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®As founding partner of the American Customer Satisfaction Index (ACSI), CFI Group provides 
customer insights using patented technology and over 30 years of expertise. 

DRIVERS OF GOVERNMENT CONTACT CENTER SATISFACTION   
AGENT EFFECTIVENESS AND EMPOWERMENT

OPTIMIZING THE CUSTOMER SERVICE JOURNEY      
CX ACROSS THE TOUCHPOINTS
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Using a 0-100 scale

To boost customer satisfaction, agencies need to focus on the key drivers of the experience.
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SATISFACTION DOWN ACROSS AGENCIES

MORE SATISFIED THAN
THOSE WHO MUST

CONTACT CUSTOMER
SERVICE MORE THAN ONCE

SIX DRIVERS OF AN EFFECTIVE CONTACT CENTER EXPERIENCE
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7172 1%

6467 4%

4951 4%

7578 4%

7073 4%

7677 1%

*Customers who contact customer service 
need agents who address their issue and 
help them find the information they need 
to complete their transaction. Agencies 

must empower those agents with flexible 
policies and some authority to offer 

customers a tailored solution.

EFFECTIVE AND EMPOWERED AGENTS LEAD TO A GREAT EXPERIENCE

When issue is resolved 
on first call instead of

two or more

+28%
When issue is resolved 

within 15 minutes instead 
of more than 15

+18%

HIGHER GCCSI

CUSTOMERS DON’T WANT TO SELF SERVE WITH AN IVR

GCCSI OF CUSTOMERS WHO
CALL CUSTOMER SERVICE

GCCSI OF CALLERS WHO REACH AN IVR SYSTEM

71
Agent
only

Some or
all IVR

56 IVR was 
sufficient Skipped IVR,

reached agent Tried IVR, but
needed agent

No agent
available

69
58 58

32

75%
OF CUSTOMERS WHO

CONTACT GOVERNMENT 
CUSTOMER SERVICE FIRST 

TRY TO RESOLVE THE 
ISSUE ONLINE

MOST CUSTOMERS FIRST TRY TO SELF SERVE ON DIGITAL PROPERTIES

Tried to resolve their 
issue before contacting 

customer service

14%
Apps

51%
Agency website

22%
Website

75%

*The agency website and contact center 
work together to support the whole 

customer service journey. Each agency 
should measure its unique customer 

service journey to understand how to 
improve the customer experience across 

all touchpoints.

+3%
When issue is resolved 
by one agent instead of 

two or more

74% Phone calls remain the 
dominant method for 
contacting customer service

* Multiple responses allowed


