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Balancing
automation, speed,
and transparency
in US finance

Across 828,930 reviews in 2025,
consumer sentiment turns on two
operational realities: Honest fee
disclosures and effective dispute
support. Because organic reviews
skew heavily toward acute
complaint moments, proactive
invitation strategies are essential
to activate the silent majority of
satisfied users and shape brand
presence across review platforms
and Al search engines.

B www.trustpilot.com

Report methodology

e Analysis of 828,930 US Trustpilot reviews across core banking, lending, fintech &

payments, credit reporting, and wealth management from 2025.

o Contains reviews analyzed between January 1, 2023 - December 31, 2025.
o Star ratings are weighted by review volume.

Key takeaways

Chatbot friction drops
ratings to 215 %

Instant approvals earn 4.89%, but
chatbots pull ratings down to 215 %
- over 2% below average.

2 Speed drives
trust recovery

Credit reporting brands answer an
average of 97% of reviews, in an
average of 3 days - a sector-leading
response rate.

Fee framing dictates
customer loyalty

Deceptive fees drive a1.47%*
average, while transparent fee
language averages 4.37.

S

4 Security lockouts sink
ratings to 1.50 %

False-positive lockouts and
unexplained account freezes
collapse review scores to an
average of 1.50%.
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< Trustpilot

Contents

Market dynamics: The Al gap:
Analyzing volume shifts and Balancing instant digital
tax-season borrowing surges. onboarding with human

support access.

Fee transparency: Security and
How upfront pricing disclosures account friction:
protect customer loyalty. Resolving account freezes

and arbitration delays.

Strategic interventions Strategic interventions
(Part1): (Part 2):

Fixing chatbots, response Streamlining onboarding
times, and fees. and fraud care.

B www.trustpilot.com
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*Trustpilot

Introduction

A 4.43% category average shows a 8 2 8 ’9 3 O 9 7 O/O ::fely

stable baseline for US financial

services. However, feedback skews Total US financial reviews Credit reporting leads

toward polar experiences, splitting published in 2025 (+19.3% YoY). sector; wealth lags at 17%.
between fast onboarding wins at

4.85% and chatbot friction during
support disputes at 2.15%. Because
organic reviews heavily reflect these
extreme moments, proactive review
collection is essential to capturing
the silent majority of satisfied
customers, balancing negative
spikes, and maintaining an accurate
brand presence across review
platforms and Al search engines.

1.4/%

Average rating for reviews
citing deceptive fees.

B www.trustpilot.com 005 I
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Market volume and
category dynamics

www.trustpilot.com

1

Industry volume dynamics

US review volume on Trustpilot in the Financial

Services sector grew 43% over two years,

reaching 828,930 reviews in 2025. Personal
lending (45.9%) and fintech platforms (25.6%)
account for the majority of feedback, with core

banking, credit reporting, and wealth
management making up the remainder.

2

Seasonal review rhythms

Review volume rises in March
(+20%) around tax refund
disbursements and Q1 direct-
deposit activity, and again in
December (+31%) during holiday

borrowing and year-end spending.

Average star ratings remained
steady at 4.2-4.5% throughout,
confirming these surges reflect
transaction volume rather than
trust fluctuations.

< Trustpilot

Core sector stability
shields baseline trust

Despite seasonal spikes, core lending and fintech
subsegments maintain stable rating baselines.
However, sudden increases in complaint volume
during peak periods test operational capacity,
exposing customer support bottlenecks when
transaction issues arise.

B Where customer satisfaction drops in US financial services

Instant loan
approvals

4.85 » [T

Transparent
fee disclosures

215 % Conversational

D ti
1.47 % fee mentions

Average star rating
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The Al gap In
customer
experience

www.trustpilot.com

1 The automation
paradox

Automation serves as an asset when
delivering an immediate positive
outcome, but becomes a major
liability when blocking human
support during account issues.
While rapid approvals drive
acquisition, broken escalation loops
erode long-term customer trust.

2 Instant outcomes

versus loop-traps

Consumers reward instant
underwriting. Automated credit
decisions and instant loan approvals
earn 4.89% . However, conversational
Al chatbots sit at 215%, with 68% of
all bot-related feedback registering
as one or two stars.

Above the line

4.89 *

Instant loan approvals

The 3% line

Below the line

215 %

Conversational
Al chatbots

1.84 *

Peer-to-peer
scam mentions

4.85 *

Seamless digital onboarding

B Bot loops and hidden fees drag category ratings below 3 stars

4.5/ %

Transparent fee disclosures

1.50 %

Account lockouts
and freezes

1.47 %

Deceptive fee
complaints

< Trustpilot

3 Human escalations
matter

The inability to reach a human
support representative drives severe
frustration. Being trapped in an
automated loop represents the
largest cluster of Al complaints
(1,257 reviews), with 68% of
chatbot and automated menu
reviews driving critical 1-2% ratings.
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Fee transparency
and consumer
perception

www.trustpilot.com

Fee framing and sentiment

Price and fee disputes are driven by disclosure rather than
actual cost levels. Consumers punish unexpected
maintenance charges or unclear terms severely across every
financial product category, quickly eroding brand goodwill.

Surprise fees perceived as predatory

Hidden costs represent the most damaging pricing narrative
in feedback: "predatory” or “deceptive” fee language drives
14.1% of all 1-2% complaints and collapses average ratings
down to 1.47%.

Even with fees, transparency delivers loyalty

Conversely, clear fee communication generates strong
praise. Reviews referencing transparent or no hidden fees
achieve a 4.37% average rating, demonstrating that upfront
disclosure protects customer relationships and reinforces
long-term retention.

