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Methodology

Fieldwork dates January 10t — January 315, 2023

Sample Ontario residents, aged 18+ who has auto insurance
Survey collection Online survey using computer-assisted web
method interviewing (CAWI)

Sample size N = 1,455

Margin of error +/-2.57%

Notes:

* Respondents were screened to ensure all respondents are Ontario residents aged 18 and over with auto insurance.

* Because the survey was conducted online, the sample cannot be assumed to be truly random. A random sample of this size would have a margin of
error of +/- 2.57%, 19 times out of 20.



Financial Vulnerability Classification

Financial vulnerability classifications were determined based on four categories: health, capability, life events, and
resilience. Each of the category has between three to four vulnerability markers that were measured against the results
gathered from the survey. This framework is guided by the vulnerability definition set by the UK Financial Conduct
Authority issued on February 2021 for organizations on the fair treatment of vulnerable customers.

Health

Capability

Life events

Resilience

At least one physical or mental health
condition

An additional physical or mental health
condition beyond the first

Physical or mental health condition(s)
with a “somewhat significant” or “very
significant” impact

“Somewhat unconfident” or
“completely unconfident” with
numbers

“Somewhat unconfident” or
“completely unconfident” with using
computers and the internet

Low financial literacy (correctly
answered 2 or fewer of 4 financial
literacy questions)

If they are providing help/financial
support to someone in their household

If they are providing help/financial
support to someone not in their
household

Experienced an impactful life event this
year

Feel that keeping up with
household expenses is a
“heavy burden”

Household income that is
under $40k or is highly

variable

Feel that their non-mortgage
debt is a heavy burden

Only enough savings to last
less than a week if main
source of household income
was lost

Fmancia Scrviccs Reguatory
fustrority af Oritario



Vulnerability Classification

Respondents were classified based on level of vulnerability defined by the number of markers garnered from each
category. Classifying respondents based on their level of vulnerability allows for better insights on interpreting the results
of the study. Further details on the vulnerability questions can be found in the Vulnerability section of this report.

Level of Vulnerability Overall Vulnerability

High Vulnerability 7 or more markers across all four 37%
categories (n=651)
Moderate Vulnerability 4 to 6 markers
Slight Vulnerability 2 or 3 markers 32%
(n=494)

Low/No Vulnerability One or zero markers

Low/No Vulnerability Slight vulnerability

Moderate vulnerability m High vulnerability
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Key Findings

Respondents most commonly purchase their auto insurance from an insurance broker. (siice 11)

e 7in 10 were satisfied with the overall experience dealing with the broker/agent the last time they purchased their auto insurance. Those with
low/no vulnerability were significantly more likely to be satisfied compared to those with moderate vulnerability. (Side 12)

e  For most respondents, the broker or agent they worked with to purchase their last auto insurance provided them with adequate information to
make informed decisions. (Slide 13)

e 2in 3 say they currently have discounts on their auto insurance. The most common types of discounts they have include excellent driving history,
winter tire, and multi-policy products. (Siide 14 & 15)

Almost half shop for auto insurance less often than once a year. (sice 16)

e Those with low/no vulnerability are significantly more likely to shop for auto insurance less often than once a year compared to the other
vulnerability groups. (Slide 16)

e  When purchasing auto insurance, about 6 in 10 say the sometimes or always compare different insurance products. (Slide 17)

e 4in 10 say they get a better rate when they change their auto insurance provider. However, a quarter said they do not get a better rate, and
another quarter do not know if they get a better rate or not. (siide 18)

e  Most respondents have renewed their auto insurance with the same insurer. Meanwhile, almost half considered switching auto insurance
providers and 3 in 10 changed auto insurance providers.

More respondents have made an auto insurance claim than have not made a claim. (iide 27)

e Half of the respondents made a claim to repair or replace their car. In contrast, about a third have never made a claim because they have never
been involved in an accident. (siide 27)
e  For those who have made a claim, 6 in 10 say they were satisfied with the process, with those with low/no vulnerability being more likely to be
satisfied compared to those with moderate or high vulnerability. (Siide 29) FSRA



Key Findings

Low price followed by clear pricing with no surprises are the most important factors to respondents when purchasing or renewing auto
insurance. (siide 32)

e 8in 10 respondents think that their auto insurance price should be based on driving history, followed by 2 in 3 saying claims history. Martial status and
gender were least commonly selected as factors that auto insurance price should be based on.

e When asked to rank the importance of various factors during an auto claims process, 1 in 3 ranked “access to clear instructions about what to do
immediately after an accident has occurred” as the number one top factor. (Slide 40)

Most respondents have never made or considered making a complaint against an auto insurance provider. (siice 43)

e Those with low/no, slight, and moderate vulnerability are less likely to make a claim compared to those with high vulnerability. (side 43)

e For those who have made a complaint or considered making a complaint, the most common reason is about the claim process, followed by delay in
settlement. (side 45)

e 7in 10 respondents who made a claim said their complaint was resolved, while a quarter said it was not. Furthermore, only half were satisfied with how the
complaint was handled. (side 47, 48, & 49)

e Only 3in 10 say they are confident they know where to make a complaint against a provider. About 4 in 10 say they are not confident. (siide 44)



Trend Analysis Findings (Auto Insurance Survey: 2020 vs 2023)

Auto Insurance Shopping

In 2020, more respondents said they switched car insurance providers (48% in 2020 compared to 30% in 2023). (Slide 19 & 20)

Of those who have changed or considered changing providers, the most common reason is because they found a less expensive insurance plan
from another provider. This was also the top reason in 2020 (Slide 21 & 23)

For those who have renewed/remained with the same provider, the main reason is because they are satisfied with their insurance policy. In 2020,
the most common reason was also because they are happy with their car insurance policy (slide 24 & 26)

Auto Insurance Claims

When comparing 2020 and 2023 results, the same proportion of respondents said they have never made a claim because they have never been
involved in an accident. However, the proportion of respondents who said they made a claim to repair/replace their car or because they were
injured decreased from 60% in 2020 to 53% in 2023. (Slide 28)

For respondents who did not make a claim and dealt with the accident themselves, the most common reason is because they are worried it will
increase the cost of their insurance, followed by thinking it is not worth it since their deductible is too high. (siide 30) In 2020, the top reason was
because they didn’t think it was worth it since their deductible was too high, followed by being worried that it would increase the cost of their
auto insurance in the future. (Slide 31)

Auto Insurance Purchase/Renewal

Similarly in 2020, the most important factors when purchasing or renewing auto insurance was best value-for-money insurance plans followed by

clear pricing with no surprises. (siide 34)

The proportion of respondents who said it should be based on gender decreased from 26% in 2020 to 10% in 2023 (slide 35, 36, & 37)

Almost half would consider the option to have their premiums based on how far they drive in order to pay a lower premium. This is a slight

increase from 42% in 2020 to 48% in 2023. Consideration of using electronic tracking has decreased from 41% in 2020 to 28% in 2023. (Slide 38 & 39)

When it comes to coverage priorities, unlimited coverage for all required medical treatment and rehabilitation that is not covered by OHIP was

most commonly ranked as number one by respondents. However, in 2020 the top ranked coverage priority was the ability to seek additional

compensation by suing another driver if they’ve been injured in a car accident where they are not at fault. (Sliide 41 & 42) FSRA
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Auto Insurance Purchase

45% In general, approximately 45% of people
e e D7 i i
Insurance broker 47% purchased their auto insurance from an
B ——_ 5%, insurance broker. The following groups are
46% significantly more likely to purchase from an
I 30% insurance broker:
. | 9
Direct agent . 31‘%36 * Individuals aged 55 to 64 years (52%)
- Z%fy’ compared to individuals aged 25 to 34
° years (41%) and 65 to 74 years (38%).
I 11% . . . . ..
Online, from a company website where | only received 1 == Hg’//?: Infj|V|c.Iu.aIs(\2/;1(;))|dent|fy asdnon—r\]/|5|ble ’
uote s 0 minorities 6) compared to those who
g —%’ 12% identify as visible minorities (39%).
. . . . I 7% This is followed by purchasing it from a direct
Online, from one website where | received multiple _5‘V7o% agent (30%). The following groups are more
quotes _11% 15% inclined to reach out to an agent to purchase:
(o]
. * Those individuals in the 45 and above age
= 12%’ group (34%-40%) compared to those in the
It is provided by my employer -1%;0 18 to 24 age range (18%).
0
W 2% Individuals who have retired from their
mm 3 employment (37%) compared to those
Others | 3%/% employed full time (29%).
(0]
s 4%
=%
. (0] Respondents were classified based on level of
Don't know 2;{% % vulnerability defined by the number of
H 2% ° markers garnered from each category

(health, capability, life events, and resilience).

B Total m Low/No Vulnerability Slight Vulnerability =~ ® Moderate Vulnerability =~ B High Vulnerability

T3A. Where do you usually purchase your auto insurance?

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight vulnerability n=494, Moderate vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience). Encia Senecs Hegu sters
Framework: Total sample Autcrity af Srtans



Overall Experience of Dealing with a Broker or Agent

Overall (n=1092)

Low/No Vulnerability (n=495)

Slight Vulnerability (n=383)

Moderate Vulnerability -
9%
(n=169)

High Vulnerability (n=45)

B Completely dissatisfied
Neither dissatisfied nor satisfied
B Completely satisfied

T3B. Thinking about the last time you purchased your auto insurance with a broker or agent, how satisfied were you with the overall experience of dealing with the broker or agent?
Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience).

14%

12%

14%

17%

11%

37%

39%

36%

32%

47%

Somewhat dissatisfied
Somewhat satisfied

Framework: Respondents who purchased their auto insurance with an insurance broker or direct agent

TOP2

70%

74%

68%

62%

73%

Overall, 7 in 10 people (TOP2: 70%) are
satisfied with their experience dealing with a
broker or agent for their auto insurance
purchase. Groups that have a significantly
more positive experience with their broker are
as follows:

* Individuals with low/no financial
vulnerability (TOP2: 74%) compared to
those with moderate financial vulnerability
(TOP2: 62%).

