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Introduction 

Background 
In order to facilitate evidence-based policy making NordREG (organisation for the Nordic energy 

regulators) believes that it will be valuable to increase the knowledge of how Nordic electricity 

customers experience their situation. This is considered important when a harmonized Nordic retail 

market is developed.  

The purpose of the Customer Survey 2018 has been ǘƻ ŜȄǇƭƻǊŜ ŎǳǎǘƻƳŜǊǎΩ ǾƛŜǿǎ ŀƴŘ ŜȄǇŜǊƛŜƴŎŜǎ ƻŦ 

the four Nordic electricity markets in Denmark, Finland, Norway and Sweden. The study consists of a 

survey for 1 500 participants in each of these countries, which means a total of 6 000 participants.  

The study was conducted by Sentio Research on behalf of NordREG in 2018. 

About the report 
The report is divided into five minor reports; one summarizing the results in total and focusing on 

differences and similarities between the four Nordic countries; and one report for each of the four 

countries focusing both on the main results for the specific country and differences between various 

subgroups of the population.  

In addition, both the Nordic report and the four country reports focus on differences and similarities 

between the following three costumer profiles: Active customers, aware customers and inactive 

customers (described in the presentation of the sample).  

All five reports follow the same structure: ¢ƘŜ ŎǳǎǘƻƳŜǊǎΩ ǇǊŜǎŜƴŎŜ ƛƴ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ; the 

ŎǳǎǘƻƳŜǊǎΩ ƪƴƻǿƭŜŘƎŜ ƻŦ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ; ǘƘŜ ŎǳǎǘƻƳŜǊǎΩ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ǘƘŜ electricity market; 

and ǘƘŜ ŎǳǎǘƻƳŜǊǎΩ ŀǘǘƛǘǳŘŜ ǘƻǿŀǊŘs the electricity market. 

Executive summary 
The results are based on a web survey among a representative sample of 6,000 Nordic electricity 

customers; 1,500 respondents from each of the countries Denmark, Finland, Norway and Sweden. All 

respondents participate in the decision-making regarding ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘ ƛƴ ƻƴŜΩǎ ƘƻǳǎŜƘƻƭŘΦ  

78 per cent of the Nordic customers have signed a new contract with an electricity supplier, and 33 

per cent of these did so during the last 12 months (so-called active customers). First and foremost, 

the costumers signed a new contract to save money. Finnish customers are the most active ones, 

whilst Danish are the least active.  

Amongst those who have not made a switch in at least one year, 55 per cent have compared 

contracts. 39 per cent of these customers did a comparison during the last 12 months (so-called 

aware customers). The customers decided to stay in their current contract mainly because they were 

satisfied or because there was little or no saving from switching. Finnish and Norwegian customers 

are the most aware ones, whilst Danish and Swedish are the least aware. 

Amongst those who have neither signed nor compared contracts the last year (so-called inactive 

customersύΣ ǘƘŜ Ƴƻǎǘ ŎƻƳƳƻƴ ǊŜŀǎƻƴǎ ƎƛǾŜƴ ŦƻǊ ƴƻǘ ǎǿƛǘŎƘƛƴƎκŎƻƳǇŀǊƛƴƎ ŀǊŜ ǎŀǘƛǎŦŀŎǘƛƻƴ ǿƛǘƘ ƻƴŜΩǎ 

current contract and only minor financial gains. The Danish customers are the most inactive ones. 
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All in all, the Danish customers differ from the other Nordic customers when it comes to using less 

electricity; having a lower level of activity in the electricity market; having less knowledge both of 

terms of contracts and of the electricity market as such; and having lower confidence in the 

electricity market. Finnish and Swedish customers are quite similar when it comes to consumption, 

activity level and reasons for (not) switching/comparing contracts. Norwegian customers stand out 

with a much higher consumption of electricity, compared to others. In addition, the Norwegian 

customers find the switching process somewhat easier than the others.  

In addition to signing contracts most recently, the active customers are characterized by spending the 

least on electricity; having the best knowledge of the electricity market; and finding it most easy to 

switch contracts. In addition to regularly comparing contracts, the aware customers are 

characterized by having the biggest consumption of electricity; having the best knowledge of their 

terms of contract; reading the most information on their bill; and being most positive about making a 

switch of contracts in the future. The inactive customers are characterized, not only by rarely 

switching and comparing contracts, but also by knowing the least about their own electricity 

consumption; having the poorest knowledge of the electricity market as such and their own terms of 

contract; reading the least information on their bill; and finding it most difficult to switch contracts.  

When it comes to gender and age differences, these can be summed up as follows: Men are 

somewhat more aware electricity customers than women; they more often compare contracts, more 

often initiate the contract themselves, know more about both the electricity market and their 

contractual terms, read more of the information on the bill and find the switching process easier. The 

younger electricity customers have the poorest knowledge of the electricity market and their own 

contractual terms, find it more difficult to sign contracts and read the least information on their bill. 

Method 
The study is a quantitative survey consisting of 6,000 respondents; 1,500 from each of the four 

Nordic countries. All respondents were above the age of 25 and stated that they were part of the 

decision-making regarding the electricity contract in their household. The results are representative 

for Danish, Finnish, Norwegian and Swedish electricity customers above the age of 25 with access to 

the internet.    

Questionnaire 
The questionnaire was prepared by Sentio and NordREG in English. The final questionnaire consisted 

of approximately 30 questions regarding both current suppliers and contracts; signing and comparing 

of contracts; use of comparison tools; terms of contracts; billing and information; and general 

knowledge about the electricity market.  

The questionnaire was translated into Danish, Finnish, Norwegian and Swedish by NordREG. The 

respondents had the opportunity to choose language themselves. Both the original English 

questionnaire and the four translated questionnaires can be studied in the appendix.  

Data collection 
The survey was conducted on web, among a pre-recruited web panel of respondents willing to 

participate in different surveys. In the invitation to the survey it was specified that the survey was 

about signing of electricity contracts and that only respondents participating in decision-making 
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regarding electricity in the household were to answer the survey. In addition, there were two control 

questions in the beginning of the survey, which screened out those who did not participate in 

decision-making regarding electricity contracts and those who either answered that electricity was 

included in their rent or that they did not know how they received their bill. 

A pilot survey consisting of 400 respondents, 100 from each country, was conducted august 24-25. 

After the pilot survey some minor chances in the questionnaire were made, mainly screening 

adjustments and some added categories. 

The main survey was conducted in the period from September 5 to September 24. 

The sample 
Since we do not know the exact population of Nordic electricity customers participating in decision-

making regarding electricity, the data cannot be weighed against population numbers. However, 

since each of the four samples have been randomly drawn, we can state that they are 

representative.  

In all sample surveys one needs to consider the margins of error. These depend on the sample size as 

well as the results. The more heterogenous sample, the bigger the margins of error. In this survey, 

with a sample of 6,000 respondents, the margins of error will vary from +/- 0,8 percentage points to 

+/- 1,3 percentage points, in a total distribution. When the results are broken down on subgroups, 

such as country and other background variables, the margins of error will be greater. The figure 

shows the margins of error given different sample sizes and different distributions.  

Figure 1: Margins of error. 

 

  



   
 

9 
 

Main findings 
Costumer profiles 

¶ 26 per cent of the electricity customers have signed a contract in the past year and are 

considered active customers.  

¶ 16 per cent have compared contracts in the past year without switching and are so-called 

aware customers.  

¶ 58 per cent have neither switched nor compared contracts in the past year and are inactive 

customers.  

¶ The share of active customers is highest in Finland. Norway and Finland have the highest 

shares of aware customers. We find the highest share of inactive customers in Denmark.   

The cǳǎǘƻƳŜǊǎΩ ǇǊŜǎŜƴŎŜ ƛƴ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ 

¶ 52 per cent of the respondents use electric heating at home. In Norway, 91 per cent use 

electric heating. In Sweden, the share is 52 per cent and in Finland 40 per cent. In Denmark, 

only 24 per cent use electricity for heating purposes. 

¶ 10 per cent of the Nordic electricity customers use 20,000 kWh electricity or more per year; 

25 per cent use between 10,000 and 19,999 kWh; and 36 per cent use less than 10,000 kWh. 

Norwegian customers have the by far highest electricity consumption, while Danes have the 

lowest. Sweden and Finland have similar consumption patterns.  

¶ 16 per cent spend more than EUR 200 on electricity in the course of a normal winter month. 

28 per cent spend between EUR 100 and 200, while a total of 44 per cent spend less than 

EUR 100. In Norway, electricity customers spend the most on electricity, compared to the 

other countries. 

