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WHAT'S AT STAKE .
_ 7330, i

of retailers expect to step up their use of
etailers are racing to integrate generative artificial intel- GenAl to obtain and ana[yze transaction
ligence (Al), or GenAl, into their operations, recognizing
its potential to transform everything from transaction aﬂd paymeﬂts data over the next year-

security to personalized shopping experiences. The

data is clear: Businesses that embrace GenAl more extensively
are seeing tangible benefits in customer retention, forecasting
accuracy and strategic decision making. Yet, while adoption is
high — especially among data-driven firms — many retailers
remain doubtful about their own analytics capabilities, exposing
a critical gap between ambition and execution.

This divide raises pressing questions: Can businesses unlock The technology could be make or break for retailers. Firms that fail
the full potential of GenAl without first strengthening their data to innovate risk falling behind as the industry rapidly evolves. With
foundations? And as nearly three-quarters of retailers plan to adoption accelerating, the question is not whether GenAl will shape
increase their GenAl investments next year, will they be able to the future of retail — it is which businesses will harness it most effec-
navigate the integration challenges that threaten to slow progress? tively to drive growth and innovation.

wrENTS | fisery,
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of retailers are highly confident
in their data capabilities.

These are just some of the insights explored in
GenAl Applications in Retail Transaction Analysis:
Industry Trends and Insights, a PYMNTS Intelligence
and Fiserv collaboration. This edition examines the
role of GenAl in retail and draws on insights from

a survey of 390 executives working at retailers
that generated at least $500 million in revenue
in 2023. The survey was conducted from June 12,
2024, to Aug. 7, 2024.

This is what we learned.
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More than 9 in 10 retailers
now leverage GenAl to analyze
transaction data, integrating it
into key business operations

KEY — and the benefits are clear.

FINDINGS —

The most common applications include data privacy and security,
with 58% of retail firms surveyed implementing the technology
in this area. Additionally, 54% use it for customer segmentation
and 53% for forecasting and predictive analytics. Companies
that heavily depend on data for decision making use GenAl in
an average of 3.3 out of six possible ways, with three-quarters
applying it in the top three areas.

Adoption varies across retail sectors. Grocery retailers, for instance,
are notably less likely to use GenAl with their transaction data,
with most (52%) applying it in just two or fewer ways — com-
pared to only 41% in non-grocery retail.

PYINTS
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FIGURE 1

How retailers are using GenAl for their data
Share of retailers that utilized GenAl for transaction and payments data in select ways in
the last 12 months, by their degree reliance on data
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Source: PYMNTS Intelligence

GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025
N = 387: Retail companies that tracked payment data in the last 12 months, fielded June 12, 2024 — Aug. 7, 2024
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Among businesses that use GenAl in sev-
eral areas, the benefits are clear. More than
60% of firms with high adoption report
improvements in personalized product
recommendations, transaction security
and customer retention, surpassing the
48% average across all retail firms.

Greater reliance on GenAl also empow-
ers businesses to increase the role that
their transaction and payments data play
in shaping business strategies, allowing
them to make more informed choices.
Retailers that use GenAl in five or six ways
identify an average of 9.4 areas where
this data influences their decision making,
compared to 7.5 areas among all firms. As
adoption continues to grow, businesses
leveraging GenAl more extensively may
gain a competitive edge in both operational
efficiency and customer engagement.
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FIGURE 2
How GenAl usage is linked to improvements in select areas ® Sample
Share of retailers reporting that transaction and payments data have helped guide strategy development and ® Three or four
decision making in select areas in the last 12 months, by number of ways the retailer is using GenAl for this data ® Five or six
70% 68%
62% 62% 62%
60%
57% 57%
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49% 49% 49%
50% 0 48% 2 E
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Real-time alerts Loyalty or Increased conversion Sales channel Overall customer Increasing sales Personalized product Enhanced security Customer
on operations rewards programs rates/decreased cart optimization stickiness volume and or service offers of transactions retention
abandonment rates profitability

Source: PYMNTS Intelligence
GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025
N = 387: Retail companies that tracked payment data in the last 12 months, fielded June 12, 2024 - Aug. 7, 2024
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FIGURE 3

