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WEBSITES ARE A CRITICAL TOUCHPOINT FOR FEDERAL AGENCIES

view websites as
the primary way
they interact
with agencies

THE CHALLENGE: DELIVERING A SATISFYING VISITOR EXPERIENCE
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CONSEQUENTLY SATISFACTION, RETURN, AND RECOMMEND ARE FLAT
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Using a 0-100 scale

THREE WAYS TO IMPROVE GOVERNMENT WEBSITE PERFORMANCE

OF VISITORS BROWSE
FOR GENERAL INFORMATION

45%

BETTER WAYFINDING WILL IMPROVE VISITOR EXPERIENCE

Website Driver Scores

of those looking for
contact information
could not find it.

Content Functionality = Look and Feel Search Navigation
Browsing for
general info
tooking for 77 74 73 72 71

something specific

PIMZEFORMOBLE

MEANWHILE, MOBILE NAVIGATION

MOBILE INTERNET ACCESS IS GROWING & SEARCH SCORES ARE FALLING
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AGENCIES SHOULD OFFER CUSTOMER SERVICE CHAT ON THEIR WEBSITES

50% say the agency we

51%

of those who contact customer
service first try to resolve their
issue using the agency website

Of that 50%

82% say they attempted to use the cha

BETTER WEBSITE SELF-SERVICE CAN REDUCE CALL VOLUME—
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Source: CFl Government Websites As founding partner of the American Customer Satisfaction Index (ACSI), CFl Group provides

customer insights using patented technology and over 30 years of expertise.
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