¢ƘŜ ŎǳǎǘƻƳŜǊǎΩ ƪƴƻǿƭŜŘƎŜ ƻŦ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ 

¶ 91 per cent know that they themselves can choose electricity supplier; 49 per cent believe 

that if one switches to another supplier, the new supplier will be in charge of meter reading; 

25 per cent believe that the electricity supplier is determined by where one lives; nine per 

cent believe that a switch of electricity supplier will affect the number of power cuts; seven 

per cent believe it is necessary to replace the meter when switching electricity supplier. 

There are small differences between the countries. The inactive customers are consistently 

more uncertain than the active and aware customers. 

¶ 29 per cent of the Nordic customers both know their grid company, their electricity supplier 

and two other electricity suppliers as well. 40 per cent of the Swedish and Norwegian 

customers have so-ŎŀƭƭŜŘ άǘƻǘŀƭ ƪƴƻǿƭŜŘƎŜέ ƻŦ ǘƘŜ Ŝƭectricity market, and 34 per cent of the 

Finnish customers do so. Only three per cent of the Danish customers know their grid 

company, their electricity supplier and two additional suppliers. The active and aware 

customers have better knowledge of the electricity market than the inactive customers. 
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¢ƘŜ ŎǳǎǘƻƳŜǊǎΩ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ 
Signing and comparing of contracts 

¶ 78 per cent of all Nordic customers have signed an electricity contract. In Finland and 

Norway, this share is 87 and 86 per cent respectively, while it is 81 per cent in Sweden. In 

Denmark, 58 per cent have signed an electricity contract. 

¶ 33 per cent of those who have signed a new contract did so less than one year ago; an 

equally large share changed 1-3 years ago; while 14 and 20 per cent respectively changed 3-5 

years ago or more than five years ago. The share of active customers (signed during the last 

12 months) is highest in Finland (39 per cent, compared to around 28-32 per cent in the 

other countries). Norway has the most passive customers (25 per cent signed a new contract 

more than five years ago). 

¶ In all Nordic countries customers signed a new contract first and foremost to save money (46 

per cent). After saving money, the most common reasons among Norwegian consumers are 

ά/ƘŀƴƎŜ ƛƴ ƭƛŦŜ ǎƛǘǳŀǘƛƻƴέΤ άL ǿŀǎ ŀǇǇǊƻŀŎƘŜŘ ōȅ ŀ ǎŜƭƭŜǊέΤ ŀƴŘ ά¢ƻ ƎŜǘ ōŜǘǘŜǊ ǘŜǊƳǎ όƻǘƘŜǊ 

ǘƘŀƴ ǇǊƛŎŜύέΦ Lƴ {ǿŜŘŜƴ ǎƛƎƴƛŦƛŎŀƴǘ ǎƘŀǊŜǎ ǊŜǎǇƻƴŘ ǘƘŀǘ ǘƘŜƛǊ ǇǊŜǾƛƻǳǎ ŎƻƴǘǊŀŎǘ ŜȄǇƛǊŜŘΤ ǘƘŀǘ 

they switched to achieve better terms; or they had a change in life situation. In Denmark, 

many mention that they were approached by a seller, experienced a change in life situation 

ƻǊ ǿŀƴǘŜŘ ŀ άƎǊŜŜƴέ ŎƻƴǘǊŀŎǘ ƻǊ ōŜǘǘŜǊ ǘŜǊƳǎ ƛƴ ƻǘƘŜǊ ǿŀȅǎΦ Lƴ CƛƴƭŀƴŘΣ ǎƛƎƴƛŦƛŎŀƴǘ ǎƘŀǊŜǎ 

mention that the contract expired; they experienced a change in life situation; or they were 

approached by a seller. 

¶ 55 per cent have compared their current electricity contract to other contracts. The share is 

highest in Finland (61 per cent) and lowest in Denmark (46 per cent). In Norway and Sweden 

58 per cent have compared contracts.  

¶ 39 per cent of those who have compared their contract to other contracts have done this 

within the past year; 46 per cent did so 1-3 years ago; eleven per cent did so 3-5 years ago; 

and four per cent did so more than five years ago. In Norway and Finland, 44 and 46 per cent 

respectively are aware customers (compared during the last 12 months). In Sweden and 

Denmark, the share is 32 and 33 per cent respectively. 

¶ ¢ƘŜ Ƴƻǎǘ ŎƻƳƳƻƴ ǊŜŀǎƻƴǎ ƎƛǾŜƴ ŦƻǊ ǎǘŀȅƛƴƎ ƛƴ ƻƴŜΩǎ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘ ŀǊŜ άL ǿŀǎ ǎŀǘƛǎŦƛŜŘ 

ǿƛǘƘ Ƴȅ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘέ όрм ǇŜǊ ŎŜƴǘύ ŀƴŘ ά¢ƘŜǊŜ ǿŀǎ ƭƛǘǘƭŜ ƻǊ ƴƻ ǎŀǾƛƴƎ ŦǊƻƳ ǎǿƛǘŎƘƛƴƎέ 

(43 per cent). This applies to all four countries. 

¶ ¢ƘŜ Ƴƻǎǘ ŎƻƳƳƻƴ ǊŜŀǎƻƴǎ ƎƛǾŜƴ ŦƻǊ ƴƻǘ ŎƻƳǇŀǊƛƴƎκǎǿƛǘŎƘƛƴƎ ŎƻƴǘǊŀŎǘǎ ƳƻǊŜ ƻŦǘŜƴ ŀǊŜ άI 

ŀƳ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ Ƴȅ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘέ όрп ǇŜǊ ŎŜƴǘύ ŀƴŘ ά¢ƘŜǊŜ ǿŀǎ ƭƛǘǘƭŜ ƻǊ ƴƻ ǎŀǾƛƴƎ ŦǊƻƳ 

ǎǿƛǘŎƘƛƴƎέ όпм ǇŜǊ ŎŜƴǘύΦ ¢Ƙƛǎ ŀǇǇƭƛŜǎ ǘƻ ŀƭƭ ŦƻǳǊ ŎƻǳƴǘǊƛŜǎΦ 

¶ ¢ƘŜ Ƴƻǎǘ ŎƻƳƳƻƴ ǊŜŀǎƻƴǎ ƎƛǾŜƴ ŦƻǊ ƴŜǾŜǊ ŎƻƳǇŀǊƛƴƎκǎǿƛǘŎƘƛƴƎ ŎƻƴǘǊŀŎǘǎ ŀǊŜ άL ŀƳ ǎŀǘƛǎŦƛŜŘ 

with my cǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘέ όоф ǇŜǊ ŎŜƴǘύΤ άLǘ ƛǎ ŘƛŦŦƛŎǳƭǘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŘƛŦŦŜǊŜƴŎŜǎ ōŜǘǿŜŜƴ 

ǘƘŜ ŎƻƴǘǊŀŎǘǎέ όнр ǇŜǊ ŎŜƴǘύΤ ŀƴŘ ά¢ƘŜǊŜ ǿŀǎ ƭƛǘǘƭŜ ƻǊ ƴƻ ǎŀǾƛƴƎ ŦǊƻƳ ǎǿƛǘŎƘƛƴƎέ όнп ǇŜǊ ŎŜƴǘύΦ 

.ŜƛƴƎ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ ƻƴŜΩǎ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘ ƛǎ ǘƘŜ most common reason in all four countries. 

The switching process 

¶ 63 per cent of the electricity customers themselves initiated the signing of their current 

contract, while ten per cent say it was someone else in the household. In Norway, Sweden 

and Finland two in three say that they themselves took the initiative to sign their current 

electricity contract. In Denmark this applies to around half of the respondents.  
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¶ 36 per cent respond that they used a comparison tool when they/someone else in their 

household initiated the signing of their current contract. 42 per cent in Finland and 40 per 

cent in Sweden used comparison tools. In Denmark, this share is only 24 per cent, while in 

Norway it is 36 per cent.  

¶ Twelve per cent say that it was the electricity supplier who took the initiative for the 

contract, while three per cent say that a broker initiated the contract. 45 per cent of these 

customers were contacted by telephone. 

¶ The customers who have made a switch in the past three years experienced to a great 

degree that it was easy and straightforward to sign a new electricity contract. When 

switching contracts, they experienced to a moderate degree that they trusted the seller; that 

there were many different suppliers and many different contract that met their needs; that it 

was easy to find trustworthy information; that one was well-informed; that one could easily 

compare different contracts; and that it was easy to understand what was included in the 

price. All in all, the Danish customers have experienced this to a somewhat smaller degree 

than the others. In general, the active and the aware customers experienced the switch of 

contracts as easier than the inactive. 

