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Background to this report
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To better understand consumer attitudes around their home insurance, the 
Insurance Council of Australia (ICA) commissioned Quantum Market Research to 
conduct a national online survey of more than 1,000 Australian homeowners / 

renters, and 1,000 motorists.

The results of the survey form a key part of Understand Insurance, the ICA’s 
national consumer campaign aimed at empowering consumers to make better, 

more informed decisions by demystifying insurance.

The research project focused on uncovering attitudes towards home and motor 
insurance with specific focus on how promoting better understanding of insurance 

can reduce the risk of exposure to financial loss.



Research methodology & sampling
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• Before taking part in this survey, respondents were screened to ensure they were:

―Australian residents.

―Aged 18+.

―Homeowners / renters: A home owner (with or without mortgage) or currently renting a home.

―Motorists: The owner of a car which is being driven.

―Their household’s primary or joint decision maker regarding insurance.

• The survey was conducted in April 2016. 

• All respondents completed the survey online.

• Respondents who answered the full survey took up to 15 minutes.

• A nationally representative sample was obtained (based on gender, age and location).

• Respondents were sourced from an ISO accredited market research panel which is considered among the highest 
quality in the industry (PureProfile). 

―This panel is carefully managed to ensure respondents are representative of the total population and are not 
‘over-researched’.

Total sample: n=XX homeowners n=XX renters n=XX motorists



Home insurance



Weighting of the sample
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The need for weighting: To ensure that our sample is truly representative of the average 
homeowner / renter in Australia.

i.e. not just nationally representative of everyone, but nationally representative of homeowners / renters.

Take data we collected on proportion of 
who live in their own rented / owned / 

mortgaged home

Looked at in conjunction with ABS 
census data on national population 

size…

Age:
% living in own 
home

18-24 40%

25-29 82%

30-39 89%

40-49 94%

50-64 95%

65+ 96%

Aus. Pop.
Therefore % Aus. 
Pop. living in 
own home

12.6% 5.0%

9.7% 7.9%

17.9% 15.9%

18.0% 17.0%

23.4% 22.1%

18.3% 17.5%

Gave us a weighting factor to achieve 
a nationally representative cross-
section of homeowners / renters

Weighting 
factor

0.56

0.80

1.24

1.32

0.97

0.97



Weighted sample: A representative cross-section of 
Australian homeowners / renters
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Location: % of sample: Location: % of sample:

Sydney 19% Regional NSW 9%

Melbourne 18% Regional Vic 6%

Brisbane 9% Regional Qld 7%

Perth 11% Regional WA 3%

Adelaide 9% Regional SA 3%

Hobart 2% Regional Tas 3%

ACT (Canberra) 3% NT 1%

Age: % of sample:

18-24 6%

25-29 9%

30-39 19%

40-49 20%

50-64 26%

65+ 20%

Gender: % of sample:

Male 48%

Female 52%



Sample profile: Insurance coverage

Insurance currently held:
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Q.5. Please indicate whether you currently hold each of the following types of insurance for your place of residence? 

Home owners (n=672)

86%

4%

5%

47%

Home building & 
contents combined

Contents only

Contents only

Building only

Renters (n=371)

6%

Have no building
insurance

53%

Have no contents
insurance

10%

Have no contents
insurance



Top 5 findings
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Top 5 findings from the home insurance research
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1.
Insurance literacy is clearly important in customers’ maintenance of their contents insurance: Of those who’d 

cancelled their policy, half (46%) said they ‘don’t know much about contents insurance’, compared with only a quarter 
(28%) of those who currently have contents insurance. 

2.
The perception that ‘the risk of needing to claim is low’ is so prevalent that it’s the number one reason given among 

Australians who don’t have contents insurance (71% agree).

3.
More than two-thirds (68%) of contents insurance customers believe their insurer does not have an accurate valuation 
of their contents. This is primarily driven by the fact that the majority (70%) use their own estimate as a basis for their 

valuation, but just on in twenty (5%) feel they can estimate accurately.

4.
Almost half (43%) of renters did not consider exclusions when taking out their contents insurance policy… but three 

quarters (74%) are ‘convinced’ their policy is ‘one of the cheapest available’. 

