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Researc h The Consumer Advocacy Council is an independent body established to
advocate on behalf of small electricity consumers (households and small

purpose businesses).

These consumers face barriers to making their voices heard and influencing
decisions that may affect them in relation to electricity provision. This is for a

number of reasons:
. Key areas of inter re:

2. The time and resource required to be involved in decision making

processes Small consumers experiences with
3.  Cultural differences and language barriers 1= SRS Mt
It is the job of the Consumer Advocacy Council to effectively advocate for small Affordability
consumers and navigate these barriers.

Attitudes towards the electricity
market

The Council commissioned Kantar Public to conduct research with households
and small businesses in order to:
— gather information to provide a baseline for future research Behaviours around switching plans

, o . o and providers
— understand small consumers’ views regarding electricity in New Zealand,

and Knowledge about the electricity

— create a high quality and robust survey which can be used to build market
understanding year on year and inform the Council’s work.
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Methodology

Number of
Fieldwork Sample online Survey
dates source interviews length
Kantar’s 1,026 13 minutes
consumer
online research
panel
Households 25" November
to 20t
December, Kantar’s 500 12 minutes
i 2022

business online
i research panel

UL panel
3o

Small businesses
(fewer than 20
employees)

— Any differences reported in this research are significant at the 95% confidence level.

— Individual percentages do not always sum to the ‘nett percentages’. This is due to rounding.

Margin of
error

Findings based
on the full
sample have a
margin of error
of +/- 3.1% (at
the 95%
confidence
level)

Findings based
on the full
sample have a
margin of error
of +/- 4.4% (at
the 95%
confidence
level)

Quotas

Quotas were
set at a total
level on age by
gender, region,
household size
and ethnicity

Quotas were
set on
business size

Consumer
Advocacy Council
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An affordable and resilient electricity system is what’s most
Important to New Zealand residents and small businesses

M

ranks highest as an
important issue
facing the electricity
sector and is the

one New Zealanders
are most concerned
about

80% of residents
and 86% of small
businesses view
affordability as an
important issue
facing the sector

69% of residents
and 57% of small
businesses are
concerned electricity
will become
unaffordable for
some over the next
10 years

A resilient

electricity system
Is the second most
important issue

facing the electricity
sector and one many
New Zealanders are
concerned about

74% of residents
and 84% of small
businesses view
ensuring a resilient
system as an
important issue
facing the sector

57% of residents
and 59% of small
businesses are
concerned the system
will not be resilient to
power outages
caused by extreme
weather events over
the next 10 years
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Executive summary — NZ residents

Experiences with electricity provider

2%

are satisfied with
their current provider

Overall, the majority of New Zealanders
are satisfied with their current electricity
provider, and 4% are dissatisfied. When it
comes to specific service aspects, New
Zealanders are most satisfied with
reliability of their supply (80%), access to
information about usage (75%), overall
customer service (72%) and clarity of
information on bills (71%). Customer
service has the great influence on overall
satisfaction.

Conversely, New Zealanders are least
satisfied with aspects related to
affordability of electricity i.e. the advice
they receive about managing electricity use
to save money and the cost of electricity
itself (55% and 52%, respectively). Further,
those who are dissatisfied overall are most
dissatisfied with the cost of their electricity
suggesting when things are not going so

trust
o electricity
providers to
47% do the right
thing by their
customers

Fewer than half of New
Zealanders trust electricity
providers to do the right thing by
their customers, while 10% do not
trust them. Trust is higher for those
who are satisfied with its current
provider, has been with their
provider for five or more years and
among older and higher income
households. The combination of
high satisfaction with current
provider with lower levels of trust
suggests that while trust is often
driven by day-to-day customer
experience or interaction with their
provider, there is low trust in the
motives or intentions of the
electricity sector. However, New
Zealanders have higher levels of

Affordability

\ -

of New Zealanders feel they of New Zealanders
57% 58%

are concerned
about the cost of
electricity

received good value for
money from their provider
over the past 12 months

Despite the majority of New Zealanders feeling they received value for money from their provider in the past 12 months, a
similar proportion are also concerned about the cost of electricity. This concern is on par with the concerns they have
about mortgage/rent costs and only concerns about groceries and petrol rank higher.

While New Zealanders are generally satisfied with their providers and happy with the value for money they receive, they are
less optimistic about the electricity market as a whole. There is a gap apparent between expectations and reality, with
four in five (80%) saying they feel it is important that electricity is affordable, however just one in five (22%) are confident that
the electricity market is delivering fair prices to customers and 23% are confident that the market will provide better
outcomes in the next five years.

Further, just over a third (36%) of New Zealanders have experienced financial hardship. Most commonly, 27% of
households have received a bill which was much larger than expected in the past 12 months, but one in ten (10%) have
experienced some kind of payment pressure such as making special payment arrangements, borrowing money to pay a
bill or having to change to a prepay plan. Slightly fewer (7%) have either been disconnected or had concerns about
disconnection.

Certain households are more vulnerable to these types of financial hardships which include medically dependent
households, renters, younger New Zealanders, Maori and Pacific peoples.

Electricity bills put a lot of pressure _ 19%

on my household finances _ 42%

New Zealanders are more likely than

trust in their electricity providers not to a iy hi ;
. : gree electricity bills put m Disagree
W?" with a provider, cost becomes more of than they do for other sectors e.g. pressure on their finances and that
a focus. supermarkets, insurance they find it harder to pay bills than _ 2104 mAgree
companies and banks. they did a year ago. | find it harder to pay electricity bills o
than | did a year ago _ 42%
ICANTAR PUBLIC Consumer 7
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Executive summary — NZ residents

Attitudes towards the
electricity sector

Knowledge about and confidence in the electricity market

The majority (69%) of New
Zealanders are concerned that
electricity will become unaffordable
for some over the next 10 years, and
almost universally, New Zealanders
recognise the importance of ensuring
electricity is affordable for everyone.

Over half (57%) of New Zealanders
are concerned the system will not
be resilient to extreme weather
events over the next 10 years and
three quarters view this as an
important issue facing the future of the
electricity sector.

Over half of New Zealanders believe in
the importance of replacing coal and
old gas plants with new technology and
a rapid transition to 100% renewable
energy sources as issues facing the
sector (60% and 54%, respectively).
Half of New Zealanders are concerned
New Zealand won'’t have plans in place
to renew / update coal and gas plants
or be in a place to move to renewable
energy system.

About one in four New Zealanders would contact the Electricity Authority or Citizens Advice
Bureau if they had a complaint which they couldn’t resolve with their electricity provider and
one in five would approach Consumer Affairs. However, a third don’t know who they
could approach to make a complaint and this increases to nearly half of younger New
Zealanders aged 18-29 years.

There is relatively low awareness of consumer care policy and guidelines among
New Zealanders; one in five are aware of their provider’'s consumer care policy, one in ten
are aware of the EA’s consumer care guidelines and 76% have not heard of either.

Only half of New Zealanders feel confident enough to resolve issues directly with
their electricity provider, however confidence is higher among households who are
aware of consumer care policies and guidelines (64% are confident they can resolve

issues vs. 48% who are not aware of the policies and guidelines). Confidence is also higher
for those who know of other channels available for making complaints, therefore increasing
awareness of these channels and making New Zealanders aware of the policies and
guidelines that exist should help empower them to resolve any difficult situations that arise.

Fewer than half (44%) of New Zealanders are confident the electricity market will provide
more reliable electricity supply over the next five years, and over one in ten (15%) say they
are not confident this will happen. New Zealanders have even less confidence the sector
will deliver technology changes which will help consumers manage electricity use and
costs or better customer service outcomes over the next five years (36% and 34%,
respectively). However, most already have high satisfaction with the customer service they
receive from their current provider.

Finally, over half of New Zealanders do feel they have a choice about which providers and
plans to use (58%), they have enough information to make these decisions (55%) and half
feel the information is easy to understand.

Switching behaviour

A third of New Zealanders have been with their current

provider for less than two years, 15% have changed plan
or provider in the past 12 months and a further 46% have
explored other providers / plans but decided not to switch.

For those who did change electricity providers, the
key reason was the offer of better value for money;
32% gave this as a reason for switching provider. One in
four searched online to find a better plan and one in
five used Powerswitch to decide which provider / plan to
go with. Additionally, moving house was a key reason for
one in five New Zealanders to switch provider in the past
12 months.

When New Zealanders looked but decided to stick with
their current provider, the key reason was the savings
not being worthwhile to switch (33%), however three in
ten households found it too difficult to work out whether it
would be cheaper than their current provider or they found
other providers offered no better. For one in five the
hassle of switching was not worth it.

Over the next 12 months, 45% of New Zealanders
intend to change provider / plan or at least review
what else is on offer. Nearly one in five who have
switched provider in the past 12 months intend to do so
again, suggesting some regularly switch providers to
ensure they are always getting the best value on offer.

ICANTAR PUBLIC
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The majority of New Zealanders are satisfied with the service they receive from their current provider. Older New
Zealanders are the most satisfied, while younger, Maori, Pacific peoples and those who have been with their provider
a relatively short time have lower levels of satisfaction.