¶ The customers who have not made a switch in at least three years believe it will be quite 

easy and straightforward to sign a new electricity contract, and that it will be quite many 

different suppliers and contracts that meet their needs. These customers are in somewhat 

less agreement that they will be well-informed; that it will be easy to find trustworthy 

information; and that it will be easy to compare different contracts. When it comes to 

trusting the seller and understanding what is included in the price, they tend to disagree. All 

in all, the Danish customers believe signing a contract will be somewhat harder than the 

other customers do. For all statements we find that the aware customers are more in 

agreement than the inactive.  

Comparison tools 

¶ 47 per cent of those who have signed contracts during the last three years visited an online 

comparison tool. The share is highest in Sweden and Finland, where 54 and 52 per cent 

respectively used such a tool. In Norway this share is 41 per cent, and in Denmark 38 per 

cent. 64 per cent of the aware customers used such a tool, compared to 47 per cent of the 

active and 38 per cent of the inactive. 

¶ Lƴ bƻǊǿŀȅΣ рр ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά{ǘǊǄƳǇǊƛǎΦƴƻΣέ нт ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά9ƭǎƪƭƛƴƎΣέ ŀƴŘ ƴƛƴŜ ǇŜǊ ŎŜƴǘ 

ǳǎŜŘ άCƻǊōǊǳƪŜǊƴŜǘΦέ Lƴ {ǿŜŘŜƴ рр ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά9ƭǎƪƭƛƴƎΣέ ос ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά/ƻƳǇǊƛŎŜǊέ 

ŀƴŘ но ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά9ƭǇǊƛǎƪƻƭƭŜƴΦέ Lƴ 5ŜƴƳŀǊƪΣ ά9ƭǇǊƛǎΦŘƪέ ƛǎ ŘƻƳƛƴŀƴǘ ǿƛǘƘ тм ǇŜǊ ŎŜƴǘΦ Lƴ 

CƛƴƭŀƴŘΣ сп ǇŜǊ ŎŜƴǘ ǳǎŜŘ ά9ƴŜǊƎƛŀǾƛǊŀǎǘƻƴ ȅƭƭŅǇƛǘŅƳŅ ǎŅƘƪǀƴ ƘƛƴǘŀǾŜǊǘŀƛƭǳǎƛǾǳǎǘƻέΦ 

¶ Among the customers who have been passive in the electricity market for at least three 

years, 38 per cent know of some online comparison tools for electricity contracts. 

Differences between the countries are similar as for those who have signed a contract during 

the last three years. 

Terms of contract 

72 per cent of the Nordic consumers are aware of the binding period in the electricity contract. 61-65 

per cent also believe they know how the price is set, whether the price can change during the 

contract period, and the period of notice in the electricity contract. Around half of all consumers 

know if the contract is green and the consequences of terminating the contract before the binding 
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period expires. 58 per cent of Swedish and Danish consumers are aware of the effective unit rate. 

Overall, the share being aware of the different terms of contract is somewhat higher in Sweden than 

in the other countries, while the Danish customer generally have the poorest knowledge of their 

contractual terms. More of the aware and active than the inactive customers are familiar with the 

different terms of contract.  

¢ƘŜ ŎǳǎǘƻƳŜǊǎΩ ŀǘǘƛǘǳŘŜǎ ǘƻǿŀǊŘǎ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ƳŀǊƪŜǘ 
Nordic electricity customers mostly agree that it is easy to switch electricity supplier. They are only in 

moderate agreement that one can save money by switching electricity supplier and that it is 

important to have a green contract, while they are even less in agreement that they regularly 

compare different electricity contracts. Danish customers are generally less in agreement with the 

statements than others, except that having a green contract is most important to the Danish 

customers. The active and aware customers are more in agreement with the statements above, 

compared to the inactive. 

Billing and information 

¶ Consumers agree to quite a great extent that they want better information on the price they 

pay for electricity; that they want to get updated information on their own consumption; and 

that it is easy to understand the bill. Finnish and Swedish customers highly agree that they 

would prefer to get all electricity costs on one bill. Consumers in Denmark are less in 

ŀƎǊŜŜƳŜƴǘ ǿƛǘƘ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άaȅ ōƛƭƭ ƛǎ ǎƛƳǇƭŜ ŀƴŘ Ŝŀǎȅ ǘƻ ǳƴŘŜǊǎǘŀƴŘέ ŀƴŘ άL ǿŀƴǘ ǘƻ ƎŜǘ 

ǳǇŘŀǘŜŘ ƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ Ƴȅ ŎƻƴǎǳƳǇǘƛƻƴέΣ ǿƘƛƭŜ ǘƘŜȅ ŀǊŜ Ƴƻǎǘ ƛƴ ŀƎǊŜŜƳŜƴǘ ǿƛǘƘ ǘƘŜ 

ǎǘŀǘŜƳŜƴǘ άL ǿƻǳƭŘ ƭƛƪŜ ǘƻ ōŜ ōŜǘǘŜǊ ƛƴŦƻǊƳŜŘ ŀōƻǳǘ ǘƘŜ ǇǊƛŎŜ L Ǉŀȅ ŦƻǊ ŜƭŜŎǘǊƛŎƛǘȅέΦ ¢ƘŜ active 

and aware customers have a significantly higher score for the statements than the inactive. 

¶ 77 per cent of the Nordic electricity customers receive the bill electronically. 23 per cent 

receive it as a paper invoice by mail. In Norway and Denmark, nine in ten customers receive 

the bill electronically. In Sweden, the share is seven in ten, and in Finland six in ten. 

¶ 80 per cent read the information presented on their electricity bill. The share is highest in 

Finland and Norway (85 and 84 per cent respectively) and somewhat lower in Sweden and 

Denmark (76 and 75 per cent respectively). 91 per cent of the aware customers and 87 per 

cent of the active read this information, compared to 74 per cent of the inactive.  

¶ 85-97 per cent of those reading the information look at the total amount they must pay, the 

specification of the electricity consumption their bill is based on and the specification of the 

different price elements the electricity cost is based on. 59-71 per cent look for the 

estimated yearly consumption, historical consumption and notifications of changes that 

affect the electricity price, while 28-34 per cent look for information on the contract expiry 

date, how the electricity is produced and which bodies one can turn to for independent user 

advice, dispute resolution or if one has complaints. There are only minor differences 

between the countries. In general, there is a higher share of aware and active customers that 

read the information on the bill, compared to the inactive. 

¶ 58 per cent want information from their electricity supplier by E-mail, 40 per cent want it on 

ƻǊ ŀǘǘŀŎƘŜŘ ǘƻ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ ōƛƭƭΣ ŀƴŘ ну ǇŜǊ ŎŜƴǘ ǿŀƴǘ ƛǘ ƻƴ άaȅ ǇŀƎŜǎέ ƻƴ ǘƘŜ ŜƭŜŎǘǊƛŎƛǘȅ 

ǎǳǇǇƭƛŜǊΩǎ ǿŜōǎƛǘŜΦ {ƳŀƭƭŜǊ ǎƘŀǊŜǎ ǿŀƴǘ ƛƴŦƻǊƳŀǘƛƻn in a separate letter, in an app, by SMS or 

at a display in their house. E-mail is the most preferred information channel in all four 

countries.  
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Presentation of the Sample 
This chapter describes how the respondents are distributed among different background variables.  

Figure 2: Background.  

 
The respondents consist of 50 per cent men and 50 per cent women. 17 per cent are below the age 

of 35; 30 per cent are between the ages of 35 and 49; 29 per cent are aged 50-64; and 23 per cent 

are 65 and above. Half of the respondents live in houses, and half live in apartments. 

¶ The Danish respondents consist of 50 per cent men and 50 per cent women. 17 per cent are 

below the age of 35; 28 per cent are between the ages of 35 and 49; 32 per cent are aged 50-

64; and 23 per cent are 65 and above. Six in ten respondents live in houses, while four in ten 

live in apartments. 

¶ The Finnish respondents consist of 51 per cent men and 49 per cent women. 17 per cent are 

below the age of 35; 28 per cent are between the ages of 35 and 49; 32 per cent are aged 50-

64; and 23 per cent are 65 and above. 65 per cent of the respondents live in apartments, 

while 35 per cent live in houses. 

¶ The Norwegian respondents consist of 51 per cent men and 49 per cent women. 16 per cent 

are below the age of 35; 35 per cent are between the ages of 35 and 49; 27 per cent are aged 

50-64; and 21 per cent are 65 and above. Six in ten respondents live in houses, while four in 

ten live in apartments. 