5. Half of those who use comparison sites (52%) decide on their policy without consulting any other information source.



Attitudes of those without 
contents insurance
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The average Australian without contents insurance values 
their household contents at $16,763
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Contents self-assessed valuation:

Q.21. What is the approximate value of your total household assets?
*n=105 answered “No idea – can’t even estimate”. ** One respondent was identified as an outlier and removed.

Base: Those without contents insurance, who felt able to make an estimate*, and who were not identified as outliers** (n=141) 

$16,763

The average contents 
valuation estimated by 
those without contents 

insurance



Failure to renew contents insurance is alarmingly prevalent
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History with contents insurance:

Q.11. You indicated that you don’t have contents insurance. Which of the following statements describes your history with contents insurance? 

Base: Those without contents insurance (n=247) 

Of those who do not 
have contents 

insurance… 

23%

Used to have contents 
insurance at their current 

residence.

43%

Had contents insurance at 
a previous residence but 

not at this one.

Financial difficulty is a risk factor for cancelling contents 
insurance:

Of those who’d cancelled their policy, one in five (20%) 
described themselves as ‘unemployed’ (compared with 4% of 

the total population). 

Insurance literacy is clearly important in customers’ 
maintenance of their contents insurance:

Of those who’d cancelled their policy, half (46%) said they ‘don’t 
know much about contents insurance’, compared with only a 

quarter (28%) of those who currently have contents insurance. 



Even though two thirds (64%) have thought about getting 
contents insurance, only a third (39%) went on to research it

Current circumstances:
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Q.11. You indicated that you don’t have contents insurance. Which of the following statements describes your history with contents insurance? 

Base: Those without contents insurance (n=247) 
% agree

For my current circumstances, I have…

Thought about getting contents insurance

Researched what contents insurance 
would be best for me

Received a quote

64%

39%

29%



More than half (57%) without contents insurance say they 
‘don’t know much about it’

Attitudes of those without contents insurance:
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Q.10. You indicated that you do not have contents insurance. To what extent do you agree or disagree with each of the following statements
about yourself? 

Base: Those without contents insurance (n=247) 
% strongly agree/somewhat agree

57

49

45

 I'm someone who does not need contents
insurance

I don't think I will ever have contents
insurance

I feel anxious about not having contents
insurance

Under 30s are significantly more likely to:

― Say they ‘don’t know much about contents insurance’ (73%) compared to those over 40 (45%).

― Feel anxious about not having contents insurance (60%) compared to those over 40 (32%).

57%

“I don’t know much 
about contents 

insurance”

The prevalence of this lack of knowledge exposes those without contents 
insurance to significant vulnerabilities:



That contents insurance is ‘too confusing’ is the explanation 
given by more than half (57%) who don’t have it

Reasons for not having contents insurance:
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Q.12. To what extent do each of the following describe the reasons you do not have contents insurance? 

Base: Those without contents insurance (n=247) 
% strongly agree/somewhat agree

71

70

59

55

50

46

The risk of me needing to claim is
low

I can't afford contents insurance

I don't trust insurers

It's too confusing or I don't know
enough about it

I don't own anything I can't afford
to lose

I can afford to replace my contents
without insurance



Contents valuation
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When asked to estimate – just one in twenty (5%) felt 
confident they could value their contents accurately
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Confidence in estimating contents value:

Q.22. The valuation you gave was [xx]. How confident are you that this estimate is correct? 

Base: Those who were able to estimate contents value (n=677)

5% 
Exactly 

right

19% 
Right to within 

$1000

31% 
Right to within $5000

10%
Could be 

more than 
$5000 out 

35% 
No idea – can’t even estimate



The majority (70%) use their own estimate as a basis for 
their contents insurance valuation
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Source of contents insurance valuation:

Q.20. Thinking about the value your contents are currently covered for under your building & contents / contents insurance policy, how did you 
reach this valuation? 

