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Introduction

This flash Eurobarometer investigates EU
consumers’ behaviour in the energy transition. It
examines key themes, such as consumer trust
in energy markets and providers, evaluation of
energy services, and consumer protection
measures. The survey explores consumers'
understanding of energy bills, their consumption
tracking habits, and factors influencing changes
in energy use. It also delves into consumer
preferences when selecting energy providers,
switching behaviour, motivations for changing
providers, and potential barriers to switching.
Additionally, the study looks at information
sources used by consumers when making
decisions about energy providers, and areas for
improvement in energy markets to better serve
consumers.

On behalf of the European Commission,
Directorate-General for Energy, Ipsos European
Public Affairs interviewed a representative
sample of EU citizens, aged 18 and over, in
each of the 27 Member States of the European
Union.

Between 30 June and 15 July 2025, 18 250
interviews were conducted over the telephone
(landline and mobile phones). Survey data are
weighted to known population proportions. The
EU27 averages are weighted according to the
size of the 18+ population of each EU Member
State. A technical note on the methods applied
to conduct the survey is appended as an annex
to this report.

For the purposes of this report, the target group
is limited to EU citizens, aged 18 and over,
involved in making decisions about energy
providers in their household (excluding those
who indicate that the price of energy is set
because it is included in their rent without the
possibility to opt-out) (i.e. DX1_2 equal to ‘Yes’
and DX2 not equal to ‘“The price of energy is set
because it is included in your rent without the
possibility to opt out’). These energy decision-
makers are referred to as respondents
throughout the report.
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Notes

m Due to the specific structure of their energy

markets, some questions were not
applicable and therefore not asked in
Cyprus and Malta.

m It also is important to consider that, in some

countries, energy prices remain fully or
partly regulated. For instance, switching
behaviour in the Netherlands, where the
market is liberalised, might differ from
Slovakia or Hungary, where household
energy prices are regulated. This context
is crucial for interpreting the results of this
flash Eurobarometer.

m Survey results are subject to sampling

tolerances meaning that not all apparent
differences between countries and socio-
demographic groups may be statistically
significant. Thus, only differences that are
statistically significant (at the 5%
confidence level) — i.e. where it can be
reasonably certain that they are unlikely
to have occurred by chance — are
highlighted in the text.

m The results of this flash Eurobarometer are

presented both by country and in terms of
socio-demographic characteristics.

differences, which are illustrated in the
accompanying tables.

m Percentages may not add up to 100%, as

they are rounded to the nearest percent.
Response percentages exceed 100% if
the question allowed respondents to
select multiple responses. Due to
rounding, percentages shown in the
charts do not always exactly add up to the
totals mentioned in the text.

m In this report, countries are referred to by

their official abbreviation as indicated
below.

BE
BG
Cz

DK

DE
EE
IE

EL
ES

* Cyprus as a whole is one of the 27 EU Member States. For practical reasons, interviews are
only carried out in the part of the country controlled by the government of the Republic of

Belgium FR France
Bulgaria HR Croatia
Czechia IT ltaly
Denmark CY E%fuosf*
Germany LV  Latvia
Estonia LT Lithuania
Ireland LU Luxembourg
Greece HU Hungary
Spain MT Malta

Cyprus.

NL  Netherlands

AT  Austria
PL Poland
PT  Portugal
RO Romania
SI Slovenia
SK  Slovakia
Fl Finland
SE Sweden

Although a review of various socio-
demographics was undertaken, the
discussion narrows down to those
showing statistically significant
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Main findings
Consumer perceptions and market evaluation

m More than a third (35%) of respondents who
make decisions related to energy in their
household say they do not trust the
market in their country to provide fair
prices and reliable service. In contrast,
63% trust their country’s energy market.
In total, 79% of respondents trust their
electricity (and gas) provider(s) to provide
fair prices and reliable service.

m About one in six respondents (17%) disagree
that it is easy to get in contact with their
energy provider when they need
assistance or information. A higher share
(22%) disagree that their energy bills are
easy to understand. One in four
respondents (25%) disagree that their
energy provider provides easy-to-
understand information about offers and
promotions. About one in five (20%)
disagree that their energy provider is
investing sufficiently in renewable energy
sources.

Consumer protection

m About one in three respondents (32%)
disagree with the view that energy
consumers in their country are well
protected (for instance, against unfair
practices or disconnection).

m Just over eight in ten respondents (82%)
agree that they would trust an energy
provider more if they committed to an
officially certified code of practice on
consumer rights.

m Nearly four in ten respondents (38%)
disagree with the statement that ‘if you
believe you are being treated unfairly by
your energy provider, you are aware of
which national authorities you can turn to
for assistance’.

m Respondents were asked about areas that,
in their opinion, need improvement to
make the energy market in their country
work better for consumers. The highest-
ranking area for improvement in the

energy market, selected by 38% of
respondents, is better protection of
vulnerable consumers and those in
energy poverty. This is closely followed by
more clarity and transparency of energy
bills (34%), and more prevention of unfair
commercial practices (e.g. telemarketing)
(34%).

Energy consumption and billing practices
m Asked about the parts of their electricity (and

gas) bills they find most difficult to
understand, 36% of respondents report a
difficulty understanding taxes and charges
for maintaining the energy infrastructure.
About one in six respondents each cite
the cost for each unit of energy they
consume (16%), the calculation of the
total amount to be paid (16%), and the
contract duration, early termination fees,
and what happens when the contract
period ends (16%).

m Respondents were also asked about the

frequency of tracking their energy
consumption, both for electricity and gas.
Just over half of respondents (52%) report
tracking their electricity consumption at
least once a month or more frequently.
Just under half of respondents (45%) who
are connected to the natural gas grid
indicate tracking their gas consumption at
least once a month or more frequently.

m Respondents were asked about their

motivations for changing their energy
consumption behaviour at home. The
survey proposed three specific behaviour
changes: lowering heating or air
conditioning use, running appliances like
washing machines and dishwashers
during off-peak hours, and using smart
devices to automatically schedule
appliance use during off-peak hours.
Among those open to change, only or
mainly economic reasons emerge as the
primary motivator for all three listed
changes, with 59% to 65% of respondents
citing these reasons. Nevertheless, a
proportion ranging from 20% to 24% cite
mainly or only environmental reasons as
their motivation across the different
behaviours.
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Provider selection and switching behaviour is any difference between energy

m Respondents were then asked about providers to make switching worthwhile.

important factors (beside price) when m Respondents, regardless of whether they

selecting an energy provider. Quality of
service ranks first, selected by over one-
third of those who switched (36%) and
more than half of those who did not switch
(52%). Reputation of the provider follows,
selected by at least one-third of
respondents in both groups (34% for
switchers, 38% for non-switchers).

m Fewer than four in ten (38%) respondents

indicate having switched their electricity
provider within the last three years,
whereas over a third (36%) have not
switched for more than a decade, or have
never switched at all. One-third of
respondents (33%) connected to the
natural gas grid indicate having switched
gas providers within the last three years,
compared to 38% who have not switched
for more than a decade, or have never
switched at all.

m Respondents who switched energy providers

within the last three years were asked
about the primary reasons for their most
recent decision. More than two-thirds
(68%) of respondents indicate they
switched because they found an offer with
a better price. Other reasons for switching
are reported by smaller shares of
respondents: moving house (18%);
recommendations from family, friends or
colleagues (13%); wanting a more
environmentally-friendly energy provider
(11%); having experienced billing
problems (10%); poor customer service
(8%); having been contacted by another
energy provider (7%); to benefit from
extra services another energy provider
provides, like offering home insulation or
other energy efficiency measures (5%).

m Respondents who did not switch energy

providers in the last three years were
asked about the main reasons that
stopped them from switching. Just over
half (52%) of this group indicate they did
not because they are satisfied with the
reliability, service and price of their current
energy provider. About one in four (26%)
respondents reply they do not think there

had switched energy providers within the
last three years, were asked about their
main information sources for switching
decisions - either decisions already made
or potential future choices. For recent
switchers, energy providers' websites and
price comparison websites are cited as
common information sources by 34% of
respondents. For non-switchers, in-
person recommendations from friends,
family, or colleagues emerge as the
primary source of information (46% vs
25% of switchers), followed by price
comparison websites (34%) and energy
providers' websites (33%).
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1. Consumer perceptions and market evaluation

1.1. Trust in the energy market
and energy providers

More than one third (35%) of respondents who
make decisions related to energy in their
household do not trust their country’s energy
market to provide fair prices and reliable service.
In contrast, 63% trust their country’s energy
market.

About eight in ten (79%) energy decision- makers
trust their electricity (and gas) provider(s) to
provide fair prices and reliable service. On the
other hand, two in ten (20%) respondents do not
trust their provider(s).

Q1 How much do you trust the following to provide fair prices and reliable

service?

B Trust a lot Tend to trust Tend not to trust B Do not trust at all @Don't know

The energy market . 13 50 20 . 15| 2
Your electricity and gas
providers / Your electricity 25 54 12 8l
provider

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Country differences

The individual country results show that, among
energy decision-makers, at least half of
respondents in almost all Member States trust
their country’s energy market to provide fair prices
and reliable service, the exceptions being Greece
(40%), Bulgaria (40%), Spain (41%) and Italy
(48%). The highest levels of trust are observed in
Portugal (88%) and Luxembourg (97%)".

Maijorities of respondents in all countries trust
their electricity (and gas) provider(s) to provide
fair prices and reliable service, though the relative
size of this majority varies widely by country. At

least nine in ten respondents trust their electricity
(and gas) provider(s) in Luxembourg (93%),
Slovakia (91%), France (91%), Finland (90%) and
Portugal (90%). On the other hand, fewer than
two-thirds of respondents share this view in
Cyprus (57%), Spain (62%), Bulgaria (63%) and
Greece (65%).

Q11 How much do you trust the following to provide fair prices and reliable service?

The energy market
B Trust a lot @ Tend to trust

o
wl’\’

SONtececO0B0OS (

AT FR SE IE

@ Tend not to trust

EE BE DK DE LV

@Don't know

BDo not trust at all

1 5
15-

19

-
= (i I®-3-8-8I*

LT EU27 Cz SI CYy IT ES BG

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

Q1_2How much do you trust the following to provide fair prices and reliable service?
Your electricity and gas providers/Your electricity provider

@ Trust a lot W Tend to trust @Do not trust at all @Don't know

@ Tend not to trust

sz~

2 0
5 7
— | ]
3 2
62 60

, L N EEE
» @ Il - (el

_ E N N
= I = .-

1

EE IE DK CZ NL

@

a

11
PSee00STEws

BE DE AT EU27 MT LV SI LT RO IT HU HR EL

O
<

Ll

[

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

1

Due to rounding, percentages for separate response options shown in the charts do not always exactly
add up to the totals mentioned in the text.
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Socio-demographic considerations

Respondents aged 18-24 are somewhat more
likely than older respondents to trust their
country’s energy market (69% vs 63% of those
aged 40-54 and 62% of those aged 55+).

Self-employed respondents (74%) are less likely
than all other occupation groups (79%-84%) to
trust their electricity (and gas) provider(s).

Housing status also plays a role in the levels of
trust in energy providers. Owners of apartments
(76%) are somewhat less likely than those renting
an apartment or house (80%-82%) to trust their
providers.

Respondents who can always afford paying their
energy bills (64%) are more likely than those
worrying about being able to pay their energy bills

Q1 How much do you trust the following to provide fair prices and reliable service? % Total ‘Trust’
Your electricity and gas

The energy market providers/Your
electricity provider

EU27 63 79
18-24 69 80
25-39 64 79
40-54 63 78
55+ 62 79
Self-employed 62 74
Employee 65 79
Manual worker 64 84
Not working 62 79
Renting a single-family home 64 82
Renting an apartment 67 80
Owning a single-family home 64 79
Owing an apartment 60 76
You can always afford paying your energy bills 64 79
You worry about being able to pay your energy bills but usually manage 58 76
to do so

You sometimes cannot pay your energy bills on time 64 78
You often cannot pay your energy bills on time 52 73

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

(58%) to trust their country’s energy market.

10
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1.2. Evaluation of energy services

Although over three-quarters (78%) of energy
decision-makers, or respondents, agree that it is
easy to get in contact with their energy provider
when they need assistance or information, about
one in six (17%) consider this not easy.

More than two in ten respondents disagree (22%)
that their energy bills are easy to understand?.
Just over three-quarters (77%) agree with this
statement.

A quarter of respondents (25%) disagree that their
energy provider provides easy-to- understand
information about offers and promotions. About
seven in ten respondents (71%) agree with this
statement.

About one in five respondents (21%) disagree that
their energy provider is investing sufficiently in
renewable energy sources. In contrast, about two-
thirds (66%) agree with this statement. More than
one in ten respondents (13%) do not know
whether their energy provider is investing
sufficiently in renewable energy sources.

Country differences

Fewer than two-thirds of respondents in Cyprus
(54%), Croatia (62%) and Hungary (63%) agree
that it is easy to get in contact with their energy
provider when they need assistance or

respondents in Czechia (89%) and Slovakia
(89%) share this view.

No more than six in ten respondents in Cyprus
(58%), Poland (59%) and Hungary (60%) agree
that their energy bills are easy to understand. In
contrast, more than nine in ten respondents in
Luxembourg (95%), France (93%) and Finland
(91%) agree with this statement.

Respondents in Bulgaria (39%), Cyprus (45%),
followed by those in Spain (54%) and Hungary
(55%), are the least likely to agree that their
energy provider provides easy-to- understand
information about offers and promotions. In
Luxembourg, on the other hand, nearly nine in ten
respondents (88%) agree with the view.

The smallest shares of respondents agreeing that
their energy provider is investing sufficiently in
renewable energy sources are observed in
Cyprus (30%), Hungary (38%), Bulgaria (40%),
Croatia (42%) and Latvia (43%). The largest
shares, in turn, are again found in Luxembourg
(86%) and France (82%).

Q2 How much do you agree or disagree with the following statements about your electricity and

gasproviders / your electricity provider?

@ Totally agree Tend to agree

It is easy to get in contact with
your energy provider when you
need assistance or information

Your energy bills are
easy to understand

Your energy provider provides
easy-to-understand information
about offers and promotions

Your energy provider is
investing sufficiently in
renewable energy sources

Tend to disagree

B
B
-
.-

@Don't know

10. 7 I 5

1" .10I 1
15.10. 4
15. 6 -13

@ Totally disagree

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

information. On the other hand, about nine in ten

2 Due to rounding, percentages for separate response options shown in the charts do not always exactly

add up to the totals mentioned in the text.

11
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Q2 How much do you agree or disagree with the following statements about your electricity and gas providers/your
electricity provider? % Total ‘Agree’
Your energy provider

provides easy-to-
understand information

It is easy to get in contact
with your energy provider Your energy bills are easy

Your energy provider is
investing sufficiently in

when you need to understand renewable energy
assistance or information about offgrs and sources
promotions
EU27 78 77 71 66
BE 76 78 65 64
BG 68 68 39 40
Ccz 89 82 81 50
DK 68 72 64 50
DE 82 86 78 65
EE 75 84 65 50
IE 88 87 82 72
EL 79 68 69 56
ES 68 63 54 62
FR 85 93 79 82
HR 62 70 65 42
IT 77 76 68 67
CYy 54 58 45 30
LV 79 88 7 43
LT 76 86 77 63
LU 87 95 88 86
HU 63 60 55 38
MT 69 84 62 65
NL 87 76 80 77
AT 85 74 72 79
PL 76 59 66 54
PT 83 83 83 79
RO 69 73 76 61
SI 83 80 74 55
SK 89 86 80 61
Fl 82 9 80 74
SE 83 86 79 70

Note: The higher the share agreeing with the statement, the darker green the cell.
(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

12
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Socio-demographic considerations Financial situation also plays a role in the
evaluation of energy services. Those respondents
who are sometimes (70%) or often (65%) unable
to pay their energy bills are less likely than those
who can always or usually pay their bills (75%-
78%) to agree that their energy bills are easy to
understand. These groups (58% and 51%
respectively) are also less likely than those in a
better financial situation (66%) to agree that their
energy provider is investing sufficiently in
renewable energy sources.

The youngest respondents (aged 18-24) are more
likely than older groups to agree with some of the
statements on energy services: namely, that their
energy provider provides easy-to- understand
information about offers and promotions (76%, in
total, agree vs 70%-71% of older groups) and that
their energy provider is investing sufficiently in
renewable energy sources (71% vs 64% of those
aged 25-39 or aged 40-54).

Self-employed respondents are less likely than
employees to agree that their energy provider
provides easy-to-understand information about
offers and promotions (67% vs 73%).

Respondents who rent their housing
accommodation or their appartement (81%) are
more likely than those owning an apartment
(73%) or a single-family home (77%) to agree that
their energy bills are easy to understand.