¶ The Swedish respondents consist of 50 per cent men and 50 per cent women. 19 per cent are 

below the age of 35; 30 per cent are between the ages of 35 and 49; 26 per cent are aged 50-

64; and 25 per cent are 65 and above. 55 per cent of the respondents live in apartments, 

while 45 per cent live in houses. 
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Customer profiles  
In the report we operate with three different customer profiles. These are: 

¶ Active customers: Consumers who have signed an electricity contract during the last 12 

months. 

¶ Aware customers: Consumers who have compared contracts but decided not to switch 

electricity contract during the last 12 months. 

¶ Inactive customers: Consumers that have neither switched nor compared contracts but have 

remained passive in the electricity marked during the last 12 months. 

Figure 3: Costumer profiles.  

 

26 per cent of the electricity customers have signed a contract in the past year and are considered 

active customers. 16 per cent have compared contracts in the past year without switching and are so-

called aware customers. 58 per cent have neither switched nor compared contracts in the past year 

and are inactive customers. 28 per cent of the inactive customers have never signed a new contract, 

and 53 per cent have never compared their current contract with other contracts.   

The share of active customers is highest in Finland. Norway and Finland have the highest shares of 

aware customers. We find the highest share of inactive customers in Denmark.   

¶ In Denmark 16 per cent of the customers are active; 13 per cent aware; and 71 per cent 

inactive. 

¶ In Finland 34 per cent of the customers are active; 19 per cent aware; and 47 per cent 

inactive. 

¶ In Norway 26 per cent of the customers are active; 19 per cent aware; and 55 per cent 

inactive. 

¶ In Sweden 26 per cent of the customers are active; 14 per cent aware; and 60 per cent 

inactive. 
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Differences and Similarities between the Nordic countries 
This chapter takes a closer look at the Nordic electricity customers and their presence and 

participation in the electricity market, as well as their attitudes towards the electricity market. 

Differences between the four countries will be commented. Also, interesting and any significant 

differences between background variables, such as consumer profiles, sex, age and type of resident, 

will be commented.  

The Nordic /ǳǎǘƻƳŜǊǎΩ Ǉresence in the electricity market 
The consumers were asked different questions about their presence in the electricity market.  

Figure 4: Do you use electricity to heat your home? N=6019. 

 

Overall, around half of the respondents use electric heating at home. There are great differences 

between the countries regarding the use of electric heating.  

¶ Norway stands out in particular, where 91 per cent use electric heating. In Sweden the share 

is 52 per cent, and in Finland 40 per cent. In Denmark only 24 per cent use electricity for 

heating purposes. 

¶ It is more common to use electric heating in houses than in apartments (62 compared to 42 

per cent). 

¶ Electricity customers below the age of 50 use more electric heating than those above 50 (57-

61 compared to 46 per cent) 

¶ The aware customers use the most electricity (59 per cent), while the active use slightly less 

(54 per cent) and the inactive the least (49 per cent).  
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Figure 5: Approximately how many kilowatt-hours do you use each year? N=6019. 

 

10 per cent respond that they use 20,000 kWh electricity or more per year, 25 per cent use between 

10,000 and 19,999 kWh, and 36 per cent use less than 10,000 kWh.  

There are great differences between the countries, where Norway has the by far highest electricity 

consumption, while Denmark has the lowest. Sweden and Finland have similar consumption 

patterns.  

30 per cent say that they do not know how much electricity they use, and this share is about the 

same size in all countries. 

¶ In Norway 22 per cent use 20,000 kWh electricity or more per year, 34 per cent use between 

10,000 and 19,999 kWh, and 16 per cent use less than 10,000 kWh. 

¶ In Sweden nine per cent use 20,000 kWh electricity or more per year, 25 per cent use 

between 10,000 and 19,999 kWh, and 36 per cent use less than 10,000 kWh per year. 

¶ In Finland five per cent use 20,000 kWh electricity or more per year, 24 per cent use between 

10,000 and 19,999 kWh, and 40 per cent use less than 10,000 kWh per year. 

¶ Denmark stands out with the lowest electricity consumption by far. Here 53 per cent use less 

than 10,000 kWh electricity per year. 17 per cent use between 10,000 and 19,999 kWh, and 

only two per cent use more than 20,000 kWh. 

¶ Women have less knowledge of their electricity consumption than men, and 42 per cent of 

the women respond άŘƻ ƴƻǘ ƪƴƻǿέ ŎƻƳǇŀǊŜŘ ǘƻ ƻƴƭȅ му ǇŜǊ ŎŜƴǘ ƻŦ ǘƘŜ ƳŜƴΦ 

¶ Those living in apartments use less electricity but also have less knowledge of their electricity 

consumption than those living in houses. 

¶ The aware customers use the most electricity, while the inactive electricity customers are 

most uncertain as to how much electricity they use.  
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Figure 6: How much money do you spend on electricity in total (supplier cost, grid cost and taxes) an average winter month? N=6019.1 

 

Overall, 16 per cent respond that they spend more than EUR 200 on electricity in the course of a 

normal winter month. 28 per cent spend between EUR 100 and 200, while a total of 44 per cent 

ǎǇŜƴŘ ƭŜǎǎ ǘƘŀƴ мллΦ мн ǇŜǊ ŎŜƴǘ ǊŜǎǇƻƴŘŜŘ άŘƻ ƴƻǘ ƪƴƻǿΦέ  

¶ Norway is also the country where inhabitants spend the most on electricity, and 46 per cent 

spend EUR 150 or more in a normal winter month. In Sweden, this share is 30 per cent, in 

Finland 24 per cent and in Denmark 15 per cent. 

¶ In Denmark 21 per cent respond that they do not know how much they spend, in the other 

countries this share is around ten per cent. 

¶ Those living in houses use more electricity and thus also have higher electricity bills than 

those living in apartments. 

¶ The aware electricity customers spend the most money on electricity, 53 per cent in this 

group spend EUR 100 or more per month, compared to 44 and 41 per cent among the active 

and inactive customers respectively. The inactive electricity customers are most uncertain as 

to how much money they spend. 

 

 

 

 

 

 

 

                                                           
1 The price categories were presented in national currency. 
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The Nordic CǳǎǘƻƳŜǊǎΩ ƪƴƻǿƭŜŘƎŜ ƻŦ the electricity market 
The Nordic customers were asked to consider different statements concerning electricity suppliers 

and switching between these.  

Figure 7: Do you believe the following statements are correct or not? Share that believes the statements are correct. N=6019. 

 

In general, there are small differences between the countries with regard to whether the inhabitants 

believe the statements are correct or incorrect.  

The vast majority know that they themselves can choose electricity supplier (91 per cent).  

¶ The share varies from 87 per cent in Sweden to 94 per cent in Finland. In Norway, the share 

is at 93 per cent and in Denmark at 89 per cent. 

Around half of the respondents believe that in the event of a change of supplier, the new supplier 

will be responsible for reading the meter. Here the differences between the countries are somewhat 

greater, and this statement is also the one with greatest uncertainty (26 per cent). 

¶ The share that believes this is correct varies from 43 per cent in Norway to 57 per cent in 

Finland. 

¶ The share that has ǊŜǎǇƻƴŘŜŘ άŘƻ ƴƻǘ ƪƴƻǿέ ǾŀǊƛŜǎ ŦǊƻƳ но ǇŜǊ ŎŜƴǘ ƛƴ CƛƴƭŀƴŘ ŀƴŘ bƻǊǿŀȅΣ 

27 per cent in Denmark, to 31 per cent in Sweden. 

¶ The share that responds that the assertion is incorrect, is 34 per cent in Norway, 29 per cent 

in Denmark, 20 per cent in Finland and 18 per cent in Sweden. 

Around one in four believe that the electricity supplier is determined by where one lives. Nine per 

cent state that they do not know, while 67 per cent state that the supplier is not determined by 

where one lives.  

¶ In Norway, Sweden and Denmark there are 64 per cent who know that the electricity 

supplier is not determined by where one lives. In Finland, this share is somewhat higher (75 

per cent). 
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Eight in ten know that it is not necessary to replace the meter when switching electricity supplier, 

while 13 per cent are uncertain.  

¶ The share varies from 75 per cent in Sweden and 78 per cent in Denmark, to 86 per cent in 

Finland and 87 per cent in Norway. 

Few believe that a switch of electricity supplier will affect the number of power cuts (9 per cent), 

while it is more common to be uncertain (18 per cent).  

¶ In Sweden 22 per cent are uncertain whether the number of power cuts is affected by the 

electricity supplier. In Denmark, this share is 19 per cent, while it is 15 and 14 per cent in 

Norway and Finland respectively.  

