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• Nonpartisan organization, conducts 
public opinion polling and social science 
research on key issues, providing 
objective data to inform public 
discourse and policymaking. Does not 
take policy positions.

• Public Trust in Government: 1958-2024.
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Pew Data
Public Trust in Government: 
1958-2024. 
• Trust in the federal government 

peaked in the late 1950s and 
1960s.

• Today, only 20% of Americans trust 
the government most of the time.

• Mistrust is particularly prevalent 
among younger generations and 
underserved communities.
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Demographic 
Breakdown

• Younger generations, 
racial minorities, and 
lower-income groups 
report lower trust levels.

• These trends highlight 
the importance of 
addressing inequality and 
systemic injustice. 
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Nonpartisan nonprofit focused on improving 
the effectiveness of the U.S. federal 
government through leadership development, 
workforce engagement, and promoting 
innovation in public service.

• The State of Public Trust in Government 2024.
• The State of Public Trust in Government 2023.
• Trust in Government: A Close Look at Public 

Perceptions of the Federal Government and Its 
Employees (2022).
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The State of Public Trust 
in Government 2024.

• Federal employees are trusted 
more than the government 
itself.

• Underserved communities 
often feel government services 
do not reflect their needs.

• This perception deepens 
mistrust.
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Trust Declines in 
Underserved Communities
• Trust in the federal government 

significantly declined in 2024, especially 
among underserved communities.

• Hispanic/Latino: Trust fell from 45% in 
2022 to 23% in 2024.

• Black/African American: Trust dropped 
from 37% to 30%.

• Young adults (18-34) saw a 50% decline 
in trust.
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Positive Service Interactions

• Despite low trust overall, many 
report positive interactions with 
federal services.

• Medicare and Passport Services: 
Over 70% satisfaction.

• Federal Student Aid: 50% 
dissatisfaction, especially 
impacting low-income and 
minority students.
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Key Takeaways
• Declining Trust: Public trust in the federal government dropped to 23% in 

2024 (from 35% in 2022).
• Support for Civil Service: 90% back a nonpartisan, merit-based civil service 

for an effective democracy.
• Erosion in Underserved Groups: Trust is eroding quickly among Hispanic, 

Black, and young adult populations.
• Effective Services Matter: Satisfaction with Medicare and passport services 

shows that strong service delivery can rebuild trust.
• Need for Reform: Accountability and targeted reforms for underserved 

groups are critical to restoring trust. 
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Deloitte Center for Government  Insights
• Conducts research to help government agencies 

solve complex problems and enhance service 
delivery.  

• Offers insights through reports, forums, and 
immersive workshops. Focuses on driving 
government innovation.  

• Covers topics like technology adoption, digital 
transformation, workforce development, and 
infrastructure.  Aims to inspire solutions that make 
government more efficient and responsive to 
citizens. 

• Report: Rebuilding Trust in Government: Four 
Signals That Can Help Improve Citizen Trust and 
Engagement.
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Rebuilding Trust in Government: Four Signals That Can 
Help Improve Citizen Trust and Engagement

• Transparency: Citizens need to see 
how decisions are made.

• Service Delivery: Improve ease of 
interaction with the government.

• Engagement: Governments must 
actively connect with communities.

• Accountability: Implement 
mechanisms for feedback and 
corrections.



Depository Library Council Meeting | October 21 – 23, 2024

Misinformation vs. Disinformation
• Misinformation: False or misleading information shared without 

intent to deceive.

• Disinformation: False information intentionally created or shared to 
mislead or manipulate.

• Key difference: Intent behind the spread of false information.

See American Psychological Association  “Misinformation and disinformation,” https://www.apa.org/topics/journalism-facts/misinformation-disinformation.

https://www.apa.org/topics/journalism-facts/misinformation-disinformation
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Impact of Misinformation
• Underserved populations can be 

vulnerable due to limited access to 
reliable information sources.

• Barriers like education gaps, digital 
divides, and resource scarcity 
amplify exposure.

• Misinformation: Can lead to poor 
decisions (e.g., health choices, 
voting, public services). 
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Disinformation’s Targeted Harm
• Disinformation: Often targeted, 

exploiting fears and mistrust.

• Undermines trust in institutions 
and public services.

• Deepens social and economic 
inequalities, reinforcing cycles of 
poverty and marginalization.



Depository Library Council Meeting | October 21 – 23, 2024

Impact of Mis-/Disinformation 
on Hurricane Relief
• Misinformation about FEMA's response to 

Hurricanes Helene and Milton.

• False claims (e.g., aid funds diverted) damage 
trust in relief efforts.

