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Performance Measurement
 American Customer Satisfaction Index (ACSI)

measures customer satisfaction for just IRS.gov
 Identifies specific elements affecting customer satisfaction
 More accurate than focus groups
 More timely & cost effective than quantitative surveys

 ACSI - President’s Management Council standard
metric for measuring citizen satisfaction

 Needed for full compliance with the E-Gov Act of
2002

 Provided critical information for the recent site
redesign
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ACSI Scores
Overall ACSI Customer Satisfaction

score – 2006 is 72
4 points higher than 2004

Based on Rel 3.0 & Search Upgrade ,
the number of search page views has
decreased – resulting in users finding
information more readily & quickly.
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IRS.gov Redesigns

Key is constantly enhancing &
changing website to meet the needs of
taxpayers
Usability studies
Help Desk Feedback
Surveys & Focus Groups
Tax Forums
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IRS Digital Daily
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IRS.gov Rel 2.0
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Rel 3.0 -11-16-2005

New, easier role-based Navigation
Improved Search Engine & new features
New Portlet Features on Homepage
New IRS Ads on Homepage
Online Tools on Homepage highlights

useful taxpayer focused applications
Introduced “electronic IRS’
Fresh, clean design reduced site “clutter”
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New IRS.gov Home Page
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Successes

 Increased ACSI scores in overall satisfaction,
search, navigation & functionality

 Increased overall traffic (i.e., visits, total page views),
while a reduction in search page views

 Increased number of electronic filing

“The Internal Revenue Service announced today the
recently completed 2006 filing season set a series of
records, highlighted by 70 million tax returns being
filed electronically this year and home computer
usage jumping 18 percent. “  from IRS.gov website.
News Release: IR-2006-67, April 25, 2006
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Site Usage

0.74861,815,780855,454,572TOTAL
2.96199,375,385193,639,567April
0.76182,615,575181,234,361March
-3.17254,565,879262,910,739February
3.49225,258,941217,669,905January

Total Page
Views (TPV)

7.64125,263,228116,375,858TOTAL
8.1129,857,50427,618,106April
9.4728,834,49926,339,173March
2.9138,557,43237,466,564February

12.2728,013,79324,952,015January

Visits

% Diff2006 Tax Filing
Season

2005 Tax Filing
SeasonMonth
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IRS.gov Web Mgmt. Tools

Akamai service reduces the burden
on web servers & handles the
majority of the web traffic on IRS.gov

During the last days of 2006 filing
season, Akamai handled more than
90% of all web server hits & search
origin traffic.
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Akamai Peak Volume Day

22.66%3,2422,643
Peak Hits Per

Second

5.64%148,753,812140,818,402Hits

% DiffApril 17, 2006 *April 15, 2005

Akamai Peak Volume Day Comparison
between April 15, 2005 and April 17, 2006

* April 12, 2006 there were 65,063,027 Million Hits
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IRS.gov Web Mgmt. Tools
Webtrends – enables IRS to obtain detailed

analytics on IRS.gov web traffic

Maxamine – identifies web pages that are
slow to open because of large graphics,
broken links, and other quality related flaws

ComScore Media Metrix – measures online
media usage for home, and work and
provides complete online demographic
analysis