¶ The share that responds that this statement is incorrect, is 80 per cent in Norway, 76 per 

cent in Finland, 72 per cent in Denmark and 66 per cent in Sweden. 

 

¶ The inactive customers are consistently more uncertain than the active and aware customers 

in relation to the different statements. 

¶ Women are also more uncertain than men. 

¶ Those under the age of 35 are generally less knowledgeable about different aspects of the 

electricity market, and there are higher proportions that ŀƴǎǿŜǊ ƛƴŎƻǊǊŜŎǘƭȅ ƻǊ άŘƻ ƴƻǘ ƪƴƻǿέ 

to the various statements. 

 

Further, the respondents were asked to name the company that operates the power lines to their 

home, their own electricity supplier and two other electricity suppliers.  

Figure 8: Name the company that operates the power lines to your home. N=60192 

 

                                                           
2¢Ƙƛǎ ǾŀǊƛŀōƭŜ ƛǎ ōŀǎŜŘ ƻƴ ǘƘŜ ǊŜǎǇƻƴŘŜƴǘǎΩ Ǉƻǎǘŀƭ ŎƻŘŜǎΦ Lǘ ǎƘƻǳƭŘ ōŜ ŎƻƴǎƛŘŜǊŜŘ ǘƘŀǘ ǘƘŜ Ǉƻǎǘŀƭ ŎƻŘŜǎ Ƴŀȅ ōŜ 
incorrect (e.g. if respondents have moved, etc.). Additionally, in Finland, some grid companies operate a 
distribution grid only in a small part of the municipality yet have been listed in the coverage data to operate in 
the whole municipality. This leads to that all the postal codes in the municipality is being represented as being 
serviced by that grid company. This may have resulted in some false correct answers as some postal code areas 
are represented in the grid companies coverage data as being serviced by multiple grid companies whereas in 
reality the postal code area is serviced by only one grid company. 
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53 per cent state the name of their actual grid company. 35 per cent have stated the wrong name ς  

another grid company, an electricity supplier or something else. Twelve per cent respoƴŘ ά5ƻ ƴƻǘ 

ƪƴƻǿΦέ  

¶ In Norway 71 per cent name the correct company operating the power lines. 68 and 60 per 

cent respectively of the Swedish and Finnish customers state the name of their actual grid 

company. In Denmark only 15 per cent name the correct grid company. 64 per cent of the 

Danish customers state either another grid company than their own, an electricity supplier or 

something else, while 21 per cent are unsure.  

¶ The share naming the correct grid company is highest among the oldest customers (57 per 

cent) and lowest among the youngest (43 per cent). 18 per cent of the customers below the 

age of 35 say they do not know what company operates the power lines to their homes.  

¶ 59 and 58 per cent respectively of the active and aware customers name the correct grid 

company, while this only applies to 49 per cent of the inactive customers.  

 
Figure 9: Who is the electricity supplier in your home? N=6014. 

 
84 per cent state the name of an actual electricity supplier.3 Seven per cent have stated something 

else than an actual electricity supplier (a grid company or something else). Ten ǇŜǊ ŎŜƴǘ ǊŜǎǇƻƴŘ ά5ƻ 

ƴƻǘ ƪƴƻǿΦέ  

¶ 90 per cent of the Norwegian customers name an electricity supplier, while 87 and 84 per 

cent of the Finnish and Swedish customers do so. In Denmark 73 per cent state the name of 

an actual electricity supplier, while a significant share (17 per cent) says they do not know 

their supplier of electricity.  

¶ The share naming a correct electricity supplier is highest among the oldest customers (87 per 

cent) and lowest among the youngest (75 per cent). 16 per cent of the customers below the 

age of 35 say they do not know their electricity supplier.  

¶ 88 and 86 per cent respectively of the active and aware customers name a correct electricity 

supplier, while this applies to 81 per cent of the inactive customers.  

  

                                                           
3 We cannot know whether this is their actual electricity supplier or just another supplier. 
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Figure 10: Can you name two other electricity suppliers? N=6019. 

 
48 per cent state the names of two actual electricity suppliers, while 22 per cent state the name of 

one supplier. 31 per cent cannot name any other electricity suppliers.  

¶ In Sweden, Finland and Norway 55-57 per cent name two other suppliers, while only 23 per 

cent in Denmark do so. 55 per cent of the Danish customers cannot name any other 

electricity suppliers. 

¶ Somewhat more men than women know two other electricity suppliers (50 and 45 per cent). 

¶ 38 per cent of the customers aged 25-35 know no other suppliers, compared to 29 per cent 

of those who are older.  

¶ 63 and 55 per cent respectively of the active and aware customers name two other electricity 

suppliers, while this only applies to 39 per cent of the inactive customers.  

 
Figure 11: Total knowledge of electricity suppliers. N=6019. 

 
21 per cent of the Nordic electricity customers only know their own supplier. 19 per cent also know 

the name of one other supplier, while a total of 43 per cent both know their own supplier and two 

more suppliers (total knowledge of electricity suppliers). 17 per cent have stated something else than 

an actual electricity supplier (a grid company or something else) or that they do not know. 

¶ Regarding total knowledge of electricity suppliers, 51 per cent of both Norwegian, Finnish 

and Swedish customers state the name of three actual electricity suppliers. 19 per cent of 

5ŀƴƛǎƘ ŎǳǎǘƻƳŜǊǎ ƪƴƻǿ ƻƴŜΩǎ ƻǿƴ ŀƴŘ ǘǿƻ ƻǘƘŜǊ ǎǳǇǇƭƛŜǊǎΦ More of the Danish customers 
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ƻƴƭȅ ǎǘŀǘŜ ǘƘŜ ƴŀƳŜ ƻŦ ƻƴŜΩǎ ƻǿƴ ŜƭŜŎǘǊƛŎƛǘȅ ǎǳǇǇƭƛŜǊ όос ǇŜǊ ŎŜƴǘύΣ ŎƻƳǇŀǊŜŘ ǘƻ ǘƘŜ ǊŜǎǘ όмп-

19 per cent). Also, 27 per cent of the Danish customers name other things than electricity 

suppliers. 

¶ 58 and 52 per cent respectively of the active and aware customers name three electricity 

suppliers, while this only applies to 35 per cent of the inactive customers.  

 
Figure 12: Total knowledge of the electricity market. N=6019. 

 
Nine per cent of the Nordic customers name the correct company operating power lines to their 

home and one actual electricity supplier. Ten per cent know their grid company and two electricity 

suppliers. A total of 29 per cent both know their grid company, their electricity supplier and two 

other electricity suppliers as well (total knowledge of the electricity market). The category called 

άhǘƘŜǊέ ƛƴŎƭǳŘŜǎ ǘƘƻǎŜ ƴƻǘ ƴŀƳƛƴƎ ŀ ŎƻǊǊŜŎǘ ŜƭŜŎǘǊƛŎƛǘȅ ǎǳǇǇƭƛŜǊ ŀǎ their own and/or not naming the 

correct grid company (51 per cent). 

¶ Regarding total knowledge of the electricity market, 40 per cent of the Swedish and 

Norwegian customers name the correct grid company and three electricity suppliers, and 34 

per cent of the Finnish customers do so. Only three per cent of the Danish customers know 

their grid company, their electricity supplier and two additional suppliers. In Denmark, a 

significant share (89 per cent) names either the wrong grid company and/or wrong electricity 

supplier, while this applies to 33-44 per cent in the other countries.  

¶ More men than women know their grid company, their electricity supplier and two other 

suppliers (32 and 26 per cent respectively). 

¶ The share knowing both grid company and three electricity suppliers is lowest among the 

youngest customers (22 per cent). 

¶ 39 and 35 per cent respectively of the active and aware customers both name their grid 

company, their own electricity supplier and two more suppliers, while this only applies to 23 

per cent of the inactive customers. 

The open answers provided for these questions may be read in the appendix to the report.  
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The Nordic /ǳǎǘƻƳŜǊǎΩ Ǉarticipation in the electricity market 
Electricity customers were further given different questions related to their participation in the 

electricity market; including switching and comparing electricity contracts, the use of comparison 

tools, as well as knowledge of contractual terms.  

Signing and comparing of contracts 
Figure 13: Have you ever signed a new contract with an electricity supplier? N=6019. 

 

78 per cent claim that they have signed an electricity contract.  

¶ In Finland and Norway, this share is 87 and 86 per cent respectively, while it is 81 per cent in 

Sweden. The share is lowest in Denmark, where a mere 58 per cent have signed an electricity 

contract. 

¶ The share that has signed a new contract increases with age; from 72 per cent among those 

under the age of 35, to 82 per cent among those aged 65 and above. 