Q2 How much do you agree or disagree with the following statements about your electricity and gas providers/your electricity provider?
% Total ‘Agree’

Your energy provider
provides easy-to-
understand information
about offers and

Itis easy to getin
contact with your energy  Your energy bills are
provider when you need easy to understand
assistance or information

Your energy provider is
investing sufficiently in
renewable energy
sources

promotions

EU27 78 77 71 66
Age

18-24 76 79 76 71
25-39 78 77 70 64
40-54 78 77 71 64
55+ 79 77 71 66
Self-employed 77 76 67 63
Employee 79 78 73 66
Manual worker 77 78 71 66
Not working 79 77 70 66
Renting a single-family home 77 81 72 71
Renting an apartment 81 81 73 67
Owning a single-family home 78 77 72 65
Owing an apartment 78 73 69 64
You can always afford paying 79 78 79 66

your energy bills

You worry about being able to
pay your energy bills but 76 75 69 66
usually manage to do so

You sometimes cannot pay

your energy bills on time 8 70 63 58

You often cannot pay your
energy bills on time

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

78 65 73 51

13
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1.3. Consumer protection in the energy sector

About one-third (32%) of energy decision-
makers, or respondents, disagree with the view
that energy consumers in their country are well
protected (for instance, against unfair practices or
disconnection). Just over six in ten (62%)
respondents agree with the statement.

Nearly four in ten respondents (38%) disagree
with the statement that ‘if you believe you are
being treated unfairly by your energy provider, you
are aware of which national authorities you can
turn to for assistance’. Just under six in ten (58%)
respondents, on the other hand, agree with this
statement.

Just over eight in ten (82%) respondents agree
that they would trust an energy provider more if
they committed to an officially certified code of
practice on consumer rights. Over one in ten
respondents (13%) disagree with this view.

Q3 How much do you agree or disagree with the following statements about your electricity and
gasproviders / your electricity provider?

B Totally agree Tend to agree Tend to disagree @ Totally disagree @Don't know

You would trust an energy provider more if
they committed to an officially certified code of _ 49 33 7 I 6 I 4
practice on consumer rights
Energy consumers in [YOUR COUNTRY]
are well protected (for instance, against - 19 43 19 - 13 I 6
unfair practices or disconnection)
If you believe you are being treated unfairly
by your energy provider, you are aware of - 28 30 19 - 19 I 5
which national authorities you can turn to for
assistance

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

14
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Country differences

Across the Member States, wide variation is
observed in the proportion of respondents
agreeing that energy consumers in their country
are well protected (for instance, against unfair
practices or disconnection).

Fewer than four in ten respondents agree with this
statement in Bulgaria (31%), Greece (35%) and
Cyprus (38%). On the other hand, about nine in
ten respondents in Luxembourg agree with this
view. Other countries with a high level of
agreement include Ireland (80%), the Netherlands
(79%), Austria (78%) and France (77%). *

Q3_1 How much do you agree or disagree with the following statements about your electricity and gas
providers/your electricity provider?

Energy consumers in [YOUR COUNTRY] are well protected (for instance, against unfair
practices or disconnection)

B Totally agree @ Tend to agree W Tend to disagree W Totally disagree @ Don't know

2 2 6 0 6 4
- 5 - s
= 13 [ ] 29 36

N
w

N

juy

32

o
w

w
©

48

N
L

[$))
1l

26 55
38

12

290503

LU NL AT FR SK BE cz FI PT DE EU27 EE MT SE LT HR SI RO HU IT LV DK ES CY EL

N w -
D-w_m-ulwlw
- N N =
y-m_»-olwlw

0 -

(o 1=
3 @ I s . -

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

3 Due to rounding, percentages for separate response options shown in the charts do not always exactly
add up to the totals mentioned in the text.
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In Denmark (26%) and Cyprus (26%), just over
one in four respondents agree that ‘if you believe
you are being treated unfairly by your energy
provider, you are aware of which national
authorities you can turn to for assistance’. In
contrast, just over eight in ten (82%) respondents
in Luxembourg share this view. The share
agreeing with this statement is also high in Poland
(76%), followed by Portugal (72%), Romania
(71%) and Ireland (71%).

Q3_2 How much do you agree or disagree with the following statements about your electricity and gas
providers/your electricity provider?

If you believe you are being treated unfairly by your energy provider,you are aware of which

national authorities you can turn to for assistance
B Totally agree W Tend to agree W Tend to disagree W Totally disagree @ Don't know

2 1 2 5 4 7 1 9 16 8

4 10 26 12 3

] | -5 —

i b8 8 1 el L
22 20 53

II6 26

)
ml"

w
< -

A -N-w-m.—x
%GJ - N ~ I\JIG’

41

23

N ~ ~
» N} ~

N w N -
(J B BN gE
- N )
= T I :
¢ I I
S «

cw®00NP06SS20®ag

LU PL PT RO IE MT IT CZ AT NL ES FR EU27 EE HU

XY

=i = - -
2w l-M=G

LT

T
X

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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At least two-thirds of respondents in all Member
States agree that they would trust an energy
provider more if they committed to an officially
certified code of practice on consumer rights. The
smallest shares agreeing with this statement are
found in Bulgaria (66%), Denmark (71%) and
Germany (72%), whereas the largest share is
observed in Italy (92%).

Q3_3 How much do you agree or disagree with the following statements about your electricity and gas
providers / your electricity provider?

You would trust an energy provider more if they committed to an officially certified code of
practice on consumer rights

66

B Totally agree @ Tend to agree [ Tend to disagree B Totally disagree @Don't know
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Socio-demographic considerations

Respondents aged 18-24 (67%) are more likely
than those aged 40-54 (61%) or aged 55+ (62%)
to agree that energy consumers in their country
are well protected (for instance, against unfair
practices or disconnection).

Housing status also influences perceptions of
consumer protection in the energy sector. Owners
of apartments are more likely than those renting
to agree with the following statements: ‘if you
believe you are being treated unfairly by your
energy provider, you are aware of which national
authorities you can turn to for assistance’ (61% vs
54%-55% of those renting) and ‘you would trust
an energy provider more if they committed to an
officially certified code of practice on consumer
right’ (85% vs 80% of those renting a single-family
home). Owners of apartments are, in contrast, the
least likely to agree that energy consumers in
their country are well protected (for instance,
against unfair practices or disconnection) (59% vs
62%-69% of other groups).

Relating to respondents’ financial situation, those
who can always afford paying energy bills are
more likely to agree that consumers in the country
are well protected, compared to those who worry
about their ability to pay bills but usually manage
to do so (64% vs 55%). Additionally, those who
worry but usually manage to pay (53%) are less
likely than those who can always afford paying
energy bills (58%) and those who sometimes
cannot pay (65%) to agree with the statement ‘if
you believe you are being treated unfairly by your
energy provider, you are aware of which national
authorities you can turn to for assistance’.
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Q3 How much do you agree or disagree with the following statements about your electricity and gas providers/your
electricity provider? % Total ‘Agree’

You would trust an energy
provider more if they
committed to an officially
certified code of practice on
consumer rights

If you believe you are being
treated unfairly by your energy
provider, you are aware of
which national authorities you
can turn to for assistance

Energy consumers in [YOUR
COUNTRY] are well protected
(for instance, against unfair
practices or disconnection)

EU27 82 62 58
18-24 86 67 62
25-39 82 63 56
40-54 82 61 58
55+ 82 62 57
Renting a single-famil

home o9 Y 80 69 54
Renting an apartment 83 63 55
Owning a single-family 82 62 58
home

Owing an apartment 85 59 61
You can always afford 82 64 58

paying your energy bills

You worry about being
able to pay your energy

bills but usually manage 85 55 53
to do so

You sometimes cannot

pay your energy bills on 80 60 65
time

You often cannot pay 83 59 61

your energy bills on time
(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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1.4. Areas for improvement in the
energy market

Energy decision-makers were asked about areas
that, in their opinion, need improvement to make
the energy market in their country work better for
consumers. They were asked to provide up to two
responses. Note that the option 'easier switching
between energy providers' was not included for
Cyprus and Malta due to the specific structure of
their energy markets.

The highest-ranking area for improvement in the
energy market, selected by 38% of respondents,
is better protection of vulnerable consumers and
those in energy poverty. This is closely followed
by more clarity and transparency of energy bills
(34%), and more prevention of unfair commercial
practices (e.g. telemarketing) (34%), each
selected by about one-third of respondents.

Just under three in ten respondents (28%)
indicate better access to energy data and digital
tools to monitor and adapt their energy
consumption as an area most in need of
improvement.

About two in ten (21%) respondents report that
easier switching between energy providers is one
of the areas most in need of improvement to
make their country’s energy market work better for
consumers.

Q4 To make the energy market in [YOUR COUNTRY] work better for
consumers, which of the following areas most need improvement?
You can give up to two responses. [MULTIPLE ANSWERS]

Better protection of vulnerable consumers and  38% _
those in energy poverty

More clarity and transparency of energy bills

More prevention of unfair commercial practices
(e.g.telemarketing)

Better access to energy data and digital toolsto  28% _

monitor and adapt your energy consumption

Easier switching between energy providers

o
Other (SPONTANEOUS ANSWER) 3% I

Don't know 2% I

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Country differences

Across the Member States, there is wide variation
in the most frequently mentioned area for
improvement in the energy market.

In 15 Member States, better protection of
vulnerable consumers and those in energy
poverty ranks first as area for improvement. The
largest share of respondents selecting this area
are found in Cyprus (71%), followed (at a
distance) by Romania (55%), Finland (52%),
Greece (51%) and the Netherlands (50%). In
contrast, about one in four respondents share this
view in Lithuania (24%).

In six Member States, more clarity and
transparency of energy bills is the top- ranking
area for improvement in the energy market:
Portugal (45%), Hungary (43%), Germany (41%),
Poland (39%), Denmark (39%) and Austria (37%).
More than four in ten respondents also mention
this area in Cyprus (49%), Romania (48%),
Greece (46%) and Belgium (41%). About two in
ten respondents, on the other hand, select this
response in Latvia (19%), Finland (20%) and
France (21%).

In Slovenia (40%), Lithuania (39%), France (38%)
and Bulgaria (36%), more prevention of unfair
commercial practices (e.g. telemarketing) ranks
first in the list of areas for improvement in the
energy market. This area is also commonly
mentioned in Greece (44%), Belgium (42%) and
Slovakia (42%). By comparison, one in six (17%)
respondents indicate this in Luxembourg.

Malta (48%) is the only Member State where
respondents most commonly report that better
access to energy data and digital tools to monitor
and adapt their energy consumption would need
to be prioritised to make their country’s energy
market work better for consumers. In contrast,
fewer than one in ten respondents in Bulgaria
(7%) and the Netherlands (8%) share this view.

Easier switching between energy providers is
found to be most commonly mentioned in Ireland
(36%). At least three in ten respondents also
select this area in Lithuania (35%) and
Luxembourg (30%). In Denmark, on the other
hand, one in ten (10%) respondents point to this
area.
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Q4 To make the energy market in [YOUR COUNTRY] work better for consumers, which of the following areas most need
improvement? You can give up to two responses. [MULTIPLE ANSWERS]

Better Better access

. More to energy data .
protection of More clarit revention of  and digital Egmgr
y P g

vulnerable and unfair tools to switching Other

consumers . - between (SPONTANEOUS Don’t know

and those in transparenpy commermal monitor and energy ANSWER)

energy of energy bills practices (f—:.g. adapt your providers
telemarketing) energy
poverty consumption

EU27 38 34 34 28 21 3 2
BE 48 41 42 29 21 2 2
BG 27 24 36 7 22 9 2
Ccz 47 30 37 28 19 5 4
DK 33 39 37 27 10 4 6
DE 27 41 25 35 22 6 5
EE 42 30 21 18 28 8 8
IE 27 26 22 32 36 2 3
EL 51 46 44 24 12 3 0
ES 42 32 37 33 15 2 0
FR 36 21 38 30 25 2 2
HR 43 30 29 28 19 3 5
IT 44 35 38 21 20 2 1
CcYy 71 49 24 41 - 0 0
LV 37 19 28 26 17 4 8
LT 24 23 39 34 35 1 4
LU 38 27 17 32 30 2 0
HU 38 43 30 25 21 3 5
MT 38 36 25 48 - 4 1
NL 50 34 38 8 16 1 0
AT 35 37 24 26 19 7 3
PL 27 39 29 29 24 1 0
PT 39 45 22 35 14 1 2
RO 55 48 27 31 25 1 0
SI 34 27 40 30 19 2 3
SK 49 26 42 35 21 2 2
Fl 52 20 34 21 25 3 5
SE 37 26 33 32 24 4 3

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response
for each country is shown in dark green and white font.

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Socio-demographic considerations

Respondents aged 18-24 (32%) or aged 25-39
(31%) are more likely than older ones (26%- 28%)
to report that better access to energy data and
digital tools to monitor and adapt their energy
consumption would need to be prioritised to make
their country’s energy market work better for
consumers.

Owners of apartments (36%) are more likely than
those renting apartments (31%) to report that
more prevention of unfair commercial practices
(e.g. telemarketing) is an area most in need of
improvement.

Q4 To make the energy market in [YOUR COUNTRY] work better for consumers, which of the following areas most need
improvement? You can give up to two responses. [MULTIPLE ANSWERS]

Better access

Better
protection of More to energy data Easier
More clarity  prevention of  and digital o
vulnerable and unfair tools to switching Other
consumers . : between (SPONTANEOUS Don’t know
. transparency commercial  monitor and
and those in £ bill . daot energy ANSWER)
energy of energy bills practices (g.g. adapt your providers
overt telemarketing) energy
P y consumption
EU27 38 34 34 28 21 3 2
Age
18-24 41 30 33 32 20 3 1
25-39 41 35 33 31 22 2 1
40-54 38 35 34 28 21 3 2
55+ 36 34 34 26 20 3 3
Housing status
Renting a
single-family 37 33 33 29 21 2 3
home
Renting an 40 31 31 29 21 4 2
apartment
Owning a
single-family 37 35 33 28 20 3 2
home
Owing an 40 35 36 27 21 2 1
apartment

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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2. Energy consumption and billing practices

2.1. Understanding energy bills

Asked about the parts of their electricity (and gas)
bills they find most difficult to understand, over
one-third (36%) of energy decision-makers, or
respondents, report a difficulty in understanding
taxes and charges for maintaining the energy
infrastructure.

Three aspects of energy bills are each cited as
most difficult to understand by one in six
respondents. These are: the cost for each unit of
energy they consume (16%), the calculation of the
total amount to be paid (16%) and the contract
duration, early termination fees, and what
happens when the contract period ends (16%).

Four percent spontaneously mention all of these
parts and 3% that they do not read their energy
bills.

One-third of respondents (33%) indicate that they
understand all parts of their energy bills.

Q6 Which parts of your electricity and gas bills/your electricity bills, if
any, do you find most difficult to understand? You can give up to two
responses. [MULTIPLE ANSWERS]

The cost for each unit of energy you consume 16% -

Taxes and charges for maintaining the energy
infrastructure

The calculation of the total amount to be paid

The contract duration, early termination fees, 169
and what happens when the contract period ends % -

All of them (SPONTANEOUS)

None, you understand all parts 33% _

You don't read your energy bill (SPONTANEOUS
ANSWER)

Don't know 2% I

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Country differences

Across all but three Member States, taxes and
charges for maintaining the energy infrastructure
rank first in difficulty when respondents are asked
about the parts of their electricity (and gas) bills
they find most difficult to understand. The largest
shares of respondents indicating this are found in
Italy (50%), Cyprus (46%) and Greece (46%). The
smallest shares are observed in Malta (12%),
Ireland (16%) and Bulgaria (17%).

In Malta (24%), respondents most frequently
mention the cost for each unit of energy
consumed (jointly with the calculation of the total
amount to be paid). About one in four respondents
also report this in Belgium (26%), Cyprus (25%)
and Romania (25%). Fewer than one in ten
respondents, on the other hand, share this view in
Bulgaria (6%), Latvia (6%), Finland (6%), Estonia
(9%) and Lithuania (9%).

The calculation of the total amount to be paid
ranks first as of one of the most difficult parts of
energy bills to understand in Romania (43%). In
contrast, 5% of respondents in Latvia and 7% in
Finland struggle with this. The contract duration,
early termination fees, and what happens when
the contract period ends rank first in difficulty in
Ireland (21%). More than one in five respondents
also report to be struggling to understand this part
of energy bills in Romania (21%), Belgium (22%),
Spain (26%) and ltaly (27%). Four percent of
respondents in Latvia, on the other hand, share
this view.

Bulgaria (17%) stands out as the only country
where the response option ‘all of them’ ranks first
(jointly with taxes and charges for maintaining the
energy infrastructure), when asked about which
parts of energy bills are most difficult to
understand. This response is also given by 12%
of respondents in Poland.

In two Member States, Finland (58%) and Latvia
(54%), a majority of respondents indicate they find
none of these parts of bills difficult to understand,
and that they understand all parts. In contrast,
fewer than two in ten (18%) respondents in Italy
hold this opinion.

