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Key summary findings

e Almost half of consumers (48%) have switched at least one product or
service in the last 12 months (+5% pts vs 2014), with the most noticeable
increase in those switching mobile provider (+5% pts to 14%), followed by
car insurance (+4%pts to 29%).

* The highest sectors for switching are car insurance (29%) , electricity
supply (18%), gas (17%) and main grocery shop (17%).

* The majority of switchers feel they have saved money by switching.

* Almost half of the population (45%) has at least one bundled
product/service, with broadband being the most bundled service and TV,
broadband and landline the most popular bundle.

* The perceived biggest barrier to switching across products continues to be
hassle and not believing that there is a difference between suppliers.

* Alarge proportion of consumers are still not checking for better
deals/packages regularly.
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One third of us continue to be loyal consumers, while 1 in 4 are more prone to

switching
Base: All Adults 16+
Nov June July Nov
2012 2013 Dec 2013 2014 2015

% % % % %
More likely to be
I tend to stick to the same 34 65+. C2DE
companies ’
40
I generally stick with the same
companies but will look around

| change companies often and avail
of better deals whenever | can

Q. 1 Which of the following statements most closely describes your behaviour as a consumer?
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Older adults and those from working
class or farming backgrounds continue to
be the most loyal to suppliers, while

Stick or Switch x Demographics
Base: All Adults 16+

ABC1s and 35-49 years olds are most

likely to switch

| tend to stick with the
same companies for
products & services

| generally stick with
the same companies
for products and
services but will look
around if | experience
poor service or price
increases

I change companies
often and will avail of
better deals/service
whenever | can

Q. 1 Which of the following statements most closely describes your behaviour as a consumer?
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Almost half of the population (45%) has at least one bundled product/service

Base: All Adults 16+

% of population who hold products or services as

part of a bundle or package

Broadband Internet access
provider

Fixed/Landline telephone
provider

TV Service provider e.g. Sky, UPC

Any bundle — 45% of the
population has at least one

Electricity supply service bundled product/service

Gas supply service

Mobile telephone provider

Q. 11a Do you purchase any of these products or services as part of a bundle or package?

Q. 11b And which of these bundles do you currently have?

% Bundles currently held
Base: All with a bundle

14%

12%

11%

6%

6%

3%

2%

1%
1%
1%
Broadband is the most ‘bundled’ service, with the

most popular bundle being TV, broadband and
landline.

C’ Coimisiun um lomaiocht agus Cosaint Tomhaltoiri  Competition and Consumer Protection Commission



éﬂ:’\l Car Insurance

Electricity supply
service

Mobile telephone
provider

I
a
% Main grocery shop
-
X 7  Top up grocery shop

Broadband/internet
access provider

Trends in switching behaviour
Base: All who hold each product

Switched in past year

%
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Waste provider

Credit card provider

Savings/
investment provider

Mortgage credit
Provider

Life insurance/mortgage
protection

> Provider of credit

N/A
N2 N
q

1
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48% have switched at least one product or service within the last 12 months (43% in 2014).

With the most noticeable increase in mobile phone provider switching (+5%), followed by car insurance (+4%)
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Majority save by switching
Base: All who hold each product

Those who switched and saved money...

%
mJul-14 Car insurance provider (213) 790

H Nov-15
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Electricity supply service (161)

Mobile telephone provider (123)

Although the majority of
those switching
products/services by Broadband Internet access provider (124)
sector agree that they
have saved money,

\l\
®
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there has been a decline Home insurance provider (102)

in those who have saved
by switching waste, Gas supply service (68)
fixed/landline and TV
service provider.

Fixed/Land line telephone provider (74)

TV Service provider e.g. Sky, UPC (62)

Waste/Bin service provider (53)

w
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Life Insurance/Mortgage Protection provider* (21)
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Q. 4 Did you save money by switching providers for this product/service?
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Saving by Switching

% of population % of Pop who Monthly savings per
who are holders (Switch) switched & saved switcher
Mobile telephone provider _ 95 14 10 €25.27
Electricity supply service | 88 18 €26.75
Broadband Internet access provider | 74 16 10 €22.01
Waste / Bin service provider | 73 7 3 €15.08*
Car insurance provider | 72 29 €18.95
TV Service provider e.g. Sky, UPC | 68 9 4 €23.10*
Home insurance provider | 57 16 8 €9.64
Fixed/Landline telephone provider | 51 13 5 €27.49
Health insurance provider | 40 9 3 €30.45*
Life Insurancep/rQA\z:jtegfge Protection 38 . 1 o a0
Gas supply service 35 0 5 €21.95

*Caution: Small Base
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Biggest barrier to switching across products continues to be hassle
and not believing that there is a difference between suppliers

