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# Methodology

CAA Towing Study April 2020

This study was conducted between April 215t to 24t 2020, among a sample of 5,003 Ontario drivers
license (G, G2 or G1) holders and part of Maru/Blue’s research panel. The study was conducted through
online surveys. A probabilistic sample of a similar size would have a margin of error of plus or minus 1.4%,
19 times out of 20.

Where and how is the study conducted?

The study included respondents from an online panel of Ontarians 18 years or older. The sample is
weighted to regional, age and gender demographics, as per Statistics Canada.

Stats Testing:

O Significantly higher than Ontario
O Significantly lower than Ontario
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Potential fears and consumer protection




o ) o Significantly higher than Ontario
T Feel protected as a motorist - Age and Gender ) significantly lower than Ontario

Only 1 out of 5 Ontarians feel “very protected” under the current rules and regulations
as a motorist. Males 18 — 34 are more likely to feel “very protected”, whereas females
over 35 years old are less likely to feel “very protected”.

62% 0 0
599% 57% 58% £69% 0 61% 61%

21% 21% 22% 23% o
15% @ 15% 15% 12% 16%
5% 4% 6% I I 5% 5%
= =
Ontario Males 18-34 Males 35-54 Males 55+ Females 18-34 Females 35-54 Females 55+
m Very protected m Somewhat protected m A little protected m Not at all protected

ﬁcf. CAMPAIGN Question - How protected do you feel under the current rules and regulations as a motorist? n = 5003
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'ﬂ' Top 5 feared outcomes from tow/roadside assistance experience
Wait time, costs related to tow, and lack of full disclosure are the major concerns for
the residents of Ontario from tow/roadside assistance experience.

Having to wait a long time for a tow truck/roadside assistance -% 7%
Being charged an unreasonably high fee for being towed or requiring |
roadside assistance
Receiving a much lower estimate for tow/roadside assistance services and - 70%

then being charged a much higher amount

Being misled and told by tow truck drivers that insurance will cover the costs - 67%

of towing when it does not

Tow truck drivers not disclosing their business relationships when making a - 65%

referral to you

m Very worried = Somewhat worried  ® Not very worried ~ ® Not at all worried Top 2 Box

J'\‘/' CAMPAIGN Question - Assuming that you had to call a tow truck/roadside assistance in this situation, which of the following potential
0

RESEARCH outcomes would you be fearful of happening in this type of situation? n = 5003
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'ﬂ' Requested towing/roadside assistance — Multiselect Trend Analysis
Nearly two-thirds (63%) of Ontarians have requested towing/roadside assistance in the
year 2020, whereas almost 1 out of 5 has requested towing/roadside assistance for

vehicle collision purpose.

54%

63%

37%

19%

Yes — for a vehicle collision Yes — for roadside assistance involving only my vehicle

m Yes — for a vehicle collision ® Yes — for roadside assistance involving only my vehicle m No

Question - Have you ever requested towing/roadside assistance services in Ontario? Select all that apply. n = 5003
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Towing/roadside experience for collision or
other assistance involving own vehicle
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'ﬂ' Top 5 experiences in the past from a tow truck

Wait time, costs related to tow, and lack of full disclosure have been experienced by
the residents of Ontario from their tow/roadside assistance.

Vehicle Collision Other Roadside assistance
tow truck/roadside assistance tow truck/roadside assistance S4%
o L : Being charged an unreasonably
" Memized charges ont | |
itemized charges on it 29% h'gh .fee for bemg tOVYed or - ik
requiring roadside assistance
Being charged an unreasonably Not receiving an invoice with
requiring roadside assistance
Tow truck drivers not disclosing t;oyvtt)ruc?k dr|ver|s tT‘OT (::fsclos;:]g - 85%
their business relationships when elr uillness refa 'OT&; 'ps when 2
making a referral to you making a reterra o you
- . Not having the specific payment
Receiving a disreputable referral method required by tow truck - 87%
for an automobile mechanic or drivers for their service
repair facility
B Yes, | have experienced this issue  ® Never have experienced this issue " Yes, | have experienced this issue Never have experienced this issue

of'\‘{i CAMPAIGN Question - And have you ever experienced any of the following issues in the past from a tow truck or roadside assistance
0

RESEARCH provider? n = 3179
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'ﬂ' Other experiences in the past from a tow truck