People with a household income of
$150,000 and above (TOP2: 75%)

compared to those with a household
income between $40,000 and less than

$60,000 (TOP2: 64%).

Moreover, individuals who exhibit a
significantly higher rate of dissatisfaction with
their experience dealing with a broker or agent
when purchasing auto insurance belong to the
following groups:

* Those with moderate financial vulnerability
(BTM2: 21%) in contrast to those with low
financial vulnerability (BTM2: 14%).

Those who earned their diploma on
secondary (high) school (BTM2: 21%)
compared to those who completed their
bachelor’s degree (BTM2: 12%).

FSRA

Financia Services Regulatory

Autaerity af Sritaro



Experience of Dealing with a Broker or Agent

Brokers/agent provided adequate information to make informed decision * Ingeneral, 6 in 7 people (86%) reported that their
broker or agent provided them with adequate
information for them to make informed decisions
about their auto insurance purchase. The following
groups are significantly more likely to say this:

* Individuals aged 55 to 64 (89%) compared to
individuals aged 35 to 44 (83%).

Those who identify as non-visible minorities
(88%) compared to those who identify as visible
minorities (83%).

Overall (n=1092) 7K} 86%

Low/No Vulnerability (n=495) NJA 6% 88%

Those who earned their secondary (high)
school diploma or equivalent (93%) compared
to those who earned a certificate below
bachelor’s degree, a bachelor’s degree, and
professional/graduate degree (82%-87%).

Slight Vulnerability (n=383) E§2 11% 83%

Individuals who are retired (90%) compared to
those who are employed full time (84%).

1% Only 1 in 10 (9%) said they were not provided with

Moderate Vulnerability (n=169) 10% 89% adequate |pformat|on to makg_mformed deqsmns.
The following groups are significantly more likely

to say this:

* Those who are slightly vulnerable (11%)
2% compared to those who are the least vulnerable

6%).
High Vulnerability (n=45) 13% 84% (6%)
Individuals who identify as visible minorities

(13%) compared to those who identify as non-
visible minorities (7%).

H Don't know H No M Yes

T3C. Still thinking about the last time you purchased your auto insurance with a broker or agent, did they provide you with adequate information to make informed decisions? FSRA
Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). el Servcs R stery
Framework: Respondents who purchased their auto insurance with an insurance broker or direct agent fnstrcrity of Sritans



Types of Auto Insurance Discounts

I 1% * Ingeneral, the top three types of discounts are
B GEPA excellent driving history (61%), winter tires
Excellent driving history 62% (58%), and having multi-policy products (57%).
e 54%
I 33 ’ The following groups are significantly more
likely to receive discounted auto insurance due
I 55 LG BN TSN
' I 5% * People with low/no (65%), slight (62%), and
Winter tire 59% . moderate (54%) vulnerability compared to
—SG‘V 64% people with high vulnerability (33%).
I S %%
Individuals aged 45 and above (60-78%)
I 5 7% compared to individuals aged 18 to 44 (33-
T 65% 49%).
Multi-policy products 501% Those who identify as non-visible
37% identify as visible minorities (50%).

I, A1%
e
Loyalty customers 37%
P 36%
I 33%

I 33%
I s
Multiple vehicles 36%
A 33%
I 2 1%

M Total ™ Low/No Vulnerability Slight Vulnerability =~ ® Moderate Vulnerability =~ B High Vulnerability

T5. What type of discounts do you have on your auto insurance? Select all that apply.

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight vulnerability n=494, Moderate vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Reguintory
Framework: Respondents who have discounts on auto insurance ftnerity af Srtans



Types of Auto Insurance Discounts (con’t)

I 25 * The least common type of discount individuals
27% have is telematics (4%).

Group discount 29%
AT 31%
WA

I 18%
16%
Driver education course certified by MTO 21%
P 19%
I, 2 1%

N 10%
7%
Alarm system for anti-theft technology 11%
P 11%
I 19%

I 4%
3%
Telematics 3%
DN 7%
I 12%
I 1%
5%
Others 4%
BN 3%
I 2%
H Total Low/No Vulnerability Slight Vulnerability =~ ® Moderate Vulnerability =~ B High Vulnerability
T5. What type of discounts do you have on your auto insurance? Select all that apply.
Sample size: Total n=954, Low/No Vulnerability n=461, Slight vulnerability n=303, Moderate vulnerability n=147, High Vulnerability n=43; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Begulatony

Framework: Respondents who have discounts on auto insurance fmErby SrEntEn



Frequency of Auto Insurance Shopping

0 Overall, 45% of people shop for auto insurance
Bl 3% .
0 1% less often than once a year. The following are
Every month 2% significantly more likely to shop for auto
S 6% insurance less frequently than once a year:

I 11%

* Those with low/no vulnerability (51%)

compared to those with slight (44%),
B 4% moderate (40%), and high (40%)

1% A
Every 6 months O 4% vulnerability.
e 7% People aged 45 to 64 (51-52%) compared
I 4% to people aged 18 to 44 (36-42%).
Those with household income $100,000
_ 37% ore more (51%) compared to SZ0,000 or
S 3% ] less (34%) and $60,000 to $100,000 (40%-
Once a year 38% 41%).
. 34%
I, 0% Those who identify as non-visible
minorities (51%) compared to those who
I /5 identify as visible minorities (33%).
eI e
Less often than once a year 44% >1% In 2020, 18% of respondents said they
I 20% shopped for car insurance policies online in
I 3 1% the past year.*

I 11%
I 11%

Not applicable 12%
B 13%
I 5%
*Note: Survey question in 2020 asked “In the past year,
mTotal ™ Low/No Vulnerability Slight Vulnerability =~ m Moderate Vulnerability ~ ® High Vulnerability have you (check all that apply)...”
T6a. Which of the following best describes how often you shop for auto insurance?
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494), Moderate Vulnerability (n=245), High Vulnerability (n=65); Respondents were classified based on level of vulnerability FSRA

defined by the number of markers garnered from each category (health, capability, life events, and resilience). Fimancia Services Reguatory
Framework: Total sample Autcrity of Orteris



Comparing Different Insurance Providers

* Overall, around 2 in 3 people (TOP2: 64%) do
TOP2 compare different insurance providers when
purchasing auto insurance. The following are

. significantly more inclined to compare
Overall (n=1455) V7 CRE 22% 35% 29% 64% different insurance providers when purchasing
auto insurance:

* Individuals aged 18 to 44 (TOP2: 68%-77%)
compared to those aged 55 and above

TOP2: 51%-56%).
Low/No Vulnerability (n=651) U4 EECPA 23% 36% 27% 64% ( 6-56%)
Men (TOP2: 67%) compared to women

(TOP2: 61%).
Visible minorities (TOP2: 77%) compared to

non-visible minorities (TOP2: 59%).
i ili - 0 o 0 o o 9,

(TOP2: 64%)-71%) compared to those who
are retired (TOP2: 51%).

Moderate Vulnerability . In 2020, 16% of respondents said they
(n=245) 6% 9% 20% 65% considered switching car insurance providers
and sought competitive quotes for car
insurance.*

High Vulnerability (n=65) =}/ P 14% 46% 28% 74%

M Not applicable H Never M Rarely M Sometimes m Always *Note: Survey question in 2020 asked “In the past year,
have you (check all that apply)...”

T6b. When purchasing auto insurance, how frequently do you compare different insurance providers? FSRA
Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience).

Framework: Total sample

Financia Services Regulatory
Aaterity af Ortanio



Rate Comparison: Changing Auto Insurance Provider

* Ingeneral, 2in 5 people (40%) reported that
they got better rates when they changed their
auto insurance provider. The following
respondents are significantly more likely to get

Overall (n=1455) 24% 9% 26% 40% better rates when they change their auto
insurance provider:
* Individuals aged 25 to 54 (43%-48%)
compared to those aged 65 to 74 (21%-
30%).
Low/No Vulnerability (n=651) 24% 8% 28% 39% %)

Men (43%) compared to women (37%).

Those who identify as visible minorities
(46%) compared to those who identify as
non-visible minorities (38%).

Those employed full-time (46%) or self-
employed (40%) compared to those who
are retired (30%).

Those with a certificate below bachelor’s
degree (42%) or with a bachelor’s degree
(44%) compared to those with a secondary
school diploma (31%).

Moderate Vulnerability (n=245) 21% 12% 22% 45%

On the other hand, around 1 in 4 people (26%)
reported that they did not get better rates
when they changed their auto insurance
provider.

mDon't know ® Not Applicable mNo m Yes * Another quarter (24%) said they did not know.

T7. In your experience, do you get a better rate when you change your auto insurance provider? FSRA

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). el Servcs R stery
Framework: Total sample Autrzrity of Srters



Renewal or Changing Auto Insurance

e 33%
D, 8%
Renewed your auto insurance with the same insurer 84%
e 76%
. S 7%

I 45%
I 45%
Considered switching auto insurance providers 47%
P 46%
I 5%

I 37%

Remained with the same auto insurance provider but I 33?7(y
changed your insurance coverage plan e 042%

I 5 1%

I 30%
I 33%

Changed auto insurance providers 30%

B 4%
W 3%
None of the above 3%
Bl 6%
M 5%
H Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T8. In the past, have you ever done the following? Select all that apply.

Around 4 in 5 people (83%) said they have
renewed their auto insurance with the same
insurer. The following are significantly more likely
to have done this:

* People with low/no (87%), slight (84%), and
moderate (76%) financial vulnerability
compared to people with high financial
vulnerability (57%).

Individuals aged 45 and above (87%-92%)
compared to individuals aged 44 and below
(69%-78%).

