
 

What Investors Want: More Involvement, Multiple Sources of 
Advice; Dip in Consultation of Financial Professionals  

Common blending behaviors for live and digital advice 

(Feb. 9, 2021, Rye, NY) – When it comes to investments, a growing number of consumers 
are tapping into multiple sources of advice to make decisions even though consultations 
with financial professionals dropped over the past year, according to a new report by 
Hearts & Wallets, the research and benchmarking firm that specializes in how consumers 
save, invest and seek financial advice.  

The Advice & Technology: Examining How Consumers Combine Professionals, Online 
and Other Advice Sources report analyzes the preferred investment decision-making 
process, sources for investment advice, and use of technology. The research draws from 
the Hearts & Wallets Investor Quantitative™ Database, recognized as the largest single 
dataset with over 100 million data points on consumer buying patterns from 60,000 U.S. 
households.  

Taking Control 
Over the past 10 years, two thirds of consumers nationally have consistently said they 
want to “make decisions and manage money on my own.” Among those who want help, 
the appetite for “seeking input from various sources while making some decisions on their 
own” has increased to a 10-year high at 23%, up from 15% in 2019. A preference for 
delegation to financial professionals has decreased to a 10-year low, dropping from 18% in 
2019 to 14% last year.  

Stated preferences are less predictive of behaviors as consumers of all decision-making 
preferences say they are turning to more sources1 for investment information and advice in 
comparison to 10 years ago. From 2010 to 2020, consumers who want to “make decisions 
and manage money on my own” increased the number of sources they turn to from 3.2 to 
5.1, while those who “seek input from various sources while making some decisions on 
their own” increased sources from 4.8 to 7.0. Consumers who “rely primarily on financial 
professionals to make decisions for me” increased sources from 3.7 to 5.8.   

“Self-directed investors aren’t so self-directed,” Laura Varas, CEO and founder of Hearts & 
Wallets said. “As options for advice proliferate, consumer behavior shows more people are 
tapping into more sources of information and advice. This increases the urgency to explain 
clearly what advice options are available and how they fit together.”  

-more- 
  

 
1Sources of information and advice for this count excludes “myself” as a source. 
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Multiple Sources 
In 2020, the top two sources of information and advice investors rely on remain “myself” at 
89% and “my spouse/partner2” at 80%. Coming in third is financial professionals of all types at 
66%, followed by family 60% and online 53%. The sharpest 10-year increases are for online, up 
from 42% in 2010 to 53% in 2020, and employer-sponsored programs, going from 38% in 2010 
to 45% in 2020.  

Fewer consumers report consulting financial professionals in 2020 vs. 2019. The decline is 
bigger for “other financial professionals,” down from 68% to 59%, than “paid investment 
professionals,” down from 46% to 41%. Bank and insurance reps show the biggest decline, a 
10-point drop, in consumers turning to them as sources for investment information and 
advice. Fewer consumers also report using paid investment professionals as the “primary/go-
to source.” 

The decline in reliance on paid investment professionals occurred across all investable 
asset groups. Notable is an 11-percentage point drop for consumers with $2 million-plus in 
investable assets who use paid investment professionals as their go-to/primary source 
year-over-year. In comparison to the prior year, households with $2M+ were less likely to 
turn to paid investment professionals as their go-to/primary source than households with 
$500,000 to less than $2 million.  

Online Sources 
The top online investment activities in 2020 at the national level are check/track accounts 
and use financial planning tools/calculators. One in 4 (24%) uses mobile to check/ track 
accounts, and 16% uses mobile for financial planning tools/calculators. Long-term growth 
areas related to content activities, such as planning tools and videos, are growing at a 
faster rate than transaction-related activities, such as get quotes, trade securities and 
aggregate accounts.  

A slight downtick in use of financial planning tools and calculators year-over-year 
coincided with a switch in device of preference. Mobile is catching up to computer as the 
device of preference for online investment information and advice activities with 1 in 3 
households now using a mobile device for at least 1 online investment information and 
advice activity. Households with $2M+ are engaged with both content and transactional 
activities and increasingly use online as a “usual” source. 

-more- 
  

 
2 Spouse/partner as a source was asked for survey participants who are married/partnered. 
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“The $2-million-plus group can be a harbinger of changes that can ripple through other asset 
groups and merits further tracking,” Beth Krettecos, Hearts & Wallets Subject Matter Expert, 
said. “Their decline in use of paid investment professionals is intriguing, especially when 
combined by their increasing use of online sources.” 

Blending Behaviors 
The majority of affluent and young consumers use “any financial professional” and online as 
sources for investment information and advice. Among consumers who integrate these sources, 
the most common behavior is to “do my own research first [and] then...validate my findings.” 
Other blending behaviors are covered in the report. 

Methodology 
Advice & Technology: Examining How Consumers Combine Professionals, Online and Other Advice Sources analyzes 
the preferred investment decision-making process, sources for investment advice, and use of technology. The 
research draws from the Hearts & Wallets Investor Quantitative™ Database, recognized as the largest single 
dataset with over 100 million data points on consumer buying patterns from 60,000 U.S. households. The latest 
IQ™ Database survey wave was fielded in August 2020 and includes 5,920 U.S. households. 

About Hearts & Wallets 
Hearts & Wallets is the research and benchmarking firm that specializes in how consumers save, invest and seek 
financial advice. Leading firms use Hearts & Wallets thought-leadership reports, software and benchmarking to make 
their saving, investing and advice solutions more consumer-centric. For more information 
visit www.heartsandwallets.com. 
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