
No, President Biden, We’re Not Your “Customers”

“Today,” the White House announced on December 13,  “the President is taking decisive
action to promote fiscal stewardship by improving the Government’s service delivery to its
customers, the American people.” Joe Biden’s latest executive order “includes 36 customer
experience (CX) improvement commitments across 17 Federal agencies.”

Portraying government as a business and you as its “customer” ranks right up there with
“the consent of the governed” on the list of fictions contrived to confer “legitimacy” on an
institution that does its best to run every aspect of your life, at your expense, whether you
consent or not.

Let’s have a look at some of the “customer experience improvements” on offer in the new
executive order.

First up, the Internal Revenue Service. Income tax filers, we’re told, “will save time by
having the option to schedule customer support call-backs,” and get “new online tools and
services to ease the payment of taxes.”

The IRS isn’t a store selling you a product or service. It’s a protection racket that takes
money from you whether you care to “do business” with it or not, on pain of fine or
imprisonment for declining. If this is “customer service,” so is a mugger assisting you in
getting your wallet out of your pants pocket.

How about the State Department? “Americans will be able to renew their passports
securely online, saving time from having to wait and the effort and cost required to print,
go to a post office, and use a paper check.”

You’re required to beg the government for permission to travel, and fork over a bribe to get
that permission, but hey, now you can beg and pay (the second time, anyway) online!
Wow, what a deal!

Some of these “customer service improvements” do run in the other direction,  making it
easier to request access to some of the money taken from you over the years with or
without your consent.

For example, online tools for collecting Social Security benefits that come nowhere close to
the return an indexed mutual fund would have provided had you been permitted to choose
your own retirement plan. You’re not Social Security’s “customer.” Customers get to
choose with whom they do business with and on what terms.

Some of these “customer service improvements” may be real experiential improvements
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for you over previous methods, but they don’t magically make you into a “customer.” They 
just make government’s constant victimization less unpleasant.


