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J.D. Power Consumer 
Lending Satisfaction StudySM

Available in the U.S.

The J.D. Power U.S. Consumer Lending Satisfaction Study delivers the most 
comprehensive independent study of loan borrowers and shoppers who in the 
recent past considered and/or obtained a personal loan. Subscribers receive 
in-depth understanding of customer intentions, priorities, influences, and 
preferences throughout the entire borrowing journey.

Measuring What Matters
Having the right customer information can make a real difference in many 
key business outcomes including overall satisfaction, NPS, and decision 
and shopping drivers. Our team will provide you with insights about what 
the data means at an industry and brand level, and how to effectively 
leverage it. This is where the true value of an information investment  
lies—driving informed and prioritized, data-driven actions and impacting 
key business metrics and outcomes.

HIGHLIGHTS OF THE 2022 STUDY REDESIGN:
• Financial Health: Understanding the current financial health of the 

consumer and how that impacts their needs and priorities.

• New Index Model Factors: Focus on more universal ideas including 
loan met borrowing needs, experience obtaining and managing loan as 
well as customer service and education/information sharing. 

• Shopping and Selection: Updated set of questions delving into product 
and brand perceptions, factors that prompted interest, influenced 
selection and key factors that led to customer acquisition.

• Applying and Obtaining the Loan: Focus on channel preference and 
usage, perceptions of the speed and ease of the process.

• Brand Awareness: Understand how your brand’s perception influenced 
the borrower’s decision and the factors indicate whether they would 
borrow again or recommend your brand to others. 

EXPERIENCES EXPLORED
• Financial Health
• Shopping/Consideration
• Application, Approval and Funding
• Loan Management/Payment

• Loan Terms/Rates/Fees
• Customer Care  
• Website and Mobile App

SUBSCRIPTION DELIVERABLES

• Customized executive presentation 
and strategy session delivers data-
driven, actionable recommendations 
and prioritization for achieving your 
strategic business goals

• 12-month subscription with quarterly 
check-ins to review progress/update 
insights

• Full online access to the complete 
study data on all lenders via 
PowerSource, a user-friendly business 
analytical tool for performance 
insights and competitive comparisons

• Executive Overview Dashboard

• Detailed Results Dashboard

• Cross Table Tool which allows users 
a more in-depth and intuitive data 
analysis tool

• Verbatim customer comments to truly 
hear your voice of the customer

• Executive briefing document 
highlighting key trends and insights 
across the industry

• Brand-level scorecards benchmarking 
each profiled company’s performance 
compared with the industry across 
key drivers of satisfaction, loyalty, 
NPS, client financial health status and 
advocacy metrics 

• The complete study data file with 
consumer survey responses from the 
full competitive data set

• Year-long engagement from  
J.D. Power Team
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