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American Customer
Satisfaction Index

Customer satisfaction is a driving force that impacts the financial outlook of individual firms and
the health of the U.S. economy at large. New results from the American Customer Satisfaction
Index (ACSI®) provide customer satisfaction benchmarks for three manufacturing/durable
goods industries: personal computers, major household appliances, and televisions. The study
also includes benchmarks for the computer software industry. In addition, the ACSI captures
consumer opinions about critical elements of the customer experience, tailored specifically to
individual industries.

The ACSI Household Appliance and Electronics Study 2021-2022 is based on interviews
with 9,271 customers, chosen at random and contacted via email between July 2021 and

June 2022 with the exception of televisions (collected April-July 2022). Customers are asked

to evaluate their experiences with recently purchased products of the largest manufacturers in
terms of market share, plus an aggregate category consisting of “all other”—and thus smaller—
companies in these industries.

Personal Computers

AMERICAN CUSTOMER SATISFACTION INDEX:

PERSONAL COMPUTERS
COMPANY . 2022 %CHANGE
Personal Computers 79 79 0%
Apple 82 82 0%
Samsung 79 81 3%
Acer 79 79 0%
Amazon 74 79 7%
Asus 77 79 3%
Dell 78 79 1%
Lenovo 78 79 1%
HP 80 78 -3%
All Others 74 77 4%
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PERSONAL COMPUTERS

Customer Satisfaction by Device Type

Percentage of ACSI Score Percentage of ACSI Score
Survey Respondents Survey Respondents
Desktop 24% 78 20% 80
Laptop 62% 78 64% 79
Tablet 14% 76 16% 79
0-100 Scale © 2022 American Customer Satisfaction Index. All Rights Reserved.

PERSONAL COMPUTERS

Customer Experience Benchmarks
Year-Over-Year Industry Trends

H 2022 2021
! ’ ; I 84
Website satisfaction 82
. ! I S 3
Call center satisfaction 77
Design (size, visual appeal) 823

Ability to keep system crashes to a minimurm e — 81

Availability of software or apps

Ease of operation (navigation, settings, GGG S 1

touchscreen, mouse) 80
; ; I 81
Graphics and sound quality 80

Availability of accessories (chargers, adapters,
printers, game controllers, headphones, I 30

cases, covers)

Processor speed 80

Features (operating system, preloaded software or G 79
apps, memory, data storage) 79
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PERSONAL COMPUTERS

2022 Customer Experience Benchmarks by Device Type

B Desktop [l Laptop Tablet

Design (size, visual appeal) I 33

Graphics and sound quality I S 1

Ability to keep system crashes to a minimum I S0

Availability of accessories (chargers, adapters, e 82
printers, game controllers, headphones, I S0
cases, covers) 78

Availability of software or apps I S 1

Ease of operation (navigation, settings, I 82
touchscreen, mouse) a1

Processor speed I 80

Features (operating system, preloaded software or ~EEEE— 82
apps, memory, data storage) 79
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Computer Software

AMERICAN CUSTOMER SATISFACTION INDEX:
COMPUTER SOFTWARE

COMPANY . 2022 | %CHANGE
Computer Software 77 78 1%
All Others 77 79 3%
Microsoft 76 73 -4%
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Household Appliances

AMERICAN CUSTOMER SATISFACTION INDEX:

HOUSEHOLD APPLIANCES

COMPANY

Household Appliances
LG

All Others

Electrolux

Haier*

Samsung

Whirlpool

Bosch

*Includes GE, Haier, and Hotpoint brands.
0-100 Scale

2022 % CHANGE
78 79 1%
79 81 3%
79 79 0%
78 79 1%
78 79 1%
80 79 -1%
77 79 3%
74 75 1%
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HOUSEHOLD APPLIANCES

Customer Satisfaction by Appliance Type
Best in Class 2022

APPLIANCE TYPE COMPANY
Dryer LG
Microwave Whirlpool
Oven LG
Washer Haier*
Samsung
Refrigerator LG
Dishwasher LG

