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Introduction

Background

To facilitate theimwork to develop a harmonized Nordic electricity market NordiRE@anization for
the Nordic energy regulators) needs insight into the knowledge, attitudes, and experiences of
electricity customers in the Nordaountries.Toprovide such insighthe 2022 Customer Survéias
setouta) o SELJ 2NB Odza(G2YSNBQ @OAS6a FyR SELISNASyOSa
Denmark, Finland, Norway, and Sweden, including identifying differences and similaritiegbetwe
the four countries, and lp compare the 2022 results with those of a previous customer survey,
which was conducted by Sentio Research on behalf of NordiREDES8. The resulting knowledge

will, among other thingsbe used to indicate where to put extra effort when developing the national
and Nordic retail markets and to identify differences that might provide opportunities for the
countries to learn from each other.

The study was conducted by Sentio Researchedralh of NordREG.

About the report

After the summary, main findings, and descriptions of methaudsamples, the rest of the report
consists of five individual report$he firstreport summarizes the results from the Nordic sample,
with a focus on diffeences and similarities between the four countries, while the next four are
country-specific reports that present the overall results for each countrylanll in detail athe
differences between various subgroups.

Differences between 2018 and 2022 are ggpted throughout the reports, anithe reports alsaall
highlight differences and similarities between three customer profiedivecustomersaware
customersandinactivecustomergdescribed in the presentation of the sampfmge21).

Each of the five individual reports follows the same structure as in 2pgBesence in the electricity
market ii) knowledge of the electricity markgiti) participation in the electricity markeandiv)
attitudes towards the electricity market.
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Executive summary

The results are based on a web survey among a representative sample of 6,036 electricity customers
comprising at least 1,500 respondents from each of the countries Denmark, Finland, Norway, and

Sweden. All respondents are at least 25 years old, and they all participate in the decéiomg
NBIFNRAY3I (§KSAN K2 dziTHiKi2theR@d tintethiS hriveydashaen &€ O2 y i NI O
conducted Results are compared with results from the original surwelyich was conducted in

2018.

Customer types

Twentyseven percent of the Nordic respondents have signed a new electricity contract in the past
year¢ and ae referred to asctivecustomers. 19 percent have compared contracts in the past year
without switchingg and are referred to aaware customers. Most of the respondents (54%) have
neither signed nor compared their electricity contract in the past year; these are referred to as
inactivecustomersCompared with 2018, there are slightly feweactivecustomers and slightly

more awarecusomers, whilethe share ofactivecustomers has not changed significantly.

Compared withactiveandaware customersjnactive customerbave less knowledgabout their
own electricity consumption and contractual termas well agbout the electricity marét as such.
They also pay the least attention to their electricity bill and find it the most difficult to sign an
electricity contract.

When results are broken down lage, at least half the respondents in all subgroups ardrstititive
customers.That fid, while the share of customers who aaetiveis about the same across the age
groups, the share adware customers isomewhathigher among respondentsder 50than among
older respondents

When it comes to customer typethe differences between countries are far bigger than the
differences between younger and older peopleboth 2018 and 2022, the Finns were the most
active, followed by the Norwegians, while the Swedes and the Danes were the least ictoee.
2018, moreoer, the shareof customersvho areinactivehas gone down iall countries excepfor
SwedenThe increase in activity iBghestin Norwayg and kess than half the respondents in both
Finland and Norwagre now inactivecustomerg(in 2018, thisappliedonlyto Finland.

Othe differences betweethe countries

There is considerable variation in sgported annual electricity use between the four countries.
Norwegians have the highest electricity consumption by far, whileDtees use the least electricity.

In between are the Swedes and the Finns, who report quite similar consumption levels. Moreover,
Norway is the only country where spot contracts are prevalent, and Norwegians agree the most that
it is easy to switch suppligr

In addition to having the lowest consumption, the Danish customers generally know the least about
the electricity market andheir own presence in itThe Danes also find it the most difficult to switch
supplier, and they are the least inclined to thithiey can save money by changing their electricity
contract.Moreover, considerably fewer Danes say that they hewersigned an electricity contract,
compared with the others.

Finnish customers generally have the most knowledge about the electricityematey also agree
the most that they can save money by switching consatttey have the highest trust in information
and advice from sellers, and they are the most likely to have used an online comparison tool when



they chose their current electricityontract. Compared with the other countrieg,considerably
higher shareof customers in Finland have fixed price.

Citing as a reason for signing a new contract that their previous contract expired is considerably more
common in Finland and Sweden tharDanmark and Norway. More Norwegians and Danes say they
signed a new contract because of a bad experience witlptegiouscontract, compared with the

Swedish and Finnish respondents.

Results for each country are presented in detail in the tmumtry reports.

Main dfferences between 2018 and 2022

Overall, the Nordic respondents appear to be somewhat more engaged in the electricity market than
they were four years ago. More respondents say that they have compared electricity contracts within
the past year, anthe respondentsare nowinclined to agree that they regularly compare electricity
contracts(they were inclined talisagreewith thisin 201§. The share who stayed in their current

contact after comparing contracts because there walitt no money to save by switching is a little
lower this timearound¢ and there is a small uptick to the share who stayed because their binding
period had not expired. On the other hand, the share who signed a new contract in the past three
yearsbecauseheir previous contract expired is also a bit higher in 2022.

Compared with 2018, the respondents are a little more dilyitatiented They are more inclined to

want updated information about their electricity consumption, e.g., online or iagm, higher

AKINBa gl yld AYTF2N¥YIFGA2Y FTNRY GKSANI St SOGNROAGE a
more of them used an online comparison tool/did an internet search when choosing their current

electricity contractMoreover, while both the 18- and the 2022respondents experienceanlyto

some extent that they were welhformed and that it was easy to compare contracts the last time

they signed an electricity contract, average agreement with these statements has increased slightly.

The shae of the respondents who say that they do not know their annual electricity consumption is
slightly smaller in 2022 than in 2018)d more respondents now say that they are aware of their
various contractual termd.ooking at the questions that measure kviedge of the electricity

market, however, there are some indications that the Nordic respondentteasknowledgeable

about the electricity market in 2022 than they were four years earlier.

Age differences

Agedifferencesappearthroughout the resultsYounger electricity customepgenerallyhave the least
knowledge of the electricity market and their own contractual terms, and they also find it more
difficult to sign contracts and read the least information on their bill.

Negativeexperiences and complaints

I yS¢ IRRAGAZY (2 (GKS Hnuuw OGSNERAAZ2ZY 2F (KS adnNBSe
negative experienceis the electricity market. The results show that roughly eéngen Swedish,

Norwegian, and Danish customeas\d roughly onén-twenty customers in Finland, experienced

problems with their new electricity supplier after signing their current electricity contract. Such

experiences are more common among the younger responderdaaging fromone-in-five under 35

to only onein-twenty among thosavho are 50 or older Compared with the other customer groups,

moreover, more of theware customers hae experienced problems

Overall, the most common problenggeported by roughly fouin-ten ¢ were that the price was
higher than agreed in the contract or that the contract terms did not match expectations.



Almost fourin-five respondents who experienced a problem made a complaint regarding their
problem. Complainings (also) somewhat more common among the youngest respondeatd

least common in Finlandround threein four complainers report that the problem got fixed due to
their complaint; here there are no differences of note between the countries.

The price shtk

Another addition to the questionnaire concerns teetraordinarilyhighelectricitycosts Overall, and

as of the time when the survey was fielded (May/June 2022)respondents say that the high

prices have affected their household economy to somtex Norwegian electricity customers are
most affected(though there areconsiderable regional differencespllowed by Danish customecs
while Swedish and Finnish customers repessimpact on their household economiloreover,

older customers reporthat their economy has been affected to a lower extesimpared with

younger customers, and respondents who live in houses have felt the prices more than those who
live in apartments.

In all countries, the high prices have affected the household ecoradmgspondents who have
fixed-price contracts less than those who have variablespotprice contracts. In Norway, it is those
with variable price (19% of the Norwegisgspondent$ whoreport to have been affected the most;
in the othercountries customers with a spgprice contract report the highest impadt/hen

national subgroups are compared by contract type, note thatprevalence of thelifferent contract
types varies widely between theuntries. Comparison is further complicated by the fact that the
share who do not know their contract tyeand are coded out when contract type is used as a
background variable ranges from onlyhree percent in Finland to more than ore-ten in Denmak
(12%)

The respondents broadly agree that the high electricity prices will affect their future choice of
electricity contractand those who have felt the increased prices the most also agree the most that
the prices will affect their future contract choicelloreover, theactiveandaware customers tend to
agree more strongly than thieactivecustomers. With an average score8# on a scale from @edly
disagreeto 100fully agree it is the Finnish electricity customers who agree the most strongly with
this. The score is 78 in Norway, 73 in Sweden, and 71 in Denmark.

In Finland, customers with a fixgatice contract (64% of #hFinnistrespondent$ agree the most

that the high electricity prices will affect the future choice of electricity contract, and those with
variable price (29% diie Finn3 agree the least. Norwegian customers who have a variptite

contract (19% ofhe Norwegians) also agree to a somewhat lower extent that the high prices will
affect their future choice of electricity contract, compared to those Norwegians who have adixed

a spotpricecontract. In Sweden, it is the customers who have a-gpige contract (only 4% ahe
Swedistrespondent3 who agree the most that their future choice will be affected by the high prices,
GgKAETS (GKS 5FyAakK NBadzZ Ga akK2g¢g y2 aAAIYAFAOF Y
and their level of agrement that the high prices will affect thelirehavior in the electricity market.
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Method

The study is quantitative web survey among a representative sample 38 Bdrdic electricity
customersAt least1,500 respondents from each of the countries Denmé&rkland, Norway, and
Sweden. All respondents are at least 25 years old and have said that they participate in the decision
making regarding the electricity contract in their household.

Questionnaire

The main part of the questionnaire was prepared by #eand NordREG in 2018. In 2022, the
jdzSatA2yYYyYlFIANBE 614 Y2RAFASR (G2 AyOfdzRS yS¢ ljdzSaia
the electricity marketas well adhow their economy and futureontractchoices are affected by the

new price situation. Th&nal questionnaire consisted of approximatdifyquestions regarding both

current suppliers and contracts, covering themes such as signing and comparing contracts, the use of
comparison tools, knowledge of contract terms, billing and information, anégéinowledge

about the electricity market.

The questionnaire was prepared in English by Sentio and NordREG, and it was translated into Danish,
Finnish, Norwegian and Swedish by NordREG. Both the original English questionnaire and the four
translated queonnaires are made available in the appendix.

Data collection

The survey was conducted online, among am@&uited web panel of respondents willing to
participate in various surveys. The survey invitation specified that the survey was about (the signing
of) electricity contracts, and that only those who participated in decisi@king regarding electricity

in their household were eligible to respond. In addition, there were two control questions in the
beginning of the survey, which screened out i) thede did not participate in decisiemaking

regarding electricity contracts and ii) those who reported that electricity was included in their rent or
that they did not know how they received their bill.

A pilot survey consisting of 394 respondents, apprately 100 from each country, was conducted
from 10 to 17. May 2022. After the pilot survey some mindrangesn the questionnaire were
made, mainly screening adjustments and some added categories.

The main survey wdtelded25. May¢ 20. June 2022n 2018, the survey wdielded5. ¢ 24.
September.

Smple

The sample consisted of a total of 6,036 responderdasleastl,500 from each of the four Nordic
countries (1,501 from Denmark, 1,515 from Finland, 1,501 from Norway, and 1gsd S6fveden).
All respondents were over the age of 25 and stated that they took part in the decisding
regarding the electricity contract in their household.

All four country samples were randomly drawn, and they are considered representative for Danish
Finnish, Norwegian and Swedish electricity customers over the age of 25 (with access to the
internet). As the exact population of Nordic electricity customers who participate in degisaéimg
regarding their electricity contract is unknown the dataég weighted against population numbers.



Analysis

Margin of error

The margins of erradlepend on the sample size as wadlon the response distributioihe more
heterogenous the sample, the larger the margins of error. In this survey the saonsests of 6,036
respondents, and the margins of error vary from 8,8 percentage points (10/9@istribution) to +£

1,3 percentage points (50/5@istribution). When the results are broken down by subgroups, such as
country and other background varialslethe margins of error will increase duetkte smaller sample
size. The figure below shows the margins of error given different sample sizes and difésporise
distributions.

Figurel: Margins of error.

Margin of error

10,0 -,
.2 10/90-distribution
.E = 50/50-distribution
8,0 4 1
\ —0=Total (n=6036)
62 —o— Country (n=1500)
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Averagescores

When the respondents were asked to consider different statements, their responses were given on a

five-point scale. For instance, respondents were asked to consider whether they disagree or agree

gAGK

RAFTFSNByYI

aldlGSYByaaaInNFPSE

Aol p FNEYWA @&

the results in this report, the original fiygoint scale is recoded into scores on a scale from 0 to 100

where, forna G F Yy OSZ n

amowy’ {

The results are generally interpreted according to the table below.

Average
scores

0-39

40-47

48-54

5564

65-74

7584

85-100

Aa

2F F3INBSYSyi

Interpretation

of results

- Fully or strongly disagree

- Not at all

- Mostly or broadly disagree
- Disagree

- Disagree to somextent

- Neither agree nor disagree
- No clear direction

- Split/divided

- Somewhat agree

- Tend to agree

- Agree to some extent
Scores under 70:

- Moderate agreement

- Moderate extent

Scores of 70 or higher:

- Fair amount of agreement
- Fairly highextent

- Mostly, broadly or generally agre
- High extent

- Strongly or overwhelmingly agret
- Very high extent

Significance tests
Whenever possible, the results from 2022 are compared with the results from 2018. Statistically
significant differences between 2018 and 2022 are commenteith the report.Interesting and
significantdifferences between subgroups such as customer profiles, age, and residence type are
alsoaddressedn the report.
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Main findings
Customerprofiles
1 Twentyseven percent of the respondents have signed a contract in the past year and are
consideredactivecustomers.
1 Nineteen percent have compared contracts in the past year without switching; they are what
we callaware customers.
9 Fifty-four percent have neither switched nor compared contracts in the past year and are
considerednactivecustomers.
1 Theshares ofctiveandaware customers are highest in Finland and Norway. The share of
inactivecustomerss highesin Sweden andenmark.

Presenein the electricity market

9 Fourin-ten Nordicrespondentsuse less than 10,000 kWh per year (39%). More thanione
four do not know their own annual electricity consumption (27%).

1 TheNorwegians havehe highest electricity consumption by far, while the Danes use the
least electricity. Sweden and Finland haireiar consumption patterns.

1 Fourin-ten Nordicrespondentshave a fixeeprice contractone-in-three have a variable
price contract, and almost ori@-five have a spot contract (18%). Seven percent do not
know their contract typé-

0 Spotcontracts are only common in Norway (54%). The share8gdrcent in the other
countries.

0 Fixedprice contracts are most common in Finland (64%) and Denmark (41%), while
variable price is most common in Sweden (46%).

Knowledge of the electricity market

1 Ninety percentof the respondentddentify it as correct that they can choose their own
supplier. The share ranges from 86 percent in Sweden to 94 percent in Finland (89% in
Norway and 90% in Denmark).

1 Fifty-two percent sg that if they switch to another qoplier, the new supplier will be in
charge of reading the meter, and 30 percaa/that their electricity supplier is determined
by where they live. Onin-ten believe that a change of electricity supplier can affect the
number of power cuts (11%), whitme-in-five are unsure about this (20%).

o0 The latterstatementis identifiedasincorrectby 74 percent in Finland, 71 percent in
Norway and Denmark, and 60 percent in Sweden.

1 Twentyone percent of the Nordicespondentknow only the name of their owalectricity
supplier. 16 percent also know the name of one other supplier, while 44 percent know both
their own supplier andwo other suppliers.

o Fifty-five percent of the Finnish customers and 52 percent of the Swedisbroass
can name three different electricity suppliers. In Norway, that share is 44 percent,
while only 23 percent of the Danish customars able to name three electricity
suppliers.

1 Seven percent of the Nordiespondentscorrectly name th& grid compar andone
electricity supplier, and 7 percent name their grid company &valelectricity suppliers. 27

! Note that as this is setbported information it may diverge considerably from information about contract
types gathered by other means.
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percent know both their grid company, their own electricity supplier, twal other
electricity suppliers.
o Fortyfive percent of the Swedish customess)d 40 percent of the Finns, correctly
name their grid company and three electricity suppliers. The same goes for 21
percent of the Norwegiang and only four percent of the Danes.

1 Theinactivecustomersare consistently more unsure than tlaetiveandaware customers
andknowledge about the different aspects of the electricity marfgenerally increases with
age Moreover, (the minority ofyespondentswith a spot contract tend to be more
knowledgeable than thoseith other contracttypes

Participation in the electricity market
Signing and comparing contracts

1 Seventynine percent of the Nordirespondentshave(ever) signed a contract with an
electricity supplier. 17 percent have not done so, and four percent are unsure.

o0 The share is highest in Finland (88%) and lowest in Denmark (63%). 85 percent of the
Norwegian respondents, and 81 percent of the Swedes, have samnetéctricity
contract.

9 The Finnish and Norwegian respondents have the most recent corgigrting experiences:

The share who signed during tpast 12 months is 40 percent in Finland and 37 percent in
Norway. 32 percent of the Danish customers, and-qoarter of the Swedish customers
(25%), signed a new electricity contract in the past year.

1 Forty-four percent say that they signed a new contract to save momexenty-six percent
signed a new contract because their previous contract expired, and t@mesigneddue to
a change in their life situation.

0 There is considerable variation in the share of customers who signed a new contract
because their previous contract expiredrom 43 percent in Finland and 36 percent
in Swederto 10 percent in Denmaré&nd nine percent in Norway.

91 Fourteen percent of the Norwegians signhed a new contract because of a bad experience with
their previous contract. This shaigll percent in Denmark and only five percent in
Sweden and Finland.

1 Fifty-five percent ofcustomerswho havenot signed a new contract in the past 12 months
haveat some pointtompared their current electricity contract to other contracts, while 42
percent have never done so. Three percent are unsure.

0 The share of resporahts who have compared contracts is highest in Finland (65%)
and lowest in Denmark (42%). In both Norway and Sweden, 57 percent have
compared their current electricity contract to other contracts.

1 Forty-eight percent of those who comparegbut did not swith, decided to stay in their
current contract because they were satisfiith the contract 37 percent decided to stay
because there was little or no money to save by switching.

9 The largest share of respondents in all four countries decidéeeptheir current contract
because they were satisfied with it (@31%)

0 Theshareincreases with age

f G¢CKSNBE gla ftAGOES 2N y2 anogddoyirdon andlirin aliféuk G OK A y :
countries.
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0 More respondents in Norway (45%) and Denmark (43%) say that there was little or
no money to save from switching, compared to Finnish and Swedish respisnd
(31% and 30%, respectively).

1 The largest share of those who haveverswitched or compared contracts also say that this
is because they are satisfied with their current contract. The secoost common reason is
that it is difficult to understand theifferences between the contracts. In Norway, this is tied
with the share who say that there is little or no saving from switching.

Thecontractsigningprocess

Approximately twethirds of the Nordigespondentdnitiated the signing of their current contract
themselves, while 12 percent say that the signing was initiated by someone elsérihdhsehold.
10 percent say that the signing was initiated by the supplier or its sales representatives.

9 The share whoseontract was initiated by the suppligor its sales representativeis highest
in Finland (12%), and lowest in Sweden (8%).

9 The share who initiated their current contract themselves is highest amongdiiee
customers 77 percent, compared to 70 penseamong theawareand 59 percent among the
inactivecustomerslnactivecustomers are the most unsure (11%, comparedqp%)

1 Younger respondents are less likely than older ones to have initiated the signing themselves.

1 Thirty-seven percent ofhosewhose current contract was initiated kthe respondenbor by
someone in their householdsed a comparison tool online when choosihg electricity
contract. 23 percendid an internet search, 15 percent called one or several suppliers, and
13 percent followedh recommendation.

o Fortyseven percent in Finland, 39 percent in Sweden, and 35 percent in Norway
used an online comparison tool. In Denmark, only 22 perdiht

0 Theawareandactivecustomers used online comparison tools and internet searches
to alargerextent than theinactivecustomersdid.

1 On averagethe Nordic respondentexperienced to a high extent that it was easy and
straightforward to sign their current electricity contra@verage score 78 out of 100). They
experienced to a moderate extent that they were wiallormed (66) and to some extent that
they trusted the information and advice from sell¢égl)and thatit was easy to find
trustworthy information and necessary ade (64); among other things.

0 ¢KS 51 YyAaAK NBaLRYRSy(ayadoydScREparedSvtld ¥ 2 NJ a L
respondentdrom other countries (8¢69).

o Trustin information and advice from the sellers was highest in Finland, with a score
of 70, and lowesin Denmark, at 58. The score was 64 in Norway and 61 in Sweden.

0 Ingeneral, scores are higher among #wiveandaware customers than among the
inactivecustomers.

Comparison tools
1 Fifty-one percent of the Nordiespondentsvho signed a newlectricity contract in the past
three years visited an online comparison tool when they signed their current contract.
Compared with 2018, this iséncrease of four percentage points.
o Small majorities in both Sweden (55%), Finland (54f4) Norway (51%say that
they visited an online comparison tool, compared to almost fiodien respondents
in Denmark (38%).
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0 Awarecustomers used online comparison tools the most (68%) i@active
customers, the least (39%lhe use of comparison tools decreases Isiig with age
(from 56%among respondentander 35 to 47% of the 66r-older).
1 Thirty-five percent of the Nordicespondentsvho hadnot signed a new contract in the last
three years say that theynow ofan online comparison tool.
o This s true of considably fewer Danish respondents (21%), compared with
respondents from Sweden (46%), Norway (40%), and Finland (38%).

Contract terms
f Threein-four Nordicrespondentd NB | ¢ NB 2F GKSANJ O2y (NI Ol Q&
sevenin-ten are aware oivhether the price can change during the contract term (71%). 67
LISNOSY (G INB gl NBE 2F GKSANI O2y (N} OlQa y20A0S
effective unit rate. Slightly more thaone-half are aware of the consequence of terminating
the contractbefore the binding period expires (54%) and whether the contract is green
(53%).
0 The Danish customers are generally the least aware of their contractual terms.
0 Awareandactivecustomers are generally more familiar with the different terms of
their contractthaninactivecustomersare.
o Those with the highest annual electricity consumption (more than 20,000 kWh) tend
to be a little more awaref their contract termsthan others.

Negative experiences and complaints
1 Tenpercent ofthe respondents who &ve (ever) signed an electricity contract experienced
problems with their new supplier after signing theirrrentcontract.

1 Twelve percent of the Norwegian respondents, 11 percent of the Swedish and Danish
respondents, and only six percent of the Finmisspondents experienced problems after
signing their current contract.

1 Twentytwo percent of respondents under 35 years old and 12 percent of those aged 35
49 experienced problems, compared with only five percent @686/earolds and four
percent of thog who are 65 years old or older.

9 Seventyseven percent of the respondents who experienced problems with their new
contract made a complaint regarding their problem.
0 Threein-four say that the problem got fixed due to their complaint (75%)
0 Younger respondets were more satisfied with the outcome of their complaint,
compared with older respondentthg average score ranges from 63 to 48).
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Attitudes towards the electricity market

1 The Nordigespondentsagree to a moderate extent that it is easy to swistippliers
(average score 73) andat they can save money by switching conts@7). They also agree
somewhat that it is important to have a green electricity contract (8@)ile they are split on
whether they regularly compare contracts (52).

T ¢KS a02NB F2NJ GLOSEAA ASIKAEKBA Ga dNVi OR NBdzBILIO ¥ NI
(68). In Finland, the score is &hd inDenmark71.5 Sy YI N] KIF & (KS t2¢Sai
save money by switchinelectricity contraci€  6cpnpared to68 in Norway, 69 in Sweden,
and 73 in Finland)On the other hangDanishcustomers care the most about having a green
contract (@, compared to 5&9 amongthe others).

1 Younger respondents generally agree moret thay can save money by switching ca@uts
and that it is important to have a green electricity contract.

Billing and information

1 Eightyfour percent of the Nordicespondentgeceive their bill electronically, while 15
percent get a paper bill.

0 The share of customers who (still) receive theislifi paper is highest in Finland
(28%), and lowest in Norway and Denmar&%). In Sweden, the share is 18
percent.

f  Finnish and Navegian customers were presented with the statemaint,. & 2 dzf R LINB F S NJ
all my electricity costs on one bill instead of two separate bills from the supplier and the grid
O2YLIl yéé¢s yR (KSe& SELINB&ASR I KA3IK SEGSYd 2

0 The Norwegins agreed somewhat more strongly than the Finns: Average scores
were 82 and 76, respectively.

1 When asked about billing and information, tNerdicrespondentsexpress a fair amount of
agreement that they would like to be better informed about the priceyttpay for electricity,
that their bill is easy to understand, and that they want to get updated informadimout
their own consumption, e.g., online or in an app (average scores from 71 to 66).

o Daneglearlyagreethe leastthat their bill is simple andasy to understand (55,
compared with 67 in Sweden, 70 in Norway, and 74 in Finjavidle Danishand
Norwegiancustomers agree the most that they would like to be better informed
about their electricity pric€73 in Denmark, 70 in Norway, 673weden, and 63 in
Finland.

1 Younger respondents agree more that they would like to be better informed about the price
they pay for electricity.

9 Eightyone percent say that they read the information presented on their electricity bill.

o In Finland and Noray, 86 percent read their electricity bill. The share is somewhat
lower in Sweden (78%) and in Denmark (74%).

0 Larger shares of theware (90%) andhctivecustomerg89%)read their electricity
bill, compared wittthe inactivecustomers (74%).

0 The sharéncreasessomewhatwith age,rangingfrom 77 percent of respondents
under 35 to 86 percent of respondenigho are65 or older.

1 As for what customers read on their bill, 96 percent look at the total amthey are due 90
percent look at the specification of their electricity consumption, and 85 percent look at the
specification of the different price elements of their bill. 69 percent look at their estimated
yearly consumption and/or their historical consumption, &idpercent look for
notifications of changes that affect the price. Betwetiand 32 percent look at the date
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when their contract expires, information about how the electricity is produced, and
information about where to turn for advice, dispute resolutjmr complaints.

1 Compared with the othes, Norwegiarrespondentsare more interested in their historical
consumption (79%, comparéd 62cc y:'> 0 ® a2 NB CAYYAAaK NBaLRYyRSyl:
expiration date (49%, compared 83¢43%), and Swedishespondentsarethe mostinclined
to look at information about how their electricity is produced (41%, compare2V¢d7%).

1 In generalactiveandaware customergpaymore attention to their electricity bill than
inactivecustomersdo.

1 The $iaredecreases with agehen it comes to information abowvhereto turn for
independent user advice, dispute resolution, or with complaiftsr all othertems of
informationreadership shargincrease with age.

