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Introduction

Background

In order to facilitateevidencebased policy making NordREgsganisation for the Nordic energy
regulatorg believes that it \ill be valuable to increase the knowledge of how Nordic electricity
customers experience their situation. This is édased important when a harmoréz Nordic retail
market is developed.

The purpo® of the Customer Survey 2018 hasbéefd SELJ 2 NB Odza (2 YSNBRQ @A S

the four Nordic electricity markets in Denmark, FinlaNdrway and Sweden. The stuthynsiss of a
survey forl 500 partigbants 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 gpecountry 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 profileActive customersaware customes andinactive
customergdescribed in the presentation of the sample).

All five reprts follow the same structuret KS Odza 12 YSNBE Q LINBaSyhésS Ay

GdKS

OdzaGi2YSNRBRQ (y26f SRIS KST Qusadi 25t SONGIONSedridifisia®et LB Sk (2 v

andi KS Odza 0 2 Y S NEsthe ¢lectiickyimdzkeS 0 2 6 I NR

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 Dekptanland, Norway and Sweden. All

respondents participate in the decisignaking regardingi KS St SOGNA OAG& O2y G NI O

78 per cent of the Nordic customers hasigned a new contraatith an electricity supplier, and 33

per cent of thesalid so during the last 12 months ¢salledactive 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 switntat least one year, 55 per cent has@mpared

contracts 39 per cent of these customers did a comparison during the last 12 montksal{sd

aware customers The customers decided to stay in their current contract mainly because they were
satisfied obecause 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 yeeal{sdinactive
customer = GKS Y2aid O2YY2y NBlLazya 3IABSYy F2N y2i
current contract and only minor financial gains. The Danish customers are the most inactive ones.



All'in all, the Danish customers differ from the other Norclistomers 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 marketFinnish 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 additi@Norwegian
customers find the switching process somewhat easier than the others.

In addition to signing contracts most recently, thetive customerare characterizethy spending the
least on electricity; having the best knowledge of the electriciswkat; and finding it most easy to
switch contracts. In addition to regularly comparing contracts,ahare customersre

characterized by having the biggest consumption of electricity; having the best knowledge of their
terms of contract; reading the mosmformation on their bill; and being most positive about making a
switch of contracts in the future. Theactive customerare 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, thean be summed up as follows: Men are
somewhat more aware electricity customers than women; they more often compare contnaats,
often initiate the contract themselves, know more about both the electricity market and their
contractual terms, read moref the information on the bill and find the switching process eadiae
youngerelectricity customers have the poorest knowledge of the electricity market and their own
contractual terms, find it me difficult to sign contractand read the least inforation 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
decisionmaking regarding the elegtity 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 NordREQIisiEnT he 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 theslectricity 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
guestionnaire and the four translated questionnaigzn be studied in the appendix.

Data collection

The survey was conducted on web, among arpuited web panel of respondents willing to
participate in different surveys. In the invitation to the survey it was specified that the survey was
about signig of electricity contracts and that only respondents participating in decisiaking



regarding electricity in the household were to answer the survey. In addition, there were two control
guestions in the beginning of the survey, which screened out thdsedid not participate in
decisionmaking 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, 1@dnfreach country, was conducted augustZsl
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.

Thesample

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, wetzae 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 06,000 respondents, the margins of error will vary from®;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 ertdvengireater. The figure

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

Figurel: Margins of error.
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Main findings

Costumer profiles

1 26 per cent of the electricity customers have signed a contract in the past year and are
consideredactive customers

9 16 per cent have compared contracts in the past year without switching and arallsd
aware customers

1 58 per cent have neither swhed nor compared contracts in the past year andiasetive
customers

1 The share ohctive customerss highest in Finland. Norway and Finland have the highest
shares ofiware customersWe find the highest share afactive customers Denmark.

ThedzA G2 YSNEQ LINBASYOS Ay GKS St SOUGNROAGE YI NJ

9 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 electiig for heating purposes.

1 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 #leity consumption, while Danes have the
lowest. Sweden and Finland have similar consumption patterns.

9 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 totsl pkr cent spend less than
EUR 100. In Norway, electricity customers spend the most on electricity, compared to the
other countries.

¢KS Odzai2YSNBERQ {(y2¢6fSR3IS 2F (KS St SOGNROAGE

1 91 per cent know that they themselves can choose electricity supgleper 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 suppliwill 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 acte and aware customers.

1 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
customershaves®@ f £ SR a G2 G f ebtyeydntarkeR ah§ 34 pet dent ofkhE S €
Finnish customers do so. Only three per cent of the Danish customers know their grid
company, their electricity supplier and two additional suppliers. dtteveand aware
customershave better knowledge of the eletcity market than theinactive customers



¢KS Odzai2YSNBQ LI NGAOALI GA2Y Ay (GKS St SOGNAO
Signing and comparing of contracts

9 78 per cent of all Nordic customers have signed an electricity contract. In Finland and
Norway, this share is 87 and pér cent respectively, while it is 81 per cent in Sweden. In
Denmark, 58 per cent have signed an electricity contract.

1 33 per cent of those who have signed a new contract did so less than one year ago; an
equally large share changee3lyears ago; while 1and 20 per cent respectively change® 3
years ago or more than five years afibe share oéctive customergsigned during the last
12 months) is highest in Finland (39 per cent, compared to arous8238r cent in the
other countries). Norway has thraost passive customers (25 per cent signed a new contract
more than five years ago).