45

44

16

13

11

7

3

7

Estimated combined current
value myself

Estimated combined purchase
prices myself

Advice from an insurer

Valuation from an online
insurance calculator

A professional valuation

Someone else in the household
worked it out

Other

Don't know

Base: Those with contents insurance (n=773)

70% used own valuation

(69% homeowners / 76% renters)



The majority believe that they understand how to calculate 
contents insurance valuations

Understanding of how to calculate valuations:
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Q.8. Considering each of the following statements about contents insurance, please indicate the extent to which you agree or disagree…? 

Base: Those who have contents insurance

Home owners 
(n=606)

“I understand how to calculate what value my 
contents insurance should cover”

4

1

17

15

54

54

25

30

79% AGREE

84% AGREE

Renters 
(n=167)



Primarily due to difficulty estimating, more than half believe 
themselves to be insured according to an inaccurate valuation
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Accuracy of information held by insurer:

Q.23. How accurate do you think each of the following pieces of information your insurer has about you is? Note: Don’t know responses not shown (therefore may not sum to 100%). 
Q.24.Which of the following do you think describe why their information is not completely accurate?  

Construction materials 
All with insurance (n=803)

Year home was built
All with insurance (n=803)

Value of contents
Those with contents insurance (n=773)

55%

COMPLETELY 
ACCURATE

39%

NOT COMPLETELY 
ACCURATE

Difficult to estimate 
correctly

51%

Insurer did not ask 22%

Misrepresented to get 
cheaper quote

10%

54%

COMPLETELY 
ACCURATE

40%

NOT COMPLETELY 
ACCURATE

Difficult to estimate 
correctly

59%

Insurer did not ask 18%

Misrepresented to get 
cheaper quote

10%

28%

COMPLETELY 
ACCURATE

68%

NOT COMPLETELY 
ACCURATE

Difficult to estimate 
correctly

53%

Circumstances have 
changed

37%

Misrepresented to get 
cheaper quote

10%

Insurer did not ask 9%



Comparing contents 
insurance policies
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Almost half (44%) did not consider exclusions when taking 
out their contents insurance policy

Features NOT considered when selecting contents insurance cover:
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Q.15. Which of the following did you look for when selecting your contents insurance cover? 

Base: Those with contents insurance

Homeowners
(n=606)

Renters
(n=167)

Ts & Cs (PDS) 60% 54%

Insurer’s reputation 47% 51%

Exclusions 45% 43%

Excess 38% 37%

Under 30s are significantly less likely to 
consider:

― Insurer’s reputation (59% did not).

― Exclusions (56% did not).

― Excess (55% did not).



Renters are the most price sensitive, three quarters (74%) say 
they’re convinced their policy is ‘one of the cheapest available’

Most important features of contents insurance cover:
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Q.15.a And which of these was most important to you?
Q.9. Thinking about your own building & contents / contents insurance policy, to what extent do you agree or disagree with each of the following statements about yourself?  

Base: Those with contents insurance

35% homeowners
(n=606)

“Price was the most important factor determining my choice 
of home insurance”

53% renters
(n=167)

60% homeowners
(n=606)

“I’m convinced my policy is one of the cheapest available”

74% renters
(n=167)

Household income does not impact price sensitivity: There 
was no difference in the proportion who said price was the 
most important factor between those with incomes above / 

below $75,000.

However, price was significantly more likely to be the most 
important feature for families with dependant children (51%).



Six in ten (61%) ‘shopped around’ for their contents insurance 
this year, with the majority going direct to insurers

Contents insurance decision:
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Q.13. Which of the following best describes your relationship with your contents insurer this year?
Q.14. How did you compare contents insurers (‘shop around’)?  

Base: Those with contents insurance (n=773) 

36%
Stayed with same insurer and 

did not ‘shop around’

3%
First time policy 

holders

25%
Switched insurer                             

36%
Stayed with same insurer but 

‘shopped around’ first

Among those who ‘shopped around’…
(n=470)

Went direct to an insurer

(58% website; 36% phone)
81% 

Used a comparison service

(37% website; 8% phone)
41% 

+ 7% used and insurance broker



Half of those who use comparison sites (52%) decide on their 
policy without consulting any other information source
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Attitudes of those who use comparison sites:

Q.17. To what extent do each of the following describe your feelings towards insurance price comparison websites? 