Preferred information channels

1 Fifty-eightpercent of theNordic respondentprefer to get information from their electricity
supplier via email, and 35 percent want information to be delivered onattached tq their
OAff®d® oH LISNOSYy(d LINBTFSNI daé Ldnchsréeatwany (G KSA NJ 2
information in an app mvided by their supplier, and 13 percent prefer a separate letter
and/or want information by SMS. Only three percent would prefer to get information from
their electricity supplier on a display in their house.

1 Email is preferred by a majority of the resmtents in all the countries: 52 percent in
Sweden, 59 percent in both Denmark and Norway, and 63 percent in Finland.

1 Twenty-one percent of the Finnish customers want information in a separate letter. This is
preferred by 15 percent of the Swedes, and adyen percent of the Norwegian and Danish
customers.

T / 2y@SNEStfes (GKS akKFENB gK2 gFyd AYF2NNIGAZ2Y |
lower in Finland (25%) than in the other three countries;GE3%).

1 More Norwegian customers want information in app provided by their supplier (30%),
especially compared with the Swedish (17%) and Finnish (15%) customers. In Denmark, 23
percent would prefer an app.

9 Customers with a paper bill are more inclined to want informationasrattached tq their
bill (47% compared with 32% of customers with an electronic bill) or in a separate letter
(30%, compared with 10%). They are less inclined to want informationnaeil€43% to
CM203Y dGae LI 3ISaé¢ o6Hw: (2 om:0 2N Fy FLIL) 6 mMm:

1 Inactivecustomers are less intested in getting information in an app (16%), compared to
activeandawarecustomers (2628%).

Reactions to high electricity prices

1 In MayJune2022, when the survey was fieldatie Nordicrespondentshad to some extent
experienced that the high electitg prices affected their household economy (average score
55).Norwegian (62) and Danish (58) customers reported more impact than the Swedish (50)
and Finnish (49) customedsd.

o Older customers were less affected than younger customers, and those wha liv
an apartment were less affected théimosewho live in a house.

1 The respondents expressed a high level of agreement that the high electricity prices will
affect their future choice of electricity contract (average score 76). This score is highest in
Finland (83). In Norway, the score is 78, while it is lower in Sweden (73) and in Denmark (71).

0 Thescoreincreases wittannual kWh use.
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Notable differences between 2018 and 2022

Customer types
1 Compared with 2018, th2022sample has fewenactivecustomers (decrease from 58% to

54%) and moraware customers (increase from 16% to 19%).

1 The share of customers who have beépactivein the past year has gone down in Norway,
Finland, and Denmarkbut not in Sweden (60% 028 and 63% in 2022)he reduction is
biggest in Norway, where55 percentwereinactivecustomersn 2018 and 46 percentvere
inactivecustomersn 2022

Electricity use
1 The share of the respondents who say that they do not know their annual electricity
consumption is slightly smaller in 20227 %)than in 201830%) The share who use less
than 5,000 kWiper yearhas increased correspondingly (from 19% to 22%).

Signing and comparing contracts

9 The share ofespondents signing new contract in the pashree years whadid sobecause
their previous contract expirebas increaseérom 22 percenin 2018to 26 percentn 2022
Converselyfewer signed because they were approached by a salesperson (down from 16%
in 2018to 11%in 2022).

1 Respondents whbavenot signed a new contract in the past year were asked if they have
ever compared their current contract to other contractsvith a followup question orwhen
they lastdid this. Compared with 2018nore respondenthiadcompared contracts during
the past 12 months (up from 39% in 2018 to 47% in 2022), while significantly fewer
compared contractd¢3 years ago (down from 46% to 38%).

1 Among those who compared their contract, but did not switch contracts, the share who
stayed in their currentcontractbecause there was little or no money to save by switching is
five percentage points lower in 20Z37%)thanit wasin 2018 §2%) There is an increase of
four percentage points in the share who stayed because their bindiriggpbbad not expired
(15%; up from 11%).

T LY HnmyXZ GKS b2NRAO NBAaLRYyRSyGa Yz2ail
St SOGNROAGE O2yiGNY Ollaeg oF SNF3IS a0O2NB n
In 2022, they are about evenly gglaverage score 52).

1 While both the 2018and the 2022Zrespondents experiencettd someextent that they were
well-informed and that it was easy to compare contracts the last time they signed an
electricity contract, average scoréw the statementshaveincreasedslightly. From 63 to 66
F2N) AOLAGRFRNFSRE YR FTNRY cm (2 co F2N aL O2 dz
O2yGNY Olla sAGK SIFOK 20KSNE®

1 When choosing their current electricity contract, more respondents did an internet search in
2022 @3% up from 16% in 2018).

Gfe RAAl 3T
c 2y I

Knowledgeof the electricity market
1 While results are broadly similar in 2018 and 2022, there are some indications that the
respondentsare lessknowledgeable about the electricity market in 2022 than they were four
yearsearlier. For example:
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0 While most respondents know that they can choose their electricity supptier,
share who believe that their supplier is determined by where they live is five
percentage points higher in 2022 than in 2018 (increase from 25% to 30&¥hare
is highest in Norway (41%) and lowest in Finland (20%).

o In 2022, 4%ercent of the Nordicespondentknow the name of their grid company.
Thisshare has decreasday eight percentage points (53% in 20%8).

o Compared with 2018, a somewhat lower shaoeildname an actual electricity
supplier when asked to nantheir ownsupplier (81%down from 84%), and a
somewhat higher share say that they do not know the name of their own electricity
supplier (14%up from 10%).

Awareness of contractual terms
1 Compared with 2018, significantly more respondents say in 2022 that they are aware of their

O2y NI OlQa 60AYRAY3I YR y20A0S LISNA2RAY gKSOHK:

term, the consequence if they terminatee contract before the binding period expires, and
whether the contract is green (differences af/3percentage points)

1 When asked what information they look at on their electricity bill, there is a seoént
increase in the share who look at thate when their contract expires (from 34% to 41%).

Billing and information
1 In 2018, 23 percent of the Nordic respondents ree€li their electricity bill as a paper invoice
by mail. This share is down to 15 percent in 2022.
1 Respondenthave become a little more enthusiastic about access to updated consumption

information:TKS &G+ GSYSyd aL g62dzZ R f A {tBycénBumatibni dzLIR I
0SPIAPY 2yEAYS 2NIAY |y FLILIWE a02NBa ardayirTaiaol

Preferred information channels
1 On the question of how the respondents would prefer to get information from their
electricity supplier, the largest chge from 2018 to 2022 is for thaptiond Ay |y | LJLIJ
LINE A RS R 0 & which is aipdzind peraeStage poinffsom 12 percent in 2018 to

21percentin2022 ¢ KSNB Aa | farl BEadyPNBYaSadaRNI & § A3
28% to 32%), while sines havedecreasedF 2 NJ G KS 2 LJiA2ya aaAom2 NI G4 |

40%to35%)and Ay | &SLI NI GS €t SGGSNE OFNRBY mMT1: (2

2 Note that many grid companies have changed their name in recent.years
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Presentation of thesamples

The chaptedescribesthe compositiorof the sampleas regardgender, age, and residence type
brief description of the 2018ampleis also included

Figure2: Composition of the sample as regards gender, age, and residence.type

Gender
Other 0%
Under 35 20 %
35-49 29 %
Age
(n=6035) 50-64 28 %
65 or older 23 %

Type of  Apartment 55 %
residence

(n=6036) House

45 %

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

Fifty percent of the Nordic respondents are women, and 50 percent are meper2ént are
between the ages of 25 and 329 percent, between the ages of 35 and 28 percent are aged 50
64; and 23 percent are 65 or older. 55 percent of the respondents liaa apartment, and 45
percentlive inahouse.

9 The Danish respondents ab@ percent women and 50 percent mel¥ percent are 34 years
old or younger; 29 percent, 889;31percent, 5@64; and 2 percent, 65 or older41
percent live in an apartment, and®%®ercent live in a house.

9 The Finnish respondents are 50 percent womed & percent men. 20 percent are 34 years
old or younger; 8 percent, 3549; 27 percent, 5@64; and 5 percent, 65 or older70
percent live in an apartment, argD percent live in a house.

9 The Norwegian respondents are 50 percent women andeésfent men. 2 percent are 34
years old or youngeB2 percent, 3549; 28 percent, 5§64; and @ percent, 65 or older49
percent live in an apartment, arfil percent live in a house.

1 The Swedish respondents are 50 percent women4@gercent men? 21 percent are 34
years old or younger; 29 percent,@®; 27 percent, 5@64; and 23 percent, 65 or older85
percent live in an apartment, an@®4ercent live in a house.

In the 2018 samplel7 percentwere underthe age of 35; 30 percenibetween the ages of 35 and
49; 29 percent50c64; and 23 percenb5 or older. 50 percent of theespondentdived in a house,
and 2 percentlivedin an apartment.

1 In 2018, the Danish sample consisted 0f&rcent men and0 percent women. 17 percent
of the Danish respondents were under 35; 28 percent, 4% 32 percent, 5§64; and 23

3 This is de to rounding: One responderggisteredi K SA NJ 3 Sy Rc¢Gamdthe sample2cdankisisNg
49,44% men and0,49% women

20



percent, 65 or older. Just like in 2022 -sixen lived n ahouse, while four in ten lived ian
apartment.

1 In 2018, the Finnish samptensisted of 51 percent men and 49 percent womEnh percent
were under 35; 28 percent, 889; 32 percent, 5§64; and 23 percent, 65 or older. 65
percent lived in an apartment, and 35 percent lived in a house.

1 In 2018, the Norwegiawere also 51 percent enand49 percent women. 16 percent were
under 35; 35 percent, 389;27 percent, 5Q64; and 21 percent, 65 or older. $ixten lived
in a house, and fotin-ten, in an apartment.

1 In 2018, the Swedish respondents were 50 percent men; 50 percent womeerdént
were under 35; 30 percent, 889;26 percent, 5Q64; and 25 percent, 65 or older. 55
percent lived imnapartment, while 45 percent lived mhouse.

Customer profiles
In the report, we operate with three differerustomer profilesThese are:

1 Adive customers: Respondents who have signed an electricity contract during the last 12
months.

1 Awarecustomers: Respondents who have compared contracts but decided not to switch
electricity contract during the last 12 months.

1 Inactivecustomers: Respondesitvho have neither switched nor compared contracts during
the last 12 months.

Figure3: Customer profiles.

27 %
rcive NN
26 %
I o -
Aware S B 2022 (n=6036)
16[% 2018 (n=6019)
nactive MR, 54 o
58 %
0% 20 % 40 % 60 %

Twentyseven percent of the respondents have signed a contract in the past year and are considered
active customersl9 percent have compared contracts in the past year without switahangd are

what we callaware customersb4 percent have neither swhed nor compared contracts in the past
year and arénactive customer27 per cent of thénactivecustomers havaever signe new

contract, and 56 percent haveever comparedheir current contract with other contracts.

Compared with 2018, the overall Nordic sample comprises significantly ama@ee customers
(increase from 16% to 19%) and significantly feiwactivecustomers (decrease from 58% to 54%).
The share ofictivecustomers has not changed significantly-&2@4.
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The shares ddctiveandawarecustomers are highest in Finland and Norway. The shareofive
customerss highesin Sweden andenmark. This was also the case in 2018.

1 In Denmark, 20 percent of the customers ative 15 percent areaware, and & percent

areinactive
1 In Finland, 35 percent of the customers ative 22 percent areaware, and 43 percent are
inactive
1 In Norway, 32 percent of the customers aetive, 23 percent araware, and 46 percent are
inactive
1 In Sweden20percentof the customers aractive 17 percent areaware, and63 percent are
inactive
Contract types

¢CKAA (GAYSST 6S faz2 2LISNIGS 6A0GK GKS oF O13aINRdzyR ¢
asked about their current type of electricity contragcand te different options were defined as
follows:

1 Fixed price (a fixed price per kWh during the entire contract period).

1 \Variable price (a set price per kWh that follows the electricity market and may be changed
every 14 days (Norway) or evanonth (Sweden/Finland).

9 Spot price/hour spot (the price per kWh follows the market price).

Respondents could also say that theywhanother type of contract or that they do not know their
contract type.Very fewrespondents have other contract typethesehave beerexcluded from
further analysis.

Respondentswhosaid d¢R2 y2i 1Yy26¢ | bdbtradttfpd Backr@umiS&iabedzi 2 F
Thisis necessaryor meaningfulanalysis becausespondents who do not knoare anentirely

unknown groupbut it does, in some casesieanthat a significant number of respondents are

exclued. Thisalso further omplicatescomparisorbetweencountries¢ which isalready complicated

by thewidely diffelent distributionof contract typesn the four marketsg asthed R2 y @4 1y 2
shareranges from only three percent in Finland to more than-iméen in Denmark (12%)

For an overview of thprevalence ofhe different contract typesamong respondents the different
countriesd SS a¢KS b2NRAO NBALRYRSYyGaQ LINBaAaSYyOS Ay GKE

4 Sweden 2018: 26 percenttive 14 percentaware 60 perceninactive Norway 2018: 26 percemtctive 19

percentaware; 55 perceninactive Finland 2018: 34 percenttive 19 percentaware 47 perceninactive

Denmark 2018: 16 perceattive 13 percenfaware; 71 perceninactive

5¢KS SELX IylFi2NE GSEG& Fo2dzi GKS (S MylanguegdsS & O NA | o f

b2N¥SIAAlLY NBalLRyRSyida ¢gSNB (2fR GKIFG AG A& I aaSid LINJ
SOSNE wmn RlI&a¢ o6Fa 2F mM® b2@SYOGSNI HAHHE GKS AyidSNDI ¢
kWhischangeddS | Y2y 4K FyR A& oFaSR 2y G(KS | @SNr3IS aLkRia L
aSttSNIYFe OKIFIy3aS G4KS LINAOS o6& 3IAQAYy3a y2G4A0S G fSthai

guestionnaire did not provide definitions of the contragpes.
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Differences andimilarities between the Nordicountries

This chapter takes a closer look at the Norégpondentsand their presence and participation in the
electricity marketas well as their attitudes towards the electricity market. Differences between the
four countriesareaddressed, aareinteresting and significant differences betwesmbgroups; such
as customer profiles, age, and residence type. When possible, the raseittsmpared withthe

2018 results.

Note that some results are presented agerage scoresather than as percentages. This is done
when respondents were asked to respond ofiva-point scaleg for example, fronil = Fully disagree

) Q<

to5=Fullyagree ¢ KS NBaLIRyaS @I fdSa KIFIFS 06SSy NBO2RSR
GFdzt £t & F3AINBSE Aa asSid G2 mnn 6A0GK GKS 20GKSNI OF
2F GKS NBXO2RSR NBalkyaSa Aa (GKSy LINBaSyaSR Fa

An overview of how these scores are interpreted is available imibihods section of the report

The Nordigespondent® LINS &4 Sy OS A drketi KS Sf SOGNROA
Therespondentsvere asked different questions about their presence in the Nordic electricity
market.

Figure4: Approximately how many kilowatthours do you use each year?
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Do not know 30%
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Eight percent of the respondents report thiditey use 20,000 kWh or more per year, 26 percent use
between 10,000 and 19,999 kWh, and 39 percent use less than 10,000 kWh per year.

1 Norwegians have the highest electricity consumption by far, while the Danes use the least
electricity. Sweden and Finlamdve similar consumption patterns.

1 Only12 percent of the Norwegian respondents use less than 5,000 kWh pec geanpared
with 31 percent in Sweden, 34 percent in Finland, and 45 percent in Der{thade are
shares of respondents wHamowtheir annualkWh use)

Twentysevenpercent¢ more than onein-four ¢ respond that theydo not knowhow much
electricity they use in a year. Compared with 2018, there is a small decrease in thevkloade not
know (from 30% in 2018 to 27% in 2022), while the share meport usingless than 5,000 kWper
yearhas increaseéquivalently(from 19% in 208 to 22% in 2022).
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1 Twentyfour percent in Norway, 25 percent in Finland, 27 percent in Sweden, and 31 percent
in Denmarkdo not knowhow much electricity they consumie a year

Aquestionabout currentcontracttype was addedo the questionnairén 2022°

Figure5: What kind of electricity contract do you have today?
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Variable price
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Other I 1%
Do not know - 7 %
0% 20 % 40 % 60 %

Forty-one percent of the Nordicespondentssay that theyhave fixedprice contractg41%) while 33
percent have variable price. 18 percent havetspantracts, one percent have some other type of
contract, and seven percent do not know their contract type

9 Fixedprice contracts are most common in Finland (64%), and least common in Norway
(19%). 41 percent of the customers in both Sweden@admark have fixegrice.

9 Variable price is the most common contract type in Sweden (46%), while it is the second
most common contract type in Denmark (38%). 29 percent of the Finnish custamer$9
percent of the Norwegian$iave variableprice contrats.

1 Norway stands out as the only country where spot contracts are widely used. More than half
of the Norwegian customers have spot price (54%), compared with @8lydrcent in the
other countries.

1 In Denmark, 12 percent do not know their contract typeompared to Gercentin Sweden
and Norwayand 3percentin Finland.

9 Variableprice contracts arslightlymore common amonghe younger respondentsThe
share ranges from 3fercentamongrespondentsvho are under 35 to 3Percentof those
who are 65 or older.

1 A higher share ahe activecustomers have fixegrice contract{51%) comparedwith the
aware (40%) andnactivecustomerg37%)

¢ KS aSO0Az2y @222pyolided nidie infbrinatiénzabout ¢his question.
" Note thatasthis is seHlreported informationit may diverge considerably fromformationabout contract
types gathered byother means
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The Nordigespondenda Q (y2¢f SR3IS 2F (GKS St SOUNRO!
The respondents were asked ¢onsider different statements concerning electricity suppliers and
the process of switching supplger

Figure6: Do you believe the following statements are correct or not? Shares who believe that the statementsarect

As a customer | can choose my own electricity _ 90 %

supplier 91 %
If | switch to another supplier, the new _ 52 %
supplier will be in charge of meter reading 49 %
My electricity supplier is determined by B o B 2022 (n=6036)
where | live 25 % 2018 (n=6019)

If | switch to another supplier, it can - 1%
affect the number of power cuts 9%

If | switch to another supplier, my meter has . 6 %
to be changed 5%

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

Ninein-ten respondentgdentify it as correct that they can choose their own electricity supplier
(90%). Roughly half believe that if they switch to another supplier, the new supplier will be in charge
of meter reading (52%), and three-ten believe thatheir electricity supplier is determined by

where they live (30%]J-inally, me-in-ten believe that switching suppliecan affect the number of

power cuts (11%)while six percent think that if they switch supp8getheir meter has to be changed.

Compaed with 2018there is aincrease of five percentage pointsthe share othe Nordic

respondens who believe that theielectricitysupplier is determined by where they live (25% in 2018

and 30% in 2022and a sevespoint decreasen the share who sayhat this isincorrect(67% in 2018

and 60% in 2022). There is also a{paint increase in the share who believe that switching supglier

can affect the number of power cuts, from 9 percent to 11 percent, while the share who believe this

to beincorrectis five percentage points lower in 2022 than in 206®46and 74% respectively. For

GKS adlidSYSyd aLT L asgAliOK (2 I y20KSNJ adzJLX A SNE
the share who say that this is correct has gone up frompet8entto 52 percert. Onequarter are

unsure (25%).

1 The sharef respondentavho believe that their electricity supplier is determined by where
they live is highest in Norway (41%) and lowest in Finland (20%)veden and Denmarg1
and 27 percent, repectively, believe this.

o Finland also has the highest share of respondents to identify thiscasrect(74%,
compared to 58 in Norway57% in Sweden, and 61% in Denmarindthe lowest
AKI NB 27F Gdvdwery B%conipafet €0812%in the other countries.

1 Around onehalf of the Nordiadespondentdbelieve that in the event of a change of supplier,
the new supplier will be responsible for reading the metehjle one-in-four are unsure.

0 The sharef respondentavho believe this to be correct is highest in Finland (57%)
and lowest in Swedef#9%). In Denmark and Norway, 51 and 52 percent
respectivelypelieve that the new supplier will be in charge of meter reading.

0 More Swedish respondentmswer,d R2 y 20 (y26¢ 600202 O02YLI I
respondents in the other Nordic countries 1p:’z 0 ® ¢ X8  PsifaPedsé
lowest in Finland (21%).
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1 The sharef respondentsvho know that they themselves can choose electricity supplier
ranges from 86 percent in Sweden to 94 percent in Finland (89% in Norway and 90% in
Denmark).

1 Overall, ewrespondentselieve that achangeof electricity supplier can affect the number
of power cuts (11%), while it is more common to be unsure (20%).

o In Sweden, 25 percent are unswkwhether the number of power cuts is affected
by the electricity supplier. In Denmark, thisase is 21 percent, while itis 17 and 16
percent respectivelyin Norway and Finland.

0 The sharef respondentsvho identify the statement agcorrectis 74 percent in
Finland, 71 percent in Norway and Denmark, and 60 percent in Sweden.

1 Few respondents believe that the meter has to be changed when you switch electricity
suppliess (only 3¢9%in the Nordic countriesay that this igorrect)¢ though there is some
uncertainty (222%l y &4 gRS2NJ ye2 G Yy 26¢ 0 @

0 The Finnish respondents are the mosrtainthati KS YSGSNJ R2Say Qi
changed88% say thathe statement igncorrect, while 9% do not know), while the
Swedes are the least certain (73%yda A y O 2 &d\B%aie &insurd. In both
Denmark and Norway, around fein-five identify he statement as incorrect (80%
and 79%, respectively).

1 Knowledge about the different aspects of the electricity margenerally increases with age

Inactivecustomers are consistently more unsure than tdwdiveandawarecustomers

1 Customers with a spqtrice contract tend to be more knowledgeable than those with other
contracts.

=

The respondents were asked to name the company that operates the power lines to their home,
their own electricity supplierand two other electricity suppliers.

Figure7: Name the company that operates the power lines to your home.

45 %
Correct grid |
orrect grid company 53 9
L EX -
Incorrect ° I Bl 2022 (n=6036)
35[% 2018 (n=6019)
N 24 %
Do not know 12 %
0% 20 % 40 % 60 %

Forty-five percent of the Nordicespondentscorrectly name their grid company. 30 percgivean
incorrect name for their grid company, name another grid company, or name something that is not a
grid company. 24 percemto not knowthe name of their grid company.

Compared with 2018, a lower share of the respondents can name their grid comp2082r{43%;
down from53%). The share who say that they do not know the name of their grid company has
doubled (from 12% to 249%).

8 Note that many grid companies have changed names between 2018 and 2022.
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1 In Sweden, 72 percent correctly name their grid company, and in Finland, the share is 65
percent. On the other hand, only one-three Norwegians (33%) and ofreten Danes (10%)
knowthe name of their grid company.

o { KINBa 27 ailersyir? d0gteyithdénmark, 27 percent in Norway,
15 percent in Sweden, and 14 percent in Finland.

9 The share of correct answergreases with age89 percentof respondents who are under
35, 42 percent of 3649-yearolds and49¢51 percent of respondents who are 50 or older
know the name otheir grid company

1 A higher share ddctivecustomersknow the name of their grid company (54%), compared to
aware (48%) andnactivecustomerg40%).

Figure8: Who isthe electricity supplier in your home?

81 %
An electricity suoptier T
y supp 84 %

- . 6 % =

Not an electricity supplier . 00 W 2022 (n=6036)
7% 2018 (n=6014)
. 4 %
Do not know 10 %
0% 20 % 40 % 60 % 80 % 100 %

Eightyone percent of the Nordic electricity customers provide the name of an actual electricity
supplier? Six percent namsomething that is not an electricity supplier. 14 percsaythat theydo
not knowwho their electricity supplier is.

Compared to 201&omewhatfewer respondentmame an actual electricity supplier @i down
from 84%),while more say theydo not knowwho their electricity supplier is (24; up from10%).
1 Eightyfive percent of the Finnistespondents 83 percent of the Swedes, and 81 percent of
the Norwegiansname an electricity supplier. In Denmark, the share is 72 percent.
0 Twentythree percent in Denmark, 12 percent in Norway, 11 percent in Sweden, and
9 percent in Finlandnswerthat theydo not knowtheir supplier
1 The sharef correct answerss highest among respondents who are at least 50 years old
(86¢87%) and lowest among those under 35 (70%).
9 Eightyeight percent ofactivecustomers, 80 percentf@ware customers, and 77 percent of
inactivecustomers name an actual electricity supplier.

9 We cannot know whether this their actualelectricity supplier or jussomesupplier.

27



Figure9: Can you name two other electricity suppliers?
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Forty-eight percenknowthe names of twather electricity suppliers, while 19 percent name one
other supplier. 33 percent cannot hame any other electricity suppliers. This is about the same as in
2018.

1 In Finland, 61 percent nam&b other suppliers, and in Sweden, the share is 56 percent. 49
percentin Norway, and only 26 percent in Denmark, name tther suppliers.

o In Denmark, 53 percent cannot naragay other electricity suppliers. That share is 31
percent in Norway, 28 percent in Sweden, and 18 percent in Finland.

1 Forty-one percentof respondentaunder the age of 35 cannot name any other suppliers,
compared to 3829 percent of those who are older. Gitetwo respondents over 50 can
name two other suppliers (£52%).

1 Respectively 6Bercentand 54 percent of thactiveandawarecustomers name twother
electricity suppliers, while only 39 percent of timactivecustomersdo s0.42 percent of the
inactivecustomers cannot name any other suppliers (compared to 1886tdfeand 28% of
awarecustomers).

Figurel0: Total knowledge of electricity suppliers.
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Onein-five Nordicrespondentsknow only their own supplier (21%). 16 percent also know the name
of one other supplier, while 44 percent know both their own supplier and two otheplgens. 19
percent answer something other than an actual electricity supplier (a grid company or something
elsg orsaythat they do not knowThis, too, is about the same as in 2018.

1 Fifty-five percent of the Finnish customeend 52 percent of the Swesh customerscan
name three different electricity suppliers. In Norway, that share is 44 percent, while only 23
percent of the Danish customease able to name three electricity suppliers.
0 The largest share of the Danish customers, 33 percent, knowioK\s A NJ K2 dza SK 2 |
supplier. Moreover, 28 percent of the Danes answer either only something that is

28



1

T

not an electricity supplier or that they do not knothis share is aroundO
percentage points higher in Denmark than in the other countrieg12%0)
Of the activeandawarecustomers58 and 50 percent, respectiveknow the names of
three electricity suppliers. This only applies to 35 percent ofinlaetivecustomers.
Knowledge of electricity supplieigenerally increases with age

Figurell: Total knowledge of the electricity market.
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Seven percent of the Nordiespondentscorrectly name the company operating power lines to their
home (grid companyandoneactual electricity supplie and the same shatenow their grid

company andwo electricity supplierg7%) A total of 27 percenknow both their grid company, their
own electricity supplier, antwo otherelectricity suppliers¢ K S & fraitel§ddyEhe figure
compriseghose whohaveansweredsomething thais not an actual electricity company as their

K2 dzad S K2 f R&nd/or Badehdit dorke&lNdame their grid companyThis applies t&8 percent
of the respondentg an increase from 51 perceint 2018.Compared with 2018, these results
indicate a somewhabwer level of knowledge of the electricity market in 2092.

