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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®) encompass customer satisfaction benchmarks for three insurance industries: 

health, life, and property and casualty. In addition to measuring satisfaction, the ACSI captures 

consumer opinions about critical elements of the customer experience, tailored specifically to 

each insurance industry. The study also provides satisfaction benchmarks for the Health Care 

and Social Assistance sector, including hospitals and nonhospital care.

The ACSI Insurance and Health Care Study 2021-2022 is based on interviews with 12,841 

customers, chosen at random and contacted via email between October 2021 and September 

2022. Customers are asked to evaluate their recent experiences with products and services 

provided by the largest firms in terms of market share, plus an aggregate category consisting 

of “all other”—and thus smaller—companies in each industry. For health care, results are 

aggregated at the industry level.
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0.0

AMERICAN CUSTOMER SATISFACTION INDEX: 

PROPERTY & CASUALTY INSURANCE

COMPANY 

Property & Casualty Insurance

State Farm

American Family

Liberty Mutual

All Others

Allstate

Travelers

Geico

Nationwide

Progressive

Farmers

2021

78

79

77

77

78

77

75

79

77

76

75

2022

78

80

79

79

78

78

78

77
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76

75

% CHANGE
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2022               2021

PROPERTY & CASUALTY INSURANCE
Customer Experience Benchmarks

Year-Over-Year Industry Trends

Quality of mobile app

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

Website satisfaction

Call center satisfaction

Courtesy and helpfulness of representative/agent 
(policy purchase or renewal, insurance questions)

Variety of coverage options

Courtesy and helpfulness of representative/agent
(claims handling)

Ease of understanding billing statement

Speed of most recent claim processing
and completion

Availability and range of policy
 discounts and rewards 

82

80

80

75

78

77

83

50        55        60        65        70        75        80        85        90
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AMERICAN CUSTOMER SATISFACTION INDEX: 

LIFE INSURANCE

COMPANY 

Life Insurance

New York Life

MetLife

AIG

Nationwide

All Others

MassMutual

Prudential

State Farm

Lincoln Financial

Northwestern Mutual

John Hancock

Primerica

2021

78

76

77

NM

NM

79

NM

75

79

77

75

NM

72

2022

78

83

80

79

79

78

78

78

78

77

77

75

74

% CHANGE

0%

9%

4%

NA

NA

-1%

NA

4%

-1%

0%

3%

NA

3%

© 2022 American Customer Satisfaction Index LLC. All rights reserved.0-100 Scale

NM = Not Measured

NA = Not Available

Life Insurance

2022               2021

LIFE INSURANCE
Customer Experience Benchmarks

Year-Over-Year Industry Trends

Quality of mobile app

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

Website satisfaction

Courtesy and helpfulness of representative/agent 
(policy purchase, insurance questions)

Speed and effi ciency of policy approval

Variety of policy options

Ease of understanding premium calculation 

Availability and range of policy discounts
 (good health, bundling with other 

types of insurance policies)

81

79

79

76

77

76

81

50        55        60        65        70        75        80        85        90
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Health Insurance

AMERICAN CUSTOMER SATISFACTION INDEX: 

HEALTH INSURANCE

COMPANY 

Health Insurance

Humana

UnitedHealth 

Aetna (CVS Health)

Blue Cross Blue Shield

Kaiser Permanente

All Others

Centene

Cigna

2021

73

74

74

73

75

75

73

72

68

2022

73

77

75

74

73

73

72

72

71

% CHANGE

0%

4%
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-3%

-1%

0%

4%

© 2022 American Customer Satisfaction Index LLC. All rights reserved.0-100 Scale

http://www.theacsi.org
mailto:Info%40theacsi.org?subject=


ACSI®

ACSI Insurance and Health Care Study 2021-2022

WWW.THEACSI.ORG     INFO@THEACSI.ORG     © 2022 AMERICAN CUSTOMER SATISFACTION INDEX LLC. ALL RIGHTS RESERVED.                    5

2022               2021

HEALTH INSURANCE

Customer Experience Benchmarks

Year-Over-Year Industry Trends

Quality of mobile app

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

Access to primary care doctors

Website satisfaction

Access to specialty care doctors  and hospitals

Coverage of standard medical services
(offi ce visits, tests, procedures)

Prescription drug coverage

Ease of submitting a claim

Ease of understanding insurance statements

Timeliness of claims processing

Call center satisfaction 

Range of plans available

77

77

76

75

76

75

80

50        55        60        65        70        75        80        85        90
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AMERICAN CUSTOMER SATISFACTION INDEX: 

HEALTH CARE & SOCIAL ASSISTANCE

INDUSTRY 

Nonhospital Care

Hospitals

2021

73

69

2022

73

71

% CHANGE

0%

3%
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2021                2022 

HOSPITALS
Patient Care Benchmarks

Year-Over-Year Industry Trends
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Outpatient Care

74

77

Inpatient Care

70

74

Emergency Room
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CUSTOMER SATISFACTION BENCHMARKS BY INDUSTRY

Food Manufacturing

Full-Service Restaurants

Televisions

Breweries

Cell Phones

Household Appliances

Personal Care & Cleaning Products

Personal Computers 

Apparel

Athletic Shoes

Banks

Computer Software

Financial Advisors 

Life Insurance

Online Investment

Property & Casualty Insurance

Soft Drinks

Automobiles

Online Retailers

Specialty Retailers

Credit Unions

Drugstores

Fast Food Restaurants

Supermarkets

Airlines

Car Rentals

General Merchandise Retailers

Online Travel Agencies

Search Engines & Information

Consumer Shipping

Video Streaming Service

Cooperative Energy Utilities

Health Insurance

Municipal Energy Utilities

Nonhospital Care

Online News & Opinion

Wireless Phone Service

Investor-Owned Energy Utilities

Hospitals 

Hotels

Social Media

Landline Phone Service

U.S. Postal Service

Gas Stations

Video-on-Demand Service

Subscription TV Service

Internet Service Providers

79

78

78
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78

78

79

79

78
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79
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71

72

70

68

64

66

71
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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.

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

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.
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