Those who are self-employed (93%) or retired
(91%) compared to those who are employed
full-time, employed part-time, unemployed,
and students (71%-80%).

Those with household income $40,000 or
higher (80%-93%) compared to less than
$20,000 (59%).

On the other hand, 45% reported that they
considered switching auto insurance providers.

Lastly, 3 in 10 people (30%) changed their auto
insurance provider in the past.

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494), Moderate Vulnerability (n=245), High Vulnerability (n=65); Respondents were classified based on level of vulnerability FSRA

defined by the number of markers garnered from each category (health, capability, life events, and resilience).
Framework: Total sample

Financia Services Regulatory
Aaterity af Ortanio



Renewal or Changing Auto Insurance
(Comparison between 2023 & 2020 survey results)

* 3in 10 people (30%) said they changed their auto
insurance provider in the past. This is a decrease
from 2020, where 48% said they have switched car
insurance providers.

30%

Changed auto insurance providers

48%

70%

No / | haven't had to purchase car insurance / Prefer
not to say

52%

2023 m 2020
T8. In the past, have you ever done the following? Select all that apply.
Sample size: 2023 Total n=1455, 2020 Total n=1119

Framework: Total sample I SRA

Francia Soryccs Roguatory
*Note: Survey question in 2020 asked “Have you ever switched car insurance providers?” with answer options: Yes / No / | haven’t had to purchase car insurance / Prefer not to say

Aaterity af Ortanio



Reasons for Changing of Auto Insurance

Overall, the top reasons for considering
changing or changing auto insurance include
finding a less expensive insurance plan from
another provider (62%) and discovering a

| found a less expensive insurance plan from another 65%
provider AR 657

Another insurer provided a better discount or
provided an option to bundle my insurance products
with them

| was not satisfied with my customer service

better discount from another insurer (38%).

Individuals with low/no financial vulnerability
(65%) are significantly more likely to consider
changing or change their auto insurance due
to finding a less expensive insurance plan,
compared to those with slight financial
vulnerability (57%).

experience from my existing provider D 22%

| found more comprehensive coverage elsewhere that 13%
can provide better protection

I 10%
| found a provider with a more convenient and easy 8% 1%
process for sign-up, renewal, and/or claims 109
I 13%
I 0%
| was not satisfied with the claim process for my 6% 1%
existing insurance provider e EE
I 14%
B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability
T9. Why did you consider changing/change auto insurance providers. Select all that apply.
Sample size: Total n=770, Low/No Vulnerability n=355, Slight Vulnerability n=262, Moderate Vulnerability n=125, High Vulnerability n=28; Respondents were classified based on level of vulnerability defined FSRA

by the number of markers garnered from each category (health, capability, life events, and resilience). Fimancia Services Reguatory
Framework: Respondents who considered changing or changed auto insurance provider AuEnErEy SF e



Reasons for Changing of Auto Insurance (con’t)

I 0 * The following rounds up the reported reasons
. oL 9% why people considered changing or changed
My insurance broker suggested that | switch insurers 9% 2% their auto insurance providers.

My coverage from my existing provider wasn’t 6%
sufficient A 15%

| found a provider that adopted innovative products to 3%
allow more flexibility of what I need I 10%

Others 8%

I 5%
4%
None of the above 6%
. 3%
7%
I 2%
3%
Don’t know 2%
I 1Y%
B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T9. Why did you consider changing/change auto insurance providers. Select all that apply.
Sample size: Total n=770, Low/No Vulnerability n=355, Slight Vulnerability n=262, Moderate Vulnerability n=125, High Vulnerability n=28; Respondents were classified based on level of vulnerability defined FSRA

by the number of markers garnered from each category (health, capability, life events, and resilience). Fimancia Services Reguatory
Framework: Respondents who considered changing or changed auto insurance provider AuEnErEy SF e



Reasons for Changing Auto Insurance
(Comparison between 2023 & 2020 survey results)

The top reasons why individuals changed their auto insurance provider were similar in 2023 and 2020: they found a less expensive insurance plan, or they
found a better discount elsewhere / found a policy that offered better value for money.

2023 2020
| found a less expensive insurance plan from I 9% | found a less expensive insurance plan from I 5%

another provider another provider

Another insurer provided a better discount or | found another policy that offered better value
y I 46% polcy N 39%

provided an option to bundle my insurance... for money

| found more comprehensive coverage elsewhere . 20%
(o]

. . | wanted to bundle my insurance plans 9
that can provide better protection y P B 15%

| was not satisfied with my customer service | found more comprehensive coverage
| e . I 0% g ° N 14%
experience from my existing provider elsewhere

| found a provider with a more convenient and
g I 3%

. . | had a poor customer service experience || 14%
easy process for sign-up, renewal, and/or claims P P

My insurance broker suggested that | switch 1% | found an insurance provider with a more B s
insurers 0 convenient sign-up, renewal, and/or claims... ?
| was not satisfied with the claim process for my B o | found an insurance provider with an easier-to- 7
existing insurance provider (e.g., it took too long... ° understand sign-up, renewal, and/or claims... ?

My coverage from my existing provider wasn’t B s | learned through making a claim that my o 5%

sufficient ° coverage wasn’t as good as | had expected °

| found a provider that adopted innovative W 5% | experienced challenges navigating the claims B 2

products to allow more flexibility of what | need... ? process with my insurance provider ?

It took too long to have a car insurance claim
other I} 5% & B 3%
processed
None of the above | 1% None of the above [} 4%

T9. Why did you change/switch auto insurance providers. Select all that apply.

Sample size: 2023 Total n=442, 2020 Total n=537 FSRA

Framework: Respondents who changed/switched auto insurance provider ; o
. . . . . . nancka Sorvices Reguatory
Note: For comparison purposes, respondents who considered changing auto insurance providers have been excluded from analysis Autacrits of Srtars



Reasons for Staying with the Same Providers

| am satisfied with my auto insurance policy

| receive a loyalty discount from my provider

My auto insurance provider has great customer service

| like my auto insurance agent or broker

| am satisfied with my provider’s claim process

| don’t have time to look for a new insurance plan

27%
A 26%
I 2 7%

I 26%
27%
26%

I 24%

I 3 1%

I 24%
23%
22%
I 26%
37%

B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability

T10. Why did you stay with the same provider?/Why did you stay with the same provider after considering switching auto insurance providers? Select all that apply.

B High Vulnerability

In general, half of the respondents (53%)
reported staying with their current auto
insurance provider because they are satisfied
with their policy. The following groups are
significantly more likely to stay with their
current auto insurance provider because they
are satisfied with their policy:

* People with low/no vulnerability (60%)
compared to people with slight (50%),
moderate (47%), and high (41%)
vulnerability.

Individuals aged 65 and above (70%)
compared to those aged 18 to 54 (42-51%).

Those who are retired (71%) compared to
those who are employed and unemployed
(47%-51%)

Those with household income $20,000 to
$60,000 and $80,000 or higher (51%-58%)
compared to less than $20,000 (33%).

Non-visible minorities (57%) compared to
visible minorities (46%).

Meanwhile, around 3 in 10 people (29%)
reported staying with their current provider
because of the loyalty discount that they
received.

Sample size: Total n=1367, Low/No Vulnerability n=615, Slight Vulnerability n=466, Moderate Vulnerability n=227, High Vulnerability n=59; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience).
Framework: Respondents who renewed/remained with same insurer/considered changing

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Reasons for Staying with the Same Provider (con’t)

I (4% Those with high vulnerability are significantly

] ) o 13% . more likely to stay with the same provider for
Looking for other insurance companies is hard %Etﬁ, the following reasons:

I 22 % * Their broker advised them to stay with the

current insurer (19%) compared to those
with low/no vulnerability (8%).

8%
My broker advised me to Stay with the current insurer 10% 12% M|ght not be approved by other insurance
— Rt providers (17%) compared to those with
low/no (2%) or slight (5%) vulnerability.
_Z‘V 5%
| might not be approved by other insurance providers ’ 5%

Others 6%

None of the above 3%

Don’t know 1%
e 2%

B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T10. Why did you stay with the same provider?/Why did you stay with the same provider after considering switching auto insurance providers? Select all that apply.
Sample size: Total n=1367, Low/No Vulnerability n=615, Slight Vulnerability n=466, Moderate Vulnerability n=227, High Vulnerability n=59; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience).

. . . . . Fnancia Scrvices Rogulatory
Framework: Respondents who renewed/remained with same insurer/considered changing Autyority af Ontario



Reasons for Staying with the Same Provider
(Comparison between 2023 & 2020 survey results)

The top reason why people stay with the same provider were similar in 2023 and 2020: they are satisfied/happy with their policy.

2023

| am satisfied with my auto insurance policy | ENENEGTGTNGNGNGNGEEEEEEEEEEEEEEE -5
| receive a loyalty discount from my provider | R 30%

My auto insurance provider has great customer
service

| like my auto insurance agent or broker

| am satisfied with my provider’s claim process

| don’t have time to look for a new insurance
plan

Looking for other insurance companies is hard

My broker advised me to stay with the current
insurer

| might not be approved by other insurance
providers

Other

None of the above

Don’t know

I 27%
I 24%
I 24%
N 18%
I 14%

B 10%

M 4%

B 6%

B 2%

I 1%

T10. Why did you stay with the same provider? Select all that apply.