• Conspiracy theories create fear and confusion, 
making people hesitant to seek help.

• Misinformation demoralizes first responders 
and hinders disaster recovery efforts.
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FEMA's Effort to Combat Misinformation
• Launched webpage to counter 

rumors and false claims.

• Addresses key falsehoods about 
funding and assistance.

• Encourages reliance on trusted 
sources for accurate 
information.
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The Role of Depository Libraries in Promoting 
Accessible Data and Combatting Misinformation

• Depository Libraries act as trusted sources for accurate government information.

• Ensure accessibility and clarity of complex data for underserved communities.

• Provide programs on government topics or resources that explain government 
information. 

• Present information in a way that is relevant, understandable, and tailored to 
community needs.

• Help combat misinformation by making accurate data widely available and 
understandable.
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Improving Customer Experience in Federal Services  

The White House’s “Putting the Public First” initiative focuses on 
improving customer experience.

• Executive Order 14058 signed by President Biden (Dec. 2021).

• Aim: Modernize service delivery across government agencies.

• Centered around improving accessibility, transparency, and efficiency. 
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Exec. Order No. 14058: Key Initiatives and Goals

Key Initiatives:
• 36 specific improvements across 17 agencies.
• Simplified access to Social Security, student loans, disaster relief, etc.
• Enhanced digital platforms for better interaction with services (e.g., 

online tax filing, healthcare, passports).

Goals:
• Rebuild public trust by reducing bureaucratic delays.
• Streamline service delivery to meet citizen expectations.
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High Impact Service Providers (HISP) 
The HISP Program works to improve service delivery in areas such as healthcare and 
education.

• Definition: High Impact Service Providers (HISPs) deliver high-volume services directly to 
the public.

• Objective: Improve public trust by enhancing customer experience in key service areas.

• Executive Order Goal: Transform service delivery for easier and more transparent access.

• Importance: HISPs engage citizens at key life moments, shaping public perception of 
government effectiveness.
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HISP: Key Responsibilities & Strategies
• Track performance and improve 

services.
• Use technology to streamline 

delivery.
• Collect public feedback.
• Collaborate across agencies.

Accessible Platforms: In-person, 
online, and mobile.

Equity: Focus on access for 
underserved communities.
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Call to Action

• Libraries can help rebuild trust by promoting information literacy.

• Engage with underserved communities to make information 
accessible.

• Fight misinformation by being a reliable source of government data.



Depository Library Council Meeting | October 21 – 23, 2024

Amanda Dunn
Program Planner
Programs, Strategy, and Technology
Government Publishing Office



Depository Library Council Meeting | October 21 – 23, 2024

U.S. Government Publishing Office
Publish trusted 
information for 
the Federal 
Government to 
the American 
people

PST
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Expectations for Digital Information
• Government information 

is expected to be electronic.
• Digital information needs to be 

authentic and trustworthy.
• Digital information needs to be 

immediately available for access.
• Information needs to be 

preserved, making it available for 
generations to come.
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GovInfo and Measures to Instill Trust
• Chain of custody

• Commitment to preservation and 
assessment

• Transparency, evidence, and 
communication
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Public Website and API

combines extensive metadata,
robust search, and modern design

Content Management System

manages digital content to ensure 
authenticity and integrity

Preservation Repository

follows preservation standards  
enabling access to digital content

GovInfo
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Chain of Custody
Digital object management 
using the OAIS Reference 
model (ISO 14721)
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Chain of Custody
• PREMIS XML – records the 

provenance of significant 
events for all content as 
metadata

• SHA-256 Cryptographic 
Hash – value is recorded in 
metadata and used to detect 
changes to content files
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Preservation and Assessment
• METS XML – describes the 

structure of the object

• MODS XML – describes the 
object

• PREMIS XML – records the 
provenance of the object

MODs

METs
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Preservation and Assessment
• ISO 16363 Trustworthy Digital 

Repository certification and 
annual audit

• CoreTrustSeal certification
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Transparency, Evidence, and Communication

• Digital signatures on PDF 
documents

• Metadata

• Fixity checks

“GPO…attests 
that this document 
has not been altered 

since it was 
disseminated by...GPO”
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Transparency, Evidence, and Communication
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Transparency, Evidence, and Communication

• GovInfo Release Notes

• GovInfo Help information

• GovInfo GitHub presence

• askGPO

• Stakeholder engagement
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Trustworthy Digital Repository
GovInfo is an ISO 16363 
certified Trustworthy Digital 
Repository that ensures free 
online access to current and 
historical Government 
information from all three 
branches today and into the 
future
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