Level of satisfaction with current provider
" &

4% - - -
Dissatisfied 24% 72% Overall satisfaction higher

(4-6) Neutral (4-6) Satisfied (7-10) among:
— 1-2 person households (78%)
2 3
— Pacific peoples (62%)
— Aged 30-39 (63%)
mO0 - Very dissatisfied m1 m2 3 4 =5 ®m6 7 =8 m9 w10 - Very satisfied — Maori (65%)

— 3-4 person households (65%)

— Been with provider for 2 years or
less (67%)

Overall satisfaction lower
among:

Q1 Over the past 12 months, overall how satisfied or dissatisfied have you been with the service you received from your electricity provider? 10
Base: Total New Zealanders (n=1,026)

ICANTAR PUBLIC Consumer
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On the previous slide we saw 72% of New Zealanders were satisfied with their current provider. The main reasons they
gave for being satisfied were feeling they have a good provider with no issues or problems and cheaper / competitive
prices. Ease also comes through as a theme for feeling satisfied, whether that is around communication, ease of
payment or with the dealings households have had with their providers.

Reasons for being satisfied with current provider (coded responses)

%

Good provider / no issues or problems

Cheaper / competitive, fair prices

Provides power shouts/free hours/days

No outages/interrruptions/good supply/not many power cuts
Easy to use app

Good service

Good customer service eg, approachable, helpful
Good/easy communication

Easy/easy to use

Easy to deal with

Easy to pay/good payment options/flexibility
Reliable/reliable service/company

Good billing system/bills are clear/easy to read/understand
Offer rewards/incentives/deals

I'm a long term customer

Nothing / don't know

I |
I | S
)
- 4
- 4
. 3
. 3
. 3
. 3
. 3
m?2
m?
m?2
m2
m?2

66

Has been no issues, seamless activation of our power at our new house and not
cuts.

I have had no problems with the power in my house. Communication and billing is
clear and relevant and | know it to be a reputable company.

We have never had an issue with them and they provide free power shouts every so
often.

Very competitive pricing. Simple billing process. No fuss. Don't keep changing their
rates.

| think they have the best pricing in the market, and | even get 10% off if | pay by the
due date. They have a great app as well so | can check on everything to do with my
electricity.

We have had very few outages and plenty of notice if there is a planned outage. We
are very happy with our rebate and the current rates. The app is very easy too.

Have been with the same supplier for 30 plus years and never had an issue and
always competitively priced for dual supply (Reticulated Gas & Electricity).

They provide electricity regularly and without interruption and their bills make sense.

Consumer
Advocacy Council
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Q2 In your own words, would you like to tell us why you gave a rating of [insert rating] at the previous question? 11
Base: New Zealanders who are satisfied with current provider (n=734)



For the 4% of New Zealanders who are dissatisfied, high prices is the main reason for dissatisfaction with their current
provider, followed by price increases. One in ten mention poor customer service and a dislike for power estimates. A
small proportion mention poor solar buy back schemes, communications, power cuts or difficulties with
understanding bills.

Reasons for being dissatisfied with current provider (coded responses)

% - 66
Expensive/high prices I 36
Price increases NN 19 At first it seemed to be a good provided true to its word re: lower priced electricity but now
that we've been with them for a bit, it seems just as expensive as everyone else
Poor customer service eg, difficult to deal with, B O sometimes more expensive.
slow, unresponsive
Don't like estimates/too many estimates/meter 9 Our power bill has been really high and they never contact us to go through our options,
readings are inconsistent we have solar panels but it doesn't seem to be same us money.
No benefits/rewards/discounts il 4 Bills kept climbing, they wouldn't come and read the meter, didn't suggest any way to
reduce bills.
Not much contact/no contact needed Hll 4
Poor solar buy-back price/not saving money - Very hard to contact them to ask questions, and hard to understand some people at the
with solar power 4 call centre. The power bills has been wrong, they under charge me then the next bill was
huge.
I'm a long term customer R 3 g
o Incompetency in answering emails - as to date, they have not responded despite several
Poor communication 3 email submissions. Unable to resolve wifi/internet issues.
Too many power cuts Il 3 We live rurally, our metre is inside, we only get our metre read every 2 to 3 months, as
. o ) they cannot come read our metre when we are home, only on the 2vdays we are not
Daily charge is high/has increased I 3 there. We won't give them a key.
Hard to understand the bill/charges W 2 My electricity supplier does not notify Power Shouts. Up to the consumer to find out for
) . themselves on the website. Changed from earlier days where you received an email
Nothing / don't know I 16 notification.
Q2 In your own words, would you like to tell us why you gave a rating of [insert rating] at the previous question?
l(ANTAR PU B LIC Consumer Base: New Zealanders who are dissatisfied with current provider (n=45) 12
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New Zealanders are most satisfied with the reliability of their electricity supply (80%), customer service (72%),

information about usage (75%) and clarity (71%) on bills, and least satisfied with the advice they receive on how to
save money and the cost of electricity itself (55% and 52%, respectively).

Level of satisfaction with different aspects of service provision

00 Dissatisfied} Neutral | Satisfied
(03) 1 (46) 1 (710

Reliability of electricity supply i.e. Power outages 112 s 7 1 17 16 34 ' '

y y supply ges 2ENNIEN i3 3 1 17 1 80
| |
1 1

Access to information about your electricity usage ﬁz 3 m 18 17 12 27 4 | 21 | 75
| |
1 1

Overall customer service 1 3 [ 9 15 22 12 23 2 L 26 . T2
| |
1 1
. . . .. . 1 1

Clarity of information on electricity bills EZ 4 B 11 17 19 12 22 5 ! 24 ro71
| |
1 1

Communication (other than bills) received from your electricity provider E 3 4 18 9 16 17 10 19 7 X 31 X 62
| |
1 1

Advice about managing your electricity use to save money on your bill 5 5 18 12 14 15 9 16 10 | 35 | 55
1 1
| |
1 1

Cost of your electricity 7 7 14 13 17 15 8 12 15 ' 33 ' 52
1 1
1 1
m 0 - Very dissatisfied ml m2 3 4 m5 m6 =8 m9 m 10 - Very satisfied : :

Q3 Over the past 12 months, how satisfied or dissatisfied have you been with the following aspects of the service you received from your electricity provider?
ICANTAR PUBLIC Consumer 13
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Just under half of NZ households trust electricity providers to do right by their customers, and one in ten actively do
not trust them to. Maori and those who are dissatisfied with their current service have the lowest levels of trust.

Trust in electricity providers to do the right thing

7 st e

10% 42% 47% Tr : :

ust higher among:

Do not trust (4-6) Neutral (4-6) Trust (7-10) - o g _

I | | —  Those satisfied with current provider
{ [ \ {0

— Aged 60+ (59%, vs. 43% among those
aged under 60)
3 112 B 8 20

— Household income more than $120k
(56%, vs. 46% household income
$120k or less)

—  Been with current provider for 5+ years
(54%, vs. 43% if been with provider for
less than 5 years)

mO0-Donottrustatall ml1l =2 3 4 w5 H®6 7 m8 m9 ml10- Trustcompletely
Trust lower among:

—  Maori (41%)

— Those dissatisfied with current provider
(8%)

l(ANTAR PU B LIC Consumer Q7 How much do you trust electricity providers to do the right thing by their customers? 14
Advocacy Council Base: Total New Zealanders (n=1,026)



Trust is lower across other sectors, particularly for insurance providers and supermarkets. Trust for electricity

providers is on par with that of phone /internet and Kiwisaver providers.

Trust to do the right thing — sector comparison

% Do not trust : Neutral : Trust
(0-3) ! (4-6) ! (7-10)
| - T T |
1 1 1 1
: Electricity providers 5 8 19 15 20 16 6 5 10 42 A7 1
. _____________________________J. __________ - — F——
1 1
1 1
Phone and internet providers 5 8 18 19 22 15 5 3 10 : 45 : 45
1 1
1 1
1 1
1 1
KiwiSaver providers [EREA 6 6 21 16 20 15 6 4 13 1+ 43 1 44
1 1
! !
1 1
1 1
Banks [apd ] 7 10 18 16 16 14 7 3 16 X 44 X 40
! !
1 1
1 1
Insurance companies I 8 10 18 18 17 13 4 3 17 . 46 1 37
! !
1 1
1 1
Supermarkets i i
p 4 204 9 12 18 16 16 12 4 2 19 ! 47 ! 34
| |
mO0-Donottrustatall m1 m2 =3 =4 m5 m6 m7 m8 m9 mI10- Trustcompletely : :
Q7 How much do you trust the following types of companies to do the right thing by their customers?
ICANTAR PUBLIC ‘ Consumer 15
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Over half (57%) of New Zealanders received good value for money from their provider in the past 12 months while one
in ten received poor value for money.

Value for money

% Negativity higher Positivity higher among:
among: » Satisfied with cost of electricity
» Dissatisfied with (89%)
current provider (73%) « Satisfied with current provider
» Dissatisfied with cost of (74%)
electricity (54%) * Aged 70+ (69%)
» Aged 30-39 (17%) * 1-2 person households (62%)
10% 33% 57%
Negative (0-3) Neutral (4-6) Positive (7-10)
A A A
[ N | |
2 112 5 6 14 13 22 16 8 11
mO - Very poor value formoney ®m1 m2 3 4 m5 ®m6 7 m8 m9 m10 - Excellentvalue for money
Q4 Overall, how would you rate the value for money you received from your electricity provider over the past 12 months?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 17
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New Zealanders pay for a range of services / products alongside electricity.

