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Buy Now Pay Later Usage Surges as New
Products Proliferate, JD Power Finds

Chase Ranks Highest in Customer Satisfaction with Buy Now Pay Later
Providers

o Nearly two-fifths (37%) of all consumers and half (50%) of consumers under 40 used
Buy Now Pay Later to make a purchase in the past 90 days

e FinTech brands are driving surge in adoption, but bank brands generate significantly
higher levels of customer satisfaction

« More than half (52%) of decisions to use credit card fixed-payment plans occur after
purchase when reviewing/paying credit card bills, while 48% occur at checkout/point-
of-sale

TROY, Mich.: 12 March 2026 — Buy Now Pay Later (BNPL) adoption continues to grow rapidly,
with 37% of consumers in the United States making a purchase using this method in the past
90 days, a 5-percentage-point increase in just one year. According to the JD Power 2026 U.S.
Buy Now Pay Later Satisfaction Study,* released today, as BNPL use matures and providers
continue to launch new products, customers are increasingly using it to manage their day-
to-day spending.

“The 2026 study shows sustained and rapid growth of BNPL, driven largely by increased use
of services offered by FinTech providers. When it comes to overall satisfaction, however, the
traditional financial institutions are delivering a much more positive user experience,”

said Sean Gelles, senior director of banking and payments at JD Power. “This signals an
enormous opportunity for traditional financial institutions. Customers are looking for BNPL
solutions from the brands they already know and trust.”

Following are some of the key findings of the 2026 study:

o Customer satisfaction rises sharply for bank brands: Though bank-branded BNPL
services still represent just a fraction of total BNPL spending, the average overall
customer satisfaction score for bank-based BNPL services is 704 (on a 1,000-point
scale), up 59 points from last year's study. By contrast, customer satisfaction with
FinTech BNPL brands is 603, which is down 17 points from last year.

o Checkout/point-of-sale opportunity for bank brands: Among customers using a
BNPL service associated with their credit card, 52% make the decision to use a fixed
payment plan after the purchase has already been made while 48% make the decision
at the time of purchase, indicating an opportunity for bank brands that can build
installment plans into the checkout/point-of-sale experience.



o Most customers pay off BNPL in four installments, using debit cards: The “pay in
four” installment schedule is by far the most common BNPL format used, with 82% of
FinTech customers and 73% of bank customers paying off their purchases in four
equal installments. Debit cards are the most widely used form of payment, with 64%
of FinTech customers linking their BNPL payments to a debit card.

Study Rankings

Chase ranks highest in BNPL satisfaction, with a score of 706. Plan It by American Express
(703) ranks second and Citi Flex Pay (687) ranks third.

The U.S. Buy Now Pay Later Satisfaction Study, now in its fourth year, measures customer
satisfaction with Buy Now Pay Later services in the United States. The 2026 study captures
the responses of 3,909 customers and was fielded from January 2025 through January 2026.

For more information about the JD Power Checkout and Point of Sale Choice Study,
visit https://www.jdpower.com/business/buy-now-pay-later-satisfaction-study.

About JD Power

JD Power delivers mission-critical data, analytics and intelligence that help businesses
improve customer experience and operational performance with confidence and clarity.
Using proprietary, comprehensive data-including millions of consumer interactions and
authoritative automotive datasets-combined with advanced analytics, artificial intelligence
and deep industry expertise, JD Power enables leaders to respond to market shifts, make
smarter decisions and drive measurable performance improvements.

As an objective source of deep insight into real-world customer interactions with brands and
products, JD Power provides the independent intelligence organizations need to anticipate
change, strengthen customer engagement and advance growth. Learn more at
JDPower.com.
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JD Power

Overall Customer Satisfaction Index Ranking
(Based on a1,000-point scale)

Chase 706

Plan It by American Express 703

Citi Flex Pay 687
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Afterpay 607

Study Average

606

PayPal 604

Affirm 598

Klarna 596

Source: JD Power 2026 U.S. Buy Now Pay Later Satisfaction Studys™
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Charts and graphs extracted from this press release for use by the media must be accompanied by a
statementidentifying JD Power as the publisher and the study from whichit 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 this release or JD Power survey results without

the express prior written consent of JD Power.
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