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Project Title (This cannot be changed once registered)  Project Reference 
HOMEflex Compliance  
(Household or Microbusiness Energy Flexibility Compliance) 
 

 NIA_SSEN_0073  

 
Funding Licensee(s) 

  
Project Start Date 

Southern Electric Power Distribution 
 

 March 2024 

 
Project Duration 

  
Year 

12 months 
 

 2024-2025 

 
Nominated Project Contact(s) 

  

Tim Sammon, Innovation Programme Delivery Manager at SSEN 
 

  

 
 

1. Scope 
The ultimate benefit of this project will be the development of an inclusive, healthy, publicly trusted and liquid domestic Flexibility 
Services marketplace. The project is not dedicated to a specific, single financial benefit to the customer, but rather a better customer 
experience throughout the whole cycle of a customer’s engagement with a Flexibility Services Provider, the avoidance of customer 
detriment and unrealised income, and facilitation of better understanding of offers and a clear thread of accountability across a 
potential stack of service delivery partners. 
 
The benefits hereof must be seen in the context of the potential for the provision of domestic flexibility to contribute to the efficient 
and reliable operation of the electricity system along with significant reductions in carbon emissions. Findings from the first phase of the 
CrowdFlex project indicate a significant potential for domestic flexibility to help balance the Great Britain (GB) electricity system, 
including the potential to reduce the GB system peak demand by up to 10% (6.8GW), and to provide up to 37GW of demand turn up 
flexibility, equating to 53% of the magnitude GB system peak.         
        

2. Objective(s) 
               
HOMEflex Compliance will use the Code to deliver a framework for a sustainable Compliance Scheme with the aim of helping the 
provision of energy flexibility services in the domestic and small business market and to evaluate potential benefits.  
           

3. Success Criteria 
For HOMEflex Compliance to be a success, it will deliver a governance structure and business case for a voluntary Compliance Scheme 
to the point where it is ready for launch and implementation in both Distribution System Operator (DSO) and National Grid ESO 
flexibility markets. The Compliance Scheme will be built in accordance with stakeholder feedback and will measure the success and 
engagement of the project.  
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4. Performance compared to the  
original project aims, objectives  
and success criteria 

 
Details of how the Project is investigating/solving the issue described in the NIA Project Registration Pro-forma. 
Details of how the Project is performing/performed relative to its aims, objectives and success criteria.  
              
HOMEflex Compliance has completed all of the aims and objectives to fulfil the success criteria.  
 
The HOMEflex project has made significant strides in addressing the complexities and market dynamics within the emerging domestic 
energy flexibility market in the UK. Through comprehensive research and stakeholder engagement, the project has developed a Code of 
Conduct aimed at ensuring consumer protection, trust, and transparency in this evolving sector, as well as laying the groundwork for 
developing a transparent and inclusive marketplace for flexibility services.  
 
From the research and work carried out during the HOMEflex project, it is clear there is a need for regulation (be that voluntary or 
mandatory). Given the disconcerting gaps identified in consumer protection and the overarching need to build trust within the 
emergent flexibility market, the recommendations stemming from this project are crucial for establishing an effective compliance 
scheme that aligns with the current regulatory landscape and market dynamics, especially whilst there is currently no governmental 
regulation in place.              
      
 

5. Required modifications to the  
planned approach during the  
course of the project 

 
The Network Licensee should state any changes to its planned methodology and describe why the planned 
approach proved to be inappropriate. Please confirm if no changes were required     
                
No changes have been required to the project. However, the evolving landscape of energy flexibility has required additional options to 
be considered as part of the project. This was delivered in the original timeframe and budgets but provides more options which will 
increase the chance of a successful Compliance Scheme and embedment of the Code of Conduct. Details are below.  
 
         .    

6. Lessons learnt for future projects 
 
Describe how the project (methodology, stakeholder engagement etc.) changed, or provided opportunities, from 
your expectation at the start of the project and therefore could be useful for a future project. In addition, please 
discuss the effectiveness of the research development or demonstration undertaken.    
               
