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INTRODUCTION 01
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To understand car rental consumers behaviours, 
payment methods and potential issues while renting a 
car aboard during Summer 2025, this includes:

• Location and length of rental

• Booking habits, including booking directly versus 
third party, payment method, company of choice 

• Measuring insurance purchased and where it was 
purchased

• Whether consumers had issues with their car rental 
and if action was taken

• Outline the differences across demographics and 
subgroups

Questionnaire was designed by Ipsos B&A in consultation 
with the Competition and Consumer Protection 
Commission.

• 451 interviews with adults aged 18+ who travelled outside the 
Republic of Ireland between May and August 2025 and who rented a 
car while abroad. 

• Fieldwork conducted online via syndicated Acumen Online panel 
survey, between 19th September – 22nd October 2025.

• Data is unweighted

Background, Objectives & 
Methodology
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SAMPLE PROFILE
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Sample Profile
– Demographics 

Gender Age

4% 20%

38%23%

11%
4%

18-24 25-34

35-44
45-54

55-64

65+

Base:  All Respondents:  451

Region

Dublin
35%

Rest of 
Leinster

27%

Munster
20%

Conn/Ulster
19%

49%
51%

Male Female
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FINDINGS 02



8© Ipsos B&A | 25-062556-01-CCPC Car Hire Research | Oct 2025 | V1 | Internal/Client Use Only | Strictly Confidential

1
Hidden fees and pick-up delays 
dominate issues experienced

Four in ten encountered an issue 
with their rental, and three in ten 
paid more than they originally 
expected. 

Long pick-up queues topped 
complaints, and add-on charges 
after return (tolls, fuel, extra 
drivers) often drove costs up.

2
Mixed experiences with 
insurance

Most bought insurance 
through the rental company, 
and those who did were more 
likely to say the final price 
exceeded expectations. 

Those not purchasing 
insurance were also less likely 
to take precautionary actions 
at time of car collection.

3
Credit cards still required by 
many

Most renters were asked for a 
credit card for the security 
hold—even many who paid by 
debit card. 

One in four hold a credit card 
solely for car hire.

Key Findings
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SECTION 1: 
OVERVIEW OF CAR 
HIRE
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46%

41%

5%
8%

Travelled abroad, and personally
rented a car

Travelled abroad, and someone I
was with rented a car

Travelled abroad, but did not rent
a car

Did not travel abroad

Incidence of car rental abroad during Summer 2025
In advance of this study, a representative sample of Irish adults were asked on an omnibus survey whether they 
had travelled abroad and rented a car. This provided an overall incidence rate of 13%.

• 24% of Irish adults who travelled 
abroad during summer 2025 and 
rented a car (either personally or 
someone they were with) – this 
equates to 13% of all Irish adults.

• Those living in Dublin and social class 
ABC1 (both 20%) are more likely to 
have travelled abroad and rented a 
car.

• Incidence is lowest among those 
aged 65+ (6%), and social class C2DE 
(7%).

Q. Over the past few summer months have you travelled outside the Republic of Ireland? Q. And on any of these trips abroad, did you or someone you were travelling with rent a car?
Base: All aged 18+ (983). Source: Ipsos B&A Telephone Omnibus
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55%

14%

12%

7%

6%

4%

2%

1%

*

Directly through car rental company 
website

Through a comparison website (e.g., 
Kayak, Rentalcars.com)

Directly through car rental company 
phone/in-person

Through an airline website

Through a travel agent

I didn't book in advance

As part of a holiday package

Other 

Don't know

Experience & booking car rental
Among respondents renting vehicles outside of Ireland during the summer of 2025, 25% were experiencing car 
rental for the first time, while 75% had prior experience. 2 in 3 booked their car rental directly through the 
rental company, with less than 1 in 3 booking through a third party. 

Q.3 Was this your first time renting a car or had you rented one before?
Q.5 How did you book your car hire?
Base: All who rented a car over the summer:  451

• No difference between first and subsequent renters in terms of booking process used.

• Similarly, no age, gender or social class differences emerge between those booking 
directly and those using third parties.

NET booked direct 
67%

NET booked 
through a third 

party 29%

First time renting 
a car
25%

Rented a 
car 

previously
75%
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Length of car rental 
The average length of car rentals this past summer was just over 6 days, with almost 2 in 3 renting a car for 5 + 
days.

Q.6 How long did you rent the car for?
Base: All who rented a car over the summer :  451

9%

23%

48%

17%

3%

From 1 to 2 days

From 3 to 4 days

From 5 to 9 days

10 or more days

Don't Know

• Average length of car rental is 6 
days

• Shorter lengths of car rentals are 
more likely for those renting in the 
UK, 63% renting for 1-4 days

• Those 55-64 report the highest 
average number of days (7 days), 
with 78% renting for 5+ days.

