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INTRODUCTION
Welcome to the thirteenth
edition of the Carzone
Motoring Report where
we take a detailed look at
the Irish motoring retail
landscape, using data
from a variety of sources,
to offer up a snapshot of
the automotive industry
in Ireland and how car
buyers are thinking and
acting. This time around,
in the midst of a pandemic,
things are a little different.
On the face of it, you’d expect car buying to
be the last thing on people’s minds during the
past year and a half. After all, we were locked
down for significant portions of that time,
with traffic volumes on the road lower than
they’ve been in decades and many people

working from home with barely any need for
their cars. Nonetheless, with reduced public
transport capacity and even now a wariness
about using public transport, personal mobility
has never been more important. Alongside
that, some of those that have been fortunate
enough to maintain their incomes now find
themselves with additional savings and the
opportunity to spend more on a car. At the
same time, there’s more desire to choose an
environmentally friendly car as the climate
crisis deepens. All these factors feed into a
fascinating story of how the car buying world
is changing, in particular with a move to more
and more of the journey happening online.
To get to grips with the changes, and the
attitude of the people involved, we not only
surveyed more than 2,000 car buyers, but
also over 150 Irish car dealerships. The
results are fascinating, revealing what has
changed about the car buying process and
how everyone is adapting to those changes. In
some ways, it has all accelerated changes that
were coming down the tracks in any case. It’s
clear from our research that the future of car
buying has come early and it’s here to stay.
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KEY FINDINGS
OPEN TO CHANGE
Before the pandemic, if someone had suggested
to car buyers that they couldn’t visit showrooms,
couldn’t test-drive cars and had to do most
of the paperwork and financial transactions
online, or at least remotely, then they’d have
been horrified at the thought. However, when
forced into the situation, it turns out that car
buyers – and the industry at large – are more
adaptable than might have been expected.

THE JOURNEY IS THE SAME
While limitations on movement and restrictions
on opening meant that parts of the evolved car
buying journey were compressed during the past
year and a half, the overall shape of the process
is intact, with six clear stages of the journey for
all car buyers. That the journey can be sped up is
perhaps an upshot of what everyone has had to
go through, and it’s likely to remain that way, too.

INFLUENCERS
Car buyers are quite clear in where they take
their influence from. Carzone and similar
websites are foremost on their minds, but
word-of-mouth recommendations from
friends, family and other car buyers are crucial
to the process. That applies to dealership
reviews as much as it does the choice of car.

SLOW MOVE TO ELECTRIFICATION
There’s a clear trend in the market towards the sale
of more hybrid and pure-electric models. That’s
backed up by the intention of our respondents to
go electric. However, the move is a slow one, and
most car buyers still drive a petrol or diesel car –
and most will stick with that for their next model.

DEALERSHIPS MORE IMPORTANT
THAN EVER
Despite the shift to doing more business
online or remotely, our data clearly shows that
dealerships are more important than ever. Car
buyers remain fiercely loyal once they learn
to trust a dealership. When certain services
and working practices are in place, it looks
like they are set to remain a crucial part of
the car buyer's journey. Those dealerships
that have not adapted to the demands and
requirements of car buyers soon will.

FINANCING THE NEXT GENERATION
Car finance is more important than ever
to car buyers, and that’s the case as much
for used purchases as it is new cars. The
majority of car buyers will use finance of
some description for their next vehicle and
they place a lot of importance on having the
monthly finance payment information to
hand when searching for cars. Most want to
apply for finance via the dealership, too.

DOING IT ALL ONLINE
Unsurprisingly, more car buying business
than ever shifted online during the pandemic.
However, our respondents indicate that most
will be willing for that to be a permanent
change in the industry. To facilitate such
a transition features such as video tours
of a car and contact less transactions will
be more important than ever before.
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EVOLVED
CAR
BUYING
JOURNEY
Like everything else, the
process of car buying drastically
changed during the early stages

of the COVID-19 pandemic.
The motoring industry and
car buyers adapted quickly to
the restrictions. Car buyers
visited less dealerships
than they normally would
while deciding on a car,
more financial transactions
were carried out online and
a significant 50% of car
buyers didn’t test drive the
car they were buying at all.

Despite the upheaval, 93% of
car buyers told us that they
were satisfied with the new
practices. Dealerships back
that up: nearly half (48%)
of car dealerships believe
that the car buying process
is quicker now than it was
pre- COVID-19, partly because
car buyers are further along
the decision-making journey
when they get in touch.

