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Broadcasting Camplaints Commission




Complaint made by: Mr. Richard Cronin, Ref. No. 136/03
	Station: 
 
	Programme:
  
	Date:

	
	
	

	RTÉ Radio 1
	Advertisement – AA
	16th October, 2003


Summary of Complaint:
Mr. Cronin's complaint, under Section 24(2)(e), codes of advertising, of the Broadcasting Act, 2001, relates to an advertisement for AA Insurance broadcast during the 'Morning Ireland' programme in the week ended 17th October, 2003.  The advertisement for motor insurance was subject to a three year no-claims or accident free motoring record.  Mr. Cronin telephoned the AA on 17th October and their automatic answering machine/screening service said he needed to be accident free for four years.  On speaking to a sales assistant, he was told he had to be accident free for five years.  

When he referred to their advertisement on radio, the sales assistant was adamant that he did not qualify for a quotation.  On being threatened with a complaint to the Broadcasting Complaints Commission, she quoted him but with particular riders and conditions that made him feel that when the quote arrived in the post he would be ineligible.

Mr. Cronin feels the radio advertisement and the corporate policy of AA Insurance are at variance and, as such, the radio advert is a misrepresentation.

Mr. Cronin also states that since receiving a quotation from AA Insurance, he was required to provide proof of four year plus no claims bonus and a letter from his previous insurance company stating he had full NCB previous to the claim in 1999.  This was not in keeping with the broadcast advertisement.

Advertiser’s Response:

AA Insurance state the following:-

· Radio Advert

· The radio advertisement as broadcast by RTÉ Radio 1 was correct at the time of airing and continues to be correct.

· Telephone System

· The telephone system currently states 4 years, which is incorrect.  The automated message is currently being re-recorded to state 3 years and this will be completed shortly.

· Sales Agent
· One of their sales staff stated 5 years, which is incorrect.  Corrective action has now been put in place to ensure that anyone who may have not been present during staff training, or indeed, who may not have received the relevant staff issue (circular) has now been fully informed.

AA Insurance confirms that the Claims Acceptance Criteria as broadcast by RTÉ Radio 1 is correct at 3 years.

Station’s Response

It is RTÉ’s view that since AA Car Insurance acknowledged that their automated voice mail incorrectly stated that an applicant needed to be four years accident free and that one of their sales staff had mistakenly stated that the applicant had to be 5 years accident free, RTÉ believes that the advertisement is now accurate and honest and intends therefore to continue broadcasting it.

Decision of the Commission:

The Broadcasting Complaints Commission upheld the complaint made by Mr. Cronin.  The Commission was of the view that RTÉ breached Section 24(2)(e) of the Broadcasting Act, 2001.  There were a number of discrepancies between the three-year no claims bonus motor insurance policy advertised and what was actually offered by the company to the complainant.  The details on the automatic answering machine/screening service differed.  The details as set out by the sales agent differed.  The details on the motor insurance quotation differed.  Also, the details on the proposal form differed and included a requirement that any claim in the past five years be disclosed.  The advertisement was misleading.

The complaint was upheld.
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