1

T

Forty-five percent of the Swedish customers, and 40 percent of the Faamsiame their

grid company and three electricity suppliers. The same goes for 21 percent of the
Norwegiang; and onlyfour percent of the Danes.

Significant shares in both Denmark (90%) and Norway (70%) get their grid company wrong
and/or cannot correctly nameneelectricity supplier. This applies to 40 percent in Sweden
and 32 percent in Finland.

Thirty-eight percent ofactivecustomers, 30 percent afwarecustomers, and 21 percent of
inactivecustomerscanname their grid company and three electricity suppliers.

While thed 2 (i Ksi&aMedEs higher than 50 percent in all age gro@paging from 6%among
respondentainder 35to 52%o0f those 65 or oldé; knowledge of the electricity market
generally increases with age

Thefree-text answerdo these questiongre available in thappendix.

10 Note that many grid companies have changed names between 2018 and 2022.
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The Nordigespondent® LJ- NI AOA LI A2y Ay GKS St SO
Therespondentsvere also asked different questions related to their participation in the electricity

market, including signing and comparing electricity contracts, the use of online comparison tools, and
knowledge of contractual terms.

Signing and compargncontracts
Figure12: Have you ever signed a new contract with an electricity supplier?
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Seventynine percent of the Nordicespondens have(ever) signed a contract with an electricity
supplier. 17 percent have not done so, and four percent are unsureh@bisot changed sinc018.
1 The share is highest in Finland (88%), and lowest in Denmark (63%). 85 percent of the
Norwegian respondentand 81percent of the Swedehave signed an electricity contract.
1 Younger customers are less likely to have signeohtract than older ones: 7dercentof
customers under 35 have signed a contract, compared wi83percentin the older age
groups (rising with age).
1 Ninein-ten customers with a spetrice contract (90%) and fotiin-five of those with other
contract types (7880%) have signed an eleicity contract.

Those whdiavesigned a contract with an electricity supplier were asked when they did so last.

Figurel3: When did you last sign a new contract with an electricity suppli€¥€@rcent of respondents who have ever signed a contract.

. ¥
During the last 12 months 33 %
. 35 %
1-3 years ago 33 %
° B 2022 (n=4787)
. BE¥A 2018 (n=4697)
3-5 years ago 14 %
I o %
More than 5 years ago 20 %
0% 10 % 20 % 30 % 40 %

Approximately onethird of those who hae (ever)signed a electricity contractlastdid so less than
one year ago and are consideradtivecustomery34%) 35 percent signed¢B years ago, 13
percent, 3¢5 years agoand 19 percentmore thanfive years ago.

There are no significamtifferencesbetween2018and 2022

1 The Finnish and Norwegian respondents have the most recent cofigring experiences:
The share who signed during the last 12 months is 40 percent in Finland and 37 percent in
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Norway. 32 percent of the Danish customers, and only-gquarter of the Swedish customers
(25%), signed a new electricity contract in the pastrye
0 Another onequarter of the Swedish customers last sigrgatew contract more than
five years ago (24%). That share is 19 percent in Denmark, 17 percent in Norway, and
15 percent in Finland.
1 More of the respondents under 3&stsigned a contractd3 years ago (43%), arfdwer,

more thanfive years ago (7%), compared with older respondelmshe other age groups,

31¢36 percentlast signed a contract¢B years agpand 1%25 percent more thanfive years

ago.

Respondentsvho had signed a new contraictthe past three yearaere also asked/hy they signed
a new contract.

Figurel4: Why did you sign a new electricity contract? Multiple answers possilitespondents who signed a contract in tipastthree
years.
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Forty-four percent say that they signed a new contract to save money. This was also the most
common reason for signing a new electricity contract in 2QtE%%6)

Twentysix percent signed a new mwact because their previous contract expird® percent signed
due to a change in their life situation, and 16 percent signed to get better terms (other than price).

Between eight and 11 percent signed a new contract because they were approached by a
sdesperson, to get better options for consumption monitoring, because they wanted a green
contract, or due to a bad experience with their previous contract. It was less common to sign a new
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contract because someone recommended the supplier (6%) or tolgeaasupplier (5%). Five
percent cite other reasons, and two perceane unsure.

Compared with 2018, there are significant changes to the sharesawhwer,d Y& LINB GJA 2dza O2y
SELANBRE 0dzLJ FNRY Hw: (2 HE20X 6Imi164téll%)LdabiNe I OK SR
601 R SELISNASYOS sgAGK Y& LINBGA2dza O2y (G NI Oilé 6dzLd ¥
Figurel5: Why did you sign a new electricity contrachultiple answers possible. Respondents who signed a contract in the past three

years.Top 5 esults by country.
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1 More than onehalf of the Norwegian respondents (56%), aredrlyhalf of the respondents
in Denmark (48%), sighed a new contract to save money. In Finland, the share is 39 percent,
and in Sweden, 31 percent. The secandst common answers among Norwegians are
GOKIFyaS Ay tATFTS arnddz GA2Kkféy FLYNR Sio DD (6KS (miyS:H
0 The share who signed a new contract because of a change in their life situation is
about the same across the four countries {18%), while the share who signed to
get better terms (other than price) is higher in Sweden (21%) @ndrin Denmark
(13%) and Finland (12%).
1 There is considerable variation in the share who signed a new contract because their
previous contract expired from 43 percent in Finland and 36 percent in Sweden to 10
percent in Denmark and nine percent in Nogwa
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1 Sixteen percent of the Danish respondents signed a new contract because they wanted a
green contract, and 15 percent signed because they were approached by a salesperson.
the other countries, the share who wanted a green contracoiblylower ¢ six percent in
Norway, seven percent in Finland, and eight percent in Sweden.

0 Having been approached by a salesperson was less common in Sweden (7%,
compared to 1215% in the other countries).

9 Fourteen percent of the Norwegians signed a new contract bexatia bad experience with
their previous contract. This share was 11 percent in Denmark, and only five percent in both
Sweden and Finland.

0 More Norwegians also signed a hew contract to get better options for consumption
monitoring (17%, compared ta;8%),because the supplier was recommended by
someone they know (11%, compared 266) or to get a local supplier (8%,
compared to §3%).

Respondents who are not considered todmivecustomerg(i.e., respondentsvho have nosigned
a new contract in the pat year)were asked if they have eveomparecdtheir current contract to
other contracts.

Figurel6: Have you ever compared your current electricity contract to other contracts? Perceméspondents who have not signed a
contractin the past12 months (awareand inactive customerps
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Fifty-five percent of these respondents have compared their current electricity contract to other
contracts, while 42 percent have never done so. Three percent are unsure. This is identical to the
result in 2018.
9 The share is highest in Finland (65%) and lowest in Denmark (42%). In both Norway and
Sweden, 57 percent have compared their current electricity contract to other contracts.
1 There isanassociation between annual electricity consumption aochparingcontracts
The shareanges fronb6 percentamongrespondentsvho use less than 5,000 kWh in a year
to 72 percent of those who have an annual consumption of more than 20,000 kwh.

Respondentsvho had compared their curremlectricitycontract to other contracts were asked
when they last did this.
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Figurel7: When did you last compare your current electricity contract to other contracBercent ofrespondents who havever
compared contracts.

I— 7 o
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Forty-seven percent of those who have compared their cortttamther contractsdid this within the
past year and are consideredvare customers. 38 percent compared contract3lyears ago, while
10 percentdid so &5 years ago. Four percent lagimpared contractsnore thanfive years ago.

Compared with 2018, there is a significant increash@share who compared contracts during the
last 12 months (from 39% to 47%), while significantly fewer did;8yéars agodown from46%in
2018to 38%in 20239).

9 Larger shares of the Norwegian (58%) and Finnish (52%) respondents compared contracts
within the past year. The shaiiglowest in Sweden (36%), whil® gercent of the Danish
respondents report this. The shaifeat compared contracts @3 years agés lowest in
Norway (2%, compared to 3813%).

o0 Sweden had the highest share of respondents who had compared costnace
than three years ago (22%ompared b 8% in Finland, 9% in Norway, and 17% in
Denmark).

1 Alarger share of the youngest respondents (undert2)compared contracts during the
last 12 months (59%, compared todB% inthe other age groups). The §64 age bracket
hasthe largest share of rg@ndents whdastcompared contracts more thdive years ago
(7%, compared to¥%).

Those who compared different contracts in the past three years, but did not switch, were asked why
they chose to keep their current contract.
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Figurel8: You have compared different offers but decided to stay in your current contract. Why? Multiple answers pos$ibteent of
respondents who have compared contregin the past three yeardut not switched
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Forty-eight percent decided to stay in their current contract because they were satisfied with it. 37
percent decided to stay because there was little or no money to save by switching.

It was less common to stay in the contract because it was difficulbtterstand the differences
between contracts (17%), because the current binding period had not expired (15%), or to keep a
local supplier (13%).

Fewer still say that theyatided to staypecause it was difficult to find relevant information (10%),
the switching process was too complicated (8%), or becthesewere unable to switch (6%).

Four percent give other reasons for deciding to remain in their current contract, while two percent
are unsure.

Compared with 2018ewer respondentssayin 2022that they stayed becauseas little or no saving
from switching (37%down from 43%). There is an increasahe shareansweringthat the binding
period for their current contract had not expi15% up from 11%).
1 The share of respondents wikept their current contract because they were satisfigth it
increases with age from 43percentamong those under 35 to §&rcentamong those 65
or older.Shares decreasavith agewhen it comes tdindingthe switching process too
complicated (from 14% to 3%)aving difficulty findingelevant information (from 14% to
6%).finding itdifficult to understand the differences between contracts (from 21% to 11%),
or beingunable to switch (froml0% t02%).
f Thereshareansweringd 0 KSNB gl & f A0Gf S 2dddrefsesadaantialy 3 FNRY
electricity consumption risesranging from 46 percent of those who use less than 5,000
kWh per year to 32 percent of those who have an annual consumptionleastt 20,000
kWh.
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Figure19: You have compared different offers but decided to stay in your current contract. Whitiple answers possible. Percent of

respondents who have compared contracts in the past three years but not sheétt Top 5 results by country.
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1 More respondents in Norway (45%) and Denmark (43%) say that there was little or no money
to save from switching, compared to Finnish and Swerdighondents(31% and 30%,
respectively).

1 In Norway and Denmark, the thimiost common reasoto stayis that it was difficult to
understand the differences between the contracts. In Finland and Swéldethird-most
common reason is that the current bindipgriod had not expired

Those who have neither switched nor compared contracts in the past three years were asked why
they had not done so more often.
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Figure20: Why have you not switched or compared contracts more often? Multigleswers possiblePercent of respondents who have
neither signed a new contrachor compared contractsn the past three years.
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About half respond that they have not switched or compared contracts more often because they are
satisfied with theircurrent contract (49%32 percent say that they have not done so because there
would be little or no saving from switching.

Twentythree percent say that it is difficult to understand the differences between the contracts,
while 14 percent have not switeld or compared more often because it is difficult to find relevant
information and/or because they want to keep their local supplier. 12 percent find the switching
process to be too complicated.

Few have been inactive in the electricity market for at l¢hste years because their binding period
has not expired (6%) or because they do not care about their contract (3%).

Sixpercentcite other reasons, and four percent are unsure.

There are no significant differences between 2018 and 2022.

37



Figure21: Why have you not switched or compared contracts more oftel@ltiple answers possible. Percent of respondents who have
neither signed a new contract nor compared contracts in the past three ye@op 5 results by country.
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1 In Sweden and Finland, more than half of these respondents say that they have not switched
or compared electricity contracts more often because they are satisfied with ¢heient
contract. This is also the most common answer in Norway.

1 In Denmark, theshare who are satisfied with their current contract is equal to the share who
say that there is little or no saving from switchihgthe three other countries, expecting
there to be little or no money to save by switching electricity cons&cthe seconeamost
common reason given for not being more active in the electricity market.

1 Note that thereare few responsesrom each country.

Those who hadieverswitched or compared contracts were askelythey had never done this.
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Figure22: Why have you never switched or compared contracts? Multiple answers possible. Respondents who have never switched or

compared contracts.
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The answer thaischosen most frequentlis,d L 'Y &l GA&FASR GAGK isye
also quite common toespondthat it is difficult to understand the differences between contracts
(29%), and that there would be little or no saving from switching (24%).

Fifteen percenanswerthat the switching process is too complicated; it is difito find relevant
information; and/orthat they want to keep their supplier as it is a local supplier.

O dzZNNXB

Few haenever been active in the electricity market because they did not know that switching was

possible, they do not care about their electricigntract, and/or the binding period of their current
contract hanot expired (§4%)

Four percent provide other reasons for not switching or comparing contracts, while nine pareent

unsure

There are no significant differences betwe20il8 and 202Zor between subgroups
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Figure23: Why have you never switched or compared contractgltiple answers possible. Respondents who have never switched or

compared contractsTop 5 results by country.
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1 Aswas the casavith respondents who have not switched or compared contracts in the past
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three yearsthe largest share of those who hameverswitched or compared contracts say
that this is because they are satisfied with thairrentcontractc in all four countries

9 Thesecondmost commoransweris that it is difficult to understand the differences between
the contractsIn Norway, this is tied with the share who say that there is little or no saving

from switching.

0 Shares are relatively similar, and there are too fewpoesesfor meaningful

breakdowns. It may be of note, however, that in Denmark, the share of respondents

who say that it is difficult to understand the differences between the contracts is
about equal to the share who are satisfied with their current cocttra
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The contractsigning process

The respondents were then asked questions related to the signing process, including who initiated
the signing of their current contract; how they chose the contract; how they were contacted by the
supplier; etc.

Figure24: Who initiated the signing of your current contract?
o R, o6 o
| did 63 %
. 2

Someone else in my household did 10 %

The supplier or sales representatives on - 10 %
behalf of supplier 12%

Broker (a company that with a power of I 3%
attorney from the customer signs a contract 39
for the customer with a supplier) °

A cooperative/union | am member of (for 1%
example labour union) = 1%

2%
2%

B 5%

9 %

B 2022 (n=6036)
2018 (n=6019)

Other

Can not remember / Do not know
0% 20 % 40 % 60 % 80 %

Approximately twethirds of the Nordiagespondentsnitiated the signing of their current contract
themselveq66%) while 12 percent say that the signing wasiated by someone else in tire
household. 10 percent say that the signing was initiated by the supplier or its sales representatives.

Contracts were rarely initiated by a broker (3%), a cooperative/union, @%jher parties (2%). Six
percent do notkknow orremember who took the initiative for their current contract.

Compared with 2018, there are small increases in the shares who say that they initiated the signing
themselves (up from 63% to 66%)dthat the signing was initiated by somebody els¢hieir

household (up from 10% to 129%lightly fewerespondthat the signing was initiated by the supplier

or sales representatives on behalftbé supplier (down from 12%o 10%).

9 The share who initiated the signing themselves is highest in Finlaft)) @dd lowest in
Denmark (56%). Among both the Norwegian and the Swedish respond8mistd@nt
personally initiated the signing of their current contract.

0 The share who do not know or cannot remember is significantly higher in Denmark
(14%)han inthe ather three countries (25%).

1 The share whose contract was initiated by thgplier,or its sales representativess highest
in Finland (12%) and lowest in Sweden (8%).

9 The share who initiated their current contract themselves is highest amongdtiee
customers 77 percent, compared to 70 percent among #ngareand 59 percent among the
inactivecustomerslnactivecustomers are the most unsure (11%, comparedqp%)

1 Younger respondents are less likely than older ones to have initiated thegitdpemselves.

Respondentsvho saidthat either they, or someone else in their household, initiated the signing of
their current contract were askeldow they chosetheir contract.
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Figure25: How did you go about choosing electrigicontract? Multiple answers possible. If signing initiated within own household.
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Thirty-seven percent of the Nordic electricity customers used a comparison tool online when
choosing an electricity contract. 23 percatitl an internet search, 15 percenalled one or several
suppliers, and 13 percemvllowed arecommendationt!

Twelvepercentreport some other approach, and 16 percent do kabw orremember how they
chose the contract.

Compared with 2018, significantly more respondetdiitban internet search in 2022 (28 up from
16%).

1 Fortyseven percent in Finland, 39 percent in Sweden, and 35 percent in Norway used an
online comparison tool. In Denmark, this share is onlp@2ent.

1 In Denmark, the most common approach was to phone the electricity supplier (27%).
Between 10 and 14 percent in the other countries did this.

1 In Norway, around orvn-five went by recommendation (19%). In the other countries; 11
12% did this.

1 Thesharesof respondentsvho used an online comparison tool did an internet search
decrease withincreasingage
I Theawareandactivecustomers used online comparison tools and internet searches to a
greater extent than thénactivecustomersdid.
0 The difference is particularly large for online comparison tools, which were used by
48 percent ofactivecustomersand47 percent ofaware customersbut only 26
percent ofinactivecustomerslnactive customers were somewhat more likely to go
by recommendation (15%, compared tocll2%)¢ anda considerablyhigher share
of the inactivecustomersdo not know or remember how they went about choogi
their currentelectricity contract (24%, compared t86bf activeand 10% ofaware
customers).

Those who responded that their current contract was initiated by an electricity supplier/broker were
asked how they had beearontactedby thatsupplier/broker.

1 This alternative was added to the questionndite2022
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Figure26: How did they contact youPercent of respondents who were contacted by a supplier or broker.
I 44 %
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I 25 o
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. 7
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Forty-four percent were contacted by telephone, while 23 percent were contacted by email.

Seven percent wereontacted by majlseven percent werapproached on the street/in a public
spaceand f@dS LISNOSyYy G NBLRZ2NISR GR22NJ alfSa¢o

Five percent report other forms of contact, while seven peramnot know orremember how they
were contacted by the electricity pplier or broker.

Email was more common in 2022 (23%) than in 2018 (17%).

1 More than half of the Finnish respondemt&re contacted by telephone (53%8s were45
46 percent in Norway and Denmark, and only 32 percent of the Swedish respondents.

9 The share who wereontacted by emalilvas highesamong the Swedish responden@&2%,
compared with 24% dhe Finnish respondents and 19% in Denmark and Norway).

91 Doorsales had been the contact form for around eneen in Norwayand Denmarki0%
and8% respectively, and only very small shares of the Finnish and Danish respon@éfits
and 1% respectively.

Customers who had signed a new contract in the past thesgs/were asked to consider different
statements related to the process.
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Figure27y . ST2NXB @&2dz YIRS &2dz2NJ OdzNNBy i OK2A0S 2F St SOGNROAGE O2yidNI Ol
scores: O=Notatalland 10I' | A3 K SEGSYy (i ® &5 2 ResmidentsyiBohave sigied & ne® €odumuihi gast three
years.
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On averagethe Nordicrespondentsxperienced to a high extent that it was easy and
straightforward to sign their current electricity contra@verage scor&8 out of 100). They
experienced to a moderate extent that they were wiallormed (66); and to some extent thafThey
trusted the information and advice from selleedit was easy to find trustworthy information and
necessary advice (both 64); there were many different electricity suppliers and products/contracts
choose fromhat met their needs; they could easily compare different contracts; and it was easy to
undergand what was included in the price/agreement (all 63).

Compared with 2018, there ammall butstatistically significant increasésthe average scores of
the Nordic respondents for the statemenisL & -8y BENN SR E 0 T NRLY G2odzf (R Sl c&0A
O2YLI NB RAFFSNBYyl St SOGNROAGE O2y(iNYOla sAGK SI C
1 WhileNorwegian and Finnish electricity customers found it easiest to sign an electricity
contract (82 and 80, respectivel{Danish(77)and Swedisli74)customers also found thi®
be unproblematic.
f 1a NB3IIFINRa (KS AYFeS¥SRiéE SSyxl AJ g &fit yRa 2dzi
(59).The other countriesall havequite similarscores 67 in Finland, 68 in Sweden, and 69 in
Norway.
9 Trustin information and advice from thells was highest in Finland, with a score of 70,
and lowest in Denmark, at 58. The score was 64 in Norway and 61 in Sweden.
1 Finnish customers experienced to a somewlater extentthan those in the other countries
that they had many different supplierS7, compared to 687) and products/contracts (59,
compared to 6868) to choose from.
0 The Norwegian (6866) and Danish (688) customers experienced this the most.
9 The Danish customedid notexperiencet aseasyto understand what was included the
price/lagreement(average scord9).Customers in the other countries fourlds easier: The
scores are 64 in Sweden, 65 in Norway, and 69 in Finland.
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o 5SyYIN] Fftaz2 KFra GKS t2Sad alO2NBa TFT2N A
and necessary adliS¢ 6pnX O&YLIANB R KB2 2dirK SNJ O2 dzy (i NRA
SraArte O2YLINB RAFFSNBy(ld O2yiaNBepia sAlGK S

1 Older customers experienced it as less easy to compare contracts and find trustworthy
information, compared with yonger customers. Th&ores for experiencinghat there were
manydifferent electricity suppliers and products/contracts to choose fratso decrease
with increasing age

o On the other hand, older customers found it easier and more straightforward to sign
an electricity contract and they also tended to agree more that they were well
informed, compared with younger customers

1 In general, scores are higher among #etiveand awarecustomers than among thiaactive
customers.

Those who havaot signed a new contract in the past three years were also asked to consider
different statements concerning the contract procesgiven a hypothetical contract choice in the
future.

Figure28: If you in the future would like to choose an electricity contract, to what extent do you agreethat K ! @SN} 3S & 02 NBAY n
Ft€ FyYyR mnnll A3K SEGSYyiGo® a52 y2i0 1y26¢ AlgctifityiftrdeRiStRe@asttiSee vdarg RSy 14 s K
There will be many different electricity [uRZI) 67
suppliers to choose from that meet my needs (n=2577) 66
There will be many different contracts to [GEZE0) 66
choose from that meet my needs (n=2549) 66
It will be easy and straightforward to sign KAL) 63
an electricity contract (n=2652) 65
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Lo m 2022
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information and necessary advice (n=2642) 54

It will be easy to compare different [UREED) 53

electricity contracts with each other (n=2640) 53

It will be easy to understand what is [UREZED) 49
included in the price / agreement (n=2633) 48
| will trust the information and advice from [UgZE) 46
sellers (n=2686) 44
0 25 50 75 100

Overall, those who haveot signed a new contract in the past three years expresmderatedegree

of agreement that if they were to do so in the future, there would be many different suppliers (67)
and many dfferent contracts (66) to choose from that would meet their needs. They also tend to
agree that it would be easy and straightforward to sign an electricity contract (63), they would be
well-informed (59), and it would be easy to find trustworthy infornasitiand necessary advice (55).

Respondents are fairly evenly split when it comes to whether they expect it to beoedifficult to
compare different electricity contracts (53)r to understand what is included in the
price/agreement (49), and they tertd disagreethat they will trust the information and advice from
sellers (46).

There are no significant differences between 2018 and 2022.
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Respondentsvho have not signed a new contract in the past three years have low confidetioe
electricity marketg with scores of 46 and 55, respectively, for the statements concerning trust in
sellers and how easy it will be to find trustworthy information.

9 Finland is the only country where the respondents do not, on aveidigagreewith the
all G§SYSvydia (o L S T A Y TU2NNIY | G A 2 ¢ thdughfheylaR @obl®dS FTNRY &
evenly split (average score 53). Danish respondents disagree the most with the statement
(43), while Swedes (47) and Norwegians (46) express about the same degree of
disagreement.
1 Danishrespondents appear to have the least confidence in their hypothetical future
contractswitching process at least, they do not expect it to beasy Danes have
significantly lower average scores for (and are the only ones to express disagreement with)
LG sAff 0SS Slrae (2 FAYR (UNHzZG62NIKe Ay TF2NNI(
cn AY GKS 20KSNJ O2dzy i NA S anvekdricity codtradswith@&h S a &
20KSNE¢ oOnc Xx59d¢ LIGNBRE G2 0o SFae (2 dzyRSNBRGI Y
LINAOSk I ANBSYSy(iécs4nox O2YLI NBR G2 nd
0 The Danish respondenise also the leastinclinedto agreetial. & At f 06S SI &
StNF AGKGF2NBF NR (2 & kfolughlthgy d, briadeiiatyd) agredi @ 02 y i
somewhat (average score 59, compared te@&bin the other countries).
T {O2NBa FT2N GKS aAVESNBEREGLNBADD BAF BESNBIl &3
Denmark, and2 in Sweden.
9 There is most overadigreementthat there will be many different electricity suppliers and
contracts to choose fromn Finland, the scores for these statements a8e76, in Norway,
69-66, in Sweden, 686, and in Denmark, the scores are@.
1 Younger respondents are more inclined than older respondents to expect it to be somewhat
easy to find trustworthy information, compare contracts, and understand what is included in
the price/agreement.
f Inactivecustomersanswelt R2 y 2 (i | ¥ thanactiveandaivarezusfomers do.
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Comparison tools
The respondents were also asked to consider different questions regarding comparison tools.

Those who had signed a contract in the past three years were asked if they had visited an online
comparison tool at the time:

Figure29: When you signed/compared your current electricity contract, did you visit an online comparison t&#8pondents who have
signed a new contract in the past three years.

I — s

47 %

No R, 4o % W 2022 (n=3262)

50 % 2018 (n=3099)

Yes

Do not know

0% 20 % 40 % 60 %

Around onehalf of the Nordicrespondentsvho signed a new electricity contract in the past three
years visited an online comparison tool when they signed their current contract (51%). Compared
with 2018, this isaincrease of four percentage points.

1 Small majorities in bot®weden (55%), Finland (54%)d Norway (51%) say that they visited
an online comparison tool. In Denmark, just under fouten report doing this (38%).

1 The sharalecreasesomewhatwith age¢ from 56 percent of respondents under 35 to 47
percent of these 65 or older.

1 Awarecustomers used online comparison tools the most (68%)) mactivecustomers, the
least (39%). 50 percent of thaetivecustomers had visited a comparison tool when they
signed their current contract.

Those who had visited@mparison tool were asked to name the tool they had visited.
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Figure30: What comparison tool(s) did you visit? Multiple answers possibRespondents who visited a comparison tool when they
signed their current contracMultiple answers possible. Results by country.
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1 In Norway, 72 percent of those who had visited an online comparisorvisited
a { G NDZ Lixde domhpArsén tool managed hifie Norwegian GnsumerCouncil), and
betweenone and fivepercent named other online eoparison tools23 percentdo not
remember which comparison tool they visited.

1 In Denmark, 71 percent of those who had visited an online comparisowisitdd
G 9 f LINgrigedoRpadison tool managed tifie Danishenergy regulatory authority)
Threepercent named other online comparison tools, andre thanone-quarter say that

they cannot remembe(27%)
1 In Sweden, 57 percenisitedd 9 f

A1t Ay 3E visigdd 9d TLINIGENERS vf By ¢

comparison tool managed likie Swedistenergy regulatory autbrity). Between one and
four percent named other comparison tools, whil8 percent cannot remember.

