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Booz Allen launched a public survey to 2,000 participants to 

understand citizen sentiments on government digital services 

and how those sentiments have evolved in light of COVID-19. 

7KH�ƫQGLQJV�KLJKOLJKW�NH\�RSSRUWXQLWLHV�IRU�IHGHUDO�DJHQFLHV�DV�

they carry out ambitious digital transformation agendas this year.

The research brief includes: 

COMPARISON OF SERVICES
Which services are most preferred for digital government interactions

KEY BARRIES TO DIGITAL ACCESS
What respondents have to say about perception and trust of digital government

THE IMPACT OF COVID-19
How behaviors and preferences have changed in response to the pandemic 

DEMOGRAPHICS TO ENGAGE
Which population segments are less engaged with online services

A DIGITAL FUTURE
:KDW�UHVSRQGHQWV�VD\�DERXW�WKH�FRQFHSW�RI�D�GLJLWDO�SURƫOH�LQ�WKH�IXWXUH

SUMM A RY
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Not All Service Is Equal Online

7KHUH�LV�PRUH�FRPIRUW�DFFHVVLQJ�JRYHUQPHQW�VHUYLFHV�RQOLQH�ZLWK�WDVNV�WKDW�DUH�
URXWLQH�DQG�IDPLOLDU�WR�WKHP��VXFK�DV�ƫOLQJ�IRU�VWXGHQW�ƫQDQFLDO�DLG��UHVSRQGLQJ�WR�
the census or paying for their taxes. When it comes to activities that are performed 
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Perception of Digital Government Services

Respondents are not convinced services will be better or faster online—when 
compared to services in person, on the phone, or by mail. And when comparing digital 
JRYHUQPHQW�WR�RWKHU�LQVWLWXWLRQV������RI�SDUWLFLSDQWV�VWDWHG�WKDW�WKH\�WUXVW�ƫQDQFLDO�
DQG�KHDOWKFDUH�LQVWLWXWLRQV�PRUH�WKDQ�JRYHUQPHQW�RUJDQL]DWLRQV�WR�NHHS�WKHLU�SHUVRQDO�
information private.

Thinking about why you would prefer not to access certain government services from the 
Internet, please indicate whether you agree or disagree with the following statement: 
“I think accessing services in person, on the phone, or by mail is faster.”

KE Y BARRIES TO DIGITAL ACCESS
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Two thirds (66%) of respondents 
ages 65+ trust both financial 
institutions and health care 
organizations to keep their 
personal information private, 
highest among age groups.

Six in ten (61%) adults agree that 
accessing services in person, on 
the phone, or by mail is faster than 
accessing from the Internet.
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KE Y BARRIES TO DIGITAL ACCESS
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How Demographics Impact Online Preferences 





BOOZALLEN.COM

About Booz Allen

For more than 100 years, military, 
government, and business leaders have 
turned to Booz Allen Hamilton to solve 
their most complex problems. As a 
FRQVXOWLQJ�ƫUP�ZLWK�H[SHUWV�LQ�DQDO\WLFV��
digital, engineering, and cyber, we help 
RUJDQL]DWLRQV�WUDQVIRUP��:H�DUH�D�NH\�
partner on some of the most innovative 
programs for governments worldwide and 
trusted by their most sensitive agencies. 
:H�ZRUN�VKRXOGHU�WR�VKRXOGHU�ZLWK�
FOLHQWV��XVLQJ�D�PLVVLRQ�ƫUVW�DSSURDFK�WR�
choose the right strategy and technology 
to help them realize their vision. With 
global headquarters in McLean, Virginia 
DQG�RƭFHV�ZRUOGZLGH��RXU�ƫUP�HPSOR\V�
nearly 27,200 people and had revenue of 
�����ELOOLRQ�IRU�WKH����PRQWKV�HQGLQJ�
0DUFK�����������7R�OHDUQ�PRUH��YLVLW�
BoozAllen.com. (NYSE: BAH)

For more information visit  
BoozAllen.com/digital
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