Services / products used

%0 : Higher among: Higher among: Higher among:
Higher among: - Aged 60+ (95%) * Aged 18-29 (86%) « Aged 18-29 (87%)
c Age_d_ 60+ (96%) + Homeowners (92%) Lower among: Lower among:
» Pacific peoples (94%) Lower among: . Age.d. 60-69 (72%) . Aged 70+ (26%)
Lower among: + Asian New Zealanders * Pacific peoples + North Island excl. Auckland
* HH income up to $70k (80%) (69%) and Wellington (64%)

(81%) + Auckland (79%) * HHincome up to + HH income up to $70k (59%)
* Renters (81%) + HH income up to $70k (78%) $70k (75%)
94 * Renters (73%)
86 85
80
1
A bank account Broadband internet Insurance e.g. contents, Mobile phone plan A KiwiSaver account None of these
car etc.
Q5 Do you have any of the following?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 18
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Value for money perceptions of electricity providers are on par with that of banks and insurance providers. Mobile
phone and internet providers garner the strongest perceptions; three in five New Zealanders trust these providers to
deliver value for money.

Value for money — sector comparison

(y Poor value for Neutral 1 Excellent value
0 money (0-3) ! (4-6) ! for money
! ! (7-10)
1 1
Mobile phone provider SN 3 19 20 11 13 S : 32 : 63
| |
1 1
1 1
1 1
| |
1 1
1 1
Insurance provider 3" 6 15 14 20 20 9 9 7 : 36 : S8
| |
1 1
1 1
Yourbank JEE3 6 17 13 21 15 10 11 7 36 | 57
| |
1 1
e e | I
1 1 1 1
' Electricity provider 5 6 14 13 22 16 8 11 10 133 ! o7 E
1
___________________________________________________________________________________________________________ :__________:___________
1 1
1 1
Kiwisaver provider 2Jlill 4 5 18 14 21 14 9 8 11 37 : 52
1 1
1 1
m 0 - Very poor value formoney m1 m2 m3 =4 m5 m6 m7 m8 m9 m10 - Excellent value for money : :

Q6 And over the past 12 months, how would you rate the following providers for value for money?
I(ANTAR PU BLIC Consumer Base: Households who use each service / product: Electricity (n=1,026) , Mobile phone (n=812), Internet (n=883), Insurance (n=869), Bank (n=977), Kiwisaver 19
Advocacy Council ~ (740)



The cost of electricity is a key concern for a majority of New Zealanders, on par with concerns they have about
mortgage or rent costs and second only to concerns about grocery and petrol costs. These concerns are felt even

more keenly by New Zealanders aged 30 or over.

Cost concerns

(y Not 1 Neutral Concerned
0 concerned : (4-6) : (7-10)
(0-3) 1 1
Groceries iii2l'3 INECHENEECEN""13 4 1 21 1 75
New Zealanders aged 1 1
30+ are more likely to be . .
concerned about the Petrol 33 11 19 = 28 S | 21 | 73
cost of electricity 1 1
(62%, vs. 47% of those Mortgage or rent 3 4 12 14 10 22 18 L 23 59
A0EA 18-20) L L L L el e e P,
.. . 1 1 1
S vt EMes s EEOTTEESCEEE 0 s 00 EETEEEES S S .3 158 .
1 1
Other vehicle costs such as ! !
registration or warrant of fitness 4 5 16 14 16 15 9 17 9 ' 35 | 56
: :
Insurance e.g. House or contents 5 6 15 15 18 16 7 13 11 ' 36 ! 54
1 1
1 1
Internet 77 16 18 16 14 5 8 16 1 41 | 43
1 1
1 1
Water bills 16 Al 5 6 16 11 11 11 6 13 26 | 34 I M
1 1
1 1
Mobile phone 7 8 21 16 14 10 5 7 20 1+ 44 1 36
| |
1 1
mO0 Not atallconcerned m1 m2 m3 w4 m5 m6 m7 m8 m9 m10 Very concerned ! !
Q8 Thinking about your household expenses, how concerned or not are you about the cost of the following?
ICANTAR PUBLIC Consumer 20
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New Zealanders are twice as likely to agree than disagree that electricity bills put pressure on their finances and that
this is getting worse over time. Renters, lower income and medically dependent households are most likely to feel this
pressure, while the former two groups are more likely than average to feel bills are harder to pay than one year ago.

Financial pressures

00 Disagree | Neutral | Agree
(0-3) ! (4-6) ! (7-10)
| |
1 1
1 1
1 1
1 1
Electricity bills put a lot of X X
e et 19 | 38 | 42
pressure on my houseno 6 2785 6 8 17 14 15 11 4 12 I 1
finances ! !
Agreement (7-10) higher among:
Medically dependent households (58%)
HH income up to $70k (50%, vs. 37% HH income $70k+)
» Renters (50%, vs. 37% homeowners)
» Aged 30-39 (51%)
* Women (45%, vs. 38% of men)
| |
1 1
1 1
. 37 . 42
1 1
1 1

| find it harder to pay electricity
bills than | did a year ago 9 3 NI 19 W 14 10 4 13 21

Agreement (7-10) higher
among:
* HHincome up to $70k

m0 - Strongly disagree m1 m2 m3 =4 m5 m6 m7 m8 m9 ml10 - Strongly agree (52%) and renters
(50%)
Q9 How much do you agree or disagree with the following statements?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 21
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About one quarter of New Zealanders received a larger than expected electricity bill in the past 12 months. Ten

percent have experienced payment pressures (incl. borrowing money to pay a bill) and 7% have been concerned about
disconnection or been disconnected. Medically dependent households, renters, younger groups, Maori and Pacific
peoples are more vulnerable to these types of pressures.

Financial hardship experienced in the past 12 months

% Higher among:
+ Aged 18-39 (34%) Higher among:
+ Women (32%, vs. 21% of men) Higher among: + Medically dependent Total New Zealanders 64
« Larger households (33% of 3+ person * Medically dependent Total New (26%)
households, vs. 18% of 1-2 person Zealanders (24%) « Aged under 60 (13%, vs. 2% of 60+)
households) * Aged 18-39 (11%) + Maori (15%) and Pacific peoples (24%)
« Dissatisfied with current provider (61%) * Renters (12%, vs. 5% homeowners) + Renters (18%, vs 6% homeowners)

* Renters (35%, vs. 23% homeowners)

Disconnection pressures Payment pressures
7% 10%
5 3 . 4 4 3
[ ] — —_— ] . —
We received an electricity | have been seriously | have been notified that My household’s electricity | have made special | have had to borrow | have had to change to a None of these
bill which was much larger  worried about being my electricity would be  has been disconnected  payment arrangements money to pay an electricity prepay plan for my
than expected disconnected from disconnected if | did not  because of unpaid bills with my electricity provider bill electricity
electricity and had to make a payment as a result of financial
make sacrifices to make immediately hardship

sure the debt was paid

Q10 In the past 12 months, have you experienced any of the following?
l(ANTAR PU B LIC Ag\?gg:geéouncil Base: Total New Zealanders (n=1,026) 22



Most New Zealanders are not confident the electricity market is delivering fair prices to customers or that there will be
better outcomes for value for money in the next five years. This is slightly in contrast to value for money perceptions
of providers, suggesting households may feel they are getting good value for money with their own provider but that
the sector does not provide this consistently.

Confidence the electricity market delivers fair prices to consumers

00 Not ! Neutral |Confident
confident 1 (4-6) 1 (7-10)
03 |
1 1
1 1
1 1
1 1
1 1
Confidence the electricity market X X
is delivering fair prices to ' '
consumers 11 20 6 10 12 21 15 12 30 E 48 E 22
| |
1 1
75% of NZ residents who are not confident the | |
market is delivering fair prices are also not confident ! !
there will be better value for money in the next five : :
years. ' '
1 1
1 1
Confidence the electricity market X X
will provide better outcomes in the ! !
next five years for people like you 10 SR8 12 11 22 13 11 30 E 47 E 23
in terms of value for money 1 1
1 1
| |
1 1
1 1
m0 Not at all confident m1 m2 m3 w4 m5 m6 m7 m8 m9 m10 Very confident ! !
1 1
1 1

Q20 How confident are you that the electricity market is delivering fair prices to consumers?
c Q21 How confident are you that the electricity market will provide better outcomes in the next five years for people like you in terms of the following? — Value 23
ICANTAR PUBLIC onsumer for money

Advocacy Council Base: Total New Zealanders (n=1,026)
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The key issue for New Zealanders is for electricity to be affordable for all (80%), followed closely by a system resilient
to extreme weather events and outages (74%). Issues around sustainability are important to many New Zealanders but

to a lesser extent than affordability and reliability of the system.

Importance of issues for managing the electricity sector in the future

00 Not i Neutral | Important
important ! (4-6) ! (7-10)
(0-3) | i
1 1
Making sure electricity is affordable for all New Zealanders Elzm 10 15 12 43 3 ' 17 80
| |
1 1
Ensuring New Zealand’s electricity system is resilient to extreme weather : :
events to avoid electricity outages 513 1 & = ot 1 A 2 . 23 . 74
| |
1 1
Replacing coal and old gas plants with new, more efficient technology 34 15 14 10 21 11 : 29 | 60
1 1
| |
1 1
. . 1 1
A rapid transition to 100% renewable energy sources FENW 4 6 15 12 ! 34 ! 54
| |
1 1
Energy independence i.e. Household and business consumers producing _ _ : :
their own energy, so they’re less reliant on the network @ B ° 20 13 16 e g e 1 | 37 | 52
| |
1 1
Reducing the amount of electricity New Zealand uses 3 6 6 21 13 15 12 6 W 14 | 40 45
| |
1 1
m 0 - Not important ml m2 3 4 m5 m6 7 =8 m9 m 10 - Very important : :
Q22 Thinking about how the electricity sector is managed in the future, how important are the following issues to you?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 25
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Over two thirds of New Zealanders are concerned that electricity will become unaffordable for some New Zealanders
over the next 10 years, and half are concerned it will be unaffordable for them personally (69% and 52%, respectively).
The majority (57%) are also concerned about the resilience of the system to outages, while half are concerned about
sustainability of the sector moving into the future.