NET 1-4 days

32%

NET 5+ days

65%
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SECTION 2: PAYMENT 
FOR CAR HIRE

15



16© Ipsos B&A | 25-062556-01-CCPC Car Hire Research | Oct 2025 | V1 | Internal/Client Use Only | Strictly Confidential

49%
43%

6%
* * 1%

Credit card Debit card Cash Buy Now,
Pay Later
services

Gift card/gift
voucher

Don’t know

Main payment method
Almost equal usage of credit cards and debit cards for car rental, with very few using any alternative payment 
methods.

Q.8 What was the main payment method that you used to pay for the car?
Base: All who rented a car over the summer :  451

Most likely to use a credit card:

• Those aged 65+ (75%)

• Those renting in USA (72%)

• Renting from Avis (69%) 

• Those who did not purchase 
insurance (63%)

Most likely to use a debit card:

• Social class C2DE (56%)

• Those renting in Spain (53%)

• Those who purchased insurance 
(48%)

• Living outside Dublin (47%)
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Yes
76%

No
19%

Don't know/can't remember
5%

When collecting the car,
3 in 4 were required to 
provide a credit card for 
the security deposit/hold

Q.9 When collecting the car, were you required to provide a credit card for the security deposit/hold?
Base: All who rented a car over the summer :  451

62% of those 
paying by debit 
card were 
required to 
provide a credit 
card for security 
deposit/hold
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Yes, it's the only reason
25%

Yes, it's one of several 
reasons

47%

No, I would have a credit 
card anyway

26%

Don't know 2%

Reason for having a credit card
1 in 4 have a credit card for the sole purpose of renting a car with an additional 2 in 4 having one for this reason 
and several others. 

Q.10 You mentioned that you paid using a credit card or had to provide a credit card as security. Is this one of your reasons for having a credit card?
Base: Those who paid for the rental using a credit card or used one for a security deposit/hold:  359

• 88% of 25-34 year olds using a 
credit card to pay for car rental 
or use it as security, say that 
this is one of the reasons they 
have a credit card.

• 84% of first time renters say 
it’s one of the reasons for 
having a credit card.
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SECTION 3: POTENTIAL 
DETRIMENT 
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46%

38%

31%

18%

21%

7%

COLLISION DAMAGE WAIVER: This means that if your rental car is 
damaged or stolen, you don’t have to pay to repair or replace it

PERSONAL ACCIDENT INSURANCE: This covers other people's 
property damage and injuries in an accident. Personal accident 

coverage includes medical, ambulance and death benefits for you 
and your passengers

SUPPLEMENTAL LIABILITY INSURANCE: This covers damages to 
other people's property (e.g. their cars) as well as medical costs for 

other people’s injuries in an accident you're legally responsible for

PERSONAL EFFECTS COVERAGE: This covers the theft of 
possessions from the rental car

None of these

Don't know

Type of insurance purchased
7 in 10 purchased at least one type of insurance when renting a car last summer. The most popular type was 
collision damage waiver, followed by personal accident insurance.

Q.11 Did you purchase any of the following types of insurance when renting this car? 
Base: All who rented a car over the summer :  451

• 27% of those paying by credit card did 
not purchase insurance, compared to 
15% of those paying by debit card.

• No difference between first time and 
subsequent renters in terms of not 
purchasing insurance (18% and 22% 
respectively).
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69%

47%

43%

38%

8%

Took photos/videos of the car's
condition

Read all terms and conditions
carefully

Got written confirmation of
car's condition at collection

Alerted staff to existing
marks/damage

None of these

Actions when collecting car
Most car renters took at least one additional action when collecting their recent car rental. This included taking 
a record of the car’s condition either through photos/video, written confirmation or alerting the staff of any 
damages, as well as reading terms and conditions carefully. 

Q.13 Which, if any, of the following did you do when collecting your car?
Base: All who rented a car over the summer :  451

• 15% of those who did not 
purchase insurance also 
did not take any of these 
actions when collecting 
the car. This compares 
with 4% of those who 
purchased insurance.