Base: Those who shopped around and used a comparison site when selecting insurance cover (n=190)

3

4

11

14

31

37

65

50

39

19

15

13

I trust that the information on
comparison sites is complete

I always look for the cheapest
option on comparison sites

Comparison sites are my only
source of information

Strongly disagree Somewhat disagree Somewhat agree Strongly agree

84%
AGREE

65%
AGREE

52%
AGREE

Under 30s are most at risk:

― More likely to look for the cheapest 
option (75%).

― More likely to use comparison sites as 
their only source of information (71%).



Customers who reject comparison sites say they ‘don’t show 
all the information they need to make an informed decision’

Page 27

Reasons for NOT using a comparison site:

Q.16. Which of the following best describe your reason(s) for NOT using a price comparison website to compare a contents insurance quotes 
this year? 

Base: Those who shopped around but did not use a comparison site 
when selecting insurance cover (n=280)

Especially renters and younger customers:

― 66% of renters, compared to 46% of homeowners.

― 65% of under 30s, compared to 47% of over 40s.

50

33

13

10

They don't show all the information I
need to make an informed decision

I don't trust them to give me the best
deal

I prefer not to use the internet

Never heard of them before today



‘Online search’ is the most used, and considered most 
useful, method of finding out more about insurance
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Q.37. In the last 12 months, which of the following sources have you found out more about insurance from?
Q.38. If you wanted to learn about insurance… which of the following do think would be a) most trustworthy and b) most useful? 

Insurance information sources:
Base: All homeowners / renters (n=1043)

Most used (past 12 months): Most useful: Most trusted:

Online search (43%) Online search (29%) Insurers (27%)

Insurers (32%) Comparison sites (26%) Friends / family (25%)

Friends / family (21%) Insurers (25%) Online search (20%)

Comparison sites (21%) Friends / family (11%) Comparison sites (17%)

Social media (8%) Social media (5%) Social media (2%)

Only a third (32%) had not used any source to find out more about insurance in the past 12 months.



Online calculators
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Overall, a third (33%) of homeowners and one in five 
(20%) of renters have used online valuation calculators
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Use of online valuation calculators:

Q.18. Which of the following best describes your experience with online insurance calculators? 

Base: All homeowners / renters (n=1043)

Home owners (n=672) Renters (n=371)

Calculated contents value

Calculated building value

Have not heard of them

Have heard of them but 
not used them48% 

26%

21%

18%

Calculated contents value

Have not heard of them

Have heard of them but 
not used them49% 

20%

31%

Demonstrating their usefulness:

Those who used an online valuation 
calculator were more likely to think the 

contents insurance valuation their insurer 
has is ‘completely accurate’ (33%, vs. 25% 

of those who didn’t use a calculator).



By all measures, those who use online valuation calculators 
are positive about their experiences
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Attitudes towards online valuation calculators:

Q.19. To what extent do you agree with each of the following statements regarding your most recent experience with using an online 
insurance calculator to calculate what value your contents insurance should cover you for? 

Base: Those who have used online calculators to calculate contents 
value (n=255)

3

1

1

2

8

10

12

15

56

63

64

61

33

26

23

22

Easy to use

Supplied a useful valuation

Valuation informed
contents insurance decision

Supplied a reliable
valuation

Strongly disagree Somewhat disagree Somewhat agree Strongly agree



Underinsurance exposure 
comparison to 2014
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Overall exposure to potential financial loss was high
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20% 
Be much worse 
off and really 

suffer

27% 
Be worse off and 
suffer quite a bit

29% 
Be worse off but 
not really suffer

23% 

77% of homeowners / renters are exposed to significant financial loss

Resume at least the 
same standard of 
living I have now

If we define exposure to potential financial loss as ‘any person who perceives they cannot resume their same 
standard of living in the event of a crisis’, then 77% of homeowners/renters perceive themselves to be exposed.

Q25. Imagine a scenario where any property and possessions not insured were taken away from you. (We don’t mean personal / sentimental 
items, only those which you could have insurance for). Which of the following statements best describes how you think your standard of living 
would change as a result of this loss? 