9 Inall 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 corssaiae
G/ KFyasS Ay tAFS aribdz GA2yE€T aL o6l & | LILINRI OKSH
GKFIY LINAOSOE® LY {6SRSYy aA3ayATAOIYy(d &aKINBa NI
they switched to achieve better terms; or they had a chandédrsituation. In Denmark,
many mention that they were approached by a seller, experienced a change in life situation
2NJ 6 yiSR I a@aINBSyé¢ O2yaGNIOG 2NJ oSGGSNI GSN)Ya
mention that the contract expired; they expericed a change in life situation; or they were
approached by a seller.

9 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.

1 39 per cent of those who have compared their contract to other contracts have done this
within the past year; 46 per cent did seBlyears ago; eleven per cent did sé $ears ago;
and four per cent did so more thaivé 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.

f ¢KS Y2ad 0O02YY2y NBlIazya JQADBYNITANI IANB edly 36 Ay
GAGK Y& OdNNByid O2y (NI Olé opm LISNI OSyido FyR ¢
(43 per cent). This applies to all four countries.

T ¢KS Y2aid 02YY2y NBlLazya 3IABSy F2NI yz2i O2YLI NJ
FY aldAaFTASR 6A0GK Y& OdaNNByld O2yidNI OGé opn L
A6A0O0OKAY3IE o6nm LISNI OSydouod ¢KAAa | LILX ASa G2 | ff

f ¢KS Y2ad 0O02YY2y NBlIaz2zya 3IAGSy FT2N ySOSNI 02 YLJ
withmy dzZNNByY i 02y iGN} OGé obocp LISNI OSYyGoT LG A& RJ
GKS O2y(iN}I Olaé¢ oup LISNI OSYyGoT YR G¢KSNB 641 a
.SAy3 alGdAaFTASR g A0 KmatcdEndaredSazidlBoyr dourrizs/ G NI Od )

The switching process

1 63 per cent of the electricity customers themselves initiated the signing of their current

contract, whileten per cent say it was someone else in the houseHaltNorway, Sweden

and Finland two in three say thttey themselves took the initiative to sign their current
electricity contract. In Denmark this applies to around half of the respondents.

10



1 36 per cent respond that they used a comparison tool when they/someone else in their
household initiated the signingf their current contract. 42 per cent in Finland and 40 per
cent in Sweden used comparison tools. In Dennihik share is only 24 per cent, while in
Norway it is 36 per cent.

1 Twelve per cent say that it was the electricity supplier who took the tivédor the
contract, while three per cent say that a broker initiated the contract. 45 per cent of these
customers were contacted by telephone.

9 The customers who have made a switch in the past three y@arsrienced to a great
degree that it was easy drstraightforward 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 easyo find trustworthy information; that one was weithformed; 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 siegitee
than the othersln general, theactiveand theaware customergxperienced the switch of
contracts as easier than theactive

1 The customers who haveot made a switch in at least three yedislieve it will be quite
easy and straightforward togn 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 wetiformed; that it will be easy to find trustworthy
information; andthat 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 doFor all statements we find that theware customergre more in
agreement than thenactive.

Comparison tools

91 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, andimatle38 per
cent. 64 per cent of thaware customersised such a tool, compared to 47 per cent of the
activeand 38 per cent of thaactive

T LY b2NBlIes pp LISN OSyid dzASR da{ G NDXLINR & dy 235 £ ¢
dzZa SR G C2NINHzBPSRIBFIPpp LISNI OSyid dzaSR a9f aiftAay3:
FYR Ho LISNJ OSyid dzaSR a9fLINRal2tftSydé Ly 5SyYl
CAYflFYRY cn LISNI OSyid dzaSR G9YSNAAIGANI a2y @&f

1 Among the astomers 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 contre&®. 61
per cent also believe they know how the price is set, whether the price can change during the
contract period, and ta 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

11



period expires. 58 per cent of Swedish and Danish consumers are aware of tieveftmit 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 thawareandacdive than theinactivecustomersare familiar with the
different terms of contract.

¢KS Odzali2YSNEQ GdAGdzRSa (G261 NRa GKS St SOGNR
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 evesslin agreement that they regularly

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

statements than others, except thhving a green contract is most important to the Danish
customers. Thactiveandaware customersire more inagreement with the statementabove
compared to thenactive

Billing and information

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

pay for electricity; that they want to get updateéaformation 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 bbnsumers in Denmark are less in
FaANBSYSyild o6AGK KISt axid GBSASEWEGS alaygR St ae G2

dzy R

dzLIRF GSR AYTF2NXIGA2Y Fo62dzi Y& O2yadzyLiiAzyés
adFadSYSyld aL ¢2dzZ R tA1S G2 0SS 0SaG0SNtikey T2 NYSF

andaware custorarshave a significantly higher score for the statements thanitiaetive

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 customeve rec
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 in Sweden and
Denmark (76 and 75 per cent respectively). 91 per cent ohtiare customerand 87 per

cent of theactiveread this information, compared to 74 per cent of tinactive

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.78%er cenlook for the

estimated yearly consumption, historical consumption and notifications of changes that
affect the electricity price, while 284 per cent look for information on the contract expiry
date, how the electricity is produced amchich bodies one€an 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 shaafreand active customerthat
read the information on the bill, compared the inactive

58 per cent want information from their electricity supplier bynail, 40 per cent want it on
2NJ GG OKSR (G2 GKS StSOUNROAGE oAff=Z | yR

HY

g

L

adzLILJX ASNR& 6S0aAidSo {ninafsdpSat ledte, indiSadpp, iy ISMSior A y F 2 1

at a display in their house:-rail 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 bacidyuariables.

Figure2: Background.