Fixed/Landline
telephone
provider

Jun  Nov
‘13 15

%

%

Difficulty in comparing
products

Distrust of price offered 1
(service offered for that

price)

25

Switching more hassle than P4
the benefit

N

Too busy/Don’t bother to
check

Other (Specify)

Q. 6 What for you is the biggest barrier to switching (insert product/service held at Q.2)? Unprompted

Base: All who hold products

Broadband

. Mobile Health . Home Electricity
internet g Car insurance .
telephone insurance . insurance supply
access N N provider N A
3 provider provider provider service
provider
Jun Nov Jun  Nov Jun Nov Jun  Nov Jun  Nov Jun  Nov
13 15 13 ‘15 13 ‘15 13 15 13 ‘15 ‘13

N o
R o] o B

H

2
A

Bank /
q A Financial
w se."’"e (FRhsIenEs// Waste / Bin institution Mortgage
provider Mortgage N o
A service who offersa credit
e.g. Sky, protection . ;
N provider current provider
upC provider
account
service
Jun  Nov Jun Nov Jun  Nov Nov Nov
‘13 15 13 15 ‘13 ‘15 15 15
% %

*Bank/financial/mortgage not asked in 2013.
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Interestingly those who

switched were more Barriers to switching - 1
Base: All who hold products

likely to rate price
comparison difficulties as
barriers to switching.

Difficulty in Distrust of Switching more hassle Don’t believe there is | Too busy/Don’t bother
comparing price than the benefit much difference to check
products offered between suppliers
(service
offered for
hat price

Switchers V Non Switchers

Fixed/Landline telephone provider Switcher

Non Switcher

Switcher

wonsvicr | I I I T T 5

Broadband internet access provider

Mobile telephone provider

w0 T s 1z |5 BT

- 5 5 |0 .
won s K I A I R T 13

Car insurance provider SWikcher ““n 40
wonsvcer [ I N R T 15

T 5 20 o T

Home insurance provider

Q. 7 What for you is the biggest barrier to switching (insert product/service held at Q.2)? Unprompted
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Barriers to switching - 2
Base: All who hold products

Difficulty in |Distrust of price| Switching more Don’t believe there is
comparing |offered (service hassle much difference

products |offered for that| than the benefit between suppliers

Switchers V Non Switchers .
price)

0, o o [ [ %

Electricity supply service Switcher

Non Switcher

Gas supply service Switcher

Non Switcher

18

— o = | - oW

TV Service provider e.g. Sky, UPC Switcher

oo’ 0 | » | = | EEEE

Q. 7 What for you is the biggest barrier to switching (insert product/service held at Q.2)? Unprompted
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Obvious better value and substantial price increase from current supplier are the

key motivating factors to switching key services
Base: All who hold but did not switch services

Telecoms such as landline  Mobile telephone Utilities Insurance Waste Life
Poor service has a broadband and TV provider such electricity and  such Home, Motor and Assurance
bigger impact on services gas Health
telecoms 843 828 773 754 706 395
% % % % %

9

25 20
Poor services from current
provide

39
38
A substantial price increase by 34 31
current provider

Obvious better value elsewhere

3

Prompted by new provider

%

Other (specify)

Q. 9 What would you consider a key motivating factor to get you to switch ...?
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Direct debit continues to be the most common form of payment for bills
Base: All who hold products

Life
Insurance/
Mortgage
Protection
377 416
Jun  Nov
‘13 ‘15
% %
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Q. 10 How do you normally pay your bill?

Fixed/
Health R
. Land line
insurance
. telephone
provider .
provider

361 626 493 565
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‘13 ‘15 ‘13 ‘15
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A
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i
o

Waste/

Electricity Car Gas Home Bin Mobile

supply insurance supply insurance R telephone Water

service provider service provider serv.lce provider
provider

772 901 669 755 392 371 571 626 652 758 878 951 1,001

Jun  Nov Jun  Nov Jun Nov Jun  Nov Jun Nov Jun  Nov Nov

‘13 ‘15 ‘13 ‘15 ’13 ’15 ‘13 ‘15 ‘13 ‘15 ‘13 ‘15 ‘15
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H
i
7
I 1

Use of cheque
declining

wael | 5 | % B

*Water added in 2015
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Direct debit most common form of payment for bills x Switchers Vs Non