CHANGES TO THE CAR BUYING JOURNEY SINCE
THE BEGINNING OF THE COVID-19 PANDEMIC:

50%
29%
14%
48%

of car dealerships believe
that the car buying
process is quicker now
than it was pre-COVID-19

33% 20%

believe it is believe it takes
the same longer now
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of car buyers did not
test drive the car before
purchasing
of car buyers visited less
car dealerships
of car buyers carried out
most of their car buying
journey online/remotely

9 OUT
OF 10

car buyers are
satisfied with the
changes to the
car buying journey
as a result of the
COVID-19 pandemic

In terms of the contemporary
car buying journey model,
as established by Carzone in
2019, the six-step process is
still intact. The first stage is
contemplation: when potential
car buyers are not in the
market but forming opinions
about new cars. Next up
there’s a trigger in their life that
motivates them to look for a
car right away. The third stage
is called consideration, where
the car buyer is researching
their purchase online and
through word of mouth. Stage
four is all about preferences,

where the car buyer narrows
down options to specific cars
within budget. Following on
from that, in stage five, car
buyers are close to making
a decision, visiting sellers
or car dealerships and testdriving cars. The final stage,
the sixth, is doing the deal,
negotiating the price and
driving away in a new car.
Stages five and six looked
a little different during the
COVID-19 lockdowns, with less
time in showrooms and more
online transactions, but the

overall journey is the same.
While some car buyers
report a reduction in their
car-buying budgets because
of COVID-19, in general our
respondents suggest that
there’s as much budget as
ever for car buying amongst
the population, as 65% of
car buyers’ budgets have
increased or remained the
same. Indeed, a significant
44% of car buyers admit
that they’d be willing to pay
more for a car they want if it
means they get it sooner.

44%

of car buyers would be willing to
pay a premium to get a car they
want sooner due to car shortages

THE IMPACT OF COVID-19 ON CAR BUYING BUDGET:

65%

of car buyers budget
has increased or
remained the same

35%

of car buyers budget
has decreased
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BUYING
A CAR
When researching their next
car purchase, most (75%)
of car buyers begin their
car-buying journey online.
Our survey respondents

indicate that they’re strongly
influenced by word-of-mouth
recommendations (30%)
when it comes to choosing
a make and model, though
interestingly, just as many car
buyers are loyal to a car brand.
Unsurprisingly, the fuel mix
is changing. Diesel and petrol
still dominate, so that, of

those currently looking to
buy a car, 31% are planning to
buy a diesel and 31% will buy
a petrol car. Nonetheless, a
significant 15% are planning
to go for a hybrid and 9% are
hoping to buy a fully electric
model. For context, less
than 1% of all cars on Irish
roads right now are electric,
and about 4% are hybrid.

75%

of car buyers begin
their car buying
journey online

THE FIRST STEP IN THE CAR BUYING JOURNEY:

1

Browse Carzone and
other similar websites
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2

Search car make
and model online

3

Visit a car
dealership

INFLUENCES WHEN CHOOSING A CAR:

Word
of mouth

Brand
loyalty

30%

30%

Dealership
recommendations

14%

NEXT CAR PURCHASE:

SEL

DIE

31%
PLAN TO BUY A

DIESEL VEHICLE

ROL

PET

31%
PLAN TO BUY A

PETROL VEHICLE

15%
PLAN TO BUY A

HYBRID VEHICLE

9%
PLAN TO BUY AN

ELECTRIC VEHICLE
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CAR
FINANCING
OPTIONS
Car finance allows car buyers
to change models every
few years in an affordable
manner, meaning that it’s
possible to drive a more

modern vehicle with easily
planned monthly outgoings.
Some 69% of our survey
respondents confirmed that
they will use finance or a
loan to buy their next car.
Personal contract plan (PCP)
is the most popular form of
finance, at 34%, followed
by credit union loans at
24% and hire purchase (HP)
at 19%. An overwhelming

31%
69%

majority (84%) indicate
that they are more likely to
consider a car that has an
indicative monthly finance
cost displayed on the advert.
Unsurprisingly, the
dealerships are well aware
of the car finance needs of
their customers, and 89%
already facilitate online
finance applications.

of car buyers
change their car
every 2-3 years
of car buyers intend
to use car finance to
purchase their next car

MOST POPULAR FORMS OF CAR FINANCE:

34%

PERSONAL
CONTRACT PLAN
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24%

CREDIT UNION LOAN

19%

HIRE PURCHASE

84%

of car buyers are more likely
to consider a vehicle that
has monthly finance costs
displayed clearly on the advert

PREFERRED METHOD FOR CAR BUYERS
WHEN APPLYING FOR CAR FINANCE:

