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Citizen Satisfaction with Federal Government Services 
Rebounds 
 
Following a substantial decline in 2010, citizen satisfaction with the services provided by 
the U.S. federal government rebounds this year, up 2.3% to 66.9, according to the 
American Customer Satisfaction Index (ACSI). The gain erases almost half of the large 
4.8% decline between 2009 and 2010. 
 
For 2011, the federal government scores 5 ACSI points below the lowest-scoring 
economic sector (the Information sector at 72.3).  The federal government gain, 
combined with a drop in the Information sector, has narrowed the ACSI gap between 
public and private sectors. Although government services (both at the federal and local 
levels) score significantly below private sector services, several federal agencies are 
comparable to (and in some cases, better than) the private sector in terms of user 
satisfaction. For example, the Small Business Administration and its Loan Recipients 
programs, the National Weather Service, and the State Department’s Bureau of Consular 
Affairs generate ACSI scores on par with the very best private sector firms, such as 
Amazon.com, FedEx, and UPS.   
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Citizens who interact with an agency using e-government channels are reasonably 
satisfied. With the exception of face-to-face contact, e-government (websites and 
electronic mail) does better than telephone (66) and printed materials (60). While these 
results may be due, in part, to the nature of the issue at hand (for example, using a call 
center may be a last resort when other alternatives have failed), they do suggest that 
electronic channels are becoming the way of the future for reasons of both cost efficiency 
and user satisfaction. 