Switchers
Base: All who hold products

!\Ion Life
switchers Fixed/ Broadband Insurance /
show Landline internet Mobile Health Car Home Electricity TV Service Mortgage Waste / Bin
higher telephone access telephone insurance insurance insurance supply Gas supply  provider e.g. Protection service
cash provider provider provider provider provider provider service service Sky, UPC provider provider
usage Not Not Not Not Not Not Not Not Not Not Not
Switch Switch  Switc Switch Switch Switch  Switch Switch  Switc Switch Switc Switch Switch Switch Switch Switch Switch Switch  Switch Switch  Switch Switch
ed ed hed ed ed ed ed ed hed ed hed ed ed ed ed ed ed ed ed ed ed ed
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Q. 10 How do you normally pay your bill?
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Highest e Q
e Incidence of checking for better deals/packages - |
price checking Base: All who hold products
is evident in
the car
insurance Bank/Financial
market institution who Fixed/Landline Broadband internet Mobile telephone Health insurance
offers a current telephone provider access provider provider provider
account service
July’14 Nov ‘15 July'14 Nov ‘15 July'14 Nov ‘15 July'14 Nov ‘15 July’14 Nov ‘15
844 867 511 565 703 756 952 951 416 454
% % %

% % %

Past 12 months

More than 12 months L
but less than 3 years
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More than 3 years
ago

-

N
N
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1

N w X

Car insurance

provider
July 14 Nov ‘15
699 755

Q. 8 When was the last time you checked to see if there was a better ... deal /package available?
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Incidence of checking for better deals/packages - 2
Base: All who hold products

Home insurance
provider

July’14  Nov ‘15

598 626
% %
Past 12 months
37 38

More than 12 months

but less than 3 years 21
ago 20

More than 3 years
ago

-
N

Electricity supply
service

July’14  Nov ‘15

870 901
% %

N
©
N N

Gas supply service

July’14  Nov ‘15
350 371

TV service
provider e.g. Sky,
uPC
July’14 Nov ‘15

663 710
% %

1

(8]
N N
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Life Insurance /
Mortgage
protection

provider

July’14 Nov ‘15

386 416
% %

1

1

N
~N

Q. 8 When was the last time you checked to see if there was a better ... deal /package available?

Waste / Bin service
provider

July’14  Nov ‘15

765 758
% %

H
H
H
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Checking options in

electricity, gas and car Action as a result of checking your options

insurance are the most
likely to result in
switching % checked for better deal What happened next
past year Didn’t Switch

Car insurance provider
Car insurance provider

&

Home Insurance
Home Insurance

w
©o

. . Broadband internet access provider
Broadband internet access provider P

Fixed/Landline telephone provider

w
-

Fixed/Landline telephone provider

w
N

Mobile telephone provider

o

N
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Mobile telephone provider

|
o

Health insurance Health insurance

N
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Gas supply Gas supply

N
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(8}
I

N
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TV service provider e.g. Sky, UPC

~N
~N

TV service provider e.g. Sky, UPC

Electricity Electricity

Waste/bin service provider

N
N

N
1N

Waste/bin service provider

Bank/financial institution who offers a current account

service Bank/financial institution who offers a

current account service

-
oo

Life insurance/mortgage protection provider Life insurance/mortgage protection

provider

u
HHHOI

Q. 8 When was the last time you checked to see if there was a better ... deal /package available?
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Research Methodology and
Sample Profile
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Research Methodology

* The research was undertaken through a face-to-face, in-home survey of
1,001 adults aged 16+.

* Census-derived quota controls were based on gender, age, social class
(industry estimates), region and area (i.e. degree of urbanisation.) to

ensure that the sample is reflective of the Irish population.

* When all assighments are cumulated the sample structure mirrors the
latest census of population. Data can be deemed to have an accuracy of
+/- 3 percentage points.

e All research was conducted from 6th — 20th November 2015.
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Profile of Sample
Base: All Adults 16+

Gender Age Class Region Marital Employment
% 9% % Status Status
(] % %

15-24

Dublin

Single orking full

¢/ time

25-34 F50+
Male

Rest of
Leinster

orking part
time
35-49 If-employed

. 6
Married n-employed

Munster ome duties

DE/

Female 50-64 F50-

Cohabit-

Ing - Retired
Conn/
Ulster Widowed
Civil P.ship G
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Incidence of holding products/services
Base: All Adults 16+

Jul-14

Currently Hold Products or Service

H Nov-15

Mobile telephone provider

Electricity supply service

Bank/financial institution who offers a current a/c service
Car insurance provider

Waste/Bin Service Provider

Broadband Internet access provider

TV Service provider e.g. Sky, UPC

Top-up grocery shop

Main grocery shop

Home insurance provider

Fixed/Land line telephone provider

Savings/investments provider

Credit Card provider

Life Insurance/Mortgage Protection

Health insurance provider

Gas supply service

Mortgage credit provider

Provider of credit longer than 1 year excl mortgage loans

Gym membership

I 42
37
I 38

40

[ ———_ 40

36
I 35

25
I 25

24
I 19

14
I 18

Q. 2 Do you currently hold any of the following products/services?
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Thank You
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