Vehicle Collision

Being misled and told by tow

Other Roadside assistance

Being misled and told by tow truck

88%

truck drivers that insurance will.. . drivers that insurance will cover the...
Receiving a mugh Iower estimate Receiving a.much I.ower estimgte for - 88%
for tow/roadside assistance... tow/roadside assistance services...
Smpocndedrorkod on. IEINNETANI  Receling a disreputable referral
: 19% g a disreputable referral for 5
towed/impounded/worked on.. an automobile mechanic or repair... 12% 88%
e o pem e Being foroed to pay vith cash (€., gy 2
Method required by tow truck... taken to a bank machine to retrieve. ..
ontonthan e oo vou Having your vericle g .
towed/impounded/worked on... ?
Being harassed/assaulted (in any , , ,
way) by a tow truck... 16% Being towed to a d|ﬁer§r1t location - 559
| | than the one you specified to the...
Pl St el Being harassed/assautted (in an
(e.g., taken to a bank machine... 9 . Y 9% 91%
_ way) by a tow truck driver/roadside...
o & o - -
work/service order Forced to sign a blank work/service l 94%

order

= Yes, | have experienced this issue Never have experienced this issue

m Yes, | have experienced this issue  ® Never have experienced this issue

Question - And have you ever experienced any of the following issues in the past from a tow truck or roadside assistance
provider? n = 3179
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Level of support for regulating the towing industry
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o ) o ) O ignificantly higher than Ontario
T Tow trucks in Ontario licensed - Area of Residence O significantly lower than Ontario

S
Half (50%) of Ontarians believe that the tow trucks in Ontario are licensed. This is not
the case.

46% 47% 46% 46%

43% 44%
23% 000 24%
17% 0 18%
15% 146613% ) 16% .
12% 13% @ ] 1% 4%

4% I 4% 0% 3% 3% 4%

] [] . . ]
Ontario Downtown areas of a major ~ Suburbs of a major city Small city or large town Small town or village Rural municipality

city or surrounding
neighbourhood

B Yes — at the provincial level B Yes — at the municipal level = Yes — at both the provincial and municipal level m No m Don’t know/Unsure

ﬁ CAMPAIGN Question - To the best of your knowledge, are tow trucks in Ontario licensed? n = 5003
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...
'ﬂ' Agreement with the following statements

More than 4 out of 5 respondents “strongly/somewhat agree” that towing costs and
fees can be misleading.

Towing costs and fees can be misleading 14%3%83%

| can choose whichever towmgdp())rvc\;\:der | want if my vehicle breaks 24% 6% 70%

| can choose whichever towing provider | want if | get into an 5 5 o
accident with another vehicle WEEN 2% 21% 6% 67%

Tow truck providers are reliable and there when | need help 27% 9% 64%
| feel protected if | need to call a tow truck for help 30% 9% 61%
| know what to expect when | need towing 31%  11% 59%

| can trust tow truck companies %2 35%  [16%  48%

The cost of towing is reasonable/fair 32 40% 116%  45%

m Strongly agree = Somewhat agree Somewhat disagree  ® Strongly disagree Top 2 Box

ﬁ CAMPAIGN Question - How much do you agree or disagree with the following statements? n = 5003
[ |

RESEARCH
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'ﬂ' Agreement with following regulation
More than 90% of the Ontarians “strongly/somewhat agree” with regulations such as

tow truck licensing, certification and provincial regulations for towing industry in
Ontario.

Tow Truck Licensing [NNNEEZEZE 24% 4% 1% 95%
Towing training and certifications [ INEGNGGE I 26% 4% 1% 95%
Provincially mandated price for highway tows (collision and breakdown) I 39% 7% 1% 92%
Provincially mandated price for brsrarl:glt(;wn tows (regardless of a highway T 51% . R 91%
Provincially mandated price for CoIIri]s(,)itc;n tows (regardless of a highway or T 50% . b AR 90%
Vehicle storage pounds IR 44% T 11%12% 87%
Body shops for collision auto body repair IS 45% T 11%12% 87%
Legal services stemming from collision injury claims A7 46% T T111%93% 86%
Medical rehabilitation stemming from collision injury claims [IIEYEZE T 45% ' 11%73% 86%
Car rentals stemming from collision claims [IEYEZ " 48% " 12%0E3% 86%
m Strongly agree W Somewhat agree Somewhat disagree  ® Strongly disagree Top 2 Box

ﬁ CAMPAIGN Question - Please indicate your agreement with regulating the following components of the towing industry in Ontario. n =
[ |

RESEARCH 5003
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'ﬂ' Outcome of rules and regulation — Multiselect

More than three quarters of Ontarians believe that regulations would “create
consistent rules across Ontario” and “increase consumer protection”.