1T LY CAYytlyRE cH

LIS NDO@rigaom@arison tdobrianage ki Firhighk A v ( | @ 1

energy regulatory authority)Jandbetween two and foupercent named other comparison
tools. As many asne-in-three cannot remember which comparison tool they visi{@8d%)
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Respondentsvho have not signed a contract in at least three years were also asked about
comparison tools.

Figure31: Do you know any of any online comparison tools for electricity contracB&spondents who have not signed a contract in the
past three yearsResult by country.

Norway (n=593) Sweden (n=776)

No — 0 No

54

Yes I () Yes

Denmark (n=891) Finland (n=494)

[#5]
(=]

No 79 Mo 62

1

Yes 38

—

1

Thirty-five percent of the Nordic respondents whavenot sighed a new contract in the last three
years say that thelgtnow ofan online comparison tool.

1 Considerably fewer Danish respondents (21%) say that they know of any such comparison
tools, comparedvith respondents from Sweden (46%), Norway (40%), and Finland (38%).
9 There is aassociation betweeannualelectricity consumption and the share who answer
& & K dahging from 37 percent among those who use less than 5,000deipearto 51
percentamong those who use at least 20,000 kWh per year.
1 More of the respondents with a speprice contract reporthat theyknow of online
comparison toolg46%) compared with those with a fixedr variableprice contract (3§
37%).

Those who said that thegnewany comparison tools for electricity contracts were then asked which
comparison tools they hadsited
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Figure32: What comparison tool(s) have you visited online? Multiple answers possiBespondentavho havenot signed a ontractin
the pastthree yearsandwho say they know of a online comparison tool Results by country.

Norway (n=235) Sweden (n=338)
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f In Norway89percenthave visitedt { (i NDZ LINJbétwieghd anl 11pestdhtreport
visitingother comparison toolsrivepercentcannotremember.

f In Sweden78percenthave visitedt 9 f & 134 pkryentiale visitedt 9 f LINRK, and2f £ Sy ¢
betweenone and five percentite other comparison toolsThree percentannotremember.

f In Denmark, 90 perceittave visitedt 9 f LINBetdeR dné andve percentcite other
comparison toolsand five percentannot remember

f In Finland, 86 perceritave visitedt & | KA ¥ § IBenFekndr® and fivepercentvisited
other comparison toolsand seven percermannotremember.
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Terms of contract
Therespondents were asked about their current electricity contract and how well they know the
terms of their contract.

Figure3Y 2 KSy @2dz GKAY] 2F &2dz2NJ OdzNNBy (i S$5RDINK D& 6 BSoRPSwed&ED > | NE & 2 dz
Denmark(n=3020)

I 75 %

72 %
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Threein-four Nordicrespondentd NB | ¢ NB 2 F (1 KSA N7%3 andi dedeidil Q& 0 A YR
ten are aware of whether the price can change during the contract term (71%). 67 percent are aware

2F GKSANI O2y iGNy OiQa y20A0S LISNA2RI gKAES cm LISNL
than onehalf are aware of the consequences of terminating the contract before the binding period

expires (54%) and whether thiecontract is green (53).

Swedish and Danish customers were also asked whether they are aware of the effective unit rate
(where all fixed and variable fees are includdés) percent in Swederand 58 percent in Denmark
sy, Saé¢d

Compared with 2018norerespondentsniowd | @ G KF G GKS@ FINB g6 NB 2F GK
notice periods, whether the price can change during the contract term, the consequence if they

terminate the contract before the binding period expires, and whether the contract is green

(differences of 7 percentage points)

f Eightysix percentoCAYYyAaK Odzai2YSN&B FNB 46FNBE 2F GKSAN
share is nearly as large in Sweden (83%), somewhat smaller in Norway (75%), and
considerably smaller in Denmark (57%).
f Theréa L2y RSyida INB |faz2 YvYz2adte gFNB 2F GKSANI O
Sweden, 72 percent in Finland, 69 percent in Norvapd 53 percent in Denmark.
1 The share who are awad whetherthe price can change during the contract term is highest
in Norway (81%) and Sweden (79%). 73 percent of the Danes, and 51 percent of the Finns,
say that they are aware of this (note that Finland has a very high share of customers with
fixed-price contracts).
9 Sixtyfour percent of the Norwegian customers are awaféhe consequence of terminating
their contract before the binding period expires.ishare is 56 percent in Finland, 54
percent in Sweden, and only 42 percent in Denmark.
0 The Danish customers are generally the least aware of their current contractual
terms ¢ except when it comes to whether their contractid NS &whére the share
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ranges fromb1 percentin Sweden to 4@ercentin FinlandAt 52% and 54%,
respectivelyshares irDenmark and Norway are quite similel®
1 Awareness of binding anadbtice periodincreases with age
1 Awareandactivecustomers are generally more familiar with tiarious contracterms,
compared to theénactivecustomers.
1 Customers with fixegbrice contracs are the most aware of their binding period.
1 Those withthe highest annual electricity consumption (more than 20,000 kWh) tend to be a
little more aware than others.

Negative experiences and complaints

The 2022 version of the survey also included a section explorikg NB a nadafieSy G a Q
experiences withhe electricity marketThosewho have signed a electricitycontract were asked if
they experienced problems with their new supplier after sigrihrgjr current contract; and whether
they had made a complaint regarding their problem.

Figure34: After you signed your current contract, did you experience problems with your new electricity suppRe8pondentsvho
have eversigneda contract

Yes . 10 %
B 2022 (n=4787)

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

Onein-ten respondents who hae (ever) signed an electricity contract experienced problems with
their new supplier after signing thedurrentcontract(10%)

1 Twelve percent of the Norwegian respondents, 11 percent of the Swedish and Danish
respondents, and only six percent of the Finnish oegjents experienced problems after
signing their current contract.

1 More than onein-five respondents under 35 years old (22%) and 12 percent of those aged
35¢49 experienced problems with their supplier. In comparison, only five percentqd40
yearolds,and four percent of those who are 65 years old or older, experienced problems.

1 Alarger share of thaware customers had experienced problems (1@&%mpared to 8% of
other customers)

1 More of therespondents who get their electricity bills @aper report having experienced
problems, compared with those whose electricity bill is electronic (15 and 9%, respectively).

Those who experienced problems with their new electricity supplier were askedkivithdf
problem theyhadexperienced.

12The share wo say theyeaware of whethethe price can change during tleentract termis considerably
lower in Finland (51%) than in the other three countriex;@I36) However, as fixeg@rice contracts are much
more common in Finland, it is possible that a fair share of the Finnish respondentarsveredd ye2
meaning to cavey that their priceeannotchange during the contract term.
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Figure35: What kind of problem did you experienceRespondenswho experienced problems with their new electricity supplier.
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Roughly fowin-ten of those who experienced problems with their neuppliersay that the price
was higher tha agreed in the contract (42%) or that the contract terms were different from what
they expected (39%). 27 percent say that the switching process was more complicated than
expected, or that the invoice/bill was wrong or difficult to understand. Around-ioAieve say that
they S¢ & dzLJLJX A S NX &vasQazboi idga¥cSskible(2MIP A O S

Ten percent say that they were misled or cheated by the seller, and four percent cite other problems.

1 More of theolderrespondentseport that they weremisled or cheated by the seller: 29
percent of those who are 65 or older and 22 percenthamise aged50¢64 ¢ compared with
only six percent ofespondents 3§49 and five percent of those who aneder 35.

Those who were misled or cheated by the selleraveskechowthey were misled or cheated

Figure36: In what way were you misled or cheated by the selldRe@spondentaho were misled or cheated by the seller

The seller did not tell me about all the b
54 %
contract terms
My contract terms were changed, or | was
moved to a different contract with less _ 30 %
favourable terms
| was switched to the new contract without my 29 9
consent or approval ° B 2022 (n=46)

The seller falsely pretended to call from a

. ; 22 %
company connected to my previous supplier

Other 13 %

0% 20 % 40 % 60 %

The most common respoasmong those whaay they weranisled or cheated by the seller is that
the seller did not reveal all the contract termdany also report that thie contract terms were
changed orthey were moved to a contract with less favorable termsdsomewhat fewer report
that the seller pretenled to call from a company related to the previous supplbetheywere
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switched to the new contract without their consent or approvdbte that only46 respondents
were asked this question

Customers who had experienced problems with their new elattrsupplier were also asked
whether they had made a complaint regarding their problem.

Figure37: Did you make a complaint regarding your probler®R2spondents who experienced problems with their new electricity
supplier.

0% 20 % 40 % 60 % 80 %

B 2022 (n=473)

Seventyseven percent of the respondents who experienced problems with theirsugpliermade
a complaint regarding their problem.

1 Fourfifths of the Danish and Swedish respondents, thopmrters of theNorwegian
respondents, andwo-thirds of the Finnils respondentsnade a complaint

1 Eightyfive percent of respondents under 35 complairaabut their problem compared
with 70¢74 percentin the older age groups.

Customers who had complainakre asked if the problem got fixed due to their complajrand
how satisfied they were with the outcome.

Figure38: Did your problem get fixed due to your complainRespondents who experienced problems with their new electricity
supplier andwho complained.

0% 20 % 40 % 60 % 80 %

B 2022 (n=364)

Threein-four say that theproblem got fixed due to their complaint (75%).

91 About the same share of respondents in all countries report this.
1 Experiencing that the problem got fixed was most common amongado@gest responderst
8: aeSaé¢ dzyRSNIJ I 3IS opov o
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Figure39¥ 1 2¢ &l GA3AFASR gSNB e2dz ¢AGK (GKS 2dzi02YS 2F &2dzNJ O2YLX FAydGK !
y2i 1y26¢ Reiporfiéntd vhizBxPeriahced problems with their new electricity suppkerd had complained.

How satisfied were you with the outcome of

. =363
your complaint? Y 59 B 2022

0 25 50 75 100

When it comes to satisfaction with the outcome of the complaint, the reslitasva moderate
degree of satisfactioraeragescore 59 on a scafeom 0 to 100). 3 percent say that they were
dissatisfied, whil&8 percent say that they were satisfied.

9 Again, results are about the same across the Nordic countriesvitirmge scorés 62 in
Sweden, 61 in Norway, 59 in Finland, &idn Denmark (the differences are not statistically
significant)

9 There is a tendency that younger respondents were morisfadl with the outcome of their
complaint, compared with older responder{the averagescore ranges from 68mong
respondents under 3% 48among those who are 6.

The Nordigespondend Q FF GUAGdzRSa G20l NRa UKS
The respondents were asked to consider different statements concerning the electricity market.
Figured0Y ¢2 6KIF G SEGSY(G R2 &2dz FaINBS 6AGK GKS F2fftz2eAay3d adaladSySyda XK

kn2 ¢ A& KésgphddzisSvRodad not compared their current contract were not asked whether they regularly compare
electricity contracts

(n=5592) 73
(n=5501) 74

| can save money by switching electricity K

contract (n=5392)

It is easy to switch supplier

W 2022

It is important to have a green electr|C|ty 2018

contract (electricity from renewable energy

sources, for example hydro, solar or wind) (“ 5700)
| larl lectricit tract (n=4126) 52
regularly compare electricity contracts | %28 s
0 2 50 75 100

The Nordiadespondentsagree to a moderate extent that it is easy to switch suppl{&8) and they

can save moey by switching contrast{(67). They also agree somewhat that it is important to have a
green electricity contract (60Wwhile theyare about evenly split on whether they regularly compare
electricity contracts (52)The latter statement has a significaptiigherscore in 2022han in 2018
whenthe respondents mostldisagreedhat they regularly compaik contracts(average score 46).

f ¢KS a02NB F2NJ aLd A& Slrae (2 &a¢6AiGOK adzZJJ ASNE
(68). In Finland, the score is 74, while it is slightly lower in Denmark (71).

T 5SYYIN] adlyR&a 2dzi 6AGK | LI NOGAOdzE I NI & f2g 4&cC
St SOGNROAGE O2yUGNI OU¢ oOpTOUD® LY b2NBlIEZ (GKS &

1 On the other hand, customers in Denmark care the most about having a green con&act (6
compared to 589 in the other countries).
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9 Customersn Finlandand Nomwaytend to agreethat they regularly compare electricity
contracts(56 and 55, respectivelywhilethe Swedistand Danish customers mostiysagree
(47 and 46, respectively
T 9EOSLII F2NJ Al A& S lthedegréedf agréemdrificfeasawithihdt A SNE = ¢
ageof the respondentthereis an inverse relationship betweege and degree of
agreement with the statementécoresgo downas age increases)
1 Inactivecustomers generally express less agreement thaaaiveandaware customers.
1 Respondents whose annual electricity consumption exceeds 20,000 kwWh agree the most that
they regularly compare electricity contracts (63, compared wittg28amongespondents
who use less electriciy

Billing andnformation
The respondents were asked to consider different statements concerning billing and information.

Figure4ly ¢2 gKI G SEGSyl R2 @&2dz 1 INPBSHRAHR GQSNBYt hPgazyHeaRAEBIRPEal XR
1y26¢ A& *=alyFFinldn &t Morwayand only in 2022)

| would prefer to get all my electricity costs on (n=2836) 79
one bill instead of two separate bills from the
supplier and the grid company*

| want to get updated information about my

consumption (e.g. online or in an app) (n 5756)

B 2022
| would like to be better informed about the price [UREEZd 68 2018
| pay for electricity ' (n=5757) 68
M bil e and easv to understand
y bill is simple and easy to understan ( — 65
0 25 50 75 100

There is a fair amount of agreement among the Nordapondentghat they want to get updated
information on their own consumption (e,gnline or in an app), that they would like to be better
informed about the price they pay for electricity, and that their bill is easy to understand (scores
rangefrom 71 to 66). Thir enthusiasm for updateohformation about theirconsumption(online or

in an appis significantly higher than in 20181in 2022 up from 67in 2018.

9 With an average score of 73, the Danish customers agree the most that they would like to be
better informed about their electricity price. The score is 70 in Norway and 67 in Swieden
and lowest in Finland, at 63.

T 5FyAakK Odzad2YSNE | 3INBS 2yfeée a2YSoKII 6A0K (K¢
dzy RSNRE G YRE 6F @SNIF IS & O@dhBiespxypresd a faidaindudt WIS NB A Y
agreement with this; the score is 67 in Sweden, 70 in Norway, and 74 in Finland.

T wSalLRyRSyida Ay Ftf F2dzNJ O2dzy iNASa oNRFRf& [ 3
about my consumption (e.g2 Y £ A Y S 2 NJoiwggiahsyagrde bk nost§77)pand
Finns (69) an&wedeg68), the least.

1 Younger respondents agree the most that they would like to be better informed about the
price they pay for electricitithe score rangefrom 71 among respondents under 35 to 64
among thosavho are65 or older)

1 Inactivecustomers generally express less agreement thaaaiveandaware customers.
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In 2022, Finnish and Norwegian customers were presented with the statenént g 2 dzf R LINB ¥ S NJ
all my electricity costs on one hitistead of two separate bills from the supplier and the grid

O 2 Y LJ¢ il broadly agreed with thi@verage score 79). The Norwegians agreed somewhat

more strongly thardid the Finng82 and 76, respectively).

Therespondentsvere also given differentugstions about the electricity bill; about how they
receive it and what information they read on the bill.

Figure42: How do you receive your electricity bill?
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23 %

Electronic bill

Paper invoice by mail
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The vast majority85%)of the Nordicrespondents receive their bill electronically. 15 percent receive
it as a paper invoice by mail. The shaiith paper billshas decreased significantly since 2018, when
it comprised almost onén-four respondenty23%).

9 The share of customers who (still) receive their bill as a paper invoice by mail is highest in
Finland (28% and lowest in Norway and Denmark (7% and 6%, respectively). In Sweden,
18 percent receive paper electricity bills.

1 Theshareof paper bilk decreaseswith agec rangingfrom 19 percenamongrespondents
under 35 to 11 percereamongthose who are 65 or older.

Figure43: Do you read the information presented on your electricity bill?
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80 %

B 2022 (n=6036)

No | RER3 2018 (n=6019)

20 %

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

Eightyone percent say that they read the information presented on their electricity bill. There is no
significantdifference betweer2018and 2022

1 More respondentsn Finland and Norway (both 86%) than in Sweden (78%) and Denmark
(74%)say they read thénformation on their electricity bill

i The sharéncreases with age from 77 percent ofespondentsvho areunder35 to 86
percent of those who are 65 or older.

9 Larger shares of thaware (90%) andctivecustomerg89%)read the information on their
eledricity bill, compared withthe inactivecustomers (74%).

Respondentsvho reporied that they read the information presented on thieslectricity bill were
asked which items of this information they read.
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Figure44: What information do you read on your electricity bil@ Sa LJ12 y RSy a ¢K2 ake& G(KS& NBIR GKSANI oAt

I — s
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Almost everyone lookstdhe total amount they have to pa6%) and ninein-ten look at the
specification of the electricity consumption on which their bill is ba€@&86) 85 percent look at the
specification of the different price element® their bill

Sevenin-ten look attheir estimated yearly consumption/their historical consumption (both 69%),
and sixin-ten look for notifications of changes that affect their electricity price (61%).

Fourin-ten look at the date when their contract expires (41%from 34% in 2018), wite around
one-third look at information on how their electricity is produc&b%)and information about
where toturn for independent user advice, dispute resolution, or with complaints {32dmpared
with 2018,the latter two shares havéoth increasedoy four percentage points.

9 Paying attention to historical consumption is most common in Norway, where 79 percent say
that they look at this informationThe share i$8 percentin Denmark 67 percent in Sweden,
and62 percentn Finland

1 Ninein-ten Anns say theyead the specification of the different price elements that go into
their bill (89%) The dher respondents are not far behin86 percent othe Norwegians83
percent ofthe Swedesand 81 percent obanesreport that theyread this information.

f  More Finnish respondentslsoNBS LI2 NII G KI 4 (GKS@&@ NBIR G4KSANI 02y
percent, compared to 433 percent in the other countries. The share is lowest in Norway.

1 On the other hand, Finland has tlewestshare reporing that they look for notifications of
changes that affect their electricity price (56%, compared tg65%0;). Danish respondents
are the most inclined to look for this information (65%)

1 Swedishrespandentsare more inclined thathe others to look at information about how
their electricity is produced (41%, comparedX;37%). The share who look for this
information is lowest in Norway (27%).
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1 Readership sharegenerally increase with ageexcept whea it comes to information about
where to turnfor independent user advice, dispute resolution, or with complaifiswhich
the shae decreasesvith age.

1 Activeandawarecustomersgenerallyread moreof the information on their electricity bill
than doinactivecustomers.

In conclusion, all respondents were asked how they prefer to get information from their electricity
supplier.

Figure45: How do you prefer to get information fronyour electricity supplier™Multiple answers possible.
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Fifty-eight percent prefer to get information from their electricity supplier vimaeil, and 35 percent

gyl AYF2NNIGAZ2Y (G2 06S RSTtAGSNBR 2y 2 Nltheid G OKSR
ddzlJLJX A SNR& 6So0aridsSo

Twenty-one percent want their information in an app provided by their supplier, while 13 percent

prefer a separate letter and/or want information by SMS. Only three percent would prefer to get
information from their electricity spplier on a display in their house.

One percent of the respondents prefer other information channels. Three pedmenobt knowtheir
preference

Compared with 2018, the share who prefer to get information on, or attached to, their bill is down
five percentage points (from 40% to 35%). The share who want information from their electricity
supplier in a separate letter has algone down(from 1®6to 13%) There is aimcreasefor the
alternatived a &  LJfrahS2&%to 32%)

Thebiggestchange sinc018 is to the share whwould prefer to gettheir informationin an app.
This option was chosen by roughly eineten in 2018 (12%), and roughly cirefive in 2022 (21%).
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Email is preferred by a majority of the respondents infalir countries: 52 pecent in
Sweden, 59 percent in both Denmark and Norway, and 63 percent in Finland.
The share who want information on or attached to their bill is also highest in Finland, at 43
percent. 37 percent in Sweden, 31 percent in Norway, @hpe2cent in Denmarkhoose
this alternative.
Only seven percent of the Norwegian and Danish customers want their information in a
separate letter. The share is 15 percent in Sweden, while in Finland, as manyiadigae
prefer this delivery method (21%).
More Norwegian cstomers want information in an app provided by their supplier (30%),
especially compared with the Swedish (17%) and Finnish (15%) customers. In Denmark, 23
percent would prefer an app.

0 Norwegians are also the most inclined to want informataSMS (16%, compared

to 10¢12%in the other countries).

The share who want informatioviad a @ LJ 3Sa¢ 2y G KSANJ &adzLJLX A SN2
Finland (25%) than in the other three countriesq33%).
The share who prefer-mailincreases with age, rangirfigom 52 percent of respondents
under 35 to 64 percent of those who are 65 or older. The siake2 2 @i of &taclied to
my bill€ is alsossomewhat higheamong respondents who are 65 or older ¥88compared
with younger respondent§36% of those aged §64 and 32% of those under 50).
o Conversely, larger shares of the youngespondentsvant their information in an

app (25% of those undelO5compared with 14% of those who are 65 or oldeid,

SMS (ranging from 17% to 9%), and on a display in their house (B%).
Inactivecustomers are less interested in getting their information in an app (16%), compared
to activeandawarecustomers 26¢28%).Lower share of inactivecustomersalsoreport that
they prefer email (55%, comparedto 62 oz’ 0 X @G a& LI 3Saé ¢8ooyandc O2 Y LI
SMS (11%, compared to¥6%).

Respondentsvho receive their electricity bills on papare more inclined tsay that they

want information on or attached to their bill (47%, compared with 32% of customers with an
electronic bill) or in a separate letter (30%, compared with 10%), and thdgssiaclinedto
wantinformationviaeY' I Af  o6n oz (2 (Q2%310)3E%) 6radaph it 1% $023%).
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The price shock

In 2022 two questions were addetb the questionnairdo addres the issue of extraordinarily high
electricityprices The espondents werasked to evaluate thempact of increaseelectricity prices
on their household economyandto reflect on whether the high prices wouidfluence their future
choice of electricity contract.

Figure46: To what extenthas your bousehold economieen affected by thehigh eIectricitypriqgs?Average scores 0=Not at all and
manl+SNE KAIK SEGSyilo 452 y2i (y26é A& SEOfdZRSRO®

To what extent has your household economy

been affected by the high electricity prices? (n=S876) W 2022
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Overall, the Nordicespondentshave to some extent experienced that the high electricity prices
have affected their household economy (average scsfon a scale from 0 to 100 wherelda ay 2 G
Ftté¢ FyR mnn A&a)aidz + @SNE KAIK SEGSyhé

1 Norwegian (62) and Danish (58) customers report a higher ingrattteir household
economythan the Swedish (50) and Finnish (49) customers do.

91 Older customers rept that their economy has been affected to a lower extecampared
with younger customersThe averagscoreis 58 among respondents under 35, 60 among
those 3%49, 52 amonghose50¢64, and 48 among those who are 65 or older.

1 Awarecustomergeport the mostimpact(59)andinactivecustomersthe least (53).

9 Those who live in a house have a higher average score (58) than those who live in an
apartment (52).

1 Respondentsvith the lowest consumption levels are less affected by the high energy prices
than those who use more electricitthé average score rangérom 47 among those who use
less than 5,000 kWh per year to 64 among those who use at least 20,000 kWh).

Figure47: To what extent do you agre#hat the high electricityprices will affectyour future choiceof electricity contract? Average R
402NBa nrcdzZ té RAAFANBS yR manarcdzZzté& F3INBS® a52 yz2i 1y26é A& SEOf

The high electricity prices will affect my B8
future choice of electricity contract Used) 76 W 2022
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The Nordiadespondentexpressroad agreement that the high electricity prices will affect their
future choice of electricity contract (average score 76).

Three percent of the respondents fully disagree, and three percent partly disagree. 23 percent
choose the mido & y' S dzii NJfthé stalel 28 peycént party agree, and the largest shai2
percentc fully agree with the statement. Six percearie unsure

9 The Finnish customers agree most strongly that the prices will affect their future choice of
contract (average score 83). Norway, the score is 78, while it is lower in Sweden (73) and in
Denmark (71).

1 Active(83, high extent) andware (80, high extentfustomers tend to agree more with this
statement thaninactivecustomers (71, moderate extent).
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1 The extent to whicliespondents agreewith the statementincreaseslongwith their annual
electricity consumptiorg with anaveragescore rangng from 75 among those who use less
than 5,000 kWh per year to 82 among those who use at least 20,000 kWh per year.
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The Danisltustomers

This chapter takes a closer look at tBanishelectricity customers and their presence and
participation in the electricity market, as well as their attitudes towards the Danish electricity
market. Interesting and significant differences betwesigroupswill be remarked upon, and the
results in 2022 wilJlwhen possiblehe compared with the 2018 results.

Note that some results are presented agerage scoresather than as percentages. This is done

when respondents were asked to respond on a-fdeint scaleg for example, fronil = Fully disagree
to5=Fulyagree ¢ KS NBaLRyasS @I fdsSa KIS 0SSy NBO2RSR a
G F dzf f &s sét @ NIB,Svith the other categories coded at equal intervals in between. The average

2F GKS NBXO2RSR NBalkyaSa Aa (GKSyYy LINBaSyaSR Fa
An overview of how these scores are interpreted is availableégmibthods section of the report

The Danisltdza G2 YSNRA Q LINBASYOS Ay GKS St SO0 N
The respondents were asked different questions about their presence in the Danish electricity

market.

Figure48: Approximately how many kilowatt-hours do you use each year?
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The majority of the Danish respondents use less than 10,000 kWh per year: 31 percent use less than
5,000 kWhper year and 20 percent use between 5,000 and 9,999 lpathyear 15 percent use
between 10,000 and 19,99Vhper year and 3 percent use 20,000 kwWh or more per year.

1 The youngest respondents report the highest yearly kWh consumption, and there is an
inverse relationship between age and yearly kWh consumption.
1 Respondents living in apartments report a loweagly consumption than those who live in
houses.
9 Activecustomers report a somewhat lower yearly kWh consumpteammparedto aware
andinactivecustomers.
31 percent of the respondents report that thelp not knowhow many kWh they use per yedere
are no significant differences between 2018 and 2022.
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1 Respondents who live in apartments are more unsure about their annual kWh use than those
who live in houses (37% and 28%, respectively).

1 Further,inactivecustomersare more unsure about their annualeit39%), compared to
active(17%) anchware customerg20%).

In 2022, a question about currenbntracttype was added to the questionnairg.

Figure49: What kind of electricity contract do you have today?
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In 2022, the respondents were asked what kind of electricity contract they have. Most of the Danish
respondentssaythey have either a fixegbrice contract (41%) or a variabbeice contract (38%).

Eight percent have a spaticecontract, while one percdarhave some other type of contract. 12
percentdo not knowwhat kind of electricity contract they havé.