As highlighted in the Section 3.3 of the HOMEflex Compliance Final Report there are upcoming regulations which a compliance scheme 
may need to adapt to. Section 3.3 states:  
 
Through discussions with the Smart Secure Electricity Systems (SSES) team at the Department for Energy Security and Net Zero (DESNZ) 
on the plans for future FSP licensing, it is clear that there is an intention for a licensing regime to cover areas of customer protections 
that are addressed in the HOMEflex Code. Though the initial indications from Government were to primarily ensure licensing of “Load 
Controllers” (BEIS and DESNZ, 2023), recent Government consultations have not ruled out licensing of all providers “Contracting with 
domestic or small non-domestic consumers for services including load control of certain energy smart appliances (ESAs) for the 
purposes of demand side reduction” (Department for Energy Security and Net Zero, 2024). The current Forward Plan of the SSES team is 
to open the license window in 2026, with licenses being granted and in effect from 2027. This is an evolving regulatory landscape, and it 
is likely that any initial approach for the design and operation of a compliance scheme will be affected by those changes. However, even 
with the government ambition of delivering regulations in the near future, it is not possible to predict with sufficient certainty what 
those regulations will entail in their ultimate design, or when they will fully come into force. Therefore, there is little value in delaying 
implementation of the compliance scheme in the interim. Furthermore, any compliance scheme operating across any industry must by 
design be capable of change. Aside from regulations, the framework in which an industry operates may change due to market forces, 
energy prices, consumer interests, and other less predictable volatilities.       
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7. Data Access & Quality Details 
 
A description of how any network or consumption data (anonymised where necessary) gathered in the course of 
the Project can be requested by interested parties. Please include a link to the publicly available data policy. 
                
For information how to request data gathered in the course of this project, see Network Innovation Competition (NIC) and Network 
Innovation Allowance (NIA) Data Sharing Procedure at https://ssen-innovation.co.uk/innovation-strategy/.   
                
 

8. Foreground IPR 
A description of any foreground IPR that have been developed by the project and how this will be owned. 

All foreground IPR can be made available upon request, which details market and commercial design as well as other supporting 
information on how a Market Based Connection Agreement would operate.   

 

9. The outcomes of the project 
 
When available, comprehensive details of the Project’s outcomes are to be reported. Where quantitative data is 

available to describe these outcomes it should be included in the report. Wherever possible, the performance 

improvement attributable to the Project should be described. If the TRL of the Method has changed as a result of 

the Project this should be reported. The Network Licensee should highlight any opportunities for future Projects to 

develop learning further.            

    

As detailed fully in Section 5.5 of the HOMEflex Final Report, the HOMEflex Compliance project started by engaging with participants of 
the National Grid’s Demand Flexibility Service during winter of 2023-24.  
Data collection used a mixed method approach to maximise engagement with the stakeholders in the domestic flexibility sector. First a 
survey was issued to Flexibility Service Providers (FSPs) who had taken part in National Grid’s Demand Flexibility Service in the winter of 
2023-24, which was followed by a workshop with key energy stakeholders to discuss points around the characteristics of a potential 
compliance scheme. Findings revealed strong support among participants for its creation, citing its potential to address regulatory gaps, 
enhance consumer protection and uphold industry integrity.  
 
While the majority of survey respondents backed the Code and the potential for a scheme, a minority, mainly from currently 
unregulated apps/technology companies and aggregators, expressed scepticism about the need for additional standards. In contrast, 
energy suppliers were in favour, advocating for uniform regulatory scrutiny across all FSPs. The second round of data collection, an 
online co-design stakeholder workshop, was designed to encourage relevant stakeholders to provide qualitative data on a series of 
discussion points built around characteristics such as: the need for a scheme, design, structure, guiding principles, governance, 
monitoring and auditing, funding and public awareness. Participants identified crucial roles for the compliance scheme, emphasising the 
need to set quality standards to ensure customer protection, build trust, and safeguard reputable practitioners from unfair competition. 
They also highlighted the scheme’s importance in preparing the industry for formal regulation by providing a common set of standards, 
as well as protecting customers by informing them of their rights, auditing providers and supporting mediation between company and 
customer. It was also felt that the compliance scheme should incentivise high quality service through the recognition of trusted 
companies, granting market access to HOMEflex-certified providers or even reduced fees for positive reviews. 
 