A proportion of respondents ranging from 0% in
Luxembourg to 11% in Poland report they do not
read their energy bills.
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Q6 Which parts of your electricity and gas bills/ your electricity bills, if any, do you find most difficult to understand? You can
give up to two responses. [MULTIPLE ANSWERS]

The contract

duration,
The cost Taxes and The egrly. .
. termination You don't read
for each charges for  calculation fees. and All of them None, you our eneraV bill Don't
unitof  maintaining  of the total : (SPONTANEOUS understand ,J 9y
what (SPONTANEOUS  know
energy you theenergy amountto ANSWER) all parts
. . happens ANSWER)
consume infrastructure be paid
when the
contract
period ends
EU27 16 36 16 16 4 33 3 2
BE 26 40 18 22 2 27 3 1
BG 6 17 16 7 17 35 10 0
Ccz 17 36 16 15 2 37 2 2
DK 15 34 19 10 4 30 7 2
DE 19 30 16 13 3 37 2 5
EE 9 37 11 11 3 41 4 3
IE 12 16 16 21 5 41 6 4
EL 19 46 18 14 2 30 1 0
ES 15 31 16 26 4 32 1 3
FR 11 37 10 12 2 42 4 3
HR 15 30 18 9 3 38 4 3
IT 19 50 12 27 2 18 2 1
CYy 25 46 21 10 3 28 5 1
Lv 6 23 5 4 1 54 8 2
LT 9 25 16 16 1 48 2 2
LU 11 22 18 14 1 43 0 3
HU 18 38 21 5 5 34 4 1
MT 24 12 24 13 2 40 2 1
NL 10 34 20 15 2 37 2 2
AT 13 29 18 19 3 37 3 5
PL 18 38 10 9 12 28 11 0
PT 18 41 19 13 2 30 5 0
RO 25 41 43 21 1 26 1 1
SI 15 35 11 9 2 38 7 1
SK 22 30 23 12 0 40 4 1
Fl 6 22 7 12 2 58 2 2
SE 14 41 10 16 1 39 1 1

Note: The higher the share of respondents selecting a response, the darker green/red the cell. The highest-ranking response
for each country is shown in dark green and white font.

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Socio-demographic considerations Respondents who can always afford paying their
energy bills are more likely than those who
usually manage to pay, or those who sometimes
cannot pay their energy bills on time to mention
they understand all parts of energy bills (34% vs
29% and 25% respectively).

Respondents who are renting a single-family
home are more likely than owners of a house or
apartment to struggle understanding the cost for
each unit of energy consumed (21% vs 16% of
other groups). On the other hand, those who own
an apartment are most likely to have difficulties
with taxes and charges for maintaining the energy
infrastructure (42% vs 34% of other groups) and
least likely to report they understand all parts
(28% vs 33%-36% of other groups).

Financial situation also affects the perceived
difficulty of understanding energy bills.

Q6 Which parts of your electricity and gas bills/ your electricity bills, if any, do you find most difficult to understand? You
can give up to two responses. [MULTIPLE ANSWERS]

The cost Taxes and The The contract

for each charges for calculatio durgtno_n, early All of them You don't read
termination fees, None, you

unit of maintaining n of the and what (SPONTAN understang  Your energy bill  Don't
energy the energy total haopens when EOUS all parts (SPONTANEOU  know
you infrastructur amount to PP ANSWER) P S ANSWER)
. the contract
consume e be paid .
period ends
EU27 16 36 16 16 33 4 3 2
Housing status
Renting a
single-family 21 34 13 15 33 3 3 4
home
Renting an 16 34 14 16 34 3 3 3
apartment
Owning a
single-family 16 34 16 15 36 4 3 2
home
Owing an 16 42 16 19 28 4 4 1
apartment

Financial situation

You can always

afford paying 15 36 15 16 34 3 3 2
your energy

bills

You worry

about being

able to pay

your energy 19 39 16 18 29 4 3 1
bills but usually

manage to do

SO

You sometimes
cannot pay
your energy
bills on time
You often
cannot pay
your energy
bills on time

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

22 38 15 15 25 6 8 2

27 49 25 18 27 2 1 0
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2.2. Tracking energy consumption

Energy decision-makers were also asked about
the frequency of tracking their energy
consumption, both for electricity and gas.

Just over half of respondents (52%) report
tracking their electricity consumption at least once
a month or more frequently. One- third of
respondents mention tracking their electricity
consumption ‘at least two times a year’ (20%) or
‘at least once a year’ (14%). Just over one in ten
respondents indicate tracking their electricity
consumption ‘less than once a year’ (3%) or
‘never’ (10%).

Just under half of respondents (45%) who are
connected to the natural gas grid indicate tracking
their gas consumption at least once a month or
more frequently.* More than one-third of
respondents track their gas consumption ‘at least
two times a year’ (21%) or ‘at least once a year’
(17%). On the other hand, about one in seven
respondents mention to be tracking this ‘less than
once a year’ (3%) or ‘never’ (12%).

Q5 How often do you track your energy consumption? Specifically...

B Multiple times a week At least once a week At least once a month

B At least once a year B Less than once a year B Never

At least once a month

At least once a week 13%

|

Your electricity consumption 6

~
N
o

Your gas consumption

{

At least once a week 8%

At least once a month

At least two times a year

@Don't know

0

(%) Base:n=18 250 - Respondents involved in energy decisions in their household (electricity) & Base:n=7 720 — Respondents with a

connection to the natural gas grid and involved in energy decisions in their household (gas)

add up to the totals mentioned in the text.
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Country differences

The frequency of tracking electricity consumption
varies widely across EU Member States. At least
half of respondents in 18 Member States monitor
their electricity consumption at least monthly, with
Romania (87%), Lithuania (84%) and Latvia
(81%) leading the way. In contrast, Luxembourg
(27%) and Poland (29%) show the lowest
frequency of monthly tracking.

Germany (58%), Luxembourg (58%) and Austria
(51%) stand out for predominantly annual or
biennial tracking, while this frequency is least
common in Romania (5%), Lithuania (6%) and
Estonia (8%).

The proportion of those tracking electricity
consumption less often than annually or never
ranges from 6% in Germany and Hungary, to 29%
in Bulgaria.

Q5_1 How often do you track your energy consumption? Specifically... your electricity consumption

ultiple times a wee east once a wee east once a mon east two times a year
@ Multiple i k At least k At least th At least two t y!
WAt least once a year B Less than once a year B Never @Don't know
o o6 + o0 0 o0 o0 o0 1+ 0 1 2 1+ 0 t 0 0 0 1+ 0 0 0 1 0 1 0 0 0
7 9 8 M 12 ; 7 11 27 14 5 93 10 6 21 19 10 6 14 14 9 18 9 13 3 14 20 :
- —
NN TERETEET IR TRCEC
- - — ] ETH — . Ty 6 — — 3 2
22 4T 3 A s S g - T e e LTl om0 4T = 25 = o M
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52 40 40
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(%) Base:n=18 250 - Respondents involved in energy decisions in their household
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Gas consumption tracking patterns reveal even
greater disparities across the EU. In 13 Member
States, at least half of respondents connected to
the natural gas grid indicate tracking their gas
consumption at least monthly. Romania leads with
82%, followed closely by Lithuania (77%) and
Latvia (76%). In contrast, Sweden (14%), Austria
(17%) and Finland (19%) show the lowest shares
of respondents indicating a monthly tracking
frequency.

Annual or biennial tracking of gas consumption is
most common in Germany (57%), Luxembourg
(55%), Czechia (52%), Slovakia (52%) and
Austria (50%). Conversely, 7% in both Estonia
and Romania report this frequency.

Notably, majorities in Sweden (65%) and Finland
(56%) track their gas consumption less often than
annually or never, contrasting sharply with Spain
(7%) and Portugal (9%).

Socio-demographic considerations

The frequency of energy consumption tracking
shows little variation across different socio-
demographic groups. Respondents who own their
house or apartment are more likely than those
renting it to track at least on a monthly basis their
electricity consumption (55% vs 48%) and their
gas consumption (48% vs 42%).

Q5_2 How often do you track your energy consumption? Specifically... your gas consumption

u ipe imes a wee east once a wee east once a mon eas o times a year
@ Multiple t k At least k At least th At least two ti y
WAt least once a year B Less than once a year B Never @ Don't know
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(%) Base:n=7 720 — Respondents with a connection to the natural gas grid and involved in energy decisions in their household

Note: question not asked in MT/CY
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2.3. Factors influencing changes
in energy consumption behaviour

Energy decision-makers were also asked about
their motivations for changing their energy
consumption behaviour at home. The survey
proposed three specific behaviour changes:
lowering heating or air conditioning use, running
appliances like washing machines and
dishwashers during off-peak hours, and using
smart devices to automatically schedule appliance
use during off-peak hours.

For each of the three proposed energy
consumption behaviour changes, small shares of
respondents (ranging from 8% to 14%) report an
unwillingness to change their habits at all. Among
those open to change, only or mostly economic
reasons emerge as the primary motivator for all
three listed changes, with 59% to 65% of
respondents citing economic reasons.®

Nevertheless, a proportion of respondents varying
between 20% and 24% cite mainly or only
environmental reasons as their motivation for the
different behaviours.

Regarding the motivation to lower heating or air
conditioning use, economic factors predominate.
About two-thirds (65%) of respondents cite only or
mainly economic reasons (28% ‘only economic
reasons’ and 37% ‘mostly economic reasons,
somewhat for environmental reasons’).
Environmental considerations are the primary

motivator for nearly one-fourth of respondents
(15% ‘mostly environmental reasons, somewhat
for economic reasons’ and 10% ‘only
environmental reasons’). Fewer than one in ten
(8%) respondents, on the other hand, indicate
they would not change their behaviour in this
regard.

Q11 What would motivate you to change your energy consumption behaviour at home in the following

ways ?

B Only economic reasons
Mostly environmental reasons, somewhat for economic reasons
You would not change your behaviour (SPONTANEOUS)

Lower your heating or air conditioning use

Run appliances like washing machines and
dishwashers during off-peak hours (when
electricity demand is lower)

Use smart devices to automatically schedule
using your appliances during off-peak hours 21

(when electricity demand is lower)

Mostly economic reasons, somewhat for environmental reasons
B Only environmental reasons

mDon't know

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household

5 Due to rounding, percentages for separate response options shown in the charts do not always exactly

add up to the totals mentioned in the text.
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When considering running appliances like
washing machines and dishwashers during off-
peak hours (when electricity demand is lower),
economic motivations again lead. About six in ten
(61%) respondents report only or mostly
economic reasons for this potential change (32%
‘only economic reasons’ and 29% ‘mostly
economic reasons, somewhat for environmental
reasons’). Environmental factors are the main
driver for 24% of respondents (12% ‘mostly
environmental reasons, somewhat for economic
reasons’ and 12% ‘only environmental reasons’).
Just over one in ten (12%), in contrast, state they
would not alter their behaviour in this way.

Regarding the use of smart devices to
automatically schedule appliances during off-peak
hours, the pattern remains similar. Economic
reasons remain the primary factor influencing a
behaviour change, cited by a majority of
respondents (27% ‘only economic reasons’ and
31% ‘mostly economic reasons, somewhat for
environmental reasons’). Environmental
considerations are the main factor for one in five
(20%) respondents (of which 11% say ‘mostly
environmental reasons, somewhat for economic
reasons’ and 9% ‘only environmental reasons’). A
slightly larger group (14%) indicate they would not
adopt this behaviour change.

Country differences

With the exception of Germany (44%), majorities
in all Member States cite only or mostly economic
reasons as their primary motivation to lower
heating or air conditioning use. Poland leads with
the highest percentage at 87%, followed by
Cyprus (82%). While economic factors
predominate across all Member States,
environmental motivations play a significant role
in Germany (39%) and Malta (38%). In Latvia,
notably, more than two in ten respondents (22%)
would not change their behaviour.

Regarding the motivation to run appliances like
washing machines and dishwashers during off-
peak hours, economic considerations remain the
primary driver across most of the Member States.
Only Germany (38%), Hungary (45%) and the
Netherlands (46%) are exceptions, where fewer
than half of respondents cite only or mostly
economic reasons. Among countries with
maijorities prioritising economic reasons, Cyprus
(80%) again leads, followed closely by France
(76%) and Ireland (76%). Mainly or only
environmental reasons, while secondary overall,
again play an important role in motivating
respondents in Malta (37%) and Germany (36%).

32

Latvia is once again the country where the largest
proportion of respondents (35%) would not
change their behaviour.

Economic considerations are also the primary
motivator for using smart devices to schedule
using appliances during off-peak hours (when
electricity demand is lower) in most Member
States. Cyprus (78%) and France (75%) again
lead with the largest shares of respondents citing
only or mainly economic reasons. In contrast,
Germany (37%), the Netherlands (41%), Hungary
(43%), Latvia (47%) and Austria (47%) stand out
as exceptions where fewer than half of
respondents prioritise economic reasons. In Malta
(34%), the Netherlands (34%) and Germany
(30%), at least three in ten respondents indicate
being motivated in changing this behaviour by
only or mostly environmental reasons. Estonia
(35%) and Latvia (37%) stand out as the countries
where more than three in ten respondents would
not change their behaviour.
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Q11 What would motivate you to change your energy consumption behaviour at home in the following ways?

Use smart devices to

Run appliances like washing automatically schedule using

Lower your heating or air machines and dishwashers ) .
conditioning use during off-peak hours (when 3r/‘our appliances d“.”ﬂg off-peak
. ; ours (when electricity demand
electricity demand is lower) is lower)
Only or mostly Only or mostly Only or mostly Only or mostly Only or mostly Only or mostly
economic environmental economic environmental economic environmental
reasons reasons reasons reasons reasons reasons

EU27 65 24 61 24 59 20
BE 64 27 67 22 61 20
BG 66 23 59 17 58 21
Ccz 71 18 72 14 66 12
DK 62 28 63 21 54 19
DE 44 39 38 36 37 30
EE 78 8 70 6 50 6
IE 62 31 76 18 56 20
EL 76 19 71 21 68 20
ES 74 21 68 20 68 14
FR 69 14 76 19 75 10
HR 58 24 62 16 54 18
IT 63 30 63 27 61 25
CY 82 10 80 11 78 10
LV 62 1 53 7 47 7
LT 65 23 67 16 71 15
LU 60 34 68 28 65 26
HU 61 30 45 33 43 28
MT 57 38 56 37 57 34
NL 60 28 46 34 41 34
AT 55 32 54 22 47 19
PL 87 10 63 15 60 9
PT 73 19 66 21 65 20
RO 74 20 69 24 71 22
SI 58 24 62 15 56 13
SK 71 20 67 17 64 18
Fl 69 18 65 12 53 1
SE 62 30 61 26 58 24

(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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Socio-demographic considerations

Respondents aged 25-39 (26%) are more likely to
cite (only or mainly) environmental reasons for
lowering heating or air conditioning use compared
to those aged 18-24 or 40-54 (21% and 22%
respectively). Conversely, respondents aged 18-
24 are more likely to be economically motivated to
use appliances during off-peak hours compared to
those aged 25-39 and 55+ (67% vs 59% and 60%
respectively).

Manual workers (71%) show a higher tendency to
be economically motivated to reduce heating or
air conditioning use compared to the self-
employed (64%).

Apartment owners (70%) are more likely than
those in other housing situations (62%-64%) to
cite economic reasons for reducing heating or air
conditioning use. They also show a higher
propensity than other groups to be economically
motivated to use smart devices for scheduling
appliances during off-peak hours (62% vs 55%-
58%).

Respondents who worry about their ability to pay
bills are more likely than those who can always
afford bill payments to be economically motivated
for two energy-saving behaviours: running
appliances during off-peak hours (70% vs 60%)
and using smart devices for scheduling off-peak
use of appliances (66% vs 58%).
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Q11 How much do you agree or disagree with the following statements about your electricity and gas providers/your
electricity provider?

Use smart devices to
automatically schedule using
your appliances during off-
peak hours (when electricity
demand is lower)

Only or mostly Only or mostly Only or mostly Only or mostly Only or mostly Only or mostly
economic  environmental economic  environmental economic  environmental

Run appliances like washing

Lower your heating or air machines and dishwashers
conditioning use during off-peak hours (when
electricity demand is lower)

reasons reasons reasons reasons reasons reasons
EU27 65 24 61 24 59 20
18-24 68 21 67 24 61 21
25-39 65 26 59 27 60 21
40-54 68 22 63 22 60 19
55+ 63 25 60 24 56 19
Self-employed 64 25 59 25 57 22
Employee 66 26 61 25 59 20
Manual worker 71 19 58 26 61 18
Not working 65 23 63 22 59 18
Eg&tg‘g a single-family 62 23 62 21 56 20
Renting an apartment 64 25 60 26 55 23
owning a single-family 64 25 60 24 58 20
Owing an apartment 70 23 63 22 62 17
o e e o4 2 o0 2 w
You worry about being able 71 20 70 19 66 15

to pay your energy bills but
usually manage to do so

You sometimes cannot pay 77 14 66 16 61 15
your energy bills on time
You often cannot pay your 73 19 68 21 59 21

energy bills on time
(%) Base: n=18 250 - Respondents involved in making decisions about energy providers in their household
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3. Provider selection and switching behaviour

3.1. Important factors in selecting
an energy provider

Energy decision-makers were then asked about
important factors (beside price) when selecting an
energy provider. This section distinguishes
between respondents who switched providers
within the last three years and those who did not
switch in this timeframe. (See Section 3.2 for a
discussion about switching rates.)

Notably, the ranking of factors is consistent across
both those who switched and those who did not
switch energy providers within the last three
years.

Quality of service ranks first, selected by over
one-third of those who switched (36%) and more
than half of those who did not switch (52%).