Female 50 %
o
=i
o
((e]
% Male 50 %
>
L
(5]
Other 0%
Under 35 years 17 %
o
3 35-49 years 30%
(o]
1l
=
L 50-64 years 29%
<
65 years or older 23 %
s B ‘2" Apartment 50%
w % o
a2 o
= 3 1l
FoZ House 50 %

0% 20% 40% 60% 80% 100 %

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 aget] 88d 23 perent
are 65 and above. Half of the respondents live in houaed half live in apartments.

9 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; I2peare 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.

9 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 centeabetween 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.

1 The Norwegian respondents consist of 51 per cent men and 49 per cent waeer 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.

I The Swedish respondents congi$60 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 centive in houses.
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Cuwstomer profiles
In the report we operate with three differertustomer profilesThese are:

T

Active customersConsumers who have signed an electricity contract during the last 12
months.

Aware customersConsumers whhave compared contracts but decidadt to switch

electricity contract during the last 12 months.

Inactivecustomers Consumers that have neither switched nor compared contracts but have
remained passive in the electricity marked during the lasmb2iths.

Figue 3: Costumer profiles.

o .

P Active customers 26%
w

1}

=

@

s Aware customers 16 %

o

| .

Q

£

2

& Inactive customers 58 %
Q

0% 20% 40% 60% 80% 100 %

26 per cent of the electricity customers have signed a contract in the past year and are considered
active customersl6 per cent have compared contracts in the past year without switchidgease
calledaware customerss8 per cent have neither switched nor compared contracts in the past year
and areinactive customers28 per cent of the inactive customers hanever signe new contract,

and 53 per cent haveever comparetheir currentcontract with other contracts.

The share oéctive customerss highest in Finland. Norway and Finland have the highest shares of
aware customersWe find the highest share ofactive customers Denmark.

T

In Denmark 16 per cent of the customers aaive 13 per cenbware and 71 per cent
inactive

In Finland 34 per cent of the customers agive 19 per cenaware and 47 per cent
inactive

In Norway 26 per cent of the customers ative 19 per cenaware; and 55 per cent
inactive

In Sweden 26 per cent of the customers aative 14 per cenaware and 60 per cent
inactive

14



Differences and Similarities between the Nordic countries

This chapter takes a closer looktla¢ Nordic electriciticustomers and their presence and
participation in the electricity market, as welb their attitudes towards thelectricity market.
Differences betweerhe four countrieswill be commented Also, mteresting and any significant
differences betweerackground variablesuch as consumer profilesex, age and type of resident,
will be commented

TheNordic/ dza G 2 YeSewde @ thedectricity market

The consumers were asked different questions about their presence in the electricity market.

Figure4: Do you use electricity to heat your homéP=-6019.

Yes 52%
No 46 %
Do not know 2%
0% 10% 20% 30% 40 % 50 % 60%

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

1 Norway stands out in particular, where 91rmeent 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.

1 Itis more common to use electric heating in houses than in apartments (62 compared to 42
per cen).

9 Electricity customers below the age of 50 use more electric heating than those abqg&

61 compared to 46 per cent)

1 Theawarecustomeraise the most electricity (59 per cent), while taetiveuse slightly less

(54 per cent) and theactivethe least (49 per cent).
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Figure5: Approximately how many kilowatthours do you use each yeakP=-6019.
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10 per centrespondthat theyuse 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 Demark 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.

T

In Norway 22 per cent use 20,000 kWh electricity orenoer year, 34 per cent use between
10,000 and 19,999 kWh, and 16 per cent use less than 10,000 kWh.

In Sweden nin@er 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 10,00pddyear.

In Finland fivgoer 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. Hereeb2@nt 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 womenrespondt R2 y 20 {(y26¢ O2YLI NBR (G2 2yfteée wmy
Those living in apartments use less electricity but also have less knowledge of their electricity
consumption than those living in houses.

Theaware customeraise the most electricity, while thieactiveelectricity customers are

most uncertain as to how much electricity they use.

16
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Figure6: How much money do you spend on electricity in total (supplier cost, grid cost and taxes) an average winter nor2 9t
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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
aLISYR fSaa GKFYy mnnd® muH LISNI OSyid NB&ALRYRSR aR2 y
1 Norwayis also the country where inhabitants spend the most on elecgrieihd 46 per cent
spend EUR IBor more in a normal winter month. In Swedéhis share is 30 per cent, in
Finland 24 per cent and in Denmark 15 per cent.
1 In Denmark 21 per cent respond ththey do not know how much they spend, in the other
countries this share is around tquer cent.
1 Those living in houses use more electricity and thus also have higher electricity bills than
those living in apartments.
1 Theaware electricity customergpendthe most money on electricityp3 per cent in this
group spend EUR 100 or more per month, compared to 44 and 41 per cent amaagjitiee
andinactivecustomers respectivelffhe inactiveelectricity customers are most uncertain as
to how much money thegpend.

I Theprice categoriesvere presented in national currency.
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TheNordic @za (0 2 YS NE Q the/ekdriciy Raket 2 T
TheNordiccustomers were asked to consider different statements concerning electricity suppliers
and switching between these.

Figure7: Do you believe the filowing statements are correct or not8hare thatbelievesthe statements are correctN=6019.
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My electricity supplier is determined by

(1)
where | live 25%

If | switch to another supplier, it can

0,
effect the number of power cuts 2%

If | switch to another supplier, my

0,
meter has to be changed > %

0% 20% 40% 60% 80% 100%

In general, there are small differences between the countries with regard to whether the inhabitants
believe the staterants are correct or incorrect.

