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Commonwealth is a national nonprofit building financial security and opportunity for 
financially vulnerable people through innovation and partnerships. Black, Latinx, and 
women-led households disproportionately experience financial insecurity due in large  
part to longstanding, systemic racism and gender discrimination. Addressing these 
issues is critical to Commonwealth’s work of making wealth possible for all. For nearly 
two decades, Commonwealth has designed effective innovations, products, and policies 
enabling over 2 million people to save nearly $8 billion. Commonwealth understands that 
broad changes require market players to act. That’s why we collaborate with consumers, 
the financial services industry, employers, policymakers, and mission-driven organizations.  
The solutions we build are grounded in real life, based on our deep understanding of 
people who are financially vulnerable and how businesses can best serve them. To learn 
more, visit us at www.buildcommonwealth.org.
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Executive 
Summary
This report provides insights from Commonwealth’s 2023 national survey focused on understanding usage of 
emerging technologies in digital consumer finance. It provides data on persistent uptake gaps based on income, and 
highlights opportunities for digital finance to meet the needs of households living on low and moderate incomes (LMI). 
It also examines patterns of usage of chatbots and other emerging technologies to identify barriers and opportunities 
for these tools to better serve households living on LMI. 

In recent decades, the rise of disruptive technologies—such as the Internet, broadband connectivity, and 
smartphones—fundamentally changed the landscape of personal finance and financial services. A next 
generation of innovation, including artificial intelligence (AI) and self-driving finance, may be similarly game-
changing, a trend that was accelerated due to COVID-19. People living on low and moderate incomes (LMI)—
disproportionately Black, Latinx, and women—have typically been the last to benefit from technological 
revolutions. Their perspectives often are given consideration only in the end stages of innovation life cycles 
when there is little ability to fundamentally shape technology design and use.

Commonwealth is working to change this pattern for emerging financial technologies. We bring together 
original research conducted with people living on LMI, an understanding of the needs of financial service 
providers, partnerships with industry actors for practical in-market testing, and strategic “inform and influence” 
work to change systems. This work brings attention to the perspectives of people living on LMI and the 
opportunities for effective use of technology to effect positive social and business change.

Drawing insights from a national 
survey of approximately 3,000 
people, including both households 
living on LMI and those with higher 
incomes, this report identifies 
key disparities and critical 
opportunities for designing AI 
and other technology solutions 
to better meet the needs of 
underserved consumers and reach 
new markets underserved by 
traditional banking tools.
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Often, lower-income market segments are deprioritized by financial service providers due to the balance 
between customer servicing costs and profit from low-balance accounts. However, major advancements in 
AI and other technologies, including transformative developments in generative AI, have opened the door to 
robust and personalized customer support at scale with significantly lower costs than traditional customer 
service channels. By reducing the cost of servicing customers at scale, these technologies create a much 
stronger business case for connecting with and servicing customers living on LMI. New entrants to the financial 
services market that take advantage of these advances have made significant headway; as these tools continue 
to be refined, they will continue to change the financial services landscape.

This report provides insights into the current state of usage and experiences with digital financial services 
and how these differ across demographic groups. The research findings, categorized into three focus areas—
general digital financial services, chatbots and generative AI, and emerging technologies—provide actionable 
insights for financial service providers.

Key Opportunities

Digital Financial  
Services

Generative AI  
and Chatbots

Generative AI and Chabots

GIVE TAILORED SUPPORT
The application of new customer support technologies like chatbots provides a valuable opportunity 
to provide the kind of tailored support households living on LMI seek from speaking with a live 
agent at a scale that is not feasible for live support, especially for smaller service providers. A focus 
on implementing these technologies not only improves the overall customer experience but also 
disproportionately benefits the most underserved households. 

PROVIDE EASY EXPOSURE POINTS
Chatbots provide an opportunity to better serve customers living on LMI who disproportionately 
prefer personalized support by a human agent despite limited customer support staff. Building 
awareness and designing with an understanding of what these users need and want from a chatbot is 
key to improving uptake. Giving customers, particularly customers living on LMI, easy exposure points 
to chatbots or opportunities to “play” with a chatbot on smaller financial matters may increase the 
likelihood that they are willing to turn to a chatbot when it comes to more important banking matters. 

OFFER COMPLEX TASKS
Chatbots that can go beyond providing information to actually facilitating actions like payments can 
provide a competitive advantage in serving households living on LMI and growing chatbot uptake 
in financial services. As a new generation of more advanced chatbots is developed, a focus on how 
they can provide support like a teller and respond to complex action requests will be key to ensuring 
they provide maximum benefit. Commonwealth’s earlier research suggests that there is significant 
demand for more action-oriented chatbot support. These results also highlight the importance of 
problem-solving for financial chatbots. Prioritizing the development of chatbots that can effectively 
troubleshoot can play an important role in building trust at this critical touchpoint and encourage 
broader utilization of chatbots for other tasks. 

https://buildcommonwealth.org/
https://buildcommonwealth.org/
https://buildcommonwealth.org/wp-content/uploads/2022/10/CW_Designing-Conversational-AI.pdf
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BUILD TRUST
Widespread concerns about privacy and security should be addressed head-on if providers want 
to ensure that the new generation of chatbots is maximally effective at serving customers more 
efficiently. Close association between the chatbot and bank branding is a start, but helping customers 
understand how and where their data is stored is key to adoption of new financial tech. The potential 
for chatbots to provide a “no-judgment zone” for questions or sensitive issues may also be significant. 