Number of areas of improvement, by degree of GenAl usage
Number of business performance areas in which retailers report
that transaction and payments data have helped guide strategy
development and decision-making processes, by number of ways
the retailer is using GenAl for this data
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Source: PYMNTS Intelligence

GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025

N = 387: Retail companies that tracked payment data in the last 12 months,
fielded June 12, 2024 — Aug. 7, 2024
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9%

of retailers report that transaction and
payments data have helped guide their
customer retention strategy development
and decision making in the last 12 months.
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Despite the growing adoption of ‘ ‘

GenAl in retail. most retailers While many retailers are still struggling with
. - . data readiness, those that invest more deeply
remain skeptical of their own

) o in GenAl are seeing tangible improvements
analytics capabilities. in their ability to collect, analyze and present

data effectively.
b

Fewer than one in three retailers rate themselves as having high
capabilities in data collection and analysis, indicating a need for
more up-to-date tools that empower them to use their data more
effectively.

Thirty-one percent of firms say their data collection capabilities Broader use of GenAl is linked to firms feeling more confident
in several of these capabilities. Among retailers leveraging
GenAl in five or more ways, 38% report strong data collection

abilities — a 23% increase over the industry average. Sim-

are strong, and an even smaller share (27%) say the same of their
data analysis capabilities. Thirty percent, meanwhile, report a high
degree of capability in data management and storage, and only 22%

say the same of cross-functional collaboration and data sharing. ilarly, visualization and reporting capabilities see a modest

About half of firms or fewer tend to report moderate capability boost. Twenty-seven percent of retailers applying GenAl in

across these functions. at least four areas report strong visualization and reporting

capabilities, compared to 24% across all firms.

These findings suggest that while many retailers are still
struggling with data readiness, those that invest more deeply
in GenAl are seeing tangible improvements in their ability
to collect, analyze and present data effectively.
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INTELLIGENCE ‘ hser\l.




18 | GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights Key Findings | 19

@® High capability, with few weaknesses

FIGURE 4
Retailers’ confidence in their data analytics capabilities ® Moderate capability
Share of retailers reporting select degrees of confidence in their internal analytics capabilities utilizing transaction and payments data for @ Low capability

given usages related to strategy development and decision making

CROSS-FUNCTIONAL COLLABORATION AND DATA SHARING DATA ANALYSIS

Use GenAl in at least

Use GenAl in at least
five ways Sample five ways Sample
® 27.0% ® 22.2% ® 27.0% ® 27.4%
® 51.4% ® 47.5% ® 541% ® 46.8%
® 21.6% ® 30.2% ® 18.9% ® 25.8%
INFRASTRUCTURE DATA COLLECTION

Use GenAl in at least Use GenAl in at least

five ways Sample five ways Sample
® 27.0% ® 26.4% ® 37.8% ® 30.7%
® 56.8% ® 46.5% ® 45.9% ® 46.0%
® 16.2% ® 271% ® 16.2% ® 23.3%

VISUALIZATION AND REPORTING

Use GenAl in at least

five ways Sample

® 27.0% ® 24.3%

® 51.4% ® 501%

® 21.6% ® 25.6%

Source: PYMNTS Intelligence

GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025
N = 387: Retail companies that tracked payment data in the last 12 months, fielded June 12, 2024 — Aug. 7, 2024
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FIGURE 5
Nearly th ree-quarte rs Of Retailers’ plans to increase GenAl usage for transaction data
Share of retailers indicating they are very or extremely likely to expand their use of or start
. . utilizing GenAl in any way related to obtaining and analyzing transaction and payments data,
retallers plan to Step up thelr by retail sector, degree of reliance on data and number of ways they are currently using GenAl
Investment in GenAl next year,
savrLe [ 72.6%
underscoring its growing role as
é . ' ® 631% L 4-6%67 7%
. < roceries (NS 67.7%
a long-term strategic asset. i
£ Non-grocery products | MM 75.1%
o
g ® 61.8% ® 11%
o : : : 3 Low data reliance (D 62.9%
The vast majority of retailers currently using GenAl plan to increase z o e .
their utilization of the technology in 2025, with the most data- S Medium data reliance [N 68.0%
: : i i i = ® 85.3% ®6.3%
driven firms leading the charge. Among retailers that heavily 3 High data reliance [T 91.6%

rely on data for decision making, 92% intend to expand their

use of GenAl for transaction data, compared to 63% of firms
®0.0% @52.2%

zero (NN 52.2%

®55.0% @ 0.0%
one ortwo [N  55.0%

® 86.5% @ 0.0%

Three or four |  86.5%

®89.2% @ 0.0%

Five or six | 89.2%

with low data reliance. This trend suggests that businesses with
well-established data strategies view GenAl as a key competitive
advantage.

