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U.S. Customer Satisfaction Remains High in Q3

ANN ARBOR, Mich., (December 11, 2018) — Overall U.S. customer satisfaction barely moved
in the third quarter —up 0.1 percent to a score of 77.0 on the American Customer Satisfaction
Index (ACSI®). The score is the result of weighting and combining ACSI data for 46 industries

and 10 sectors that make up almost all of the consumer economy. It follows a 0.3 percent

increase in the second quarter of 2018.

“Economic growth continues to be strong, but like the ACSI, at a declining rate. Because of the
weakness in business investment and labor productivity, customer satisfaction and consumer
spending growth will be even more critical than usual,” said Claes Fornell, ACSI Founder and

Chairman. “The uncertainty around trade, the stock market, and interest rates doesn’t help.”

Consumer spending growth doesn’t depend solely on the (expected) satisfaction buyers get from
consumption. It also depends on wage growth, inflation, ability to borrow, and interest rates.
Wage growth, in turn, depends, to a large extent, on productivity growth. But if the weakness in
productivity continues, it’s difficult to see how wages can get a significant boost. However,
despite the lack of productivity growth, wages have finally started to increase due to more
competition for labor. This is important because there is little room for more consumer

borrowing, the other major source for spending.

Household debt is already at record levels and interest rates continue to rise. There are also signs
that inflation is on the rise. The key will be how much of the increase in take-home pay is going
to be negated by inflation. Over the long term, wage increases may not go much further unless
productivity improves. For the short term, the economy is exceedingly difficult to predict.
Nevertheless, the ACSI model suggests that consumer spending will grow at an annualized rate

of 3.3 percent this quarter, but the rate of GDP growth will decline slightly.

The national ACSI score reflects customer satisfaction across sectors and industries over a
rolling 12-month period. For more, follow the ACSI on LinkedIn and Twitter at @theACSI or

visit www.theacsi.org.
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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®) has been a national economic indicator for

almost 25 years. It measures and analyzes customer satisfaction with more than 380 companies
in 46 industries and 10 economic sectors, including various services of federal and local
government agencies. Reported on a scale of 0 to 100, ACSI scores are based on data from
interviews with roughly 250,000 customers annually. For more information, visit

www.theacsi.org.

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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