Sample size: 2023 Total n=1312, 2020 Total n=430

Framework: Respondents who remained with the same auto insurance provider
Note: For comparison purposes, for the 2023 data, only respondents who said they renewed their auto insurance with the same insurer or remained wit the same auto insurance provider were included in the analysis

I am happy with my car insurance policy

| receive great customer service from my car
insurance provider

I value loyalty and want to remain with the same

provider

My car insurance provider was helpful and
efficient when | had to make a claim

| didn’t find a policy that better met my needs

| like working with my car insurance agent or
broker
Looking for a new insurance plan is too time-
consuming

| found researching other options confusing

I’'m nervous about trusting another insurance
provider

I’'m unsure how to begin looking for a new
insurance policy

| was able to find a different policy that met my

needs with the same insurance provider

I’'m worried that | won’t be approved by other

insurance providers

None of the above

2020

e 64%

I 24%
I 21%
BN 16%
I 15%
B 14%
B 11%
Bl 3%

B 3%

B 6%

B 3%

B 2%

B 10%

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Auto Insurance Claims

I 5 1% Qverall, approximately half of the respondents
T mmmmmmmmmmmmmmn 54 (51%) mentioned that they made an auto :
Yes, to repair or replace my car 51% insurance claim to either repair or replace their
AR A car. The following are significantly more likely to
. Z-2 % say this:
¢ People with low/no financial vulnerability o
People with low/no fi ial vul bility (54%)
-_3‘7 7% compared to people with moderate financial
(o]

Yes, because | was injured

Yes, because | caused damage to other’s property

Yes, because | caused personal injury to others

No, | have never made a claim because | have never
been involved in an accident

I 7%
No, | have never made a claim because | dealt with the Gg/g/
accident myself T 11%
I 6%
B Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

22%

T11. Have you ever made an auto insurance claim? Select all that apply.

vulnerability (44%).

Individuals aged 55 and above (59%-73%)
compared to those aged 18 to 44 (39%-43%).

Those who are retired (67%) compared to
those who are employed, unemployed and
students (37%-50%).

Those with household income of $150,000 or
more (57%) compared to $60,000 or less (39%-
46%).

Those who identify as non-visible minorities
(55%) compared to those who identify as visible
minorities (40%).

On the other hand, around 1 in 3 people (36%)
reported that they did not make an auto insurance
claim as they never had been involved in an
accident. The following are significantly more likely
to say this:

Those aged 18-54 (40%-45%) compared to 55+
(14%-31%).

Women (40%) compared to men (32%).

Visible minorities (42%) compared to non-
visible minorities (34%).

Those who are employed and students (37%-
47%) compared to those who are retired (23%).

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Reguintory
Framework: Total sample ftnEnt ar s



Auto Insurance Claims
(Comparison between 2023 & 2020 survey results)

* In 2023, 1in 2 (53%) mentioned that they
53% made an auto insurance claim to either

Yes, to repair/replace my car and/or because | was

injured ] njured. A decrease from 2020, where £0%
) 60% injured. A decrease from 2020, where 60%
said this.
- 20 * The same proportion of respondents said they
(o]

have never made a claim because they have
never been involved in an accident (36%).

Yes, because | caused damage to other's property

Yes, because | caused injury to others

36%
36%

No, | have never made a claim because | have never
been involved in an accident

No, | have never made a claim because | dealt with the
accident myself / | dealt with the costs associated with
an accident privately

W 2023 m 2020

T11. Have you ever made an auto insurance claim? Select all that apply.
Sample size: 2023 Total n=1455, 2020 Total n=943

Framework: Total sample FSRA
Note: Responses from individuals who answered “No, because | do not hold car insurance” and “I prefer not to say” in 2020 were excluded from the analysis for comparison purposes. Answer options “Yes, to repair/replace my car,” Fmancia Serviccs Reguatory
“Yes, because | was injured,” and “Yes, to both repair/replace my car and because | was injured” were combined for comparison purposes. In 2020, this was a single-select question but in 2023, this was a multi-select question. et b ntene



Overall Experience with Auto Insurance Claim Process

Overall, 6 in 10 people (TOP2: 62%) are
TOP2 satisfied with their experience with the auto

insurance claim process. The following groups

expressed significantly higher satisfaction
Overall (n=831) 13% 12% 35% 62% levels with their experience with auto
insurance claim process:

* Individuals with low/no financial
vulnerability (TOP2: 69%) compared to

. B . . . o those with moderate and high financial
Low/No Vulnerability (n=376) 12% 9% 43% 69% vulnerability (TOP2: 51%).

People earning $100,000 to $150,000
(TOP2: 70%) compared to those earning
$20,000 to $40,000 (TOP2: 55%).

Slight Vulnerability (n=277) 14% 11% 31% 61%

On the other hand, people earning $20,000 to

$40,000 (BTM2: 33%) exhibit a significantly

higher rate of dissatisfaction with their

experience with auto insurance claim in

Moderate Vulnerability 17% 19% - 519% contrast to those earning $100,000 to
(n=135) ° ° o $150,000 (BTM2: 19%).

High Vulnerability (n=43) 12% 19% 23% 51%

B Completely dissatisfied Somewhat dissatisfied
Neither dissatisfied nor satisfied Somewhat satisfied
B Completely satisfied

T12. How satisfied were you with your claim process? FSRA

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). el Servcs R stery
Framework: Respondents who have made an auto insurance claim fwstvority af Crtarin




Refusal to go Through Auto Insurance Claim Process

I 5% © Forindividuals who did not make an auto
| was worried that it would increase the cost of my 46% HSLTance claim a.nd resolved the accident on
: . 529% their own, the primary reasons were concern
auto insurance in the future D 38% with a potential increase in their auto
- A insurance cost in the future (45%) and the
belief that it was not worthwhile due to a high
I £ 3% deductible (43%).
49%
It wasn’t worth it because my deductible was too high 52%

I—— 23%
. 509

Bl 4%
| thought the claims process would take too long or be 5%

too difficult 2%
I 5%
Bl 3%

3%
I didn’t know how to make a claim

I 8%

N 31%
24%
None of the above 29%
T 42%
I 5%

B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T13. Why did you not make a claim? Select all that apply.

Sample size: Total n=98, Low/No Vulnerability n=37, Slight Vulnerability n=31, Moderate Vulnerability n=26, High Vulnerability n=4; Respondents were classified based on level of vulnerability defined by the FSRA
number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Reguiatory
Framework: Respondents who have not made a claim and dealt with the accident themselves fmErby SrEntEn



Refusal to go Through Auto Insurance Claim Process
(Comparison between 2023 & 2020 survey results)

| was worried that it would increase the cost of my _ 45%
43%

It wasn’t worth it because my deductible was too high
52%

| thought the claims process would take too long or be

too difficult 25%

3%

| didn’t know how to make a claim

31%

None of the above
8%

w2023 m 2020

T13. Why did you not make a claim? Select all that apply.

Sample size: 2023 Total n=98, 2020 Total n=257

Framework: Respondents who have not made a claim and dealt with the accident themselves

(2020 Questions “I thought the claims process was too complicated” & “I thought the claims process would take too long” were combined for this analysis)

In 2020, the top two reasons were also the
same: the belief that it was not worthwhile
due to a high deductible (52%) ranked first,
followed by the concern with a potential
increase in their auto insurance cost in the
future (46%).

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Important Factors Related to Auto Insurance Purchase/Renewal

I 657 In general, the top five most important factors
e 68% to people when purchasing or renewing auto
Lower price 69% insurance are: lower price (68%); clear pricing
e 66% with no surprises (66%); trustworthy insurance
. GO% companies (59%); easy-to-understand policy
information (54%); and high-quality customer
N GG services (49%).
S o8% _ -

Clear pricing with no surprises 63% The following groups are significantly more
T 69% likely to have selected lower price as an
N 53% important factor:

* Those aged 18-64 (67%-75%) compared to
| 55(‘)’/00/ those aged 65+ (51%-55%).
IS 60
Trustworthy insurance companies 62% Those employed full-time, employed part-
A 52% time, and unemployed (71%-75%)
I 3% compared to those who are retired (57%).
Those with household income of $40,000-
A $80,000 and $100,000-$150,000 (70%-
o I e 72%) compared to $80,000 to $100,000
Easy-to-understand policy information 52%

I 53Y% {5202

N, 5%

Those who are employed full-time or part-

time (66%-69%) are significantly more likely to
I 19% say clear pricing with no surprises compared

High_qua“ty customer service I 459(;/?%) to those who are se|f_emp|oyed (55%)
———— 50%
I £ 6%

B Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability
T16a. When purchasing or renewing auto insurance, which FIVE factors are most important to you? Must select 5
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA

by the number of markers garnered from each category (health, capability, life events, and resilience). Fimancia Services Reguatory
Framework: Total sample Autcrity of Orteris



Important Factors Related to Auto Insurance Purchase/Renewal (con’t)

Simple and transparent claims processes

Easily compare prices and policy options

Bundling options with other insurance products

Professional advice from a broker or agent

Flexible payment options

Purchase/renew online

I 43% * The following factors were less commonly
. 50% selected as an important factor to
__% 51% SRR OEEE] e tIee el &
I  £0% broker/agent (30%); flexible payment options
(28%); purchase/renew online (20%).

I 337

38%

41%
R 35%
kLA
I 40%
44%

B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability m High Vulnerability
T16a. When purchasing or renewing auto insurance, which FIVE factors are most important to you? Must select 5
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA

by the number of markers garnered from each category (health, capability, life events, and resilience).

Framework: Total sample

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Important Factors Related to Auto Insurance Purchase/Renewal
(Comparison between 2023 & 2020 survey results)

The most important factor when purchasing or renewing auto insurance is lower price (68%) in 2023 and best value-for-money insurance plans (73%) in 2020.