Standard of living after a total loss:
Base: All homeowners / renters (n=1043)



Motor insurance



Weighting of the sample
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The need for weighting: To ensure that our sample is truly representative of the average 
homeowner / renter in Australia.

i.e. not just nationally representative of everyone, but nationally representative of homeowners / renters.

Take data we collected on proportion of 
who live in their own rented / owned / 

mortgaged home

Looked at in conjunction with ABS 
census data on national population 

size…

Age: % car owners

18-24 59%

25-29 79%

30-39 84%

40-49 88%

50-64 87%

65+ 92%

Aus. Pop.
Therefore % Aus. 
pop. car owners

12.6% 7.4%

9.7% 7.6%

17.9% 15.1%

18.0% 15.9%

23.4% 20.5%

18.3% 16.8%

Gave us a weighting factor to achieve 
a nationally representative cross-
section of homeowners / renters

Weighting 
factor

0.64

0.82

1.26

1.37

0.96

0.96



Weighted sample: A representative cross-section of 
Australian homeowners / renters
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Location: % of sample: Location: % of sample:

Sydney 19% Regional NSW 10%

Melbourne 17% Regional Vic 6%

Brisbane 9% Regional Qld 8%

Perth 11% Regional WA 3%

Adelaide 8% Regional SA 3%

Hobart 2% Regional Tas 3%

ACT (Canberra) 3% NT 1%

Age: % of sample:

18-24 9%

25-29 9%

30-39 18%

40-49 19%

50-64 25%

65+ 20%

Gender: % of sample:

Male 48%

Female 52%



Almost one in ten (8%) of Australian motorists are not covered 
for third party property damage
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Q.26. What motor insurance policy do you currently have? 

Current motor insurance held:
Base: Motor Insurance module (n=1027) 

82

8

3
8

Comprehensive car insurance Third party property, fire and theft

Third party property damage only Only as required with registration

Several at risk groups are less likely to have comprehensive 
cover:

― Under 30s (69%).

― Those with a car more than 5 years old (77%).

― Those who bought their car second hand (75%).



Top 5 findings
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Top 5 findings from the motor insurance research
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1. Almost one in ten (8%) of Australian motorists are not covered for third party property damage.

2.
Rather than making an informed choice, half (48%) without say they’ve ‘never even thought about comprehensive car 

insurance’. And more than half (55%) without comprehensive cover ‘feel anxious’ about not having the right car 
insurance.

3.
That comprehensive insurance is ‘too confusing’ is the explanation given by more than a third (39%) who don’t have it. 

Reflecting the significance of promoting insurance literacy among the younger demographic, the perception that 
‘confusion’ is a barrier to getting comprehensive insurance is particularly prevalent among 18-24s (58%).

4.
A quarter (25%) of those with non-comprehensive insurance are at risk – believing that ‘all non-comprehensive policies 

are basically the same’.

5.
More than two-thirds (71%) of those aged 18-24 who do not have comprehensive car insurance, despite being in 

statistically in the highest risk category, explain they don’t have comprehensive cover because they believe ‘the risk of 
needing to claim is low’.



Attitudes of those without 
comprehensive car insurance
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Those without comprehensive cover are significantly less 
likely to be insurance literate

Understanding of car insurance:
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Q.32. Considering each of the following statements about car insurance, please indicate the extent to which you agree or disagree…?

Base: Motor insurance module (n=1027) 
% strongly agree

64

56

54

55

50

45

45

44

I understand what is meant by
'comprehensive car insurance'

I understand what is meant by 'third
party property, fire and theft'

I understand what is meant by 'third
party property damage only'

I understand what is meant by
'CTP/green slip'

Those with comprehensive insurance (n=834)

Those with non-comprehensive insurance (n=193)



A quarter (25%) of those with non-comprehensive insurance 
are at risk – believing that ‘all policies are basically the same’

Understanding of car insurance:
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Q.32. Considering each of the following statements about car insurance, please indicate the extent to which you agree or disagree…?