Reputation of the provider follows, selected by at
least one-third of respondents in both groups
(34% for switchers, 38% for non- switchers).

Sustainable energy sources in the provider’s mix
are important to fewer than three in ten
respondents of both groups (27% for switchers
and 28% for non-switchers).

Duration of the contract is indicated as an
important factor by more than one-fifth of
respondents in both groups (23% and 21%
respectively).

Smaller shares of both groups point to the
importance of the energy provider being owned or
managed locally (14% and 20% respectively of
switchers and non-switchers); the private or public
ownership of the company (8% and 15%
respectively); or any other factor (13% and 7%
respectively).

Q10 When you most recently switched energy providers,which factors,beside price,were most

important in your choice?

If you were to switch energy provider,aside from price,what factor would be most important

in your decision?

You can give up to three responses. [MULTIPLE ANSWERS]

Respondents who switched Respondents who did not
within the last three years switch in the last three years
auatity of sevice 307 [ ENEEEEEEEE 52%
Reputation of the provider
Sustainable energy sources in the provider’s mix
Duration of the contracT  23% || NG 21% |
Energy provider is owned or managed locally
Private or public ownership of the company 8% - 15% -
Other (SPONTANEOUS ANSWERY)
Don'tknow 2% [ 3% I

(%) Base: n=6 703 — Respondents who switched within the last three years / n=11 547 — Respondents who did not switch in the last three years
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Country differences

In almost every Member State, among
respondents who did not switch energy providers
in the past three years, quality of service is
indicated as an important factor (beside price)
when selecting an energy provider by the largest
share of respondents. This factor is cited by
between 39% of non-switchers in Denmark and
78% in Malta. Quality of service is also an
important factor for respondents who switched
providers in the past three years ranking first in 14
Member States. The highest proportions of
switchers selecting this factor can be observed in
Romania (58%), Portugal (55%), Slovakia (55%)
and Czechia (54%).

In five Member States, among switchers, the
highest-ranking factor is reputation of the
provider; this applies to Czechia (55%), the
Netherlands (53%), Bulgaria (43%), Denmark
(34%) and Latvia (28%). This reason, however, is
also an important one for switchers in Romania
(54%) and Slovakia (49%). Among non-
switchers, this is the highest-ranking factor in
Poland (54%) and the Netherlands (48%, jointly
with the quality of service).

Sustainable energy sources in the provider’s mix
are mentioned as an important factor by 46% of
switchers in Belgium, 37% in Sweden and 35% in
Austria — in these Member States, this factor is
the most cited one. Among non-switchers, those
in Sweden (50%) and Denmark (41%)
predominantly cite this factor.
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Q10a When you most recently switched energy providers, which factors, beside price, were most important in your choice?
You can give up to three responses. [MULTIPLE ANSWERS]

Energy

Sustainable rovider is Private or Other
Quality of  Reputation of energy Duration of %wned or public (SPONTANE Don’t
service the provider sources in the the contract managed ownership of ous know
provider’s mix 9 the company ANSWER)
locally
EU27 36 34 27 23 14 8 13 2
BE 44 42 46 27 12 7 12 6
BG 28 43 15 30 10 0 20 0
Ccz 54 55 14 31 12 5 9 3
DK 28 34 23 9 8 5 30 7
DE 40 28 33 35 21 13 7 4
EE 29 28 13 23 7 11 21 10
IE 33 28 21 31 13 6 14 2
EL 37 33 16 18 4 14 16 8
ES 37 33 14 12 14 6 13 0
FR 31 28 25 21 7 15 34 0
HR 33 14 10 9 20 7 29 8
IT 35 34 27 16 13 1 16 3
CY - - - - - - - -
LV 27 28 13 22 5 4 22 3
LT 36 35 20 36 6 19 9 6
LU 35 33 21 12 23 17 0 0
HU 25 8 25 13 7 15 34 10
MT - - - - - - - -
NL 23 53 35 35 14 2 0 0
AT 16 30 35 20 21 5 17 1
PL 48 41 32 24 6 3 2 1
PT 55 24 33 24 13 8 0 2
RO 58 54 25 30 20 27 7 2
SI 40 20 18 1 8 5 19 8
SK 55 49 26 19 7 10 1 2
Fl 19 26 30 32 15 5 1 7
SE 22 23 37 21 16 4 18 3

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response
for each country is shown in dark green and white font.

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their
household)
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Q10b If you were to switch energy provider, aside from price, what factor would be most important in your decision? You
can give up to three responses. [MULTIPLE ANSWERS]

Sustainable rEC%rgryis Private or Other
Quality of Reputation of energy Duration of %wned or public (SPONTANEOUS Don't know
service the provider sources in the the contract ownership of
e managed ANSWER)
provider’s mix the company
locally

EU27 52 38 28 21 20 15 7 3
BE 70 53 47 33 20 10 3 5
BG 60 34 5 9 12 7 4 2
Ccz 60 53 20 27 9 12 5 5
DK 39 38 41 11 16 11 11 5
DE 48 28 32 27 34 15 9 6
EE 55 37 16 19 15 12 8 8
IE 46 34 15 20 19 13 6 3
EL 47 29 20 13 12 27 5 7
ES 52 42 25 23 9 30 0 0
FR 44 36 27 19 26 12 16 0
HR 55 20 31 10 12 8 6 9
IT 54 36 37 19 20 13 4 4
CcYy 71 38 44 25 20 23 4 1
LV 40 34 14 20 6 14 9 10
LT 51 44 18 25 8 23 6 1
LU 52 51 30 9 42 24 0 2
HU 62 17 28 12 14 25 6 6
MT 78 37 45 8 30 16 1 0
NL 48 48 27 3 11 15 0 1
AT 45 30 35 21 29 13 4 2
PL 50 54 19 29 12 7 8 0
PT 65 13 38 15 6 14 4 1
RO 74 48 31 36 22 17 3 2
SI 57 16 22 15 10 6 11 6
SK 71 52 39 21 16 17 5 3
Fl 40 37 31 19 33 8 4 4
SE 42 27 50 18 29 8 5 2

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response
for each country is shown in dark green and white font.

(%) Base: n= n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their
household)
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Socio-demographic considerations

Among respondents who switched energy
providers within the last three years, women
(39%) are more likely than men (33%) to prioritise
quality of service in their decision- making
process.

Q10a When you most recently switched energy providers, which factors, beside price, were most important in your
choice? You can give up to three responses. [MULTIPLE ANSWERS]

Sustainable Energy Private or
. Reputation energy . provider is ; Other ,
quearl\'/tizeOf of the sources in t[rjmlejr(?gr?tr:aocft owned or ownpeurts)u(i: of (SPONTANEOUS Er?(;]v:
provider the provider’s managed P ANSWER)
. the company
mix locally

EU27 36 34 27 23 14 8 13 2
oner
Male 33 34 27 22 13 9 13 2
Female 39 34 26 24 15 6 13

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their
household)
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For those who have not switched providers
recently, respondents aged 55+ (49%) are less
likely to emphasise the importance of quality of
service compared to those aged 25-54 (55%-
56%). On the other hand, younger non-switchers
aged 18-24 (33%) place more importance on
sustainable energy sources in the provider's mix
compared to those aged 55+ (27%). Additionally,
non-switchers aged 25-39 (26%) are more likely
than other age groups (16%-21%) to consider the
duration of the contract an important factor.

Among non-switchers, those not working (25%)
are less likely than employees or self-employed
respondents (31% for both) to prioritise
sustainable energy sources in the provider's mix
when considering a potential switch.

Q10b If you were to switch energy provider, aside from price, what factor would be most important in your decision? You
can give up to three responses. [MULTIPLE ANSWERS]

Sustainable .
ener Energy Private or
Quality of Reputation sourcegsyin Duration of provider is public Other Don't
Sewi‘ée of the the the owned or ownership (SPONTANEOUS | ™/
provider rovider's contract managed of the ANSWER)
provi locally company
mix
EU27 52 38 28 21 20 15 7 3
18-24 53 44 33 16 16 13 9 1
25-39 56 39 29 26 20 14 6 1
40-54 55 39 30 21 19 15 6 2
55+ 49 36 27 21 21 15 8 3
Employment status
Self-employed 50 35 31 20 20 15 6 3
Employee 54 38 31 22 22 15 7 2
Manual worker 52 39 30 23 21 14 6 2
Not working 51 39 25 22 18 15 8 3

(%) Base: n= n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their
household)
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3.2. Consumer switching
behaviour

Energy decision-makers were asked about their
history of switching electricity and gas providers,
though this question was not posed in Cyprus and
Malta due to the specific structure of their energy
markets.

Fewer than four in ten (38%) respondents

indicate having switched electricity providers
within the last three years. About one-fourth of
respondents (24%) report having switched their
electricity provider between three and ten years
ago. About one in ten (11%) respondents mention
having done so more than ten years ago, and
one-fourth (25%) of respondents have never
switched their electricity provider.

Respondents connected to the natural gas grid
were also asked about their gas provider
switching behaviour. One-third (33%) of this group
indicate having switched within the last three
years. About one-fourth (26%) of this group
mention having switched their gas provider
between three and ten years ago. Just over one in
ten (12%) respondents indicate having switched it
more than ten years ago. Similar to electricity
provider switching behaviour, about one-fourth
(26%) of respondents report never having
switched gas providers.

Q7 When was the last time your household switched ...?

B Less than 1 year ago Between 1 and 3 years ago Over 3 to 5 years ago
Over 5 to 10 years ago @ More than 10 years ago @ Never
@ Don't know
Within the last 3 years 381%

I 1

Electricity provider - 18 20 14 10 . 1 - 25 I 2
cas prOVider - ° N b b . b - * I ’

| ]
T

Within the last 3 years 33%

(%) Base:n=18 250 - Respondents involved in energy decisions in their household (electricity) & Base:n=7 720 —
Respondents with a connection to the natural gas grid and involved in energy decisions in their household (gas)
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Country differences Similarly, there is a significant variation among the
Member States in the proportion of respondents
(connected to the gas grid) who have switched
their gas provider in the past three years — from
5% in Hungary to 58% in Ireland.

The proportion of respondents indicating they
have switched their electricity provider within the
last three years ranges from 2% in Bulgaria to
59% in Finland. ® Besides Finland, there are three
more Member States where more than half of the
respondents have switched their electricity
provider in the past three years: Italy (56%), Spain
(55%) and Ireland (52%).

Q7_1 When was the last time your household switched ...? Electricity provider

B Less than 1 year ago W Between 1 and 3 years ago Over 3 to 5 years ago mOver 5 to 10 years ago
@ More than 10 years ago @ Never @Don't know
1.0 5 2 4 1 1 2 13 2 4 5
— — mm — mm — —_ — — - —
0 4 % 19 7 10 41 28 47 37 75 55 o1
ot | ko
|
B s | PPN |
9 s I H 6
7 B9 8 %
12 9
15 [ m
9 10 17 15 [ |
3 g4 14 5 18
35 49 o4 | 5 6
TLITE “ ol
4
1920 17 = "=
32 33 l . 18 5 7 2
N el E » M ALY T A
| l l ”Illl TI11E =z
] Bl m= ENFIE
L) E (I ‘ - - - -
ES SE LT EL EE DK NL EU27 AT PT CZ RO LV HR HU BG
(%) Base:n=18 250 - Respondents involved in energy decisions in their household
Q7_2 When was the last time your household switched ...? Gas provider
BLess than 1 year ago W Between 1 and 3 years ago Over 3 to 5 years ago @ Over 5 to 10 years ago
W@ More than 10 years ago W Never @Don't know
ZLLBLGAALOAOL e e i mm
.3 ﬁ 19 7 12 26 46 20 5 Al 43 43 66 51 7
12 0 . . . . l l
. e I 2 T
=" n 2 Ll
- . 2 M o 8 20 5 13
5 15 - 12 2 2 . l B [] 10
16 3
. . 20 . — 1 -
25 6 9 14 8 7 15 10 17
= | 7
28 o 4 5 a6 . |
26 17 1 [ 6
u 19 20 4 13 mm
4 22 . l l 8 7 .
0 20 18
16 5
Illl”lel T e e s
HEwm - KRy I
- = s R = O
IE IT BE DE PT NL ES EU27 EL LU AT HR BG LV PL DK SE EE RO FI Sl LT SK HU

(%) Base:n=7 720 — Respondents with a connection to the natural gas grid and involved in energy decisions in their household

6 Due to rounding, percentages for separate response options shown in the charts do not always exactly
add up to the totals mentioned in the text.
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Socio-demographic considerations

Respondents aged 55 and above (27%) are more
likely to report never having switched electricity
providers compared to younger age groups (21%
of 18-24 and 24% of 25-39 year-olds). A similar
pattern is observed for gas providers, with the 55+
age group more likely than 18-24 year-olds to
report never having changed providers (28% vs
20%). This older group (34%) is also less likely to
have switched electricity providers within the last
three years compared to those aged 25-39 (43%)
and 40-54 (38%).

Housing status also plays a role, with renters
showing a higher propensity to having recently
switched providers. They are more likely than
owners to have switched electricity providers
(43% vs 36%) and gas providers (39% vs 31%)
within the last three years.

Q7 When was the last time your household switched ...?

Electricity provider Gas provider
Age (%)
18-24 years 0 21 10 20
Renting vs owning (%)
Owning i 27 12 29
B Less than 1 year ago Between 1 and 3 years ago Over 3 to 5 years ago
Over 5 to 10 years ago @ More than 10 years ago @ Never

@ Don't know

(%) Base:n=18 250 - Respondents involved in energy decisions in their household (electricity) & Base:n=7 720 —
Respondents with a connection to the natural gas grid and involved in energy decisions in their household (gas)
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3.3. Reasons for switching

Energy decision-makers who switched energy
providers within the last three years were asked
about the primary reasons for their most recent
decision.

About two-thirds (68%) of respondents in this
group indicate they switched because they found
an offer with a better price.

Other reasons for switching are reported by
smaller shares of respondents: moving house
(18%); recommendations from family, friends or
colleagues (13%); wanting a more
environmentally-friendly energy provider (11%);
having experienced billing problems (10%); poor
customer service (8%); having been contacted by
another energy provider (7%); to benefit from
extra services another energy provider provides,
like offering home insulation or other energy
efficiency measures (5%).

About one in ten (9%) respondents mention any
‘other’ reasons.

Country differences

Across all but two Member States, the largest
share of switchers have done so because they
found an offer with a better price. Moreover, in 23
Member States, this reason is cited by at least
half of respondents (from 50% in Slovakia to 85%
in Portugal).

moving house’. In Croatia, ‘other’ reasons rank
first and are cited by 29% of respondents.

Q9a What were the primary reasons for your most recent decision to switch energy providers?
You can give up to three responses. [MULTIPLE ANSWERS]

You found an offer with a better price 8%, _

You moved house

Because of recommendations from family, friends or colleagues

You wanted a more environmentally-friendly energy provider 11% -

You had experienced billing problems

Because of poor customer service 8% [

You had been contacted by another energy provider

To benefit from extra services another energy provider provides, like 5%, .
offering home insulation or other energy efficiency measures

other (SPONTANEOUS ANSWER) 9% [l

Don't know 19, I

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their household)

In Hungary, the largest share of respondents
(43%) have switched energy providers after
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Q9a What were the primary reasons for your most recent decision to switch energy providers? You can give up to three responses.
[MULTIPLE ANSWERS]
To benefit
You Youhad oM extra
found Because of You wanted a been
. You had Because of another
an  You recommendations more experience oor contacted ener Other
offer moved  from family, environmentally- perie P by ray (SPONTANEQUS
: . . d billing  customer provider
with a house friends or friendly energy . another . . ANSWER
. problems  service provides, like
better colleagues provider energy .
h . offering home
price provider insulation or
other energy
EU27 68 18 13 1 10 8 7 5 9
BE 72 25 14 32 14 14 1 7 6
BG 69 14 10 4 26 3 4 20 0
Ccz 68 17 14 5 5 9 16 6 13
DK 41 26 9 8 6 13 5 1 18
DE 64 15 8 22 4 7 4 7 9
EE 66 20 10 6 2 3 7 4 12
IE 83 6 14 16 7 8 8 9 0
EL 67 14 18 3 27 20 19 3 2
ES 72 15 12 6 15 4 8 2 0
FR 75 14 10 4 1 7 2 4 19
HR 26 18 15 7 5 6 15 3 29
IT 63 17 17 5 1 5 6 2 15
CcY - - - - - - - - -
LV 67 18 7 4 2 1 12 5 8
LT 59 14 21 14 5 6 8 6 11
LU 55 16 11 21 4 5 14 1 10
HU 9 43 13 1 2 3 21 1 20
MT - - - - - - - - -
NL 69 28 14 12 6 17 4 12 12
AT 75 12 10 22 8 6 2 4 9
PL 77 25 12 1 13 9 5 1 2
PT 85 30 24 7 5 1 12 8 0
RO 69 22 34 16 23 20 21 8 7
SI 62 10 25 9 0 4 6 10 11
SK 50 27 9 20 13 9 13 1 10
Fl 72 23 3 13 2 5 8 4 8
SE 55 26 10 17 4 4 10 7 9
Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response for each
country is shown in dark green and white font.
(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their household

7 Caution should be exercised when interpreting this figure due to small base size (<100 respondents).
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Socio-demographic considerations

The likelihood of citing a better price offer as the
main reason for switching increases with age,
from 57% of 18-24 year-olds to 70% of those
aged 40 and over. Conversely, moving house as a
reason decreases with age, from 26% of 18- 24
year-olds to 13% of those 55+. The youngest age
group (18-24) is also most likely to cite billing
problems as a main reason for switching (15% vs
9%-10% of other age groups).