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

9 The share varies from 87 per cent in Sweden to 94 per cent in FimtaNdrway the share
is at 93 per cenand inDenmarkat 89 per cent.

Around halfof the respndentsbelieve 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 pd).cen

1 The share thabelievesthis is correct varies from 43 per cent in Norway to 57 per cent in
Finland.

 ThesharethathadB & L2 YRSR GR2 y20 1y26¢é GFINASA FNRY H
27 per cent in Denmark, to 31 per cent in Sweden.

1 The sharehat respondsthat the assertion is incorrect, is 34 per cent in Norway, 29 per cent
in Denmak, 20 per cent in Finland and p&r cent in Sweden.

Around one in four believe that the electricity supplier is determined by where one lives. Nine per
cent statethat they do not know, while 67 per cent state that the suppliarasdetermined by
where one lives.

1 In Norway, Sweden and Denmark there are 64 per cent who know that the electricity
supplier isnot determined by where one lives. In Finlatigis 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.

1 The share varies from 75 per cent in Sweden and 78 per cent in Denm&gkpey 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 b@ncertain (18 per cent).

1 In Sweden 22 per cent are uncertain whether thember of power cuts is affected by the
electricity supplier. In Denmaythis share is 19 per cent, while it is 15 and 14 per cent in
Norway and Finland respectively.

1 The shareghat respondsthat this statement is incorrect, is 80 per cent in Norway, &6 p
cent in Finland, 72 per cent in Denmark and 66 per cent in Sweden.

i Theinactive customerare consistently more uncertain than tlaetiveand aware customers
in relation to the different statements.

I Women are also more uncertain than men.

1 Those underie age of 35 are generally less knowledgeable about differgracs of the
electricity market, and there argigher proportiors thatk Y 4 4 SNJ Ay O2 NNBOGf & 2 NJ
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.

Figure8: Name the company that operates the power lines to your horhe601%

Correct 53%
Not a grid company 35%
Do not know 12%
0% 10% 20% 30% 40 % 50 % 60 %

2 KA&d QOFINAFOES Aa oFaSR 2y (GUKS NBalLRyRSy(taQ LkRadalt O21
incorrect (e.g. if respondents have moved, etc.). Additionally, in Finland, some grid companies operate a

distribution grid onlyin 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 ltedun some false correct answers as some postal code areas

are represented in the gridompaniesoverage 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 thaictual grid company.3Bper cent have stated throng nameg
another grid company, an electricity supplier or something elseslveper centrespg R a 52 y 2
1ly200¢

1 In Norway 71 per cent name the correct company operating the powes. I6&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@dpany. 64 per cent of the
Danish customers state eithanother grid company than their own, an electricity supplier or
something else, while 21 per cent are unsure.

1 The shareamingthe 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.

1 59 and 58er cent respectively of thactiveandaware customersame the correct grid
company, while thienly applies to49 per cent of thenactive customers

Figure9: Who is the electricity supplier in your homéP6014.

An electricity supplier 84 %
Not an electricity supplier 7%
Do not know 10%
0% 20% 40 % 60 % 80 % 100 %

84 per cent state the name of an actual electricity supplieverper cent have statedomething
else than an actual electricity supplierdrid company or something els@enLJSNJ OSy i NB & LJ2 Yy F
y2i 1y26oé
1 90 per cent of the Norwegian customers naareelectricity 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 ceng}tisay do not know
their supplier of electrity.
1 The share namingcorrectelectricity supplieis highesamong the oldest customers (§ér
cent) and lowest among the youngest (75 per cent) g8 cent of the customers below the
age of 35 ay they do not know their electricity supplier
I 88 and86 per cent respectively of thactiveandaware customersame a correct electricity
supplier, while this applies 81 per cent of thenactive customers

3We cannot kow whether this is theiactualelectricity supplier or just another supplier.
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Figure10: Can you name two other electricity suppliers26019.

Two other suppliers 48 %
One other supplier 22 %
No 31%
0% 10 % 20% 30% 40 % 50 %

48 per cent state the names of two actual electricity supplievhile 22per cent statehe name of
one supplier31 per cent cannot name any other electricity suppliers.
1 In Sweden, Finland and Norway-55 per cent name two other suppliers, while only®&s
cent in Denmark do so. 55 per cent of the Danish customers cannot name any other
electricity suppliers.
1 Somewhat more men than women know two other electricity suppliers (50 and 45 per cent).
9 38 per cent of the customers aged-35 know no other suppliers, compared to 29 per cent
of those who are older.
1 63 and 55 per cent respectively of thetiveandaware customersame two other electricity
supplers, while this only applies @809 per cenbf theinactive customers

Figurell: Total knowledge of electricity suppliers. N=6019.

Can name one's own electricity supplier 21%

Can name one's own and one other

- . 19 %
electricity supplier

Can name one's own and two other

. ; 43 %
electricity suppliers

Other 17 %

0% 10% 20% 30% 40 % 50 %

21 per cent of the Nordic electricity customers only know their own supplier. 19 per cent also know
the name of one other supplier, whitetotal of 43 per cent both know their own supplier and two
more suppliergtotal knowledge of electricity suppliets)7 per cent have stated something else than
an actual electricity supplier (a grid company or something else) or that they do not know.
1 Regarding total knowledge of electricity suppliebq, per cent of both Norwegian, Finnish
and Swedish customers state the name of three actual electricity suppliers. 19 per cent of
5FyAaK Odzad2YSNE (y26 2y MR ofthéDanidfeysPmeiss 2 2 (G KS1T
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19 per cent). Also, 27 per cent of the Danish customers name other things than electricity
suppliers.