Concerns about the future of New Zealand’s electricity sector

00 Not ! Neutral !Concerned

concerned (4-6) 1 (7-10)

(03) . :

1 1
Electricity will become unaffordable for some New Zealanders 3 5 16 17 12 25 6 : 25 : 69

| |

1 1

1 1

1 1

New Zealand’s electricity system will not be resilient to extreme weather : :
events resulting in frequent electricity outages & S 17 17 8 15 8 ! 36 ! 57

| |

1 1

1 1

1 1
Electricity will become unaffordable for you 4 6 15 K] 6 18 15 ! 33 52

| |

1 1

1 1

New Zealand won’t have plans in place to replace or update coal and gas . _ _ : :
: 4 SIS 19 13 16 14 6 15 11 38 51

fired power plants ! !

| |

1 1

1 1

New Zealand won’t have plans in place to move to an electricity system ! !
that is based on renewables g > 20 13 16 16 l 12 e : 38 : o1

| |

1 1

mO0- Notatallconcerned ®m1  m2 3 4 w5 W6 7 =8 m9 m10- Veryconcerned : :

Q23 Over the next 10 years, how concerned are you that...?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 26
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The majority (63%) of New Zealanders have been with their current provider for three or more years, and one quarter
have been with theirs for more than ten.

Length of time with current provider

%
Srrg:izZrTJ%rteolItﬁ!)y;cre]:rns ?;j;i;?e LA Groups more likely than average | 43%) to have been with
- Aged 18-39 (54%) ’ provider for 5+ years:
. 0, 0,
» Canterbury (45%, vs. 33% outside Canterbury) . /I?Agéicrii 5(;);- 0/(6;4 %, VS. 26% aged under 50)
+ Asian New Zealanders (43%) ° . .
« Urban area (41%, vs. 31% suburban/rural area) * 1-2 person households (52%, vs. 36% for larger households)
* Renters (44%, vs. 31% homeowners) 0 eIISEIIES (G, Yk S0 (Il
12
Less than 12 months 1to 2 years m 3 to 4 years m5to 10 years ®m More than 10 years m Not sure
Q14 How long have you been with your current electricity provider?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 28
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In the past 12 months, a third of New Zealanders have explored other providers and did not switch, while about one in
ten did change provider.

Switching behaviours in the past 12 months

% Groups more likely to have looked but didn’t change Groups more likely to have done
in past 12 months: none of these things in the past
* Neutral or dissatisfied with current provider (54%) 12 months:
* Children in household (51%) * Aged 60+ (51%)
* Medically dependent households (58%) Groups more likely to have changed provider or plan « 1-2 person households (50%)
in past 12 months: « Been with current provider 5+
46% looked but didn’t change © Aged 18-39 (22%) years (48%)
» Asian peoples (24%)
| » 3-4 person Total New Zealanders (20%) 42
( | + Household income between $70k and $120k (20%)
35 _
15% Changed provider or
plan
\
17 { \
9 7
Looked at different electricity Looked at different plans with my Changed electricity provider Changed to a different plan with my None of these
providers, but decided not to change current provider, but decided not to current provider
at that time change at that time
Q15 Which of the following have you done in the past 12 months?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 29
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For the 15% of New Zealanders who have switched provider in the past 12 months, the offer of better value for money
was the key motivator (32% gave this as a reason for switching). A quarter searched online while 21% used the
Powerswitch comparison website. Further, 22% switched because they moved house; this increases to a third (35%)
of renters.

Reasons for switching

%
The new provider offered better value for money ., 2
. 3-4 person household (42%
| searched online for a better plan I N 7 ratchads with ahidron (202%)
| moved house I 2 Renters (35%)

| used the Powerswitch price comparison website I 01
My old provider told me that prices were changing I 2

| was approached by a different provider I

| not satisfied with the customer service at my old provider I ©

| was recommended another electricity provider by
someone else

My old provider notified me that a contract period was
ending

I S
I 7

| saw an advert from another electricity provider - Other mentions include: Initial provider not available where | moved

to (3 mentions), free gift/reward (2), moved to solar (2), new provider

Other, please tell us [ [N was cheaper (1).

xx% [ xx% Significantly higher / lower than Total

l(ANTAR PU B LIC Consumer Q16 Why did you change electricity providers? 30
Advocacy Council Base: Households who have changed provider in the past 12 months (n=101)



Conversely, a third (33%) of those who decided not to switch did so because the savings were not worth it, and only
slightly fewer (29%) found it too difficult to work out if the new offer was actually cheaper or they found there were no
better offers (28%).

Reasons for deciding not to switch

%

The savings were not good enough to bother changing

orovider I 33 1-2 person households (419%)

It was difficult to work out whether it would be cheaper I 20

than our existing provider

Other providers didn’t offer anything better . o8
It was going to be too much hassle I 19 Women (25%), Wellington (36%)

Didn’t have time to do it D 14 Aged 30-39 (24%), Auckland (36%), Asian New Zealanders (24%),
HH income more than $120k (22%)

| told my existing provider and it offered a better price B s

Other, please tell us B s

Other mentions include: not able to switch / locked in contract with current provider (7
mentions), new provider not able to cater to my needs (7), new providers not available where
- I moved/moving to (4), not having a smart meter / new provider cannot read new meter (3)
1 3 X 1 L
Don't know bad credit (2).

xx% I xx% Significantly higher / lower than Total
Q17 Thinking about the last time you looked at different providers but decided not to change, what was the reason(s) you decided not toochané)e e er:tr(f({;\ltyy g

ICANTAR PUBLIC Consumer providers? o

Advocacy Council  Base: Households who decided not to change providers (n=365)



Over the next 12 months, nearly half (45%) of New Zealanders intend to review what else is on offer or change
provider/ plan. One in ten overall are clear in their intent to switch provider and those who are dissatisfied with their
current provider or have been with their provider less than two years are even more likely to switch in the next 12
months.

Switching intentions over the next 12 months

109%
v O'nt nd to chan rovider ‘Yes, intend to change
es, Inte 0 change provide provider’ higher among:

Not sure 204 Dissatisfied with current
Yes, intend to change plan provider (30%)
with current provider " 30-39year olds (21%)
» Have changed provider in the
past 12 months (18%)
* Asian peoples (16%)
Up to 2 years with current
electricity provider (16%)

17%

‘Intend to change / review NETT’ higher
among:
. Dissatisfied with current provider (67%)
Households who have looked in the last 12
months but decided not to change (66%) 45%
30-39 year olds (60%)
Asian New Zealanders (60%) Intend to Change
Up to 2 years with current electricity or review
provider (54%)
Household income more than $120k (54%)
3-4 person households (51%)
Men (51%, vs. 39% of women)
Auckland (50%)

33%

We intend to review what
other plans / providers
have to offer

No intention to change
provider or plan

l(ANTAR PU B LIC Consumer Q18 Do you intend to change electricity provider or plan in the next 12 months? 32
Advocacy Council Base: Total New Zealanders (n=1,026)
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One in four New Zealanders would contact the Electricity Authority or CAB to resolve a complaint they had with
their electricity provider, however a third don’t know who they would contact if they had an issue they couldn’t
resolve.

Complaint resolution

%

. 60-69 (34%)
Electricity Authority [ -/ o AU

Live with family / boarding (41%)
Pacific peoples (33%)

Household income up to $70k (31%)
Aged 60+ (28%)

Consumer Affairs | NN 2o
* Aged 60+ (25%)

Citizens Advice Bureau NN 23

commerce Commission || GG - » Men (19%, vs 12% of women)
utilities Disputes || N 1/ + 1-2 person households (17%)
FairGo [ 1
Other ] 1

» 18-29 year olds (48%)
* Women (39%, vs. 31% of men)

Don't know | 35 + Canterbury (45%)

xx% [ xx% Significantly higher / lower than Total

Q12 If you had a complaint that you couldn’t resolve with your electricity provider, which organisations would you be most likely to contact? 34
Base: Total New Zealanders (n=1,026)

ICANTAR PUBLIC Consumer
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The majority of New Zealanders have not heard of their provider’s or the Electrical Authority’s consumer care
guidelines / policy.

Awareness of consumer care policy and guidelines

%
» Medically dependent Total New Zealanders (40%)
Your electricity provider's consumer care policy - 18 + Asian New Zealanders (25%)
* Men (21%, vs. 15% of women)
*  Wellington (9%),
The Electricity Authority’s consumer care guidelines - 11 + Medically dependent Total New Zealanders (20%)
* Maori (83%)
xx% [ xx% Significantly higher / lower than Total
Q13a Which of the following are you aware of?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 35
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Over half (58%) of New Zealanders are confident they can make choices about what plans/providers to use and that
they can access enough information to make these choices. Half (52%) of New Zealanders feel confident they can
resolve issues with their electricity provider; a concern given a third don’t know who they would approach if they had
an issue which could not be resolved with their provider.