Compared to respondents in other occupation
groups, manual workers are less likely to mention
finding a better price offer as their main reason for
switching (58% vs 68%-69% of other occupation
groups).

Housing status also plays a role, with
homeowners being more likely than renters to
switch due to better price offers (70% vs 62%)
and less likely to switch due to moving houses
(16% vs 24%).

Q9a What were the primary reasons for your most recent decision to switch energy providers? You can give up to three responses. [MUL
ANSWERS]

To benefit from
extra services

You You had

found Because of You wanted a been  anotherenergy

an You recommendations MO"C You had Because of contact provider Other

offer moved from famil environmentall experienced poor ed b provides, like (SPONTANEOUS

with a house friends or y y-friendly billing customer anotzer offering home ANSWER) )

energy problems service insulation or
better colleagues id energy .
price provider provider omher energy
efficiency
measures

EU27 68 18 13 11 10 8 7 5
18-24 57 26 15 5 15 9 4 5
25-39 65 23 15 14 9 9 6 6
40-54 70 18 13 10 9 8 6 4
55+ 70 13 12 12 10 7 8 4
Self-employed 69 17 12 14 10 10 8 3
Employee 68 19 14 12 9 8 7 6
Manual 58 25 13 7 18 4 10 2
worker
Not working 69 16 14 10 10 7 7 4
Housing Status
Renting 62 24 13 12 10 9 4 5
Owning 70 16 13 11 10 7 8 5

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their household)
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3.4. Reasons not to switch About one in ten (9%) respondents report never
having thought about switching.

Energy decision-makers who did not switch
energy providers in the last three years were
asked about the main reasons that stopped them
from switching energy providers in this timeframe.
This question was not posed in Cyprus and Malta
due to the specific structure of their energy
markets.

Just over half (52%) of respondents in this group
indicate they did not switch because they are
satisfied with the reliability, service and price of
their current energy provider.

About one in four (26%) respondents reply they
do not think there is any difference between
energy providers to make switching worthwhile.

The next three reasons are each mentioned by at
least one in ten respondents: difficulty comparing
offers from different energy providers (15%); the
perception that switching is too complicated or too
time- consuming (13%) and concerns about
interruptions or technical difficulties arising from
switching providers (10%).

Smaller shares (below 10%) mention other
barriers to switching, namely: being locked into a
contract with an unwillingness to pay a penalty for
switching (8%); a lack of awareness about the
possibility to switch (6%); the perceived difficulty
finding information about other providers (6%); the
inability to find information on how to switch (4%),
or other reasons (7%).

Q9b What are the main reasons that stopped you from switching energy provider in the past three
years?
You can give up to three responses. [MULTIPLE ANSWERS]

You are satisfied with the reliability, service and price of your current energy provider 529/, _

You don't think there is any difference between energy providers to
makes witching worthwhile

It is difficult to compare offers of different energy providers

You think switching is too complicated or too time-consuming 13% [N

You are worried about interruptions or technical difficulties
arising from switching providers
You cannot switch because you are locked into a contract, and you are not 8% -
willing to pay a penalty for switching 0

You did not know that you can switch
You think it is difficult to find information of other providers 6%, .
You cannot find information on how to switch 49, .
Other (SPONTANEOUS ANSWER) 79, -
You never thought about switching (SPONTANEOUS ANSWER) 9%, -
Not possible to switch (CY/MT only)

Don'tknow 1%, I

(%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their household)

48



flash Eurobarometer 566
Consumer behaviour in the energy transition

Country differences

In almost every Member State, the largest share
of respondents who did not switch energy
providers in the past three years did not switch
because they are satisfied with the reliability,
service and price of their current energy provider.
This reason is cited by 74% of respondents in
Czechia, 73% in Sweden and 71% in Belgium. In
contrast, in Poland, just 19% of non-switchers cite
this reason, while 31% say that they did not
switch because they do not think there is any
difference between energy providers to make
switching worthwhile. The latter reason is also the
most cited reason in Romania (selected by 50%).
Other Member States where this reason is cited
by more than four in ten respondents are
Lithuania (50%), Estonia (45%), Greece (45%)
and ltaly (42%).
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Q9b What are the main reasons that stopped you from switching energy provider in the past three years? You can give up to three
ANSWERS]

You
cannot
You are  You don'’t switch
. . You are  because
satisfied think there ltis worried you are
W'.th t.he s any difficult to You think about locked did Ypu .th.'nk it You cannot
reliability, difference o . . . not s difficult )
compare switching is too interruptions into a find Other

know to find
that information

service between

; offers of complicated or or technical contract,
and price energy

information (SPONTANEOUS

: different too time- difficulties and you on how to ANSWER)
of your providers ) o you  of other .
energy consuming  arising from are not . switch

current  to make providers switching  willing to can - providers

energy switching roviders av a switch

provider worthwhile P pay

penalty
for
switching

EU27 52 26 15 13 10 8 6 6 4 7
BE 7 29 30 23 13 6 2 8 6 3
BG 25 13 1 6 2 4 17 1 11 20
Ccz 74 35 15 15 3 15 3 5 1 3
DK 61 16 9 12 2 2 1 5 1 8
DE 62 11 8 10 4 3 7 2 3 10
EE 58 45 6 6 1 9 2 3 3 7
IE 45 22 20 10 5 26 4 6 2 7
EL 46 45 13 14 12 6 0 5 2 5
ES 50 31 10 10 8 8 5 3 3 9
FR 63 16 15 11 13 6 7 4 6 11
HR 34 31 8 14 13 4 6 10 4 8
IT 57 42 26 6 13 4 7 4 4 6
CcY - - - - - - - - - -
LV 55 28 8 5 2 4 0 2 1 5
LT 55 50 16 1 9 10 1 2 3 2
LU 45 13 7 16 7 6 4 6 16 13
HU 33 22 10 13 7 5 21 9 7 12
MT - - - - - - - - - -
NL 60 26 6 18 0 3 2 4 2 6
AT 48 31 10 19 13 11 3 8 5 1
PL 19 31 25 19 13 18 6 10 2 2
PT 56 20 1 13 7 5 5 2 13 6
RO 47 50 21 28 21 17 4 19 10 3
Sl 63 29 10 8 6 4 1 5 2 3
SK 69 38 14 16 14 5 2 6 4 3
Fl 68 34 9 11 4 9 1 5 1 4
SE 73 31 16 19 3 7 2 3 1 3

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response for each
dark green and white font.

(%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their household)
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Socio-demographic considerations

Homeowners are more inclined to believe there is
no significant difference between energy
providers to make switching worthwhile (28% vs
22% of renters). They are also more likely to
perceive the switching process as too complicated
or time-consuming (15% vs 10% of renters).

Q9b What are the main reasons that stopped you from switching energy provider in the past three years? You can give up to three
responses. [MULTIPLE ANSWERS]

You
cannot
You don't switch
think because
there is You are you are
You are any worried  locked
satisfied differenc about into a You
with the e You think interrupti contract, You think never
reliability, between Itis switching onsor andyou it is You thought
service energy difficultto istoo technical are not difficult to cannot about
and price providers compare complicat difficultie willingto You did find find Other  switching
of your tomake offersof edortoo sarising paya notknow informati informati (SPONT (SPONT
current switching different  time- from penalty thatyou  on of onon ANEOUS ANEOUS
energy worthwhil energy consumi switching for can other howto ANSWE ANSWE Don't
provider e providers ng providers switching switch providers switch R) R) know
EU27 52 26 15 13 10 8 6 6 4 7 9 1
Renting 54 22 13 10 1 8 7 4 4 8 9 2
Owning 51 28 16 15 9 8 6 6 4 7 8 1

(%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their household)
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3.5. Information sources for
switching decisions

Energy decision-makers, regardless of whether
they had switched energy providers within the last
three years, were asked about their main
information sources for switching decisions -
either decisions already made or potential future
choices.

For recent switchers, energy providers' websites
and price comparison websites are each cited as
a common information source by 34% of
respondents. For non-switchers, in- person
recommendations from friends, family or
colleagues emerge as the primary source of
information (mentioned by 46% compared to 25%
of switchers), followed by price comparison
websites (34%) and energy providers' websites
(33%).

Non-switchers also show a higher propensity to
consult official information or campaigns from
public authorities (18% vs 9% for switchers) and
reviews from consumer organisations (17% vs
12% for switchers).

Advertisements from energy providers (such as in
the media or online) are more influential for recent
switchers (17%) compared to non-switchers
(13%).

News coverage about energy providers is cited by
10% of non-switchers and 7% of switchers.

Recommendations on social media are the least
utilised source for both groups (9% for switchers,
8% for non-switchers).

Other sources (spontaneously mentioned) are
indicated by 13% of switchers and 6% of non-
switchers.

Q8 How did you inform yourself when choosing your current energy providers / energy

provider?

How would you inform yourself if you were choosing an energy provider?
You can give up to three responses. [MULTIPLE ANSWERS]

Respondents who switched
within the last three years

In-person recommendations from

25% [
friends, family or colleagues
Recommendations on social media
Ads from energy providers, for instance
in the media or online

News coverage about energy providers 7%, -

Directly on the website of energy providers|

Price comparison websites34%, _

Reviews from consumer organisations
Official information or campaigns from 9% N
public authorities

Other (SPONTANEOUS ANSWER) 13% [

Don'tknow 1% I

Respondents who did not
switch in the last three years

46% |
10%

34% I

18% [N

6% I

2% |

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their household) / n=11 547
— Respondents who did not switch in the last three years (involved in energy decisions in their household)
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Country differences

Recent switchers in 17 out of 27 Member States
are most likely to indicate energy providers’
websites or price comparison websites as primary
information source. The largest shares of recent
switchers selecting the energy providers’ websites
are observed in Bulgaria (53%) and Poland
(49%), and the smallest ones in Slovenia (12%)
and Hungary (14%). Conversely, price
comparison websites are top information sources
for over half of recent switchers in Belgium (63%),
Finland (55%), Germany (54%), Ireland (53%)
and Austria (52%). In Croatia, on the other hand,
10% of respondents share this view.

In-person recommendations from friends, family
and colleagues are the primary information source
for recent switchers in Slovenia (51%), Romania
(50%), Greece (37%), Slovakia (36%), Croatia
(32%), Latvia (25%) and Hungary (24%). In
contrast, 8% of recent switchers in Poland rely on
such personal recommendations.

The share of recent switchers citing ads from
energy providers as their information source
varies between 5% in Bulgaria and 27% in
Lithuania.

Denmark stands out with 33% of recent switchers
mentioning ‘other’ as their most frequent
response. In contrast, no respondents in the
Netherlands (0%) indicate this.

Three in ten (30%) recent switchers in the
Netherlands report informing themselves with
reviews from consumer organisations. In contrast,
only 1% of this group in Latvia holds the same
opinion.

A proportion of respondents ranging from 3% (in
Latvia, Estonia and Ireland) to 27% (in Romania)
mention they inform themselves with official
information or campaigns from public authorities
when choosing their energy provider.

All other information sources are mentioned by
fewer than 25% of respondents across all
Member States.
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Q8a How did you inform yourself when choosing your current energy providers/energy provider? You can give up to three res
[MULTIPLE ANSWERS]

Ads from
In-person energy News  Directly . Oﬁ'C'a.l
. providers, . . information
recommendations . coverage on the Price Reviews from O
. Recommendations for . ; or
from friends, . : . about  website comparison consumer . (SPONT
: on social media  instance . g campaigns
family or . energy of energy websites organisations . ANS
in the : . from public
colleagues . providers providers "
media or authorities
online
EU27 25 9 17 7 34 34 12 9
BE 19 5 12 13 33 63 19 18
BG 49 5 5 9 53 27 14 6
Ccz 32 2 15 7 39 35 9 8
DK 23 7 15 2 24 21 9 4
DE 21 20 20 5 29 54 8 4
EE 35 6 14 4 41 46 2 3
IE 15 5 13 2 35 53 12 3
EL 37 10 23 6 24 19 5 6 y
ES 27 3 18 4 39 21 7 11
FR 20 6 24 4 38 21 24 8
HR 32 8 16 13 17 10 17
IT 30 5 1 10 31 20 8 13 y
CcYy - - - - - - - -
LV 25 8 21 3 23 24 1 3
LT 38 16 27 10 33 42 8 14
LU 21 23 8 8 42 28 1 17
HU 24 12 1 6 14 14 3 15 y
MT - - - - - - - -
NL 16 18 17 12 42 50 30 6
AT 22 10 26 5 18 52 5 13
PL 8 2 1 1 49 36 21 4
PT 36 4 17 7 28 45 5 9
RO 50 15 21 20 38 35 12 27
SI 51 14 21 2 12 19 6 7
SK 36 13 21 2 35 31 1 13
Fl 23 6 14 3 45 55 2 4
SE 25 4 12 2 30 44 8 5

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking response for
shown in dark green and white font.

o) Base: n= — Respondents who switched within the last three years (involved in energy decisions in their househo
%) B 6703 -R dents wh itched within the last th involved i decisi in their h hold

5poNnses.

her
ANEOUS
WER)

7
each counit
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In all but five Member States, non-switchers most
commonly mention in-person recommendations
from friends, family or colleagues as a preferred
potential source. This preference peaks in Austria,
where 62% of non- switchers cite this information
source. In contrast, about three in ten (29%) non-
switchers in Finland share this preference.

Price comparison websites emerge as the
preferred potential information source in Belgium
(54%), Sweden (47%) and Denmark (44%) for
non-switchers considering a future switch.

Energy providers' websites top the list of preferred
information sources in Finland and Estonia, both
at47%.

Luxembourg stands out with 39% of non-
switchers indicating a preference for official
information or campaigns from public authorities
as their go-to source if they were to choose an
energy provider in the future. This contrasts with
Spain (7%), Finland (8%), Ireland (8%) and
Estonia (9%), where fewer than one in ten non-
switchers share this preference.

The largest shares of non-switchers valuing
reviews from consumer organisations as
information sources are found in Luxembourg
(37%), Slovakia (34%) and the Netherlands
(34%). The smallest share reporting this is, in
turn, observed in Estonia (4%).

All other potential information sources are
mentioned by no more than three in ten
respondents across all Member States.
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Q8b How would you inform yourself if you were choosing an energy provider? You can give up to three responses.
[MULTIPLE ANSWERS]

Ads from Directly

In-person energy coig\r/: on the Price Reviews inf(o):frf:tlign Other Don
recommendati Recommend providers, 9 website . from ,
! e about comparis or (SPONTAN 't
ons from ations on for ener of consumer . oione EOUS kno

friends, family social media instance in 9y energy . organisatio paign

. provide ; websites from public ANSWER) w
or colleagues the media provide ns I
; authorities
or online rs

EU27 46 8 13 10 33 34 17 18 6 2
BE 44 5 12 22 38 54 28 28 2 3
BG 46 11 9 3 26 26 7 14 3 2
Ccz 54 8 10 11 44 34 21 17 5 1
DK 40 7 6 8 31 44 28 12 5 4
DE 45 19 24 9 28 35 14 13 3 4
EE 43 7 13 10 47 46 4 9 5 4
IE 56 9 19 13 15 24 6 8 4 3
EL 47 11 14 4 33 23 20 23 4 5
ES 53 5 7 7 48 44 25 7 0 0
FR 43 3 11 16 30 25 12 14 16 2
HR 54 12 12 6 21 15 18 15 6 6
IT 52 1 13 10 43 35 22 19 8 0
CcY 57 27 27 20 35 30 23 29 2 0
Lv 39 16 16 5 22 31 5 11 5 4
LT 46 18 17 8 35 41 7 20 2 0
LU 45 1 5 5 18 23 37 39 8 0
HU 43 16 15 9 32 35 14 18 4 2
MT 44 26 17 10 27 28 24 25 6 3
NL 36 3 18 3 32 29 34 12 0 2
AT 62 12 9 2 24 36 26 19 0 3
PL 38 2 8 5 25 36 6 25 7 0
PT 40 9 11 8 17 35 26 22 9 4
RO 51 16 20 18 37 37 20 37 3 1
Si 55 10 15 4 29 32 20 18 2 1
SK 56 12 11 8 47 40 34 21 3 2
Fl 29 6 11 11 47 44 7 8 4 6
SE 43 4 10 7 43 47 28 17 1 0

Note: The higher the share of respondents selecting a response, the darker green the cell. The highest-ranking
response for each country is shown in dark green and white font.

(%) n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their household)
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Socio-demographic considerations Relating to occupation, recent switchers who are
employees (41%) or self-employed (34%) are
more likely to use price comparison websites than
those not currently working (28%). The same is
true among non-switchers (36% and 37% vs
Among recent switchers, men (37%) are more 31%).

likely than women (32%) to consult price

comparison websites. Among non-switchers,

women (48%) are more likely than men (44%) to

cite in-person recommendations from friends,

family or colleagues.