¶ A larger share of men than women has signed an electricity contract (81 compared to 75 per 

cent). 

¶ The share that has signed a new contract is significantly higher among the aware customers 

(83 per cent) than the inactive (67 per cent).4    

                                                           
4 All active customers have signed a contract. 
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Those who responded that they had signed a new contract with an electricity supplier were asked 

when they last did this.  

Figure 14: When did you last sign a new contract with an electricity supplier? N=4697. 

 

33 per cent of those who have signed a new contract did so less than one year ago and are 

considered active customers. An equally large share changed 1-3 years ago, while 14 and 20 per cent 

respectively changed 3-5 years ago or more than five years ago.  

¶ The share who signed during the last 12 months is highest in Finland (39 per cent, compared 

to around 28-32 per cent in the other countries). 

¶ Norway has the most passive customers. Here 25 per cent state that it is more than five 

years since they signed a new contract. In Sweden, this share is 20 per cent, and in Denmark 

and Finland 16 per cent. 

¶ The inactive customers are the least likely to sign new contracts; for 56 per cent there has 

been more than three years since they signed a new contract. (compared to 36 per cent 

among the aware).  
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The electricity customers who have signed new contracts in the past three years were asked why 

they signed a new contract.  

Figure 15: Why did you sign a new electricity contract? Several answers possible. N=3099. 

 

In all of the Nordic countries it is most common to make the switch to save money; this applies to a 

total of 46 per cent. Furthermore, 22 per cent mention that the previous contract expired; 17 per 

ŎŜƴǘ ƳŜƴǘƛƻƴ άǘƻ ƎŜǘ ōŜǘǘŜǊ ǘŜǊƳǎ όƻǘƘŜǊ ǘƘŀƴ ǇǊƛŎŜύέ ŀƴŘ άŎƘŀƴƎŜ ƛƴ ƭƛŦŜ ǎƛǘǳŀǘƛƻƴ όƳƻǾƛƴƎΣ ŜǘŎΦύέ 

while 16 per cent say they were approached by a seller. 

It is less common to switch due to desire for a green contract (9 per cent), bad experience with a 

previous contract (6 per cent) or desire for a local supplier (5 per cent). 

Four per cent state other reasons for the contract change (see appendix), and one per cent are 

uncertain. 
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Figure 16: Why did you sign a new electricity contract? Top 5 results by country.  

 

¶ In Norway and Denmark more than half respond that they signed a new contract to save 

money (52 and 51 per cent respectively). In Finland, the share is 45 per cent, and in Sweden 

39 per cent. 

¶ After saving money, the most common reasons ŀƳƻƴƎ bƻǊǿŜƎƛŀƴ ŎƻƴǎǳƳŜǊǎ ŀǊŜ ά/hange in 

ƭƛŦŜ ǎƛǘǳŀǘƛƻƴέ όнл ǇŜǊ ŎŜƴǘύΤ άL ǿŀǎ approached by ŀ ǎŜƭƭŜǊέ όнл ǇŜǊ ŎŜƴǘύΤ ŀƴŘ ά¢o get better 

ǘŜǊƳǎ όƻǘƘŜǊ ǘƘŀƴ ǇǊƛŎŜύέ όмт ǇŜǊ ŎŜƴǘύΦ 

¶ In Sweden 32 per cent respond that the previous contract expired, 25 per cent mention that 

they switched to achieve better terms, and 15 per cent mention a change in life situation. 

¶ In Denmark 22 per cent mention that they were approached by a seller and 21 per cent 

ǿŀƴǘŜŘ ŀ άƎǊŜŜƴέ ŎƻƴǘǊŀŎǘΣ ǿƘƛƭŜ 15 and 14 per cent respectively wanted better terms or 

experienced a change in life situation. 

¶ In Finland 34 per cent mention that the contract expired, 17 per cent state a change in life 

situation, and 14 per cent that they were approached by a seller. 
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Consumers who are not considered to be active (switched contract in past year), were asked if they 

have compared their current contract to other contracts. 

Figure 17: Have you ever compared your current electricity contract to other contracts? N=4479. 

 

Overall, just above half of the respondents have compared their current electricity contract to other 

electricity contracts (55 per cent).  

¶ The share is highest in Finland, where 61 per cent have compared contracts. The share is 

lowest in Denmark (46 per cent). In Norway and Sweden, 58 per cent have compared 

contracts.  

¶ The share that has compared electricity contracts increases with age; from 50 per cent 

among the youngest to 59 per cent among the oldest. 

¶ A higher share of men than women has compared electricity contracts. 

¶ Slightly more of those who live in a house than those who live in an apartment have 

compared their current contract with other contracts (58 compared to 52 per cent). 

¶ All aware customers have compared contracts. Among the inactive customers, more than 

half (53 per cent) report that they have never compared electricity contracts.5 

  

                                                           
5 The active customers have switched contract in the past year and were therefore not presented with this 
question. 



   
 

28 
 

Electricity customers who have compared their own contracts with others were asked when they 

most recently did this. 

 
Figure 18: When did you last compare your current electricity contract to other contracts? N=2482. 

 

39 per cent of those who have compared their contracts to other contracts have done this within the 

past year and are considered to be aware customers. Somewhat more (46 per cent) carried out such 

a comparison 1-3 years ago, while eleven per cent did so 3-5 years ago. Only four per cent of those 

who have compared their own contract to others did so more than five years ago. 

¶ In Norway and Finland 44 and 46 per cent respectively have compared contracts in the past 

12 months. In Sweden and Denmark, the share is 32 and 33 per cent respectively. 

¶ A higher share of men than women has compared contracts in the past 12 months. 

¶ Among the inactive customers most have carried out a comparison between one and three 

years ago (75 per cent). 
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Those who have compared different contracts in the past three years but who have not switched, 

were asked why they chose to keep their current contract. 

Figure 19: You have compared different offers but decided to stay in your current contract. Why? Several answers possible. N=2109. 

There are mainly two reasons that stand out. The most frequently mentioned reason in all countries 

ƛǎ άL ǿŀǎ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ Ƴȅ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘΣέ ǿƘƛŎƘ ƛǎ ƳŜƴǘƛƻƴŜŘ ōȅ рм ǇŜǊ ŎŜƴǘΦ aƻǊŜƻǾŜǊΣ по ǇŜǊ 

cent say there was little to be saved.  

14 per cent say that it was difficult to understand the differences between contracts, and 14 per cent 

wanted to keep their local supplier. 

Fewer say that they did not switch because the binding period on the contract had not expired (11 

per cent); it was difficult to find relevant information (8 per cent); the switching process was too 

complicated (6 per cent); or one was, for various reasons, unable to switch (4 per cent).  

Five per cent state other reasons for deciding to remain in the current contract (see appendix), while 

two per cent are unsure. 
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Figure 20: You have compared different offers but decided to stay in your current contract. Why? Top 5 results by country. 

 

¶ In Denmark 21 per cent respond that it was difficult to understand the differences between 

the contracts. In comparison, this share is 15 per cent in Norway, 12 per cent in Sweden and 

ten per cent in Finland. 

¶ In Denmark 14 per cent mention that it was difficult to find relevant information. In Norway 

and Finland this share is seven per cent, and in Sweden four per cent. 

¶ Danish electricity customers were also those who thought it was most complicated to switch 

(9 per cent). There are fewest Norwegian customers who provide this reason (3 per cent).  

¶ 58 and 50 per cent of the Norwegian electricity customers respectively state that they were 

satisfied, and that there was little to save. In comparison, this applies to 46 and 33-41 per 

cent respectively for the Swedish and Finnish customers.  

¶ In Sweden and Finland 15 and 17 per cent respectively mention that the binding period had 

not expired. In Norway and Denmark these shares are lower (4 and 7 per cent respectively). 
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Those who neither have switched nor compared contracts in the past three years were asked why 

they had not done this more often.  

Figure 21: Why have you not switched or compared contracts more often? Several answers possible. N=373. 

 

Satisfaction with the current contract is mentioned by a total of 54 per cent and more than half of 

ǘƘŜ ǊŜǎǇƻƴŘŜƴǘǎ ƛƴ ŀƭƭ ŎƻǳƴǘǊƛŜǎΦ aƻǊŜƻǾŜǊΣ пм ǇŜǊ ŎŜƴǘ ǎŀȅ ǘƘŀǘ ǘƘŜǊŜ άƛǎ ƭƛǘǘƭŜ ǘƻ ōŜ ǎŀǾŜŘέ ŀƴŘ нр 

ǇŜǊ ŎŜƴǘ ǊŜǎǇƻƴŘ άƛǘ ƛǎ ŘƛŦŦƛŎǳƭǘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŘƛŦŦŜǊŜƴŎŜ ōŜǘǿŜŜƴ ŘƛŦŦŜǊŜƴǘ ŎƻƴǘǊŀŎǘǎΦέ 

17 per cent have not switched/compared more often because they want to keep their local supplier; 

eleven per cent believe it is difficult to find relevant information.  