2023 2020
Best value-for-money insurance plans I /3%

Lower price | ¢’ P -
P 68% Clear pricing with no surprises I 53%
Clear pricing with no surprises NG % Lower price insurance plans ~ IESEGEG_—_—_—G—50%

Pricing based on driving behaviour and history NN 43%

Trustworthy insurance
Y e 59%

companies Trustworthy insurance companies NN 45%

Easy-to-understand policy I 5 High-quality customer service N 30%
information
Pricing based on driving location and distance N 27%

High-quality customer service | NG /9%

Easy-to-understand policy information I ?6%

Simple and transparent claims I 5 Lower deductibles G 25%

processes
) _ _ Simple claims processes G 21%
Easily compare prices and policy I s
options ? Bundling options with other insurance products I 21%

Bundling options with other I (0% Flexible payment options N 19%
insurance products

Professional advice from a broker
N 30%

or agent

Speaking with an agent or an insurance broker N 16%
Being able to easily compare prices and policy... I 14%

Flexible payment options [ AN 2s% Trusting that an eventual claim will be paid I 13%
Being able to purchase/renew online M 12%

Purchase/renew online || EG@G@g 20%

T16a. When purchasing or renewing auto insurance, which FIVE factors are most important to you? Must select 5

Sample size: 2023 Total n=1455, 2020 Total n=1060 FSRA
Framework: Total sample

Financia Services Regulatory

*Note: Answer options provided in 2020 and 2023 were not exactly the same. Autrzrity of Srters

Being able to make a claim with your phone Il 6%



Auto Insurance Pricing Context

0
M 84%

Driving history . 78% * Overall, the majority of people (78%) consider
57% 69% driving history as the top factor that auto
% insurance price should be based on. This is
. . ﬁ 71% followed by claims history (65%) and driving
0,
Claims history 56% 65% behavior (60%). The following groups are

I 4 3%
—Og %
— 54% 6 %
I 4. 6% ?
| 9
ﬁ/%g%

1 0,
How | use my vehicle 49%2A>

significantly more likely to consider these
factors as the factor that auto insurance price
should be based on:

* People with low/no (84%) and slight (78%)
financial vulnerability compared to people
with moderate (69%) and high (57%)

Driving behaviour

Loyalty to the same insurer

The vehicle | drive

Coverage options

Age

Having multiple policies with the same insurer

- EEyA
] %
— D 176 0,
d
51%

d
55%
0,
T
(o]
| 9
#648%

0
WA 38%A)
(]

I 9
H/aG%
(]

I 0
d 40%

financial vulnerability for driving history.

People with low/no (71%) and slight (65%)
financial vulnerability compared to people

with moderate (56%) and high (48%)
financial vulnerability for claims history.

People with low/no (63%) and slight (62%)
financial vulnerability compared to people
with moderate (54%) and high (46%)
financial vulnerability for driving behaviour.

W Total B Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability
T16b. Which of the following do you think your auto insurance price should be based on? Please select all that apply.
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience).
Framework: Total sample

Financia Services Regulatory
Aaterity af Ortanio



Auto Insurance Pricing Context (con’t)

Driving distance

Where | live

Policy deductible amount

Driving location

2%
How old | was when | was first licensed &
—ﬁ 25%
- 3030
Usage Based Insurance (UBI) pricing ——— Iilg%‘“
23%
e — Pog
Policy limits %E’If%{sAJ
]
T —— 218,
Marital status ﬁﬁ
& 14%
— 0%
Gender 3ﬂ$(9
°12%
l 1%
None of the above 140
M Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

M 46%

39%

33%

29%
M 35%

31%

d 32%
d 38%
1 zzty E;/o
—7{}%
d 29%

T16b. Which of the following do you think your auto insurance price should be based on? Please select all that apply.

Sample size: Total n=1455, Low/No Vulnerability, n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined

by the number of markers garnered from each category (health, capability, life events, and resilience).

Framework: Total sample

Policy limits (17%), marital status (12%), and
gender (10%) were least commonly selected
as factors that auto insurance price should be
based on.

FSRA

Financia Services Regulatory
Aaterity af Ortanio



Auto Insurance Pricing Context
(Comparison between 2023 & 2020 survey results)

ing history T 755 * In 2023, a larger proportion of respondents
D O N 75% reported that auto insurance should be based
on the following factors compared to the
v oy 607 responses in 2020: driving history (76% in
Driving behaviour e 2% ? 2020 vs. 78% in 2023), driving behaviour (52%
in 2020 vs. 60% in 2023), the vehicle they
N /59 drive (29% in 2020 vs. 48% in 2023), where
The vehicle | drive I 9% 0 they live (29% in 2020 vs. 32% in 2023), and
° driving location (23% in 2020 vs. 27% in 2023).
Age N 43% On the other hand, there has been a decline in
e 51% the percentage of respondents who believe
that the following factors should determine
. . Dl 21% the auto insurance price: age (51% in 2020 vs.
DTN SN e I 43% 43% in 2023), driving distance (48% in 2020 vs.

41% in 2023), and gender (26% in 2020 vs.

: D 32% 10% in 2023).
T Ve N 20%

- . I 7%
UL 3

B 10%
N e N 6%

I 1%
None of the above B 2%

W 2023 m 2020

T16b. Which of the following do you think your auto insurance price should be based on? Please select all that apply.

Sample size: 2023 Total n=1455, 2020 Total n=1056

Framework: Total sample FSRA
Note: Responses that do not have a comparable response in 2023 and 2020 been excluded from the visualization. In 2020, the question asked: What factors should insurance companies be allowed to consider Financial Services Freguatory
when determining the prices of people’s car insurance premiums? (check all that apply) Autnzrity af Srtans



Options Considered to Pay Lower Premium

I £3% * Around half of the respondents (48%)
) ) ) — 53% indicated that having their premiums based on
Having your premiums based on how far you drive 39% 46% the distance they drive is the most favorable
I 0% option to consider in order to pay a lower
premium on their auto insurance. The
I 33% following demographic groups are significantly
Signing up to use an insurance provider’s preferred _3234% more likely to choose this option in order to
vendors or service providers in case of a claim s 33% pay a lower premium:
31% * People with low/no financial vulnerability
I 337 (33%) compared to people with slight
_ . _ S 36% (46%), moderate (39%), and high (40%)
Agreeing to a higher deductible amount 2%%)/% financial vulnerability.
I
— 45% People aged 45 and above (49-73%)
compared to those aged 44 and below (30-
——— 2 89
272%4 39%).
Electronic tracking of your driving behaviour 28% Non-visible minorities (51%) compared to

visible minorities (42%).

Limit or remove the right to sue for damages beyond T 18%
medical bills and repair costs s 20%

None of the above 18%

B Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability m High Vulnerability

Sample size: Total n=1455, Low/No Vulnerability, n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined
by the number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Reguintory
Framework: Total sample Autnzrity af Srtans

T17. A number of different factors influence the price of a driver’s auto insurance policy. Which of the following options would you consider in order to pay a lower premium? Select all that apply. FSRA



Options Considered to Pay Lower Premium
(Comparison between 2023 & 2020 survey results)

In 2023, a larger proportion of respondents
48% reported that they would consider the
following options in order to pay a lower
42% premium compared to the responses in 2020:
having your premiums based on how far you
drive (42% in 2020 vs. 48% in 2023), signing up
339 to use an insurance provider’s preferred
vendors or service providers in case of a claim
25% (25% in 2020 vs. 33% in 2023), and agreeing to
a higher deductible amount (21% in 2020 vs.
33% in 2023).

Having your premiums based on how far you drive

Signing up to use an insurance provider’s preferred
vendors or service providers in case of a claim

33% On the other hand, there has been a decline in
the percentage of those who would consider
electronic tracking of driving behaviour to pay

Agreeing to a higher deductible amount

21%

a lower premium (41% in 2020 vs. 28% in
2023).

28%

Electronic tracking of your driving behaviour
41%

17%
None of the above

13%

w2023 m 2020

T17. A number of different factors influence the price of a driver’s auto insurance policy. Which of the following options would you consider in order to pay a lower premium? Select all that apply.

Sample size: 2023 Total n=1455, 2020 Total n=1056
Framework: Total sample from 2023 & 2020 surveys FSRA
Note: Responses that do not have a comparable response in 2023 and 2020 been excluded from the visualization. In 2020, the question asked: A number of different factors influence the price of a driver’s Fnancis Sorvices Reguiatory

car insurance policy. Which of the following options would you consider in order to pay a lower premium? (check all that apply) frtenb e



Most Important Factor During an Auto Insurance Claims Process (Top Rank)

34% Overall, 1 in 3 people (34%) ranked “access to
Access to clear instructions about what to do 34% &0 clear instructions about what to do
immediately after an accident has occurred . 36% immediately after an accident” as the most
20% important factor during an auto insurance
I 157 claim process.
. 15%
Knowing who to call E— 13%/?% The following groups are significantly more
I (4% likely to rank “access to clear instructions
E— 130 about what to do immediately after an
{4% accident” as the most important factor during
Ability to recuperate as much of the costs as possible 9% 13% an auto insurance claim process:
_ 0
I 15% * Those who with low/no (34%), slight (36%),
I {07 and moderate (36%) vulnerability
Accessible customer service support throughout the . 12% compared to those with high vulnerability
claim process Y 13% \ (20%).
— 22 People aged 18 to 24 (49%) compared to
_1%%% those aged 25 to 64 (28%-33%).
The ability to initiate a claim online - 12% Those who are retired (40%) compared to
=A’12% those who are employed full time (32%)
and unemployed (26%).
I 83//;
Transparency about the claim process 8% !n 2020'_ half (51%) ranked ”ac;ess to _cIear
_1110/2% instructions about what to do immediately
— ° after an accident has occurred” as the most
I 9% important factor.*
5%
Fast resolution timelines 7% *Note: Survey question in 2020 did not include “Knowing who to
=6°7/)% call” responsZ ?rom 2023 survey, and survey question ing2023 did
not include “Access to clear instructions for how to initiate to
claim” response from 2020 survey. Thus, direct comparison
B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability cannot be done between 2023 and 2020.

T18. Which factors would be most important to you during an auto insurance claims process?