Retailers’ current degree of GenAl usage also correlates with

NUMBER OF WAYS THE
RETAILER IS USING GENAI
FOR THIS DATA

future investment. Among firms already leveraging GenAl in at
least five different ways, 89% plan to increase their adoption of
the technology. In contrast, just 55% of those using it in only one 0% 50% 40% 60% 80% 100%
or two applications expect to expand. This pattern indicates that

. . Source: PYMNTS Intelligence
com panles 899|ng measu rable beneﬂts from GenAI are the mOSt ® Increase utilization GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025
@® Start using N = 387: Retail companies that tracked payment data in the last 12 months, fielded June 12, 2024 - Aug. 7, 2024

committed to further integration.
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However, while enthusiasm for the technology is strong, retailers also
face significant hurdles in adoption, particularly in system integra-
tion. Among firms using GenAl extensively, 68% report facing system
integration challenges, compared to about 48% across all firms.

FIGURE 6
Data challenges retailers face

Key Findings | 23

Additionally, 57% of firms that heavily rely on GenAl report challenges
around customer privacy, compared to only a minority (46%) of the
overall sample. Similarly, highly GenAl-reliant retailers are also more
likely to cite difficulties accessing data in real time.

Share of retailers reporting they experienced challenges in select areas related to obtaining and using transaction and payments data to guide their companies’ strategy development

and decision-making processes in the last 12 months, by number of ways they are using GenAl
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Source: PYMNTS Intelligence
GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights, March 2025
N = 387: Retail companies that tracked payment data in the last 12 months, fielded June 12, 2024 - Aug. 7, 2024
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CONCLUSION

he numbers speak for themselves: Retailers integrating GenAl
across multiple areas are seeing a boost in everything from
customer loyalty to security.

GenAl is reshaping how businesses analyze retail transac-
tions. However, a significant gap remains between aspiration and
implementation, as many firms still struggle with their foundational
data capabilities.

The growing investment in GenAl underscores its role as a transforma-
tive force in retail. Nearly three-quarters of retailers plan to increase
their implementation of the technology in the next year, with data-
driven firms leading the charge. Yet, as enthusiasm for GenAl grows,
so do the challenges — particularly in system integration. Businesses
that proactively address these obstacles, strengthening their data
management and analytical capabilities, will be best positioned to
maximize GenAl’s impact. Those that hesitate risk being left behind
as the industry races on.

The future of retail will not simply be defined by who adopts GenAl
but by who uses it most effectively. Retailers that take a proactive
approach — strengthening their data infrastructure, fostering col-
laboration and prioritizing GenAl-driven insights — will gain a lasting
advantage. As the technology evolves, so too must the strategies used
to implement it. The retailers that recognize this and act decisively
will be the ones leading the industry in innovation and growth.

Methodology | 25

METHODOLOGY

enAl Applications in Retail Transaction Analysis: Indus-

try Trends and Insights, a PYMNTS Intelligence and

Fiserv collaboration, explores how retailers are using

GenAl to improve their analytics capabilities. Between
June 12, 2024, and Aug. 7, 2024, we surveyed 390 executives
working at retailers generating at least $500 million in revenue
in 2023 to determine how they use the technology and how it is
impacting their businesses.
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that uses proprietary data and methods to provide actionable insights
on what’s now and what’s next in payments, commerce and the dig-
ital economy. Its team of data scientists include leading economists,
econometricians, survey experts, financial analysts and marketing sci-
entists with deep experience in the application of data to the issues
that define the future of the digital transformation of the global econ-
omy. This multi-lingual team has conducted original data collection
and analysis in more than three dozen global markets for some of the
world’s leading publicly traded and privately held firms.

