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Big Bank Investments in Mobile Apps Pay Dividends as Customer Volume Shifts to Digital, J.D. Power 
Finds 
 
Smaller, Regional Banks Still Playing Catch-Up on Digital; Credit Card Issuers Maintain Status Quo 
 
TROY, Mich.: 10 June 2021 — A record two-thirds (67%) of U.S. retail bank customers used their bank’s 
mobile app during the past year—an increase of seven percentage points from 2020—and a record 41% of 
bank customers are now classified as digital-only. According to a series of recent studies of bank and 
credit card mobile app and online users, released today by J.D. Power, mobile has officially become the 
primary battlefield in the quest for banking and credit card customer satisfaction, and the nation’s largest 
retail banks are setting the pace for others to follow. 
 
The studies—J.D. Power 2021 U.S. Banking Mobile App Satisfaction StudySM, 2021 U.S. Online Banking 
Satisfaction StudySM, 2021 U.S. Credit Card Mobile App Satisfaction StudySM and 2021 U.S. Online Credit 
Card Satisfaction StudySM—track overall customer satisfaction with banking and credit card providers’ 
digital offerings. 
 
“The nation’s largest banks and credit card issuers have been continually innovating new digital solutions 
that support increasingly complex tasks, such as problem resolution, personalized alerts and profile 
management,” said Jennifer White, senior consultant for banking and payment intelligence at J.D. Power. 
“This is driving increased engagement and significantly higher levels of satisfaction as the world shifts to 
digital. That’s a challenge for regional banks that have traditionally taken a simpler design approach and 
are now starting to see customer satisfaction scores fall as many customers required more sophisticated 
digital offerings in 2020 than in previous years.” 
 
Following are some key findings of the 2021 studies: 
 

• Massive consumer shift to mobile favors national banks: Two-thirds (67%) of retail bank 
customers used mobile banking apps in the past year, 41% of bank customers are now digital-only 
and 31% of bank customers have used digital to resolve a problem. This combination of high 
customer volume and increased level of engagement with mobile as a primary interaction tool has 
helped large, national banks earn an 8-point increase (on a 1,000-point scale) in overall customer 
satisfaction with retail banking apps. Regional banks have seen their mobile app satisfaction 
scores decrease 17 points this year. 
 

• Increased digital engagement with sophisticated tech drives success: The gap in customer 
satisfaction between national and regional banks is being driven in large part by increased levels of 
engagement with sophisticated digital offerings, including account management tools, 
personalized alerts, mobile check deposits and financial literacy tools. While smaller regional banks 
have focused on simple, easy-to-use digital tools, national banks are differentiating themselves with 
advanced features such as proactive guidance, real-time alerts and financial planning tools that 
have replaced previous in-person interactions.  
 

• Credit card digital strategies reflect less variation in performance: While retail banking satisfaction 
scores vary more widely year over year across banks, scores for overall credit card mobile app 
satisfaction increases just 2 points and credit card website satisfaction increases 3 points, with 
most brands concentrated in the middle of the pack. Credit card mobile and online strategies would 



 
 

 

 

benefit from an accelerated customer experience innovation push as differentiation between 
issuers narrows at a time when consumer interest soars.  
 

• Mobile apps continue to outperform websites: While national retail bank mobile apps see a 
significant increase in customer satisfaction this year, satisfaction with bank websites is flat. 
Across the board, banks and credit card issuers have invested significantly in mobile apps, 
attracting a faster-growing and more tech-savvy base of customers, which exposes a potential 
disconnect between mobile app and website digital strategies. 
 

• FinTech challengers lurking: FinTech challenger banks such as Chime, Acorns and Dave have all 
shown significant continued growth throughout this period of digital transformation, setting 
themselves apart with streamlined digital tools, low barriers to entry and low fees.  

 
Study Rankings 
 
Bank of America ranks highest in banking mobile app satisfaction among national banks, with a score of 
871. Chase (870) ranks second and Capital One (864) ranks third. 
 
Bank of America and SunTrust rank highest in a tie in online banking satisfaction among national banks, 
each with a score of 852. BB&T (847) and PNC (847) rank third in a tie. 
 
American Express ranks highest in credit card mobile app satisfaction, with a score of 890. Bank of 
America (880) ranks second and Discover (875) ranks third. 
 
American Express ranks highest in online credit card satisfaction, with a score of 874. Discover (871) ranks 
second and Bank of America (860) ranks third. 
 
Huntington ranks highest in banking mobile app satisfaction among regional banks, with a score of 
870. BBVA (868) ranks second and Santander (852) ranks third. 
 
