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2020 in numbers




Consumer contacts overview

50,000 _ Rest of world
3%
40,000
30,000
20,000
34,305
10,000
Ireland
0 85%
2020 2019

m Calls ®Emails ® Social Media
Figure 1: How consumers contacted the CCPC Figure 2: Location of the business where
consumers reported they bought from
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Figure 3: Volume of contacts for in-store, online and over the phone purchases - 2019 breakdown
displayed for comparison
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Figure 4: Breakdown of purchase location among consumers who
contacted the CCPC about an Irish registered business



Top consumer queries

Cancelling a contract I 6,030

Faulty goods & services
Other goods & services issues
Buying online rights

Contract payments & charges
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Figure 5: Top five categories of queries from consumers
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Figure 6: Top two queries for each category
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Figure 7: Top five categories of queries compared to the same categories in 2019
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Contacts by sector

Travel, transport & holidays I 6,676
Telecommunications I 3,913
Vehicles & personal transport I 3,367
Clothing, footwear & accessories Im 1,888
Audio visual & electronic I 1,871
Furniture & furnishings I 1,851
Domestic appliances maw 1,808
House buildings & maintenance I 1,762
Catering & accommodation I 1,655
Recreation, sport & leisure . 1,198
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Figure 8: Top sectors which the CCPC received contacts about
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Figure 9: Sectors with the highest percentage increase in contacts



Next steps for consumers

Irish Small Claims Court [ 12,610
European Consumer Centre [N 4,019

Commission for Communications Regulation [ 1,832
Commission for Aviation Regulation [l 1,012
The Society of the Irish Motor Industry [ 925
A Government Department or Agency - 760

Consumer International . 490
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Figure 10: Breakdown of the top organisations consumers were referred to for further information or
assistance
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Figure 11: Breakdown of the organisations with the highest increase in referrals in 2020 compared to 2019



The Small Claims Court
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Figure 12: Breakdown of contacts referred to
the Small Claims Court by sector

The European Consumer Centre (ECC)
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Figure 14: Breakdown of contacts referred to

the ECC by sector
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Figure 13: Breakdown of contacts referred to
the Small Claims Court by query
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Figure 15: Breakdown of contacts referred to
the ECC by query



Personal finance contacts
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Figure 17: 2020 and 2019 personal finance contacts
received by product

Figure 16: Breakdown of personal finance contacts
received based on financial product
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Figure 18:Top two queries for each category
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Most popular personal finance webpages

1. Mortgage comparison

Mortgage calculator

Loan comparison

Extra mortgage payments calculator
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Paying for your car - PCP
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