
Solving What Matters

Using JTBD To Uncover 
How Older Adults 
Want AI to Show Up
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Today’s Speakers

Brittne Kakulla, PhD Kevin Karty, PhD
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2nd Largest Membership Org in the US

40,000 volunteers

38 Million Members in 2024 

Tech 
Forward 
Offerings



4

8%18% 33% 33%* 8%

Used 
it

Familiar, would 
like to use

Familiar, do not 
care to use

Heard of, but not 
familiar

Don’t know what 
this is

Generative AI’s awareness and use among older 
adults has grown, but many are still skeptical

Experience with Generative AI
Among adults 50+

26%

Age 50-plus 
(n=3,114)

* Indicates a significant difference at a 95% confidence level

Excited about 
Generative AI

30%
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Those with experience using AI see it as helpful while those 
without direct experience remain skeptical of its potential

Base: Total 50-plus Respondents 

[NEW QUESTION 2024] Q75b_2025. How helpful has/do you anticipate generative AI been/will be in making your 
everyday life easier and more enjoyable?

Anticipated helpfulness of Generative AI in making life easier and more enjoyable

Among adults age 50+

40%*

13%

15%*

3%

21%

52%

17%

17%*

6%

15%

55%

16%

GenAI Users Age 
50+ (n=595)

Very helpful Somewhat helpful Not sure Not very helpful Not at all helpful

GenAI Non Users 
Age 50+ (n=2,507)
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Our Research Goals

Deeper exploration 
of awareness, attitudes, 
and interest in AI among 
older adults

Explore AI across a 
variety of solutions and 
applications without 
overwhelming 
respondents 

Identify job and 
problem-solving 
opportunities that could 
drive AI adoption 

Advise and reinforce AARP's role as a national thought leader on aging and technology
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But There Are Major Research Challenges
Data Quality is Critical
But we have a 25-minute survey 
with a LOT of questions

How much do you agree with the following 
statement?

“I am skeptical of AI and services or 
mobile phone apps that use it.”

Strongly Agree

Agree

Neither Agree Nor Disagree

Disagree

Strongly Disagree

Say-Do Gap + Limited Experience
Will behavior differ from stated intent if apps 
deliver needed functions with low effort? Will 
attitudes change as they gain experience?

274 Grid Statements
12 Open Ends
+ Ranks, Typing Tool, etc.
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Our Research Approach

Conversational AI at Scale

✓ Organize our 12 open-end questions 
into 3 “stories”

✓ Stories function like a “Mini-IDI” 
with voice response

✓ Allow people to answer by voice 
(ideal for mobile) to gather emotion 
and authenticity

✓ AI-enhanced analysis to extract 
themes and code each response by 
topic, sentiment, and emotion
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Our Research Approach

Amazing User Experience

✓Heavily incorporated graphics 
on nearly every question

✓Novel and creative 
interactions (“gamification”)

✓Optimized separately for both 
mobile (62% of respondents) 
and desktop

✓NONE of the 274 grid questions 
used conventional interfaces

Swipe to tell us how familiar you
are with each technology

Autonomous Vehicles: 
self-driving or driver-
assist features in cars
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Our Research Approach

Focus on Jobs To Be Done

✓ Tested 40 jobs from 8 distinct 
categories identified by a prior 
Kantar work stream

✓Graphical & emotive

✓ Chose ‘claymation’ style to 
avoid risk of bias



11

Jobs To Be Done is a framework that is used to 
understand why people “hire” products, services, 
or solutions in their lives.

Focus on 

underlying goals   

or tasks

• Functional

• Emotional

• Social

Jobs are evaluated 

on various 

dimensions

• Importance

• Satisfaction (or 
Dissatisfaction)

• Relevance and Interest

Uncover unmet 

needs

• Define 
innovation 
opportunities

“Who are they and what 
are they buying?”

“What are they trying to 
achieve?”

