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Background and 
Methodology
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Methodology
The study included online recruitment and sample sourcing obtained through a third-party sample partner.
All respondents:

Are at least 18 years old
Currently reside in Pennsylvania
Must not work for marketing, advertising, marketing research, media, the Public Utility Commission or electric utility 
companies 
At least share in the household utility decisions
Must rent or own home
Must be able to switch electric providers (renters also qualify if they don’t know they can switch)

Quotas were set to obtain a representative sample of Pennsylvania residents. The following quotas were set:
GGender: Male (N=385); Female (N=415)
Age: 18–44 (N=360); 45–64 (N=288); 65+ (N=152)
Residence: Own (N=560); Rent (N=240)

The survey was in-field from 9/20/16 to 9/28/16. A total of 800 respondents completed the survey.
Statistical testing was performed to uncover meaningful differences between cells and subgroups, using Z-tests at 
the 95% confidence level. The sampling error for a sample size of 800 is ± 3.5%, at a 95% confidence interval. 
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Pennsylvania Regions

West region 
N=266

Central region 
N=267

East region 
N=267

 

Quotas were set to obtain an even 
PA geographic distribution:
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Sample Profile

 Q3, Q4, Q6, Q7, Q31, Q32

GGender

Male Female

48% 52%

45%

36%

19%

18-44 45-64 65+

Age Range

60%

40%

I am completely responsible I share responsibility

Utility Decision Responsibility

Own, 
70%

Rent, 
30%

Residential Status

58%

42%

Less than $75,000

$75,000 or more

Total Household 
Income

51%

24% 26%

Employed
full-time

Retired Other

Employment Status
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Summary of Findings
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Executive Summary
Almost all respondents (94%) are aware that they have the ability to shop for their own electric provider.
Of those who know they have the ability to switch electric providers, 4 out of 10 respondents state that they have switched electric 
providers.
The largest motivating factor behind switching electric providers is to lower monthly electricity bills, with the 45–64 age group being 
more likely to say so than the 18–44 and 65+ age groups. 
Over three-quarters of respondents who have switched electric providers state that the process of switching was very/extremely easy.
Over half of the respondents who have not switched electric providers say this is due to them being happy with their current electric 
provider, with the 65+ age group more likely to say so than the 18–44 and 45–64 age groups.
Just over one-quarter of total respondents are aware of the PAPowerSwitch.com website, with awareness most often stated to be 
from utility bill stuffers.
Of those who visit PAPowerSwitch.com:

Eighty-seven percent are very/extremely satisfied.
Sixty-five percent have no suggestions on improvements needed to be made to the website.
Seventy percent say that the website is very/extremely easy to navigate.
Ninety percent somewhat/strongly agree that the website provides helpful information.

PAPowerSwitch.com is a trusted resource to which respondents turn for information about electric providers, and it will be an 
educational and helpful resource in the future when making electric provider decisions. 
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Detailed Findings
Understand consumer awareness of ability to switch electric 
providers
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Aware of Ability to Switch Electric Providers

95%

5%

93%

7%

Yes No

Aware of Ability to Shop for 
Electric Providers

Own

Rent

Q8. Are you aware that Pennsylvanians have the ability to shop for their own electric provider?
Q9. As a renter, does your household have a customer account with an electric utility and, if so, do you have the ability to switch electric providers? 

N=800 (Total Respondents) – Q8 Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Ninety-five percent of homeowners, and 93% of renters, are aware of their ability to shop for 
electric providers. Out of the renters, 88% are aware that they can switch.

88%

12%

Yes, and I have the
ability to switch

I don't know

Able to Switch Electric 
Providers

Renters only
(N=240)
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Switched Electric Providers

Q10. Have you ever switched your electric provider?

N=770 (Know They Have Ability to Switch Electric 
Providers)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016

42%

58%

Switched Electric Providers

No

Yes

Out of those who know they are able to switch, 4 out of 10 respondents state they have switched 
electric providers.

Respondents in the eastern PA region are more likely than 
those in the western PA region to have switched electric 
providers (46.9% vs. 36.5%).

45–64-year-olds and 65+-year-olds are more likely than 18–44-
year-olds to have switched electric providers (65+: 48.0% and 
45––64: 48.2% vs. 18–44: 34.7%).