Making choices and accessing information

00 Not ! Neutral } Confident

confident 1+ (4-6) 1 (7-10)
(03) | |
| |

Make choices about which electricity providers and plans to use .2 7 _ 21 18 8 11 6 | 36 | 58
1 1
| |
1 1
1 1
1 1
1 1
Access enough information to make decisions about which electricity X X
1 1
1 1
1 1
1 1
1 1
1 1

Resolve issues with your electricity provider 4 6 _ 18 18 6 9 10 .+ 39 , 52
1 1
| |
1 1
1 1
1 1
1 1
Access information about electricity providers which is easy to ! !
| |
1 1
1 1
mO0 - Not at all confident w1 m2 3 4 m5 m6 7 =8 m9 m 10 - Very confident : :

Q19 How confident are you in your ability to...?
l(ANTAR PU BLIC Consumer . Base: Total New Zealanders (n=1,026) 36
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Fewer than half (44%) of New Zealanders are confident the electricity market will provide a reliable supply in the next
five years; perhaps unsurprising given 57% are concerned the system will not being resilient to outages caused by
extreme weather events over the next 10 years (see page 32). New Zealanders are even less confident the market will
release technology changes to help consumers manage use and costs, or provide better customer service.

Confidence the electricity market will provide better outcomes in the next five years for...

00 Not i Neutral | Confident
confident 1+ (4-6) 1 (7-10)
(03) | |
| |
1 1
1 1
| |
1 1
1 1
1 1
1 1
1 1
1 1
1 1
Technology changes which will help consumers manage electricity use : :
aqy g Y g e )c/osts | 8 10 |4 5 20 X 45 36
1 1
| |
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
| |
1 1
1 1
1 1
1 1
mO0 - Not at all confident w1 m2 3 4 m5 m6 7 =8 m9 m 10 - Very confident : :
Q21 How confident are you that the electricity market will provide better outcomes in the next five years for people like you in terms of the following?
l(ANTAR PU BLIC Consumer Base: Total New Zealanders (n=1,026) 37

Advocacy Council



Small business
results




Executive summary — Small businesses

Experiences with providers

4%

are satisfied with
their current
provider

Overall, the majority of NZ small
businesses are satisfied with their
current electricity provider, and 4%
are dissatisfied. When it comes to
specific service aspects, small
businesses are most satisfied with
reliability of their supply (82%),
access to information about usage
(75%), clarity of information on bills
(73%) and overall customer service
(71%). Customer service has the great
influence on overall satisfaction.
Conversely, NZ small businesses are
least satisfied with aspects related
to affordability of electricity i.e. the
advice they receive about managing
electricity use to save money and the
cost of electricity itself (51% and 47%,

trust
electricity
providers to
do the right
thing by their
customers

o
46%

Fewer than half of NZ small
businesses trust electricity
providers to do the right thing
by their customers, while 12%
do not trust providers to do the
right thing. Trust is higher if a
business is satisfied with its
current provider. The
combination of high satisfaction
with current provider with lower
levels of trust suggests that
while trust is often driven by
day-to-day customer experience
or interaction with their provider,
there is low trust in the motives
or intentions of the electricity
sector. However, NZ small
businesses have higher trust in

Affordability

-
55%

of NZ small businesses
feel they received good
value for money from their
provider in the past 12
months

Just over half of NZ small businesses feel they received value for money from their electricity provider in the
past 12 months while one in ten disagree. Further, electricity providers are lowest for value for money when
compared to other providers such as banks, insurance providers, internet and mobile phone providers.

NZ small businesses are even less optimistic about the electricity market as a whole. There is a gap
apparent between expectations and reality, with most (86%) saying they feel it is important that electricity is
affordable, however just one in five (21%) are confident that the electricity market is delivering fair prices to
customers and 23% are confident that the market will provide better outcomes in the next five years.

Further, about one in four (23%) NZ small businesses have experienced financial hardship. Most
commonly, 19% have received a bill which was much larger than expected in the past 12 months. To a much
lesser extent, small businesses experience disconnection or concerns about disconnection or payment
pressures such as having to borrow money (3% of businesses have experienced at least one of these two
types of pressures).

0
Electricity bills put a lot of pressure _ 29%

About one in five (21%) NZ small

respectively). electricity providers than they do businesses agree electricity bills put m Disagree
in other sectors. pressure on their finances and nearly m Agree
one in three (28%) find it harder to pay _ 30%
bills than they did a year ago. | find it harder to pay electricity bills
than | did a year ago _ 28%
ICANTAR PUBLIC Consumer 39
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Executive summary — Small businesses

Attitudes towards the

electricity sector

Over half (59%) of NZ small businesses
are concerned the system will not be
resilient to extreme weather events over
the next 10 years and most (86%) view
this as an important issue facing the future
of the electricity sector.

A majority (57%) of NZ small businesses
are concerned that electricity will
become unaffordable for some
businesses over the next 10 years, and
almost universally, they recognise the
importance of ensuring electricity is
affordable for everyone.

The majority of NZ small businesses
believe replacing coal and old gas plants
with new technology and a move towards
energy independence are important issues
facing the sector (both at 61%). However,
half of businesses are concerned the former
won’t be achieved in the next 10 years.

Knowledge about and confidence in the
electricity market

Only a small majority (55%) of NZ small businesses feel
confident enough to resolve issues directly with their
electricity provider, however the majority are aware of other
channels they can use to resolve a complaint. About one in three
NZ small businesses would contact the Electricity Authority and
one in five would contact Citizens Advice Bureau, Commerce
Commission or Utilities Disputes if they had a complaint which they
couldn’t resolve with their electricity provider. However, one in
four don’t know who they could approach to make a
complaint.

Fewer than half (45%) of NZ small businesses are confident the
electricity market will provide more reliable electricity supply over
the next five years, and over one in ten (13%) say they are not
confident this will happen. They have even less confidence the
sector will deliver technology changes which will help consumers
manage electricity use and costs or better customer service
outcomes over the next five years (36% and 33%, respectively).
However, most businesses already have high satisfaction with the
customer service they receive from their current provider.

Finally, the majority of NZ small businesses do feel they have a
choice about which providers and plans to use (62%), they have
enough information to make these decisions (60%) and half (52%)
feel the information is easy to understand.

Switching behaviour

One in five NZ small businesses have been with their current provider for
less than two years, 12% have changed plan or provider in the past 12
months and a further 39% have explored other providers / plans but decided
not to switch.

For those who did change electricity providers, by far the key reason
was the offer of better value for money; 57% gave this as the reason for
switching provider. Thirty-seven percent searched online to find a better
plan and one in three NZ small businesses used Powerswitch to decide
which provider / plan to go with. Slightly fewer (17%) changed providers on
the recommendation of someone else.

When NZ small businesses looked but decided to stick with their
current provider, the key reason was the savings not being worthwhile
to switch (32%), however about one in three businesses didn’t think
providers could offer anything better or that it was difficult to work out if the
new provider was going to be cheaper (30% and 28%, respectively). About
one in ten (9%) businesses were offered a better price by their existing
provider after telling them they were thinking of switching.

Over the next 12 months, 37% of NZ small businesses intend to
change provider / plan or at least review what else is on offer, although
only 5% have firm intentions to switch at this stage.

ICANTAR PUBLIC

Consumer
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Most small businesses are satisfied with the service they receive from their current provider, particularly those who
have been with their provider for at least five years.

Level of satisfaction with current provider

%

Overall satisfaction higher

among:

* Businesses that have been
with provider for 5+ years

22% 74%
4% o (79%)
Dissatisfied (0-3)  eutral (4-6) Satisfied (7-10)
A
|
17 21
m 0 - Very dissatisfied ml m2 3 4 m5 m6 7 8 m9 m 10 - Very satisfied
y
Q1 Over the past 12 months, overall how satisfied or dissatisfied have you been with the service you received from your business’ electricity provider?
l(ANTAR PU B LIC Consumer Base: NZ small businesses ((n=500) 42
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Businesses that are satisfied with their provider just tend to be happy because they’ve had no issues or they feel their
paying a fair price.

Reasons for being satisfied with current provider (coded responses)

%

Good provider / no issues or problems I O “

Cheaper / competitive, fair prices m— 8 17 i ) .
_ _ We haven't had any problems with the service provided and when we have contacted
No outages/interrruptions/good supply/not many power cuts . 7 our supplier for assistance they responded promptly and efficiently.

Good service = 5

Reliable/reliable service/company mm 4 Transfer was fairly smooth, no subsequent problems, plan is good, and reasonable

Provides power shouts/free hours/days m 3 saving on previous provider.

Good/easy communication = 3 Delivered as needed. No problems with transfer of bill to myself when renovating or

Easytouseapp m 2 moving it back to tenants when work complete.

Good customer service eg, approachable, helpful m 2

Easy/easy to use m 2 By my calculations they are very competitive as to price, and I've had no problems.

Prompt/ timely responses ® . . —
P yresp 2 No significant cost increases and plenty of communication.