< Trustpilot

B How support friction and surprise fees
erode onboarding goodwill

4.89 *

Instant loan
approvals and
underwriting

Initial customer goodwiill
starts high, but dispute
friction and hidden fees cut
satisfaction by more than half

! =
215% 147 %

Al chatbot Deceptive fee
loop-traps complaints
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*Trustpilot

U n C O m m u n i C ate d 1 security friction vs. B Chatbot dead-ends create severe customer friction

communication

SECU rlty lOC kO Uts Security measures create severe operational

o - friction when automations trigger false-positive
t rl gge r rat | n g lockouts. Account freezes without clear
C O l la p S e explanation collapses ratings to 1.50%.

Compliance & scam exposures Reviews

Unexplained account freezes ("debanking") describi ng an

and forced arbitration generate the sharpest
trust damage (1.50% and 1.30%), while P2P automated

scam complaints (Zelle/Venmo) average loo P -tra P ave rage

1.84% due to lack of buyer recourse.

Preserving trust during friction 2 .7 O *

Brands that maintain high trust during
security events combine instant digital
onboarding (4.85%) with clear
communication and accessible human
escalation during disputes.

(With chatbot/automated-phone-menu mentions just 2.15 stars)

B www.trustpilot.com 009
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Trustpilot

Silence amplifies 1 Subsegment

responsiveness divide

N egat Ive CU StO mer Sector response rates track trust rankings
feed baC k almost exactly. Credit reporting brands lead

the US sector by answering 97% of negative
reviews within 75 hours.

. The cost of unaddressed
complaints

In contrast, lagging subsegments like
Wealth & Investment reply to just 17% of
negative complaints and take over a month
(~33 days) to respond, exacerbating
customer churn.

Closing the resolution loop

Leaving 41% of overall US negative financial
reviews unaddressed allows temporary
dispute friction to permanently erode star
ratings and brand equity.

B www.trustpilot.com
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Strategic fixes
across operations
& support

B www.trustpilot.com

1 Buildintelligent
Al off-ramps

Design automated phone menus and chatbots
with immediate human escalation paths when
accounts are locked, security flags occur, or
severe billing disputes arise, lifting bot scores
above 215%.

. Normalize upfront fee
disclosures

Reframe fee communication across all
onboarding materials. Eliminating surprise
charges helps push pricing feedback toward
the 4.37% transparency average and
removes predatory perception.

Accelerate complaint
response timelines

Target review response windows under

72 hours. Benchmark resolution workflows
against high-performing subsegments like
credit reporting, which answers 97% of
critical reviews within 75 hours.

Trustpilot
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Trustpilot

St rate gl C ﬁX@S 1 Provide transparent guidance

during security locks

fO r p ro aCt |Ve Rgplace automateql, generig freeze. alerts
CO l leCt | O n a n d with clear explanations and immediate

pathways to human support. Combine
" " seamless onboarding (4.85%) with
b ran d b Ul ld IN g proactive communication during fraud
checks. Reviews that mention unexplained
account locks average 1.5%.

. Collect reviews right after
onboarding wins

Trigger review invitations immediately after
high-performing milestones like instant loan
approvals (4.89%) and seamless onboarding
(4.85%). Capturing positive sentiment at the
point of acquisition activates the silent
majority and builds a resilient rating buffer
before customer support disputes occur.

B www.trustpilot.com
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What drives and drags
US financial trust

B www.trustpilot.com

Fast dispute resolution
boosts trust

Credit reporting leads the sectorin
responsiveness, answering 97% of negative
reviews within 75 hours. Fast response
times support overall brand perception and
trust recovery.

Chatbot loop-traps erode
user trust

Conversational chatbots (2.15%) and
automated phone menus actively degrade
user satisfaction. Support automation must
include clear human off-ramps.

*Trustpilot

Instant underwriting
drives satisfaction

Instant underwriting and seamless digital
onboarding drive strong positive sentiment
at 4.89% and 4.85%. Fast execution
remains a primary driver of excellent
customer experience.

Hidden fees and freezes
drag ratings down

Deceptive fee mentions (1.47%) and
unexplained account freezes (1.50%) drive
the lowest ratings in the sector. Prioritizing
clarity in both fee disclosure and lockout
notices protects review scores.
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How financial
brands can rebuild
consumer trust

B www.trustpilot.com

Capture representative
customer feedback

Actively invite consistent flow of reviews from
a representative sample of customers.
Requesting feedback across the full journey
balances organic complaint spikes and
strengthens brand visibility across review
platforms and Al search engines.

Build clear human
off-ramps into support
automation

Design chatbots and automated phone menus
with immediate escalation paths to human
agents. Giving customers a direct line to

support during complex disputes keeps service

friction from destroying onboarding goodwill.

*Trustpilot

Address customer
complaints in days,
not weeks

Prioritize addressing negative reviews,
targeting response times under 72 hours.
Rapid resolution shows customers and
prospects that your business takes
accountability.

Eliminate pricing
surprises and unexplained
account freezes

Publish clear, upfront fee schedules and
provide real-time guidance during security
locks. Proactive communication during
account holds prevents temporary risk checks
from turning into permanent trust loss.

014 B
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Transform friction points from
brand risk to market differentiator

In financial services, single friction points like hidden fees
(1.47%), frustrating support bot loops (2.15%), and unexplained
security freezes (1.50%) inflict far steeper damage on customer
sentiment than smooth digital onboarding or instant loan
approvals can rebuild.

The brands that win in the long run don’t hide from these friction
points. They meet them out in the open, using real customer
feedback to fix operational gaps, resolve disputes quickly, and
build lasting credibility, offering a differentiated approach to
customers’ most pointed criticisms.

That is where Trustpilot comes in. By bringing everyday customer

feedback into the light, we help financial brands listen, adapt, and
turn honest customer experiences into long-term trust.

B www.trustpilot.com

= Trustpilot