79%

76%
65%
51%
47%
38%
2%
]
Create consistent rules Increase consumer Reduce insurance Increase Create safer roads Reduce crime Other
across Ontario protection fraud industry/worker safety

Question - If the Ontario government were to put rules and regulations (including training and licensing) in place that are the

same across every municipality/all of Ontario, do you feel it could have any of the following outcomes? Select all that apply. n =

campaignresearch.com | 1.800.363.4769 14



'ﬂ' Level of support for the following regulation model
Among Ontarians, “provincial government licensing” received maximum support as
the model of regulation for towing industry.

B Strongly support = Somewhat support Somewhat oppose  ® Strongly oppose

J'Nf' CAMPAIGN Question - What is your level of support for each of the following models of regulation for the towing industry in Ontario? n =

SVRESEARCH 5003
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T Level of support for the following aspects of regulation

three quarters of Ontarians.

(PPE) relevant to roadside workers, such as reflective, fluorescent
clothing, steel-toed boots, hardware safety gloves, safety glasses,
Tow zones with designated sections of 400-series highways being
winching, storage, etc. for personal/passenger vehicles.

Mandatory, standardized training and certification was “strongly supported” by almost
Mandatory, standardized use of personal protective equipment
I - o
etc.
tendered out by the provincial government to specific towing
B Strongly support = Somewhat support Somewhat oppose  ® Strongly oppose

J\c/i CAMPAIGN Question - What is your level of support for each of the following aspects of regulation for the towing industry in Ontario? n =

I RESEARCH 5003
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o ) _ ) ) . o Significantly higher than Ontario
T Province getting involved directly - Area of Residence O significantly lower than Ontario

4 out of 5 respondents feel that the involvement of the province in the tow industry
would “definitely/possibly better” the industry.

) 54%
52% f s% 53% 51% 52%
319
29% % 29% 30% 30% 279
1 1% 3% 11% 12% 12%
) ) ) 8%
6% 6% 6%
% 2% 1% 1% 2% %
Ontario Downtown areas of a major ~ Suburbs of a major city Small city or large town Small town or village Rural municipality
city or surrounding
neighbourhood
m Definitely better m Possibly better Probably worse m Definitely worse m Not sure/No answer

'.' ABRCAMPAIGN Question - Do you think if the province gets directly involved in the tow industry that it will make things better or worse? n =
0

RESEARCH 5003
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o o ) ) ) o . o Significantly higher than Ontario
T Driving without tow truck driver education/training - Area of Residence C significantly lower than Ontario

An overwhelming majority (91%) of the respondents oppose the idea of anyone driving
a tow truck without specific tow truck driver education/training.

91% 91% 93% 93%

4% 5% I 4% I 4% 3% 5%
[ [ [ —— [ — — — [

4% 4%
[ [ | -
Ontario Downtown areas of a major ~ Suburbs of a major city Small city or large town Small town or village Rural municipality
city or surrounding
neighbourhood
mYes = No m Not sure/No answer

j'\c/' CAMPAIGN Question - Do you think anyone should be able to drive a tow truck without specific tow truck driver education/training? n =

SVRESEARCH 5003
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'ﬂ' Key Takeaways & Executive Summary

Consumer Protection

Only 1 out of 5 Ontarians feel “very protected” under the current
rules and regulations as a motorist.

- Wait time, costs related to tow, and full disclosure are the major
concerns for the residents of Ontario.

Ontario drivers’ awareness and comprehension of the Towing
Bill of Rights

« Only 1 out of 5 Ontarians are aware about CAA’s towing bill of
rights introduced in August 2018.

- More than 4 out of 5 respondents “strongly/somewhat agree” that
the towing cost and fees can be misleading.

CAMPAIGN
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Towing/roadside experience for collision or other assistance
involving own vehicle

- Wait time, costs related to tow, and lack of disclosure have been
experienced by the residents of Ontario from their tow/roadside
assistance.

Public’s appetite for licensing the towing sector in Ontario

« More than 90% of the Ontarians “strongly/somewhat agree” with
regulations such as tow truck licensing, certification and provincial
regulation.

- Among Ontarians, “provincial government licensing” received the
most support as the model of regulation for towing industry.

« Mandatory, standardized training and certification was “strongly
supported” by almost three quarters of Ontarians.
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