HAVE MULTILINGUAL FEATURES
As more advanced chatbots make it possible to more easily generate instant translations between 
languages, there is an opportunity to expand access for non-native English speakers. Providing 
chatbot support in multiple languages can be a differentiating factor for banks seeking to increase 
chatbot usage and broaden their customer base.

FINDING GROWTH OPPORTUNITIES
Persistent gaps in the uptake of digital financial services mean that households living on LMI 
represent a significant growth market for financial service providers that can meet their needs 
digitally. 

WATCH NEOBANKS
The appeal of neobanks for people in the U.S. living on low incomes brings attention to certain key 
features that allow them to effectively serve this market segment.

The rapid growth of neobanks, especially among people living on low incomes, provides a case 
study in the ways in which deploying new technologies that better support the financial health of 
traditionally underserved markets can be an effective business strategy. 

FOCUS ON MOBILE EXPERIENCE
A focus on mobile user experience and the design of new financial technologies like chatbots 
with a mobile-first approach is an important part of reaching households living on LMI, who are 
disproportionately Black and Latinx. 

 ■ Streamlined onboarding processes that can be completed in minutes and do not require paper 
forms or travel to a physical bank location;

 ■ Customer engagement through notifications and integrated financial tools to help with budget 
management or credit building;

 ■ No minimum balance requirements or overdraft fees; and

 ■ Flexibility to quickly implement new technologies like more advanced chatbots or AI-driven 
personalization.

Digital Financial Services

https://buildcommonwealth.org/
https://buildcommonwealth.org/
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GROW AWARENESS
There is still a significant gap between awareness and use of some of the primary new consumer-
facing technologies in finance. As these technologies are rolled out by more and more financial 
service providers, there is still a need for significant publicity to build awareness for the quarter of 
the population that has still not heard of many of these tools, and the half of the population that has 
heard of them but not yet incorporated them into their financial life. 

CREDIT GUIDANCE IS COMPETITIVE ADVANTAGE
Expanding chatbot capabilities to provide credit-building guidance and other more advanced forms 
of support will be a key competitive advantage in serving households living on LMI as the next 
generation of chatbots develop. These recommendations can be connected directly to actions that 
customers can take through the chatbot interface. Tools like these are key to ensuring that the next 
generation of more advanced chatbots are best able to meet customer needs. 

EXPAND PAYMENT OPTIONS
This data highlights the extent to which payment apps remain a relatively competitive space, with a 
range of options available and many people using multiple apps. Incorporating emerging technologies 
that can effectively serve households living on LMI will be a key competitive advantage as this era of 
competitive payment options develops. 

Executive Summary Conclusion
Other Emerging  
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Generative AI  
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USE OF GENERATIVE AI LIKE CHATGPT CONTINUES TO GROW RAPIDLY, WITH 
APPROXIMATELY HALF OF THE SAMPLE HAVING HEARD OF IT AND 23% HAVING 
ENGAGED WITH GENERATIVE AI ALREADY 
Recognition of an experience with generative AI has increased to similar levels as other 
newer banking technologies like automated finance and personalized recommendation 
systems. The availability of generative AI in financial services is still limited, but shows 
significant potential.

GENERATIVE AI AND ADVANCED CHATBOTS CAN HELP ADDRESS THE DESIRE BY PEOPLE 
EARNING LMI TO TALK TO SOMEONE DIRECTLY FOR BANKING SUPPORT
One in four households earning under $80,000 prefers talking to someone in person or 
over the phone for banking services, compared to just 16% of households earning above 
$80,000. Chatbots are a key technology that have the potential to make up for gaps between 
these preferences and bank access if they are designed to meet the needs of households 
living on LMI.

UPTAKE AND USAGE OF CHATBOTS BY PEOPLE EARNING LMI HAS SIGNIFICANT ROOM 
FOR GROWTH
Non-generative chatbot usage continues to grow, with 61% of people living in the U.S. 
having interacted with a chatbot before and 31% having interacted with one in a financial 
services setting. However, significant usage gaps still exist by income, with 26% of 
respondents in the lowest income group having used a financial chatbot compared with 40% 
of respondents in the highest income group. In both cases, the trend is that chatbot use has 
become common but not yet ubiquitous and still has significant room for growth.

FACILITATING MORE COMPLEX BANKING TASKS WILL IMPROVE POTENTIAL FOR 
GROWTH AND UPTAKE OF CHATBOT TECHNOLOGY
Improving the uptake and utility of the next generation of chatbots will require using 
their more advanced capabilities to go beyond resolving issues or providing information. 
Chatbots that are able to facilitate banking activities like a teller and provide personalized 
guidance and support will be key to most effectively serving households living on LMI and 
reaching the full potential of this technology in consumer finance.

