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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).

© 2024 Forrester Research, Inc. All trademarks are property of their respective owners.
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Figure 1
The US CX Index™ Average Falls To Its Lowest Point Ever

/\\/ Arrows show statistically significant difference from previous year
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Note: This graph depicts a portion of all possible scores, which are on a 100-point scale. This is to better show the change in CX, as a 1-point change
in Customer Experience Index (CX Index™) score can mean huge revenue gains or losses for a brand.

Base: 85,073 to 122,500 US online adults who interacted with a specified brand in the past 12 months; base sizes vary by year

Source: Forrester's Customer Experience Benchmark Surveys, 2016 to 2024
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Figure 2
Forrester’s CX Index™ Measures CX Quality And Customer Loyalty
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Forrester’s Customer Experience Index (CX Index™) score measures how successfully a
company delivers customer experiences that create and sustain loyalty

Coxquaity

Effectiveness
How effective was the brand at

Customer loyalty

Retention
How likely is the customer to stay

meeting customer needs? FORRESTER’S with the brand?

Ease _ . CX I N DEX Enrichment

How e?asy was it to work with the SCORE How likely is the customer to buy
brand? additional products and services?
Emotion Advocacy

How did interacting with the brand How likely is the customer to
make the customer feel? recommend the brand?

Note: In measuring the quality of customer experiences with government agencies/departments and with utilities, the CX
Index examines loyalty in terms of customers’ compliance, the likelihood of following the organization’s advice; expansion,
the likelihood of engaging with the organization when it’s not required; and advocacy, the likelihood of speaking positively
about the organization to other people.
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Figure 3
The Proportion Of Poor And OK Scores Rose, While Good Scores Fell

The distribution of US CX Index scores, 2023 to 2024
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Note: This graph only displays data for brands included in the Customer Experience Index (CX Index™) in both 2023 and 2024 to provide

consistent trending.
Base: 96,134 (2023) and 98,363 (2024) US online consumers (18+) who interacted with a specific brand in the past 12 months

Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
© Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.
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Figure 4
The Top 5% Of Brands In Forrester’s US CX Index™, 2024

/\V Arrows show statistically significant difference from previous year

Score
Overall
rank Brands 2023 2024 Industry
Chewy.com* 842 N/ 812 Retailers
Navy Federal Credit Union* 825 \/ 803 Banks (multichannel)
_ USAA* 80.4 79.5 Credit card issuers
Tesla 761 /N 789 Auto manufacturers (mass market)
H-E-B* 813 N 786 Retailers
6 Lincoln* 79.5 78.5 Auto manufacturers (luxury)
7 Navy Federal Credit Union 777 78.3 Credit card issuers
“ Zappos.com 78.3 78.0 Retailers
“ Etsy* 805 W 776 Retailers
n Edward Jones 778 775 Investment firms
n Subaru 76.6 77.2 Auto manufacturers (mass market)

Base: 668 to 978 US online adults (18+) who interacted with a specific brand within the past 12 months; base sizes vary by brand
Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024
*Returning CX elite from previous year

© Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.

Figure 5
The Top Positive And Negative Emotions That Have An Impact On Customer Loyalty

Positive emotions Negative emotions
Happy Frustrated

Valued Annoyed

Appreciated Disappointed
Respected Unappreciated
Confident Angered

Note: Emotions are in order of effect on CX.
Base: 98,363 US online adults who interacted with a specified brand in the past 12 months
Source: Forrester’'s Customer Experience Benchmark Survey, 2024

© Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.

© 2024 Forrester Research, Inc. All trademarks are property of their respective owners.
For more information, see the Citation Policy, contact citations@forrester.com, or call +1 866-367-7378.


https://go.forrester.com/policies/citations-policy/
mailto:citations@forrester.com

Forrester Report Copy Prepared Exclusively For Caroline Leonard With Cyara. Distribution and reproduction are prohibited.

