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GOV WEBSITES HOST ROUGHLY 10 BILLION VISITS ANNUALLY
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THE PROBLEM: WEBSITE CUSTOMER SATISFACTION REMAINS FLAT

CUSTOMER SATISFACTION
The likelihood that visitors will
e e e recommend federal government websites

also remains unchanged at 76, and the
likelihood that visitors will return to the
site is slipping, although the score of 80

2017 2018 2019 remains relatively strong.

Using a 0-100 scale

SEVEN ELEMENTS OF THE WEBSITE CUSTOMER EXPERIENCE
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DRIVER SCORES -
PEOPLE BROWSING VS. PEOPLE SEARCHING
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