IMPROVING TRUST MAY INCREASE CHATBOT USAGE
Concerns about security and privacy remain significant barriers, with a majority of 
respondents citing them as top concerns when engaging with financial chatbots. 
Understanding how to build trust through messaging, branding, and transparency will be 
key to successful implementation of the next generation of chatbots.

THERE IS SIGNIFICANT INTEREST IN MULTILINGUAL CHATBOT SUPPORT 
Of non-native English speakers, 63% expressed that being able to bank in their native 
language was important to them. Advances in AI have made real-time translation much more 
accessible, but the availability of multi-lingual support in financial services is still limited.

Key Findings
Generative AI and Chatbots

https://buildcommonwealth.org/
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Digital Financial Services

USE OF DIGITAL FINANCIAL SERVICES CONTINUES TO GROW, BUT LESS SO FOR PEOPLE 
IN THE U.S. LIVING ON LMI 
There continues to be significant momentum in the growth 
of digital financial services. Today, 76% of people living in 
the U.S. use such services daily or weekly, and 43% are 
more likely to bank digitally than they were a year ago.  
Commonwealth’s earlier research identified significant 
increased usage of chatbots and financial apps among 
households living on LMI during the pandemic. This new 
data highlights that this shift is a continuing trend that has 
extended beyond the pandemic, as well as allowing for 
comparisons in uptake rates across the income spectrum.

Despite this growth, there remains a significant gap in 
uptake of digital financial services, ranging from 66% for households earning less than 
$40,000, up to 84% for households earning over $120,000.

USAGE OF ONLINE-ONLY BANKS (NEOBANKS) HAS RISEN SIGNIFICANTLY AMONG 
RESPONDENTS LIVING ON LOW INCOMES
Online-only neobanks have made significant inroads with households living on lower 
incomes, in part by providing streamlined all-digital banking services that do not require 
travel to a physical branch and have robust financial management tools built in.

MOBILE BANKING IS THE MOST PREFERRED BANKING CHANNEL, PARTICULARLY FOR 
BLACK AND LATINX PEOPLE LIVING IN THE U.S.
A mobile-first approach to the development of new banking technologies is especially 
important for supporting households living on LMI, which are disproportionately Black and 
Latinx. The preference for mobile banking is significantly higher for these populations (57% 
and 59%, respectively) than for white customers at 43%.

76%

of people living in the 
U.S. use digital financial 
services daily or weekly

https://buildcommonwealth.org/
https://buildcommonwealth.org/
https://buildcommonwealth.org/research/emerging-technology-for-all/
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Emerging Technologies

ABOUT THREE QUARTERS OF PEOPLE LIVING IN THE U.S. HAVE HEARD OF RECENT 
FINANCIAL TECHNOLOGIES BEING APPLIED IN CONSUMER FINANCE AND A QUARTER 
HAVE USED THEM
This suggests that increased uptake will require a two-pronged strategy, focused on 
improving access for people who have heard of these technologies and improving their 
ability to support the financial health of those who are using them.

PEOPLE LIVING ON LMI ARE SIGNIFICANTLY LESS INTERESTED IN RECEIVING 
RECOMMENDATIONS THROUGH DIGITAL FINANCIAL TOOLS OVERALL, BUT ARE MOST 
INTERESTED IN GUIDANCE AIMED AT IMPROVING CREDIT SCORES AND SAVING MONEY
A key to unlocking the potential of new financial technologies will be meeting the needs of 
people living on LMI by specifically addressing what they need most, like credit building and 
savings.

3 OUT OF 4 PEOPLE LIVING IN THE U.S. HAVE USED A PAYMENT APP AND A MAJORITY 
OF USERS SEND PAYMENTS DAILY OR WEEKLY, BUT SPECIFIC APP PREFERENCES VARY 
BY INCOME
Payment apps are increasingly being used to disaggregate the exchange of funds in 
individuals’ financial lives from other banking activities. This has created opportunities 
for innovation and competition that may provide fertile ground for testing new financial 
technologies.

Executive Summary Conclusion
Other Emerging  
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Introduction

Digital Financial  
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Generative AI  
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Introduction
The emergence of new technologies has the potential to transform financial services. Just as the internet 
fundamentally changed the range and speed of financial activity, newer technologies like increasingly powerful 
smartphones and rapid advancements in AI have the potential to further transform how people engage 
with financial services. These developments are especially important for people in the U.S. living on low and 
moderate incomes (LMI), for whom technological shifts can have major long-term impacts on financial health. 
Despite this potential, the needs of households living on LMI are rarely a focus of designers implementing new 
financial technologies.