1 58and 52 per cent respectively of tlaetiveandaware customersame three electricity
suppliers, while this only applies @86 per cent of theénactive customers

Figurel2: Total knowledge of the electricity market. N=6019.

Can name grid company and one's own

- . 9%

electricity supplier

Can name grid company, one's own and
. 10 %

one other supplier
Can name grid company, one's own and 2%

two other suppliers ’

Other 51 %
0% 20% 40% 60 %

Nine per cent of the Nordic customers name ttwerect 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 compaheir electricity supplieand two
other electicity suppliers as we{total knowledgeof the electricity marke}. The category called
GhiKSNE Ay OfdzRSa GK2asS y2id ihéirdswnad/ornotGenidNtteOl St SC
correct grid companys1 per cent)
1 Regarding total knowledge dfi¢ electricity market40 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 companytheir electricity supplier and two additional suppliers. In Denmark, a
significant share (89 per cent) naswither the wrong grid company and/evrong electricity
supplier, while this applies t83-44 per cent in the other countries.
1 More men than womerknow their grid company, their electricity supplier and two other
suppliers (32 and 26 per cent respectively).
1 The share knowing both grid company and three electricity suppliers is lowest among the
youngest customers (22 per cent).
1 39 and 35 per cent reggtively of theactiveandaware customerdoth name their grid
company, their own electricity supplier and two more supgdj while this only applies @3
per cent of theinactive customers

The open answers provided for these questions may be redtkiappendix to the report.
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Electricity customers were further given different questions related to their participation in the
electricity market; including switching and comparing electricimptracts, the use of compariso
tools, as well as knowledge odntractual terms.

Signing and comparing of contracts
Figurel3: Have you ever signed a new contract with an electricity supplidr26019.

Yes 78%

No 18 %

Do not know 4%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

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

1 In Finland and Norwaghis 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.

9 The shareahat hassigned 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.

1 A lager share of men than women hagned an electricity contract (81 compared to 75 per

cent).

1 The share thahassigned a new contract is significantly higher among the aware customers

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

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.

Figurel4: When did you last sign a new contract witim electricity supplierN=4697.

During the last 12 months 33%
1-3 years ago 33%
3-5 years ago 14 %
More than 5 years ago 20%

0% 5% 10% 15% 20% 25% 30% 35%

33 per cent of those who have signed a new contract did so less than one year ago and are
consideredactive customersAn equally large share change® years ago, while 14 and 20 per cent
respectively changed-3 years ago or more than five years ago.

1 The share who signedliring the lastLl2 months is highest in Finland (39 per cent, compared
to around 2832 per centn the other countries).

1 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 Swethes share is 20 per cent, and in Denmark
and Finland 16 per cent.

1 Theinactive customerarethe least likely to sign new contractey 56 per cent there has
been more than three years since they signed a new contfeainpared to 36 per cent
among theaware).
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The electricity customers who have signed new contracts in the past three yesrsasled why
they signed a new contract.

Figue 15: Why did you sign a new electricityontract? Several answers possibl&l=3099

To save money 46 %
My previous contract expired 22%
To get better terms (other than price) 17%
Change in life situation (moving, etc) 17 %
I was approached by a salesperson 16%

| wanted a green contract (electricity from

9%
renewable energy sources)

Bad experience with my previous contract 6%
To get a local supplier 5%
Other reasons 4%

Do not know 1%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

In all of the Nordic countrieisis most common tanake the switch to save money; this applies

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

OSyid YSyidazy aid2 3SG o0SGGSNI GSN¥a o020KSNJ GKIFy LN
while 16 per cent say they were approached by a selle

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).

Fourper cent state other reasons for the contract change (see appendixpra@er cent are
uncertain.
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Figurel6: Why did you sign a new electricity contre®Top 5results by country.
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1 In Norway and Denmark more than hedspond thatthey signed a new contract to save
money (52 and 51 per cent respectively). In Finjdine share is 45 per cent, and in Sweden
39 per cent.
| After saving money, the most commonreasétny 2y 3 b 2NBF SIA | yhatgd i & dzY S N&
fAFS aAddzZ (7K 2§ EppmackpdylS NUSH S YSINE 0 H oigethidtédd OSYy G0 T
GSNX¥a 620KSNJ GKFYy LINAROSO0é¢ 6mT LISNI OSyidovo
1 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 centtin a change in life situation.
1 In Denmark 22 per cent mention thatey were approached by a seller a&tl per cent
g1 yiSR | a3 NB Sypand Digeyaentdsgedtivelywniited befter termsor
experienced a change in life situation
1 In Finland 34 per cent mention that the contract expired, 17 per cent state a change in life
situation, and 14 per cent thahey were approached by a seller.
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Consumers who are not considered todaive (switched contract in past year), were askeciy
havecomparedtheir current contract to other contracts.

Figurel7: Have you ever compared your current electricity contract to other contradis479.

Yes 55%
No 42 %
Do not know 3%
0% 10% 20% 30% 40 % 50 % 60 %

Overall, just above hatff the respondentdhiave compared their current electricity contract to other
electricity contracts (55 per cent).

1 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 Swe88rper cent haveompared
contracts.

1 The share that hasompared electricity contracts increases with age; from 50 per cent
among the youngest to 59 per cent among the oldest.

1 Ahigher share of men than women hesmpared electricity contracts.

1 Slightly more of those whiive in a house than those who live in an apartment have
compared their current contract with other contracts (58 compared to 52 per cent).

1 Allaware customerbave compared contracts. Among thractive customersnore than
half (53 per centjeport that they have never compared electricity contragts.

