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Citizen Satisfaction with Federal Government Services Hits Lowest Point Since 2015, ACSI
Data Show

ANN ARBOR, Mich., (February 9, 2021) — Citizen satisfaction with U.S. federal government
services is in free fall.

Citizen satisfaction plummets 4.4% to a score of 65.1 (out of 100), according to the American
Customer Satisfaction Index’s (ACSI®) Federal Government Report 2020.

“For the third straight year, satisfaction with the federal government takes a turn for the worse,”
says Forrest Morgeson, Assistant Professor of Marketing at Michigan State University and
Director of Research at the ACSI. “Marred by the COVID-19 pandemic, a contentious run-up to
the November federal elections, and uncertainty following those elections, citizen satisfaction
now resides at its lowest level since 2015, making the government’s uphill climb that much
steeper.”

Quiality of federal government services nosedives

Of the four primary drivers of citizen satisfaction — process, information, customer service, and
website — only customer service avoids a tailspin.

Efficiency and ease of government processes diminishes 3% to 66, ease of accessing and clarity
of information drops 3% to 69, and perceptions of government website quality tumbles 5% to 71.
The professionalism and courtesy of customer service scores highest among the drivers of citizen
satisfaction, steady at 74.

These changes reflect a broad and deep erosion of the quality of federal government services
experienced by citizens in 2020.

Departments of Commerce and Agriculture stand out, while Department of Treasury
comes up short

Citizen satisfaction differs widely across departments, with larger observed variance among
federal departments than among companies in most private sector industries.

This year, the Departments of Commerce and Agriculture lead the way, both at 74.
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The remainder come in well below the economy-wide national ACSI average (74.4 as of the
third quarter of 2020), with the Department of Treasury bringing up the rear at 60. It’s worth
noting that due to the COVID-19 pandemic, fewer distinct federal departments are captured in
the ACSI 2020 sample.

Democrats, Republicans, and Independents each hit lowest satisfaction score in 3-year span

The ACSI federal government study does not measure public approval of specific politicians or
political parties. However, political party affiliation is likely to have some influence on citizen
satisfaction with government services, according to ACSI data.

Looking at trends in citizen satisfaction by party affiliation between 2019 and 2020, Democrats
(down 4% to 68), Republicans (down 7% to 65), and Independents (down 5% to 62) all display
declining satisfaction year over year. Each group now records its lowest score since 2018. Only
the much smaller group of “Other Party” supporters (+7% to 62) report higher satisfaction in
2020 than in the two prior years.

The ACSI Federal Government Report 2020 is based on interviews with 1,291 users, chosen at
random and contacted via email throughout the year. Download the full report, and follow the
ACSI on LinkedIn and Twitter at @theACSI.

CITIZEN SATISFACTION WITH FEDERAL
GOVERNMENT SERVICES

75

72.1 72.3

70

65

63.9
60

‘99 ‘00 ‘01 '02 '03 ‘04 ‘05 '06 ‘07 ‘08 '09 ‘IO ‘11 ‘12 ‘13 ‘14 ‘15 ‘16 ‘'17 ‘18 ‘19 ‘20

© 2021 ACSI LLC. All rights reserved



https://www.theacsi.org/news-and-resources/customer-satisfaction-reports/reports-2020/acsi-federal-government-report-2020
https://www.linkedin.com/company/american-customer-satisfaction-index-acsi-/
https://www.twitter.com/theacsi

No advertising or other promotional use can be made of the data and information in this release
without the express prior written consent of ACSI LLC.

About the ACSI

The American Customer Satisfaction Index (ACSI®) has been a national economic indicator for
25 years. It measures and analyzes customer satisfaction with more than 400 companies
in 47 industries and 10 economic sectors, including various services of federal and local
government agencies. Reported on a scale of 0 to 100, scores are based on data from interviews
with roughly 500,000 customers annually. For more information, visit www.theacsi.org.

ACSI and its logo are Registered Marks of the University of Michigan, licensed worldwide
exclusively to American Customer Satisfaction Index LLC with the right to sublicense.
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