
Abstract 
Using data from the multivariable, nationally representative Good State Public Administration 
Opinion Survey carried out in 2017 by the Institute for Research and Development on State and 
Governance at the National University of Public Service in Hungary, the aim of the paper is to test 
the hypothesis that the knowledge gap theory can be applied to the use of online public 
administration services: higher status equals not only wider and more sophisticated usage of ICT 
tools (and more awareness of trust in the Internet), but also more knowledge about public 
administration procedures themselves, which has resulted in various channel-preferences and 
routines among the users of different public services. The results show that the knowledge gap 
clearly exists in terms of public administration-related knowledge and it affects the choice of 
channels for managing administrative issues.
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model, but expanded it with a “perceived credibility” dimension. The general tendency is to 
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the factor “ ”
define it as “the knowledge one perceives to be required in understanding related terms and 



following a given procedure.” The construct is a determinant of ‘perceived behavioural control’ by 

with processes (“Prior interest in government”, measured by earlier contacts with gov
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the early 1970’s by Tichenor, Donohue and Olien [25]: “As the infusion of mass media information 
into a social system increases, higher socioeconomic status segments tend to acquire this 
information faster than lower socioeconomic-status population segments so that the gap in 
knowledge between the two tends to increase rather than decrease.” The theory also gave five 
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contained three items: “
”, “

through municipality eServices”, “
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large (n=2506) representative database, with data about citizens’ usage and experience of different 

The original questions and the reliability of the scales (Cronbach’s Alpha
Table 1. 



perfectly true …. 4
perfectly true …. 4
perfectly true …. 4

registering on state organisations’ websites. perfectly true …. 4

Official communication (Cronbach's Alpha: 0,895) 
I am unable to do it …. 4

I am unable to do it …. 4

I am unable to do it …. 4

I am unable to do it …

I am unable to do it …. 4

Filling out forms (Cronbach's Alpha: 0,889) 
perfectly true …. 4
perfectly true …. 4

perfectly true …. 4

perfectly true …. 4

perfectly true …. 4

How often do you carry out the following activities? 
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –
– never …. 4 –

government services cannot be “killer applications” because their rarity, and experience is 
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we can state that the knowledge gap clearly (and significantly) 
exists in regard to public administration-related knowledge





According to various questions on people’s channel preferences (Table 2.
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government adoption and can be used to examine people’s channel preferences that 
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