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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Airlines
/\\/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
Delta Air Lines 65.6 AN\ 68.6
Southwest Airlines 64.9 671
JetBlue Airways 64.1 66.4
Industry average 63.6 A 65.6
American Airlines 62.1 63.3
United Airlines 613 62.4

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 741 to 3,864 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 7
Forrester’s US CX Index™, 2024: Rankings Of Auto/Home Insurers
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Auto/home insurers
/\\/ Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Erie Insurance 76.3 761
USAA 79.8 vV 759
State Farm Insurance 781 \V4 73.2
AAA 74.2 72.3
American Family Insurance 751 AV 4 71.0
Nationwide Mutual Insurance 7.5 70.2
Chubb N/A 701
Industry average 74.0 \V4 70.0
The Hartford 76.2 v 69.3
Allstate 722 \Y4 69.1
Progressive 71.8 \V4 68.6
Auto-Owners Insurance 72.4 \V4 68.3
GEICO 70.9 VvV  68.0
Safeco Insurance 73.8 VvV 671
Farmers Insurance 74.3 v 6741
Travelers 72.4 VvV 670
Liberty Mutual Insurance 72.2 v 66.0

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 660 to 11,824 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 8
Forrester’s US CX Index™, 2024: Rankings Of Auto Manufacturers (Luxury)
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Auto manufacturers (luxury) @
/\V/ Arrows show statistically significant difference from previous year
SCORE
BRAND 2023 2024
Lincoln 79.5 78.5
Volvo 76.7 76.4
Infiniti 78.6 v 76.4
Lexus 79.7 v 76.3
75.2 76.0

Mercedes-Benz

Industry average 76.1 V 754

Audi 75.8 74.8
BMW 75.5 741
Acura 731 741
Cadillac 703 69.9

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 789 to 7,701 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 9
Forrester’s US CX Index™, 2024: Rankings Of Auto Manufacturers (Mass Market)
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Auto manufacturers (mass market)
/\ 'V Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Tesla 761 VAN 78.9
Subaru 76.6 77.2
Honda "7 /\ 745
Toyota 727 73.9
Jeep 733 73.5
Chevrolet 733 731
Mazda 743 723
Industry average 72.6 v 7.9
Volkswagen 73.2 71.8
Hyundai 70.6 71.5
Ford 721 71.0
GMC 737 v 70.8
Kia Motors 725 70.6
Dodge 705 69.7
Nissan 729 WV 695
Buick 70.2 68.0
Chrysler 66.8 VvV 639

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 681 to 12,308 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 10
Forrester’s US CX Index™, 2024: Rankings Of Banks (Direct)
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Banks (direct) [ [ [‘

/\V/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
USAA 76.0 75.3
Fidelity Cash Management 73.8 74.6
Ally Bank 75.4 VvV 729
Chime N/A 72.6
Discover Bank 725 72.0
Charles Schwab Bank 73.2 71.3
Industry average 723 V709
American Express National Bank 73.0 \% 70.3
Marcus 69.9 68.1
Synchrony Bank 67.5 66.1
State Farm Bank 693 WV  66.0

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 676 to 7,888 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 11
Forrester’s US CX Index™, 2024: Rankings Of Banks (Multichannel)

Y
& CXINDEX

Banks (multichannel)
/\ WV Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
Navy Federal Credit Union 825 v 80.3
Huntington National Bank 73.2 74.8
Regions Bank N/A 74.2
PNC Bank 75.6 73.6
Capital One (this does include Capital One 360) 74.2 723
Chase 73.8 71.6
Citizens Bank 72.8 7.4
TD Bank 75.0 A4 714
Industry average 783 v 711
U.S. Bank 74.2 v 70.6
Truist 7.6 70.6
Fifth Third Bank 71.2 69.6
KeyBank 73.6 \V4 69.5
Bank of America 71.0 68.6

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 655 to 12,388 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’s Customer Experience Benchmark Surveys, 2023 and 2024
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Banks (multichannel)

/\V/ Arrows show statistically significant difference from previous year

BRAND

Wells Fargo
Citibank

BMO Harris Bank

Santander

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

2023

741
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73.2

73.6

SCORE
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Base: 655 to 12,388 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand

Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 12
Forrester’s US CX Index™, 2024: Rankings Of Credit Card Issuers
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A
Credit card issuers = |
/\\/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
USAA 80.4 79.5
Navy Federal Credit Union 77.7 78.3
Discover 76.0 741
American Express 73.4 73.7
Truist 72.0 721
U.S. Bank 743 \V4 72.0
Industry average 73.2 v 71.9
HSBC 668 A 716
Apple Card 7.4 7.2
Chase 735 v 70.4
PNC Bank 721 70.4
Bank of America 69.6 70.3
Citi 70.7 70.0
Capital One 733 vV 692
Wells Fargo 73.0 v 691
Barclaycard 734 \V4 66.1