Few have been inactive in the electricity market for at least three years because a switching process 

is too complicated (10 per cent), or because they are indifferent to their contract (3 per cent).  

Seven percent state other reasons (see appendix), and three per cent are unsure. 
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Figure 22: Why have you not switched or compared contracts more often? Top 5 results by country. 

 

¶ Lƴ bƻǊǿŀȅ άL ŀƳ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ Ƴȅ ŎǳǊǊŜƴǘ ŎƻƴǘǊŀŎǘέ ƛǎ ǘƘŜ ŘƻƳƛƴŀƴǘ ǊŜŀǎƻƴ and is mentioned 

by 61 per cent of the respondents. In Finland, this share is 57 per cent, in Sweden 52 per cent 

and in Denmark 51 per cent. 

¶ Denmark is the only country where satisfaction with the current contract is not the most 

frequently mentioned reason. In Denmark, άǘƘŜǊŜ ƛǎ ƭƛǘǘƭŜ ƻǊ no saving from ǎǿƛǘŎƘƛƴƎέ ƛǎ 

most frequently mentioned (53 per cent). In the other countries this is the second most 

mentioned reason. 

¶ In Denmark, Norway and Finland, 27-29 per cent state that it is difficult to understand the 

differences between contracts. In Sweden, this share is lower (19 per cent). 

¶ In Finland, there is a significant share of 37 per cent who wish to keep their current supplier 

because it is local. Nine, 15 and 17 per cent respectively of the Danish, Swedish and 

Norwegian customers give the same reason for not switching/comparing more often. 

¶ In Sweden and Finland ten and eight per cent respectively state that the binding period has 

not expired, while only one per cent in Denmark and none in Norway state this as a reason. 
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Those who have neither switched nor compared contracts were asked for the reasons for never 

doing this. 

Figure 23: Why have you never switched or compared contracts? Several answers possible. N=844. 

 

The pattern is much the same as for those who rarely (not in the past 3 years) have switched or 

compared electricity contracts. 39 per cent state that they are satisfied with their current contract. 

25 per cent state that it is difficult to understand the differences between the contracts, and 24 per 

cent state that there is little or nothing to save by switching. 

Fewer have been inactive in the electricity market because it is difficult to find relevant information 

(13 per cent); the switching process is too complicated (12 per cent); one wants to keep the supplier 

as this is local (12 per cent); one do not care ŀōƻǳǘ ƻƴŜΩǎ ŜƭŜŎǘǊƛŎƛǘȅ contract (7 per cent); one did not 

know switching was possible (5 per cent); or the binding period of the contract has not expired (3 per 

cent).   

Four per cent provide other reasons for not switching or comparing contracts (see appendix), while 

eleven per cent are unsure as to the reason they have remained passive.  
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Figure 24: Why have you never switched or compared contracts? Top 5 results by country. 

 

¶ In Norway, satisfaction with the current contract is mainly emphasised (41 per cent). In 

comparison, 33 per cent of the Finnish electricity customers say the same. 

¶ In Finland 31 per cent say that they have never switched or compared contracts because 

they want to keep their local supplier. This only applies to seven per cent of the Danish 

customers. 

¶ In Denmark 40 per cent claim to be satisfied with their current contract, and in addition 30 

per cent state that there is little to be saved, while 28 per cent think it is difficult to 

understand the differences between contracts. In Finland too, there is a significant share 

thinking it is difficult to understand the differences between contracts (31 per cent). This 

reason is least common among Norwegian electricity customers. (16 per cent).  

¶ A significant number of Swedish electricity customers have neglected to switch/compare 

contracts because the switching process is too complicated (18 per cent) and/or because the 

binding period of the contract has not expired (9 per cent).  
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The switching process 

The respondents were then given questions related to the switching process, including who initiated 

the signing of their current contract; how one proceeded to choose contract; how one was 

contacted, etc. 

Figure 25: Who initiated the signing of your current contract? N=6019.  

 

Most of the electricity customers (63 per cent) themselves initiated the signing of their current 

contract, while ten per cent say it was someone else in the household.  

Twelve per cent say that it was the electricity supplier who took the initiative. It is less common that 

a broker, union or other parties initiated the contract (1-3 per cent). Nine per cent of the electricity 

customers do not remember who took the initiative for their current contract. 

¶ In Norway, Sweden and Finland two in three say that they themselves took the initiative to 

sign their current electricity contract. In Denmark this applies to around half of the 

respondents.  

¶ The share that does not remember who took the initiative is somewhat larger in Denmark 

than in the other countries (19 per cent in Denmark, 6 per cent in Norway and Sweden, and 3 

per cent in Finland). 

¶ A larger share of active and aware than inactive customers themselves took the initiative (71-

75 per cent compared to 56 per cent). 

¶ A larger share of men than women says that they themselves took the initiative (69 

compared to 57 per cent). 

¶ The share who themselves took the initiative increases with age; from 55 per cent among 

those below the age of 35, to 67 per cent among those aged 65 and above. 
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Those electricity customers who responded that either themselves or someone else in their 

household initiated the signing of their current contract, were asked how they did this. 

Figure 26: How did you go about choosing electricity contract? Several answers possible. N=4392.  

 

36 per cent respond that they have used a comparison tool, 16 per cent searched online, while 14 

per cent contacted one or more electricity suppliers.  

27 per cent state other methods (see appendix), while 18 per cent do not remember how they 

initiated the contract.  

¶ 42 per cent in Finland and 40 per cent in Sweden used comparison tools. In Denmark, this 

share is only 24 per cent, while in Norway, it is 36 per cent.  

¶ In Denmark, the most common approach is to phone the electricity supplier (24 per cent). 

Between nine and 13 per cent in the other countries have done this.  

¶ Around half of the active and the aware customers used comparison tools. Among the 

inactive the share is only 25 per cent. 

¶ A larger share of men than women stated that they used comparison tools (41 compared to 

31 per cent). 
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Those electricity customers who stated that they were contacted by an electricity supplier or a 

broker were asked how this happened. 

Figure 27: How did they contact you? N=915. 

 

45 per cent responded that they were contacted by telephone, 17 per cent were contacted by E-mail, 

and ten per cent were stopped on the street.  

A further nine per cent received letters by mail, while six per cent were contacted via door sales. 

Five per cent state other forms of contact (see appendix), while nine per cent do not remember how 

they were contacted by the electricity supplier or broker.  

¶ Norway stands out with larger shares that were contacted by telephone (54 per cent) and via 

door sales (11 per cent). 

¶ Sweden stands out with a larger share that was contacted via regular mail (15 per cent). 

¶ The share that is uncertain about how they were contacted is greatest in Denmark (15 per 

cent) and lowest in Finland (4 per cent). 

¶ 52 per cent of the active customers were contacted by telephone, compared to 42 and 41 

per cent respectively of the aware and the inactive customers. 
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Those who have made a switch in the past three years were asked to consider different statements 

related to the switching process. 

Figure 28: .ŜŦƻǊŜ ȅƻǳ ƳŀŘŜ ȅƻǳǊ ŎǳǊǊŜƴǘ ŎƘƻƛŎŜ ƻŦ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘΣ ǘƻ ǿƘŀǘ ŜȄǘŜƴǘ ŘƛŘ ȅƻǳ ŜȄǇŜǊƛŜƴŎŜ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ΧΚ Standardized 

ƳŜŀƴΥ лҐbƻ ŜȄǇŜǊƛŜƴŎŜ ŀƴŘ мллҐIƛƎƘ ŜȄǘŜƴǘΦ ά5ƻ ƴƻǘ ƪƴƻǿέ ƛǎ ŜȄŎƭǳŘŜŘΦ N=2762-3013. 

 

Most experienced to a great degree that it was easy and straightforward to sign a new electricity 

contract. The overall score is 79, on a scale from 0 to 100. This statement stands out with the highest 

score by far. For the other statements the scores average between 61 and 64, with some major 

differences between the countries. 

¶ Norwegian and Finnish electricity customers found it easiest to sign an electricity contract 

(scores of 82 and 81 respectively). Danish and Swedish customers also found this to be 

unproblematic (76 and 75 respectively). 