The research emphasised that the proposed scheme should avoid regulatory overlap while ensuring adaptability to technological and 
market changes. Independent oversight, effective auditing mechanisms, and fair dispute resolution were deemed essential, alongside 
clear metrics like customer satisfaction scores and lightweight cybersecurity audits. A tiered funding model was suggested, with initial 
costs borne by major procurers of flexibility (e.g., NESO and DNOs), gradually shifting to service providers as the market matures. Public 
and industry awareness campaigns, collaborations with trusted consumer organizations, and clear communication channels were 
highlighted as critical for fostering trust and participation.  
 
Both reports can be read in full at: https://www.flexassure.org/homeflex. The HOMEflex team have successfully developed a 
governance structure and developed four possible scheme structures. Four options are considered for the organisational structure of 
the compliance scheme’s operational activity.  
 
All four options comprise: 

• A corporate component, including the company board, the scheme committee, administration, HR and payroll 
• A scheme operation component, including membership, engagement, auditing, and dispute management.  

Full details of these options are in Section 7 of the Final Report.        
               
              
               
        

https://ssen-innovation.co.uk/innovation-strategy/
https://www.flexassure.org/homeflex
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10. Planned implementation, 
recommendations or next steps 

 
Please describe the next steps to implement this innovation project. What policies and standards need to be 
updated or created as part of this implementation. 
 
 
The two research surveys carried out during the project have also been invaluable in guiding the team on how best to address the 
concerns of domestic flexibility customers and gauge the appetite for a compliance scheme amongst existing FSPs. In addition, the 
following recommendations for a HOMEflex compliance scheme are based upon:  
 

• previous experiences of administering similar schemes such as: the Flex Assure I&C compliance scheme (Flex Assure, 2019), the 
Heat Trust scheme for domestic and micro-business heat suppliers (Heat Customer Protection Ltd, July 2024) and  

• recent engagement with comparable schemes such as RECC (Renewable Energy Assurance Ltd, 2023) and HIES (Home 
Insulation and Energy Systems Assured Contractors Scheme, 2023) 

The recommendations ensure the establishment of the most effective, value for money and simple form for a compliance scheme 
within the current market and regulatory landscape. In some cases, more than one recommendation is offered, which would be 
dependent upon NESO and DNOs’ future appetite and aspirations for a scheme.  
 
Consideration has been made for the likelihood of future licensing of FSPs and Load Controllers under DESNZ Smart and Secure Energy 
System consultations. Some recommendations may ultimately be superseded by regulations; however all recommendations remain 
valid in the interim, and the scheme is likely to continue to add value thereafter by assisting their members to prepare and meet the 
requirements of incoming licensing. If and when provider licensing comes into force, indications from recent Government consultations 
show that it would likely cover the majority of the key elements of the HOMEflex Code, including customer protections, consideration of 
customers in vulnerable circumstances, customer switching, cyber security, complaints and dispute resolution. 
 
The report details nine recommendations for a successful Compliance Scheme; here is the summary: 
 

• Recommendation 1 The company with the primary customer facing relationship must be the one charged with adherence to 
the requirements of a scheme. 

• Recommendation 2 The compliance scheme should be adopted without delay, and regularly reviewed.  
• Recommendation 3 An independent oversight committee is necessary. 
• Recommendation 4 Process audit on sign-up, after two years, and four-yearly thereafter. 
• Recommendation 5 Board of directors to oversee the business interests of the company. 
• Recommendation 6 Complaint and dispute handling overseen by a trusted third party. 
• Recommendation 7 Principal procurers should provide most funding at first, with smaller contributions from suppliers. 
• Recommendation 8 The scheme should be established as the responsibility of an existing company. 
• Recommendation 9 Public engagement should be via integration with existing customer-facing programmes.   

The full detail of all recommendations can be seen in Section 5.2 of the Final Report.  
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11. Net Benefit Statement 
A qualitative and quantitative statement of whether the Project has delivered and is expected to deliver any net 
benefits. This will provide an update to the statement of projected net benefits required at project registration (as 
set out in table 3.1). Where a completed Project is expected to deliver benefits, the statement should detail: 
a) the net benefits the Project delivered so far up to the point of issuing the net benefit statement, and 
b) the net benefits the Project is forecast to deliver, should the innovative solution be implemented more widely. 
 