9 Spotprice contracts are less common amadngctivecustomers (6%) than they are among
active(13%) ancaware (12%) customers. Alsmactivecustomes more often report that
they are uncertain about what kind of electricity contract they have (15%), compared with
active(7%) andaware (6%) customers.

9 Spotprice contracts are somewhat more common among those who live in Isq§l6é6o)
than among those whéve in apartments (6%).

BeKS aSO0Az2y @222pyolided nidie infbrénatiénzabout this question.
14 Note that aghis is seHreported information it may diverge considerably from information about contract
types gathered by other means.
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The Danistedza (i 2 X®WNIBdGe of the electricity market

The electricity customers were asked to consider different statements concerning electricity
suppliers and the process of switching supyslier

Figure50: Do you believe the following statements are correct or not? Shares who believe that the statements are correct.
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The vast majority athe Danish respondents believe that they can choose their own electricity
supplier (90%). Further, half believe that if they switch to another supplier, the new supplier will be
responsible for meter reading (51%).

Twentyseven percent believe that thedlectricity supplier is determined by where they livehile

61 percent believe that this statement is incorrect. Less than 10 percent believe that switching to
another supplier can affect the number of power cuts (8%), or that their meter has to be ahdnge
they switch to another supplier (6%). 71 percent and 80 percent, respectively, believe that these
statements are incorrect.

Relatively highsharesof the respondentsayii K I i (i K S & whBtBeyathéw supgl@ravill be in
charge ofmeter reading (25%pr whether changing supplier will affect the number of power cuts
(21%).

Compared with 2018, a somewhat higher share believe that a new supplier will be in charge of meter
reading (51%up from 45%).

1 Generally, respondents under 35are old tend to have less knowledge of the electricity
market, compared to those who are 35 years old or older.

0 There is aassociation between age and the share who believe that they can choose
their own electricity supplier (from 88of respondents undeB5 to 9&%of
respondentsaged65 or older).

o Further, there is an associatitietween age and the share who believe that it is
incorrectthat their supplier is determined by where they live (from 42% to 69%), that
their meter has to be changed if they sahtsupplier (from 60% to 89%), and that
switching to another supplier can affect the number of power cuts (from 52% to
81%).

1 Activeandawarecustomers tend to have more knowledge about the electricity market than
inactivecustomers. Théactivecustomersend to be more uncertain of whether the
statements are correct or not.
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o Compared tactiveandawarecustomersa lower share oinactivecustomers
believe that they can choose their own supplier (87%, comparé&do and6%)
and that the new supplier will be in charge of meter read#t6, compared t68%
and 56%).

o Alower share ofnactivecustomers tharactiveandaware customers believe that it
isincorrectthat their electricity supplier is determined by where they live (56%,
compared to 71%), that their meter has to be changed if they switch supplier (74%,
compared to 92% and 86%), and that switching supplier can affect the number of
power cuts(67%, compared to 82% and 78%)

The respondents were asked to name the company that operates the power lines to their home,
their own electricity supplierand two other electricity suppliers.

Figure51: Name the company that opates the power lines to your hom®
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Ten percent of the Danistustomerscorrectlystate the name of their grid company. 50 percent
respondwith either awrong/outdated namefor their grid company, another grid comparor a
company that does not exist. 40 percesatythat they do not knowthe name of their grid company.

Compared to 2018, a somewhat lower shgieethe correctnameof their grid company (10%lown
from 15%). Alg, a higher share respond that thep not knowthe name of their grid company (40%
in 2022 and 21% in 2018).

1 A higher share of respondents under 35 respond that tiheyot knowthe name of their
grid company (52%), compared to older respondent4344.

1 A higher share ddctivecustomersstate the correct name of their grid company (15%),
compared toaware (12%) andnactivecustomery8%).

B¢KAA QDFENAIOES Aad o0lFlaSR 2y GKS NBaLR ytiShe postal codad & G | €
may be incorrect (e.gif respondents have moved, etc.).
16 Note that many grid companies have changed names between 2018 and 2022.
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Figure52: Who is the electricity supplier in your home?
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Seventytwo percent of the Danisbustomersstate the name of an actual electricity suppliéFour
percent state something else than an actual electricity suppdied 23 percent respond that thedo
not knowthe name of their electricity supplier.

Conpared to 2018, there is a somewhat lower share that state something else than an actual
electricity supplier (%; down from9% in 2018), and a somewhat higher share that state teegot
knowwho their electricity supplier is (28; up froml7% in 2018).

1 There is @ association between age and the share who state the correct name of their
electricity supplier (from 55% among respondents under 35 to 82% among respondents who
are 65 or older).

1 A higher share ddctivecustomersstate the correct name of theilectricity supplier (82%),
compared toaware (72%) andnactivecustomery68%).

9 There is a higher share among respondents livirghiouse who state the correct name of
their electricity supplier (76%), compared to respondents who live in an apart(68ét).

1 A somewhat higher share of respondents who hagpat-price contractstate the correct
name of their electricity supplier (83%), compared to respondents who héixeaprice
contract(71%) or avariableprice contract(74%).

9 There is a higher sine of respondents who receive their bill electronically who state the
correct name of their electricity supplier (74%), compared to respondents who receive their
bill as a papemvoiceby mail(48%).

Figure53: Can you naméwo other electricity suppliers?
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Twentysixpercentof the Danislcustomersstate the name of two other electricity supplieend 20
percent state the name of one other supplier. 53 percent cannot name any other suppliers.

17We cannot know whether this their actualelectricity supplier or jussomesupplier.
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There are only small differeas, compared with 2018.

1 A higher share ddctive(46%) andcaware (36%) customers were able to name two other
suppliers, compared tmactivecustomers (18%J-urther, a higher share afiactive
customers cannot name any other suppliers (64%), comparddasttve (28%) ancware
customery43%).

1 A higher share of respondents witlspot-price contract were able to name two other
suppliers(39%), compared to those who have a fixatte (24%) or variablprice contract
(29%) Among those who have a fixguice contract, a higher share cannot name any other
suppliers (57%), compared with customers who have a varg@iite contract (48%) aspot-
price contract (40%)

1 More among thosevho receive theibill electronically were able to name two other
suppliers 27%), compared to those who receive a paper invoice by (&db) Alower share
of thosewho receive their bill electronicallyere unale to name other supplier&2%)
compared with thosevho receive their bill as a paper invoice (68%)

Figure54: Total knowledge of electricity suppliers.
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Onethird of the Danish customers knomlytheir K 2 dz& S KubglidR. Tbdpercent also know the
name of one other supplier, while 23 percent knbath theirK 2 dza S Kuplid® &nd two other
suppliers.28 percent have stated somethimgher than an actual electricity supplier (a grid company
or something else)pr that theydo not know.

There are only small differencbstween2018and2022.

1 Younger respondents generally have less knowledge of electricity suppliers than older
respondents! f 26SNJ aKFNB 2F (K2a4S dzyRSNJ op 6SNB
and two other suppliers (17%, compared to;23% among older respondents). Fuath
there is @ inverse relationship betweeage and the share whave stated somethingther
than an actual electricity supplierangingirom 45 percentamong those under 35 th8
percentamong respondentaged65 or older

1 Inactivecustomers generallijave less knowledge of electricity suppliers tlaativeand
awarecustomers. While 32 percent ofactivecustomers stated somethinat is not an
electricity supplier, this applies to 18 percentaaftivecustomers and 22 percent afvare
customers. Further, whilmactivecustomers tend to know only the name of their own
supplier, higher shares afctiveandawarecustomerscanalso name other suppliers.

1 Respondents who havespotprice contractend to have better knowledge of suppliers
than others.
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0 A higher share of respondents who have a gpate contract can name both their
own supplier and two other electricity suppliers (36%), compared to respondents
with a fixedprice contract (22%) or a variabpeice contract (25%).

0 A lower shae of respondents who havespotprice contractstate somethingother
than an actual electricity supplier (17%), comparedespondents with dixed-price
contract(29%)or avariableprice contract(26%).

1 Respondents who live in houses have somewhatankmowledge of electricity suppliers,
compared to respondents who live in apartments

0o Twentysix percenbf those who live im housestated 2 G K K S A Nsupflidrdza SK 2 f |
and two other supplierscompared withl9 percentof those who live irman
apartment

0 Thirty-two percent of those living in apartments state something else than their
supplier, compared to 24 percent of those living in a house.

1 Respondents who receive their bill electronically generally have more knowledge of
electricitysuppliers, compared to respondents who receive their bill on a paper invoice by
mail.

o Twentyfour percent of those who receive their bill electronically state both their
supplier and two othesuppliers compared tdl2 percent of those who receive a
paperinvoice by mail.

0 Twentysix percenbf those who receive their bill electronically state something else
than their electricity supplier, compared with p2rcentof those who receive paper
bills.

Figure55: Total knowledge of theelectricity market.
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Three percent of the Danish customers nhame both the correct company operating power lines to
their homeandone actual electricity supplier. Two percent know of both their grid company, their

own supplier, and onether electricity sypplier. Four percent know of their grid company, their
electricity supplierandtwo otherelectricity suppliers.

Nine-in-ten Danishcustomerscannot name the correct company operating the power lines and
leastone actual electricity supplie

There areno significant differencebetween2018and2022.

1 A somewhat higher share ofactivecustomershave poor knowledge of the electricity
market (92%), compared tactive(85%) ancdwarecustomers88%).
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Electricity customers were also asked different questions related to their participation in the
electricity market, including the process of switching and comparing electricity contracts, the use of
comparison tools, as well as knowledgfecontractual terms.

Signing and comparing contracts
Figure56: Have you ever signed a contract with an electricity supplier?
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Sixtythree percent of the Danish respondents have signed a contract with an electricity supplier. 3
percent have never signed an electricity contract, and five percent are not sure.

Compared with 2018, there is a small increase in the share who have signed an electricity contract.

1 A higher share of those who have a sjpoice contracthave signed a cdract (78%),
compared to those who have a variakpéce contract §7%) or a fixegbrice contract (63%).

Respondents who had signed a contract with an electricity supplier were asked when they last did
this.

Figure57: When did you last sign mew contract with an electricity supplierPercentof respondents who haveversigned a contract.
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Onethird of customers who have signectantractdid so less than one year ago, and are considered
activecustomers. 32 percent signed a contrd¢B years ago, 17 percent signed a contrach years
ago, and 19 percent signed a contract more than five years ago.

There are no significant changes from 2018 to 2022.
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1 The respondents under 35 more often sighthe contractl¢3 years ago, and less often
signed the contract more thafive years ago (7%), compared with older respondentg, (28
33% and 1823% respectively).

1 A lower share of those who have a variaplkice contract 27%) have signed a contract
during the last 12 months, compared with those whave a fixeeprice contract (36%) or a
spotprice contract (43%).

The electricity customers who have signed new contracts in the past three years were asked why
they signed a ew contract.

Figure58: Why did you sign a new electricity contract? Multiple answers possilitespondentsvho signed a contract in the past three
years.
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Almost half state that they signed a new contract to save money (48%)wals also the most
common reason for signing a new electricity contract in 2018.

Sixteen percent wanted a green contract, 15 percent were approached by a salesperson, 15 percent
signed the contract due to a change in their life situation, and 13 pemganted to get better terms
(other than price). Between nine and 11 percent signed a new contract due to bad experience with
the previous contract, due to expired contract, or to get better options for consumption monitoring.

It is less common to have sigtha new contract because someone recommended the supplier (4%)

or to get a local supplier (3%). Six percent stated other reasons, and two percent are uncertain.

A lower share was approached by a salesperson in 2022 (15%) than in 2018 (22%).
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9 Itis morecommonamong younger respondents have signed the new contract due to a
change in their life situation thaihis among older respondentsgngng from 30% among
those under 35 to 6% among thoaged65 or older). Further, it is less common that those
under 35 have signed a new contract to save money (31%), compared with older
respondents (4856%).

1 A higher share aiwarecustomers signed the new contract because of bad experiences with
the previous contract (20%), compared witbtive (9%) andnactivecustomers (9%).

1 Alarger share of those living in apartments state that they wanted a green contract (21%),
compared to those living in houses (12%).

Respondents who are not considered to be active (signed a contract in the past year), were asked
whether they haveeomparedtheir current contract to other contracts.

Figure59: Have you ever compared your current electricity contract to other contrad®stcent of respondents who have not signed a
contract in the past 12 moths (aware and inactive customers).
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Fortytwo percent of the Danishespondentsvho are not considered to be activawareand
inactivecustomers; those who have nosigned a contradn the past12 monthg have compared
their current electricity contret to other contracts. More than half have never made such a
comparison (55%).

Compared with 2018, there are no significant changé®re are no significant differences between
subgroups.

Electricity customers who have compared their own contracts witlers were asked when they
most recently did this.

Figure60: When did you last compare your current electricity contract to other contracBercent of respondents who have ever
compared contracts.
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Forty-five percent of the respondents who have compared their current contract to others did so
during the last 12 months. 38 percent compared their contract to otlieBsyears ago, 13 percent
did so3¢5 years ago, and 4 percent made the comparison mbemtfive years ago.

A larger share compared their contract during the last 12 months (45%), and a smaller share did so
1¢3years ago (38%), compared with 2018 (33% and 50% respectively).

There are no significant differences between subgroups.

Those who hae compared their contract to others during the last three years, and who have not
switched or signed a new contract, were asked why they chose to keep their current contract.

Figure61: You have compared different offers but decideo stay in your current contract. Why? Multiple answers possible. Percent of
respondentswho have comparedontracts in the past three yearbut not switched.
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About half respond that they chose to stay in their current contract because they wereeshivith
it. Approximately fouin-ten state that there was little or no saving from switching.

Twentysix percent state that it was difficult to understand the differences between contracts, and
12 percent respond that it was difficult to find relevanfdarmation. 10 percent wanted to keep their
supplier as it is a local supplier. It was less common to stay in the current contract because the
switching process was too complicated (8%), because the binding period had not expired (5%), and
because one wasnable to switch (5%).

Four percent state other reasons for deciding to stay in the current contract, and three percent are
unsure.

There are no significant differencbstween2018and 2022
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1 There is aassociation betweeage and the share of respondent$io saythat they chose
to stay in their current contract because they wesaisfied withit (from 37% among those
under 35 to 64% among those 65 or older). Similarly, thera &saociation between age and
the share whasaythere was little or no saving from switching (from 32% to 54%). Tiseae
inverse relationshifpetweenage and the shasawho respond that the switching process was
too complicated (froml5% of those under3to 1%of thoseaged65 or oldej, that the
binding period had not expired (frofi2% to 2%), and that they were unable to switch (from
11% to0%).

1 Ahigher shareof those who use less than 5,000 kWh per yempond that therewas little
or no saving fronswitching (57%), comparegith thosewho use more electricity31¢50%).

Those whdaveneither switched nor compared contracts in the past three years were asked why
they have not done so more often.

Figure62: Why have you not switched or compared contracts more often? Multiple answers possible. Perceespbndents who have
neither signeda new contract norcompared contractsn the past three years.
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Fourin-ten answer that they have not switched or compared more often because there is little or no
saving from switching. Further, foim-ten state that they aresatisfied with their current contract,
and onethird state that it is difficult to understand the differences between contracts.

Nineteen percent respond that it is difficult to find relevant information, 12 percent respond that the
switching process i®b complicated, and 14 percent want to keep their supplier as it is a local
supplier. It is less common that respondents have not switched or compared contracts due to the
binding period of their current contract (3%).

Eight percent stated other reasonsjdone percent are unsure.
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There are no significant changes from 2018 to 2022, and no significant differences between
subgroups.

Those who had never switched or compared contracts were asked why they had never done this.

Figure63: Why have you never switched or compared contracts? Multiple answers possR&spondentsvho have never switched or
compared contracts.
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The most common reasons for never switching or comparing contractsasisfactiorwith the
current contract (37%) and finding it difficult to understahe differences between contracts (35%).
Also, more than onguarter respond that there is little aro saving from switchin(R7%)

Sixteen percent respond that it is difficult to find relevant information, 13 perdbat the switching
process is too complicated, and 12 percent want to keep their supplier as it is a local supplier. It is
less common tht respondents have never switched or compared contracts because they did not
know it was possible (7%hey do not care about their electricity contract (5%), or becausérthe
binding period has not expired (2%).

Three percengiveother reasons, and sew percent are unsure.
There are no significant changes from 2018 to 2022.

1 Alarger shareof those over 65 years old respond that they are satisfied with their current
contract (52%), compared with younger respondents;@4%). 17 percent of those under
35, and nine percent of those aged @®, saythat they did not know it was possible. In
comparison, less than five percent of those aged 50 or cddgrthis
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Thecontractsigningprocess

The respondents were asked questions related togigmirg processjncluding who initiated the
signing of their current contract, hotkiey proceeded to choosthe contract, howthey were
contacted, etc.

Figure64: Who initiated the signing of your current contract?
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The majority othe Danish customers initiated the signing of their current contract themselves (56%).
Onein-ten say that someone else in their household initiatlkd contract signing

A further me-in-ten respond that the signing was initiated by the supplier or salesesgmtatives on
behalf of the supplier. It is less common that a broker (4%), a cooperative/union (2%) or other (3%)
initiated the signing. 14 perceMB &4 LJ12 Yy R (K G GKS@ R2y.Qil 1y26 2N Oy

Compared with 2018, a somewhat lowshraresay that theyR 2 ykGbiv orremember who initiated
the signing of their current contract.

1 Somewhat lower shares of respondents under 5@;68%) signed the contract themselves,
compared to respondents who are 50 years old or oldeg§890). The share wisecontract
wasinitiated by someone else in their househdddigher among respondents under 50
years old (13%) than among thosedlder (%8%). Further, larger proportions of those
under 35 years old respond that a broker (8%) opaperative/union (5%) initiated the
signing of the contract, compared to those aged 35 years or olddgand k2%
respectively).

1 The shares who initiated the signing of their current contract themselves are highest among
active(75%) andware (67%)customers, and lowest amongactivecustomers (48%).

Further, higher shares afware (12%) andnactive(11%) customers say that someone else in
their household signed the contract, comparedativecustomers (6%). 20 percent of the
inactivecustomers & unsure(this applies to 1% afctiveand 6% oawarecustomers).
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Those electricity customers who responded that eittiery or someone else in their household
initiated the signing of their current contract were asked how tihbgsethe contract

Figue 65: How did you go about choosing electricity contract? Multiple answers possilflsigning initiated within own household.
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Twentyseven percent called one or several suppliers before they chose a contract, 22 pesednt

an online comparison tool, and 21 percent made an internet search. 11 percent made the choice due
to recommendation by others, and 10 percent used other methods. 20 percent cannot remember
how they made the choice.

The share of respondents who respatha@t they used other methods, is lower in 2022 than in 2018
6y2G4S GKIFIG a.@& NBO2YYSYRIGA2YyE¢ ¢l a | RRSR G2 GKS
9 The share who respond that they made an internet search is highest among those under 35
(31%) and decreases with age (t&d.4f those who are 65 or older). There are associations
between age and the shares who report using other methods (from 4% of those under 35 to
12% of those who are 65 years old or older) or say that they cannot remember how the
choice was made (from 8% 29%).
1 Theactive(27%) andware (32%) customers more often used an online comparison tool
than theinactivecustomers (17%). Also, higher shares ofahtive (25%) andware (27%)
customers made an internet search, comparednactivecustomers (17%)A higher share of
the inactivecustomers respond that they cannot remember how the choice was made (29%),
compared toactive(8%) andaware (10%) customers.

Respondentsvho say theywere contacted by an electricisupplieror broker were asketiowthey
were contacted.
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Figure66: How did they contact you? Percent oéspondentswho were contacted by a supplier or broker.
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Forty-six percent of those who were contacted by an electricity supplier or broker were contacted by
phone. 19 percent were contacted by email, seven percent by mail, and six percent were approached
on the street. One percent were contacted via door sales, and eight percent stated other forms of
contact. 13 percent cannot remember how they were contacted.

There are no significant differences compared with 2018.

9 There is an inverse relationship between age dralshare who were contacted by email,
from 32 percent of those under 35 years old to seven percent of those 65 or older.

Respondents who have sigiha new contract in the past three years were asked to consider

different statements related to this process.
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extent tha it was easy and straightforward to sign an electricity contract (average score 77 out of
100). Further, thegxperiencedo a moderate extent that there were many different
products/contracts (68) and electricity suppliers (67) to choose from that niest heeds.

The respondents have to some extent experienced to be-wklrmed (59) and agree to some
extent that they trusted the information and advice from sellers (58). The results are split when it
comes to whether they experienced that it weasy to find trustworthy information and necessary
advice (54), that they could easily compare different electricity contracts with each other (52), and
that it was easy to understand what is included in the price/agreement (49).

There are no significanhanges from 2018 to 2022.

1 Those under 35 years old more often agree that they could easily compare different

electricity contracts to each other (61), compared to respondents who are 35 or older (48
53). Further, the youngest respondents agree soemewhat higher extent that it was easy

to understand what is included in the price/agreement (56), compared to older respondents
(44¢48). Respondents who are 50 or older were even more likely to have experienced that it

was easy and straightforward to gsign electricity contract (780), compared to younger

respondents (72/3).

1 Theactive(61) andaware(60) customers on average felt more wigliformed than the
inactiveones (54). Further, thmactivecustomers are generally more unsure thactiveand

aware customers.

Those who haveot signed a new contract in the past three years were asked to consider different
statements concerning a potential future process of choosing an electricity contract.

79



Figure68: If you in the future would like to choose an electricity contract, to what extent do you agree thakAverage scores: Not at
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The Danishespondentsvho havenot signed a new contract in the past three years, agree to a
moderate degree that there will be many different electricity suppliers to choose from that meet
their needs (65), and agree to some extent that there will be yn@mtracts (64) to choose from that
meet their needg; if they would like to choose an electricity contract in the future. They somewhat
degree that they will be welhformed (59) and that it will be easy and straightforward to sign an
electricity contrat (59).

The respondents tend to disagree that it will be easy to find trustworthy information and necessary
advice (46) and that it will be easy to compare different electricity contracts with each other (46).
They mostly disagree that they will trust@mfmation and advice from sellers (43) and that it will be
easy to understand what is included in the price/agreement (43).

There are no significant changes from 2018 to 2022.

1 Compared with younger respondents, respondents who are 50 or older tend to eésagr
more strongly with the statements that it will be easy to understand what is included in the
price/agreement (37compared to 4752 among younger respondents), thawill be easy to
find trustworthy information and necessary advice {418 compared to51 among younger
respondents), and that they will trust information and advice from sellersq@®pared to
47-51 among younger respondents). Also, there is an association between age and degree of
disagreement with the statement that it will be easydompare different electricity
contracts with each other, ranging from 53 among respondents under 35 years old to 40
among respondents who are 65 years old or older.

i Theaware(68) customers on average believe that they will be more-inédirmed than the
inactiveones (58). Furtheinactivecustomers generally tend to be more unsure thaamare
customers.
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Comparison tools
The respondents were also asked different questions about comparison tools.

Thosewho have signed a contract in the past three yearsengsked if they had visited an online
comparison tool.

Figure69: When you signed/compared your current electricity contract, did you visit an online comparison tool? Respondents who have
signed a new contract in the past three ges.

L
Yes ’

38 %
vo T 5o - B 2022 (n=610)
° %
S7 % 2018 (n=570)
| XL
Do not know 5%
0% 20 % 40 % 60 % 80 %

Almost fourin-ten Danish respondents who have signed a contract in the past three years visited an
online comparison tool. Six-ten did not.

There are no significant differencbstween2018and 2022

1 A higher share of respondents underyars old visited an online comparison tool (51%),
compared with older respondents (837%).

1 Theawarecustomers (55%) used online comparison tools to a greater extentabtwe
(39%) andnactive(29%) customers.

Those who had visited an online comsan tool, were asked to name the tool they had used.
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Figure70: What comparison tool(s) did you visit? Multiple answers possibRespondents who visited a comparison tool when they
signed their current contract.
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Seventy2 Y S LISNOSy il 2F (K2a$S 6K2 KIR QAAA@BR +y 2yt A
comparison toomanagedoy thenational energy regulatory authorityThreepercent named other
online comparison tools, an@l7 percentrespond that they cannot remember.

There are naignificant changes from 2018 to 2022.

Those who haveot signed a contract ithe past three years were also asked about comparison
tools.

Figure71: Do you know of any online comparison tools for electricity contracR&spondents who have not signed a new contract in the
past three years.
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Onefifth of the respondents who have not signed a contract in the past threesyleaow at least
one online comparison tool. This is a significant decrease from 2018, whethioth&new of such
tools.

1 Knowledgeof online comparison tools is higher amaagare customers (50%) than among
inactivecustomers (17%).

Those who know abnline comparison tools for electricity contracts were asked which comparison
tools they had visited online.
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Figure72: What comparison tool(s) have you visited online? Multiple answers possible. Respondents who have not sigreed a n
contract in the past three yearand say they knowof anonline comparison tool.
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Ninein-i Sy KI @S @A gapriceScBmparigditoolNiEnagedRbly th@®anish regulatory
authority. Five percent say that they do not remember which tools they hasiéed.
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Terms of contract
The respondents were asked questions about their current contracts and how well they know the
terms of the contract.

Figure73Y 2 KSy @2dz GKAYy1l 2F &2dzNJ OdzZNNBy Shabs RDINY O SNBR2¢( i BRODS | NB

If the price can change during the contract — 73 %

term 59 %

The effective unit rate where all fixed and _ 58 %
variable fees are included 56 %
I 7 o

The binding period
53 % Bl 2022 (n=1501)

- EK 2018 (n=1508)

46 %

I, 52 o

52 %

The notice period of the contract

If the contract is green

The consequence if you terminate the contract _ 42 %

before the binding period expires 37 %

0% 20 % 40 % 60 % 80 %

Almost threequarters say that they are aware of whether the price can change during the contract
term. The majority alsoay that they are aware of the effective unit rate (where all fixed and variable
fees are included) (58%) and the binding period (57%), \isteover halfsay that they are aware of
the notice period of the contract (53%) and whether the contract is g(&&fo). Approximately four
in-ten say that they are aware of the consequence of terminating the contract before the binding
period expires (42%).

The share who say that they are aware of whether the price can change during the contract term has
increased [gnificantly, from 59 percent in 2018 to 73 percent in 2022. Also, the shares who are
aware of the notice period of the contra@nd the consequences of terminating the contract before
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the binding period expires, have increased from 2018 to 2022 (fromid@il8 to 53% in 2022and
from 37% in 2018 to 42% in 2Q22spectively).

1 Awareness of the binding period is lowest among those under 35 years old (49%), and it is
highest among those aged 65 years old or older (63%).

1 The shares who are awarewhether the price can change during the contract term are
highest among customers who have variaplee or spotprice contracs (8%86%) It is
lowest among those who havefiaed-price contract{66%).Further, a higher share of those
who have a spaprice contractare aware of whether the contract is green (66%), compared
to those who have aariableprice contract (56%) or a fixgatice contract (51%).