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined FSRA
by the number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Reguiatory
Framework: Total sample ftnEnt ar s



Most Important Coverage Priorities (Top Rank)

Unlimited coverage for all required medical treatment
and rehabilitation that is not covered by OHIP

The ability to choose my own doctor and other health
service providers

Income replacement for as long as I’'m not able to work,
including potentially for life

The ability to seek additional compensation by suing
another driver if I've been injured in a car accident where
I’'m not at fault

A death benefit payment similar to a life insurance lump
sum

Reimbursement for any caregiving and housekeeping
costs incurred as a result of the injury

W Total Low/No Vulnerability

Slight Vulnerability

N 5%

B Moderate Vulnerability

T19. Which coverage priorities would be most important to you, if you were ever injured in a car accident?

43%

m High Vulnerability

In general, 39% of people ranked “unlimited
coverage for all required medical treatment
and rehabilitation not covered by OHIP” as the
most important coverage priority if they were
ever injured in a car accident.

The following groups are significantly more
likely to rank “unlimited coverage for all
required medical treatment and rehabilitation
not covered by OHIP” as the most important
coverage priority if they were ever injured in a
car accident:

* Those with low/no vulnerability (43%)
compared to those with slight (34%) or high
(29%) vulnerability.

Those aged 55+ (46%-50%) compared to
those aged 25-54 (31%-37%).

Those with household income of $20,000+
(35%-46%) compared to less than $20,000
(21%).

Non-visible minorities (41%) compared to
visible minorities (35%).

Those who are retired (52%) compared to
those who are employed full-time,
employed part-time, and unemployed
(34%-36%).

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65; Respondents were classified based on level of vulnerability defined
by the number of markers garnered from each category (health, capability, life events, and resilience).
Framework: Total sample



Most Important Coverage Priorities (Top Rank)
(Comparison between 2023 & 2020 survey results)

Unlimited coverage for all required medical treatment
and rehabilitation that is not covered by OHIP

I 39%
I, 27%

I 15%
I 1%

The ability to choose my own doctor and other health
service providers

I 15%
I 11%

Income replacement for as long as I’'m not able to work,
including potentially for life

The ability to seek additional compensation by suing
another driver if I've been injured in a car accident where
I’'m not at fault

I 15%
N, 36%,

B
LY

A death benefit payment similar to a life insurance lump
sum

s
Bl 3

Reimbursement for any caregiving and housekeeping
costs incurred as a result of the injury

w2023 m 2020

T19. Which coverage priorities would be most important to you, if you were ever injured in a car accident?
Sample size: 2023 Total n=1455, 2020 Total n=1035
Framework: Total sample

* The top ranked coverage priority in 2020 (36%)
was “the ability to seek additional
compensation by suing another driver if
they’ve been injured in a car accident where
they’re not at fault”. However, in 2023, there
has been a change in priorities, with 39%
reporting that their top ranked coverage
priority is “unlimited coverage for all required
medical treatment and rehabilitation that is
not covered by OHIP”.

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Complaint Against Auto Insurance Provider

Generally, 84% of people have never made or
considered making a complaint against their
auto insurance provider. The following groups
are significantly more likely to say this:

* People with low/no (93%), slight (83%), and
moderate (69%) financial vulnerability
compared to people with high financial
vulnerability (54%).

Those aged 45+ (87%-93%) compared to
those aged 18-34 (75%).

Women (87%) compared to men (80%).

Those who are retired (90%) compared to
those working full-time or part-time (80%-
81%).

Overall (n=1455) 84% 6%

%

i

Low/No Vulnerability (n=651) 93%

X

Slight Vulnerability (n=494) 83% 5

Those with household income of $100,000
to $150,000 (89%) compared to $20,000 to
$40,000 (85%) and $60,000 to $100,000
(79%).

Moderate Vulnerability (n=245) 69% 13%

Those who identify as non-visible

minorities (85%) compared to those who

identify as visible minorities (79%).

High Vulnerability (n=65) 54% 18%

On the other hand, 10% have considered
making a complaint and 6% have made at least
one complaint against their auto insurance

B No, | have never considered making a complaint X
provider.

Yes, | have considered making a complaint

B Yes, | have made one or more complaints

T20. Have you ever made or considered making a complaint against any auto insurance provider? FSRA

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). el Servcs R stery
Framework: Total sample Autrzrity of Srters




Confidence in Auto Insurance Complaint Process

Overall (n=1455) 22%

Low/No Vulnerability (n=651) 21%

Slight Vulnerability (n=494) 23%

Moderate Vulnerability

22%
(n=245) %

High Vulnerability (n=65) 31%

B Completely unconfident
Neither unconfident nor confident
B Completely confident

25%

27%

26%

20%

20%

Somewhat unconfident
Somewhat confident

T21. How confident are you that you know where to make a complaint against an auto provider?

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience).

Framework: Total sample

8%

8%

6%

11%

9%

TOP2

31%

30%

29%

35%

35%

Overall, around 4 in 10 people (BTM2: 44%)
lack confidence in knowing where to file a
complaint against their auto insurance
provider. The following groups are significantly
more likely to be unconfident:

* Those aged 65-74 (BTM2: 49%) compared
to those aged 18-24 (BTM2: 35%).

Those who are employed part-time, self-
employed, and retired (BTM2: 49%-50%)
compared to those who are unemployed
(BTM2: 33%).

Those with household income of $60,000
to $80,000 and $150,000+ (BTM2: 48%-
49%) compared to less than $20,000

(BTM2: 32%).

Those who identify as non-visible
minorities (BTM2: 47%) compared those
who identify as visible minorities (38%).

Conversely, 3 in 10 people (TOP2: 31%) are
confident in knowing where to file a complaint
against their auto insurance provider.

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Complaints Against Auto Insurance Providers

I — 339 Overall, the top reasons or issues that made
) I, 23% people consider making a complaint against
Clalm process —34% 41% I RIS RIS PO Bl e el
I 30% ’ process (33%), settlement delay (31%),
premium being too high (29%), change in
31% premium (24%), and claims refusal (24%).

Delay in settlement 29%

Premium is too high 25%
37%

Premium change 30%
37%

Refusal of claim 19%

Billing issues 16%
33%

B Total ® Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T22. What reasons or issues made you consider making a complaint against an auto provider?

Sample size: Total n=237, Low/No Vulnerability n=48, Slight Vulnerability n=83, Moderate Vulnerability n=76, High Vulnerability n=9; Respondents were classified based on level of vulnerability defined by the FSRA
number of markers garnered from each category (health, capability, life events, and resilience). Pinancial Services Begulatony
Framework: Respondents who have considered making/made a complaint against any auto insurance provider et b ntene



Complaints Against Auto Insurance Providers (con’t)

e — 19% Less commonly mentioned reasons or issues
o ) . 21% that made respondents consider making a
Fault determination in claim process Ly 1177/0% complaint include incorrect premium charged
. 2 /% (9%) and not providing a quote (2%).
I 12%
" 4%
Underwriting refusal 11%

Policy related 13%

Incorrect premium charged 12%

Did not provide a quote 19

17%
Others 5% ’

W Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability B High Vulnerability

T22. What reasons or issues made you consider making a complaint against an auto provider?

Sample size: Total n=237, Low/No Vulnerability n=48, Slight Vulnerability n=83, Moderate Vulnerability n=76, High Vulnerability n=9; Respondents were classified based on level of vulnerability defined by the FSRA
number of markers garnered from each category (health, capability, life events, and resilience). el Servcs R stery
Framework: Respondents who have considered making/made a complaint against any auto insurance provider Auterity af Srtanis



Recent Complaints Against Auto Insurance Providers

Claim process

I —— 11%{%

Premiumis too high 12

KA

. 18%
Delay in settlement 0 , 15%
I 1%
Refusal of claim " 12%
d 8%
W 10%
Billing issues o 15%
* 17%
I 5%
Policy related __________ 69 8%
I 5%
Fault determination in claim process _____ ., 8%
* 8%
. s 0%
Underwriting refusal _____ 3%
s )%
Premium change 8%
_ - 1%
Incorrect premium charged ____ 3%
3%
12%
Others 3%
B Total Low/No Vulnerability Slight Vulnerability B Moderate Vulnerability

T23. What was your most recent complaint about?

Sample size: Total n=88, Low/No Vulnerability n=17, Slight Vulnerability n=26, Moderate Vulnerability n=33, High Vulnerability n=12; Respondents were classified based on level of vulnerability defined by the

number of markers garnered from each category (health, capability, life events, and resilience).
Framework: Respondents who have made one or more complaints

2 o

42%

42%

B High Vulnerability

Overall, the most common types of complaint
are about the claim process (31%), premium
being too high (17%), and settlement delay
(13%),

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Recent Complaint Resolution Status

Overall (n=88) :JA 26% 70%
Low/No Vulnerability (n=17*) K3/ 41% 53%
Slight Vulnerability (n=26) L7417 85%

Moderate Vulnerability (n=33) 4 36% 61%

High Vulnerability (n=12*) 3/ 92%

H Don't know H No M Yes

T24. Was your complaint resolved?

In general, 7 in 10 people (70%) reported that
their complaint was resolved, while 1 in 4
people (26%) reported unresolved complaints.

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). FSRA

Framework: Respondents who have made one or more complaints
*Note: Small sample size; interpret with caution

Financia Services Regulatory
Aaterity af Ortanio



Satisfaction with Handling of Complaint

Approximately half of the people (TOP2: 49%)

TOP2 expressed satisfaction with how their
complaint was handled, while 1 in 4 people
Overall (n=88) 2% 19% 49% (BTM2: 27%) were dissatisfied with the
resolution process.

N
Low/No Vulnerability (n=17%*) 29% 24%
Slight Vulnerability (n=26) 23% 58%
Moderate Vulnerability (n=33) 18% 48%
High Vulnerability (n=12%*) 33% 67%

B Completely dissatisfied Somewhat dissatisfied
Neither dissatisfied nor satisfied Somewhat satisfied
B Completely satisfied

T25. How satisfied were you with how your complaint was handled?