*Includes GE, Haier, and Hotpoint brands.
0-100 Scale

84
82
82
81
81
80
79
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HOUSEHOLD APPLIANCES

Customer Experience Benchmarks
Year-Over-Year Industry Trends

B 2022 2021

i ____________________________|
Durability 82

Exterior design (color, styling, finish) 81

Quality of mobile app —78 82

Reliability of mobile app T S
(minimal down time, crashes, lags) 79

Website satisfaction N 51
Courtesy and helpfulness of service technician 75

Warranty coverage 78

I 77

Outcome of the service repair 74

Timeliness of the service repair _74 77

I 7 6

Ease of arranging service 73
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Televisions

AMERICAN CUSTOMER SATISFACTION INDEX:

TELEVISIONS

COMPANY

Televisions 80
Samsung 83
LG 80
TCL 80
All Others 79
Hisense 79
Sony 79
Vizio 77

*Results based on data collected April-July 2022.
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TELEVISIONS

Screen size

Image quality

Ease of initial setup (plug and play)

Quality of mobile app

Connectivity (USB and HDMI ports, Bluetooth)
Durability

Ease of using menus

Exterior design (color, styling, finish)

Internal configuration options (contrast
and resolution)

Website satisfaction
Ease of using remote
Energy efficiency

QOutcome of the service repair

Reliability of mobile app (minimal down time,
crashes, lags)

Sound quality

Ease of arranging service

Courtesy and helpfulness of service technician
Warranty coverage

Timeliness of the service repair

*Results based on data collected April-July 2022.
0-100 Scale

2022 Customer Experience Benchmarks*

I S5

. ______________________________________________Ju

I S 3

I 33

82
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I 3 1

I 3 1

I 3 1

I 3 1

I 3 1

I 30

I 7 8

I 7 8
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CUSTOMER SATISFACTION BENCHMARKS BY INDUSTRY

Food Manufacturing [ 80
Full-Service Restaurants [ 8o
Televisions NN 30
Breweries I 79
Cell Phones [ 79
Household Appliances GGG 7°
Personal Care & Cleaning Products [ 79
Personal Computers GGG /9
Apparel I 78
Athletic Shoes [ 78
Banks I 73
Computer Software [IIIIIEIEGGNGGNGNN 78
Financial Advisors I 78
Life Insurance [ 78
Online Investment [T 78
Property & Casualty Insurance i 78
Soft Drinks I 78
Automobiles I——— 77
Online Retailers [ 77
Specialty Retailers [ 77
Credit Unions I 76
Drugstores I 76
Fast Food Restaurants [ 76
Supermarkets ™ 76
Airlines I 75
Car Rentals [ 75
General Merchandise Retailers I 75
Online Travel Agencies I 75
Search Engines & Information [ 75
Consumer Shipping [ 74
Video Streaming Service i 74
Ambulatory Care [ 73
Cooperative Energy Utilities I 73
Health Insurance I 73
Municipal Energy Utilities I 73
Online News & Opinion [ 73
Wireless Phone Service i 73
Investor-Owned Energy Utilities i 72
Hotels [ 71
Social Media I 71
Landline Phone Service i 70
U.S. Postal Service [ 70
Hospitals I 69
Gas Stations I 68
Video-on-Demand Service [l 68
Subscription TV Service i 66
Internet Service Providers [ 64
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ACSI survey data are used as inputs to the Index’s cause-and-effect econometric model,

which estimates customer satisfaction as the result of the survey-measured inputs of customer
expectations, perceptions of quality, and perceptions of value. The ACSI model, in turn, links
customer satisfaction with the survey-measured outcomes of customer complaints and customer
loyalty. ACSI clients receive confidential industry-competitive and best-in-class data on all
modeled variables and customer experience benchmarks.

ACSI and its logo are Registered Marks of American Customer Satisfaction Index LLC.

No advertising or other promotional use can be made of the data and information in
this study without the express prior written consent of ACSI LLC.
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