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A Study on Switching Costs and Customer Satisfaction in Residential Electricity
Contracts

nishikiori, soichi
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This study identifies the behavior of consumers switching their electricity
contracts since the "deregulation™ of the electricity market in April 2016.
The research findings indicate that the type of electric power company customers switch to is
influenced by their satisfaction with their previous provider. Customers who switched to new
renewable energy power companies tend to have lower customer satisfaction with their previous
provider compared to those who switched to new regional power companies.
In addition, procedural switching costs tend to be an obstacle for customers among various switching
costs, including procedural, economic, and relational factors. Customers who changed their
electricity contracts and those who did not change their electricity contracts showed different
trends toward installing solar power in their homes.
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