Regions Bank ranks highest in online banking satisfaction among regional banks, with a score of 882. Fifth 
Third Bank (847) ranks second and KeyBank (835) ranks third. 
 
The 2021 U.S. Banking Mobile App Satisfaction, U.S. Online Banking Satisfaction, U.S. Credit Card Mobile 
App Satisfaction and U.S. Online Credit Card Satisfaction studies measure overall satisfaction with banking 
and credit card digital channels based on four factors: navigation; speed; visual appeal; and 
information/content. The studies are based on responses from 17,011 retail bank and credit card 
customers nationwide and were fielded in March-April 2021. 
 
To learn more about these studies, visit https://www.jdpower.com/business/resource/us-banking-and-us-
credit-card-mobile-app-satisfaction-studies. 
 
To view the online press release, please visit http://www.jdpower.com/pr-id/2021061. 
 
About J.D. Power 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in 
the use of big data, artificial intelligence (AI) and algorithmic modeling capabilities to understand 
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions 
with brands and products for more than 50 years. The world's leading businesses across major industries 
rely on J.D. Power to guide their customer-facing strategies. 
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J.D. Power is headquartered in Troy, Mich., and has offices in North America, Europe and Asia Pacific. To 
learn more about the company’s business offerings, visit JDPower.com/business. The J.D. Power auto 
shopping tool can be found at JDPower.com. 
 
Media Relations Contacts 
Geno Effler, J.D. Power; West Coast; 714-621-6224; media.relations@jdpa.com 
John Roderick; East Coast; 631-584-2200; john@jroderick.com  
 
About J.D. Power and Advertising/Promotional Rules: www.jdpower.com/business/about-us/press-
release-info 
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Year / Project / Study Name

Overall Customer Satisfaction Index Ranking

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power.

871

870

864

860

858

856

850

844
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841

839

Bank of America

Chase

Capital One

Industry Average

SunTrust

Citibank

Wells Fargo

PNC

TD Bank

U.S. Bank

BB&T

Source: J.D. Power 2021 U.S. Banking Mobile App Satisfaction StudySM

J.D. Power
2021 U.S. Banking Mobile App Satisfaction StudySM

(Based on a 1,000-point scale)

National

Note: The National segment contains banks with >$150B in deposits while Regional is $55B 
to $150B in deposits. Any bank lower than $55B in deposits is not rank eligible.
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Source: J.D. Power 2021 U.S. Online Banking Satisfaction StudySM

J.D. Power
2021 U.S. Online Banking Satisfaction StudySM

(Based on a 1,000-point scale)

National

Note: The National segment contains banks with >$150B in deposits while Regional is $55B 
to $150B in deposits. Any bank lower than $55B in deposits is not rank eligible.
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American Express

Bank of America

Discover

Chase

Industry Average

Capital One

Barclays

Wells Fargo

Citi

Credit One Bank

Synchrony Bank

U.S. Bank

USAA^

Source: J.D. Power 2021 U.S. Credit Card Mobile App Satisfaction StudySM

J.D. Power
2021 U.S. Credit Card Mobile App Satisfaction StudySM

(Based on a 1,000-point scale)

^Brand is not rank eligible because it does not meet study award criteria.
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Chase
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Source: J.D. Power 2021 U.S. Online Credit Card Satisfaction StudySM

J.D. Power
2021 U.S. Online Credit Card Satisfaction StudySM

(Based on a 1,000-point scale)

^Brand is not rank eligible because it does not meet study award criteria.
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Huntington

BBVA

Santander

Fifth Third Bank

Regions Bank

M&T Bank

KeyBank

Citizens Bank

Industry Average

USAA^

Source: J.D. Power 2021 U.S. Banking Mobile App Satisfaction StudySM

J.D. Power
2021 U.S. Banking Mobile App Satisfaction StudySM

(Based on a 1,000-point scale)

Regional

Note: The National segment contains banks with >$150B in deposits while Regional is $55B 
to $150B in deposits. Any bank lower than $55B in deposits is not rank eligible.
^Brand is not rank eligible because it does not meet study award criteria.
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Regions Bank

Fifth Third Bank

KeyBank

Huntington

Industry Average

Citizens Bank

M&T Bank

Santander

USAA^

Source: J.D. Power 2021 U.S. Online Banking Satisfaction StudySM

J.D. Power
2021 U.S. Online Banking Satisfaction StudySM

(Based on a 1,000-point scale)

Regional

Note: The National segment contains banks with >$150B in deposits while Regional is $55B 
to $150B in deposits. Any bank lower than $55B in deposits is not rank eligible.
^Brand is not rank eligible because it does not meet study award criteria.

 