5 Theactive customergave switched contract in the past year and were therefore not presented with this
guestion.
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Electricity customers who have compared their own contracts with others were asked when they
most recently did this.

Figurel8: When did you last compare your current electricity contract to other contradts2482.

During the last 12 months 39 %
1-3 years ago 46 %
3-5 years ago 11%
More than 5 years ago 4%
0% 10% 20% 30% 40 % 50 %

39 per cent of those who have compared their contracts to other contrhate done this within the
past year and are considered to beare customersSomewhamore (46 per cent) carried out such
a comparison 43 years ago, while eleven per cent did sb gears ago. Onfpur per cent of those
who have compared their own contrait others did so more than five years ago.

1 In Norway and Finland 44 and 46 per cent extjvely have compared contracts in the past
12 months. In Sweden adenmarkthe share is 32 and 33 per cent respectively.

1 Ahigher share of men than women hasmpared contracts in the past 12 months.

1 Among theinactive customermost have carried out aomparison 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.

Figue 19: You have compared different offers but decided to stay in your current contrathy?Several answers possihl&l=2109.

| was satisfied with my current contract 51%

There was little or no saving from switching 43 %

It was difficult to understand the differences
between the contracts

14 %
| wanted to keep my supplier as itis a local supplier 14 %

The binding period for my current contract had not 119

expired
It was difficult to find relevant information 8%
The switching process was too complicated 6%

| was unable to switch (for example because the

supplier made it difficult) 4%

Other reason 5%

Do not know 2%

0% 10% 20% 30% 40% 50% 60%

There are mainly two reasons that stand out. The most frequently mentioned reason in all countries
Ad aL gl a alldAAFTASR gA0K Y& OdzaNNByld O2yGNI OGx¢
cent say there was little to be saved.

14 per cent say tht it was difficult to understand the differences between contracts, and 14 per cent
wanted to keep their local supplier.

Fewer say that they did newitch because thbindingperiod onthe contract had not expired (11
per cent); it was difficulto find relevant information (§er cent); the switching process wiao
complicated 6 per cent); oronewas, for various reasonsnable to switch (4er cent).

Fiveper cent state other reasons for deciding to remain in the current contract (see appendilgd, whi
two per cent areunsure.

29



Figure20: You have compared different offers but decided to stay in your current contract. Wirgg?5 esults by country.

I'was satisfied with my current —— - I'was satisfied with my current _ 26
There was little or no saving from e <0 There was little or no saving from - 33
switching I switening I
It was difficult to understand the I 15 The binding period for my current - 15
differences between the contracts . contract had not expired -
Iwanted to keep my supplier asit . 13 | wanted to keep my supplier asit . 13
is a local supplier ] is a local supplier m
It was difficult to find relevant ! ; [twas difficult to understand the .
information - differences between the - 12
contracts
I was satisfied with my current [ NG . | was satisfied with my current 16
contract I romeet
There was little or no saving from I 18 There was “ttl““: orno saving from a1
swtcing I suiching
Itwas. difficult to understand the - Iwanted to keep my supplier as it -
differences between the - 21 is a local supplier
contracts
lwanted to keep my supplier asit - 14 The binding period for my current 17
is a local supplier - contract had not expired
. . It was difficult to understand the
It was difficult to find relevant - .
. . 14 differences between the 10
information - contracts

1 In Denmark 21 per cent respond that it was difficult to understanddifferences between
the contracts. In comparison, this share is 15 per cent in Norway, 12 per cent in Sweden and
ten per cent in Finland.
1 In Denmark 14 per cent mention that it was difficult to firmlievantinformation. In Norway
and Finland this share $gven per cent, and in Sweden four per cent.
9 Danish electricity customers were also those who thought it was icarsiplicatedto switch
(9 per cent). There are fewest Norwegian customers who provide this reason (3 per cent).
1 58 and 50 per cent of the Neegian electricity customers respectively state that they were
satisfied, and that there was little to save. In comparison, this applies to 46 addl B8r
cent respectivef for the Swedish and Finnish customers
1 In Sweden and Finland 15 and 17 per aespectively 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.

Figue 21: Why have you not switched or compared contracts more oftS&veral answers possihl&l=373.

I am satisfied with my current contract 54%

There is little or no saving from switching 41%

It is difficult to understand the differences between

Q,
the contracts 25%

| want to keep my supplier as it is a local supplier 17 %
It is difficult to find relevant information 11%
The switching process is too complicated 10%

The binding period for my current contract has not

. 5%
expired 1

| do not care about my electricity contract 3%
Other reason 7%

Do not know 3%
0% 10% 20% 30% 40% 50% 60%

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

0KS NBaLRyRSyida Ay Ittt O2dzyiNASad az2NB20SNE nm L
LISNJ OSy i NBALRYR GAKSABARRASNBYOS (10820 IHRSRETTF FRE
17 per cent have not switched/compared more often because thant to keep their local supplier;

elevenper cent believe it is difficult to find relevant information.

Few have been inactive in the electriaibarket for at least three years because a switghprocess
is too complicated (1Per cent), or because they amdifferent to their contract (Per cent).

Severpercent state other reasons (see appendix), ameeé per cent are unsure.
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Figure22: Why have you not switched or compared contracts more oftdrd) Sresults by country.
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and in Denmark 51 per cent.
1 Denmark is the only country where satisfaction with the current contract is not the most

frequently mentioned reason. In Denmack it K S NB  roSavihghfrind & & ( DRI y 3 ¢
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by 61 per cent othe respondents. In Finlanthis share is 57 per cent, in Sweden 52 per cent

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

mentioned reason.

