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Summary

Average customer experience (CX) quality in the US declined for an unprecedented 

third year in a row and now sits at an all-time low, according to Forrester’s Customer 

Experience Benchmark Survey. An unprecedented 39% of brands and 10 industry 

averages declined. What’s more, performance dropped in all three dimensions of CX 

quality — effectiveness, ease, and emotion. This report reveals the Customer 

Experience Index (CX Index™) scores of all 223 brands across 13 industries. CX 

leaders can use this report to inform their ongoing improvement efforts.
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Overall CX Quality Falls To An All-Time Low
CX quality in the US has fallen to its lowest point ever following a third consecutive year 

of decreases, according to Forrester’s CX Index. The average score dipped by a 

statistically significant 1.6 points — from 70.9 to 69.3 — on our 100-point scale (see 

Figure 1). Forrester’s CX Index methodology measures how well a brand’s CX 

strengthens the loyalty of its customers (see Figure 2). In 2024, we analyzed 98,363 

consumers’ perceptions of 223 brands across 13 industries. Our analysis of the data 

shows that:

• Declines at the brand level were broader and steeper than ever. An 

unprecedented 39% of brands significantly declined, compared to 17% in 2023. 

What’s worse, the average drop in 2024 was 3.9 points, which is slightly more than 

the previous record average decline of 3.6 points from 2023. Thirteen brands lost 

5 or more points. The result is another year of declines in the proportion of brands 

with CX Index scores in the good category and an increase in the proportion of 

those with scores in the OK and poor categories (see Figure 3).

• Industry-level declines were also broader and steeper than ever. Ten industry 

averages significantly declined, beating the previous record of eight set in 2022. 

Five industries dropped 2 or more points, compared to one in 2023. Four other 

industries dropped between 1 and 2 points. Only the airlines industry improved, 

moving back up to the OK category.

• Even elite brands struggled to maintain their status. Six of the 11 elite brands had 

flat scores and four had significant declines from 2023 (see Figure 4). Only one 

brand, Tesla, moved into elite status following a significant improvement in its CX 

Index score. These shifts reflect the challenges that even top brands faced in 

maintaining high CX this year.

• Effectiveness and ease hit new lows, while emotional quality languished. In 

2024, the average effectiveness of experiences fell by 4 percentage points — to 

64% — and the average ease fell by 3 percentage points — to 66%. Brands also 

struggled to connect emotionally. Elite brands evoke, on average, 25 positive 

emotions for each negative emotion — down from a 29:1 ratio in 2023. However, 

elite brands still evoke far more than the 3:1 ratio that the bottom 5% of brands do. 

Among customers of these brands, the most important positive emotions are 

feeling happy, valued, and appreciated (see Figure 5).
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Figure 1
The US CX Index™ Average Falls To Its Lowest Point Ever
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Figure 2
Forrester’s CX Index™ Measures CX Quality And Customer Loyalty
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Figure 3
The Proportion Of Poor And OK Scores Rose, While Good Scores Fell
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Figure 4
The Top 5% Of Brands In Forrester’s US CX Index™, 2024

Figure 5
The Top Positive And Negative Emotions That Have An Impact On Customer Loyalty
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How 223 US Brands Performed By Industry
Here are the 223 CX Index results for every brand in our study, organized by industry 

(see Figures 6 to 18). Use these tables to identify year-over-year brand, competitor, and 

industry score performance. The tables also inform whether an industry is delivering 

more or less differentiated experiences across brands, determined by the difference 

between the highest- and lowest-performing brands.

Figure 6
Forrester’s US CX Index™, 2024: Rankings Of Airlines
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Figure 7
Forrester’s US CX Index™, 2024: Rankings Of Auto/Home Insurers
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Figure 8
Forrester’s US CX Index™, 2024: Rankings Of Auto Manufacturers (Luxury)
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Figure 9
Forrester’s US CX Index™, 2024: Rankings Of Auto Manufacturers (Mass Market)
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Figure 10
Forrester’s US CX Index™, 2024: Rankings Of Banks (Direct)
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Figure 11
Forrester’s US CX Index™, 2024: Rankings Of Banks (Multichannel)
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Figure 12
Forrester’s US CX Index™, 2024: Rankings Of Credit Card Issuers
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Figure 13
Forrester’s US CX Index™, 2024: Rankings Of US Federal Government Agencies
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Figure 14
Forrester’s US CX Index™, 2024: Rankings Of Health Insurers
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Figure 15
Forrester’s US CX Index™, 2024: Rankings Of Hotels
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Figure 16
Forrester’s US CX Index™, 2024: Rankings Of Investment Firms
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Figure 17
Forrester’s US CX Index™, 2024: Rankings Of Retailers
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Figure 18
Forrester’s US CX Index™, 2024: Rankings Of Utilities
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Supplemental Material
Research Methodologies

Forrester’s Customer Experience Benchmark Survey, 2024

Forrester’s Customer Experience Benchmark Survey, 2023

The methodology for the Customer Experience Benchmark Survey has remained 

largely consistent from 2016 to 2024. If you have a question regarding the 

methodology of a previous year not linked above, please see this frequently asked 

questions report or contact your Data Partner for more information.
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We help business and technology leaders 

use customer obsession to accelerate 

growth.

Research

Accelerate your impact on the 

market with a proven path to 

growth.

• Customer and market 

dynamics

• Curated tools and 

frameworks

• Objective advice

• Hands-on guidance

Learn more.

Consulting

Implement modern strategies 

that align and empower teams.

• In-depth strategic 

projects

• Webinars, speeches, and 

workshops

• Custom content

Learn more.

Events

Develop fresh perspectives, 

draw inspiration from leaders, 

and network with peers.

• Thought leadership, 

frameworks, and models

• One-on-ones with peers 

and analysts

• In-person and virtual 

experiences

Learn more.

Obsessed With Customer Obsession

At Forrester, customer obsession is at the core of everything we do. We’re on 

your side and by your side to help you become more customer obsessed.
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Contact Forrester at www.forrester.com/contactus. For information on hard-copy or 

electronic reprints, please contact your Account Team or reprints@forrester.com. We offer 

quantity discounts and special pricing for academic and nonprofit institutions.
Forrester Research, Inc., 60 Acorn Park Drive, Cambridge, MA 02140 USA 
Tel: +1 617-613-6000 | Fax: +1 617-613-5000 | forrester.com
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