of 10 measurements) of PLS SEM have higher RMSE and MAE scores than 
the linear regression model (LM). Thus it can be concluded that this PLS SEM model has moderate predictive power. 
 
Hypothesis Test Results 

The hypothesis can be accepted if the p-value ≤ 0.1 or the T-statistic value is greater than 1.96. The hypothesis 
value is seen from the positive / negative correlation coefficient value (original sample). This means that if the 
proposed hypothesis has a positive effect, the coefficient value must be positively charged. If the hypothesized 
effect is inversely proportional to the loading coefficient value, the hypothesis is rejected or not supported even 
though it has a significant effect. 
 

Table 5. Hypothesis Test Results 

Hypothesis Relationship Path Coefficient Statistic T p-value Results 
H1 PE → PT 0.54 6.40 0.00* Supported 
H2 PE → EG -0.26 3.26 0.00* Not Supported 
H3 KP → EG 0.04 0.41 0.69 Not Supported 
H4 KP → PT 0.18 2.30 0.02* Supported 
H5 EG → PT -0.06 1.63 0.10** Supported 
H6 P → all relationships -0.07 1.01 0.47 Not Supported 

 P* PE → PT -0.03 0.30 0.77  
 P* PE → EG -0.05 0.78 0.43  
 P* KP → EG -0.15 2.82 0.01*  
 P* KP → PT -0.11 0.94 0.35  
 P* EG → PT -0.01 0.23 0.82  

Note: significance level 0.05* dan 0.1** 
 
Discussion 

Public expectations and public trust 

The results of testing the first hypothesis show that public expectations have a positive effect on public trust. The 
results of this test are in accordance with research conducted (Andhika, 2018) dan (Idris, 2020) which found 
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sufficient evidence that public expectations have a significant positive effect on public trust. The implication of the 
results of this study is that local governments must pay attention to public expectations of public services and ensure 
that public needs are well met. Then the fund manager must ensure that the funds managed are used appropriately 
and effectively to meet public needs. This can increase public trust in local governments and fund managers and 
strengthen the relationship between the government and fund managers and the public. Meanwhile, fund recipient 
institutions must ensure that the funds received are used in accordance with what has been mandated and are useful 
for meeting public needs. 
 
Public expectations and expectation gap 

The results of testing the second hypothesis show that public expectations have a negative effect on the expectation 
gap. The results of this test are not in accordance with research conducted (Ramadhony & Hadiprajitno, 2015) and 
(Tantri, Nusa, & Pranadya, 2020) which found sufficient evidence that public expectations have a significant 
positive effect on the expectation gap. The implication of this research is that errors or mismatches between public 
expectations and the performance of a government can create dissatisfaction and increase the expectation gap. The 
expectation gap can create distrust among the public towards the government or related institutions. If people feel 
that the entity cannot meet their expectations, public trust can be damaged.  
 
Government performance and expectation gap  

The results of testing the third hypothesis show that government performance has no significant effect on the 
expectation gap. The results of this test are not in accordance with research conducted (Ramadhony & Hadiprajitno, 
2015) and (Tantri, Nusa, & Pranadya, 2020) which found sufficient evidence that government performance has a 
significant effect on the expectation gap, especially in the context of government audits. The implication of this 
research is the potential gap between stakeholders and the public. This can result in a lack of alignment between 
the services or support provided by stakeholders and the real needs or expectations of the public. As a result, 
stakeholders such as local governments, fund managers, and aid-receiving NGOs may need to proactively engage 
with public to better understand their needs and expectations, and adjust their strategies and actions to bridge the 
gap and build trust. 
 
Government performance and public trust 

The results of testing the fourth hypothesis show that public expectations have a positive effect on public trust. The 
results of this test are in accordance with research conducted (Susliyanti & Binawati, E, 2020) and (Efendi, 2022) 
which found sufficient evidence that government performance has a significant positive effect on public trust. This 
research can have broad implications for various stakeholders, impacting collaboration, public engagement, and 
the overall socio-economic environment. It can increase confidence in government capabilities resulting in 
increased collaboration between government and society, as well as a stronger mandate for government to 
implement policies and programs. 
 
Public expectations and public trust 

The results of testing the fifth hypothesis show that the expectation gap has a negative effect on public trust. The 
results of this test are in accordance with research conducted (Rangga, Obon, & Dunggun, 2020) which found 
sufficient evidence that the expectations gap has a significant negative effect on public trust. The implication of 
this study is that a long or significant expectation gap can lead to a decrease in public support for the government. 
People who feel disappointed with government performance tend to be less supportive of proposed policies or 
programs. This can be prevented by the government actively communicating with stakeholders, listening to public 
complaints, and taking concrete steps to improve their performance. Efforts to restore public trust can involve 
transparency, accountability, and more active participation from the public in the decision-making process. 
 
Knowledge on public trust through expectation gap 

The results of testing the sixth hypothesis show that knowledge cannot moderate the effect of trust through the 
expectation gap. This is due to the possibility of low variation in knowledge among people, so it is not enough to 
distinguish the effect of knowledge from the existing relationship. In research conducted (Ramadhony & 
Hadiprajitno, 2015) and (Tantri, Nusa, & Pranadya, 2020) shows that knowledge cannot moderate the effect of 
trust through the expectation gap. This shows that public knowledge has an influence on the expectation gap, but 
does not suffice all the factors that influence public trust in government performance. The implication of this study 
is that limited knowledge can cause uncertainty among the public regarding government performance. Without 
adequate knowledge, people may not be able to make accurate judgments about government policies, programs or 
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actions. Expectation gaps can be exacerbated by inequality in access to information. People who lack sufficient 
knowledge may not be able to formulate critical questions or understand the implications of government policies. 
 
Conclusions 

This study aims to determine the factors that influence the expectation gap on the level of public trust in the 
management of privilege funds. Based on the research results, public expectations and government performance 
have a positive effect on the level of public trust. The higher the public expectations and government performance, 
the higher the level of public trust in the management of privilege funds. Public expectations have a negative effect 
on the expectation gap. The higher the public expectations that are met, the lower the expectation gap. In contrast, 
government performance has no effect on the public gap. The results of this study do not support the statement 
that knowledge moderates the relationship between variables in the management of privilege funds. People who 
have high knowledge may not necessarily be a benchmark in the expectation gap. However, they only see the 
situation or results that have been seen from the management of privilege funds by the government.  

This research is expected to help identify problems that arise due to a mismatch between expectations and 
reality. So that it can restore public confidence that tends to feel disappointed and grow suspicion in the 
implementation of privilege fund activities. With the improvement or adjustment of policies that are more in line 
with public expectations, the public will feel more valued and recognized. This can increase public participation in 
planning, monitoring and program implementation. So that it will not lead to a crisis of legitimacy for the concept 
of privilege itself. 

The limitation of this study is that it has not been able to involve all public in the Special Region of 
Yogyakarta as research samples due to the lack of time in this study. This study only measures public expectations 
and government performance, so it cannot provide a complete picture of the expectation gap and the level of public 
trust. Therefore, further research needs to be conducted by considering different variables. 

It is recommended that future researchers include other moderating variables related to the expectation 
gap on the level of public trust such as public contributions. 
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