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 651 to 11,284 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 13
Forrester’s US CX Index™, 2024: Rankings Of US Federal Government Agencies
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Federal government 111
/\\V/ Arrows show statistically significant difference from previous year
SCORE
BRAND 2023 2024
National Park Service (NPS) 74.9 73.4
Bureau of Consular Affairs 69.6 7041
United States Postal Service (USPS) 67.5 67.0
Medicaid 67.3 66.9
Medicare 686 WV 65.4
Tricare 66.7 64.5
Customs and Border Protection N/A 63.7
US Citizenship and Immigration Services (USCIS) 61.0 62.3
Social Security Administration (SSA) 62.4 621
Industry average 619 613
Department of Veterans Affairs (VA) 63.2 A4 60.2
Small Business Administration (SBA) 59.2 59.6
Transportation Security Administration (TSA) 56.0 57.8
HealthCare.gov 55.2 55.0
Federal Student Aid N/A 50.9
USAJOBS.gov 50.4 50.2
Internal Revenue Service (IRS) 50.0 49.6

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)
Base: 638 to 11,924 US online adults who interacted with this federal government agency within the past 12 months; base sizes vary by year and

government agency
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 14
Forrester’s US CX Index™, 2024: Rankings Of Health Insurers
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Health insurers
/\V/ Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Humana 759 WV 71.5
CareFirst BlueCross BlueShield 68.4 70.6
Kaiser Permanente (health plan only) 73.0 v 69.7
UnitedHealthcare 69.3 69.3
Blue Shield of California 69.9 67.7
Health Net 69.4 67.6
Florida Blue 721V 6715
Industry average 693 WV 66.6
Highmark Blue Cross Blue Shield or Highmark Blue Shield 70.4 v 66.6
Aetna 68.3 65.9
Blue Cross and Blue Shield of lllinois 67.7 65.4
Blue Cross Blue Shield of Michigan 69.8 \4 65.2
Cigna 66.3 64.7
Blue Cross and Blue Shield of Texas 67.1 \% 64.6
Anthem Blue Cross and Blue Shield 68.7 v 64.5
Anthem Blue Cross 63.4 63.3
Other Blue Cross Blue Shield 660 WV 61.6

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 611 to 12,785 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 15
Forrester’s US CX Index™, 2024: Rankings Of Hotels
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Hotels

/\V/ Arrows show statistically significant difference from previous year

BRAND

Embassy Suites Hotels
Holiday Inn Express
Hilton Hotels & Resorts
Hampton by Hilton
Residence Inn by Marriott
Homewood Suites by Hilton
Marriott Hotels

Hyatt Regency

Industry average

Fairfield by Marriott
Hilton Garden Inn

Westin Hotels & Resorts
Courtyard by Marriott
Hyatt Place

Holiday Inn

La Quinta Inn & Suites

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

2023

n7

n7

721

738

71.6

721

71.8

732

721

72.4

72.2

701

68.5

67.7

SCORE

< € <K <KK

Base: 688 to 11,198 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand

Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024

© Forrester Research, Inc. Unauthorized reproduction, citation, or distribution prohibited.

© 2024 Forrester Research, Inc. All trademarks are property of their respective owners.
For more information, see the Citation Policy, contact citations@forrester.com, or call +1 866-367-7378.

2024

72.0

71.8

71.3

711

70.6

70.0

69.8

69.4

68.6

68.4

68.2

68.0

67.4

66.8

66.0
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Figure 16
Forrester’s US CX Index™, 2024: Rankings Of Investment Firms
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Investment firms

/\ 'V Arrows show statistically significant difference from previous year

BRAND

Edward Jones

Morgan Stanley Wealth Management
Merrill Lynch Wealth Management
Ameriprise Financial

Ally Invest

The Vanguard Group

U.S. Wealth Management

PNC Investments

Industry average

T. Rowe Price

Citi Personal Wealth Management
Fidelity Investments

State Farm Investments
JPMorgan Chase

TD Ameritrade

Wells Fargo Advisors

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

2023

77.8

77.0

73.2

738

74.6

70.7

67.3

721

67.0

75.0

69.9

733

739

SCORE

Base: 695 to 16,626 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand

Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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2024