Commonwealth’s Emerging Tech for All (ETA) research is designed to ensure that, as new financial applications 
of emerging technologies develop, industry players are provided with research that identifies how households 
living on LMI can benefit from them, along with design guidance that can be incorporated to create more 
inclusive technological innovation that serves everyone. This inclusive approach to financial technology is a key 
opportunity for providers to expand their market share to include households in this income range, who lag 
behind households earning higher incomes in uptake of digital financial services, in part because they are not 
designed with their needs in mind. 

The national survey conducted for this report provides valuable new data on how people in living in the U.S. 
today are engaging with digital financial services, including emerging technologies like chatbots. It builds 
upon our earlier national survey of 1,200 people living on LMI before and after the COVID-19 pandemic. That 
research identified growing use of and trust in chatbots and financial apps over the course of the pandemic by 
this group. 

The research findings presented here are broken into three focus areas: generative AI and chatbots, digital 
financial services, and other emerging technologies. In each of these areas, we provide insights as well as 
opportunities for financial service providers to take action aimed at designing new technologies to better serve 
households living on LMI. These improvements can provide a win-win for customers and providers, expanding 
their ability to draw in and serve this market in a way that is both more efficient and more engaging than typical 
financial user experiences.

Executive Summary Introduction

The present survey draws from a large nationally representative sample of approximately 3,000 
people living in the U.S. to better understand the landscape of new technologies in digital 
financial services. Because this sample is not limited to households earning LMI, we are able to see 
how the experiences of these households differ from those of households living on higher incomes. 
These differences highlight key opportunities for meeting the specific needs of households living 
on LMI to help ensure that as these new technologies develop, they do so in ways that support the 
financial health of everyone, not just high earners. In order to provide a more fine-grained analysis, 
we have divided the group of respondents living on LMI into two groups: one for those earning 
$40,000-$80,000 (moderate income) and one for those earning under $40,000 (low income). Similarly, 
we have divided the higher earning households into two groups, one for those earning $80,000-
$120,000 (middle income) and one for those earning over $120,000 (high income). 

Conclusion
Other Emerging  
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Digital Financial  
Services

Generative AI  
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Generative AI 
and Chatbots
A chatbot is software that you can have a written or spoken conversation with to receive information or 
support instead of speaking with a human, usually appearing as a popup message box on a website or mobile 
app or as an automated response system through the phone. Most existing chatbots are fairly basic, with 
preset responses that primarily provide static information. Despite these limitations, they have been widely 
implemented by financial service providers in recent years. Half of our sample had interacted with a chatbot 
before and 31% had used one for banking specifically.

With advances in generative AI, a new generation of chatbots are emerging that have the ability to converse 
with customers in a personalized way and potentially become more integrated with facilitating financial actions 
rather than just providing information. In the wake of the release of ChatGPT, more and more fintechs are 
developing generative AI applications for customer support, including Commonwealth research partners 
like Public and Posh.ai. We see the potential for generative AI to increase financial inclusion by scaling 
personalized support for LMI populations as one of the most promising and achievable ways that 
emerging technologies can support the financial health of households living on LMI over the next 
decade. If everyone could have immediate access to reliable and personalized financial support and 
guidance, the economic effects on underserved populations would likely be significant. 

At the same time, the introduction of more advanced forms of AI is not without risks that should be taken 
into account if they are to most effectively serve the needs of households living on LMI. Unlike older chatbots, 
generative AI often has opaque learning processes that can introduce bias if data and training are not carefully 
managed. Additionally, unlike older chatbots with pre-programmed responses, generative chatbots may not 
always provide accurate information in ways that may be difficult to anticipate. Further details on the risks of AI 
can be found in the OCC’s 2023 semiannual Risk Perspective Report. Generative AI as a customer support tool 
in financial services is still in early stages, but if it can be developed in ethical and inclusive ways, the potential 
benefits for households living on LMI are immense. In this section, we explore insights around chatbot usage 
today as a starting point for providers interested in the future of how chatbots can support financial inclusion.

Generative AI  
and Chatbots
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https://buildcommonwealth.org/
https://buildcommonwealth.org/
https://public.com/
https://www.posh.ai/
https://www.occ.gov/publications-and-resources/publications/semiannual-risk-perspective/files/pub-semiannual-risk-perspective-fall-2023.pdf#page=26
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Use of generative AI applications like ChatGPT continues to grow rapidly, with 
recognition and use rates similar to other new financial technologies 

The spike in media interest and availability of more powerful chatbots like ChatGPT in 2023 greatly increased 
awareness of the next generation of more powerful chatbots. At this point, about half of people living in the 
U.S. have heard of ChatGPT and 23% have tried it. Commonwealth’s earlier research with financial service 
providers identified significant interest in applications of this technology in customer service, but the inherent 
unpredictability of generative AI has led to a cautious approach, with public-facing applications in financial 
services still limited. Understanding how this technology can be developed to safely support financial services 
customers, especially those living on LMI, will be key to unlocking its potential. 

