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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®) provide 
customer satisfaction benchmarks for the energy utilities industry, including both investor-owned and 
municipal utilities. The ACSI also captures consumer opinions about critical elements of the customer 
experience, tailored specifically to the industry.

The ACSI Energy Utilities Study 2022-2023 is based on interviews with 20,873 residential customers, 
chosen at random and contacted via email between January 2022 and December 2022. Customers are 
asked to evaluate their recent experiences with the largest energy utilities in terms of market share, plus an 
aggregate category consisting of “all other”—and thus smaller—companies.
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NM = Not Measured
NA = Not Available

COMPANY 

Energy Utilities

Atmos Energy 

CenterPoint Energy

NextEra Energy

NiSource 

Southern Company

Berkshire Hathaway Energy

Exelon 

All Others

Dominion Energy

Duke Energy 

Public Service Enterprise Group

Salt River Project

Xcel Energy

Ameren 

American Electric Power 

CMS Energy 

Consolidated Edison

DTE Energy 

PPL 

Sempra

WEC Energy Group

Los Angeles Department of Water and Power

FirstEnergy 

Entergy 

National Grid

CPS Energy

Edison International

Eversource

PG&E 
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ENERGY UTILITIES
2023 Customer Experience Benchmarks

Ability to provide reliable electric service

Quality of mobile app

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

Ability to restore electric service after an outage

Website satisfaction

Ease of understanding your bill

Courtesy and helpfulness of sta�  or representatives

Information provided on energy-saving ideas

E� orts to support local community

E� orts to support green programs that
impact the environment 
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CUSTOMER SATISFACTION BENCHMARKS BY INDUSTRY

Athletic Shoes
Soft Drinks

Breweries
Full-Service Restaurants

Online Retailers
Televisions

Cell Phones
Financial Advisors 

Food Manufacturing
Household Appliances

Personal Care & Cleaning Products
Personal Computers 

Specialty Retailers
Apparel

Banks
Computer Software

Life Insurance
Online Investment

Property & Casualty Insurance
Automobiles

Consumer Shipping
Drugstores

Fast Food Restaurants
Supermarkets

Airlines
Car Rentals

Credit Unions
General Merchandise Retailers

Online Travel Agencies
Search Engines & Information

Video Streaming Service
Health Insurance
Nonhospital Care

Online News & Opinion
Wireless Phone Service

Energy Utilities
Hospitals 

Hotels
Social Media

Landline Phone Service
U.S. Postal Service

Video-on-Demand Service
Subscription TV Service

Gas Stations
Internet Service Providers
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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 results 
that include industry-competitive and best-in-class data on all modeled variables and customer experience 
benchmarks.