Consistent m 2

I'm a long term customer 1 1 The electricity has been uninterrupted and the one time is was , it was easy to find out
Easy to deal with 1 1 why and when it was coming back one.
Easy to pay/good payment options/flexibility m 1 ) ) -
. _ The power supply has been reliable and the cost of power is competitive.
Good billing system/bills are clear/easy to read/understand 1 1
Offer rewards/incentives/deals 1 1

Am able to pay a monthly cost that covers the whole year's usage.
Nothing / don't know T ——— 30

l(ANTAR PU B LIC Consumer Q2 In your own words, would you like to tell us why you gave a rating of [insert rating] at the previous question? 43
Advocacy Council Base: NZ small businesses that are satisfied with current provider (n=370)



For the 4% of businesses that are dissatisfied with their current provider, the key reason given is high prices, followed
by price increases.

Reasons for being dissatisfied with current provider (coded responses)

% 66
Expensive/high prices _ 31

Well, it is pretty damn expensive service we are getting. It is usually expensive, it has
now moved to VERY expensive territory. It is kind of a senseless market.

Price increases - 11 Expensive, and lost my discount for prompt payment.

Bills kept climbing, they wouldn't come and read the meter, didn't suggest any way to
reduce bills.
Don't like estimates / too many estimates - 10

It feels like the price is just constantly increasing and becoming unaffordable.

Poor customer service eg, difficult to deal with, slow, - 10 Failed to give adequate advice of end of contract period.
unresponsive

Meters were burnt out with voltage spike not on my property 3 months later after
horrendous estimated power bills and despite numerous emails phone calls the matter is

No benefits/rewards/discounts . 5 not resolved.

Price and lack of discount for loyalty.

Nothing / don't know | 16 | made a big mistake changing electricity providers, so | am now looking for a new one.
Consumer Q2 In your own words, would you like to tell us why you gave a rating of [insert rating] at the previous question? 44
l(ANTAR PU B LIC Base: NZ small businesses that are dissatisfied with current provider (n=19)* Warning: Small sample size, interpret with caution
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NZ small businesses are most satisfied with the reliability of their electricity supply (82%), access to information
about usage (75%), clarity of information (71%), overall customer service (71%) and communications received from
their provider (62%). Satisfaction is lowest for cost related aspects which includes advice about how to save money

on bills as well as the cost of electricity itself (51% and 47%, respectively).

Level of satisfaction with different aspects of service provision

%

Overall customer service

Communication (other than bills) received from your electricity
provider

Advice about managing your electricity use to save money on E
your bill

Clarity of information on electricity bills E k] 10

Cost of your electricity

mO - Very dissatisfied m1l m2 3

Reliability of electricity supply i.e. Power outages E 1 6 5

Access to information about your electricity usage F3[JEIIEH

4 m5 m6 7

19

8 m9 m10 - Very satisfied

14

Dissatisfied

Neutral

Satisfied

1 1

(0-3) : (4-6) : (7-10)
1 1

3 L1482
1 1
1 1
1 1

3 ro21 ! 75
: :
1 1

4 i 22 i 73
: :
1 1

4 125 ! 71
1 1
: :

7 31 ! 62
: :

10 .40 | 51
: :
1 1

19 L34 ! 47
: :
1 1

ICANTAR PUBLIC
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Q3 Over the past 12 months, how satisfied or dissatisfied have you been with the following aspects of the service you received from your business’ electricity

provider?
Base: NZ small businesses (n=500)
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Fewer than half of NZ small businesses trust providers to do the right thing by customers. Twelve percent mistrust
electricity providers and this more than doubles for those who are neutral or dissatisfied with their current provider.

Trust in electricity providers to do the right thing

% Mistrust higher among:
* Businesses neutral or
dissatisfied with current
provider (29%)

Trust higher among:

+ Businesses satisfied with current provider
(71%, vs. 9% of businesses that are neutral
or dissatisfied)

12% 42% 46%
Do not trust (0-3) Neutral (4-6) Trust (7-10)
A . A A
[ | |
5 7 18 18
m0 - Do not trust at all ml m2 m5 m6 7 8 m9 m 10 - Trust completely

Consumer
Advocacy Council

ICANTAR PUBLIC

Q7 How much do you trust the following types of companies to do the right thing by their customers?

Base: NZ small businesses (n=500)




No sector garners trust amongst the majority of NZ small businesses, however they have relatively more trust in
electricity providers than they do in other types of providers. Supermarkets and insurance companies have the lowest
levels of trust.

Trust to do the right thing — sector comparison

% Do not trust : Neutral : Trust
(0-3) 1 (4-6) 1 (7-10)

1 1
e —————— I C T TS
! Electricity providers JeRIEN 5 7 19 17 18 18 6 4 ! ! 1
: 3 18] L6 4] 12 1 a2 | 46 :
____________________________________________________________________________________________________________ B I el e e

1 1

1 1
Phone and internet providers AN 6 8 19 17 20 15 3 4 | '

: B s o 6 oa |
| |

1 1

KiwiSaver providers [pEzAE 6 9 20 17 21 14 13 : 46 : 41

1 1

| |

1 1

1 1

| |

1 1

1 1

insurance companies | NENERIISIINE 19 i BE 20 | a3
|5 2BS8 23 | :

| |

1 1

1 1

1 1

1 1

m0-Donottrustatall m1 m2 =3 =4 m5 m6 =7 =8 m9 m10 - Trust completely ! !
Q7 How much do you trust the following types of companies to do the right thing by their customers?
l(ANTAR PUBLIC ‘ Consumer Base: NZ small businesses (n=500) 47
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Just over half of NZ small businesses feel they received good value for money from their provider in the past 12
months, while 10% disagree.

Value for money

%
Positivity higher among:
« Satisfied with current electricity
provider (71%)
10% 35% 55% » Electricity usage under 1667
i Positive (7-10 KiWhi62%0)
Negative (0-3) Neutral (4-6) (7-10)
A \ ,
[ f | \
4 6 21 18
m 0 - Very poor value for money ml m2 3 4 m5 m6 7 8 m9 m 10 - Excellent value for money
Q4 Overall, how would you rate the value for money you received from your business’ electricity provider over the past 12 months?
l(ANTAR PU B LIC Consumer Base: NZ small businesses (n=500) 49

Advocacy Council



NZ small businesses pay for a range of services / products alongside electricity.

Services / products used

%
1+ employees (93%, vs. 1+ [ 0
+ 0 ) employees (85% vs.
85% sole traders) 1+ employees (91% vs 1+ employees (84% vs. 60% sole traders)
81% sole traders) 72% sole traders) A Okl d (73%)
ucklan 0
87 33
75
67
I 4
—
A bank account Broadband internet Mobile phone plan Insurance e.g. contents, car None of these
etc.
xx% [ xx% Significantly higher / lower than Total
Q5 Do you have any of the following for your business?
l(ANTAR PU B LIC Consumer Base: NZ small businesses (n=500) S0
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Compared to other sectors, electricity providers garner weaker perceptions of value for money from NZ small
businesses despite having higher levels of trust. This suggests there is more to trust than just cost / value for money.

Value for money — sector comparison

% Poor value : Neutral : Excellent value
for money 1 (4-6) 1 for money
(0-3) ! ! (7-10)
1 1
Mobile phone provider g 5 8 13 22 26 11 13 4 E 25 E 71
| |
1 1
1 1
Internet provider ! 4 EN 12 25 22 9 11 7 | 26 67
| |
1 1
| |
1 1
Insurance provider 4 13 14 23 21 9 12 4 ! 31 ! 65
1 1
| |
1 1
1 1
Your bank 4 13 12 20 23 10 12 6 : 29 | 65
| |
1 1
___________________________________________________________________________________________________________ N S
1 1 1 1
1 1
| Electricity provider [Jejie] 6 16 13 21 18 7 10 10 | 35 | & |
1 1
b e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e = = e = = e e = = e e e e e e e e = = = = = = = e e e e e = = = = e = = e e e ok - JI ________ .: ___________ 4
1 1
mO - Very poor value formoney m1 m2 m3 w4 m5 m6 ©7 =38 m9 m10 - Excellentvalue for money ! !
Q6 And th t 12 ths, h Id te the followi iders t busi f lue f ?
l(ANTAR PU B LIC ‘ Consumer Base?S;\;(lelrbu:ir?eassses thmagnusz e:(\:l;: \;Vgrli/icg (/)l:):c?dict:eEIcht):ivclirls F();ZVSIO?);S l\c/)lc))/t())illjt-:r pﬁcs)lr?: ?ﬁzg%)a lljr?tecr)rr]ent] (E:SZ17), Insurance (n=334), Bank (n=435) 51
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For one in five small businesses, electricity bills create pressure on their finances, and nearly one in three (28%) find
it more difficult to pay bills than they did a year ago.

Financial pressures

00 Disagree | Neutral | Agree
(03) 1 (46) 1 (7-10)
| |
1 1
| |
M . . : s P 30 V42 28
y business finds it harder to pay electricity bills than it did a year ago AN 57 8 6 24 12 12 7 WA ! !
1 1
| |
1 1
1 1
1 1
1 1
| |
1 1
1 1
1 1
1 1
| |
1 1
1 1
1 1
1 1
Electricity bills put a lot of pressure on my business' finances 9 6 I 7 BV 10 28 12 9 a2 3 ! !
29 . 50 | 21
| |
| |
1 1
1 1
1 1
m 0 - Strongly disagree ml m2 3 4 m5 m6 7 8 m9 m 10 - Strongly agree : :
ICANTAR PUBLIC Consumer 3 C Sl pusneenes (nes00) e 52
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Further, 19% of small businesses have received an unexpectedly large electricity bill in the past 12 months. A very
small minority (3%) have been worried about disconnection or actually been disconnected or experienced payment

pressures such as having to borrow money to pay a bill (3%).