Shift the focus
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What we learned
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Most older adults are familiar with basic AI 
applications, although use is not as common

48%

38%

36%

32%

29%

29%

28%

27%

22%

15%

14%

12%

12%

6%

27%

34%

30%

37%

29%

31%

37%

39%

28%

39%

40%

43%

26%

29%

18%

19%

28%

23%

32%

28%

23%

28%

39%

32%

27%

28%

37%

56%

7%

9%

6%

8%

10%

12%

12%

6%

11%

13%

19%

16%

24%

9%

Predictive Text & Auto-Correction

AI for General Knowledge and Question Answering

Virtual Assistants

Voice-to-Text Services

Chatbots

Entertainment Recommendation Systems

Image Recognition

Smart Home Devices

Shopping Recommendations

Travel Recommendations

AI in Finance/Banking

AI in Healthcare

Image Generation

Autonomous Vehicles

Use Familiar and 

interested

Familiar and not 

interested

Never heard of

By comparison, 
smartphone adoption 
was only 10% by
mid-2012, which was 5 
years after the iPhone 
Launch
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Older adults express mixed views on AI. While 
some are optimistic about AI’s benefits, others 
are skeptical due to privacy, security, and 
misuse concerns. 

54%

42%

37%

18%

9%

6%

Positive impact on daily life

Mixed feelings about AI

Increased dependence on

technology

Intrusiveness and privacy

issues

Healthcare innovations

Concerns about job

displacement

Topic Discussed

96%

41%

32%

8%

96%

24% 35%

63%

86%

94%

Sentiment
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Structured 

Everything Assistant
Humans will embed AI assistants into their everyday lives as 
proactive helpers 

Compassionate 
Communicator
Humans will use AI tools to help them find the right words for 
any situation 

Adaptive Companion
Humans will form parasocial relationships with AIs that 
foster a sense of intimacy 

Analytical 

Outcome Optimizer
Humans will use AI to create personalized plans, maximizing 
outcomes across different areas of life 

Universal Expert
Humans will acquire a greater range of knowledge and skills, 
using AI for expert-level tasks 

Prolific Prototyper
Humans will co-create with AI, as each refines the other’s 
work 

Imaginative Entertainer
Humans will seek new forms of entertainment through 
hyper-personalized, AI-generated content 
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Creative 

Emotive 

Sensemaking Engine
Humans will use AI tools to discern meaning from vast amounts 
of data 

Openness to AI JTBD depends on the application 
Kantar’s Human+ Model. Eight key roles that enhance human capabilities through AI
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Those Eight Roles Were Translated Into 
40 Jobs Focused on Life for Older Adults
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Avoiding Fatigue: Multiple Engaging Interfaces

Split up metrics across multiple types of 
questions

• Core metrics used iconized multi-grid
• Importance of the job
• Satisfaction with current solutions

• Additional metrics used a sequential 
multi-grid to avoid excess correlation
• Interest in AI solution for the job
• Willingness to pay
• Expectation of insurance coverage
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Composite Score: Combining Our Metrics

X=

Composite
Score (Index/1000)

424

404

401

391

389

385

379

378

374

367

360

359

357

355

351

347

341

340

Health support networks

Relevant news filter

Simplify health information

Technology guidance

Tailored financial tools

Active living reminders

Learn health options

Financial term clarification

Access health resources

Budget-friendly travel

Simplified family…

Preserve family memories

Skill-building resources

Personalized health steps

Financial planning support

Explore new interests

Financial deadline reminders

Organize health tasks

68%

60%

64%

62%

59%

60%

58%

56%

60%

59%

54%

60%

59%

54%

65%

55%

56%

61%

Willing to Adopt
an AI Solution (Any)

21%

26%

23%

24%

26%

28%

25%

24%

20%

22%

26%

21%

23%

24%

15%

22%

20%

21%

Dissatisfaction with
Current Solutions

X

40% 20%

Note: Composite scores were calculated multiplying (weighted) 40% importance, 40% dissatisfaction, 20% willingness to adopt an AI solution. 

66%

52%

56%

50%

48%

42%

47%

49%

54%

49%

41%

48%

44%

42%

60%

43%

45%

41%

Importance

40%Weight ➔
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Jobs to Be Done by Quadrants

Solved Needs
Room for 

Improvement

Secondary 

Opportunities
Opportunity Zone

Out of 40 jobs…

4 15 13 8
Were in the 

Opportunity 

Zone

Were Existing 

Solutions with 

Room for 

Improvement

Were 

Secondary 

Opportunities

Were 

Solved Needs Top 3 Jobs

Health support 

networks

Relevant news filter

Simplify health 

information

D
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Importance
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Top Three Jobs: Connection and Simplicity
(especially in health care, news, and some additional areas)

D
is

sa
ti

sf
a

ct
io

n

Importance

Solved Needs:

8 Jobs

Room for 
Improvement:

15 Jobs

Secondary 
Opportunities:

13 Jobs

Opportunity Zone:

4 Jobs
Top 3 Jobs

Health support 
networks

Relevant news 
filter

Simplify health 
information
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Over HALF of Older Adults Want
New AI Solutions for Top Needs

424

404

401

391

389

385

379

374

371

367

Health support networks

Relevant news filter

Simplify health information

Technology guidance

Tailored financial tools

Active living reminders

Learn health options

Access health resources

Recognize emotional state

Daily wellness support

Composite Score

Importance x Dissatisfaction x AI Interest

54%

60%

54%

57%

63%

59%

58%

58%

60%

63%

Interest in a Specifically

Designed AI Solution

54%

71%

64%

68%

69%

71%

70%

62%

75%

70%

Interest in an Add-On

AI Solution

Base: 50+ year olds (n=1148); Saw 7.1 (n=556), Saw 8.1 (n=592) How interested would you be in an AI-powered solution specifically designed for this want or need? Q8.1. How interested would you be in an AI-

powered solution if it were added to a service to already use?

They’re even more interested in 
add-ons to existing solutions



24

But Most Older Adults Are Not 
Willing to Pay for These Solutions

Many expect solutions to be free 
or covered by insurance

424

404

401

391

389

385

379

378

374

367

Health support networks

Relevant news filter

Simplify health information

Technology guidance

Tailored financial tools

Active living reminders

Learn health options

Financial term clarification

Access health resources

Budget-friendly travel

Composite Score (Index/1000)

Importance x Dissatisfaction x AI Interest

17%

9%

11%

18%

19%

21%

11%

16%

13%

15%

Would pay for

an AI Solution

72%

75%

77%

74%

67%

66%

79%

71%

75%

73%

Would only use if free/

covered by insurance

Base: 50+ year olds (n=1148); Saw 7.1 (n=556), Saw 8.1 (n=592) If an AI-powered solution or this need were to be added to a service you already have, would you be willing to pay for it? | If there were a cost for 

this AI-powered service, would you expect your insurance to cover the cost of this solution?
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BONUS FEATURE
Did an AI-Enhanced Survey Change Opinions?
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0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

POST

PRE

0 1 2 3 4 5 6 7 8 9 10

Exposure Significantly Increases AI Openness

Base: Ages 50+ = 1148  QID153 (19.9)- On a scale of 0-10, how open are you to the use of AI in general? A rating of TEN is EXTREMELY OPEN, a rating of ZERO is NOT AT ALL OPEN. | Lastly, we'd like to 
inform you that the survey you just took utilized various AI tools, such as coming up with unique questions based on your open-ended response. Based on what we covered in this survey, on a scale of 0-10, 
how open are you to the use of AI in general now?

52%

67%

People are cautious about the idea of ‘AI’, but when we show 
them how it can solve specific problems in their daily lives and 
how easy it is to use, they very quickly become more open to it.

+15%



27



28

Implications
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Research Learnings

Voice, conversational AI, imagery, and engaging interactions 
make a big difference in long or complex surveys.

Survey engagement matters A LOT

Get much richer results, easy to ‘quantify’ with AI tools, and 
bring research findings to life

Audio is a big value add

Many respondents were not at all surprised at the use of AI in 
our survey – they kind of expected it

Conversational AI is going mainstream
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Research 

Increasing AI adoption will require clear privacy safeguards, targeted 
education, and user-friendly design to build trust and accessibility. 

TRUST is a key barrier

Integrating AI into existing tools ensuring that solutions enhance rather 
than complicate daily life, especially since most are unwilling to pay for 
standalone tools. 

Prioritize integration

AI can play key roles for older adults filing gaps in understanding, support 
and accessibility to become a valuable and widely accepted resource.

Lead with Sensemaking Engine and Imaginative 
Entertainer  

RELEASE AND ACTIVATION COMING SOON
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Questions?

Brittne Kakulla, PhD Kevin Karty, PhD

Report available at:
www.aarp.org/50plus-aisurvey 

http://www.aarp.org/50plus-aisurvey
http://www.aarp.org/50plus-aisurvey
http://www.aarp.org/50plus-aisurvey
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Return to Slide

Return to Slide
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Return to Slide

Return to Slide



34

Return to Slide

Return to Slide
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I am not the most tech savvy individual. I grew 
up with electric typewriters back in high school, 
not computers. I didn't start using computers till 
just before I had to retire at 39 for health 
reasons. So I take it one day at a time.

-Age 50+ Respondent

We will add a reel here instead
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