Fisery, Inc., a global leader in payments and financial technology, helps
clients achieve best-in-class results through a commitment to inno-
vation and excellence. Carat is the global commerce platform from
Fiserv that orchestrates payments and experiences for large enterprise
clients. Learn more at https:/www.carat.fiserv.com/.

We are interested in your feedback on this report. If you have questions, comments or would

like to subscribe, please email us at feedback@pymnts.com.

DISCLAMER

GenAl Applications in Retail Transaction Analysis: Industry Trends and Insights may be
updated periodically. While reasonable efforts are made to keep the content accurate
and up to date, PYMNTS MAKES NO REPRESENTATIONS OR WARRANTIES OF ANY KIND,
EXPRESS OR IMPLIED, REGARDING THE CORRECTNESS, ACCURACY, COMPLETENESS,
ADEQUACY, OR RELIABILITY OF OR THE USE OF OR RESULTS THAT MAY BE GENERATED
FROM THE USE OF THE INFORMATION OR THAT THE CONTENT WILL SATISFY YOUR
REQUIREMENTS OR EXPECTATIONS. THE CONTENT IS PROVIDED “AS IS” AND ON AN
“AS AVAILABLE” BASIS. YOU EXPRESSLY AGREE THAT YOUR USE OF THE CONTENT IS
AT YOUR SOLE RISK. PYMNTS SHALL HAVE NO LIABILITY FOR ANY INTERRUPTIONS IN
THE CONTENT THAT IS PROVIDED AND DISCLAIMS ALL WARRANTIES WITH REGARD
TO THE CONTENT, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY AND
FITNESS FOR A PARTICULAR PURPOSE, AND NON-INFRINGEMENT AND TITLE. SOME
JURISDICTIONS DO NOT ALLOW THE EXCLUSION OF CERTAIN WARRANTIES, AND,
IN SUCH CASES, THE STATED EXCLUSIONS DO NOT APPLY. PYMNTS RESERVES THE
RIGHT AND SHOULD NOT BE LIABLE SHOULD IT EXERCISE ITS RIGHT TO MODIFY,
INTERRUPT, OR DISCONTINUE THE AVAILABILITY OF THE CONTENT OR ANY COMPO-
NENT OF IT WITH OR WITHOUT NOTICE.

PYMNTS SHALL NOT BE LIABLE FOR ANY DAMAGES WHATSOEVER, AND, IN PARTIC-
ULAR, SHALL NOT BE LIABLE FOR ANY SPECIAL, INDIRECT, CONSEQUENTIAL, OR
INCIDENTAL DAMAGES, OR DAMAGES FOR LOST PROFITS, LOSS OF REVENUE, OR
LOSS OF USE, ARISING OUT OF OR RELATED TO THE CONTENT, WHETHER SUCH
DAMAGES ARISE IN CONTRACT, NEGLIGENCE, TORT, UNDER STATUTE, IN EQUITY, AT
LAW, OR OTHERWISE, EVEN IF PYMNTS HAS BEEN ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES.

SOME JURISDICTIONS DO NOT ALLOW FOR THE LIMITATION OR EXCLUSION OF LIABIL-
ITY FOR INCIDENTAL OR CONSEQUENTIAL DAMAGES, AND IN SUCH CASES SOME OF
THE ABOVE LIMITATIONS DO NOT APPLY. THE ABOVE DISCLAIMERS AND LIMITATIONS
ARE PROVIDED BY PYMNTS AND ITS PARENTS, AFFILIATED AND RELATED COMPA-
NIES, CONTRACTORS, AND SPONSORS, AND EACH OF ITS RESPECTIVE DIRECTORS,
OFFICERS, MEMBERS, EMPLOYEES, AGENTS, CONTENT COMPONENT PROVIDERS,
LICENSORS, AND ADVISERS.

Components of the content original to and the compilation produced by PYMNTS is the
property of PYMNTS and cannot be reproduced without its prior written permission.



https://www.carat.fiserv.com/
https://www.pymnts.com/pymnts-intelligence/
mailto:feedback%40pymnts.com?subject=GenAI%20Applications%20in%20Retail%20Transaction%20Analysis%3A%20Industry%20Trends%20and%20Insights

	What’s at Stake
	Key Findings

	Conclusion
	Methodology

	About

