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Abstract

The essence of the trust crisis in online payment is the separation between the instrumental ration-
ality of technological tools and the value rationality of users. This paper uses the framework of the
New Public Service (NPS) theory to build a “technology-service-trust” synergy model, showing how
technological governance and user participation can enhance trust by jointly creating service value.
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The study reveals that technological governance must shift from “control tools” to “verifiable ser-
vices”, and user participation must evolve into “co-governance of rights”. Their cooperation depends
on transparent commitments and maintaining dignity. The theoretical contribution lies in expanding
the applicability of NPS privatization, presenting a new “technology and service-based trust” para-
digm, and offering theoretical support for businesses to enhance payment ecosystems.
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