1 In Denmark, Norway and Finland,-29 per cent state that it is difficutio understand the
differences between contracts. In Swedénis share isdwer (19 per cent).

1 In Finlandthere is asignificantshare of 37 per cent who wish to keep their current supplier
because itis local. Nine, 15 and 17 per cent respectively of the DanistisGvand
Norwegian customers give the same reason for not $wiitg/comparing more often

1 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 compaoeahtracts were asked for the reasons for never

doing this.

Figure 23: Why have you never switched or compared contrac8®eral answers possihl&l=844.

I am satisfied with my current contract

It is difficult to understand the differences between
the contracts

There is little or no saving from switching

It is difficult to find relevant informationn

| want to keep my supplier as it is a local supplier

The switching process is too complicated

| do not care about my electricity contract

I did not know it was possible

The binding period for my current contract has not
expired

Other reason

Do not know
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25%
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The pattern is much the same as for those who rarely (hot in the pgsai®) 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 igttle or nothing to save by switching.

Fewer have been inactive in the electricity market because it is diffitithd relevant information
(13per cent); the switching process is too qolinated (12 per centpne wants to keeptte supplier

as this idocal (12 per cent); one do hoarel 6 2 dzi

2 v S @antraét {7 9D SeN)i dbé didanot

know switching was possible f&r cent); or thebinding period of the contract hasot expired (3per

cent).

Four per cenprovide other reasons for not sveiing or comparing contracts (seppendix), while
elevenper cent are unsure as to the reason they have remained passive.



Figure24: Why have you never switched or compared contractgip 5 results by country.
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1 In Norway satisfaction with the currentantractis mainlyemphasised (41 per cent). In
comparison, 33 per cent of the Finnish electricity customers say the same.

1 InFinland 31 per cent say that they have never switched or compared contracts because
they want to ke their local supplier. This only applies to seven per cent of the Danish
customers.

1 In Denmark 40 per cent claim to be satisfied with their current contract, and in addition 30
per cent state thathere is little to be saved, whil28 per centhink it is difficult to
understand the differencebetween contracts. In Finlartdo, there is asignificantshare
thinkingit is difficult to understand the differensebetweencontracts (31 per cent)his
reason is least common among Norwegian electricity custsng6 per cent).

1 Asignificanthumber 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

Therespondents were then given questions related to the switching process, includingittated
the signing of their current contract; how one proceeded to choose conthext one was
contacted, etc.

Figue 25: Who initiated the sgning of your current contractN=6019.

I did 63 %

Someone else in my household did 10%

The supplier or sales representatives on behalf

. 12%
of supplier

Broker (a company that with a power of
attorney from the customer signs a contract for 3%

A cooperative/union | am member of (for

the customer with a supplier)
1%

example labour union)

Other 2%

Can not remember / Do not know 9%

0% 20% 40 % 60 % 80%

Most ofthe electricity cusbtmers (63per cent) themselves initiated the signing of their current
contract, while ten per cent say it waemeone else in the household.

Twelveper cent say that it was the electricity supplier who took the initiative. It is less common that
a broker, union or other arties initiated the contract (B per cent)Nineper cent ofthe electricity
customers do nbremember who took the initiative fotheir current contract.

T

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 thatloesnot remember who dok 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 ddctiveandawarethaninactive customerthemselves took the initiative (71
75 per cent compared to 56 per cent).

A larger share of men than women sdlyat 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 agef 35, to 67 per cent among those aged 65 and above.
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Those electricity customers who responded that either themselvesmiesne else in their
household initiated the signing of their current contract, were asked how they did this.

Figue 26: How did you go about choosing electricity contracs®veral answers possihl&l=4392.

I used a comparison tool online 36%
I made an internet search, for instance Google 16%
I called one or several suppliers 14%
Other 27 %
Can not remember / Do not know 18%

0% 5% 10% 15% 20% 25% 30% 35% 40%

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), wi8eper cent do nbremember how they
initiated the contract.

9 42 per cent in Finland and 40 per cent in Sweden used comparison tools. In Dettmisark
share is only 24 per cent, while in Norwéys 36 per cent.

1 In Denmarkthe 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.

1 Around half othe activeandthe aware customersised comparison toolgsmorg the
inactivethe share is only 25 per cent.

1 Alarger 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 wee asked how thikappened.

Figue 27: How did they contact youR=915.

On the street (for example, shopping

Telephone 45%

Email 17%

10%

mall)
Mail 9%
Door sales 6%
Other 5%
Can not remember / Do not know 9%

0% 5% 10% 15% 20%25% 30% 35% 40% 45% 50%

45 per cent responded that they were contacted by telephone, 17 per cent were contactechay, E
and ten per cent were stopped on the street.

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

Fiveper cent state other forms of contact (see amgkx), whilenine per cent do noremember how
they were contacted by the electricity supplier or broker.

T

Norway stands out witfarger sharethat were contated by telephone (54 per cenaind via
door sales (11 per cent).

Sweden stands out with a larger skahat wascontacted via regular mail (15 per cent).
The share that iancertainabout how they were ontacted is greatest in Denmark (15 per
cent) and lowest in Finland (4 per cent).

52 per cent othe active customersvere contacted by telephone, compared to 42 and 41
per cent respectivelpf the awareandthe inactivecustomers.
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Those who have made a switch in the past three years were asked to consider different statements

related to theswitching process.

g2dz YIRS
SELISNRSYOS

Figue28:. ST 2 NB

YStYY nrb2 ' yR

It was easy and straightforward to sign an
electricity contract

| trusted the information and advice from
sellers

There were many different electricity
suppliers to choose from that meet my needs

There were many different
products/contracts to choose from that meet
my needs

It was easy to find trustworthy information
and necessary advice

| was well-informed

| could easily compare different electricity
contracts with each other

It was easy to understand what is included in
the price / agreement
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Most experienced to a great degree that it svaasy 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 scoresrage between 61 and 6&vith some major

differences between the countries.