Those who are aware of PAPowerSwitch.com are more likely 
than those who aren’t aware of the website to have switched 
electric providers (66.2% vs. 33.4%).
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Detailed Findings
Determine motivating factors for:

- Changing electric providers
- Not changing providers
- Encouraging a change in providers
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Motivating Factors for Switching Providers

74%

45%

39%

27%

13%

11%

7%

6%

6%

3%

2%

To lower monthly electricity bill

To take advantage of another company’s discount or incentive

To get a predictable, fixed rate

It was quick and easy to switch to a different provider

To get an electric provider that supports renewable energy

To get a variable rate that has potential for savings when rates go down

To get better customer service

Bad experience with previous provider

Combination of harsh winter with increased variable rates

To have access to new products, like time-of-use options

Other

Motivating Factors for Switching Providers

Q11. Which of the following were motivating factors for switching electric providers? (Check all that apply)?

N=325 (Have Switched Electric Providers) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Of respondents who have switched electric providers, monetary reasons make up the top three 
motivating factors to switch electric providers, with a “quick and easy process” as a close fourth.

Males are more likely than females to state that 
getting better customer service is a motivating 
factor to switch providers (9.8% vs. 3.7%) and 
that having a bad experience with a previous 
provider is a motivating factor to switch (9.8% 
vs. 2.5%).

45–64-year-olds are more likely than the 18–44 
and 65+ age groups to say that lowering their 
monthly electricity bill is a motivating factor to 
switch providers (45–64: 84.4% vs. 18–44: 
72.0% and 65+: 58.3%).

The 18–44 age group is more likely than the 
45–64 and 65+ age groups to say that getting 
better customer service is a motivating factor to 
switch providers (18–44: 11.9% vs. 45–64: 4.4% 
and 65+: 2.8%).
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Motivating Factors for Switching Providers

74%

45%

39%

27%

To lower monthly electricity bill

To take advantage of another company’s 
discount or incentive

To get a predictable, fixed rate

It was quick and easy to switch to a different
provider

Motivating Factors for Switching Providers

Q11. Which of the following were motivating factors for switching electric providers? (Check all that apply)?

N=325 (Have Switched Electric Providers) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

When looking at the four most often mentioned motivating factors for switching providers by PA regions, the 
western region is more likely than the eastern region to switch providers for a predictable fixed rate. Also, the 
central region is more likely than the eastern region to switch due to being quick and easy to switch a different 
provider.

g q y

77% 69%77% 

48% 45%43% 

37% 32%51% (East)

35% (East) 20%25% 

N=111 N=121N=93 
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Discount or Incentive for Switching

Q12. What was the discount or incentive that you took advantage of when switching electric providers? (Open-end)

N=147 (Taking Advantage of a Discount or Incentive Was 
a Motivating Factor)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Over half of respondents that took advantage of a discount or incentive stated it was due to a 
low price/lower rate. 

Low price/lower rate
Lower introductory rate

Gift card/debit card
Fixed rate

Rebate
Airline points/miles

Guaranteed lowest price/guaranteed savings
Don’t remember

7%
6%
5%
3%
12%

12%
13%
57%
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Ease/Frequency of Switching Electric Providers

26%

50%

20%

1% 2%

Extremely Very Somewhat Not very Not at all

Ease of Switching 
Electric Providers

Q13. Overall, how easy was the process of switching electric providers?
Q14. How frequently have you switched electric providers?

N=325 (Have Switched Electric Providers) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

2%

1%

10%

39%

49%

Monthly

Quarterly

Bi-annually

Annually

Other

Frequency of Switching 
Electric Providers

Over three-quarters of respondents state that it is extremely or very easy to switch electric 
providers. When asked how frequently respondents have switched, nearly 4 out of 10 stated 
“annually.”

49%

• Once: 58%
• Every few years/Less than 

once a year: 35%
• As needed/When there is 

a better rate or offer: 6%
• Other: 1%
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Have Not Switched Electric Providers

52%

31%

29%

22%

15%

7%

7%

2%

I’m happy with my current electric provider

I’m concerned about variable pricing issues

I don’t believe there is any savings so why bother to switch

It’s too much hassle

I don’t know the process for switching electric providers

I don’t have time

I didn’t know that I could switch electric providers

Other

Why Respondents Have Not Switched Electric Providers

Q15. Why have you not switched electric providers? (Check all that apply)

N=445 (Have Not Switched Electric Providers) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Respondents that have not switched electric providers are most often happy with their current 
provider. Only 31% of respondents stated that they were concerned with variable pricing. 