1 Inactivecustomersaregenerally less aware about the terms of their current electricity
contract, compared t@ctiveandaware customers.

Negative experiences and complaints
LY HAHHZE G(GKS adNWBSe |faz2 AyOfdRSR I &aS0GAaz2y SELX
market.

Customers who had signed a contract were asked if they had experienced problems with their new
supplier after signing their current contract and whether they made a complaint regarding their
problem.

Figure74: After you sigred your current contract, did you experience problems with your new electricity suppliB&spondentsvho
haveeversigned a contract.

Yes . 11 %
B 2022 (n=947)

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

Onein-ten customers have experienced problems with their new electricity supplier.

1 More than onequarter of responderg under 35 years old (27%), and 16 percent of those
ages 3549, have experienced problems with theupplier. In comparison, only four percent
of those who are 50 years old or older have experienced such problems.

9 There is aassociation between annual Klisage and the shares who have experienced
problems, ranging from six percent among those who use less than 5,00a&28:35
percent among those who use 15,000 kWh or more.

Those who had experienced problems with their new electricity supplier wésedaasbout what kind
of problem they experienced.
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Figure75: What kind of problem did you experience? Multiple answers possitfespondents wh@xperienced problems with their
new electricity supplier.
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About onethird of those wio experienced problems with their new supplier respond that the price

was higher than agreed in the contract (35%)that the contract terms were different from what

they expected (34%). Approximately egearter say that the process of switching was mor

complicated than they expected (27%0) that the invoice/bill was wrong or difficult to understand

(24%). Ondifth sayll KI & 0 KS yS¢g &dzlJLX A SNRa Odzai2YSNI &SNIBA O
with (21%). 11 percent claim that they were misled or cheated by the seller, and six peiteent

other problems.

Those who responded that they were misled or cheated bystiker were asked how this happened.

Figure76: In what way were you misled or cheated by the seller? Multiple answers possiRkspondents who were misled or cheated
by the seller.
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The majority of those who claim to be misledaleated by the seller respond that the seller did not
tell them about all the contract terms. It is less common that they were switched to the new contract
without their consent/approval, that the seller pretended to call from a company related to the
previous supplier, or that there was a change in contract terms/the respondent was moved to a
different contract with less favorable termiote that only 11 respondents were asked this

guestion
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Those who had experienced problems with their new electrsugplier, were also asked whether
they made a complaint.

Figure77: Did you make a complaint regarding your problerR2spondents whaexperienced problems with their new electricity
supplier.

No

W 2022 (n=101)
18 %

0% 20 % 40 % 60 % 80 % 100 %
Eightin-ten respondents who experienced problems with their new contract made a complaint
regarding the problem (82%).

Those who made a complaint were asked if the problem got fixed due toothelaint, and how
satisfied they were with the outcome.

Figure78: Did your problem get fixed due to your complainRespondents wh@&xperienced problems with their new electricity
supplier andhave complained

Yes 72 %
H 2022 (n=83)
No 28 %
0% 20 % 40 % 60 % 80 %

Sevenin-ten respond that the problem got fixed due to their complaint (72%).
Figure79Y | 2¢ al u‘)\fzw\SR GSNB @2dz sAUGK GKS 2dzi02YS 2F @2dzNJ O2YLX FAYyGK
y2i 1Y 26 &dRedporfiéntd ivtdeoerienced problems with their new electricity suppliemd have complained

How satisfied were you with the outcome of (n=82) 54
your complaint? W 2022
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When it comes to satisfaction with the outcome of the complaint, the results show no clear direction
(score of 54 on a scale of 0 to 100). 25 percent Baythey were dissatisfied, while 42 percent say
that they were satisfied.

1 On average, those under 35 years old were more satisfied with the outcome (67), compared
with older respondents (281).
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TheDanisledza 1 2 YSNBR Q | GOAGdzRS&rkdl 2 61 NR&a |
The respondents were asked to consider different statements concerning the electricity market.

Figure80Y ¢2 gKIF (G SEGSYy(d R2 &2dz I ANBS gskdieK dKSdzFRe f R¥ANVIANBE I HPBR S AT & diet
1y26é A& R&poddentsRvBorhad not compared their current contract were not asked whether they regularly compare
electricity contracts
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The Danish respondents agree to a fairly high extent that it is easy to switch supplier (71), and they
agree to a moderate extent that it is important to have a green energy contract (66). They also tend
to agree that they can save money $yitching electricity contract (57) but disagree to some extent
that they regularly compare contracts (46).

Compared with 2018, the responderdisagree lesthat they regularly compare electricity contracts
(average scorepfrom 41 in 2018 to 46 in 2022)

1 There is aassociation betweenge and the tendency to agree that it is easy to switch
supplier (from 62 among those under 35 years old to 77 among those aged 65 years old or
older). On the other hand, there imaverse relationshifpetweenage and tle tendency to
believe that one can save money by switching electramtytracts(from 62 among those
under 35 t053 among thosaged 65 or older Further, the youngest agree the most that
they compare contracts regularly (54, compared withkddamong tlose aged 35 years or
older).

1 Whileactivecustomers overwhelmingly agree that it is easy to switch supgp(&s), the
scores are significantly lower amoagareandinactivecustomers (6670). Furtheractive
customers believe to a fairly higixtent that one can save money by switching contract (70),
while awareandinactivecustomers show no clear direction with regard to this statement
(52-53).Inactivecustomers on average do not at all agree that they regularly compare
contracts (39), whd active(50) andaware (50) customers tend to neither agree nor
disagree. Alsdnactivecustomers are generally more unsure than others.

1 Those who use 15,000 kWh or more per year agree more strongly that they can save money
by switching contractg3-68),compared to those with a lower annual kWh usage-%95%.
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Billing andnformation
The respondents were asked to consider different statements concerning billing and information.

Figure8lY ¢2 gKIF (G SEGSYy(d R2 &2dz | ANBS gskdieK dKSdzFRe f R¥ANVIANBE I HPBR S AT & dief
1y26é A& SEOfdZRSRO®
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The Danish respondents agree to a fair extent that they would like to get better informed about the
pricethey pay for electricity (73) and that they would like to get updated information about their
consumption (72). Further, they somewhat agree that their bill is simple and easy to understgnd (55
39% agree, 32% are neutral, and 25% disagree).

The respondentagree to a significantly higher degree that they want to get updated information
about their consumption, compared with 2018 (from 64 in 2018 to 72 in 2022). Also, compared with
2018, they agree somewhat more strongly that they would like to be betterriméd about the price
(from 70 in 2018 to 73 in 2022) and tend to agree more that their bill is simple and easy to
understand (from 52 in 2018 to 55 in 2022).

1 Respondents under 35 tend to agree that their bill is simple and easy to understand (60),
while there is no clear direction among older respondents (54).

9 Activecustomers agree more broadly that they would like to get updated information about
their consumption (79), compared twareandinactivecustomers (6972). Furtheractive
andawarecustomerdend to agree that their bill is simple and easy to understandg®g
while there is no clear direction amoigactivecustomerg52).Inactivecustomers tend to
be more unsure than others with regard to the statements.

1 Those who have a sp@rice contact agree more broadly that they would like to get
updated information about their consumption (78), compared to those who lixeelprice
contracts (71) or variabtprice contracts (73).

Therespondentswvere also given different questions about the dtagity bill; about how they
receive it; and what information they read on the bill.
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Figure82: How do you receive your electricity bill?
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Almost all Danish respondents receive their electricitydbdttronically (94%). Six percent receive a
paper invoice by mail.

The share who receives their bill electronically has increased from 90 percent in 2018 to 94 percent
in 2022.

9 There is aassociation between age and the share who receive their bill eeically,
ranging from 87 percent among respondents under 35 to 97 percent among those who are
65 or older.

9 The share who receive the bill electronically is higher among those who live in houses (96%)
than among those who live in apartments (91%).

1 98 percent of activecustomers receive their bill electronically. In comparison, this applies to
92 percent ofaware customers and 93 percent afactivecustomers.

9 Customers with apotprice contractmore often receive their bill electronically (98%),
compared vith those who have other types of contracts (32%).

Figure83: Do you read the information presented on your electricity bill?
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Threequarters of the Danish customers read the information presented on tieatricity bill.
There are no significant changes, compared with 2018.

1 The share who read the information presented on the bill is somewhat higher among
respondents who are 50 or older (@78%) than among those younger than 50q63%%).

1 Alower share oihactiverespondents read the information (68%), compared veithive
(86%) anchware (88%) customers.

1 The share who read the information is highest among those who SpwEprice contracs
(91%), and lowest among those who hdixed-price contracs (72%)80% of those who
havevariableprice contracs read the information).

The electricity customers who stated that they read the information presented on the electricity bill
were asked what information they read here.
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Figure84: What information do you read on your electricity bill& Sa L12 y RSy a ¢K2 ake& (GKS& NBIR GKSANI oAt
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Almost all the Danishespondentsvho read their electricity bill look at the total amount they must

pay (95%), and almost nifie-ten looks at the specification of the electricity consumption that their

bill is based on (88%). The vast majority also look at the specification of theediffgice elements

that their electricity cost is based on (81%) and their estimated yearly consumption (72%). Most of
them also look at their historical consumption (68%) and look for notifications of changes that affect
their electricity price (65%).

Itis less common to look at the contract expiration date (39%), information on how the electricity is
produced (36%), and information about which bodies one can turn to for independent advice,
dispute resolution or in the case of complaints (34%)

Nine perent looks at other information on their bill.

A higher share than in 2018 look at the information about the expiration date (39% in 2022 and 33%
in 2018).

1 Respondents under 35 generally read less information on their bills. Tharassociation
betweenage and the share who read information about specification of different price
elements (from 71%f those under 3%0 86%0f those aged 65 or oldgrspecification of
consumption (from 74% to 96%), estimated yearly consumption (from 57% to 85%), historical
consumption (from 52% to 76%), and the total amount one must pay (from 87%¢89%98.

On the other hand, the youngest customers more often read information about the
expiration date (48%), compared to older customers;@B8o).

1 Compared taawareandinactive customers, a higher share a€tivecustomers read
information about the expiration date of the contract (50% compared with 43% and 34%),
notifications of changes that affect the price (73% compared witt68%0), specification of
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consumption (95% comped with 8589%), and the total amount one must pay (98%
compared with 94%). Furthelgrgershares of activeandaware customers read the
specification of different price elements (@8%), compared tmactivecustomers (76%).

1 Customers who havefaed-price contractmore often look at the expiration date (47%),
compared to those who have other types of contracts¢@®0). Also, a somewhat higher
share of customers with spotprice contractread the specification of price elements (90%),
compared to others (8B1%).

1 A lower share of those who receiagaper invoice reathe specification of their
consumption (75%pnd the total amounthey must pay (83%), compared to those who
receive thei bill electronically (89% and 96%éspectively).

1 A slightly higher share of those who live in houses read information about specification of
their consumption (91%), compared with those who live in apartraést%o).

All respondents were asked how thegefer to get information from their electricity supplier.

Figure85: How do you prefer to get information from youelectricity supplier? Multiple answers possible.
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Sixin-ten prefer to get information from their electricity sufier via email. 35 percent prefer to
NBIFIR AYF2NXYIFGA2Y G daé LI 3ISaé¢ 2y GKSANI &dzZLII A SN
attached to their bill, and 23 percent prefer to read it on an app provided by their supplier.

Lower shares of the customeprefer to receive information via SMS (10%), separate letters (7%),
and via a display in their house (3%).

One percent name other information channels, and three percent are unsure.

The share who prefdo get information via an app provided by their supplier (23%) is higher than in
2018 (17%)Moreover, fewer tharin 2018 prefer to get informatiom a separate letter (11% in 2018
and 7% in 2022).

91



1 Younger respondents are generally margerested in getting information via an app or via
SMS than older respondents. Also, a smaller majority of the younger respondents prefer e
mail, compared with older respondents.

0 The share who prefer information viamail ranges from 50 percent of thosader
35 to 69 percent of those who are 65 or older.

0 The share who prefer to get information via SMS ranges from 19 percent among the
youngest to 6 percent among the oldest.

0 While between 27 and 30 percent of respondents younger than 50 prefer to get
information via an app, this only applies to¢P3 percent of those who are 50 or
older.

1 Compared tactiveandawarecustomers, a somewhat lower shareionéctivecustomers
LINBFSN) G2 3SO AYyTF2NXNIFGA2Y G d&aidactkd 3S&a¢ 2y GF
customers and 3843% of others) and via an app provided by their supplier (20%@ofive
customers and 2728% of others). Further, very feactivecustomers prefer to get
information via a separate letter (3%), compared vdthareandinactivecustomers (§9%).

' Higher shares afustomers with @potprice contractINBE FSNJ (G2 IS4G Ay F2NN¥IF G2
LI 3Sa¢ 2y GKSAN aadelilial appphakided by $eéirsuppiid& (36%),7:72 0
compared with those who have fixedr variableprice contracs (34;35% aul 21¢23%
respectively).

1 A higher share of respondents who live in houses prefer to get informationmiailg63%),
compared with those who live in apartments (54%).

The price shock

In 2022, two questions were added to the questionnaire to addressstheeiof extraordinarily high
electricity prices. The respondents were asked to evaluate the impact of increased electricity prices
on their household economyand to reflect on whether the high prices would influence their future
choice of electricity camact.

Figure86: To what extent has your“household economy been affected by the high electricit}{\prices? Average scores 0=Not at all and
Mmanl+SNE KAIK SEGSyiled a52 yz2id 1y26é Aa SEOf dzRS
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The Danish respondents have to some extent experienced that the high electricitg pave
affected their household economy (586 percentrespondthat their household economlyas been
affectedto a high extent, whil@3 percentrespond that their household econonignot at all
affectedor affectedto a low extent

1 There isaninverse relationshippetween age anthe extentto which the high energy prices
have affected the household economy, ranging fromté46me extentamong those under
35 to 52 (o clear directiopamong those who are 65 or older.

9 The high prices have tolesser degree affected the household economy of respondents who
havefixedprice (55), compared to those who have variate spotprice contracs (6264).
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1 Those who have a low annual kWh usage are affected by the energy prices to a lesser degree
than those with a higher annual kWh usage (ranging from 54 among those who use less than
5,000 kWh to 70 among those who use more than 20,000 kWh).

Figure87: To what extent do you agree that the high electricity prices will affect yduture choice of electricity contract? Average R
scoresn ['Cdzf t @8 RA&F3INBS YR mnnlCadf te& F3INBSd a52 y2i (y26é ArAa SEOf dzRS
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The Danish customers agree to a fairly high extent that the electricity prices will affect their future
choice of electricity contrad71).More than half agree to some exteri§%), while/ percentsay
that they disagree to some extent.

1 Activecustomerdend to agree more with this statement (78igh extenj thanaware (72,
fairly high extent andinactivecustomers (68moderate extenit

9 There is an association between thetentto which the respondents have been affected by
the high prices and how strongly they agree that the high prices will affect their future choice
of electricity contractThe averag score rangsfrom 59 among those who respond that
their household economy has been affected to a low extent or not at all to 78 among those
who say that their household economy has been affected to a high or very high extent.

93



The Finnisltustomers

This chapter takes a closer look at tRenishelectricity customers and their presence and
participation in the electricity market, as well as their attitudes towards the Finnish electricity
market. Interesting and significant differences betwesitgroupswill be remarked upopandthe
results in 2022 will be compared with the 2018 results.

Note that some results are presented agerage scoresather than as percentages. This is done

when respondents were asked to respond on a-fdeint scaleg for example, fronil = Fully disagree
to5=Fulyagree ¢ KS NBaLRyasS @I fdsSa KIS 0SSy NBO2RSR a
G F dzf f &s sét @ NIB,Svith the other categories coded at equal intervals in between. The average

2F GKS NBXO2RSR NBalkyaSa Aa (GKSyYy LINBaSyaSR Fa
An overview of how these scores are interpreted is availableégmibthods section of the report

The Finnisledza 6 2 YSNAR Q LINBASYyOS Ay GKS St SOGNJ
The respondents were asked different questions about their presence in the Finnish electricity
market.

Figure88: Approximately how many Kowatt-hours do you use each year?
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Most of the Finnisliespondentause less than 15,000 kWh per year: 26 percent use less than 5,000
kWh, 17 percent use 5,000,999 kWh per year, and 15 percent use 10120999 kWh per year. 11
percent use 15,00€19,99 kWh per year, and six percent use 20,000 kWh or more per year.

1 On averagerespondents aged 65 or older report a somewhat lower annual kWh use,
compared withyounger respondents

1 Respondents who live in houses generallg more electricitghan those who live in
apartments.

Onequarter report that theydo not knowhow many kWh they use per yedhis share has
decreased; from 32 percent in 2018 to 25 percent in 2022.
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1 Inactivecugomers are more unsure about their annual kWh use (34%), comparactiice
(20%) andchwarecustomers(15%)

9 Further,respondentsvho live in apartments are more unsure about their annual
consumptionthan those who live in houses (29% and 168spectively.

In 2022, a question about currenbntracttype was added to the questionnairé.

Figure89: What kind of electricity contract do you have today?
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The respondents were asked what kind of electricity contract ttwyentlyhave. More than skn-

ten Finnish customersay theyhave afixed-price contract{64%). 29 percent havevariableprice
contract, five percent have apotprice contract and one percent have some other type of contract.
Three percentlo not knowwhat kind of electricity contract they havé.

9 Fixedpricecontractsareless common among respondents under 35 (56%), and more
common among thoserho are65 or older (71%), compared withe age groupsn the
middle (62¢64%).

1 A higher share ddctivecustomers have fixed-price contract{79%), compared witware
(63%) andnactivecustomers (51%)/ariableprice contracs are more common among
inactivecustomers (41%) than they are amoactive(15%) andaware customers (27%).

1 A somewhat higher share of respondents living in houses héixeaprice contrac(69%),
compared with those who live in apartmes(61%).

BThesec® Y @/ 2y (i Nd:22®) provilles miSeiirformation about this question.
19 Note that as this is seteported information it may diverge considerably from infortiaa about contract
types gathered by other means.
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The Finnisledza G 2 Xr®HWIEdGe of the electricity market
The electricity customers were asked to considerdéht statements concerning electricity
suppliers and the process of switchisigppliers

Figure90: Do you believe the following statements are correct or not? Shewmého believethe statements arecorrect

As a customer | can choose my own electricity _ 9% %

supplier 9% %
If | switch to another supplier, the new D 7 o
supplier will be in charge of meter reading 57 %
My electricity supplier is determined by B 20 B 2022 (n=1515)
where | live 19 %

2018 (n=1504)
If | switch to another supplier, it can - 10 %
affect the number of power cuts 10 %

If | switch to another supplier, my meter has I 3%
to be changed | 3%
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The vastnajority of the Finnish respondents believe that they can choose their own electricity
supplier (94%). Furthemore than halbelieve that f they switch to another supplier, the new
supplier will be in charge of meter reading (57%).

Twenty percent beliew that their electricity supplier is determined by where they live, and 10
percent believe that if they switch suppl&ithis can affect the number of power cuts. Howe\eer,
clear majoriy believesthat these statements arcorrect(74% in both casesYery few believe that
if they switch supplies; their meter has to be changed (3%)e vast majority believ&that this
statement is incorrect (88%).

There are no significant changes from 2018 to 2022.

1 Respondents under 35 are generally maressureas towhether the statements are correct,
and they generally have less knowledge of the electricity market, compared with older
respondents.

0 Theshare who saghat if they switch supplier, the new supplier will be in charge of
meter readingncreases with agdrom 47percentof those under 35 to 6percent
of those 65 or older)

o0 Moreover, ®mewhat fewer @ the youngest respondeniginder 35)say that it is
correct thatthey can choose their own supplier (87%), compared with older
respondents (9497%).

0 Thereis anassociatiorbetween age and the shasavho saythat it isincorrectthat
their supplier is determined by where they live (fr&o among those under 35 to
80%among thoseaged 65 or oldér that their meter has to be changed if they
switch supplier (fron¥7% t092%), and that changing supplier might affect the
number of power cuts (fron63% to80%).

1 Inactivecustomers tend to be more uncertain of whetharnotthe statements are correct,
compared withactiveandawarecustomers.

The respondents were asked to name the company that operates the power lines to their home
(their grid company)their own electricity supplieland two other electricity suppliers.
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Figure91: Name the company that operates the power lines to your hoffie
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Sixtyfive percent of the Finnistespondentsame theiractualgrid company. 20 percent eithgive
the wrong namdor their grid companynameanother grid companyor namecompany that does
not exist. 14 percensay that theydo not knowthe name of their grid company.

In 2018, 60 percent of the Finnisbstomersknew the name otheir grid companyln 2022 fewer
respondents give ammcorrectname (20%6;down from 33%)while there are more whaosay that they
do not knowthe name(7% in 201&nd 14%in 2022.

1 Somewhat higher shargof respondents aged 50 or oldenow thename of their grid
company 67¢71%), compared to thossho areunder 50 (5964%).More of the
respondents under 35 are unsure (26%), compared with older respondgit€%).

1 A somewhat lower share afiactivecustamers (61%know thename of their grid company,
compared withactive(69%) andaware customers (68%).

9 Higher shares of respondents wiilked- (69%) orspot-price contracs (68%)know thename
of their grid company, compared to respondents withaiableprice contract{60%).

Figure92: Who is the electricity supplier in your home?

ity supptier MR, = o
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- . 6 % _
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6% 2018 (n=1502)
. o
Do not know 8 %
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When asked to name their current electricity supplier g&scent of the Finnisbhustomersprovide
the name of an actual electricity supg@l* Six percenanswersomethingthat is not anelectricity
supplier and nne percentsaythat theydo not knowwho their electricity supplier is.

There are no significant differencbstween2018and2022.

1 The shae of respondentavho canname their egctricity supplielincreases with age, ranging
from 73percentof respondents under 35 to 90ercentof thosewho are 65 or older.

D¢KAA OFNARIFOoES Aa ol aSR 2y { KdnsibdtedHalzhg poStaf dodeQ@maybesd G | £ O3
incorrect (e.g.if respondents have moved, etc.).
21 We cannot know whether this their actual electricity supplier csomeother supplier.
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1 Asomewhathigher share oéctivecustomersknow the name of theisupplier (88%),
compared toaware (84%) andnactivecustomery82%).

Figure93: Can you name two other electricity suppliers?
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Sixin-ten Finnislcustomersknowthe names of two other electricity suppliers. 21 percent name one
other supplier, while 18 percent cannot narary other supplies.

Compared with 2018omewhat more respondents coulthmetwo other electricity supplieré
2022(55%and 61%respectively.

1 Ahigher sharef inactivecustomerscannot name any other suppliers (25%), compared with
active(13%) anchware customerg14%).

1 Fewer of hose who receive their bill as a paper invoice by ailnametwo other suppliers
(24%), compared with those who receive their bill electronicall94)L6

Figure94: Total knowledge of electricity suppliers.
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Twelve percent of the Finniskspondentknow onlytheir K 2 dza S KuplidR. @Q@ipercent also
know the name of one other supplier, while 55 percent know both tKe® dza S Kupylid® &nd
two other suppliers15 percent answer something other than an actual electricity supplier (a grid
company or something elsgjr that they do not know.

There are only small differencbstween2018and 2022.

1 Younger respondents gerally have less knowledge of electricity suppliers than older
respondentsdo. There is ainverse relationshipetweenage andhot being able tahname
oneelectricity supplierrangingfrom 27 percent ofrespondents under 35 tt0 percent of
thosewho are65 or older
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1 Inactivecustomers generally have less knowledge of electricity suppliersati@eand
awarecustomersdo. While 18 percent ohactivecustomerscould not name ayelectricity
suppliess, this applies to 12 percent afctivecustomers and.6 percent olawarecustomers.
Moreover, whileinactivecustomers tend to knownly the name of their own supplier,
higher shares cdctiveandawarecustomers also know the nar(g of other suppliers.

Figure95: Totalknowledge of the electricity market
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Seven percent of the Finnisaspondentscorrectlynametheir grid companyand one actual
electricity supplier. 13 percent know their grid company, thiéi2 dzi S Kubiilidk &hdoneother
electricity supplier, whil@0 percent know their grid company, théir2 dza S KupiilidR, Qrittwo
other electricity suppliers.

Forty percent of the Finnistespondentscannotcorrectlyname theér gridcompanyandat leastone
electricity supplier

Compared to 2018nore Finnishcustomersnow know their grid company, their electricity supplier
and two other electricity suppliers (40%p from 34%)Slightly fewer cannot name their grid
companyand at leasbne actual electricity supplier (40% in 2022, compared to 44%18)2

1 Ahigher sharef respondents under 3bave poor knowledge of the electricity market
(cannot name thig grid company andt leastone electricity supplier), compared to older
respondentg49%of respondents under 3&nd 35¢42%o0f others).

1 A higher bare ofinactivecustomershave poor knowledge of the electricity market (46%),
compared toactive(35%) andwarecustomers(39%).

1 A higher share of respondents who haeariableprice contracthave poor knowledge of
the electricity market (47%), compe to respondents who haviexed- (36%) oispot-price
contracts (41%).

TheCA YV Y A & K ad@dpatidnyirStieRl€xtricity market

The respondentsvere also asked different questions related to their participation in the electricity
market, including the process of switching and comparing electricity contracts, the use of comparison
tools, and knowledge of contractual terms.
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Signing and comparir@pntracts

Figure96: Have you ever signed a contract with an electricity supplier?
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Almost ninein-ten Finnish customers have signed a contract with an electricity supplier (88%). 10
percent have never signed an electricity costraand three percent aransure.

There are no significant differencbetween2018and 2022

1 There is aassociation between age amdving signed an electricigontract, rangingfrom
80 percent ofespondentsunder 35 to 93 percent of thosgho are65 or older.

Respondents who had signed a contract with an electricity supplier were asked when they last did
this.

Figure97: When did you last sign a new contract with an electricity suigp? Percent of respondents who have ever signed a contract.
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Fourin-ten customers who have signed a contract did so less than one year ago and are considered
activecustomers. 36 percent signed a contragBlyears ago, eight percent signed a conti2g®
years ago, and 15 percent signed a contract more than five years ago.

There are no significamtifferences betweer2018and2022.

9 Itis more common to havsigned a contracwithin the last five yearamong those under 35
than among older respondents.

1 Half of those who have a fixgatice contracisignedthe contractless than one year ago
(50%). In comparison, this applies2@percentof those who have a variablarice contract
(and 33% of those who have a sfrice corract).

1 A higher share of thos&ho use less than 5,000 kWh annualignedtheir contract lesghan
one year ago (48%), comparedth those whouse more electricityf34¢42%).

1 Twentypercent of those who receive their bilh paperby mail signed a contramore than
five years agorhis applies to 12 percent of those who receive their bill electronically.
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The electricity customers who have signed new contracts in the past three years werendsked
they signed a new contract.