Sample size: Shown in chart above; Respondents were classified based on level of vulnerability defined by the number of markers garnered from each category (health, capability, life events, and resilience). FSRA
Framework: Respondents who have made one or more complaints
Note: Small sample size; interpret with caution

Fmancia Scrviccs Reguatory
fuatrority af Oritario
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Interpreting this Report

TOP2 / BTM2 Groupings

Top 2 (TOP2) and Bottom 2 (BTM2) reference the collected TOP2 positive and BTM2 negative responses, respectively where
applicable. For example, a TOP2 grouping referred to as “satisfied” may be the combined result of “very satisfied” and “somewhat
satisfied,” whereas a grouping of “not satisfied” (BTM2) may be the combined result of “not very satisfied” and “not at all satisfied.”

Rounding

Due to rounding, numbers presented throughout this document may not add up to the totals provided. For example, in some cases,
the sum of all question values may add up to 101% instead of 100%. Similar logic applies to TOP2 and BTM2 groupings.

Multi-mentions

In some cases, more than one answer option is applicable to a respondent. Multiple mention questions allow respondents to select
more than one answer category for a question. For questions that ask for multiple mentions (e.g., “Where do you go to get your
financial advice, if at all? Please select all that apply.”), it is important to note that the percentages typically add to over 100%. This

is because the total number of answer categories selected for a question can be greater than the number of respondents who
answered the question.



Interpreting this Report

Significance Testing

Throughout the report, statistically significant differences (at the 95% confidence level) between demographic segments (level of
vulnerability, age, gender, visible minorities, education, employment, and income) are reported on each slide in the Detailed
Findings, when statistical differences exist and when appropriate. Statistically significant differences between vulnerability segments
have also been shown in vulnerability break out slides.

_—_ Denotes the percentage which is significantly higher (at the 95% confidence level) than the segment with the corresponding
| 58% | letter. Each segment is denoted with letters (e.g., A, B, C, etc.). If the letter “A” appears under the response of a certain
\_(A) / segment, this indicates that the response of that segment is significantly higher than the response of the segment denoted

" with the letter “A”. Note that due to sample sizes, it is possible for one segment to be different from another segment, yet

not be statistically significantly different.

Question Framework

The footnote on each page indicates the related question from the survey questionnaire, the sample framework used in the
analysis, and the sample size of the related data.

Small sample size
Note that footnotes have been added to small sample sizes (defined as n<30) in the report, and caution should be exercised when
interpreting these results. Additionally, significant differences between demographic segments with small sample size are not
flagged.
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Driver’s License and Vehicle Ownership Status

Overall, most people (97%) with a driver’s license own
or lease a vehicle. The following are significantly more

97% likely to own or lease a vehicle on top of having a
driver’s license:

98% * Those with low/no vulnerability (98%) compared to
those with high vulnerability (91%).

People aged 55 to 64 (99%) compared to people
aged 25 to 34 (96%).

Males (98%) compared to females (96%).

919% Non-visible minorities (98%) compared to visible
’ minorities (95%).

| have a driver’s license, and | own or lease a vehicle 98%

95%

People with a household income of $60,000 and
over (98%-99%) compared to people with a

household income between $40,000 to less than

$60,000 (94%).
I 3% (94%)
Only a few people (3%) have a driver’s license but do
I 2% not own or lease a vehicle.
| have a driver’s license, but | do not own or lease a 29
vehicle ?
I 5%
M Total ™ Low/No Vulnerability Slight Vulnerability =~ ® Moderate Vulnerability =~ B High Vulnerability
Respondents were classified based on level of
T1. Which of the following best describes your situation? vulnerability defined by the number of FSRA
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight vulnerability n=494, Moderate vulnerability n=245, High Vulnerability n=65 markers garnered from each category

il : i Fmancia Sorvices Rogulatory
Framework: Total sample (health, capability, life events, and resilience). Autnerity of Ontaris



Driver’s License and Vehicle Ownership Status
(Comparison between 2023 & 2020 survey results)

The percentage of people who have a driver’s license
and own or lease a vehicle increased from 87%* in
2020 to 97% in 2023. On the other hand, people who
have a driver’s license but do not own or lease a
vehicle decreased from 13%* in 2020 to 3% in 2023.

97%

| have a driver's license, and | own or lease a vehicle

87%

3%

| have a driver's license, but | do not own or lease a
vehicle

13%

w2023 m 2020

T1. Which of the following best describes your situation?
Sample size: 2023 Total n=1455, 2020 Total n=985

Framework: Total sample I SRA

. .. . . . . . Fnancia Scrvices Rogulatory
*Note: Responses from individuals who answered “l don’t have a driver’s license” in 2020 were excluded from the analysis for comparison purposes dwtcrity of Srtars



Length of Driver’s License Ownership

I 1% Almost 3 in 5 people (59%) have held their
e 5% driver’s license for more than 21 years. The
0-5 years 13% following groups are significantly more likely
. 19% to have held their driver’s license for more
I 0% than 21 years.
2% * Those with low/no (71%), slight (54%), and
] ° moderate (44%) vulnerability compared to
I 7% high vuIne(rabi/Ii')cy (29%). ! i
6-10 years 13%
e 18% Men (62%) compared to women (57%).
I 26% People who earned a certificate or diploma
for secondary school (65%) and
I 10% apprenticeship (69%) compared to people
11-15 years I 8%10(y who earned a certificate below bachelor’s
] °13% degree (56%) and bachelor’s degree (54%).
I 7% On the other hand, 1 in 10 people (11%) have
held their driver’s license for 0 to 5 years. The
IS 9% following have a significantly higher likelihood
S 9% of falling into this category:
16-20 years 9%
e 7% * Individuals with slight, moderate, and high
- A financial vulnerability (13-20%) compared
to individuals with low/no vulnerability
I 507 (5%).
R Women (12%) compared to men (9%).
21+ years 54%
T 84% Visible minorities (24%) compared to non-
I 9% visible minorities (5%).
M Total ™ Low/No Vulnerability Slight Vulnerability =~ ® Moderate Vulnerability =~ B High Vulnerability

T2. How long have you held your driver’s license? FSRA

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight vulnerability n=494, Moderate vulnerability n=245, High Vulnerability n=65 e Sare e e atery
Framework: Total sample Autrzrity of Srters



Length of Driver’s License Ownership
(Comparison between 2023 & 2020 survey results)

* From 2020 to 2023, driver's license holders of
21+ years increased from 56%* to 59%, while
those with 0-5 years decreased from 16%* to

16% 11%.

11%

0-5 years

12%
6-10 years

13%

10%

11-15 years

9

X

9%

16-20 years

o\I
=

59%

21+ years
56%

w2023 m 2020

T2. How long have you held your driver’s license?
Sample size: 2023 Total n=1455, 2020 Total n=981 FSRA

Framework: Total sample
* P H e « ” “ . " . . Fmancia Scrviccs Roguatory
Note: Responses from individuals who answered, “Prefer not to answer” and “Not applicable” in 2020 were excluded from the analysis for comparison purposes dntacrity ot Srtars



Auto Insurance Discounts

Overall (n=1455) 11% 24% 66%
Low/No Vulnerability (n=651) 10% 19% 71%
Slight Vulnerability (n=494) 13% 26% 61%
Moderate Vulnerability (n=245) 10% 30% 60%
High Vulnerability (n=65) B34 26% 66%
m Don't know m No M Yes

T4. Do you currently have any discounts on your auto insurance?
Sample size: Total n=1455, Low/No Vulnerability n=651, Slight vulnerability n=494, Moderate vulnerability n=245, High Vulnerability n=65
Framework: Total sample

Approximately 2 in 3 people (66%) reported that they
currently have discounts on their auto insurance. The
following are significantly more likely to say this:

* People with low/no financial vulnerability (71%)
compared to people with slight (61%) and moderate
(60%) financial vulnerability.

Individuals aged 35 and above (62-80%) compared
to individuals aged 18 to 34 (43%).

Individuals who are employed full time (66%), self-
employed (65%), and retired (77%) compared to
those employed part time (52%).

Individuals with a household income of $80,000 and
above (71%-73%) compared to those with a
household income of below $80,000 (57%-60%).

On the other hand, 1 in 4 people (24%) reported that

they do not currently have a discount on their auto
insurance. Demographic groups that are less likely to
have a discount include:

* Individuals who are slightly (26%) and moderately
(30%) vulnerable compared to those who are the
least vulnerable (19%).

People between 18 to 54 years of age (29%-46%)
compared to people between 55 to 64 years (16%)

Individuals employed full time (24%) and part time
(33%) compared to those retired from their
employment (12%).

Individuals with a household income between
$20,000 and less than $S80,000 (28%-31%)
compared to those with a household income of
$100,000 and above (19%).

FSRA

Financia Services Regulatory
Aaterity af Ortanio



Agreement with Various Auto Insurance Statements

Almost 8 in 10 (TOP2: 78%) agree that they
TOP2 know where to get the information needed if
I | have an auto insurance they have an auto insurance claim. The
following groups are significantly more likely

the answers and information | * Those aged 55 and over (TOP2: 85%-88%)

need compared to those aged 44 and younger
(TOP2: 64%-72%).
| have a clear understanding of Those with household income greater than
hat i db N o o 2% 75% $20,000 (TOP2: 75%-82%) compared to less
Whats covered by my atto ’ than $20,000 (TOP2: 57%).

insurance policy
Non-visible minorities (TOP2: 82%)
compared to visible minorities (TOP2: 70%).
| trust my auto insurance Those with a high school diploma (TOP2:

provider will look after me if | 16% 39% 30% 69% 82%) compared to those with a
make a claim

professional/graduate degree (TOP2: 74%).

Those who are retired (TOP2: 89%)
compared to those who are employed,
unemployed, or students (TOP2: 57%-79%).