AI (ARTIFICIAL INTELLIGENCE) CHATGPT

9% 
never 
heard of

29% 
never 
heard of29% 

used

23% 
used

62% 
heard of but 
not used

48% 
heard of but 
not used
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23%
Low

33%
High

33%
Middle

30%
Moderate

People earning LMI are significantly more 
likely to want to talk to someone directly for 
banking support, despite lower rates of access 
to local branches

Income is also a significant predictor of banking access 
preferences. While the preference for mobile banking is 
fairly consistent across the income spectrum, a preference 
for engaging with a person—either at a local branch or 
over the phone—is higher for households living on lower 
incomes, while households living on higher incomes are 
more likely to choose banking through a computer as their 
preferred non-mobile channel.

Taken together with the findings on branch access discussed 
in other parts of this report, this data highlights that 
households living on low incomes are both more interested 
in banking directly with a person and have the least access 
to in-person branches. This gap highlights one of the key 
opportunities for emerging technologies like chatbots and AI 
to provide the kind of personalized support that households 
living on lower incomes seek without needing to increase 
the number of branches or customer support staff. This 
complements Commonwealth’s earlier research on chatbot 
use by households living on LMI, which found that this 
demographic had a strong preference for chatbots that 
made it easy to connect to a human agent. 

This data shows that implementing more capable chatbots 
that can better approximate the support provided by a 
person disproportionately benefits the households earning 
the lowest incomes, who have the strongest preference for 
human support. Making this kind of support available to all 
banking customers is therefore an important step toward 
greater equity in financial services. More research is needed 
to establish the extent to which more capable chatbots can 
serve these needs as well as a person can, but the relative 
cost of human support means that this kind of personalized 
banking is not scalable in the way that chabots are. Even 
if chatbots are not able to match the quality of human 
support, they may represent a significant improvement in 
banking support for many who do not have reliable access 
to live support agents capable of providing a broad range of 
services. 

The opportunity to better serve households living on LMI 
is further highlighted by differences in comfort with digital 
banking. While 74% of respondents overall felt comfortable 
banking through a website or app, we observed a strong 
income trend in responses.

COMPUTER

MOBILE PHONE

TALKING TO SOMEONE  
(IN PERSON OR OVER THE PHONE)

Low: less than $40,000

Moderate: $40,000-$80,000

Middle: $80,000-$120,000

High: more than $120,000

49%
Low

50%
High

50%
Middle

45%
Moderate

27%
Low

16%
High

17%
Middle

24%
Moderate

Access to banking 
support, by income 
level
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74% 
of all respondents 
feel comfortable 
banking through 
website or app

62%
Low

83%
High

78%
Middle

74%
Moderate

Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000

Opportunity: The application of new customer support technologies like chatbots provide a valuable 
opportunity to provide the kind of tailored support households living on LMI seek from speaking with 
a live agent at a scale that is not feasible for live support, especially for smaller service providers. A 
focus on implementing these technologies not only improves overall customer experience, but also 
disproportionately benefits the most underserved households. 

This comfort gap reinforces the opportunity for greater equity in the design of digital banking products through 
a focus on the needs and wants of households living on lower incomes. 
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Comfort with digital banking, 
by income level
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A majority of people living in the U.S. have interacted with chatbots online, but 
less than one third have used them for banking; in both cases, households living 
on LMI are less likely to have used a chatbot

Over the last decade the use of chatbots for online customer support has grown significantly. Today, a majority 
(61%) of people living in the U.S. have interacted with a chatbot before. Although rates of chatbot usage are 
above 50% across the income spectrum, our survey shows that there is a significant difference in chatbot usage 
by income. 

61% 
of people in the  
U.S. have used a 
chatbot before

52%
Low

70%
High

66%
Middle

57%
Moderate

31% 
had used a chatbot 
for banking

26%
Low

40%
High

33%
Middle

25%
Moderate

Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000

Opportunity: Chatbots provide an opportunity to better serve customers living on LMI who 
disproportionately prefer personalized support by a human agent despite limited customer support 
staff. Building awareness and designing with an understanding of what these users need and want 
from a chatbot is key to improving uptake. Giving customers, particularly customers living on LMI, 
easy exposure points to chatbots or opportunities to “play” with a chatbot on smaller financial matters 
may increase the likelihood that they are willing to turn to a chatbot when it comes to more important 
banking matters. 
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Chatbots continue to be used primarily for account information and problem 
solving, rather than facilitating banking activities like sending payments or 
applying for loans

The following ordering is consistent across demographic groups. It highlights that chatbots are still primarily 
used to check account information or resolve problems, and have not yet been widely incorporated into the 
day-to-day of digital banking by facilitating financial actions or providing embedded financial support tools.

WHAT HAVE YOU USED A FINANCIAL CHATBOT FOR? 

54% - Resolving a problem

48% - Information on finances/accounts

40% - Information about my bank

20% - Payments/bills

19% - Financial advice/education

17% - Product recommendations

16% - Applying for credit/loan

15% - Opening/closing accounts 

Opportunity: Chatbots that can go beyond providing information to actually facilitating actions like 
payments can provide a competitive advantage in serving households living on LMI and growing 
chatbot uptake in financial services. As a new generation of more advanced chatbots is developed, a 
focus on how they can provide support like a teller and respond to complex action requests will be key 
to ensuring they provide maximum benefit. Commonwealth’s earlier research suggests that there is 
significant demand for more action-oriented chatbot support. 