                
We used the CrowdFlex value of flexibility calculations indicating that the domestic flexibility market could be worth £1.25Bn/yr to the 
end consumer across GB when the cost of providing flexibility services is accounted for. 
 
As a new activity the Base Cost = £0.00  
 
We also used UK based research in 2023 from Adobe looks at the cost of broken trust. The research says “British businesses face losing 
a large portion of their customer base if they don’t prioritise trust, with 71% of UK consumers saying they will stop purchasing from a 
company altogether if their trust is broken.” If we equate this to the trust which could be lost in the domestic flexibility market, we can 
start to work out the benefit of HOMEflex when building and maintaining trust.  
 
Of course, as well as HOMEflex, the reputation and trust of the individual companies comes into play. As does the trust in electricity 
networks as a whole. If we take HOMEflex as being a third of the basis of the trust in future domestic flexibility, we can take the 71% 
who wouldn’t partake without trust to 23.7%. With 23.7% of domestic flexibility at risk without adequate compliance which HOMEflex 
can deliver, this has a value of nearly £300m per year, the exact calculation using these assumptions produces £296,250,000 as follows: 
23.7 x 12,500,000 = 296,250,000 Energy Networks Innovation Process NIA Project Registration and PEA Document 8 Energy Networks 
Association Against a cost of the project at £193,000 the return could be as high a £1,511 for every pound spent on the project. 
 
The evidence from the HOMEflex Compliance project suggests that there is indeed a need for a compliance scheme. In fact, since the 
start of the HOMEflex Compliance project a regulatory consultation has been conducted using many of the HOMEflex findings, 
suggestions, and engagement the basis for the consultation.  
 
With this in mind, we believe that the calculations used in the opening PEA Document and detailed above are still the best basis for 
forecasting a net benefit. Furthermore, the appointment of a Market Facilitator (Elexon) and the advent of Regulation should see an 
even larger increase in trust, possibly resulting in greater benefits; this would need to be seen outside the benefits of the HOMEflex 
work, however.           
         
 

12. Other comments 
                
   
A summary of recommendations made by the HOMEflex project team for a compliance scheme are as follows:  
 

• Scheme Design – Launch a voluntary HOMEflex Compliance Scheme during the period before the Governments FSP licensing 
regime is in effect, with change management procedures established in the event that adaptations are considered appropriate 
at a later stage. This can either be the creation of a new, stand-alone compliance scheme or the merging of this new code into 
an existing compliance scheme, such as the current Flex Assure scheme. Due to the time constraints of impending government 
licensing, the latter option could be considered preferential.  

• Governance – Establish governance similar in form to the existing Flex Assure and Heat Trust scheme, with a board of directors 
to oversee the business interests of the company and an oversight committee with suitable representational quorum 
requirements.  

• Complaints and Dispute Resolution - to work with existing ADR service providers to establish a single dispute mechanism 
similar to that currently operating in the domestic energy supply environment.  

• Scheme Funding – The majority of operational costs for operation of a voluntary compliance scheme to be borne by the 
principal companies procuring flexibility from the market (NESO and DNO/DSOs), with nominal fees charged to members based 
upon company size and/or market participation. It is also recommended that the procurers of flexibility work actively to agree 
a mechanism to incentivise membership of a suitable compliance scheme, to ensure ongoing viability of voluntary schemes and 
tapering of funding by flexibility procurers.  

• Scheme Company – operation of a scheme is incorporated within an existing compliance scheme company until FSP licensing is 
fully in place and the format fully understood, allowing for rapid implementation and integration of the HOMEflex Code. 

• Public Awareness - It is recommended that some additional funding to support suitable customer outreach be considered but 
that the majority of public awareness effort is via active alignment and collaboration with existing programs established by 
other parties already active in customer awareness programs.  

               
The HOMEflex Compliance Report has been published on the Energy Networks Association Smarter Networks Portal and the Flex Assure 
website. The report and any further details can be accessed via the SSEN Innovation Team.      
                