The socio-demographic analysis reveals some
differences in information seeking behaviour
among both recent switchers and non-switchers.

Age also influences preferences of information
sources among both switchers and non-
switchers. Recent switchers aged 55+ (29%) are
less inclined to use price comparison websites
compared to those aged 40-54 (37%) or 25-39
(40%). The same difference is seen among non-
switchers (31% of 55+ non-switchers vs 37% and
38% respectively). Among non-switchers, those
aged 25-39 are more likely than older groups to
mention being informed by in-person
recommendations (49% vs 44% of older groups).
On the other hand, non-switchers aged 55+ (31%)
are less likely than those aged 40-54 (36%) to
indicate using energy providers’ websites.

Q8a How did you inform yourself when choosing your current energy providers/energy provider? You can give up to
three responses. [MULTIPLE ANSWERS]

Ads
ezg:gy News Directly ir?g:frlgti
In-person rovide covera on the Price Reviews on or Other Don
recommendati Recommendati P ge  websit . from . ,
- rs, for comparis campaig (SPONTANE 't
ons from ons on social instanc about e of consumer e oUS kno
friends, family media ein the ENEray energy . cites organisati public ANSWER) w
or colleagues . provide provide ons "
media rs authoriti
or es
online
EU27 25 9 17 7 34 34 12 9 13 1
Male 23 9 17 6 35 37 11 10 11 1

Female 27 9 16 7 34 32 12 9 14

1

18-24 28 9 16 8 34 33 13 6 14 1
2539 28 10 14 6 37 40 12 8 12 0
40-54 23 8 18 7 35 37 11 9 11 1
55+ 24 9 18 6 33 29 11 10 14 1
Self- 22 6 18 5 38 34 1 8 9 1
employed

Employee 23 10 15 8 34 41 12 9 11 0
Manual 22 5 17 4 28 32 9 9 16 2
worker

Not 28 9 18 6 34 28 11 10 15 1
working

(%) Base: n=6 703 — Respondents who switched within the last three years (involved in energy decisions in their
household)
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Q8b What were the primary reasons for your most recent decision to switch energy providers? You can give up to three responses. [M

ANSWERS
Ads from
In-person pﬁ:/?c;g?'/s News  Directly inf(g:rf:”nC;‘ilc)n
recommendations . ’ coverage on the Price Reviews from
h Recommendations for . ; or
from friends, . . . about website comparison consumer .
. on social media instance . - campaigns
family or A energy of energy websites organisations .
in the : . from public
colleagues . providers providers "
media or authorities
online
EU27 46 8 13 10 33 34 17 18
Male 44 8 14 11 34 35 19 18
Female 48 8 13 9 32 33 16 17
18-24 47 6 11 11 30 33 18 13
25-39 49 7 13 8 35 38 18 17
40-54 44 9 14 11 36 37 18 18
55+ 44 8 14 10 31 31 16 18
Self-employed 44 7 10 8 31 37 18 17
Employee 46 9 14 10 36 36 19 18
Manual 51 5 10 12 32 40 15 19
worker
Not working 45 8 14 10 31 31 16 18

(%) n=11 547 — Respondents who did not switch in the last three years (involved in energy decisions in their household)
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Comments

(Pierre Dieumegard)

There is very little socio-demographic data: gender for some questions, age for others, or the type of
dwelling or difficulties in paying bills. It is regrettable that the tables in the report are not more complete
and consistent. It is even more regrettable that the raw data tables in xIsx format are not available.

Question Q11 asks people why they might change their behaviour to achieve a better energy transition.
The vast majority replied: ‘for economic reasons, not for ecological reasons’. (But well done to the
Germans, who seem to be more morally motivated than other Europeans to make an energy transition).

The graph below shows people's willingness to change their energy consumption behaviour for
economic rather than ecological reasons. The various countries are represented by blue squares. Age
groups are shown in red.

There are far fewer differences between age groups than between countries.

Q11 : changing your energy consumption for : Economic
reasons

90

cY
80 IE FR oz B
| | EL Ee
LU BET 1824 M pfS m g
mH M OTgm,, my W g PL
L g
M .
60 AT ! 40-54
p o 25-39
50 NHuy
DE =

70

40

Run appliances like washing machines and
dishwashers during off-peak hours

30
40 45 50 55 60 65 70 75 80 85 90

Lower your heating or air conditioning use

Each country lives in its own information bubble, and national opinions differ from one another. To
develop a European policy, information needs to circulate between countries. We need a common
language to debate our common future together. The best common language would be
Esperanto.

As the governments of all the countries are in debt, here's a proposal to encourage their populations to
behave virtuously: increase taxes on energy, and in particular on fossil fuels. States will be less
indebted, and individuals will change their behaviour, since they need economic reasons to change.
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Technical specifications

Between 30 June and 15 July 2025, Ipsos
European Public affairs carried out flash
Eurobarometer 566 at the request of the
European Commission, Directorate-General for
Energy. It is a general public survey coordinated
by the Directorate-General for Communication,
‘Public Opinion and Citizens Engagement’ unit.
flash Eurobarometer 566 covers the population of
EU citizens, residents in one of the 27 Member
States of the European Union, and aged 18 years
and over.

For the purposes of this report, the target group is
limited to EU citizens, aged 18 and over, involved
in making decisions about energy providers in
their households (excluding those who indicate
that the price of energy is set because it is
included in their rent without the possibility to opt-
out).

All interviews were carried via computer-assisted
telephone interviewing (CATI). In each country,

respondents were called both on landlines and
mobile phones. The telephone numbers sampled
and contacted were generated via Random Digit
Dialling (RDD) methods. The basic sample design
applied in all countries is a random (probability)
design. In households contacted via a landline
phone, the respondent was drawn at random from
all household members (aged 18 years and over)
following the "most recent birthday rule".

Statistical margins due to sampling tolerances

(at the 95 % level of confidence)

various sample sizes are in rows

5% 10 % 25%

n=50 6.0 +8.3 +12.0
n=100 4.3 5.9 8.5
n=200 3.0 4.2 16.0
n=500 1.9 2.6 3.8
n=1000 1.4 1.9 2.7
n=1500 1.1 1.5 2.2
n=2000 1.0 1.3 1.9

various observed results are in columns

50 % 75 % 90 % 95 %
+13.9 +12.0 8.3 16.0
+9.8 +8.5 +5.9 +4.3
16.9 16.0 4.2 3.0
4.4 +3.8 12.6 1.9
3.1 2.7 1.9 1.4
2.5 2.2 1.5 1.1
2.2 1.9 1.3 1.0
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Number of Number of interviews EU citizens,
Fieldwork dates ir}tlerviews EU gged 18+, involved in ma!<ing .
citizens, aged  decisions about energy providers in
18+ their household
EU27 30.06.25-15.07.25 25704 18250
BE 30.06.25-15.07.25 1000 810
BG 30.06.25-05.07.25 1008 560
cz 30.06.25-08.07.25 1001 730
DK 30.06.25-09.07.25 1007 759
DE 30.06.25-10.07.25 1011 623
EE 30.06.25-09.07.25 1003 727
IE 30.06.25-05.07.25 1011 821
EL 30.06.25-09.07.25 1000 795
ES 30.06.25-05.07.25 1009 739
FR 30.06.25-05.07.25 1006 687
HR 30.06.25-10.07.25 1005 742
IT 30.06.25-05.07.25 1006 672
CcYy 30.06.25-07.07.25 505 386
LV 30.06.25-09.07.25 1008 614
LT 30.06.25-10.07.25 1015 670
LU 30.06.25-05.07.25 506 327
HU 30.06.25-09.07.25 1004 746
MT 30.06.25-05.07.25 505 383
NL 30.06.25-05.07.25 1014 907
AT 30.06.25-05.07.25 1009 667
PL 30.06.25-05.07.25 1010 763
PT 30.06.25-07.07.25 1009 545
RO 30.06.25-10.07.25 1013 798
Sl 30.06.25-09.07.25 1005 671
SK 30.06.25-08.07.25 1000 667
Fl 30.06.25-07.07.25 1024 695
SE 30.06.25-09.07.25 1010 746
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Questionnaire

ASK ALL

DX1 For each of the following statements, please tell me whether it applies or not.
(READ OUT; ONE ANSWER PER LINE)

DX1_1 DO NOT ASK in CY and MT: Your household is connected to the natural gas grid
DX1_2 You are involved in making decisions about energy providers in your household
(RESPONSE SCALE)

Yes 1

No 2

ASK ALL

DX2 Which type of pricing best describes your household’s electricity contract?
(READ OUT; ONE ANSWER ONLY) (DO NOT ASK in CY and MT)

Fixed price for the entire contract duration 1

Price changes at certain times during the contract period (e.g. per month, 3 months, 6 months or
others) 2

Price changes (hourly or more) based on the wholesale market developments (i.e. spot price) 3
Price set by public authorities 4

The price of energy is set because it is included in your rent without the possibility to opt out 5
Another type of contract (SPONTANEQOUS) 6

Don't know (DO NOT READ OUT) 98

ASK ALL

DX3
What is your current housing situation? Please choose the option that best describes your status.
(READ OUT; ONE ANSWER ONLY)

Renting a single-family home 1

Renting an apartment 2

Owning a single-family home 3

Owning an apartment 4

Other 5

Don't know (DO NOT READ OUT) 98
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ASK ALL

Q1 How much do you trust the following to provide fair prices and reliable service?
(READ OUT; ONE ANSWER PER LINE)

Q1_1 The energy market of [YOUR COUNTRY]

Q1_2 IF DX1_1=1: Your electricity and gas providers; ELSE: Your electricity provider
(RESPONSE SCALE)

Trust a lot 1

Tend to trust 2

Tend not to trust 3

Do not trust at all 4

Don't know (DO NOT READ OUT) 98

ASK ALL

Q2 How much do you agree or disagree with the following statements about IF

DX1_1=1: your electricity and gas providers; ELSE: your electricity provider?

(READ OUT; ONE ANSWER PER LINE)

(RANDOMISE)

Q2_1 Itis easy to get in contact with your energy provider when you need assistance or information
Q2_2 Your energy bills are easy to understand

Q2_3 Your energy provider provides easy-to-understand information about offers and promotions
Q2_4 Your energy provider is investing sufficiently in renewable energy sources

(RESPONSE SCALE)

Totally agree 1

Tend to agree 2

Tend to disagree 3

Totally disagree 4

Don't know (DO NOT READ OUT) 98

ASKALL

Q3 How much do you agree or disagree with the following statements about IF
DX1_1=1: your electricity and gas providers; ELSE: your electricity provider?
(READ OUT; ONE ANSWER PER LINE)

Q3_1 Energy consumers in [YOUR COUNTRY] are well protected (for instance, against unfair practices
or disconnection)

Q3_2 If you believe you are being treated unfairly by your energy provider, you are aware of which
national authorities you can turn to for assistance

64



flash Eurobarometer 566
Consumer behaviour in the energy transition

Q3_3 You would trust an energy provider more if they committed to an officially certified code of
practice on consumer rights

(RESPONSE SCALE)

Totally agree 1

Tend to agree 2

Tend to disagree 3

Totally disagree 4

Don't know (DO NOT READ OUT) 98

ASK ALL

Q4 To make the energy market in [YOUR COUNTRY] work better for consumers, which of the following
areas most need improvement?

You can give up to two responses.

(READ OUT; MAX 2 ANSWERS) (EXCLUDE ITEM 3 in CY and MT)

(RANDOMISE ITEMS 1-5)

More clarity and transparency of energy bills 1

More prevention of unfair commercial practices (e.g. telemarketing) 2

Easier switching between energy providers 3

Better access to energy data and digital tools to monitor and adapt your energy consumption 4
Better protection of vulnerable consumers and those in energy poverty 5

Other (SPONTANEOUS) 6

Don't know (DO NOT READ OUT) 98

ASK ALL

Q5 How often do you track your energy consumption? Specifically...
(READ OUT; ONE ANSWER PER LINE)
Q5_1 Your electricity consumption

Q5_2 IF DX1_1=1: Your gas consumption
(RESPONSE SCALE)

Multiple times a week 1

At least once a week 2

At least once a month 3

At least two times a year 4

At least once a year 5

Less than once a year 6

Never 7

Don't know (DO NOT READ OUT) 98
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ASK ALL

Q6 Which parts of IF DX1_1=1 your electricity and gas bills; ELSE: your electricity bills, if any, do you
find most difficult to understand?

You can give up to two responses.

(READ OUT; MAX 2 ANSWERS)

The cost for each unit of energy you consume 1

Taxes and charges for maintaining the energy infrastructure 2

The calculation of the total amount to be paid 3

The contract duration, early termination fees, and what happens when the contract period ends 4
None, you understand all parts 5

All of them (SPONTANEOUS) 6

You don't read your energy bill (SPONTANEOUS) 7

Don’t know (DO NOT READ OUT) 98

ASKALL, IN ALL COUNTRIES EXCEPT MT AND CY
Q7 When was the last time your household switched ...?
(READ OUT; ONE ANSWER PER LINE)

Q7_1 Electricity provider

Q7_2 IF DX1_1=1: Gas provider

(RESPONSE SCALE)

Less than 1 year ago 1

Between 1 and 3 years ago 2

Over 3 to 5 years ago 3

Over 5 to 10 years ago 4

More than 10 years ago 5

Never 6

Don't know (DO NOT READ OUT) 98

IF Q7_1 0or Q7_2 =1 or 2 (Switched energy provider in the past three years)

Q8a How did you inform yourself when choosing your current IF DX1_1=1 energy providers; ELSE:
energy provider?

You can give up to three responses.

(READ OUT; MAX 3 ANSWERS)

In-person recommendations from friends, family or colleagues 1
Recommendations on social media 2

Ads from energy providers, for instance in the media or online 3
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News coverage about energy providers 4
Directly on the website of energy providers 5
Price comparison websites 6
Reviews from consumer organisations 7
Official information or campaigns from public authorities 8
Other (SPONTANEOUS) 9
Don’t know (DO NOT READ OUT) 98

IF DX1_1=1and (Q7_1AND Q7_2 > 2)
IF DX1_1<>1 and Q7_1> 2 (Did not switch energy provider in the past three years)

Q8b IF CY AND MT, ASK: Suppose that the electricity market opens up and you can choose between
multiple electricity providers. How would you inform yourself if you were choosing an energy provider?
You can give up to three responses.

IF ANY OTHER COUNTRY, ASK: How would you inform yourself if you were choosing an energy
provider? You can give up to three responses.

(READ OUT; MAX 3 ANSWERS)

In-person recommendations from friends, family or colleagues 1
Recommendations on social media 2

Ads from energy providers, for instance in the media or online 3
News coverage about energy providers 4

Directly on the website of energy providers 5

Price comparison websites 6

Reviews from consumer organisations 7

Official information or campaigns from public authorities 8
Other (SPONTANEOUS) 9

Don’t know (DO NOT READ OUT) 98

IF Q7_10or Q7_2 =1 or 2 (Switched energy provider in the past three years)

Q9a What were the primary reasons for your most recent decision to switch energy providers?
You can give up to three responses.

(READ OUT; MAX 3 ANSWERS)

(RANDOMISE ITEMS 1-8)

You found an offer with a better price 1

You moved house 2

You wanted a more environmentally-friendly energy provider 3

Because of poor customer service 4

You had experienced billing problems 5
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Because of recommendations from family, friends or colleagues 6
You had been contacted by another energy provider 7

To benefit from extra services another energy provider provides, like offering home insulation or other
energy efficiency measures 8

Other (SPONTANEOUS) 9
Don’t know (DO NOT READ OUT) 98

IF DX1_1=1and (Q7_1 AND Q7_2 > 2)
IF DX1_1<>1 and Q7_1> 2 (Did not switch energy provider in the past three years)
DO NOT ASK IN CY AND MT

Q9b What are the main reasons that stopped you from switching energy provider in the past three
years?

You can give up to three responses.

(READ OUT; MAX 3 ANSWERS)

(RANDOMISE ITEMS 1-9)

You think it is difficult to find information of other providers 1

You think switching is too complicated or too time-consuming 2

You are worried about interruptions or technical difficulties arising from switching providers 3

You cannot switch because you are locked into a contract, and you are not willing to pay a penalty for
switching 4

You don’t think there is any difference between energy providers to make switching worthwhile 5
It is difficult to compare offers of different energy providers 6

You did not know that you can switch 7

You cannot find information on how to switch 8

You are satisfied with the reliability, service and price of your current energy provider 9

Other (SPONTANEOUS) 10

You never thought about switching (SPONTANEOUS) 11

Don’t know (DO NOT READ OUT) 98

IF Q7_10or Q7_2 =1 or 2 (Switched energy provider in the past three years)

Q10a When you most recently switched energy providers, which factors, beside price, were most
important in your choice?