These results also highlight the importance of problem solving for financial chatbots. Prioritizing the 
development of chatbots that are able to effectively troubleshoot can play an important role in building 
trust at this critical touchpoint and encourage broader utilization of chatbots for other tasks. 
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Improving trust may increase chatbot usage

Across demographic groups, concerns about the security and privacy of personal data remain a significant 
barrier to chatbot uptake. These concerns are not without merit; personal data collected by business and 
services across the web is regularly shared and monetized.

WHAT ARE YOUR TOP CONCERNS WHEN USING FINANCIAL CHATBOT? 

63% - Security

53% - Privacy

49% - Unreliable responses

20% - Too time consuming

5% - No concerns

Concerns about privacy and security are not limited to chatbots. The data indicates that these concerns are 
barriers to use of new financial technologies in general for a significant number of people. Understanding the 
most effective ways to build trust in an often opaque digital environment is one of the key challenges in the 
development of the next generation of AI and other emerging technologies. 

HAVE ANY OF THE FOLLOWING PREVENTED YOU FROM USING NEW FINANCIAL TECHNOLOGIES? 

39% - Concerns about privacy/security

31% - Lack of interest

27% - Lack of understanding of new tech

26% - None of these

14% - Lack of time

9% - Lack of access to mobile phone or computer
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In general, customer trust in banks is significantly higher than their trust in financial chatbots. The chart below 
provides average trust scores for banks and chatbots, with 5 representing complete trust and 1 representing 
no trust. One key component of building trust may be to improve integration of chatbot services into the digital 
banking user experience so that it feels less like a separate entity and is more closely associated with the higher 
trust levels of the bank itself. 

Banks Chatbots

Treat you fairly 3.7 3.2

Provide accurate info 3.9 3.2

Have best interests at heart 3.5 2.9

Keep data secure 3.8 3.1

Provide support without judgment 3.7 3.4

Opportunity: Widespread concerns about privacy and security should be addressed head-on if 
providers want to ensure that the new generation of chatbots is maximally effective at serving 
customers more efficiently. Close association between the chatbot and bank branding is a start, but 
helping customers understand how and where their data is stored is key to adoption of new financial 
tech. The potential for chatbots to provide a “no-judgment zone” for questions or sensitive issues may 
also be significant.

*Trust scores: 5 representing complete trust and 1 representing being no trust
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There is significant interest in multilingual chatbot support

Opportunity: As more advanced chatbots make it possible to more easily generate instant translations 
between languages, there is an opportunity to expand access for non-native English speakers. Providing 
chatbot support in multiple languages can be a differentiating factor for banks seeking to increase 
chatbot usage and broaden their customer base.

61% 
of non-native English 
speakers rarely or never 
bank in their native 
language

63% 
of non-native English speakers 
said it was very or somewhat 
important for chatbots to be 
able to translate into their 
native language
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Digital Financial 
Services
Use of digital financial services continues to grow, but less so for people in the 
U.S. living on LMI

76% 
of respondents use a 
mobile app or website 
for financial services 
daily or weekly

INCOME TREND FOR CURRENT USAGE OF 
DIGITAL FINANCIAL SERVICES

66%
Low

84%
High

82%
Middle

75%
Moderate

43% 
are more likely to 
bank digitally than 
they were a year ago

INCOME TREND FOR MORE LIKELY  
TO BANK DIGITALLY

37%
Low

51%
High

48%
Middle

40%
Moderate

13% 
are more likely to 
bank in person than 
they were a year ago

Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000

These trends are not driven by a lack of access to digital technology. Even for respondents with incomes less 
than $40,000, 94% had regular access to a desktop, smartphone, or tablet. This number rose to 98% for the 
group living on high incomes. As digital financial services become the standard, addressing uptake gaps will be 
key to ensuring that everyone benefits from these advancements.

Digital Financial  
Services

Opportunity: Persistent gaps in uptake of digital financial services mean that households living on LMI 
represent a significant growth market for financial service providers that can meet their needs digitally. 
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Usage of online-only banks 
(neobanks) has risen significantly 
among respondents living on low 
incomes

Respondents were also asked about the use 
of online-only banks such as Ally, Chime, and 
SoFi to gauge interest in shifting toward a fully 
digital banking experience. The results showed 
a significant growth in uptake of these relatively 
new banks, with 40% of all respondents owning 
a checking or savings account with an online-
only bank.

The elevated usage of online banks for both 
households living on low and high incomes 
likely stems from two different benefits of 
online-only banks. 

For households living on high incomes, the high 
interest rates offered by these banks over the 
last two years—exceeding 4%—has made them 
an attractive option for risk-free returns on 
savings as major banks are less likely to offer 
rates as high as this. 