Opportunity to Market
• 18–44-year-olds are more likely than the other two age groups 

(45–64 and 65+) to say that they have not switched due to 
hassle, lack of time and not knowing the process. There is an 
opportunity to market to the younger PA population by 
providing a quick and easy process for switching.
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Have Not Switched Electric Providers

52%

31%

29%

22%

I’m happy with my current electric provider

I’m concerned about variable pricing issues

I don’t believe there is any savings so why bother to switch

It’s too much hassle

Why Respondents Have Not Switched Electric Providers

Q15. Why have you not switched electric providers? (Check all that apply)

N=445 (Have Not Switched Electric Providers) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

When looking at the four most often mentioned reasons why respondents have not switched 
electric providers by PA regions, the western region is more likely than the central region to 
say that they are happy with their current electric provider. 

44% 53%59% 
(Center)

31% 34%29% 

36% 
(East)

23%28% 

20% 20%25% 

N=146 N=137N=162 

Appendix C 
Page 17 of 32



Likelihood to Research Electric Providers

Q16. How likely are you to research other electric providers?

N=475 (Have Not Switched Electric Providers or Rent
and Don’t Know If Able to Switch)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

The majority of those who have not switched electric providers and don’t know if they are able to 
switch say that they are not likely to research electric providers; however, the 18–44 age group is 
most likely to say they are very/extremely likely to research other electric providers. 

3%

14% (B, C)

40% (C)

26%

16%

4% 5%

33%
35% (A)

23%

0%
4%

24%

40% (A)

32% (A)

Extremely Very Somewhat Not very Not at all

Likelihood to Research Electric Providers by Age

18-44 (A)
 (N=242)

46-64 (B)
(N=153)

65+ (C)
(N=80)

4%

9%

36%

27%
24%

1%

9%

35%
37%

17%

3%

11%

34%
30%

23%

Extremely Very Somewhat Not very Not at all

Likelihood to Research Electric Providers by Region

West (W)
(N=173)

Center (C)
(N=156)

East (E)
(N=146)
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Likelihood Switch Electric Providers

Q17. How likely are you to switch to a new electric provider?

N=475 (Have Not Switched Electric Providers or Rent
and Don’t Know If Able to Switch)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Of those who have not switched electric providers and don’t know if they are able to switch, the 65+ 
age group is more likely than the other two age groups to say that they are not at all likely to switch 
electric providers.

2%
7% (C)

39% (C) 37%

15%

1% 3%

30% (C)

42%

23%

0% 0%

15%

49%

36% (A, B)

Extremely Very Somewhat Not very Not at all

Likelihood to Switch Electric Providers by Age

18-44 (A)
 (N=242)

46-64 (B)
(N=153)

65+ (C)
(N=80)

2%
4%

32%

40%

22%

1%
4%

33%

42%

20%

3%
6%

30%

40%

22%

Extremely Very Somewhat Not very Not at all

Likelihood to Switch Electric Providers by Region

West (W)
(N=173)

Center (C)
(N=156)

East (E)
(N=146)
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Factors Encouraging Researching or 
Switching of Electric Providers

Q18. What factors, if any, would encourage you to research or switch your electric provider? (Open-end)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Overall, respondents are encouraged by better and lower rates to switch or research electric providers.

57% - Better/lower rates
17% - Locked in lower rate/guaranteed low rate

8% - Better service/reliability
6% - Knowing more about the process/comparison rate chart

6% - Easy process to switch

19% - Nothing
Note: Responses above 5% mentioned

N=475 (Have Not Switched Electric Providers or Rent
and Don’t Know If Able to Switch)

18–44-year-olds are more likely than the other two 
age groups to state “Better/lower rates” (18–44: 
62.8% vs. 45–64: 41.8% and 65+: 35.0%).

Those located in the eastern PA region are more 
likely than the other two PA regions to state “Better 
service/reliability” (EAST: 13.7% vs. WEST: 6.4% and 
CENTRAL: 3.2%).