51%

Via car dealership

35%

Through the use of an online
form on the car advert

14%

Over the phone

NEARLY
TWO THIRDS

of car dealerships consider
online finance applications very
important for their business

89%

of car dealerships
currently facilitate online
finance applications
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ONLINE
CAR
BUYING
The COVID-19 pandemic has
accelerated the use of online
and cashless transactions
across the board, and car
buyers are more open than
ever to carrying out their
car-buying journey online. A
remarkable 50% of new car
buyers and 38% of used car

50%
38%
56%

However, the survey
respondents also indicate
that it’s not unconditional
trust. They place high value
in the ability to watch a
video of the car they are
considering, along with

knowledge of the dealership
and the option to speak to
them on the phone if needs
be. Saying that, 55% of car
buyers prefer to communicate
via email or online chat.
Of those car buyers that
indicate they would not buy a
car online, the majority (75%)
say that they would like to
see the car in person, while
another 70% would prefer to
test drive the car. Just 47%
suggest they’d like to negotiate
on the price face-to-face.

of car buyers would buy a new car in full
online without seeing it in person first
of car buyers would buy a used car in full
online without seeing it in person first
of car buyers would pay a
deposit for a car online

55%
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buyers would pay for a car
in full online without seeing
the car in person, while 56%
of car buyers would pay a
deposit for a car online. They
cite ease, convenience and
a safer payment process as
the main factors in that.
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of car buyers prefer to communicate
with a dealership or seller via
email or online chat as opposed
to in-person or over the phone

CAR BUYERS WOULD BE HAPPY TO BUY A CAR ONLINE
WITHOUT SEEING IT IN PERSON AS LONG AS...

44%

They had the ability to
watch a ‘virtual tour’
(video) of the car online

36%

They knew and trusted
the dealership or seller
(e.g. having bought
from them before)

35%

They had the ability to
speak to the dealership
or seller on the phone
before buying

ADVANTAGES OF PURCHASING A CAR ONLINE
ACCORDING TO CAR BUYERS:
EASE AND CONVENIENCE

50%

SAFER PAYMENT PROCESS

43%

OF THOSE CAR BUYERS THAT WOULDN'T BUY A CAR ONLINE:

75%

of car buyers would
like to see the car in
person first

70%

of car buyers would
prefer to test drive the
car before purchasing

47%

of car buyers would prefer
to negotiate the price with
a seller face to face
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EVOLUTION OF THE CAR DEALERSHIP
A considerable 64% of Irish
car buyers buy their cars
from a car dealership, while
a surprising 20% buy from
a family member. This data
suggests that dealerships
are incredibly important

to car buyers. Our survey
respondents told us why – 37%
say it’s because of vehicle
availability and variety, 30%
said it’s to do with pricing
and 18% because of an
existing relationship with the

CAR DEALERSHIP

dealership. That latter stat
ties in with the strong brand
loyalty Irish car buyers have
been found to have. Indeed,
60% of car buyers indicated
that they would return to the
same dealership in the future.

buyers buy
TWO oftheircarvehicles
from
THIRDS a car dealership

60%

of car buyers intend to
return to the same car
dealership in the future

REASONS WHY CAR BUYERS CHOOSE TO
PURCHASE THROUGH A CAR DEALERSHIP:

37% 30%

Better vehicle
availability and variety
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Best price

18%

Existing relationship
with a car dealership

As part of this report, we
interviewed over 150 Irish
car dealerships to gain
their perspective of the
evolving Motoring Industry.

drives, too. However, to
reduce the number of times
a car buyer has to visit the
dealership, most (90%) now
offer a home delivery service.

buyers use a strong online
presence and word-ofmouth recommendations to
decide on how trustworthy
a dealership is.

When asked about changes
made to their service during
the pandemic, 100% of car
dealerships feel that car
buyers are now comfortable
with visiting showrooms
and over 98% feel that they
are comfortable doing test

There’s an opportunity for
the best dealerships to shine,
though, as a substantial 87%
of car buyers declared that
they would be more willing
to buy from a dealership if
they could read customer
reviews. Aside from that, car

In short, dealerships have
evolved with the market and
with the needs of car buyers,
but there’s still room for further
improvement, certainly if they
want to grab the attention
of new car buyers and retain
them as loyal customers.

90%

of car dealerships now offer a home
delivery service, and another 4% plan
to implement one in the coming months

87%

of car buyers would be more likely
to buy from a car dealership if they
could read customer reviews

TOP FACTORS IN TRUSTING A CAR DEALERSHIP:

1

A strong
online presence

2 3

Positive
customer reviews

Word of mouth
recommendations
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