For households living on low incomes, these 
interest rates are unlikely to make a significant 
financial difference. However, the digital-first 
orientation of these banks make them more 
accessible for people with less access to in-
person banking. This is consistent with the 
income trends observed in responses to the 
question of access to local bank branches.

ONLINE-ONLY BANK USAGE, BY 
INCOME LEVEL

43%
Low

44%
High

34%
Middle

36%
Moderate

40% 
of all respondents 
own a checking or 
savings account with 
an online-only bank

INCOME TREND

76%
Low

88%
High

87%
Middle

82%
Moderate

80% 
have access to a 
local bank

Low: less than $40,000

Moderate: $40,000-$80,000

Middle: $80,000-$120,000

High: more than $120,000

Conclusion
Other Emerging  

Technologies
Executive Summary Introduction

Digital Financial  
Services

Generative AI  
and Chatbots

https://buildcommonwealth.org/
https://buildcommonwealth.org/


buildcommonwealth.org 20
Generative AI and Emerging Technology: 
Actionable Insights for Financial Service 
Providers

Opportunity: The appeal of neobanks for  
people in the U.S. living on low incomes brings 
attention to certain key features that allow  
them to effectively serve this market segment.

 ■ Streamlined onboarding processes that 
can be completed in minutes and do not 
require paper forms or travel to a physical 
bank location

 ■ Customer engagement through 
notifications and integrated financial tools to help with budget management or credit building

 ■ No minimum balance requirements or overdraft fees

 ■ Flexibility to quickly implement new technologies like more advanced chatbots or AI-driven 
personalization

The rapid growth of neobanks, especially among people living on low incomes, provides a case study in 
the ways in which deploying new technologies that better support the financial health of traditionally 
underserved markets can be an effective business strategy. 

Black Latinx White

52%
47%

35%

NEOBANK USAGE

We also identified significant racial differences in the 
usage of online-only banks, with Black (52%) and Latinx 
(47%) usage rates higher than that of white respondents 
(35%). These differences persist even when controlling 
for income.
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Mobile banking is the preferred banking channel, particularly for Black and 
Latinx people living in the U.S.

In addition to the types of banks and services used, the channels that consumers use to access financial 
services are a critical mediator of the impact of emerging technologies in financial services. Overall, mobile 
banking is firmly established as the preferred banking channel today, with 48% of respondents choosing 
mobile access through an app or website as their preferred method. This preference for mobile banking is even 
stronger for Black and Latinx respondents than for white respondents.

COMPUTER

Black Latinx White

21%

33%

20%

Black Latinx White

59%

43%

57%

MOBILE PHONE

Black Latinx White

20%
24%23%

TALKING TO SOMEONE  
(IN PERSON OR OVER  
THE PHONE)

Opportunity: A focus on mobile user experience and the design of new financial technologies like 
chatbots with a mobile-first approach is an important part of reaching households living on LMI, who are 
disproportionately Black and Latinx.
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of all respondents prefer 
to use a website on a 
computer

29%

of all respondents prefer 
mobile phone app/website

48%
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Banking support channel preference, by race and ethnicity

22%

of all respondents prefer 
talking to someone (in 
person or over the phone)
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Other Emerging 
Technologies
About three quarters of respondents have heard of recent financial technologies 
being applied in consumer finance and a quarter have actually used them

In addition to gaining insight into how consumers today engage with digital banking, this survey provided 
an opportunity to gauge awareness or use of emerging technologies. We found that for three key financial 
technologies—personalized recommendations, spending analysis, automated transfers—roughly half of our 
sample had heard of them and a quarter had actually used them. Automated transfers were the most used 
within this group at 32%.
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Opportunity: There is still a significant gap between awareness and use of some of the primary new 
consumer-facing technologies in finance. As these technologies are rolled out by more and more 
financial service providers, there is still a need for significant publicity to build awareness for the quarter 
of the population that has still not heard of many of these tools, and the half of the population that has 
heard of them but not yet incorporated them into their financial life. 

PERSONALIZED RECOMMENDATION 
SYSTEMS

23% 
never 
heard of26% 

used

50% 
heard of but 
not used

DIGITAL TOOLS THAT ANALYZE SPENDING AND 
MAKE FINANCIAL RECOMMENDATIONS

23% 
never 
heard of23% 

used

54% 
heard of but 
not used

DIGITAL TOOLS THAT AUTOMATICALLY MOVE MONEY 
BETWEEN YOUR ACCOUNTS

23% 
never 
heard of32% 

used

45% 
heard of but 
not used

CRYPTOCURRENCY

9% 
never 
heard of21% 

used

70% 
heard of but 
not used

VOICE/SPEECH TO TEXT

11% 
never 
heard of45% 

used

43% 
heard of but 
not used
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People living on LMI are significantly less interested in receiving 
recommendations through digital financial tools overall, but are most  
interested in guidance aimed at improving credit scores and saving money

31%
Low

50%
High

43%
Middle

36%
Moderate

DIGITAL TOOLS THAT ANALYZE SPENDING 
AND AUTOMATICALLY MOVE MONEY INTO A 
SAVINGS ACCOUNT* 

DIGITAL TOOLS THAT ANALYZE 
SPENDING AND PROVIDE FINANCIAL 
ADVICE*

31%
Low

45%
High

37%
Middle

30%
Moderate

Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000

HOW COMFORTABLE WOULD YOU FEEL RECEIVING RECOMMENDATIONS ON HOW TO MANAGE YOUR 
MONEY THROUGH AN APP OR ONLINE TOOL?

