
Insights

SEPTEMBER 2025

How Consumers Are Leveraging AI in Financial Services



© 2025 J.D. Power. All Rights Reserved. CONFIDENTIAL & PROPRIETARY

• Roughly half (51%) of consumers use AI tools with usage being notably higher among those 
under 40 years old.

• Consumers generally trust the information provided by AI tools, with the highest levels of trust 
observed among individuals under 40 years old.

• “Daily usage” of AI tools is highest among customers looking for information on banking/financial 
services (13%).

• Nearly half of consumers (51%) have used an AI tool to get financial advice or information – and 
this is considerably higher among consumers under 40 years old.

• Among the various financial topics, consumers most frequently ask AI about “savings” and 
“credit”, although differences exist across age groups.

Summary of Findings
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Roughly half (51%) of consumers use AI tools with usage being notably higher among 

those under 40 years old

J.D. Power Insider

Source: J.D. Power July 2025 Polaris Pulse Survey

Do you use Artificial Intelligence, or AI, tools to find 
information or answer questions?

Yes

51%
No

49% 61%

45%

Under 40 years old

40 & older

% Yes – Have Used AI Tools
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Consumers generally trust the information provided by AI tools, with the highest levels of 

trust observed among individuals under 40 years old

J.D. Power Insider

Source: J.D. Power July 2025 Polaris Pulse Survey

How much do your trust the information provided by AI tools?

13%

40%

38%

7%

Completely trust it – I rely on it without needing to verify the information

Mostly trust it – I usually trust it, but I sometimes double-check

Somewhat trust it – I often verify the information before using it

Rarely trust it – I use it as a starting point and always verify elsewhere

Under 

40 years old

40 & 

Older

18% 10%

40% 40%

34% 41%

7% 7%
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“Daily usage” of AI tools is highest among customers looking for information on 

banking/financial services (13%)

J.D. Power Insider

Source: J.D. Power July 2025 Polaris Pulse Survey

How often do you use AI tools to find information or get assistance in the following areas?

13%

5% 5% 6%
12% 12%

6%

59%
65%

59%

75%
78%

73% 72%

27% 29%
34%

18%

9%
14%

19%

Banking/Financial
Services

Automotive Insurance Travel Options (Hotel,
Flights, Car Rental, Etc.)

Shopping and
Consumer Products

Food and Dining Medical

Use Daily Use Occassionally Never Use
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Nearly half of consumers (51%) have used an AI tool to get financial advice or information –

and this is considerably higher among consumers under 40 years old

J.D. Power Insider

Source: J.D. Power July 2025 Polaris Pulse Survey

In the past 3 months, have you used an AI tool to get financial advice or information?

20%

31%

27%

20%

Yes, I’ve used AI for financial advice several times

Yes, I’ve tried it a couple of times

No, but I’ve considered it

No, and I’m not interested in using AI for financial advice

Under 

40 years old

40 & 

Older

28% 14%

34% 29%

24% 31%

14% 25%
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Among the various financial topics, consumers most frequently ask AI about “savings” and 

“credit”, although differences exist across age groups

J.D. Power Insider

Source: J.D. Power July 2025 Polaris Pulse Survey

What types of financial topics have you asked an AI tool about in the past 3 months?

45%

41%

36%

36%

36%

29%

29%

22%

20%

2%

Saving strategies

Credit scores or credit cards

Investing or stock market advice

Budgeting or managing expenses

General financial education

Cryptocurrency

Taxes or tax filing

Retirement planning

Loans or mortgages

Other

Under 

40 years old

40 & 

Older

50% 40%

40% 43%

36% 36%

38% 32%

35% 36%

32% 27%

27% 30%

18% 26%

20% 19%

1% 2%
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J.D. Power Employee Office Locations

W H E R E  W E  A R E

HEADQUARTERS 

DETROIT 320 E. Big Beaver Rd., Ste 500, Troy, MI, USA 48083    

(888) 274-5372

ADDITIONAL LOCATIONS

• ONTARIO 100 Dundas St, London, ON N6A 5B6, Canada

• LOS ANGELES 30870 Russell Ranch Rd., Ste 300, Westlake Village, CA 91362 (800) 274-5375

• PORTLAND 700 NE Multnomah St # 1500, Portland, OR 97232

• MINNEAPOLIS 7900 Xerxes Ave S #600, Bloomington, MN 55431

• NEW YORK CITY-AREA 2147 NJ-27, #113, Edison, NJ  08817

• FLORIDA 4700 NW 2nd Ave, Boca Raton, Florida 33431

• MEXICO CITY Avenida Prado Sur 150 Avenida Prado Sur 150, 11000 Miguel Hidalgo, Mexico City

• TOKYO Metro City Kamiyacho 8F, 5-1-5 Toranomon Minato-ku, Tokyo 105-001 Japan

• SHANGHAI 1515 Nanjing Road West, Suite 1601, Shanghai, China

• BEIJING Level 6, China Central Place Tower 2, 79 Jianguo Road, Chaoyang District, Beijing 100025

• MUNICH Leopoldstrabe 8-10, 80802 Munchen, Germany

• WALES Ethos Building, Kings Road, Swansea SA1 8AS, Wales, UK
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