Figure98: Why did you sign a new electricity contract? Multiple answers possilitespondentsvho signed a contract in the past three
years.
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The most common reasons for signing a new contaaebecausehe old contract expired (43%nd
to save money (39%).

Eighteen percent signed the new contract due to a changlegin life situation and 12 percent
wanted to get better termgother thanprice) and/or were approached by a salesperson. It is less
common that the respondents wanted a green contract (7%), signed a new contract dbado
experience with their previous contract (5%), wanted to get a local supplier (5%), wanted better
options for consumption mnitoring (4%)or signed becaussomeone thg know recommended the
supplier (2%).

Three percentite other reasons, anfewerthan one percent are unsure.

Compared with 2018nore respondents say thaley signed a new contract because their previous
contract expired (34% in 2018 and 43% in 2022).

9 Itis more common to have signed the new contract due to a change in life situationg
youngerrespondents (ranging from 32% among those undetod®%6 among those who are
65 or older) More ofthe youngestespondentslsosigned the contract to get better
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options for consumption monitoring (9% of respondents under 35 and 3% of older
respondents). On the other hand,is more common among the oldeespondents to have
signed a new contract because thprevious contract expiredgngingfrom 31% of
respondents under 35 t65% of those 65 or oldgr

9 Itis more commoramongactivecustomerso have signed the new contract because the
previous contrat expired (51%), compared wittware (34%) andnactivecustomers (35%).
More aware customers signed the new contract to save money (50%), comparactite
andinactivecustomers (37%).ikally,a somewhat higher share ofactivecustomers signed
a newcontract due to a change in their life situation (25%), compared agtlve(15%) and
awarecustomers (18%).

1 More of the respondents witfixed-price contrats signed the new contradiecause their
previous contract expireb(%) and to save money3%), compared teespondents who
havevariable or spotprice contract (variable price20% because the previous contract
expired;30%,to save moneyBoth shares ar@8%among those with spgprice). More of the
respondents withvariable-price contracs signed due to a change in their life situation (32%),
compared to thosevho have fixed(14%) or spoprice contracs (24%).

1 Higher shares of respondents who live in houses thiahosewho live in apartments signed
the newcontract to save money (47% and 36%spectively)and because their previous
contract expired (53% and 39%spectively) Fewerrespondents irhouses signed a new
contract because of a change in their life situation (9%), compared with thbedive in
apartments (22%).

Respondents who aneot considered to be active.€., whohave not signed a contract in the past
year) were asked if they hawemparecdtheir current contract to other contracts.
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Figure99: Have you ever comared your current electricity contract to other contracts? Percent of respondents who have not signed a
contract in the past 12 months (aware and inactive customers).
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Almost twothirds of the Finnish customers who are not considered tatitive (the awareand
inactivecustomers) have compared their current electricity contract to other contracts-tGing
have never made such a comparison.

Thereare no significant differences betwe@@18and 2022

1 A higher share of those who live in houses hemepared theircurrentcontract to other
contracts(78%), compared to those who live in apartments (59%).

1 There is an association between annual kWh use and the share who have compared their
contract to other contracts: 6Bercentof those who use less thab,000 kWh per year, 70
percent of those who use 5,068999 kWh per yeaand 7980 percent of those who use
10,000 kWh or more have compared contracts.

1 A higher share of those who have a fixatice contract have compared their contract to
other contrads (73%), compared with those who have a varigptize contract (54%).

1 Alower share of those who receitteeir bill asa paper invoicdave compared their contract
to other contracts $4%), compared to those who receive their bill electronic&8g4).

Electricity customers who hawwmpared contracts were aska¢hen they lastompared their
currentcontractto other contracts

Figure100: When did you last compare your current electricity contract to other contracércent of respondents who have ever
compared contracts.
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Approximately half of the respondents who have compared their current contract to oth@racts
did so during theast 12 months (52%). Foein-ten compared their contractd3 years ago, six
peraent did so &5 years ago, and two percecbmpared contractsnore than five years ago.

There are no significant changes from 2018 to 2022.
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9 Itis more commorno have compared contracts during the last 12 mordhsong younger
than among olderespondents (6% of those under 35, 3&of those between 35 and 49,
and 4546%of those 50 or oldercompared during the last 12 months

Those who have compareamntractsduring the last three years, and who have not switched
contractsor signed a new aaract, were asked why they chose to keep their current contract.

Figure101 You have compared different offers but decided to stay in your current contract. Why? Multiple answers pos§ibleent of
respondents who have compared contracts in the past three years but not switched.
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About half respond that they chose keeptheir current contract because they were satisfied with
the contract. 31 percent state that there was little or novisay from switching, and 25 percent say
that the binding period for their current contract had not expired.

Twelve percent say that they wanted to keep their current supplier as it is a local supplier, and 11
percent say it was difficult to understand thiiferences between contracts. It was less common to
staywith the current contract because the switching process was too complicated (6%), because of
difficulties finding relevant information (6%), and becadsey wereunable to switch (5%).

Four percentite other reasons for deciding to stay in iheurrent contract, and one percent are
unsure.

A higher share than in 2018 respond that they stayed in their current contract because the binding
period had not expired (17% in 2018 and 25% in 2022), amexr sharerespondthat there was
little or no saving from switching (41% in 2018 and 31% in 2022).

1 A higher share of respondents under &5ythat the switching process waso complicated
(13%), compared with older respondentg530).
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1 A higher share aiware customers (32%) thaof inactivecustomers (15%) respond that the
binding period had not expired. On the other hand, a higher shamagativecustomers
(55%) tharof awarecustomers (43%) respond that they were satisfied with their current
contract.

1 A higher sharef respondents who have a fixgatice contract respond that the binding
period of their current contract had not expire84%), compared to those who have a
variableprice contract §%). On the other handhigher shares afespondents whohave a
variableprice contrat saythat there was little of no saving from switchinggo, compared
to 25%)that they wanted to keep their supplier as it is a local suppB64, compared to
9%), that it was difficult to wherstand the difference betweenthe contracts(19%,
compared to 6%), and that theviiching process was too complicated (1X¥&mnparedto
3%).

Those who have neither switched nor compared contracts in the past three years were asked why
they have not done so more often.
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Figure102 Why have you not switched or compared contracts more often? Multiple answers possible. Perceespbndentswho
haveneither signeda new contract norcompared contractsn the past three yeas.
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About half respondhat they have not switched or compared contracts more often becausedtey
satisfied with their current contract (55%20 percent say that there is little or no saving from
switching, 16 percent respond that it is difficult to understand the differermda/een contracts,
andjustas manywant to keep their local supplier as it is a local supll&eso)

Lower shares respond that the binding period had not expired (12%), that it is difficult to find
relevant information (10%), that the switching procés$oo complicated (8%), and that they dot
care about their electricity contract (4%).

Two percenttate other reasons, and six percent are unsure.

Due to the low number of Iponses tdhe question there are no significant changes from 2018 to
2022.

Those who have never switched or compared contracts were asked why they had never done this.
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Figure103 Why have you never switched or compared contracts? Multiple answers possible. Respondents who have never switched or
compared contracts.
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The most common reasons for never switching or comparing contractsatisfactiorwith the

current contract (37%), finding it difficult to understatie differences between contracts (23%),

and wanting to keep the supplier adsta local supplier (21%). Further, 19 percent say that there is
little or no saving from switching, 17 percent say that it is difficult to find information, and 12 percent
say that the switching process is too complicated.

It is less common that respondenhave never switched or compared contracts because thayotlo
care about their electricity contract (8%), because the binding period had not expired (6%), or
because they did not know that it is possible (1%).

Four percent state other reasons, and 12gmnt are unsure.

There are no significant changes from 2018 to 2022 due to the low numbesmbrsesto the
guestion

Thecontractsigningprocess

The respondents were asked questions related togtgmingprocess, including who initiated the
signingof their current contract, howthey proceeded to choosthe contrad, howthey were
contacted, etc.
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Figure104: Who initiated the signing of your current contract?
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Sevenin-ten Finnish respondents initiated the signing of thairrent contract themselves (71%). 13
percent say that someone else in their household initigteslcontractsigning

Twelve percent say that the signing was initiated by the supplier or sales representatives on behalf o
the supplier. It is less common that a broker (2%), a cooperative/union (less than 1%) or other actors
(1%) initiated the signing. Two percent anesure.

There are no significant changes from 2018 to 2022.

9 There is ainverse relationship betweeage andansweringthat someone else in the
householdnitiated the signing(from 17% of those under 35 @6 of those 65 or oldgr
Somewhat moref the respondentsinder 35saythat a broker initiated the signing (5%),
compared to older respondents {0%).

1 Compaed toawareandinactivecustomers, a lower share afttivecustomerssaythat
someone else in their household initiated the signing of the contract ¢@%pared to 16%).
Moreover, a higher share aictivecustomers say that the suppliesr sales represntatives
on behalf of the supplieiinitiated the signing (20%ompared to 89%).

1 A higher share of respondents living in apartments initiated the signing themselves (75%),
compared with those living in houses (62%). On the other hand, the share wklwasay
someone else in their household initiated thiginingis higher among those living in houses
(20%) than among those living in apartments (10%).

1 A higher share of those who have a fixatice contract respond thahe signing was
initiated by the supplier or sales representatives on behalf of the supdl&t), compared
with those who have variabl€8%) or spaprice contracts (6%).

Electricitycustomers who responded that either they, or someone else in their household, initiated
the signing of their current contract, were asked how tlohypsetheir contract.
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Figure105: How did you go about choosing electricity contracMultiple answers possible. If signing initiated within own household.
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Almost half state that they used a comparison tool onksepart of choosinthe contract (47%). 20
percent made an internet search, 12 percéoitowed a recommendation, 10 percewialled one or
several suppliers, and 12 percent used other methods. 13 ped@nbt know oremember how
the choicewas made

Compared with 2018, more respondents say ttiey did an internet search (14% in 2018 and 20%
in 2022). Further, the share dfe respondents whb cite other methods is lower in 2022 than in 2018
6y2GS GKIFG a. @& NBO2YYSYRIGA2ye gl a | RRSR (2

1 More among the gunger respondentperformedan internet search, compared with older
respondents (ranging from 29% reflspondentaunder 35 to 16% of thoseho are50 or
older). More of the olderrespondents repdrother methods (ranging frort9% of those 65
or older to 4% of those under 35).

9 Highershares ofictive(58%)andaware (62%) customers used a comparison tool online,
compared withinactivecustomers (30%JConverselyhigher shares dhactivecustomers
based their choice on@commendation (15%compared with 9%) or say that thelp not
know orremember how the choice was made (21¢6mpared with §8%).

1 A higher share of those who receive their bill electronically used a comparison tool online
(52%), compared with those who receiv@s apaper invoice by mail (35%)n the other
hand,those with paper bithadmore often called one or severslippliers(14% compared
to 8% of thosawith electronic hill$.

Those electricity customers who stated that they were contacted by an electricity sympleer
broker, were asked how they were contacted.
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Figure106: How did they contact you? Percent of respondents who were contacted by a supplier or broker.

I 53 %
Telephone 49 %
. I -
Email 17 %
- I 10 %
On the street (for example, shopping mall) 13 %
0o
Mail B H 2022 (n=209)
1% 2018 (n=240)
W%

Door sales
4%

B %
Other 39

| 0%

Can not remember / Do not know 49

0% 20 % 40 % 60 %

More than half d those who were contacted by an electricity supplier ooker were contacted by
telephone (53%). 24 percent were contacted bgnail, and 10 percent wereontactedon the
street/in a publicspace It is less common that the respondents were contacted by mail (5%), via
door sales (3%pr viaother forms for contact (4%).

There are no significant changdi§ferences betweer2018and 2022

1 A higher share of those under 35 were contacted via door sales (14%), compared with older
respondents (§2%).

1 A higher share of those who have a variaptice contract were contactedia doorsales
(13%), compared to those who have a fixaite contract (1%)

Respondents who have signed a new contract in the past three years were asked to consider
different statements related to this process.
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Finnish customers who have signed a contract the last three years experienadtgh extenthat
it was easy and straightforward to sign the contract (average score of 80 out of 100), and they
trusted the information and adviciom sellerso a fairly high exten{70).

The respondentagreemoderatelythat it was easy to understand what was included in the
price/agreement (69), that thewere well-informed (67), and that they could easily compare

different electricity contracts with each other (66). They agree to some extent that it was easy to find
trustworthy information and necessary advice (64), and tagieesomewhat that there were many
different products/contracts (59) and electricity suppliers (57) to choose from that meet their needs.

The respondents agreomewhat morghat theywere well-informed in 2022 (67%han they did in
2018 (62).

1 Respondents who are 50 or oldegreesomewhatless than younger respondents that there
were many different suppliers and products/contracts to choose from that meet their needs
(scores for thee twostatementsrange from53¢58 among respondents who are 50 or older
andfrom 60¢63 among those under 30

1 On average,he active(68) andaware (69) customers felt more weihformed thandid the
inactivecustomerg63).

1 Those who have a fixeatice contractfound it easier to understand what is included in the
price/agreement(71), comparedwith those whohave a variable(63) or spotprice contract
(61).

Those who haveot signed a new contract in the past three years were asked to consider different
statements concerning a potential futuahoice ofelectricity contract.
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The Finnish customers who hawet signed a new contract in the past three years agree to §/fair
highextentthat there will be many different contracts to choose from that meet their needs (70).
They agreanoderatelythat there will be many different ektricity suppliers to choose from that
meet their needs (68)and that it will be easy and straightforward to sign a contract (65).

The respondents agreomewhatthat they will be wellinformed (57) and that it will be easy to find
trustworthy informatian and necessary advice (56). Jrege a little more dividedvhen it comes to
whether it will be easy to understand what is included in the price/agreement (54), whether it will be
easy to compare different contracts to each other (53), and whether thdyrwit the information

and advice from sellers (53).
There are no significant changes from 2018 to 2022.

i The youngest respondents agree more that it will be easy to understand that is included in
the price/agreementcompared witholder respondentstfie average scoreare 62 among
those under 35, 56 among those aged;389, and 5661 among those who are 50 or older).

1 On average,he awarecustomers believenore that they will be wellinformed (63)than the

inactivecustomers d55).

Comparison tools
The respondents were also asked to consider different questisgardingcomparison tools.

The electricity customers who have signed a contract in the past three years were asked if they had
visited an online comparison toat the time

Figure109: When you signed/compared your current electricity contract, did you visit an online comparison tool? Respondents who
have signed a new contract in the past three years.
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More than half of the Finnish respondents who have signed &raciin the past three years visited
an online comparison tool when they signed their current cont(ad@so) 44 percent did not.

There are no significant differencbetween2018and 2022

1 A higher share aiwarecustomers visited an online comparison t¢61%) compared with
active(52%) andnactivecustomers (46%).

1 Ahigher shareof customers with a fixegrice contractvisited an online comparison tool
(58%) compared with those who hawather contracts(43¢46%).

1 A higher share of respondents living in houses used online comparison tools (62%),
compared with those living in apartments (50%).

Those who had visited an online comparison tool were asked to name the tool they had used.

Figure110: What comparison tool(s) did you visit? Multiple answers possible. Respondents who visited a comparison tool when they
signed their current contract.
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Sixin-ten (62%)of those who had used an online comparison tool vissigitkonhinta.fj which ishe
price comparison toananagedoy theFinnishenergy regulatory authorityBetweentwo and four
percentsay they visiteather comparison toolsApproximately onén-three cannot remember

1 Theinactivecustomers are more unsure about which online comparison tool they visited
(45%) thanthe active(32%) andaware customerg29%)are.

Those who havaot signed a contract ithe past three years were also asked about gamson
tools.
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Figurel1l: Do you know of any online comparison tools for electricity contrac®@spondents who have not signed a new contract in
the past three years.
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Almost fourin-ten respondents who haveot signed a contract in the past three years say that they
know of at least one online comparison t¢8B8%)

There are no significanlifferences betweer2018and 2022

1 A higher share adiware (59%) tharinactivecustomerq31%)saythat they know of(an)
online comparison tods).

1 Alower share of respondents with varialgeice contracs saythey know ofany online
comparison tools (31%gpmpared with those who have other contracts ¢88%).

Those who know of online comparison tools for electricity contracts were asked which comparison
tools they had visited online.

Figure112 What comparison tool(s) have youisited online? Multiple answers possible. Respondents who have not signed a new
contract in the past three years who say they know of an online comparison tool.
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Among those who know of any online comparison to8& percenthave visitedsahkonhinta.fi.
Betweenone andfive percent have used other comparison todBeven percent respond that they
cannot remember.
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Terms of contract
The respondents were asked questions about their current contract and how well they know the
terms of the contract.
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The vast majority say that they are aware of the binding period of their current contract (86%), and
most are also aware of the notice period of the contract (7 2thajority say that they are aware of
the consequencd they terminate the contract beforéhe binding period expires (56%), antand

half say that they are aware of whether the price can change during the contract term (51%). 46
percent are aware of whether their contract is green.

There are no significant changes from 2018 to 2022.

1 Awareness increases with afyg: The notice period of the contract (from 67% of those
under 35 to 78% of those who are 65 or oldéhnge consequenceof terminatingthe contract
before the binding period expires (from 49% to 60%), and the binding pefithdé contract
(from 81%of thoseunder 35 to 8@90% ofthosewho are at leasb0). Converselythere is a
inverse relationship betwatage andeported awarenesof whether the price can change
during the contract term (fron57% of respondents under 36 41% of respondents aged 65
or olden).

1 A higher share dhactivecustomers are aware of whether the price can change during the
contract term (60%), compared witittive(39%) andcaware customerg53%) Otherwise,
inactivecustomersaregenerally less awaref the terms of their current electricity contract,
compared toactiveandaware customers

1 Higher shares of those who havariable or spot-price contracs 87% and®7%
respectively say that they are aware of whether the price cdrange during the contract
term, compared to those witfixed-price contracs (31%)A somewhat higher sharef those
with fixed priceare aware of the binding period (90%)ompared with those who have
variableprice (83%) or spot price (84%).
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Negativeexperiences and complaints
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electricity market.

Respondentsvho had signed a contract were asked if they had experienced problems with their new
supplier aftersigning their current contract, and whether they made a complaint regarding their
problem.

Figurel14: After you signed your current contract, did you experience problems with your new electricity supplier? Respondents who
haveever signed a contract.

Yes I 6 %
B 2022 (n=1327)

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

Six percent have experienced problems with their new electricity supplier.

9 The share who experienced problems is higher among those under 35 (14%), and lower
among those aged 65 or older (2%), compared with respondents ag@d 8&;6%).

1 A higher share adiwarecustomersexperiencedroblems(11%) compared withactiveand
inactivecustomers (both 5%).

1 Alower share of respondents who hafileed-price contracs (4%) say that they have
experienced problems, compared with those whevka variable (9%) ora spotprice
contract(11%).

Those who had experienced problems with their new electricity supplier were aghaikind of
problem they experienced.
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Figure115: What kind of problem did you experience? Multiple answers possible. Respondents who experiepagzlems with their
new electricity supplier.
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Forty-five percent of those who experienced problems with their new supplier respond that the price
was higherhan agreed in the contracand 38 percent say that the contract terms were different

from what they expecteddpproximately onequarter say that that the invoice/bill was wrong or
RAFTFAOMZ G G2 dzy RSNRUGFYR 0O0HT:0 2adlpoadr & Mifficulitggt vy S &
in contact with (23%). It was less common that responderfserienced theswitchingprocessas

more complicated than they expected (17&t)dthat they were misled or cheated by the seller

(10%). Seven percenite other problers.

Those who responded that they were misled or cheated by the seller were asked how this happened.

Figurel16: In what way were you misled or cheated by the seller? Multiple answers possible. Respondents who were mistéeated
by the seller.
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The majority of those who claim to be misled or cheated by the seller respond that the seller did not
tell them about all the contract terms. It is less common that the seller pretended to call from a
company related to the previausupplier, that they were switched to the new contract without their
consent/approval, or that there was a change in contract terms/the respondent was moved to a
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different contract with less favorable termiote that only eight respondents were asked i
guestion.

Those who had experienced problems with their new electricity supplier were also asked whether
they hadmade a complaint.

Figure117: Did you make a complaint regarding your problem? Respondents whkperienced problems with their new electricity
supplier.

Yes 68 %
B 2022 (n=82)
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Almostsevenin-ten respondents who experienced problems with their new contraatie a
complairt about the problem(68%).

Those whdiad complainedwere asked if the problem got fixed due to thengplaint¢ and how
satisfied they were with the outcome.

Figure118: Did your problem get fixed due to your complaint? Respondents who experienced problems with their new electricity
supplierand have complained.

W 2022 (n=56)
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Eightin-ten say that the problem got fixed due to their complaint (79%).

Figure119 How satisfied were you with th“e outcome of your complaint? Average scores: 0=Very dissatisfied and 100=Very satisfied.
a52 y2i 1Y 2 gRespandentSho éxdeRebdedproblems with their new electricity supplier andde acomplaint.
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. =56
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When it comes to satisfaction with the outcome of the complaint, the respondenid, on average
to be more satisfied than dissatisfied (score of 59 onaefrom 0 to 100).45 percent say that they
were satisfiegdwhile23 percent say that they were dissatisfied.
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The Finnistedza G 2 \aBtdbksQowards the electricity market
The respondents were asked to consider different statements concerning the electricity market.
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The Finnish respondents agree to a fairly high extent that it is easy to switch supplier (74) and that
they can save money by switching electricity contract (73). They also agpreewhatthat it is

important to have a green energy contract (58) and that they regularly compare electricity contracts
(56).

Compared with 2018, the respondents agree more that theylady compare contracts (from 51 in
2018 to 56 in 2022).

1 Respondents who are 65 or older agseemewhatlessstronglythat they can save money by
switching contracts (70), compared with younger respondents/&y

9 Activecustomers agree to a higher extent thawareandinactivecustomers that it is easy
to switch supplies (average scoresre 79 amongactive 76 amongaware,and 69 among
inactivecustomer$ and that they can save money by switching contracts (79 aradig,

74 amongaware,and 68 amongnactivecustomer$. Moreover, active(57) andaware
customes (62)tend to agree tha they regularly compare contractswhereasinactive
customersare evenly divided on thi&0).

9 Those living in housegyree more thathey regularly compare contracts (62), compared to
those in apartments (54). Respondents in apartments agree somawbiathat it is
important to have a green contract (59), compared with thed® live inhouses (54).

1 Respondents who have a fix@dice contraciagreemore stronglythat it is easy teswitch
supplier (76)and that they can save money by switching conts#¢6), compared with those
who have a variabl@rice contrac{71and 67, respectively)rinally, hose who havdixed
price contracstend to agree that they regularly compare contracts (60), while those who
have variableprice contracts neither agree nor disagree (49).
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Billing andnformation
The respondents were asked to consider different statera@uincerning billing and information.
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The Finnish respondents mostly agree that they would prefer to get all their electricity costs on one
bill instead of two separate bills (from the supplier and the grid company) (76). They agree tg a fair
highextentthat their bill is easy to understan@4) and to a moderatextentthat they want to get
updated information about their consumption (69hey agree to some extent that they would like

to be better informed about the price they pay for electricity (63).

Compared with 2018, the respondentgrae somewhatorethat they want to get updated
information about their consumptiorup from 66 in 2018 to 69 in 2022).

9 There isanassociation between age atw stronglythe respondentsagree that theywant
to get updated information abouheir electiicity consumption (angingfrom 65 among
those under 35 to 74 among those 65 or older).

9 Activecustomers agree to a higher extent that their bill is simple and easy to understand
(78), compared witltaware (73) andnactivecustomers (71)lnactivecustomers agreéess
stronglythat they want to get updated information about their consumption (66) tlaative
andawarecustomersdo (72-73).

1 Those who have a fixegatice contract agree morstronglythat their bill is simple and easy
to understand (7% compared to those who have a variaigléce contract (71) or a spot
price contract (66). Respondento have a variabkprice contract agreéessthat they
want to get updated information about their consumption (65), compared to respondents
with other contracts (7672).

1 Respondents who live in an apartment agree mstrenglythat they would prefer to get all
their electricity costs on one bill (78), compared with respondents who live in a house (72).
Those who live in a house agree more that they warget updated information about their
consumption (73)compared withthose who live in an apartment (68).

The electricity customers were also given different questions about the electricity bill; about how
they receive it; and what information they rdan the bill.
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Figure122 How do you receive your electricity bill?
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Sevenin-ten Finnish respondents receive their bill electronically (72%eein-tenreceive a paper
invoice by mai(28%)

The sharef electronic billhasincreased from 60 percent in 2018 to 72 percent in 2022.

1 A higher share of those who are 65 or older receive their bill electronically (83%), compared
with younger respondents (€71%).

1 Alower shareof inactivecustomersreceive tteir bill electronically (66%¥fompared with
active(76%) ancgawarecustomers (78%).

1 Ahigher share of those who have a fixpdce contract receive their bill electronicallya@s),
compared with those who have a variafgece contract (67%).

Figure123: Do you read the information presented on your electricity bill?
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The vast majoritpf respondentgead the information presented on their electricity bill (86%).

Thereis no significant change frog@018to 2022

9 There is aassociation between age and the shafeespondentsvho read the information
on their bill, rangingfrom 77 percent othoseunder 35 to 93 percent of those 65 or older.

9 Higher shares ddctive(89%) andwarecustomerg91%)read the information presentd on
the bill, compared withinactivecustomers (80%).

9 A higher share of respondents living in houses read their bill (91%), compared to those living
in apartments (83%).

The electricity customers who stated that they read the information presented oelétricity bill
were asked what information they reauh their bill
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Almost all theFinnish customers who read their electricity bill look at the total amount they must pay
(97%), and ninén-ten look at the specification of the electricity consumption that their bill is based
on (90%) and the specification of the different price elemehéd their electricity cost is based on
(89%). The majority also look at their historical consumption (62%) and look for notifications of
changes that affect their electricity price (56%¥pout half look at the contract expiration date (49%).

Itis lesscommon to look at information on how electricity is produced (37%) and information about
where togofor independent advice, dispute resolutipor in case of complaints (28%)

Six percent look at other information on their bill.

Compared with 2018nore respondents loolat their contraciQ éxpiration date (39% in 2018 and
49% in 2022).

9 Older respondents are more interested in their historicahsumption(rangingfrom 67% of
those 65 or oldeto 54% among those under 38ndrespondents over 65 are also more
inclined tolook at the expiration da (59%) compared withyounger respondents (426%).
Moreover, ®mewhatfewer of the respondents under 35 look at the total amount they have
to pay (93%), compared withe older respndents (9299%).

1 Higher shares ddictiveandawarecustomershan ofinactivecustomerdook atthe
specification of different price elements (91%, compared to 86%), the contract expiration
date (54;55% compared to 40%), anitheir historical consumptiori66%, compared to 56%).