65+-year-olds are more likely than the other two age 
groups to state that “Nothing” would encourage 
them to research or switch electric providers (65+: 
36.3% vs. 18–44: 10.7% and 45–64: 23.5%).
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Minimum Percentage of Savings to Switch

4%

14%

17%

19%

18%

6%

2%

19%

0%-5%

6%-10%

11%-15%

16%-20%

21%-25%

26%-30%

31%-35%

36% or more

Minimum Percentage of Savings to Switch

Q19. What is the minimum percentage of savings you would need before you would switch your electric provider?

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016

The average minimum of savings respondents would need before they would switch their 
electric provider is 23%.

Opportunity to Market
• 18–44-year-olds are more likely than the 45–

64 and 65+ age groups to switch electric 
providers for a minimum percent savings of 
20% or less. Providing them with a quick and 
easy process to switch could convert more 
young people to switch electric providers.

N=475 (Have Not Switched Electric Providers or Rent
and Don’t Know If Able to Switch)

Average 
minimum 
savings to 

switch: 
23%
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Minimum Percentage of Savings to Switch 
by Likelihood to Switch Electric Providers

Q17. How likely are you to switch to a new electric provider? 
Q19. What is the minimum percentage of savings you would need before you would switch your electric provider?

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016

The average minimum percent savings decreases as likelihood to switch electric providers increases.

N=475 (Have Not Switched Electric Providers or Rent
and Don’t Know If Able to Switch)

Average 
minimum 
savings to 

switch: 
23%

Not at all likely 

Not very likely

Somewhat likely

Very likely

Extremely likely

33% minimum savings

24% minimum savings

17% minimum savings

13% minimum savings

22% minimum savings

$ $ $ $

$ $ $  

$ $

$ $

$ $ $

$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$

$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$

$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$

$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$

$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$$ $$$$$$$$$$

Likelihood to switch Minimum percentage of savings needed to switch
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Detailed Findings
Gauge awareness of PAPowerSwitch.com and, if aware, determine:

- Ease of use
- Helpfulness of site
- Areas for improvement
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Awareness of PAPowerSwitch.com

Q20. Are you aware of PAPowerSwitch.com?
Q21. How did you hear about PAPowerSwitch.com? (Check all that apply)

N=800 (Total Respondents) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Just over one-quarter of respondents are aware of PAPowerSwitch.com, with those who have 
switched electric providers being more likely than those who have never switched providers 
before to be aware of the website (42.2% vs. 15.7%). 

Utility bill stuffer 39%
Word of mouth 22%

Direct mail 17%

How Respondents Have Heard of PAPowerSwitch.com

Note: Top 5 responses mentioned

TV commercial 15%

Used a search engine 14%

Aware of 
PAPowerSwitch.com

(N=209)

26%

74%

Aware of PAPowerSwitch.com

No

Yes
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Awareness of PAPowerSwitch.com

Q20. Are you aware of PAPowerSwitch.com? 

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

There is a fairly even split of awareness of PAPowerSwitch.com across the PA regions and age 
groups.

28%
(N=267)

27%
(N=267)

24%
(N=266)

18-44 45-64 65+

26%
(N=360)

27%
(N=288)

25%
(N=152)

N=800 (Total Respondents)
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83%

Frequency of Visiting PAPowerSwitch.com

3%

5%

18%

43%

31%

Weekly

Monthly

Quarterly

Annually

Never

Frequency of Visiting 
PAPowerSwitch.com

Q22. How often do you visit PAPowerSwitch.com?
Q23. On which of the following devices have you visited PAPowerSwitch.com? (Check all that apply)

N=209 (Aware of PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Sixty-nine percent of respondents who are aware of PAPowerSwitch.com visit the website annually or 
more. Desktop or laptop computers are most often used when visiting the website. Findings by age 
groups indicate that mobile device usage is higher among the youngest age group.

Devices Used to Visit PAPowerSwitch.com

Desktop or laptop computer: 87%

Smartphone: 18%

Tablet: 17%

Visit Website
(N=144)

18-44
(N=65)

45-64
(N=53)

65+
(N=26)

91% 89%

31%
(45-64, 65+)

9% 4%

23%
(45-64)

9% 19%
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Ease of Navigating PAPowerSwitch.com

17%

53%

29%

1% 0%

Extremely Very Somewhat Not very Not at all

Ease of Navigating PAPowerSwitch.com

Q24. How easy was it to navigate PAPowerSwitch.com?

