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Factors Constituting Trust in Public Utilities
—Comparison between Public Utilities and Private Companies—
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Abstract In order to understand the structure of the trust in public utilities, we conducted a
questionnaire survey targeting 7 companies (4 public utilities and 3 private companies) and a total
number of 2,115 respondents in Kansai Area. As s result, it was found that the trust was
constituted by 2 factors, namely “Compliance” and “Future”. The result showed also that in both
businesses, “Compliance” had a stronger effect on the trust than “Future”. However, the effect
which “Future” had on the trust in public utilities was weaker than in private companies. We
therefore concluded that the trust in public utilities can be understood as mainly constituted by the
“Compliance” factor. The images underlying “Compliance” are the facts that electric power
companies are identified with the presence of “nuclear”, and gas companies with periodical
inspection. The results suggest that in these kinds of companies, there is a need for actions which
contribute to “Compliance”.
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