1 A higher share of respondents wititked-price contracs read information about the contract
expiration date (57%), compared to those who have varighle (33%) or spqirice (43%)
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Fewer ofthose who havevariableprice contracs look at informationabout their historical
consumption (54%), compared tbose withother contracts(65¢66%).
1 A higher share of those who receive theirsdlectronically read information about the
expiration date of their contract (51%), compared to those who receive paifie(43%).
1 Ahigher sharef the respondents who live in a house look at information about their
historical consumption (71%), compared with those who live in an apartment (58%).

The respondents were asked how they prefer to get information from their electricity supplier.

Figure125: How do you prefer to get information from your electricity supplier? Multiple answers possible.
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Just over i-in-ten prefer to get information from their electricity supplier viarail (63%). 43
percent prefer to read it o or attached to their bill.

Twentyfive LISNO Sy i LINBFSNI 62 NBIFIR AYyF2NXYI GAaddR1llF G Gaeé
percent prefer to receive a separate letter. Lower shares prifeir informationon an app provided
by their supplier (15%), vieMS (12%), armh a display in their house (3%).

One percent name other information channels, and two percent are unsure.

Compared with 2018, higher shares prefer to get the information vizaé (58% in 2018 and 63% in
2022) and via an app (8% in 201®1d.5% in 2022), while lower shares prefer to get the information
on or attached to their bill (48% in 2018 and 43% in 2022) and in a separate letter (28% in 2018 and
21% in 2022).

1 Fewerof the respondents under 35 prefer to get information viarail (56%, compared
with older respondents (669%).

1 Lower shares dhactivecustomers tharof activeand awarecustomers prefer to get
information via email (56%compared with 68%) or via an app provided by the supplier (9%
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compared with 1823%). On the other handpore of theinactivecustomers prefer to get
information in a separate letter (25%ompared with 18%).

1 A higher share of respondents who live in hesswantinformation via an app (19%),
compared with those who live in apartments (13%).

The price shock

In 2022, two gquestions were added to the questionnaire to address the issue of extraordinarily high
electricity prices. The respondents were askedvalaate the impact of increased electricity prices

on their household economyand to reflect on whether the high prices would influence their future
choice of electricity contract.

Figure126: To what extent has your household enomy been affected by the high electricity Erices? Average scoges\ot at all and
manl+SNE KAIK SEGSyilded a52 y2i 1y26é Aa SEOf dzRS
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The Finnish respondents are divided when it comes to whether the high electricity prices have
affected theirhousehold economyaferage score of9).36 percent respond that thelmousehold
economy habeen affectedo a highor very high extentwhile35 percent respondo a low extent or
not at all.

1 Respondentsaged65or older report a lower impact on thetlmousehold economy (44),
compared toyounger respondents4g8-53).

1 Respondents with fixed-price contracthave been less affected jgh energy prices (46),
compared to respondents withwariable (54)or a spot-price contract(63).

1 Those who live in housémve been moraffected by the high electricity prices (59),
compared to those living in apartments (45).

9 There is an association between annual kWh usetha@xtentto whichthe high electricity
priceshawe affectedii K S NI & hitisehoBetdn@mg(from 40 among those who use
less than 5,000 kWh per year, to-60 among those who use 15,000 kWh or more).

Figurel27: To what extent do you agree that the high electricity prices will affect your future choice of eleityr contract? Average
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The Finnish respondentsoadlyagree that the high electricity prices will affect their future choice of
electricity contract (83)80 percentsaythat theyagree whileonly 4 percent say that they disagree.

1 Respondents under 35 agree to a lower extent that the high electricity prices will affect their
future choice of electricity contract (79), compared to older respondents3¢83
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Respondents living in luses agree to a higher extent that the high electricity prices will
affect their future choice of electricity contract (86), compared to respondents who live in
apartmens (82).

Respondents with &ixed-price contractagree to a higher extent that the higdtectricity

prices will affect the future choice of electricity contract (86), compared to respondents with
avariable (78)or aspotprice contract(82).

The high prices will affect the future chosoef active(87) andawarecustomerg86)to a

higher extentcompared tonactivecustomery78).

There is an association betwetre extentto whichthe respondents have beeaffected by

the high prices antdow stronglythey agree that the high prices will affect their future choice
of electricity ontract. The average score raagfrom 79 among those who respond that

their household economy to a little extent or not at all was affecte88@among those who
say that their household economy affected to a haglvery highextent.
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The Norwegian cuetmers

This chapter takes a closer look at therwegianelectricity customers and their presence and
participation in the electricity market, as well as their attitudes towards the Norwegian electricity
market. Interesting and significant differences betweseitgroups will be remarked upon and, when
possiblethe results will be compared with results from 2018.

Note that some results are presented agerage scoresather than as percentages. This is done

when respondents were asked to respond on a-fdeint scaleg for example, fronil = Fully disagree
to5=Fullyagre¢ ¢ KS NBaLRyasS @I fdSa KIS 0SSy NBO2RSR a
GFdzf £ & FINBSE Aa aSd G2 mnns gAGK GKS 20KSNJ OF (S
2T GKS NBO2RSR NB&aLRyaSa IAESNIESS/ aMNNBSRY (2SR I a8 O
An overview of how these scores are interpreted is available imibihods section of the report

CKS b2NBSIAlLY OdzalG2YSNBQ LINBaSyoOS Ay
The respondents were asked different questions aboeirtpresence in the Norwegian electricity
market.

Figure128 Approximately how many kilowatthours do you use each year?
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More than half of the Norwegian respondents use more than 10,000 kWh per year. 20 percent use
between 10,000 and 14,999 kWh. 16 percent use between 15,000 and 19,999 kWh, 15 percent use
between 5,000 and 9,999 kWh, and 11 percent use between 20,000 and 24,999 kWh. Nine percent
use less than 5,000 kWh, while four percent use more than 25,000 kW&apr

Compared with 2018, the share of respondents who use less than 5,000 kwWh is somewhat higher
(12%; up from 6%), while the share of respondents who use 20,000 kWh or more per year is
somewhat lower (21%; down from 31%).

1 Respondents who live in housgenerally have a higher kWh use per year than those who
live in an apartment.
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Twentyfour percent of the respondents report thaéthey do not knovhow many kWh they use per
year.

1 Thosewho live in apartments are more unsure about their annual usage than those who live
in houses (30% and 19%spectively).

1 Inactivecustomers are more unsure about their annual kWh usage (34%), compared with
active(18%) ancaware (14%) customers.

In 202, the respondents were asked what kind of electricity contract they Rave.

Figure129 What kind of electricity contract do you have today?

Fixed price 19 %

Variable price 19 %

Spot price

Other I 2%
Do not know . 6 %

0% 20 % 40 % 60 %

S54% W 2022 (n=1501)

More than half of the Norwegian responderday theyhave a spoprice contract (54%)19 percent
have either a fixedor a variableprice contract. Two percent have some other type of contract, while
six percentlo not knowwhat kind of electricity contract they havé.

9 Fixedprice contracts are more common among respondents under 35 (28%)pared to
older respondents (12119%).

9 Spotprice contracts are less common amdngctivecustomers (46%) than they are among
active(62%) and aware customers (57%ixedprice contracts are more common among
activecustomers (24%han among others (16L7%),and variableprice contracts aréess
common amongctivecustomers (10%) than among othe22¢24%) Moreover, inactive
customers more often report that thego not knowwhat kind of electricity contract they
have (10%), compared witittive(3%) andcaware (2%) customers.

2¢KS aSOGA2Yy @22ppyolided nidie infbrénatidhzakout & question.
23 Note that as this is seteported information it may diverge considerably from information about contract
types gathered by other means.
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¢CKS b2NBSIALY OdAG2YSNEQ 1y26f SR3S
The electricity customers were asked to consider different statements concerning electricity
suppliers and the process of switchisigppliers

Figure130: Do you believe the following statements are correct or not? Shemého believe the statements are correct.

As a customer | can choose my own electricity _ 89 %

supplier 93 %
If | switch to another supplier, the new A -
supplier will be in charge of meter reading 43 %
My electricity supplier is determined by _ 41 % B 2022 (n=1501)
where | live 26 % 2018 (n=1506)

If | switch to another supplier, it can - 12 %
effect the number of power cuts 5%

If | switch to another supplier, my meter has - 9 %
to be changed = 4 %

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

Most of the Norwegian respondents believe that they can choose their own electricity supplier
(89%) Moreover, half (52%) believe that if they switch to another supplier, the new supplier will be
responsible for meter readg.

Forty-one percent believe that their electricity supplier is determined by where they live, while 12
percent believe that switching to another supplier can affect the number of power Th&sshares
who believe that these statements aigcorrectare 50 percent and’1 percent, respectivel@

percent believe that their meter has to be changed if they switch to another suppligte 79

percent believe that this imcorrect

A notable share of the respondents aresuine of whether a new supplier wibe in charge of meter
reading (23%) and whether changiyaur supplier will affect the number of power cuts (17%).

Compared with 2018&omewhat fewetbelieve that they can choose their own electricity supplier
(89% down from 93%)More respondentsiow believe that a new supplier will be in charge of meter
reading (52%up from 43%)that their electricity supplier is determined by where they live (4%
from 26%) that switchingsuppliesswill affect the number of power cuts (12%p from 5%), and that
their meter has to be changed if they switch to another supplier; (8%46rom 4%).

1 Respondentsvho areunder 35 years oldenerallytend to have less knowledge of the
electricity market, compared to those who are 35 or older.

0 Thereis a1 association between age and the share who believe that they can choose

their own electricity supplier (from P8among respondents under 35 to @&hmong
thosewho are 65 or older).

o Further, tereis anassociatiorbetweenage and the shaswho beliee thatit is
incorrectthat their electricity supplier is determined by where they lit@ih 35%
amongthoseunder 35 t065% among those 65 or oldethat their meter has to be
changed if they switch supplidir¢m 65% to86%), andthat switchingsuppliescan
affect the number of power cutdrom 54%to 82%4).
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1 Respondents who have a sgatice contract tend to have more knowledge about the
electricity marketcompared to respondents who have a fixgdce contractor a variable
price contract.

o0 A higher share of respondents with sgaice contracts believe that they can choose
their own electricity supplier (93%), comparedttmsewho havefixed- or variable
pricecontracts (84% and 82%, respectively).

o Compared to respondents who havdixed-price contracior a variableprice
contract,highershares of the respondents with spot contracts believe tlitais
incorrectthat their electricity supplier is determined by where they [i68%
compared with 4@00f those with other contract typésthat their meter has to be
changed if they switch suppli€(B9%, compared witl67%) and thatswitching
supplies can affect the numér of power cuts§1%, compared witb7¢59%).

1 Activecustomerdgend to have more knowledge about the electricity market, compared with
inactivecustomers. Thénactivecustomers tend to be more uncertaas towhetheror not
the statements are correc

o Inactivecustomers believe to a somewhat lower extent that they can choose their
own electricity supplier (86%), compareddotive(93%) andnactivecustomers
(88%.

o Asomewhatiower share ofinactivecustomersbelieve thatit isincorrectithat their
electricity supplier is determined by where they livi2¥% compared withtb3¢59%),
that their meter has to be changed if they switch to another suppliée4,
compared with 8&85%) and that switching suppliscan affect the number of
power cuts 65%, compeed with 75¢77%).

The respondents were asked to name the company that operates the power lines to their home,
their own electricity supplierand two other electricity suppliers.

Figure131: Name the company that operates thepower lines to your home24

33 %
Correct grid compan _
g pany 7194
- JE _
Incorrect . ° B 2022 (n=1501)
22% 2018 (n=1506)
I -7
Do not know = %
0% 20 % 40 % 60 % 80 %

Thirty-three percent of the Norwegiarespondentscorrectlystate the name of their grid company.
39 percentgivean incorrectnamefor their grid companynameanothergrid company or name
something that is no& grid compaw. 27 percendo not knowthe name of their grid company.

“e¢KAA QOFNRIFIOES Aa ol aSR 2y { KnsibkiedHalzhg RoStal dode@aylig a G | f
incorrect (e.g.if respondents have moved, etc.).
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Compared to 2018, a lower sharetbé respondents can name their grid company (38#wn from
71%).Moreover,there is a higher shareho do not knowthe name of their grid company (37% in
2022 and 7% in 2018).

9 There is aassociation between age and the share vdoorectlyname their grid company
(from 21% among respondents under 35 to 43% among respondents who are 65 or older).

1 Ahigher share of respondents who receive their bill electronically state the correct name of
their grid company (34%), compared to respondents who receive their bill as a paper invoice
by mail (17%).

1 A higher share of respondents with a sqpoice contractstate the correct name of their grid
company (41%), compared to respondents with a fipeide contract (25%0)r a variable
price contract (22%).

1 A higher share ddctivecustomersstate the correct name of their grid company (44%),
compared toaware (38%) andinactivecustomery24%).

1 Ahigher shareof respondentsvho live inWestern Norwaystatethe correct name of their
grid company (52%yrompared with those fromther parts of Norway (2889%).

Figurel132 Who is the electriciy supplier in your home?

81 %
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n electricity supplier 90 %
- . 7 % =
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4% 2018 (n=1506)
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6 %
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Eightin-ten Norwegiarcustomersstate the name of an actual electricity supplféSeven percent
state something else than an actual electricity supplier. Six persaythat theydo not knowwho
their electricity supplier is.

Compared to 201&omewhat fewerstate the name of an actual electricity supplier2022(81%;
down from909%).

1 Fewer of the youngest respondents know the name of tke&ctricity supplierfangingfrom
72%amongrespmdents under 35 t@9¢86% amonghosewho are 50 or oldej.

1 More respondents who receive their bills electronicaltgite the correct name of their
electricity supplier (83%), compared to respondents who receive paifile(50%).

1 A higher share of respordts with a spofprice contract state the correct name of their
electricity supplier (91%), compared to respondents with a figede contract (68%)r a
variableprice contract (72%).

1 A higher share ddctivecustomersstate the correct name of their edtricity supplier (89%),
compared toaware (80%) andnactivecustomery76%).

25 Note that many grid companies have changed names between 2018 and 2022.
26 \We cannot know whether this is thedictualelectricity supplier or jussomesupplier.
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Figure133 Can you name two other electricity suppliers?
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Half of the Norwegiacustomersstate the name of twather electricity suppliers. 20 percent state
the name of one other supplier, while 31 percent cannot name any other sugplier

Compared to 2018, a somewhat lower share can name two other electricity suppliéts ¢é%vn
from 55%) and a somewhat higher sha@noot name any other supplie(31%; up from24%).

1

There is aassociation between age and the share who can name two other electricity
suppliers kangingfrom 40% among respondents under 35 to 57% among respondents who
are 65 or older).

A higher share afespondents who live i house can name two other electricity suppliers
(52%), compared tthosewho live in anapartment (45%).

Ahigher share of respondents who receive their bill electronically can name two other
electricity suppliers (51%), comparemrespondents who receive their bill apaperinvoice
(20%).

Ahigher shareof respondentswith a spot contract can name two other electricity suppliers
(59%), compared to respondents with a fixadce contract (36%)r a variableprice

contract (40%)

A higher share dictivecustomerscan name the correct name two other electricity suppliers
(62%), compared taware (52%) andnactivecustomers(38%).
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Figure134: Total knowledge of electricity suppliers.
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Twenty percent of the Norwegian customers knomly their K 2 dza S KuplidR. @QZpercent also

know the name of one other supplier, while 44 percent krimth theirK 2 dza S K 2 f Ra@ddi & dzLJLJ A !
two other suppliers19 percentanswer something othethan an atual electricity supplier (a grid

company or something elsg)r that they do not know.

Compared to 201&ewerrespondents can name theiwn supplier and two other suppliers %4
down from51%) while moreanswer something other thaan actual electricity supplier (¥8; up
from 10%).

1 There is aassociation betweenage and the share who can name their own supplier and two
other electricity suppliers (fro86% among respondents under 35 to 51% among
respondents who are 65 or older). The shansweringsomethingthat is not anelectricity
supplier is higher among regpdents undei50 (23¢28%)than among older respondents
(11¢149%.

1 Asomewhathigher share of respondents living in houses can name their own electricity
supplier and two other electricity suppliers (48%), compared to respondentdivdio
apartmens (41%)

1 A higher share of the respondents who receive their bills electronically can name their own
supplier and two other electricity suppliers (46%), compared to respondents who receive
paper bills (16%Moreover, ahigher share of thoswith paper billsansver somethingother
than an actual supplier (50%), compared to those Wwheeelectronichills (17%).

1 A higher share of respondents with a sgwice contract can name their own supplier and
two other electricity suppliers (56%), compared to respondenth @wifixedprice contract
(29%)or a variableprice contract (34%). Also, a lower share of respondents syith
contractsnamesomethingother than an actual electricity supplier (9%), compared to
respondents with fixe€d(32%)or variableprice contracs (28%).

1 A higher share ddctivecustomerscancorrectlyname their own supplier and two other
electricity suppliers (58%), comparedaware (49%) andnactivecustomerg32%).
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Figure135: Total knowledge of the electricity market
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Four percent of the Norwegian customers corfgetame thecompany operating power lines to
their home and one actual electricity supplier. Five pergcarmetheir grid company antdvo
electricity suppliers, while 21 percenain nameheir grid companyandthree electricity supplies.

Seventy percent of the Norwegi@ustomerscannotcorrectlyname the company operating power
lines andat leastone actual electricity supplier.

Compared to 2018ower shares novknow eitheri) the names of thecompany operating power
lines to their home and theiown electricity supplier (%; down froml3%),ii) their grid company
their electricity supplier, an@neother electricity supplier (%; down froml4%) or iii) their grid
company, their electricity supplier artelo other electricity suppliers (Zb; down from40%).The
shareof Norwegiansvho do not know either of these things has increased dramaticdigm 33
percent in 2018 to 70 percent in 2022

9 There is aassociation between age and knowledge about the electricity mafltet share
who can nameheir grid company their electricity supplier, and two other suppligenges
from 13 percent of those under 35 to ®eércentof those aged 65 or older

1 More of therespondents who live in a house can name tlygid companytheir electricity
supplier, and two other suppliek24%), compared tthosewho live in an apartmen18%).

1 A higher shar ofrespondents who receive their kklectronicallycan name theigrid
company their electricity supplier and two other suppligiz2%), compared to respondents
who receive their bis on papel(3%).

1 A higher share of respondenwith a spot contract can name the&jrid companytheir
electricity supplier and two other supplief89%), compared to respondents with a fixed
(12%)or a variableprice contract (11%).

1 A higher share ddctivecustomerscan name theigrid companytheir own supplier and two
other electricity suppliers (32%), comparedaware (24%) andnactivecustomerg11%).

27 Note that many gricompanies have changed names between 2018 and 2022.
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¢CKS b2NBSIALY Odza(2YSNRBQ LI NGAOALI GAzZY
Electricity customers were also asked different questions related to their participation in the

electricity market, including the process of switching and comparing electricity contracts, the use of
comparison toolsandknowledgeof contractual terms.

Signing and comparing contracts

Figure136: Have you ever signed a new contract with an electricity supplier?
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Eightyfive percent of the Norwegian respondents hgewer)signed a contract with an electricity
supplier. 13 percetrhave never signed an electricity contract, while two percentuarsure.

There are no significant differences from 2018 to 2022.

9 The share is higher among respondents who have aspog contract (90%), compared to
those who have a variablgrice corract (79%)or a fixedprice contract (85%).

Respondents who ha signed a contract with an electricity supplier were asked when they last did
this.

Figure137: When did you last sign a new contract with an electricity supplie@&ent of respondents who have ever signed a contract.
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Thirty-seven percent of theespondentsvho have signed a contract did so less than one year ago
and areconsideredactivecustomers. 34 percent signed a contrd¢B years ago, 12 percent signed
a contract3¢b years ago, and 17 percent signed a contract more than five years ago

Compared to 2018, there is an increase in the share who signed a contract within the last year, and a
decrease in the share who signed a cactrmore tharfive years ago.

1 A higher share of respondents under 35 signed a contract a contract within the last year
(45%), compared with respondentgo are 35 years old or oldeB8¢37%). Almost half of
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the respondents aged 50 or oldstsigned a cotract more than 5 years agcompared
with 14 percent othose aged5¢49 and only five percent of those under 35.

1 Alargershare of respondents with fixegrice contractssigned anew contract within the
past year (47%), compared to respondents veigiot- (40%)or variableprice contracs (20%)

The electricity customers who have signed new contracts in the past three years were asked why
they signed a new contract.

Figure138 Why did you sign a new electricity contract? Multplanswers possible. Respondents who signed a contract in the past three
years.
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More than half of the Norwegiaelectricity customersaythat they signed a new contract to save
money (56%). This was also the most common reasaosidoinga new electricity contract in 2018.

Eighteen percent signed the contract due to a change in their life situation and/or because they
wanted to get better terns (other than price). 17 percent signed a new contract to get better options
for consumption monitoringand 14 percent due to a bad experience with their previous contract,
while 12 percent were approached by a salesperson. Between six and 11 peaigtrdt they signed

a new contract because someone recommended the supfilerauseheir previous contract

expired, to get a local supplier, or because they wanted a green contract. Six peteexber

reasons, and one percent are unsure.

Compared to 208, a lower share were approached by a salesperson;(d@¥n from 20%), while a
higher share say that they signed a new contract due to a bad experience with their previous
contract (14%up from 7%).
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9 Itis more commorno have signed the new contract diea change in life situatioamong
younger respondentéangingfrom 30 % among those under 35 to 9% among those who are
65 or older) More of the younger respondentalsosigned the new contract because
someone recommended the supplier (1@¥espondens under 35)compared to older
respondents (12% of respondentsq@® and 4¢6% of those who are 50 or oldeOn the
other hand, dower share ofespondents under 35 signed a new contract to save money
(48%), compared to older respondents {63%)

1 A highe share of the respondents living in houses signed a new contract to save money
(62%) compared to respondents who live in apartme9%)Fewer of thosdivingin
housessigned a new contract due #ochange in their life situation (13%), companeih
apartmentdwellers(24%).

1 A higher share ddctivecustomerssigned the new contract to save money (63%), compared
to inactive(45%) andware customerg50%). Further, a higher shareinfctivecustomers
signed the new contract because they were approached by a salesperson (19%), compared
to active(9%) andawarecustomerg12%)Higher shares of thaware customerssigned the
new contract because thaeyanted a green contract (12%) aod to get better terms (25%),
compared toactivecustomers3% and 15%espectively) andhactivecustomers6% and
15% respectively).

1 A lower share ofespondents living in Northern Norwaygned the new contract to sav
money (41%), compared to those living in other parts ofigr (52,63%).

Respondents who are not considered to be active (switched contract in past year) were asked if they
havecomparedtheir current contract to other contracts.

Figure139 Have you ever compared your current electricity contract tohetr contracts? Percent of respondents who have not signed a
contract in the past 12 months (aware and inactive customers).
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Fifty-seven percent of thawareandinactiveNorwegian customers have compared their current
electricity contract to other contras. 39 percent have never made such a comparison.

There are no significardifferences between 2018 and 2022

Electricity customers who have compared their own contracts with others were asked when they
most recently did this.
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Figure140: When did you last compare your current electricity contract to other contracts? Percent of respondents who have ever
compared contracts.
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Fifty-eight percent of theawareandinactiverespondents who have compared their current contract

to other contractsdid so during the last 12 monsh32 percent comparedontracts1¢3 years ago,
sevenpercent did sB¢5 years ago, antivo percentcompared contractsnore thanfive years ago.

Compared with 2018, a larger share had compared thatract during the last 12 months (58%p
from 32%), while a smaller share didXg3 years ago (32%own from 42%).

There are no significant differences betwesrigroups.

Those who have compareamntractsduring the last three years, and who have switched, were
asked why they chose to keep their current contract.
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Figure141: You have compared different offers but decided to stay in your current contract. Why? Multiple answers possible. Percent of
respondents who have ampared contracts in the past three years but not switched.

Bk
58 %
I - o

50 %

| was satisfied with my current contract

There was little or no saving from switching

It was difficult to understand the _ 20 %

differences between the contracts 15 %

| wanted to keep my supplier as it is a local [ EGNIIG 13 %
supplier 13 %

I 2

It was difficult to find relevant information 7%
0

B 2022 (n=531)

The binding period for my current contract - 9 % 2018 (n=553)
had not expired 4%

B s
3%

The switching process was too complicated

| was unable to switch (for example because - 6 %
the supplier made it difficult) 3%

B s
6

Other reason %

f2%

Do not know 1%

0% 20 % 40 % 60 %

Fifty-one percenbf the awareandinactivecustomers who have compared their current contract to
other contractsbut did not switchsaythat they chose to stayvith their current contract becauwes
they were satisfied with it. 45 percent say that there was little or no saving from switching.

Twenty percensaythat it was difficult to understand the differences between contracts, 13 percent
wanted to keep their supplier as it is a local suppked 12 percent respond that it was difficult to
find relevant information. It was less common to stay in the current contract because the binding
period had not expired (9%), because the switching process was too complicatedn8&gause

they wereunable to switch (6%). Six percetite other reasons for deciding to stay in the current
contract, and two percent aransure.

Compared to 2018, higher sharehose to stay in their current contract because the switching
process was too complicated (8&fp from 3%), because it was difficult to find relevant information
(12% up from 7%)and because the binding period had not expired ;(@pcofrom 4%).

9 Thereis an inverse relationship betweege and the sharetho saythat they chose to stay
in their currentcontract because they @re unable to switch (froml5% of those under 35 to
1%of thoseaged50 or oldel, that the switching process was too complicai@étm 13% of
those under 35 t@% of thoseaged65 or older), and that it was difficult to find relevan
information (from 19% to5%).

1 A higher share of respondents with a variapléce contractchose to stay in their current
contract because the switching process was too complicated (17%), compared to
respondents with a speprice contract (3%)r a fixed-price contract (11%Higher share of
respondents with a fixeghrice contracistayedin their current contract because they were
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unable to switch (15%9r because the binding period had not expired (23%), compared to
respondenswith a variableprice contract (12 % and 12%spectivelypr a spotprice
contract (2% and 4%espectively)Alower share of respondents witspot contracts stayed

in their curent contract because they wanted to keep thigicalsupplier (9%), compared to
respondents with fixed(17%)or variableprice contracs (20%).

Those who have neither switched nor compared contracts in the past three years were asked why
they had notdone so more often.

Figurel42 Why have you not switched or compared contracts more often? Multiple answers possible. Percent of respondents who
have neither signed a new contract nor compared contracts in the past three years.

Forty-five percentsaythat they have not switched or compared more often because they are
satisfied with their current contracB88 percentsaythat thereis little or no saving from switching,
while 31 percentespondthat it is difficult to understandhe differences between contracts.

Twentytwo percentsaythat it is difficult to find relevant information, 17 percent want to keep their
supplier as it is a local supplier, and 12 percamtthat the switching process is too complicated. Five
percent do not care about their electricity contract, while three perceait is because théinding
period of their current contract has not expired. Seven percent give other reasons for not sgitchin
or comparing contracts more often.

There are no significant changes from 2018 to 282& no significant differences between
subgroups.

Those who hadieverswitched or compared contracts were asked why they had never done this.
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