Pressures experienced in the past 12 months

%

19

We had an electricity bill which
was much larger than expected

3% Disconnection pressures

A

2 1
— —
We have been seriously ~ We have been notified that our
worried about being electricity would be
disconnected from electricity disconnected if we did not
and had to make sacrifices to make a payment immediately
make sure the debt was paid

\
<1

Our electricity was
disconnected because of
unpaid bills

3% Payment pressures

\

2 1
— —
We have made special We have had to borrow money
payment arrangements with to pay an electricity bill

our electricity provider as a
result of financial hardship

77

None of these

ICANTAR PUBLIC

Q11 In the past 12 months, has your business experienced any of the following?

Consumer

Advocacy Council Base: Small businesses (n=500)
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There is relatively low confidence that the electricity market is delivering fair prices to businesses or that value for
money outcomes will improve in the next five years. In fact, the proportion of businesses that are not confident
outweigh those who are.

Confidence in the electricity market delivering fair prices to consumers

% Not confident: Neutral :Confident
(0-3) 1 (4-6) 1 (7-10)
| |
1 1
1 1
1 1
Confi - . - P 33 46 ! 21
idence the electricity market is delivering fair prices to consumers 12 308 10 11 23 12 11 W22 ! !
: :
1 1
1 1
1 1
1 1
75% of small businesses that are not confident the market is delivering fair ' '
prices are also not confident there will be better value for money in the next : :
five years. 1 1
: :
1 1
1 1
1 1
1 1
1 1
1 1
Confidence the electricity market will provide better outcomes in the next ! !
five years for people like you in terms of value for money 10 2588 9 16 21 11 12 7 29 | 48 : 22
1 1
: :
1 1
1 1
1 1
1 1
1 1
m 0 Not at all confident ml m2 3 4 m5 m6 7 8 m9 m 10 Very confident : :

Q20 How confident are you that the electricity market is delivering fair prices to businesses?
l(ANTAR PU B L I C Consumer Q21 How confident are you that the electricity market will provide better outcomes in the next five years for businesses like yours in terms of the following? — 54

. Value for money
Advocacy Council Base: Small businesses (n=1,026)
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Ensuring affordable electricity for all (86%) and having a resilient system (84%) are viewed by small businesses as the
most important issues facing the sector. Sustainability issues are also seen as important but to a lesser extent. In
particular, replacing coal and gas plants (61%), energy independence (61%) and for half (52%) of businesses

transitioning to 100% renewable sources.

Importance of issues for managing the electricity sector in the future

00 Not | Neutral !Important
important1  (4-6) 1 (7-10)
(0-3) :
1 1
Making sure electricity is affordable for all New Zealanders (:lljjul 13 18 14 41 3 ! 12 ! 86
| |
1 1
1 1
Ensuring New Zealand’s electricity system is resilient to extreme weather : :
events to avoid electricity outages Elzm _L - s 2 2 . 14 . 84
| |
1 1
Replacing coal and old gas plants with new, more efficient technology 35 12 16 8 24 13 : 27 : 61
1 1
| |
1 1
Energy independence i.e. Household and business consumers producing _ ! !
their own energy, so they’re less reliant on the network i ° o 13 2L 20 6 — 8 : sl | 61
1 1
| |
1 1
A rapid transition to 100% renewable energy sources 3 7 12 14 14 12 10 16 15 . 33 X 52
1 1
| |
1 1
Reducing the amount of electricity New Zealand uses 6 6 19 14 14 11 12 17 + 39 . 44
1 1
| |
m 0 - Not important ml m2 3 4 m5 m6 7 8 m9 m 10 - Very important : :
Q22 Thinking about how the electricity sector is managed in the future, how important are the following issues to you?
ICANTAR PUBLIC Consumer 56
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Over half (59%) of NZ small businesses are concerned the system will not be resilient to extreme weather events in the
next 10 years and a similar proportion (57%) are concerned electricity will become unaffordable for some businesses.
They are less concerned about it becoming unaffordable for their own business (39%) suggesting the key concern
related to cost is about universal access to electricity and an equitable electricity sector.

Concerns about the future of New Zealand’s electricity sector

00 Not i Neutral |Concerned

concerned (4-6) 1 (7-10)

(03) | :

1 1

New Zealand’s electricity system will not be resilient to extreme weather ! !
events resulting in frequent electricity outages 4 5 17 11 17 19 6 16 9 : 32 : 59

| |

1 1

1 1

1 1
Electricity will become unaffordable for some New Zealand businesses 3 5 17 13 17 18 8 . 35 57

| |

1 1

1 1

1 1

New Zealand won’t have plans in place to replace or update coal and gas ! !
fired power plants 4 137G 18 13 15 16 6 16 10 ! 37 ! 53

| |

1 1

1 1

New Zealand won’t have plans in place to move to an electricity system : :
that is based on renewables [ 43 5 21 12 18 13 6 14 10 | 38 | 52

| |

1 1

1 1

1 1
Electricity will become unaffordable for your business 7 10 22 12 16 BN 4 11 18 ! 43 ! 39

| |

1 1

mO0- Notatallconcerned ®m1  m2 3 4 w5 W6 7 8 m9 m10- Veryconcerned : :

Q23 Over the next 10 years, how concerned are you that...?
l(ANTAR PU B LIC Consumer Base: NZ small businesses (n=500) o7
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Two thirds (65%) of small businesses have had along relationship with their current provider (i.e. five years or more).
One in five (21%) have been with their provider for two years or less.

Length of time with current provider

%
6 15 21
Less than 12 months 1to 2 years 3to 4 years m5to 10 years ®m More than 10 years m Not sure
KANTAR PUBLIC |, consumer G145 o usfegy e i corent et povee? N
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Half of NZ small businesses have changed or looked into changing provider / plan in the past 12 months however
most decided to stick with their current provider (12% switched vs. 39% looked but decided not to change).

Switching behaviours in the past 12 months

%
Higher among:
» Waikato based businesses (59%)
» 3-4 years with current provider (49%)
39% looked but didn’t change 51
A
[ \
12% Changed plan or
30 provider
A
[ \
12
- 6 6
Looked at different electricity providers, Looked at different plans with our Changed electricity provider Changed to a different plan with our None of these
but decided not to change at that time  current provider, but decided not to current provider
change at that time
Q15 Which of the following have you done in the past 12 months?
l(ANTAR PU B LIC Consumer Base: NZ small businesses (n=500) 60
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Of the 12% of businesses that changed provider, better value for money was the key motivator. Thirty-seven percent
searched online for a better plan and 30% utilised the Powerswitch price comparison website. Twenty percent of small
businesses that switched provider did so because their old provider had changed their pricing.

Reasons for switching

%

The new provider offered better value for money | 57
We searched online for a better plan || NG 37
We used the Powerswitch price comparison website || [ I 30 All sole traders

Our old provider told us that prices were changing [l 3l 20

We were recommended another electricity provider by I 7
someone else

Our business changed location [ N 13

We were approached by a different provider || ]l 10

We were not satisfied with the customer service at our old
provider I 10

Our old provider notified us that a contract period was
ending I 10

We saw an advert from another electricity provider ||l 7

Other mentions include: Combine all utilities (1

Other, please tellus |l 10 mention), had to move premises (1), outages (1).
Q16 Why did you change electricity providers?
I(ANTAR PU B LIC Consumer Base: Small businesses that have changed provider in the past 12 months (n=30) 61

Advocacy Council



The businesses that decided to stick with their current provider did so because the savings were not worth it (32%) or
other providers could offer no better (30%). For 28% it was too difficult to ascertain whether it would be cheaper if
they moved. For a few a lack of time or it being too much hassle were both barriers to switching providers (15% and
13%, respectively).

Reasons for deciding not to switch

%

The savings were not good enough to bother changing I 32 Satisfied with current electricity
provider provider (40%)

Other providers didn’t offer anything better |INRNRNENEEEE 30

It was difficult to work out whether it would be cheaper than

our existing provider I 28

Neutral satisfaction with current

Didnthave time fo do it 15 electricity provider (27%)

It was going to be too much hassle N 13 Neutrfell_satlsfa_ctlon with current
electricity provider (25%)

We told our existing provider and it offered a better price | NG 9
Other mentions include: Locked in contract with current provider (3 mentions),

Other, please tell us [N 7 currently have solar panels (2), unsure if other providers are reliable as existing
provider (1), meter issues (1), prefer current provider (1),

Don'tknow | 1

L . . . ) . xx% / xx% Significantly higher / lower than Total
Q17 Thinking about the last time you looked at different providers but decided not to change, what was the reason(s) you decided not to change electricity

ICANTAR PUBLIC Consumer providers? o
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Half of NZ small businesses have no intention to change provider or plan in the next 12 months. Thirty-one percent
intent to review what else is on offer and a few (5%) intend to change provider.

