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Majority of Individual Annuity Customers Struggle with Financial Health, J.D. Power Finds

USAA Ranks Highest in Individual Annuity Satisfaction

TROY, Mich.: 17 Oct. 2024 — Financial advisors and insurance agents offering individual annuity
products are confronting a particularly challenging set of dynamics in the current marketplace.
According to the J.D. Power 2024 U.S. Individual Annuity Study,SM released today, the majority
(59%) of current annuity customers struggle with their financial health’ and many do not fully
understand the products they are buying.

“Long-term customer satisfaction with individual annuity products is directly linked to
customers’ understanding of a fairly complex financial product, which makes agent and advisor
communication such an important part of the equation,” said Breanne Armstrong, director of
insurance intelligence at J.D. Power. “It's important to note, however, that true understanding
goes deeper than just filling out forms and signing on the dotted line. In fact, 43% of individual
annuity customers say their agent or advisor filled out the complete application for them and,
not surprisingly, those people have lower overall satisfaction scores. Advisors and agents need
to educate their customers and annuity customers need to make sure they understand the
details of what they are getting.”

Annuity providers typically offer a variety of resources to help educate customers on a product.
Agents and advisors can encourage engagement with these tools during the onboarding
process, even if the agent or advisor completes the application for the customer. Understanding
of the annuity contract and costs and fees is significantly higher when the agent or advisor
provides the customer with information on navigating the provider’s website and/or mobile app
or directs the customer to available educational videos about the annuity during onboarding.

Study Ranking

USAA ranks highest among individual annuity providers with a score of 780. Pacific Life (708)
ranks second and New York Life (688) ranks third.

The U.S. Individual Annuity Study was redesigned for 2024. Scores are not comparable year over
year with previous studies. The study measures the experiences of customers of the largest
individual annuity companies in the United States across eight core dimensions (in order of
importance): trust, value for price, ability to get service, ease of doing business, people, product
offerings, digital channels, and problem resolution. The 2024 study is based on responses from
3,914 individual annuity customers and was fielded from April through July 2024.

For more information about the U.S. Individual Annuity Study, visit
https://www.jdpower.com/business/insurance/us-annuity-study.

See the online press release at http://www.jdpower.com/pr-id/2024126.

1 J.D. Power measures the financial health of any consumer as a metric combining their spending/savings ratio,
creditworthiness, and safety net items like insurance coverage.


https://www.jdpower.com/business/insurance/us-annuity-study
http://www.jdpower.com/pr-id/2024121

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 (Al) 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 55 years. The world's leading
businesses across major industries rely on J.D. Power to guide their customer-facing strategies.

J.D. Power 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

#HH#
NOTE: One chart follows.


https://urldefense.proofpoint.com/v2/url?u=https-3A__linkprotect.cudasvc.com_url-3Fa-3Dhttps-253a-252f-252fwww.jdpower.com-252fbusiness-26c-3DE-2C1-2C-5FeySdIwT8G5t0XCwfQn0bqHPoHw18t2hkHtJJgMb3NDhtKsCX-2Db-2DBqbe7L5-2D-5Fn8WX2Z-2DLtBe3Y9C8sTzUVthAr-5FZmhOweCIlpYiSrDUKZQ-2C-2C-26typo-3D1&d=DwMFAg&c=KzuoINoV_Q8QgPnRTe59HA&r=G-E2AVihNtTUB_XFjN-EndWEMCK27nmRdRxyiVCbXiA&m=wVRmvja_cGUICJtmp4dgYz7w0edJ2VpRO2MiJiFA93dADhZ1zznY_vxKU42cF9rT&s=TtuAJ3HK2ucyxicMZ5cvQYnFL3kt-Z9NPvv_0FC2Iro&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__linkprotect.cudasvc.com_url-3Fa-3Dhttps-253a-252f-252fwww.jdpower.com-252f-26c-3DE-2C1-2COjtOH45rQLLRDDgqW76OXPHDjsRsz5vPA-5FXVoX3VjuxOLNnXKrzMdLal6H-5FGi-5FmIf4nwfbqY-5Fqs4ArzjB9NX973KwKVB1v65M6TzzaC9JQXdkO02kqXze3Cu-5Fd4-2C-26typo-3D1&d=DwMFAg&c=KzuoINoV_Q8QgPnRTe59HA&r=G-E2AVihNtTUB_XFjN-EndWEMCK27nmRdRxyiVCbXiA&m=wVRmvja_cGUICJtmp4dgYz7w0edJ2VpRO2MiJiFA93dADhZ1zznY_vxKU42cF9rT&s=oU3eQdIYt6YBfHlI7rHTW1s-MjsgRWFVojTI3RUH18A&e=
mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
mailto:john@jroderick.com
http://www.jdpower.com/business/about-us/press-release-info
http://www.jdpower.com/business/about-us/press-release-info

J.D. Power
2024 U.S. Individual Annuity Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

USAA 780

Pacific Life 708
New York Life 688

Prudential

Lincoln Financial Group

Western & Southern Life

F&G

MassMutual

Allianz 657

Nationwide 655

American Equity
Study Average

Jackson

652

645

642

Athene
Brighthouse Financial

Equitable

Corebridge Financial 602

TIAA® 676

Note: “Brand is not rank eligible because it does not meet study award criteria.
Source: J.D. Power 2024 U.S. Individual Annuity Study*

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 informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