Took 
photo/video and

alerted staff

30% 
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34%
16%

10%
7%

6%
5%

2%
2%

27%
10%
10%

8%
6%

5%
4%

BOOKING AND PICK UP

Long wait times at pick up

Car didn't match description of what I paid for

Unclear terms and conditions

Car was unavailable on pick-up

Poor communication from rental company

Complications with return procedure

Complications with cancellation policy

HIDDEN FEES

Toll charges added after I returned the car

Fuel charges added after I returned the car

Extra driver charges (including young drivers)

Collection charges (e.g. from an airport)

Disputed damage on/after return of car

Charge for additional mileage after I returned the car

All Respondents (491)

Issues with car rental – All respondents
Over 1 in 4 (27%) of those who rented a car abroad last summer had issues regarding hidden fees. This rises to 1 
in 3 (34%) who had issues with booking and picking up their rented car. 

Q.14 Did you experience any of the following issues with your car rental?
Base: All Respondents:  491
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79%
37%

22%
15%

14%
12%
12%

4%
62%

24%
23%

19%
13%

12%
10%

BOOKING AND PICK UP

Long wait times at pick up

Car didn't match description of what I paid for

Unclear terms and conditions

Car was unavailable on pick-up

Poor communication from rental company

Complications with return procedure

Complications with cancellation policy

HIDDEN FEES

Toll charges added after I returned the car

Fuel charges added after I returned the car

Extra driver charges (including young drivers)

Collection charges (e.g. from an airport)

Disputed damage on/after return of car

Charge for additional mileage after I returned…

All Who Experienced An Issue (194)

Issues experienced (All who experienced an issue)
Among those who experienced issues, the top issues reported are long wait times at pick-up and toll and fuel 
charges added after returning the car. Booking and pick-up issues are more like for those who booked through 
a third party (88%).

Q.14 Did you experience any of the following issues with your car rental?
Base: All those who experienced issues renting a car:  194

43% 
reported at 
least one 
issue with 
their car 
rental
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27%
23%

19%
14%

13%
12%

10%
8%

7%

13%
21%

Complained to staff at the rental location

Called/emailed the rental company

Made a formal written complaint to the company

Complained to a consumer protection agency

Posted negative review online

Sought legal advice

Disputed the charge with my credit card company

Complained on social media

Made a claim on my insurance

The issue did not require further action

Did nothing

Actions taken to address issue
2 in 3 of those who had issues took action. The main action taken was addressing the issues with the company, 
either to the staff at the rental location or to the company by email, phone or written complaint. Others took 
action outside of the company.

Q.16 What actions did you take to address this issue?
Base: All those who had an issue with their car rental:  194

66% of 
those who 
experienced 
an issue 
took action 
to address it
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Yes, it cost me more 
than I expected

31%

No, it cost me what I 
expected

66%

Don’t know
3%

Cost more than expected
Almost 1 in 3 say their car rental cost more than expected – those purchasing insurance are twice as likely to 
report this as those without insurance (37% and 18% respectively)

Q.17 Compared with when you originally booked the car, did it end up costing you more than you expected? 
Base: All who rented a car over the summer :  451
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Reasons it cost more
The main reason the car rental cost more than expected was due to general additional taxes and charges 
followed by extra insurance and fuel surcharge. 

Q.18 For what reasons did it cost more than you expected? 
Base:          All those who paid more than expected renting a car:  141

21%
16%

13%
7%

6%
6%

4%
3%

2%
1%
1%

6%
28%

Additional Taxes/Charges - General

Extra Insurance

Fuel Surcharge

Toll Charges

Damage Claim

Extra Mileage

2nd Driver

Late Return Fee

Airport Charge

Donation Demanded

Valet/Cleaning Fee

Other

Don't know/Can't remember
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4
13

37

45

Total
%

Very likely

Fairly likely

Neither likely nor unlikely

Fairly unlikely

Very unlikely

NET Yes

82%

1

Likelihood of renting a car again
Over 4 in 5 who rented a car this past summer while outside of Ireland would be likely to rent a car again –
although this drops to 7 in 10 among those who experienced issues, and 74% of those who say it cost more than 
they expected

Q.19 Based on your most recent experience renting a car, how likely or unlikely are you to rent a car again
Base: All who rented a car over the summer :  451
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Changes if renting a car again
Most would not do anything differently if renting a car again, although most of those who experienced issues 
say they would do something differently – most likely shop around more or choose a different company

Q.20 If renting a car again, what, if anything, would you do differently?
Base: All who rented a car over the summer :  451

7%
5%
5%

3%
3%

1%
1%
1%
1%
1%
1%
2%

63%
8%

Shop Around/More Research
Choose a Different Company

Check Insurance Detail/Ask for breakdown of charges
Order a Different Car

Take Photos/Video Recordings - ensure Witness
Book Online

Book in Advance
Book directly with car company
Prefer not to hire a car in future

Buy 3rd party insurance in advance
Adhere to rental conditions

Other
I wouldn't do anything differently

Don't Know
* Mentions less than 1% not shown