Switching intentions over the next 12 months

5% Yes, intend to change provider

W
Yes, intend to change plan with

current provider

14%

Not sure

37%

Intend to change
/ review NETT

We intend to review what
other plans / providers

lI h i P
ntend to change / review have to offer

higher among businesses
with 6-9 employees (55%)
‘No intention” higher among
businesses that have been with
current provider 5+ years (60%)

No intention to change
provider or plan

Q18 Do you intend to change electricity provider or plan in the next 12 months?
l(ANTAR PU B LIC Ag\?gg:geéouncil Base: NZ small businesses (n=500)
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The majority of NZ small businesses would know who to contact if they had a complaint they couldn’t resolve with
their electricity provider; the Electricity Authority being the most common. A quarter of small businesses wouldn’t
know who to contact.

Complaint resolution

%

Electricity Authority I 30

Consumer Affairs NN 21

Commerce Commission NN 20

Utilities Disputes I 20

Citizens Advice Bureau I 17

FairGo B 1

We would switch providers W 1

Other W 1

Don't know NN 26

Q12 If you had a complaint that you couldn’t resolve with your electricity provider, which organisations would you be most likely to contact?
l(ANTAR PU B LIC Consumer . Base: NZ small businesses (n=500) 65
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For small businesses, confidence is highest for making choices about which providers / plans to use and being able
to access enough information to make these choices. Confidence is lower for resolving issues with their electricity
provider and accessing information which is easy to understand.

Making choices and accessing information

00 Not ! Neutral } Confident
confident 1+ (4-6) 1 (7-10)
(03) | |
| |
Make choices about which electricity providers and plans to use 6 13 14 17 23 10 12 5 E 32 E 62
| |
1 1
1 1
1 1
1 1
H H el 1 1 1
Access enough information to make de(_:|_5|ons apout which 2 5 e A 0 . 5 o 8 32 60
electricity provider to use ! !
| |
1 1
1 1
1 1
1 1
Resolve issues with your electricity provider 19 18 8 1 37 . 55
1 1
| |
1 1
1 1
1 1
1 1
: . - : S ! !
Access information about electricity providers which is easy to 5 o i ” 0 ” 1 L37 52
understand ! !
| |
1 1
mO0 - Not at all confident ~ m1 m2 3 4 w5 m6 7 8 m9 m 10 - Very confident : :
Q19 How confident are you in your ability to...?
l(ANTAR PU BLIC Consumer . Base: NZ small businesses (n=500) 66
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There is relatively low confidence the sector will provide a reliable electricity supply to NZ businesses over the next
five years; confidence is even lower for the release of technology changes that will help manage costs or for better
outcomes around customer service.

Confidence the electricity market will provide better outcomes in the next five years for...

00 Not i Neutral | Confident
confident ! (4-6) ! (7-10)
(0-3) 1 1
| |
1 1
1 1
Reliable electricity supply 4 7 22 13 17 17 13 X 42 45
| |
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
Technology changes which will help consumers manage electricity use 8 8 22 15 18 12 19 ! 45 ! 36
and costs 1 1
| |
1 1
1 1
1 1
1 1
1 1
1 1
1 1
: 19 . 48 | 33
Customer service [l 9 9 23 16 14 11 58 3 1 1
| |
1 1
1 1
1 1
1 1
mO0 - Not at all confident w1 m2 3 4 m5 m6 7 8 m9 m 10 - Very confident : :
Q21 How confident are you that the electricity market will provide better outcomes in the next five years for businesses like yours in terms of the following?
l(ANTAR PU B LIC Consumer Base: NZ small businesses (n=500) 67
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Who took part — Total New Zealand residents

Home tenure

Gender Area type

Another
Own the property you live in with 2. | 7
wthepropertyyou e I vith o 35% 0.04% gender urban [ 34%
76%
Own the property you live in with I 0%
Total North
t
no mortgage Suburban - 54% Island NOI’th|and | 4%
Rent the property you live in [ Bl O L/0 W A [ N
Auckland | 33%
Live with family / boarding M 5% Rural I 2% 1 O ITZTTIL l_ -

Bay of
Other I 1%

o Waikato | 10% Plenty | 6%
Number of people Ethnicity [
Prefer not to say . 3% in household Taranaki|2% Gisbornell%

Medically dependent 1to2pcopie [N 43% | Mewzesiand european/ akchs I 69%
o Manawatu-Wanganui | 5% Hawke's B 3
households maori [ll 12% 000 | mmmmmmmmem oo TR awke's Bay | 3%

0, 0,
86% 3 to 4 people - 38% Pacific peoples | 6% _T_a_sr_n_ar_] l_ ]_' f)_ - . Wellington | 11%
'
P T .
Asian peoples [l 14% Nelson | 1% -+~ ™
5 o I 9% 0 | seteetmew | aw | 0TI L. ~. Marlborough | 1%
4% 4% 7% + people 19% Another ethnicity I 4% West Coast | 1% |
— — -_— [ ——" | """ -=-o=- Canterbury | 13%
| am a medically Someone else in my No one in my household DON'TKNOW | e | 4 e e e e e e — -
dependent consumer hz:;i:ﬂ:;:j;::j,:zlrly is medically dependent A g e
Otago | 5%
I o
Household income i 249
1
21% 1 Southland | 2% Total South
31% 27% 26% % 11% 9% 8% 8% 9% 9% 8% 7% I
12%
T ®m = ¥ 2 i I § m m B B B &=
Up to $70k Between $70k More than  Don't know Prefer not to 18-24 25-29 30-34 35-39 40-44 45-49 50-54 55-59 60-64 65+
and $120k $120k answer
c S4 Gender, S5 Age, S6 Region, S7 Ethnicity, S8 HH size, Q25 Area, Q26 HH Income, Q27 Home tenure, Q30 Medically dependent consumers 69
l(ANTAR PU BLIC onsumer Base: Total New Zealanders (n=1,026)
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Who took part — New Zealand Small businesses

Indu

Electricity consumption

Professional, scientific and technical services

Health care and social assistance

Rental, hiring and real estate services
Education and training

Arts and recreation services

Construction

Administrative and support services

Retail trade

Accommodation and food services
Agriculture, forestry and fishing
Information media and telecommunications
Manufacturing

Transport, postal and warehousing
Wholesale trade
Financial and insurance services
Public administration and safety
Other

None of these

B 13%
M 9%
B 6%
B 6%

B 6%

B 5%

B 5%

B 4%

B 4%

I 3%

I 3%

I 2%

I 2%

I 1%

I 1%

I 1%

M 10%
N 20%

Under 1667 kWh - 30%

1667 kWh or more I 4%

Don't know - 66%

Business size

Ethnicity

None (no employees 3keha
other har therJW\llwer) - 75%  New Zealand European or Pakeha [N 34%
Maori I 5%
1to 5 employees . 17% Pacific peoples \ 1%
Asian peoples I 7%
6 to 19 employees I 8% Another ethnicity ] 9%
Age
37%
y o, 10% 12% 12% 14%
5% o
0.40% 1% 2% I
e o =«om 011 B
18-24  25-29 30-34 35-39 40-44 45-49 50-54 55-59 60-64 65+

76%

Total North
Island

Bay of
Plenty | 5%

Waikato | 9%

N

________ AN Marlborough | 1%
West Coast | 1% """""""
--------- Canterbury | 13%
Otago | 5%

I e e e e e - — -

i 23%

. Southland | 1% il S

i Island

ICANTAR PUBLIC
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S1 Industry, S3 Business size, S4 Gender, S5 Age, S6 Region, S7 Ethnicity, Q31 Electricity consumption

Base: Small businesses (n=500)
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FOR FURTHER INFORMATION PLEASE CONTACT

Alexis Ryde or Michael Winder

Kantar Public
Level 1, 46 Sale Street
Auckland 1010
Phone 021 023 91047



IMPORTANT INFORMATION

Research Association NZ Code of Practice

Kantar Public practitioners are members of the Research Association NZ and are obliged to comply with the Research Association NZ
Code of Practice. A copy of the Code is available from the Executive Secretary or the Complaints Officer of the Society.

Confidentiality
Reports and other records relevant to a Market Research project and provided by the Researcher shall normally be for use solely by the
Client and the Client’s consultants or advisers.

Research Information
Article 25 of the Research Association NZ Code states:
a. The research technique and methods used in a Marketing Research project do not become the property of the Client, who has no
exclusive right to their use.
b. Marketing research proposals, discussion papers and quotations, unless these have been paid for by the client, remain the
property of the Researcher.
They must not be disclosed by the Client to any third party, other than to a consultant working for a Client on that project. In
particular, they must not be used by the Client to influence proposals or cost quotations from other researchers.

Publication of a Research Project
Article 31 of the Research Association NZ Code states:

Where a client publishes any of the findings of a research project the client has a responsibility to ensure these are not misleading. The
Researcher must be consulted and agree in advance to the form and content for publication. Where this does not happen the Researcher
is entitled to:

a. Refuse permission for their name to be quoted in connection with the published findings

b.  Publish the appropriate details of the project

c. Correct any misleading aspects of the published presentation of the findings

Electronic Copies

Electronic copies of reports, presentations, proposals and other documents must not be altered or amended if that document is still
identified as a Kantar Public document. The authorised original of all electronic copies and hard copies derived from these are to be
retained by Kantar Public .

Kantar Public ™ New Zealand is certified to International Standard ISO 20252 (2012). This project will be/has been completed in
compliance with this International Standard.

This presentation is subject to the detailed terms and conditions of Kantar Public, a copy of which is available on request or online here.
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https://www.colmarbrunton.co.nz/wp-content/uploads/2019/07/Colmar_Brunton_Terms__Conditions_2019.pdf