My auto insurance premiums . . 5 ) 54%
are affordable 9% 18% 35% 19% 0 Only half (TOP2: 50%) agree that their

1% premiums are fair and reasonable. The
following groups are significantly more likely
to agree with this:

My auto insurance premiums * Non-visible minorities (TOP2: 52%)
yare fair and reasznable 19% 34% 16% 50% compared to visible minorities (TOP2: 45%).
* Those with a high school diploma (TOP2:

56%) compared to those with a

fessi I duate d TOP2: 46%).
B Don’t know M Strongly Disagree ™ Somewhat Disagree  Neither Disagree or Agree B Somewhat Agree B Strongly Agree PelERBE RN E e s %)

T14a. To what extent do you agree with the following statements? FSRA

Sample size: 1455 ,
Fmancia Sorvices Rogulatory
Framework: Total sample Autrzrity of Srters



Agreement with Various Auto Insurance Statements
(Vulnerability Classification — TOP2)

TOP2%

If I have an auto insurance claim, |
know where | can get the answers
and information | need

| have a clear understanding of
what is covered by my auto
insurance policy

| trust my auto insurance provider
will look after me if | make a claim

My auto insurance premiums are
affordable

My auto insurance premiums are
fair and reasonable

78%

75%

69%

54%

50%

T14a. To what extent do you agree with the following statements?

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65

Framework: Total sample

Low/No
(A)

‘a0

()
s0%
&9/

7%

e/

56%

50%

Slight Moderate
(B) (€)
74% 73%
72% 67%
68% 61%
53% 49%
51% 47%

Vulnerability Vulnerability Vulnerability R'OIGE 111147

68%

72%

65%

52%

58%

* Those with low/no vulnerability are
significantly more likely to agree with the
following:

Knowing where to get the answers and
information they need if they have an auto
insurance claim (TOP2: 83%) compared to
those with slight, moderate, and high
vulnerability (TOP2: 68%-74%).

Having a clear understanding of what is
covered by their policy (TOP2: 80%)
compared to those with slight and
moderate vulnerability (TOP2: 67%-72%).

Trust that their auto insurance provider will
look after them if they make a claim (TOP2:

73%) compared to those with moderate
vulnerability (TOP2: 61%).

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Agreement with Various Auto Insurance Statements

(Comparison between 2023 & 2020 survey results)

If | have an auto insurance claim, |
know where | can get the answers

and information | need
| have a clear understanding of what

is covered by my auto insurance

2023 policy

| trust my auto insurance provider
will look after me if | make a claim

My auto insurance premiums are
affordable

My auto insurance premiums are fair
and reasonable

If | have an auto insurance claim, |
know where | can get the answers

and information | need
I have a clear understanding of what

is covered by my auto insurance
policy

| trust my auto insurance provider

will look after me if | make a claim

2020

My auto insurance premiums are
affordable

My auto insurance premiums are fair
and reasonable

B Strongly Disagree

39,
39,
9% |
B

5%
9%

10%

Somewhat Disagree

12%
12%
17%
18%
19%
19%
21%
24%
22%
27%

T14a. To what extent do you agree with the following statements?

Sample size: 2023 n=1422-1443; 2020 n=943-954

Neither Disagree or Agree

37%

29%

30%

19%

17%

17%

15%

16%

11%

9%

Somewhat Agree B Strongly Agree

Framework: Total sample excluding Don’t Know for 2023 survey and N/A for 2020 survey for comparison purposes

*Note: Likert scale for 2023 survey as shown above, Likert scale for 2020 survey as follows: Strongly Agree, Agree, Neither Agree nor Disagree, Disagree, Strongly Disagree

TOP2

79%

75%

70%

54%

51%

72%

64%

62%

51%

44%

In 2023, agreement with all 5 statements
increased compared to 2020.

FSRA

Fmancia Scrviccs Reguatory
fuatrority af Oritario



Agreement with Various Auto Insurance Statements

When purchasing or renewing my
auto insurance policy, | am happy
with the choices available with
my insurance provider

When seeking advice about auto
insurance, | look for help from a
professional (e.g., an insurance

agent, an insurance broker)

I look online for information
about purchasing auto insurance
and/or switching insurance
providers

It is easy for me to switch auto
insurance providers if | need to

When seeking advice about auto
insurance, | look for help from
friends or family

It is common for people to
demonstrate fraudulent
behaviour with regards to auto

insurance (e.g., people...

ey -
I I .O\o s
\©

22%

6% 19%

2% 8% 19%

8% 4% 21%

1%
9% 21%

19% 4%

H Don’t know

T15a. To what extent do you agree with the following statements?

Sample size: 1455
Framework: Total sample

25%

42%

36%

36%

34%

35%

27%

B Strongly Disagree

25%

29%

24%

21%

18%

13%

TOP2

67%

65%

60%

54%

53%

41%

* 2in 3 (TOP2: 67) agree that they are happy
with the choices available when purchasing or
renewing their auto insurance policy. The
following are significantly more likely to agree:

* Those aged 65 to 74 (TOP2: 73%) compared
to those aged 18-24 (TOP2: 58%) and 35-44
(TOP2: 62%).

Non-visible minorities (TOP2: 69%)
compared to visible minorities (TOP2: 61%).
Those who are retired (TOP2: 75%)

compared to those who are employed full-
time (TOp2: 64%).

Only 1in 4 (TOP2: 41%) agree that it is

common for people to demonstrate fraudulent
behaviour with regards to auto insurance. 1 in
5 (19%) said they don’t know. Those who are
significantly more likely to agree are:

* Those aged 25-35 (TOP2: 46%) compared
to those aged 65+ (TOP2: 34%-36%).

Those who are employed full-time or part-
time (TOP2: 43%-46%) compared to those
who are retired (TOP2: 33%).

Those with household income $40,000-
$60,000 or $100,000+ (TOP2: 42%-46%)
compared to $20,000-S40,000 (TOP2:
31%).

FSRA

Financia Services Regulatory
Aaterity af Ortanio



Agreement with Various Auto Insurance Statements
(Vulnerability Classification — TOP2)

* Those with low/no vulnerability are

Low/No Slight Moderate significantly more likely to agree with the
TOP2% Vulnerability Vulnerability ' Vulnerability ROIGEE] 111147 following:
(A) (B) (C) » Being happy with the choices available
- (TOP2: 71%) compared to those with slight
When purchasing or renewing my auto ﬂl% (TOP2: 64%) and moderate (TOP2: 62%)
insurance policy, | am happy with the choices 67% 64% 62% 60% vulnerability.
available with my insurance provider w'y It is easy to switch auto insurance providers
— if needed (TOP2: 58%) compared to those
When seeking advice about auto insurance, | with moderate vulnerability (TOP2: 49%).
!ook for help from a .professional (e.g., an 65% 64% 66% 65% 72% Those with high vulnerability are significantly
insurance agent, an insurance broker) more likely to agree that it is common for
. . . . people to demonstrate fraudulent behaviour
I Iook' online for mformatpn E?bOl:It purchasing @ with regards to auto insurance (TOP2: 55%)
auto insurance and/or switching insurance 60% 60% ‘ (D) ‘ 54% 65% compared to those with low (TOP2: 40%),
providers N slight (TOP2: 41%), and moderate (TOP2: 39%)
_ . , / \ vulnerability.
It is easy for me to switch auto insurance 58%

providers if | need to 4% ucj 52% 49% 51%

Csm s

When seeking advice about auto insurance, |

0, [0) [0)
look for help from friends or family 53% 47% v \\J 7%
It is common for people to demonstrate _
fraudulent behaviour with regards to auto ﬁs%
insurance (e.g., people misrepresenting 41% 40% 41% 39% (AB C \
themselves when applying for auto insurance & j

or making false claims)

T15a. To what extent do you agree with the following statements? FSRA

Sample size: Total n=1455, Low/No Vulnerability n=651, Slight Vulnerability n=494, Moderate Vulnerability n=245, High Vulnerability n=65 e Servcs e stery
Framework: Total sample fwstvority af Crtarin



Agreement with Various Auto Insurance Statements
(Comparison between 2023 & 2020 survey results)

TOP2

When purcha§ing or ren?wing my auto i'nsuran.ce policy, | g — 68% c !n 2023, agreement with all 5 statements
am happy with the choices available with my insurance... increased compared to 2020.
When seeking advit;t:oar:?;fol;’;siin;:;nce, I look for help 19% 66%
2023 meurance ndlor autching meurance proviiers 19% 61%
It is easy for me to swit:\f;zéjic; insurance providers if | A% 23% 59%
When seeking adv;:snit;?il;;zl;tgri?as:quynce, I look for help 21% 53%
Itis commc?n for E)eople to demonstr.ate fraudulent 5% 31% 50%
behaviour with regards to auto insurance

" happy withthe charcesavalable with my insurance.. BB 28% 59%
When seeking advit;t:oant:(;u;folizsi?;:;nce, I look for help 229% 61%
tance ancfor sitching insuranee provigers 2% 53%
2020 It is easy for me to SWitf,Z:giZ insurance providers if | 28% 56%
When seeking adV;:sr:t;?il;;zl;tgri?as:quynce’ I look for help 26% 49%
" ehavour it regards 0 suto mearonce BB a2 43%
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B Strongly Disagree M Somewhat Disagree  Neither Disagree or Agree

T15a. To what extent do you agree with the following statements?

Sample size: 2023 n=1182-1441; 2020 n=943-965 FSRA

Framework: Total sample excluding Don’t Know for 2023 survey and N/A for 2020 survey for comparison purposes ; oo
TEINCK 52y ices Juator
*Note: Likert scale for 2023 survey as shown above, Likert scale for 2020 survey as follows: Strongly Agree, Agree, Neither Agree nor Disagree, Disagree, Strongly Disagree Autcrity of Orters !
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