You can give up to three responses.
(READ OUT; MAX 3 ANSWERS)
(RANDOMISE ITEMS 1-6)
Reputation of the provider 1

Quality of service 2
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Duration of the contract 3

Energy provider is owned or managed locally 4
Private or public ownership of the company 5
Sustainable energy sources in the provider’s mix 6
Other (SPONTANEOUS) 7

Don’t know (DO NOT READ OUT) 98

IF DX1_1=1and (Q7_1AND Q7_2 > 2)
IF DX1_1<>1 and Q7_1> 2 (Did not switch energy provider in the past three years)

Q10b IF CY AND MT, ASK: If you could switch energy provider, aside from price, what factor would be
most important in your decision? You can give up to three responses. IF ANY OTHER COUNTRY, ASK:
If you were to switch energy provider, aside from price, what factor would be most important in your
decision?

You can give up to three responses.

(READ OUT; MAX 3 ANSWERS)
(RANDOMISE ITEMS 1-6)

Reputation of the provider 1

Quality of service 2

Duration of the contract 3

Energy provider is owned or managed locally 4
Private or public ownership of the company 5
Sustainable energy sources in the provider’s mix 6
Other (SPONTANEOUS) 7

Don’t know (DO NOT READ OUT) 98

ASK ALL

Q11 What would motivate you to change your energy consumption behaviour at home in the following
ways?

(READ OUT; ONE ANSWER PER LINE)
Q11_1 Lower your heating or air conditioning use

Q11_2 Run appliances like washing machines and dishwashers during off-peak hours (when electricity
demand is lower)

Q11_3 Use smart devices to automatically schedule using your appliances during off-peak hours (when
electricity demand is lower)

(RESPONSE SCALE)
Only economic reasons 1
Mostly economic reasons, somewhat for environmental reasons 2

Mostly environmental reasons, somewhat for economic reasons 3
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Only environmental reasons 4
You would not change your behaviour (SPONTANEOUS) 5
Don't know (DO NOT READ OUT) 98

ASK ALL

DX4 Which of the following situations applies to you?

(READ OUT; ONE ANSWER ONLY)

You can always afford paying your energy bills 1

You worry about being able to pay your energy bills but usually manage to do so 2
You sometimes cannot pay your energy bills on time 3

You often cannot pay your energy bills on time 4

Don't know / Refused (DO NOT READ OUT) 98
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Data annex

Q1_1 How much do you trust the following to provide fair prices and reliable service?
The energy market
Tend not to Do not trust at

Trust a lot Tend to trust Don't know
trust all
EU27 13 50 20 15 2
BE 10 60 19 8 3
BG 13 27 17 40 3
cz 6 56 25 10 2
DK 20 48 19 8 5
DE 18 50 22 7 4
EE 12 59 17 9 3
IE 22 50 12 14 3
EL 9 31 23 36 1
ES 10 31 25 34 0
FR 14 61 7 17 1
HR 9 49 18 19 5
IT 8 40 35 15 2
CcY 12 41 24 22 1
LV 8 58 16 10 8
LT 9 57 19 12 2
LU 34 63 2 1 0
HU 19 42 23 15 2
MT 33 47 9 10 0
NL 32 45 15 8 0
AT 16 60 18 6 0
PL 8 68 16 7 1
PT 15 72 6 5 1
RO 8 50 25 15 1
Sl 1" 49 28 11 1
SK 11 67 14 4 3
Fl 14 65 11 3 6
SE 14 59 15 12 1

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q1_2 How much do you trust the following to provide fair prices and reliable service?

Your electricity and gas providers/Your electricity provider

Tend not to Do not trust at

Trust a lot Tend to trust trust all Don't know
EU27 25 54 12 8 1
BE 21 62 12 4 1
BG 20 43 4 30 3
Ccz 18 66 12 3 1
DK 40 44 9 5 2
DE 25 56 13 3 3
EE 19 66 8 5 3
IE 37 48 6 9 1
EL 18 47 15 19 0
ES 20 41 19 19 0
FR 31 60 2 7 0
HR 15 54 16 11 4
IT 17 53 20 9 1
CcY 14 44 20 22 0
LV 17 61 11 6 5
LT 10 65 14 9 1
LU 31 62 3 3 2
HU 20 50 19 10 1
MT 30 49 18 4 0
NL 42 42 8 9 0
AT 26 55 15 4 0
PL 37 52 6 4 1
PT 18 72 3 4 3
RO 13 58 20 9 0
Sl 19 59 16 6 1
SK 21 70 2 1
Fl 26 64 2 1
SE 30 55 6 0

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their householdsehold
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Q2_1 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

It is easy to get in contact with your energy provider when you need assistance or information

Totally agree  Tend to agree d-li—zggrgoe Totally disagree  Don't know
EU27 42 36 10 7 5
BE 34 42 12 6 6
BG 50 18 8 19 6
Ccz 53 36 5 3 4
DK 43 25 6 6 19
DE 46 36 8 5 5
EE 41 34 10 4 1
IE 45 43 8 2 2
EL 48 31 1 7 3
ES 27 40 18 12 3
FR 53 32 6 3 5
HR 20 42 18 15 4
IT 49 28 10 9 5
cYy 31 23 22 19 4
LV 46 33 8 3 10
LT 40 36 1 7 7
LU 58 29 5 4 5
HU 29 34 21 13 3
MT 29 40 23 8 0
NL 64 22 6 2 5
AT 48 37 4 7 4
PL 13 63 12 8 4
PT 41 42 7 8 3
RO 36 33 21 9 1
Sl 29 54 7 3 6
SK 50 40 8 2 1
Fl 48 34 7 2 9
SE 53 30 4 4 9

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q2_2 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

Your energy bills are easy to understand

Totally agree  Tend to agree dTizggrLOe Totally disagree  Don't know
EU27 43 34 11 10 1
BE 39 39 13 8 1
BG 40 28 8 23 1
Ccz 42 39 11 6 1
DK 43 29 11 12 5
DE 50 36 8 4 2
EE 50 34 9 5 2
IE 52 35 7 5 1
EL 39 29 17 14 1
ES 27 35 16 20 1
FR 51 43 5 2 0
HR 27 44 17 11 2
IT 35 41 12 12 1
CcY 31 27 23 19 0
Lv 57 31 7 2 2
LT 59 27 8 5 1
LU 51 44 2 3 0
HU 35 25 20 19 1
MT 53 31 8 9 0
NL 71 5 11 11 2
AT 41 33 18 8 1
PL 35 23 17 23 2
PT 53 30 4 1 3
RO 38 35 16 10 0
Sl 23 57 13 6 1
SK 46 40 11 3 1
Fl 69 22 5 2 1
SE 55 31 8 6 1

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q2_3 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

Your energy provider provides easy-to-understand information about offers and promotions

Totally agree  Tend to agree d-li—zggrgoe Totally disagree  Don't know

EU27 32 39 15 10 4
BE 25 39 21 10 4
BG 30 10 12 45 4
Ccz 35 46 12 4 3
DK 33 31 10 10 17
DE 37 41 14 4 5
EE 29 36 17 8 10
IE 35 47 9 8 1

EL 28 41 19 9 3
ES 19 35 22 19 4
FR 35 44 1 7 3
HR 17 48 19 9 6
IT 31 36 17 12 4
cYy 16 29 23 22 1
LV 36 35 1 6 11
LT 38 40 13 7 3
LU 46 42 7 3 2
HU 24 31 20 16 8
MT 22 39 18 19 1

NL 57 23 7 10 3
AT 32 41 19 8 1

PL 21 45 20 12 2
PT 38 45 6 9 2
RO 33 43 16 8 0
Sl 18 57 13 6 6
SK 30 50 14 4 3
Fl 37 43 13 4 3
SE 35 44 10 8 3

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q2_4 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

Your energy provider is investing sufficiently in renewable energy sources

Totally agree  Tend to agree d-li—zggrgoe Totally disagree  Don't know
EU27 24 41 15 6 13
BE 21 42 12 5 20
BG 23 18 16 35 9
Ccz 15 35 8 2 40
DK 21 29 6 3 42
DE 29 36 10 3 22
EE 14 36 7 4 39
IE 28 44 15 6 7
EL 21 36 16 6 22
ES 18 44 23 12 3
FR 31 50 9 6 4
HR 8 34 23 1 24
IT 25 42 17 5 1
CcY 11 18 24 31 15
LV 15 28 8 3 46
LT 21 42 1 6 20
LU 39 47 8 1 5
HU 13 25 20 11 31
MT 23 42 13 19 2
NL 53 25 6 8 9
AT 39 39 7 2 11
PL 7 48 29 6 10
PT 34 45 6 5 1
RO 15 46 20 6 12
Sl 1 45 14 7 24
SK 15 46 13 3 23
Fl 33 41 7 1 18
SE 27 42 9 4 18

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q3_1 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

Energy consumers in [YOUR COUNTRY] are well protected (for instance, against unfair practices
or disconnection

Totally agree  Tend to agree d-li-zggrteoe Totally disagree  Don't know

EU27 19 43 19 13

BE 16 50 16 8

BG 13 19 20 47

cz 17 49 16 6 13
DK 14 33 19 13 21
DE 22 42 18 6 13
EE 14 48 21 10 7
IE 27 53 13 5 2
EL 1 25 24 36 4
ES 11 36 21 30 2
FR 24 53 16 5 2
HR 16 42 21 15 6
IT 16 40 18 22 4
CcY 12 26 27 29 6
LV 15 37 20 10 19
LT 13 46 26 10 5
LU 38 52 3 6 2
HU 21 36 22 11 10
MT 27 32 32 8 0
NL 40 39 11 8 2
AT 22 55 17 3 3
PL 12 53 24 8 4
PT 17 48 21 13 2
RO 20 37 25 16 3
Sl 9 48 25 8 10
SK 18 49 18 3 12
Fl 16 49 21 7 7
SE 15 44 20 12 9

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household)
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Q3_2 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

If you believe you are being treated unfairly by your energy provider, you are aware of which
national authorities you can turn to for assistance

Totally agree  Tend to agree d-li-zggrteoe Totally disagree  Don't know

EU27 28 30 19 19 5
BE 19 29 19 26 7
BG 34 14 9 42 1

cz 32 33 19 9 8
DK 12 14 13 53 8
DE 22 19 26 20 12
EE 25 31 18 19 6
IE 37 34 10 17 2
EL 28 20 16 32 4
ES 29 32 19 19 1

FR 21 37 19 21 2
HR 20 31 17 22 10
IT 33 32 17 15 4
CcY 14 12 17 41 16
LV 25 19 10 20 26
LT 23 31 23 18 6
LU 39 43 7 9 3
HU 32 24 15 25 4
MT 30 39 15 14 2
NL 41 20 17 20 2
AT 36 26 23 11 5
PL 30 47 15 1

PT 39 33 18 2
RO 38 33 18 2
Sl 9 36 20 26 9
SK 21 34 27 12 6
Fl 23 29 23 21 4
SE 13 24 19 41 3

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q3_3 How much do you agree or disagree with the following statements about your electricity and
gas providers/your electricity provider?

You would trust an energy provider more if they committed to an officially certified code of practice
on consumer rights

Totally agree  Tend to agree d-li-zggrteoe Totally disagree  Don't know
EU27 49 33 7
BE 43 40 10 5
BG 47 19 3 20 11
cz 34 42 8 3 12
DK 42 29 8 7 14
DE 32 39 13 5 10
EE 30 44 6 3 17
IE 49 41 7 2 1
EL 59 26 6 7 1
ES 54 33 3 10 1
FR 49 37 6 8 0
HR 38 41 9 6 6
IT 66 26 5 2 0
cYy 55 30 5 4 6
LV 44 33 6 2 15
LT 47 39 7 1 6
LU 54 34 9 4 0
HU 44 36 7 5 8
MT 46 43 6 5 0
NL 60 19 7 10 4
AT 43 31 17 6 3
PL 48 31 6 6 9
PT 53 37 5 2 4
RO 57 33 6 4 0
Sl 25 54 13 5 3
SK 48 42 4 2 4
Fl 50 31 6 3 8
SE 48 33 8 7 4

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about
energy providers in their household
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Q4 To make the energy market in [YOUR COUNTRY] work better for consumers, which of the following areas most
need improvement? You can give up to two responses. [MULTIPLE ANSWERS]

Better Better access

- More to energy data .

protection of More clarity  prevention of and digital E.asu-.:‘r

vulnerable . switching

consumers and unfair . togls to between Other Don’t know

and those in transparenpy commermal monitor and energy (spontaneous)

energy of energy bills practices (g.g. adapt your providers
telemarketing) energy
poverty consumption

EU27 38 34 34 28 21 3 2
BE 48 41 42 29 21 2 2
BG 27 24 36 7 22 9 2
Ccz 47 30 37 28 19 5 4
DK 33 39 37 27 10 4 6
DE 27 41 25 35 22 6 5
EE 42 30 21 18 28 8 8
IE 27 26 22 32 36 2 3
EL 51 46 44 24 12 3 0
ES 42 32 37 33 15 2 0
FR 36 21 38 30 25 2 2
HR 43 30 29 28 19 3 5
IT 44 35 38 21 20 2 1
CY 71 49 24 41 - 0 0
Lv 37 19 28 26 17 4 8
LT 24 23 39 34 35 1 4
LU 38 27 17 32 30 2 0
HU 38 43 30 25 21 3 5
MT 38 36 25 48 - 4 1
NL 50 34 38 8 16 1 0
AT 35 37 24 26 19 7 3
PL 27 39 29 29 24 1 0
PT 39 45 22 35 14 1 2
RO 55 48 27 31 25 1 0
Sl 34 27 40 30 19 2 3
SK 49 26 42 35 21 2 2
Fl 52 20 34 21 25 3 5
SE 37 26 33 32 24 4 3

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy providers in
their household
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Q5_1 How often do you track your energy consumption? Specifically... your electricity consumption

At least At least

Multiple Atleasttwo Atleast Lessthan
times a week ~ °"oo @ oNCe A fimes a year once a year once a year Never
week month

EU27 6 7 40 20 14 3 10
BE 7 8 33 21 20 2 9
BG 1 1 65 1 3 5 27
cz 5 4 32 27 20 2 9
DK 13 7 41 20 7 1 10
DE 5 6 24 20 38 3 3
EE 22 9 49 6 1 1 1
IE 5 7 37 20 11 6 14
EL 3 5 59 10 4 5 14
ES 2 10 61 12 3 4

FR 4 9 40 20 19 1

HR 3 4 50 16 4 2 21
IT 10 5 36 28 3 5 14
cY 3 6 38 25 6 4 18
Lv 10 9 62 4 1 8
LT 7 9 68 2 1 9
LU 4 2 20 37 21 10 6
HU 4 4 59 16 11 1 5
MT 2 1 52 19 6 1 19
NL 13 8 42 7 14 1 13
AT 12 6 16 26 25 2 14
PL 5 6 18 36 9 6 20
PT 2 4 61 14 5 2 1
RO 5 10 73 2 1 7
S 8 6 62 3 2 12
SK 2 4 29 26 22 3 13
Fl 18 12 45 13 4 3 4
SE 12 8 41 19 5 6

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Don’t know

O O O O O O O o  MNODO OO0 A~ 0O~ A~ 00O OO0 o -~ ~ a~ a~ o o

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy providers in

their household
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Q5_2 How often do you track your energy consumption? Specifically... your gas consumption

At least At least

Multiple Atleasttwo At least Less than ,
times aweek ~ °"°° @ ONCEa  fines ayear onceayear once ayear \ever  Dontknow
week month
EU27 3 5 38 21 17 3 12 1
BE 4 5 29 26 22 3 11 0
BG 0 7 56 7 6 0 21 3
cz 1 3 26 28 25 4 12 2
DK 2 2 35 34 7 0 19 1
DE 2 5 19 19 38 3 11 3
EE 12 8 46 4 3 2 22 4
IE 4 3 35 32 9 2 15 0
EL 1 3 49 18 7 4 18 0
ES 2 2 46 35 7 4 3 0
FR 5 16 32 27 5 2 12 0
HR 1 2 54 15 4 2 21 2
IT 4 2 39 25 8 5 16 2
cY - - - - - - - -
L 1 2 73 3 1 11 2
LT 2 3 73 0 11 0
LU 7 1 13 25 31 8 17 0
HU 1 4 52 17 15 1 10 1
MT - - - - - - - -
NL 7 6 42 6 22 1 16 0
AT 2 5 10 22 28 3 27 3
PL 3 7 38 19 21 1 11 0
PT 1 2 72 10 0 9 0
RO 1 6 74 5 1 9 0
SI 2 2 47 12 1 27 3
SK 1 3 24 26 27 4 15 1
Fi 3 11 6 11 2 0 56 11
SE 0 0 14 18 1 24 41 2

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=7 720 — Respondents with a connection to the natural gas grid (and involved in
energy decisions in their household)

Note: question not asked in CY/MT
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Q6 Which parts of your electricity and gas bills/ your electricity bills, if any, do you find most difficult to understand? You
can give up to two responses. [MULTIPLE ANSWERS]

