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The permanent tsb Switching Index compares and
contrasts consumer loyalty across a range of household
necessities and explores the reasons why consumers
switch in each area, as well as their overall attitudes

to spending and saving. The sectors covered are
electricity, broadband, car insurance, mobile phone
providers and banking.

Consumers were asked questions about their
satisfaction or frustration with their current provider,
the range of choice available in each category, positive
and negative sentiment about a provider or a sector,
whether charges are rising or falling and the likelihood

of them changing provider in the next 12 months. Appendix:

Research Methodology
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What consumers really think

(Base: All Irish adults —1001)

| Strongly Agree
_________________________________________________________________________________ Mm@ . @ e
People who switch are more proactive (18) (53)
than those who don’t switch
People who switch are better financial planners 21) (45)
than those who don’t switch
People who switch have more control over their 21) (39)
daily lives than those who don’t switch

People who switch have a stronger desire
for success than those who don’t switch (28) (31)

Over half agree that people who switch are more proactive than those who don't switch and over two
fifths agree that switchers are better financial planners than non switchers.



Buzz - are people hearing good things or bad things about providers? @

Hearing lots of
good things (5)

Hearinﬁ_some
good things (4)

Hearing some
bad things (2)
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Over two fifths say they are hearing good things about mobile phone providers and over one third are
hearing good things about car insurance and broadband providers. Conversely,
1-in-3 are hearing bad things about banks.
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Level of Frustration with Current Providers

(Base: ion making responsibility)
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% %
Very frustrated (5) 8%
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Fairly frustrated (4) .
26 24

Not very
frustrated (2)

~59% ~57%, 529,

Not at all
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Over a quarter are frustrated with their bank and 24% are frustrated with their broadband provider.
Consumers are least frustrated with their car insurance provider.




Optio NS - do people have a good or poor choice of provider?

(Base All with decision making responsibility)

___________________ 2

\1,' Mobile Phone

Choice {n:QQO)

o

Car Insurance
(n=694)

Electricity
(n=777)

Very good choice (5)

-57%

- 74% - 77%

Good choice (4)
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Around three quarters say there is a good choice of provider in the car insurance and mobile phone
sectors, while just over half feel there is a good choice of banking provider.
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Fairly poor choice (2) 20%

Very poor choice (1)
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Perception versus reality
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Prices are...

Mobile Phone

|||||||||||||||||||||||

(Base: All with decision making responsibility)

Going up a lot (5)

Going up a little (4)

Neither/nor (3)

Going down a lot (2)
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increasing.

Three quarters perceive that electricity prices are going up while over half believe that bank prices are



Likelihood to Switch Provider in the Next 12 Months
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Very likely (5) | ; i 16% | - !
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Fairly likely (4) : ’ i . :
i i i i

Neither/nor (3) i i i i
i i i i

Fairly unlikely (2) | i | - !
: : 60% :

l 1% : | 44%

Very unlikely (1) : l !

Just 1-in-6 are open to switching their banking provider in the next 12 months in comparison to 3-in-10
who are willing to switch their car insurance provider.



Switching Patterns — Past 12 Months and Ever

(Base: All with decision making responsibility)

Ever %
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Car insurance is the sector where people are most likely to have switched, followed by electricity and
broadband providers. Banking is the sector where people are least likely to switch.




Perceived Difficulty of Switching Banks

(Base: All with a main current account — 988)

Switching banks is

much harder than switching...

Strongly agree (5)

Agree (4)

Neither/nor (3)

Disagree (2)
Strongly (1)
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Car Insurance
(n=694)

-56%

Switching banks is perceived to be more difficult than switching mobile phone, car insurance

or electricity provider.



Barriers to Switching Banks

(Base: All who have not switched banks ever — 569)

%
Ly T b
' Happy with current provider/ '
i no reason to switch - 52 i
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. Too much hassle - 40
' Do not trust bank generally - 29 i
" S ~:
' Switching banks is a difficult process - 25 '
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i Worried that payments to/from my E
i account will not be transferred . 23 i
i accurately e.g. direct debits E
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. Worried that | will incur |
E charges & interest . 22 E
i The cost savings are not worth . o1 i
. the effort i
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The perceived hassle (40%) and difficulty (25%) in switching, and concerns about accurate transfers of
direct debits (23%) are some of the biggest hurdles for those who have never switched banks.



Confidence in Bank Switching

(Base: All with a main current account — 988)

Not very confident (2)

Not at all confident (1)

Switched bank in
lest 12 months e

' ' ' Frustration With Bank . '
. Confidence That Switch Would o % ;
. be Quick and Smooth AR XX Frustrated . 28 i
| P Not frustrated s
i Very confident (5) i i_ _________________________________________________________ ir
i | Buzz About Bank i
| Fairly confident (5) b % i
i P fo Hearing bad things - 28 i
; 1 D teanggood things [N ¢t
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Two fifths are confident that if they were to switch, their account would be transferred quickly and smoothly
but frustration with banks and hearing bad things about them is discouraging people from switching.
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Are we prepared
to make the move?
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The permanent tsb Switching Index
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Index scores range between 0-100 and reflect an individuals
power and freedom to move between providers.




permanent tsb Switching Index by Sector
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permanent tsb Switching Index by Sector

i —————

E ; Car

; i Insurance _

@ ® ! Mobile

A / N

. m Phone Broadband

! permanent tsb |

. Switching Index ™o

N

Lower: under 25s ®
Higher: 4554s 57/ 3

Lower: Conn/Ulster
Higher: 4554s Lower: over 55s
Higher: under 25s




permanent tsb Switching Index by Sector
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Lower: male
Higher: Dublin 46

Lower: male
Higher: under 25s







