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CDC.gov Satisfaction Data 
American Customer Satisfaction Index 

2012 Satisfaction Report 
 
Summary:  
The following report includes satisfaction data from 42,908 users who responded 
to CDC.gov’s survey between January 1, 2012, and December 31, 2012.  During 
this timeframe, CDC received a satisfaction rating of 82 (on a scale of 100).  As 
such, CDC is classified as a “top performer” by the American Customer 
Satisfaction Index.  In Q4 of 2012: 
 CDC.gov received a satisfaction score of an 82, while the average for 

Federal websites was 75.   
 CDC.gov was ranked 3rd in customer satisfaction for all Federal 

Portals/Department Main Sites.  
 For the full Q4 report, visit: http://www.foresee.com/research-white-

papers/_downloads/acsi-egov-q4-2012-foresee.pdf 
 
Background:  
The American Customer Satisfaction Index (ACSI) is a satisfaction survey that uses 
a standard methodology to measure customer satisfaction with various elements 
of a website, including navigation, functionality, look and feel, search, 
performance, trust, etc.  The methodology allows us to compare CDC’s 
satisfaction data to over 100 federal government websites that are also using ACSI 
to measure citizen satisfaction. 
 
Report:  
The following report summarizes the demographic profiles of the visitors who 
responded to the survey.   
  



 

Source:  American Customer Satisfaction Index  
Note: The number of responses may vary for each question due to changes made to questions during the timeframe. 

CDC.gov Satisfaction Data 
January 1, 2012 – December 31, 2012 
Satisfaction = 82, N=42,908 

 

 
 

60

65

70

75

80

85

Q2
2004

Q4
2004

Q2
2005

Q4
2005

Q2
2006

Q4
2006

Q2
2007

Q4
2007

Q2
2008

Q4
2008

Q2
2009

Q4
2009

Q2
2010

Q4
2010

Q2
2011

Q4
2011

Q2
2012

Q4
2012

AC
SI

 S
at

is
fa

ct
io

n 
Sc

or
es

 

Comparison of CDC Satisfaction Scores  
to All Federal ACSI Satisfaction Scores 

CDC All Federal
Websites

CDC: 82 
All Federal Websites: 75 
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Snapshot of Key Demographics 
January 1, 2012 – December 31, 2012 

N=42,907 
 
From January 1, 2012 – December 31, 2012, 95,229 users were presented with the ACSI Survey.  Of 
those 43,137 (43%) took the survey.  
Role 
 Healthcare Providers:  23% 
 Individuals Interested in Health: 20% 
 Students: 14% 
 Educators: 10% 
 Public Health Professional: 9% 
 Scientist or Researcher: 6% 
 Other: 18% 

 
Users were primarily looking for: 
 Diseases and Conditions: 39%  
 General  Information: 21% 
 Data and Statistics: 16% 

 
Successfully find what they are looking for:  69% 
 
Frequent users:  50% 
 
Middle-aged, 35 – 64: 68% 
 
College degree:  78% 
 
Gender 
 Female: 68%  
 Male:  29%  
 Prefer not to answer: 3% 
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Child development
Food safety

Smoking and tobacco use
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Nutrition
BMI (Body Mass Index)

Vaccines & immunizations

Healthy Living– More specifically, 
what topic were you looking for? 

Jan. 1, 2012 – Dec. 31, 2012 
N=5,549 
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Traveler's Health – More specifically, 
what topic were you looking for? 

Jan. 1, 2012 – Dec. 31, 2012 
N=3,528 

11% 

2% 

3% 

3% 

5% 

6% 

10% 

12% 

14% 

33% 

Other, please specify:

Mass casualties

Recent outbreaks &
incidents

Radiation emergencies
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Other, please specify:
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Training Program

Global HIV/AIDS

Global immunizations
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Global Health– More specifically, 
what topic were you looking for? 
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Heat Stress/Cold Stress
Office environments
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Emergency responders

Respirators
Laboratory safety
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Blood bourne
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Workplace safety & prevention

Workplace Health – More specifically, 
what topic were you looking for? 
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Young adults
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Children
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Intimate partner violence
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Preventing injury &…

Concussion / brain injuries

Injury, Violence & Safety – More 
specifically, what topic were you 

looking for? 
Jan. 1, 2012 – Dec. 31, 2012 
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For my own health or my
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found today: 
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RSS Feeds
LinkedIn
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Twitter
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Online Videos
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Facebook
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Would you access information from CDC through other electronic channels or 
devices? (Please select all that apply): 
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9% 

26% 

30% 

Other

Instant message from someone

Message directly from CDC on Facebook or Twitter

Message or recommendation from a friend on Facebook…

CDC's mobile site

TV, radio, newspaper, or magazine advertising

Don't know

Advertisement on another website

Email updates from the agency

Word of mouth recommendation from someone I know

Website is bookmarked

Search engine results

Familiarity with site/agency

Which of the following sources drove you to visit the site today?   
January 1, 2012, – December 31,  2012 

N=42,906 
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0% 
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20% 
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Other, please specify:
CDC Employee, staff, or contractor

Law enforcement
Grantee

Policy maker, legislator
Business manager

Journalist or member of the media
Emergency responder

Safety advisor
Traveler

Scientist or researcher
Public health agency employee or public health professional

Educator, teacher or trainer
Student

Individual interested in health
Healthcare provider

Role 
January 1, 2012, – December 31,  2012 

N=42,907 
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18% 

2% 

3% 

3% 

22% 
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Other type of healthcare
provider, please specify:

Physician's assistant

Pharmacist or
pharmaceutical

assistant

Physician, primarily
conducting research

projects

Physician, actively
seeing patients at least

2 days a week

Nurse or nurse
practitioner

Health Care Provider Type 
January 1, 2021 - December 31, 2012 

N=9,656 

30% 

2% 

8% 

9% 

12% 

39% 

Other, please
specify

Research
institution

Not-for-profit

Large medical
practice

Small medical
practice

Hospital

Health Care Provider Location 
January 1, 2012 - December 31, 2012 

N=9,657 

• ASC 
• College or 

School 
• Health Dept. 
• Home 

Health 
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Note: The number of responses may vary for each question due to changes made to questions during the timeframe. 

  

  
 

3% 

19% 
28% 

40% 

8% 
2% 

19 or
under

20-34
years
old

35-49
years
old

50-64
years
old

65 or
older

Prefer
not to

answer

Age 
Jan. 1, 2012 – Dec. 31, 2012 

N=42,907 

5% 
14% 

34% 

44% 

3% 

High
School or

Less

Some
College

College
Degree

Advanced
Degree

Prefer not
to answer

Education 
Jan. 1, 2012 – Dec. 31, 2012 

N=42,907 

23% 

5% 

5% 

6% 

10% 

17% 

17% 

17% 

Other, please specify:

Research scientist

Health communicator

Administrative staff

Management

Public health advocate

Epidemiologist

Health educator

Public Health Provider Type 
January 1, 2012 - December 31, 2012 

N=3,677 

10% 

1% 

1% 

9% 

9% 

12% 

28% 

30% 

Other, please specify:

Tribal public health agency

Territorial public health
agency

Public or commercial
sector

Federal public health
agency

Not-for-profit

State public health agency

Local public health agency

Public Health Provider Location 
January 1, 2012 - December 31, 2012 

N=3,678 