The contract

duration
early
The cost for Taxes and The_ termination You don't read
. charges for  calculation None, you ,
each unit of LS fees, and All of them  your energy Don’t
maintaining  of the total understand .
energy you what (spontaneous) bill know
the energy ~ amount to all parts
consume . . happens (spontaneous)
infrastructure be paid
when the
contract
period ends
EU27 16 36 16 16 33 4 3 2
BE 26 40 18 22 27 2 3 1
BG 6 17 16 7 35 17 10 0
cz 17 36 16 15 37 2 2 2
DK 15 34 19 10 30 4 7 2
DE 19 30 16 13 37 3 2 5
EE 9 37 1 1 41 3 4 3
IE 12 16 16 21 41 5 6 4
EL 19 46 18 14 30 2 1 0
ES 15 31 16 26 32 4 1 3
FR 11 37 10 12 42 2 4 3
HR 15 30 18 9 38 3 4 3
IT 19 50 12 27 18 2 2 1
CcY 25 46 21 10 28 3 5 1
LV 6 23 5 4 54 1 8 2
LT 9 25 16 16 48 1 2 2
LU 1 22 18 14 43 1 0 3
HU 18 38 21 5 34 5 4 1
MT 24 12 24 13 40 2 2 1
NL 10 34 20 15 37 2 2 2
AT 13 29 18 19 37 3 3 5
PL 18 38 10 9 28 12 11 0
PT 18 41 19 13 30 2 5 0
RO 25 41 43 21 26 1 1 1
Sl 15 35 11 9 38 2 7 1
SK 22 30 23 12 40 0 4 1
Fl 6 22 7 12 58 2 2 2
SE 14 41 10 16 39 1 1 1

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy providers in
their household
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Q7_1 When was the last time your household switched ...? Electricity provider

Less than 1 ai%tv:;/eyeer;:s Over3to5 Over5to10 More than 10 Never Don't know
year ago ago years ago years ago years ago
EU27 18 20 14 10 1 25 2
BE 19 23 15 1 1 20 1
BG 1 0 1 2 8 81 5
Ccz 15 17 18 1 13 24 1
DK 21 19 13 1 9 24 3
DE 24 24 10 8 12 17 4
EE 14 26 14 10 6 28 2
IE 33 19 9 9 10 19 2
EL 23 19 7 5 4 41 1
ES 20 35 15 8 1 7 5
FR 10 10 19 1 13 36 2
HR 3 6 5 4 5 75 2
IT 32 24 17 15 7 4 0
CY - - - - - - -
Lv 6 18 13 9 41 3
LT 12 32 17 5 27 2
LU 6 15 8 3 24 43 2
HU 2 7 7 5 6 68 4
MT - - - - - - -
NL 23 15 14 12 19 15 2
AT 14 19 4 5 9 47 1
PL 6 10 17 12 11 43 0
PT 14 20 9 7 10 37 3
RO 9 20 13 6 5 47 1
SI 4 15 16 19 16 29 2
SK 3 6 15 16 10 48 2
Fl 25 34 12 9 10 10 1
SE 18 30 17 14 10 10 1

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy providers in
their household

Note: question not asked in CY/MT (as switching is not possible)
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Q7_2 When was the last time your household switched ...? Gas provider

Less than 1 ai%tv:;/eyeer;:s Over3to5 Over5to10 More than 10 Never Don't know
year ago ago years ago years ago years ago
EU27 16 17 14 12 12 26 3
BE 20 23 16 12 9 19 2
BG 13 9 13 13 8 44 0
Ccz 13 15 18 14 16 20 3
DK 4 15 1 9 8 43 10
DE 20 22 11 6 11 23 8
EE 6 10 5 12 7 51 9
IE 33 25 5 10 12 13 2
EL 22 11 14 3 2 46 2
ES 8 26 20 12 19 12 3
FR 23 7 32 6 13 20 0
HR 14 12 5 1 2 64 1
IT 24 21 15 17 10 11 1
CY - - - - - - -
Lv 4 17 5 6 6 58 3
LT 4 7 4 6 10 66 2
LU 9 19 4 7 20 41 0
HU 2 3 5 6 7 72 5
MT - - - - - - -
NL 18 16 9 12 21 17 6
AT 7 20 2 1 15 43 2
PL 8 13 9 22 9 39 0
PT 12 28 6 14 18 20 1
RO 3 12 1 4 5 64 1
SI 4 8 14 15 13 43 3
SK 2 5 13 17 10 51 3
FI 8 6 9 0 8 52 17
SE 8 1 9 20 1 29 13

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=7 720 — Respondents with a connection to the natural gas grid (and involved in
energy decisions in their household)

Note: question not asked in CY/MT
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Q8a How did you inform yourself when choosing your current energy providers/energy provider? You can give up to

flash Eurobarometer 566
Consumer behaviour in the energy transition

three responses. [MULTIPLE ANSWERS]

EU2
7
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DE
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IE
EL
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FR
HR
I
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LV
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HU
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flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=6 703 — Respondents who switched within the last three years (involved in

energy decisions in their household)

Note: question not asked in CY/MT
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Q8b How would you inform yourself if you were choosing an energy provider? You can give up to three responses.
[MULTIPLE ANSWERS]

EU2
7

BE
BG
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EE
IE
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FR
HR
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Ads

from

energy

ns on social s, for

media instance
in the
media or

online
8 13
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11 9
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11 14
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35
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Fieldwork: 30.6-15.7.2025 / (%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in
energy decisions in their household)
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Q9a What were the primary reasons for your most recent decision to switch energy providers? You can give up to three
responses. [MULTIPLE ANSWERS]

Because To benefit from
of You extra services
You recomm wanted a You had another energy
found an endation more You had Because of been provider Don’
You . . . . Other
offer s from environme experience poor contacted by provides, like
. moved . - . (spontan
with a family, ntally- d billing customer another offering home kno
house . . . : . eous)
better friends  friendly  problems service energy insulation or w
price or energy provider other energy
colleagu provider efficiency
es measures
EU27 68 18 13 11 10 8 7 5 9 1
BE 72 25 14 32 14 14 1 7 6 1
BG 69 14 10 4 26 3 4 20 0 0
cz 68 17 14 5 5 9 16 6 13 0
DK 41 26 9 8 6 13 5 1 18 1
DE 64 15 8 22 4 7 4 7 9 3
EE 66 20 10 6 2 3 7 4 12 2
IE 83 6 14 16 7 8 9 0 0
EL 67 14 18 3 27 20 19 3 2 0
ES 72 15 12 6 15 4 8 2 0 0
FR 75 14 10 4 11 7 2 4 19 0
HR 26 18 15 7 5 6 15 3 29 3
IT 63 17 17 5 1 5 6 2 15 0
CcY - - - - - - - - - -
LV 67 18 7 4 2 1 12 5 8 0
LT 59 14 21 14 5 6 8 6 1 1
LU 55 16 1 21 4 5 14 1 10 0
HU 9 43 13 1 2 3 21 1 20 1
MT - - - - - - - - - -
NL 69 28 14 12 6 17 4 12 12 0
AT 75 12 10 22 8 6 2 4 9 4
PL 77 25 12 11 13 9 5 1 2 0
PT 85 30 24 7 5 1 12 8 0 0
RO 69 22 34 16 23 20 21 8 7 0
Sl 62 10 25 9 0 4 6 10 11 1
SK 50 27 9 20 13 9 13 1 10 0
Fl 72 23 3 13 2 5 8 4 8 1
SE 55 26 10 17 4 4 10 7 9 0

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=6 703 — Respondents who switched within the last three years (involved in
energy decisions in their household)

Note: question not asked in CY/MT
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Q9b What are the main reasons that stopped you from switching energy provider in the past three years? You can give
up to three responses. [MULTIPLE ANSWERS]

Because
of To benefit from
You had .
You recomm extra services
A You wanted a been
found an endation You had Because another energy Don
You more . contact X : Other
offer s from . experienc  of poor provider provides, t
. moved . environmentally- - by =« h (spontan
with a family, . ed billing customer like offering home kno
house . friendly energy . another . . eous)
better friends . problems service insulation or other w
h provider energy -
price or . energy efficiency
provider
colleagu measures
es
EU27 52 26 15 13 10 8 6 6 4 7
BE 71 29 30 23 13 6 2 8 6 3
BG 25 13 1 6 2 4 17 1 11 20
cz 74 35 15 15 3 15 3 5 1 3
DK 61 16 9 12 2 2 1 5 1 8
DE 62 11 8 10 4 3 7 2 3 10
EE 58 45 6 6 1 9 2 3 3 7
IE 45 22 20 10 5 26 4 6 2 7
EL 46 45 13 14 12 6 0 5 2 5
ES 50 31 10 10 8 8 5 3 3 9
FR 63 16 15 11 13 6 7 4 6 11
HR 34 31 8 14 13 4 6 10 4 8
IT 57 42 26 6 13 4 7 4 4 6
CcY - - - - - - - - -
Lv 55 28 8 5 2 4 0 2 1 5
LT 55 50 16 11 9 10 1 2 3 2
LU 45 13 7 16 7 6 4 6 16 13
HU 33 22 10 13 7 5 21 9 7 12
MT - - - - - - - - - -
NL 60 26 6 18 0 3 2 4 2 6
AT 48 31 10 19 13 11 3 8 5 1
PL 19 31 25 19 13 18 6 10 2 2
PT 56 20 1 13 7 5 5 2 13 6
RO 47 50 21 28 21 17 4 19 10 3
Sl 63 29 10 8 6 4 1 5 2 3
SK 69 38 14 16 14 5 2 6 4 3
Fi 68 34 9 1 4 9 1 5 1 4
SE 73 31 16 19 3 7 2 3 1 3

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in
energy decisions in their household)

Note: question not asked in CY/MT
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Q10a When you most recently switched energy providers, which factors, beside price, were most important in your
choice? You can give up to three responses. [MULTIPLE ANSWERS]

Sustainable

. . energy . En.ergy. Privatt_a or ’

Quality of Reputation of . Duration of provider is public Other Don’t

service  the provider chO:rrg\?izg;’s the contract owned or ownership of (spontaneous)  know

. managed the company
mix

EU27 36 34 27 23 14 8 13 2
BE 44 42 46 27 12 7 12 6
BG 28 43 15 30 10 0 20 0
Ccz 54 55 14 31 12 5 9 3
DK 28 34 23 9 8 5 30 7
DE 40 28 33 35 21 13 7 4
EE 29 28 13 23 7 11 21 10
IE 33 28 21 31 13 6 14 2
EL 37 33 16 18 4 14 16 8
ES 37 33 14 12 14 6 13 0
FR 31 28 25 21 7 15 34 0
HR 33 14 10 9 20 7 29 8
IT 35 34 27 16 13 1 16 3
CcY - - - - - - - -
LV 27 28 13 22 5 4 22 3
LT 36 35 20 36 6 19 6
LU 35 33 21 12 23 17 0
HU 25 8 25 13 7 15 34 10
MT - - - - - - - -
NL 23 53 35 35 14 2 0 0
AT 16 30 35 20 21 5 17 1
PL 48 41 32 24 6 3 2 1
PT 55 24 33 24 13 8 0 2
RO 58 54 25 30 20 27 7 2
Si 40 20 18 11 8 5 19 8
SK 55 49 26 19 7 10 11 2
Fl 19 26 30 32 15 5 11 7
SE 22 23 37 21 16 4 18 3

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=6 703 — Respondents who switched within the last three years (involved in
energy decisions in their household)

Note: question not asked in CY/MT
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flash Eurobarometer 566
Consumer behaviour in the energy transition

Q10b If you were to switch energy provider, aside from price, what factor would be most important in your decision? You
can give up to three responses. [MULTIPLE ANSWERS]

Sustainable

. . energy . En.ergy. Privatt_a or ’
Quality of Reputation of . Duration of provider is public Other Don’t
service  the provider chO:rrg\?izg;’s the contract owned or ownership of (spontaneous)  know
. managed the company
mix
EU27 52 38 28 21 20 15 7 3
BE 70 53 47 33 20 10 3 5
BG 60 34 5 9 12 7 4 2
Ccz 60 53 20 27 9 12 5 5
DK 39 38 41 11 16 11 1 5
DE 48 28 32 27 34 15 9 6
EE 55 37 16 19 15 12 8 8
IE 46 34 15 20 19 13 6 3
EL 47 29 20 13 12 27 5 7
ES 52 42 25 23 9 30 0 0
FR 44 36 27 19 26 12 16 0
HR 55 20 31 10 12 8 6 9
IT 54 36 37 19 20 13 4 4
CcY 71 38 44 25 20 23 4 1
LV 40 34 14 20 6 14 9 10
LT 51 44 18 25 8 23 6 1
LU 52 51 30 9 42 24 0 2
HU 62 17 28 12 14 25 6 6
MT 78 37 45 8 30 16 1 0
NL 48 48 27 3 1 15 0 1
AT 45 30 35 21 29 13 4 2
PL 50 54 19 29 12 7 8 0
PT 65 13 38 15 6 14 4 1
RO 74 48 31 36 22 17 3 2
Si 57 16 22 15 10 6 1 6
SK 71 52 39 21 16 17 5 3
Fl 40 37 31 19 33 8 4 4
SE 42 27 50 18 29 8 5 2

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=11 547 — Respondents who did not switch in the last three years (involved in
energy decisions in their household)
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Q11_1 What would motivate you to change your energy consumption behaviour at home in the following ways?

Lower your heating or air conditioning use

Mostly Mostly
o . economic environmental Only You would not
nly economic reasons, reasons, environmental change your Don't know
reasons somewhat for  somewhat for behaviour
environmental economic reasons (spontaneous)
reasons reasons
EU27 28 37 15 10 8 2
BE 27 37 19 8 8 2
BG 37 29 1 12 9 1
Ccz 35 37 10 7 8 3
DK 20 42 22 6 10 1
DE 19 25 17 21 12 5
EE 54 24 5 3 13 2
IE 21 41 15 16 4 3
EL 30 46 15 4 5 1
ES 32 41 14 7 5 0
FR 26 43 6 7 13 4
HR 28 30 16 8 14 3
IT 25 39 25 5 4 2
CcY 36 46 8 2 8 0
LV 42 20 6 5 22 5
LT 34 31 12 11 8 4
LU 8 52 26 8 5 1
HU 23 38 23 8 8 1
MT 18 38 23 15 1 4
NL 31 29 19 9 10 2
AT 29 26 16 16 12 0
PL 37 50 5 5 1 2
PT 40 33 10 9 6 1
RO 40 34 1 9 4 2
Sl 25 33 14 10 17 1
SK 33 38 14 6 8 2
Fl 33 36 12 5 13 1
SE 23 39 19 1 8 1

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy
providers in their household
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Q11_2 What would motivate you to change your energy consumption behaviour at home in the following ways? Run
appliances like washing machines and dishwashers during off-peak hours (when electricity demand is lower)

Mostly Mostly
. economic environmental Only You would not
Only economic reasons, reasons, environmental change_your Don't know
reasons somewhat for somewhat for behaviour
environmental economic reasons (spontaneous)
reasons reasons
EU27 32 29 12 12 12 2
BE 40 27 15 6 9 2
BG 32 27 6 11 22 2
Ccz 45 27 8 6 10 4
DK 31 32 15 6 15 2
DE 17 21 15 21 19 7
EE 54 16 4 2 23 1
IE 37 39 11 6 5 2
EL 31 40 15 6 8 1
ES 45 23 11 9 11 1
FR 34 42 6 13 5 0
HR 38 24 10 7 18 4
IT 29 35 19 8 8 1
CcY 34 46 8 3 8 1
Lv 39 14 4 3 35 5
LT 44 23 10 6 14 4
LU 14 54 22 6 3 0
HU 18 27 21 11 19 4
MT 39 17 21 16 5 2
NL 21 25 17 17 15 5
AT 32 22 7 14 22 2
PL 41 22 4 11 22 0
PT 31 35 10 11 8 4
RO 37 32 14 11 5 1
Sl 34 29 10 5 22 1
SK 38 29 12 5 14 3
Fl 40 25 8 5 20 3
SE 30 31 16 11 10 2

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy
providers in their household
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Q11_3 What would motivate you to change your energy consumption behaviour at home in the following ways? Use
smart devices to automatically schedule using your appliances during off-peak hours (when electricity demand is
lower)

Mostly Mostly
. economic environmental Only You would not
Only economic reasons, reasons, environmental change'your Don't know
reasons somewhat for somewhat for behaviour
environmental economic reasons (spontaneous)
reasons reasons
EU27 27 31 11 9 14 8
BE 33 28 13 7 13 6
BG 33 25 9 12 11 9
Ccz 38 28 8 4 11 11
DK 25 30 13 6 22 5
DE 17 19 13 17 19 15
EE 37 12 4 2 35 10
IE 24 32 10 11 12 12
EL 29 38 16 4 10 3
ES 38 30 6 8 15 3
FR 42 32 4 6 8 7
HR 30 24 11 7 20 9
IT 20 40 20 6 9 5
cY 30 49 8 2 8 4
Lv 34 13 4 3 37 9
LT 45 26 10 5 9 5
LU 13 52 15 11 7 3
HU 15 29 18 10 22 6
MT 32 25 23 11 7 1
NL 17 24 20 14 13 12
AT 21 26 7 12 25 8
PL 15 45 5 3 20 11
PT 39 26 13 7 10 5
RO 32 38 13 9 4 3
Sl 29 27 8 5 24 7
SK 31 33 13 5 15 4
Fl 32 21 8 4 30 6
SE 28 31 16 8 13 5

flash Eurobarometer 566 - Consumer behaviour in the energy transition

Fieldwork: 30.6-15.7.2025 / (%) Base: n=18 250 - Respondents involved in making decisions about energy
providers in their household
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