N=144 (Have Visited PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Seven out of 10 respondents that have visited PAPowerSwitch.com state that it is 
extremely/very easy to navigate, with those who have switched electric providers being more 
likely than those who haven’t ever switched to say so (76.3% vs. 42.3%).
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Reasons for Difficulty Navigating 
PAPowerSwitch.com

Q25. Please explain why it was not easy to navigate PAPowerSwitch.com. (Open-end)

Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016    

The top two reasons given as to why PAPowerSwitch.com was not easy to navigate is having a 
lot of information and that it is confusing or hard for visitors to find information they are 
looking for.

A lot of information to sort through
Confusing/not clear/hard to find info looking for

Not easy to compare providers/rates
Time-consuming to find information

Too many pages

Hard to navigate

Note: Valid responses above 10% mentioned

21%
16%

16%
12%

9%

9%

N=43 (Have Visited PAPowerSwitch.com and Did Not 
Find it Very/Extremely Easy to Navigate)
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Information Sought on PAPowerSwitch.com

86%

49%

33% 31%

16% 15%

Rate comparisons Finding an electric provider Understanding fixed and
variable rates

How to switch providers Learning how to shop for
electricity

Alternative product
offerings like renewable

energy or time-of-use

Information Sought on PAPowerSwitch.com

Q26. What type(s) of information did you seek out when visiting PAPowerSwitch.com? (Check all that apply)

N=144 (Have Visited PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016    

Although rate comparison is the top reason for visiting PAPowerSwitch.com, nearly one-half of 
respondents are seeking out information on finding an electric provider, and almost one-third 
of respondents are seeking out information on how to switch electric providers.
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PAPowerSwitch.com Agree Statements

65%

57%

54%

57%

45%

25%

33%

35%

31%

41%

In the future, when I’m making electric provider decisions, I will visit 
PAPowerSwitch.com  

PAPowerSwitch.com provides helpful information

PAPowerSwitch.com is educational in regard to shopping for an electric provider

I would recommend PAPowerSwitch.com to a friend or family member

It is easy to find what I am looking for on PAPowerSwitch.com

Strongly agree Somewhat agree

Q27. Please indicate how much you agree or disagree with each of the following statements.

N=144 (Have Visited PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Respondents who have visited PAPowerSwitch.com overwhelmingly agree that they will visit the 
website in the future when they are making electric provider decisions and that the website 
provides helpful information.

Top 2 Box
90%

90%

89%

88%

86%
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Satisfaction with PAPowerSwitch.com

Q28. Overall, how satisfied are you with PAPowerSwitch.com?

N=144 (Have Visited PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Overall, almost 9 out of 10 respondents that have visited PAPowerSwitch.com are extremely/very 
satisfied with the website. 

Extremely
29%

Very
58%

Somewhat
12%

Not very
1%

Not at all
0%

Satisfaction with PAPowerSwitch.com

Among respondents who have visited 
PAPowerSwitch.com, those who have 
switched electric providers previously are 
more likely than those who never switched 
electric providers to say that they are 
very/extremely satisfied with 
PAPowerSwitch.com (90.7% vs. 69.2%).
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Improvements with PAPowerSwitch.com

Q29. Please explain how PAPowerSwitch.com can be improved. (Open-end) 

N=144 (Have Visited PAPowerSwitch.com) Source: PUC PA PowerSwitch Attitudes and Usage Report, October 2016   

Sixty-five percent of respondents who visit PAPowerSwitch.com state that nothing could be improved 
with the website. The remaining respondents indicate that improvements to provider comparison, 
clear/additional information and improved navigation could improve PAPowerSwitch.com.

10% - Improvements to provider comparison
10% - Clearer/additional information

7% - Improve navigation

65% - Nothing/no suggestions
Note: Responses above 5% mentioned

Females are more likely than males 
to say that no improvements need 
to be made to PAPowerSwitch.com 
(74.6% vs. 57.1%).

The 65+ age group is more likely 
than the other two age groups to 
state that no improvements need to 
be made to the website (65+: 84.6% 
vs. 18–44: 63.1% and 45–64: 
58.5%).
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