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ACSI: U.S. Customer Satisfaction Stabilizes After Volatile Start to the Year

ANN ARBOR, Mich., (December 12, 2017) — The national level of customer satisfaction
stabilizes in the third quarter, according to the American Customer Satisfaction Index (ACSI®).
Overall U.S. customer satisfaction is steady at an ACSI score of 76.7 (on a 0-100 scale)
following recent periods of both sustained decline and improvement.
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While customer satisfaction grew consistently throughout 2016, this year has been volatile, with
ACSI up in the first quarter, down in the second, and now flat in the third. For a long period after
the Great Recession, consumer spending growth was positive but weak, and so was ACSI
growth. By the end of 2013, consumer spending rebounded strongly, causing service and quality
glitches and a decline in customer satisfaction. But the pent-up demand was so strong that a
decline in customer satisfaction had little impact on demand. As the pace of spending growth
slowed, customer satisfaction recovered.

For the U.S. economy to be strong, consumer spending — which accounts for two-thirds of the
GDP — needs to be strong as well. Greater customer satisfaction last year did not translate to
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rapid contemporaneous economic growth, but seems to be paying dividends for the economy this
year. GDP growth topped the 3.0 percent mark in both the second and third quarters of 2017 — a
first since the middle of 2014.

The growth in consumer spending, however, is still not robust enough to sustain the kind of GDP
growth needed to make the recently passed tax plan revenue neutral. Further, much of the
increase in consumer spending has been financed by debt. As it surpassed 13 trillion dollars,
household debt is now higher than it was in 2009.

In large measure, household willingness to take on more debt for consumption is due to low
wage growth coupled with high customer satisfaction and confidence. Yet, the economy is more
solid than it was before the recession, with lower debt as a share of economic output.
Nevertheless, demand is still not strong enough to propel much more GDP growth.

What’s needed are additional household discretionary income and continued high levels of both
customer satisfaction and confidence. Employment is about as robust as it can be, but without
better wage growth, there is a risk of even more household debt and subsequent delinquencies,
especially since a fair number of the loans are subprime.

Follow the ACSI on Twitter at @theACSI and Like us on Facebook.

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

About ACSI

The American Customer Satisfaction Index (ACSI®) is a national economic indicator of
customer evaluations of the quality of products and services available to household consumers in
the United States. The ACSI uses data from interviews with roughly 180,000 customers annually
as inputs to an econometric model for analyzing customer satisfaction with more than 300
companies in 43 industries and 10 economic sectors, including various services of federal and
local government agencies.

ACSI results are released throughout the year, with all measures reported on a scale of 0 to 100.
ACSI data have proven to be strongly related to several essential indicators of micro and
macroeconomic performance. For example, firms with higher levels of customer satisfaction
tend to have higher earnings and stock returns relative to competitors. Stock portfolios based on
companies that show strong performance in ACSI deliver excess returns in up markets as well as
down markets. At the macro level, customer satisfaction has been shown to be predictive of both
consumer spending and GDP growth.

ACSI and its logo are Registered Marks of the University of Michigan, licensed worldwide
exclusively to American Customer Satisfaction Index LLC with the right to sublicense.
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