77.5

75.9

74.7

74.6

72.4

7241

72.0

71.6

715

7.4

71.3

7.2

7.2

71.2

711
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Investment firms @

/\V/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
Charles Schwab 75.1 VvV 708
Interactive Brokers 635 /N 699
Merrill Edge Self-Directed 67.4 /N 699
Firstrade 64.6 /\ 695
E-TRADE 71.0 \V4 68.6
Robinhood 65.1 64.6

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 695 to 16,626 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 17
Forrester’s US CX Index™, 2024: Rankings Of Retailers
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/\\V/ Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Chewy.com 84.2 v 81.2
H-E-B 81.3 \V4 78.6
Zappos.com 78.3 78.0
Etsy 80.5 v 77.6
Wayfair 75.9 76.1
Tractor Supply 79.0 v 75.9
Trader Joe’s 80.2 v 75.8
Costco Wholesale 78.0 v 75.6
Wegmans 75.2 75.5
Sam’s Club 75.9 75.2
Amazon 73.9 74.9
Publix 77.3 \Y4 74.8
IKEA 4 N\ 74.6
Ulta Beauty 76.9 v 74.5
Sephora 74.2 74.3
eBay 77.7 \4 741
Food Lion N/A 73.8
PetSmart 74.8 731

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 648 to 30,393 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024
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Retailers
/\\/ Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Petco 731 73.0
Best Buy 741 72.7
BJ’s Wholesale Club 72.4 72.6
Macy’s 729 72.5
Nordstrom 75.1 v 72.5
Industry average 74.4 A4 72.4
Kroger 738 723
HSN 73.8 72.0
Lowe’s 723 71.6
Five Below 74.2 \V4 71.2
ALDI 744 \V4 70.9
The Home Depot 741 \4 70.4
Kohl’s 734 v 70.3
Meijer N/A 70.3
Qvc 74.6 v 69.7
Whole Foods Market 7.3 69.7

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 648 to 30,393 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester's Customer Experience Benchmark Surveys, 2023 and 2024
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Retailers
/\\/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
Dollar Tree 701 69.1
Walmart 69.0 69.1
CVS Pharmacy 733 v 69.0
Walgreens 721 VvV 689
Albertsons 69.1 68.0
Dollar General 66.5 671
Target 73.0 V 668
Rite Aid 721V 663
Safeway N/A 64.9

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 648 to 30,393 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’'s Customer Experience Benchmark Surveys, 2023 and 2024
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Figure 18
Forrester’s US CX Index™, 2024: Rankings Of Utilities
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Utilities
/\\/ Arrows show statistically significant difference from previous year
SCORE

BRAND 2023 2024
Portland General Electric Company (PGE) 69.2 PaS 72.2
NiSource 66.2 N\ 71.2
Georgia Power 701 V 665
SRP 724 v 65.8
Avista Utilities 69.7 A4 65.2
Alabama Power 68.4 v 64.9
PECO Energy Company 63.2 64.8
Alliant Energy 66.1 64.5
Florida Power & Light Company (FPL) 65.6 v 62.2
Industry average 63.4 v 62.2
Entergy Louisiana 60.0 61.9
Commonwealth Edison Company (ComEd) 60.5 61.9
Baltimore Gas and Electric Company (BGE) 62.4 61.7
Southern California Edison Company (SCE) 61.5 61.5
Consumers Energy 59.5 61.3

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 654 to 19,603 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’s Customer Experience Benchmark Surveys, 2023 and 2024
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Utilities ?/&
/\\/ Arrows show statistically significant difference from previous year

SCORE
BRAND 2023 2024
Dominion Energy Virginia 61.1 60.8
DTE Energy 623 60.7
We Energies 63.9 v 60.7
Xcel Energy — Minnesota 66.5 v 60.3
Duke Energy Carolinas 63.8 \V4 59.9
Con Edison 60.0 59.3
National Grid 60.7 59.3
PPL Electric Utilities 587 58.9
Xcel Energy — Colorado 585 58.0
Eversource 56.7 55.8
Pacific Gas and Electric Company (PG&E) 55.8 v 50.9

Very poor (0-54) Poor (55-64) OK (65-74) Good (75-84) Excellent (85-100)

Base: 654 to 19,603 US online adults who interacted with this brand within the past 12 months; base sizes vary by year and brand
Source: Forrester’s Customer Experience Benchmark Surveys, 2023 and 2024
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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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