42%
Low

58%
High

54%
Middle

44%
Moderate

49% 
very or somewhat 
comfortable

*Percent of respondents who are interested

Income trend
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WHICH TYPES OF RECOMMENDATIONS WOULD YOU BE INTERESTED IN RECEIVING THROUGH AN APP  
OR ONLINE TOOL? 

33% - How to improve credit score

32% - How to save more money 

30% - How to reduce expenses

24% - None of these

23% - How to pay down debt

22% - What types of investments to consider

18% - How to manage monthly expenses

17% - What financial products to use

Opportunity: Expanding chatbot capabilities to provide credit-building guidance and other more 
advanced forms of support will be a key competitive advantage in serving households living on LMI as 
the next generation of chatbots develop. These recommendations can be connected directly to actions 
that customers can take through the chatbot interface. Tools like these are key to ensuring that the next 
generation of more advanced chatbots are best able to meet customer needs. 

Low income

48% - How to save more money

40% - What types of investments to consider 

40% - How to reduce expenses

38% - How to improve credit score

34% - What financial products to use

28% - How to pay down debt

26% - How to manage monthly expenses

16% - None of these

High income
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3 out of 4 respondents have used a payment app and a majority of users send 
payments daily or weekly, but specific app preferences vary by income

67%
Low

83%
High

77%
Middle

69%
Moderate

74% 
of people living in 
the U.S. have used 
a payment app

Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000

FREQUENCY OF PAYMENT APP USAGE, ACROSS ALL INCOME LEVELS

21% 
use daily

36% 
use weekly

Other Emerging  
Technologies

ConclusionExecutive Summary Introduction
Digital Financial  

Services
Generative AI  
and Chatbots

https://buildcommonwealth.org/
https://buildcommonwealth.org/


buildcommonwealth.org 27
Generative AI and Emerging Technology: 
Actionable Insights for Financial Service 
Providers

Opportunity: This data highlights the extent to which payment 
apps remain a relatively competitive space, with a range 
of options available and many people using multiple apps. 
Incorporating emerging technologies that can effectively serve 
households living on LMI will be a key competitive advantage as 
this era of competitive payment options develops.

PERCENT OF SAMPLE THAT HAS USED EACH SERVICE BY INCOME

68%
Low

71%
High

72%
Middle

64%
Moderate

PayPal

56%
Low

39%
High

40%
Middle

43%
Moderate

Cash App

24%
Low

58%
High

45%
Middle

37%
Moderate

Venmo

28%
Low

41%
High

44%
Middle

38%
Moderate

Zelle

26%
Low

41%
High

32%
Middle

35%
Moderate

Apple Pay

15%
Low

21%
High

16%
Middle

15%
Moderate

Google Pay

3%
Low

8%
High

6%
Middle

4%
Moderate

Samsung Pay Low: less than $40,000 Moderate: $40,000-$80,000

Middle: $80,000-$120,000 High: more than $120,000
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Conclusion
This survey was designed to provide insight into how people living in the U.S. are engaging with the current 
landscape of emerging technologies in finance, with a focus on how usage differs across income groups. This 
helps providers identify areas in which households living on LMI have particular needs that can be met by these 
technologies. 

It is clear that significant gaps in uptake of digital financial services still exist based on income, but growth in 
usage of these services has been significant across all groups. This report highlights some of the ways in which 
emerging technologies in finance can be leveraged to support the financial needs of households living on LMI 
and increase engagement with digital financial tools. The potential for chatbots to provide personalized support 
at scale is one opportunity to serve people living on low incomes, who disproportionately prefer engagement 
with a human agent but on average have lower access to in-person support. This report also highlights some of 
the barriers that still exist to broader uptake of emerging technologies in finance, including persistent concerns 
around privacy and security as well as the fact that half of the population is still not even aware of many of 
these technologies. 

Overall, the results depict a landscape rich with opportunities for innovation as financial service providers 
rush to leverage new technologies to expand their reach to new customers and deepen their relationship with 
existing ones. As this next generation of technologies develops, Commonwealth hopes to provide industry 
actors with research that facilitates inclusive design of these technologies that leverages their potential to 
positively impact the financial health of households living on LMI. 

Conclusion

If you are a firm creating or 
implementing new financial 
service technologies, we invite  
you to connect with us at  
info@buildcommonwealth.org.  
You can also sign up for our 
newsletter to keep track of all of 
the innovative research coming 
out of this project, including 
field tests with conversational AI 
providers and an emerging tech 
toolkit with actionable insights for 
designing systems that support 
the financial health of households 
living on LMI. 
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