% strongly agree

“All comprehensive insurance is 
basically the same”

“All [third party fire & theft] / 
[third party property] insurance 

is basically the same”

Of those with comprehensive insurance… 
(n=834)

Of those with third party fire & theft / 
third party property insurance… 

(n=109)

One in seven (16%) strongly agree One in four (25%) strongly agree



Of those without, more than a quarter (28%) don’t 
understand what’s covered by comprehensive insurance

Attitudes towards comprehensive car insurance:
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Q.34. You indicated that you do not have comprehensive car insurance. To what extent do you agree or disagree with each of the following statements about yourself? 

Base: Those without comprehensive car insurance (n=193)

63

49

45

 I'm someone who does not need
comprehensive insurance

I don't think I will ever have comprehensive
insurance

I feel anxious about not having
comprehensive insurance

47%

“I don’t know much 
about comprehensive 

insurance”

The prevalence of this lack of knowledge exposes those without comprehensive 
insurance to significant vulnerabilities:

Under 30s are significantly more likely to:

― Say they ‘don’t know much about comprehensive insurance’ (62%) compared to those over 40 (33%).

― Feel anxious about not having contents insurance (61%) compared to those over 40 (34%).



Rather than making an informed choice, half (48%) without say 
they’ve ‘never even thought about comprehensive insurance’

Attitudes towards comprehensive car insurance:
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Q.34. You indicated that you do not have comprehensive car insurance. To what extent do you agree or disagree with each of the following statements about yourself? 

Base: Those without comprehensive car insurance (n=193)

Half (48%) say they have…

“never even thought about getting comprehensive 
car approved insurance”



Two thirds (63%) without comprehensive cover believe that 
they can afford to replace their car if something happens
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Reasons for not having comprehensive car insurance:

Q.35. To what extent do each of the following describe the reasons you do not have comprehensive car insurance? 

Base: Those without comprehensive car insurance (n=193) 

63%

I don’t need 
comprehensive car 

insurance because…

“I can afford to repair or 
replace my car if 

something happens”

Including…

 80% of under 25s who do not have comprehensive car 
insurance, most of whom are not in full-time employment.

 78% of those who are self-employed who do not have 
comprehensive car insurance.

 78% of those who value their car at >$10,000 who do not 
have comprehensive car insurance.

 53% of those with a household income <$75,000 who do 
not have comprehensive car insurance.



That comprehensive insurance is ‘too confusing’ is the 
explanation given by more than a third (39%) who don’t have it
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Reasons for not having comprehensive car insurance:

Q.35. To what extent do each of the following describe the reasons you do not have comprehensive car insurance? 

Base: Those without comprehensive car insurance (n=193)
% strongly agree/somewhat agree 

69

66

63

39

I can't afford comprehensive
insurance

The risk of me needing to claim is
low

I can afford to replace my car if
something happens

It's too confusing or I don't know
enough about it



More than half (55%) without comprehensive cover ‘feel 
anxious’ about not having the right car insurance

Attitudes towards car insurance policy:
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Q.33. Thinking about your own <type of insurance> policy, to what extent do you agree or disagree with each of the following statements about yourself?

Base: Those with car insurance (n=943)

44%

“I feel anxious about not having the right car insurance”

Including…

 66% of those aged under 30.

 55% of those who do not have comprehensive car insurance.

 52% of those with dependant children (who are financially vulnerable).



Underinsurance exposure 
comparison to 2014
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Overall exposure to potential financial loss was high
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20% 
Be much worse 
off and really 

suffer

30% 
Be worse off and 
suffer quite a bit

29% 
Be worse off but 
not really suffer

21% 

79% of motorists are exposed to significant financial loss

Able to cover costs 
without any 

financial setback

If we define exposure to potential financial loss as ‘any person who perceives they cannot resume their same 
standard of living in the event of a crisis’, then 79% of motorists perceive themselves to be exposed.

Q.36. Which of the following describes the worst case scenario for how much of a financial setback you might incur in the event of an accident that’s later deemed to be your fault? 
Please assume that nobody is injured in the accident, but that your car is written-off and you cause significant damage to other vehicles / property.

Standard of living after a total loss:
Base: Motor Insurance module (n=1027) 



Appendix: 
Questionnaire
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