¶ For the ǎǘŀǘŜƳŜƴǘ ά¢ƘŜǊŜ ǿŜǊŜ Ƴŀƴȅ ŘƛŦŦŜǊŜƴǘ ǇǊƻŘǳŎǘǎκŎƻƴǘǊŀŎǘǎ ǘƻ ŎƘƻƻǎŜ ŦǊƻƳ ǘƘŀǘ ƳŜŜǘ 

my nŜŜŘǎΣέ ǘƘŜ ǎŎƻǊŜǎ ŀǊŜ ōŜǘǿŜŜƴ рс and 69. It is the consumers in Norway (69) that 

experienced this to the greatest degree, followed by Denmark (66) and Sweden (63). 

Consumers in Finland experienced this to a lesser degree than the others (56). 

¶ The pattern is fairly similar with regard to choice of different suppliers. Here too the score is 

highest in Norway (71), followed by Sweden (67), Denmark (61) and Finland (55). 

¶ Regarding how easy it was to find reliable information; the score is highest in Norway (66). 

Finland (65) and Sweden (62) follow close behind, while the score in Denmark is somewhat 

lower than in the other countries (56). 
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¶ ²ƛǘƘ ǊŜƎŀǊŘ ǘƻ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άL ǿŀǎ ǿŜƭl-ƛƴŦƻǊƳŜŘΣέ ǘƘŜ ǎŎƻǊŜǎ ŦƻǊ ǘƘŜ ŦƻǳǊ ŎƻǳƴǘǊƛŜǎ are 

quite similar and range from 59 in Denmark to 65 in Sweden. 

¶ CƻǊ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άL ŎƻǳƭŘ Ŝŀǎƛƭȅ ŎƻƳǇŀǊŜ ŘƛŦŦŜǊŜƴǘ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘǎ ǿƛǘƘ ŜŀŎƘ ƻǘƘŜǊέ ǘƘŜ 

scores are fairly similar for Sweden (61), Finland (63) and Norway (63), while Denmark is 

lower with a score of 51. 

¶ Trust in the seller was highest in Finland, where the score is 70. The other countries are quite 

close to each other, with Norway at 63, Denmark at 60 and Sweden at 59. 

¶ In terms of how easy it was to understand what was included in the price, consumers in 

Denmark experienced this as difficult (49). Consumers in the other countries found it 

somewhat easier; scores vary from 61 in Sweden and 62 in Norway to 68 in Finland. 

¶ In general, the scores are highest among the active and the aware customers, and lowest 

among the inactive. 

¶ The scores among men are generally higher than among women, with the exception of the 

ǎǘŀǘŜƳŜƴǘ άL ǘǊǳǎǘŜŘ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ŀŘǾƛŎŜ ŦǊƻƳ ǎŜƭƭŜǊǎΣέ ǿƘŜǊŜ ǘƘŜ ǎŎƻǊŜ ƛǎ Ƙƛgher 

among women. 

In summary, the electricity customers who made a switch had fairly high confidence in the electricity 

market, with scores of 64 and 63 respectively for the statements concerning trust in sellers and how 

easy it was to find reliable information.  

¶ Finnish electricity customers have the greatest confidence in sellers (70), while Swedish 

electricity customers have the lowest confidence (59).  

¶ In Norway one had the greatest confidence in that the information one found was reliable 

(66), while this was lowest in Denmark (56).  
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Those who have not made a switch in at least three years were also asked to consider different 

statements concerning the switching process ς given a hypothetical switch in the future.  

Figure 29: LŦ ȅƻǳ ƛƴ ǘƘŜ ŦǳǘǳǊŜ ǿƻǳƭŘ ƭƛƪŜ ǘƻ ŎƘƻƻǎŜ ŀƴ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘΣ ǘƻ ǿƘŀǘ ŜȄǘŜƴǘ Řƻ ȅƻǳ ŀƎǊŜŜ ǘƘŀǘΧ Κ Standardized mean: 0=No 

ŜȄǇŜǊƛŜƴŎŜ ŀƴŘ мллҐIƛƎƘ ŜȄǘŜƴǘΦ ά5ƻ ƴƻǘ ƪƴƻǿέ ƛǎ ŜȄŎƭǳŘŜŘΦ N=2549-2686. 

 

Overall, there is greatest consensus that there will be many different electricity suppliers and 

contracts to choose from, and that it will be easy to sign a new electricity contract. The scores for 

these statements are around 65-66 of 100, when all countries are taken as one.  

¶ In Norway the scores for these statements are 71, in Finland 67-68, and in Sweden 65-67. 

Denmark stands out from the other countries with somewhat lower scores, particularly with 

ǊŜƎŀǊŘ ǘƻ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άLǘ ǿƛƭƭ ōŜ Ŝŀǎȅ ŀƴŘ ǎǘǊŀƛƎƘǘŦƻǊǿŀǊŘ ǘƻ ǎƛƎƴ ŀƴ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘέΦ 

Here the score is only 57. The scores for the two remaining statements are 61 and 63. 

 άL ǿƛƭƭ ōŜ ǿŜƭƭ-ƛƴŦƻǊƳŜŘέ Ƙŀǎ ŀ ǎŎƻǊŜ ƻŦ рфΣ ǿƘƛƭŜ ǘƘŜ ǎǘŀǘŜƳŜƴǘǎ ǘƘŀǘ ƛǘ ǿƛƭƭ ōŜ Ŝŀǎȅ ǘƻ ŦƛƴŘ 

trustworthy information and that it will be easy to compare different contracts score 54 and 53 

respectively. 

¶ ¢ƘŜ ǎŎƻǊŜǎ ŦƻǊ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άL ǿƛƭƭ ōŜ ǿŜƭƭ-ƛƴŦƻǊƳŜŘέ ƛǎ ǉǳƛǘŜ similar in all countries. 

However, Denmark differs with regard to the two other statements. Agreement is much 

ƭƻǿŜǊ ƛƴ 5ŜƴƳŀǊƪ ŦƻǊ άLǘ ǿƛƭƭ ōŜ Ŝŀǎȅ ǘƻ ŦƛƴŘ ǘǊǳǎǘǿƻǊǘƘȅ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ƴŜŎŜǎǎŀǊȅ ŀŘǾƛŎŜέ 

ŀƴŘ άLǘ ǿƛƭƭ ōŜ Ŝŀǎȅ ǘƻ ŎƻƳǇŀǊŜ ŘƛŦŦŜǊŜƴǘ ŜƭŜŎǘǊƛŎƛǘȅ ŎƻƴǘǊŀŎǘǎ ǿƛǘƘ ŜŀŎƘ ƻǘƘŜǊΣέ ǿƛǘƘ ǎŎƻǊŜǎ ŀǎ 

low as 43. In Finland too, the scores are somewhat lower than in Norway and Sweden. In 
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Finland the scores for the two statements are 57 and 52 respectively, while in Norway and 

Sweden the scores are around 60. 

In terms of agreement to the statements that it will be easy to understand what is included in the 

price and that one will trust information and advice from sellers, the scores are 48 and 44 

respectively. In other words, electricity customers tend to disagree with this. 

¶ Here too the scores in Denmark are lower than in the other countries and are as low as 39. 

Scepticism towards sellers is also somewhat greater in Norway than in Sweden and Finland, 

ŀƴŘ ǘƘŜ ǎŎƻǊŜ ŦƻǊ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άL ǿƛƭƭ ǘǊǳǎǘ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ŀŘǾƛŎŜ ŦǊƻƳ ǎŜƭƭŜǊǎέ ƛƴ 

Norway is 42, compared to 46 in Sweden and 52 in Finland. 

¶ For all statements we find that the aware customers are more in agreement than the 

inactive.  

¶ Men are generally more in agreement with the statements than women, with the exception 

of trusting the seller in the event of a change of contract. 

In summary, the electricity customers who have not made a switch have low confidence in the 

electricity market, with scores of 44 and 54 respectively for the statements concerning trust in sellers 

and how easy it will be to find reliable information.  

¶ Danish electricity customers have the lowest confidence in both that the seller (39) and 

information (43) will be reliable, if they were to switch. 

¶ Norwegian and Swedish electricity customers have the greatest faith that they will find 

trustworthy and reliable information (60), while Finnish electricity customers have somewhat 

greater confidence in sellers than others (52).  

 

Comparison tools 

The respondents were also asked to consider different questions on comparison tools.  

The electricity customers who has signed a contract in the past three years were asked if they had 

visited an online comparison tool. 

Figure 30: When you signed/compared your current electricity contract, did you visit an online comparison tool? N=3099. 

 

47 per cent respond that they visited an online comparison tool when they compared or switched to 

their current electricity contract.  


























































































































































































































