1 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).

 Forthea Gl GSYSyi
myrSSRazé¢ GKS

d¢ KSNB

GSNB YIlvye
& O 2 andbaD. ItlisNB consbnies & Slofwap (69) that

RAFFSNBY (G LINEPR

experienced this to the greatest degree, followed by Denmark (66) and Sweden (63).
Consunrers in Finland experienced this to a lesser degree than the others (56).

1 The pattern igairly 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).

1 Regading how easy it was to find reliablgormation;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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soas A,

f 2A0K NBIINR (2 OGHBYBRENNSRIYUIIKE HOAMNBSE T2NI (K
quite similar and range from 59 in Denmark to 65 in Sweden.

f C2NJ GKS adl dSYSyid aL O2dzZ R SI &AfSd O®2 2 LUIKNEINE R A7
scores are fairlgimilarfor Sweden (61), Finlar(®3) and Norway (63), while Denmark is
lower with a score of 51.

1 Trustin the seller was highest in Finland, where the score is 70. The other countries are quite
close to each other, with Norway at 63, Denmatlé0 and Swedeat 59.

1 Interms of how easif 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.

1 Ingeneralthe scoresare highest among thactiveand theaware customersand lowest
among theinactive

1 The scores among men are generally higher than among women, with the exception of the
adFadSYSyild aL GONMzZGSR GKS AYTF2NXNI GAghef I YR | RO
among women.

In summary, the electricity customers who made a switch had fairlydugfidence 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 inforation.

9 Finnishelectricity customers have the greatest confidence in sellers (70), while Swedish
electricity customers have the lowest confidence (59).

1 In Norway one had the greatest confidence in that the information one found was reliable
(66), while his was lowest in Denmark (56).
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Those who haveot made a switch in at least three years were also asked to consider different
statements concerning the switching procesgiven a hypothetical switch in the future.

Figue29.L¥ &2dz Ay GKS TFdzidzNB é2dzAZ R tA1S (2 OK22aS Staydar§ideEnizanNe=NbA G & O2vy i
SELINARSYOS YR wmnnll A3K SEN&EXS40%686. 652 y2i (y26é Aa SEOfdRSR®

There will be many different electricity

. 66
suppliers to choose from that meet my needs
There will be many different contracts to Le
choose from that meet my needs
It will be easy and straightforward to sign an ds

electricity contract

| will be well-informed 59

It will be easy to find trustworthy

. . . 54
information and necessary advice
It will be easy to compare different electricity c4
contracts with each other
It will be easy to understand what is included 28

in the price / agreement

| will trust the information and advice from

44
sellers

0 10 20 30 40 50 60 70 80 S0 100

Overall, there is greatest consensus that there wilhany different electricity suppliersnd
contractsto choose from, and that it will be easy to sign a new electricity contract. The scores for
these statements are around &% of 100, when all countries are taken as one.

1 In Norway the scores for thestatements are 71, in Finland ®B, and in Sweden 667.
Denmark stands out from the other countries with somewhat lower scores, particularly with
NEIFNR G2 (GKS adlasSySyd aLd ittt oS Shaé FyR
Here the scoe is only 57. The scores for the two remaining statements are 61 and 63.
GL oAfXYDPENNSRE KIFa || a02NB 2F pp>X gKAES (GKS adt
trustworthy information and that it will be easy to compare different contracts scdrarid 53
respectively.

1 ¢KS a02NBa F2NJ KSK ETZ NOSSTRHAiGK ial fodrmidsd 068 65t ¢
However, Denmark differs with regard to the two other statements. Agreement is much
f26SNIAY 5SYYIEN] FT2N ALYF2NNVE (a8 YySIHFR §YBSOBAWI
YR aLG oAttt 0SS Slhaeg G2 O2YLINBE RAFFSNBYy(d St ¢
low as 43. In Finland tothe scores are somewhé&iwer than in Norway and Sweden. In
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Finland the scores for the twatatements 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 sellén® scores are 48 and 44
respectively. In other words, electricity customers tend to disagree with this.

9 Here too the scores in Denmark are lower than in the ott@mtries ancare as low as 39.
Scepticism towards sellers is also somewhat greater invBlpthan in Sweden and Finland,
FYR GKS &a02NB FT2NJ GKS adlFrdSYSyd aL Attt G NHzal
Norway is 42, compared to 46 in Sweden and 52 in Finland.
91 For all statements we find that theware customersre more in agreement gn the
inactive.
1 Men are generally more in agreement with the statements than women, with the exception
of trustingthe seller in the event of a change of contract.

In summary, the electricity customers who have n@de a switch havilew confidence in th
electricity marketwith scores of 44 and 54 respectively for the statements concerningitrigellers
and how easy it will beo find reliable information.

9 Danish electricity customers have the lowest confidence in both that the seller (39) and
information (43) will be reliable, if they were to switch.

1 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 iselless than others (52

Comparison tools
The respondents were also asked to consitiffierent questions orcomparison tools.

The electricity customers who has signed a contract in the past three years were asked if they had
visited anonline comparison tool.

Figure 30: When you signed/compared your current electricity contract, did you visit an online comparison t6a099.

47 per cent respond that they visited an online comparison tool when they compared or swvitch
their current electricity contract.
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