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Project Title (This cannot be changed once registered) Project Reference 

HOMEflex (Household or Microbusiness Energy Flexibility) 
NIA_SSEN_0061 

Funding Licensee(s) Project Start Date 

Scottish & Southern Electricity Networks 
June 2022 

Project Duration Year 

23 months 
2023 

Nominated Project Contact(s) 

Tim Sammon, Innovation Programme Delivery Manager at SSEN 
FNP.PMO@sse.com 

1. Scope

This project focuses on the development and publication of an open-source Code of Conduct and development of the governance 
frameworks, proposals, and business case for implementation of an associated voluntary compliance scheme. Due to uncertainties 
around the development of domestic flexibility markets over the next two years, it is difficult at this stage to make proposals for the 
commercial model and roll-out of such a scheme. The project team therefore proposes to incorporate this commercial planning as part 
of this project, to be taken forward following project completion, subject to the outputs and success of this project and the successful 
definition of a sustainable commercial model.  

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 of domestic flexibility to contribute to the efficient and reliable 
operation of the electricity system. Findings from the first phase of the CrowdFlex¹ project indicate a significant potential of domestic 
flexibility to help balance the 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. Insights from the 
Low Carbon London Project² suggest that domestic flexibility could reduce the average costs of renewables integration in the electricity 
system by up to £11/MWh (with the marginal benefits two to three times higher, suggesting increasing benefits of demand side 
response with increasing integration of renewables). Moreover, findings from this project indicate a potential of flexible domestic 
demand to reduce the average system carbon emission rate by at least 5g/kWh. The extent to which this potential can be realised will 
depend on the level of consumer engagement achieved and sustained.  

Overall, according to a study by University College London, the residential flexibility market is forecast to contribute cumulative savings 
of £30.9bn for GB consumers by 2050. By building both consumer and DNO/ESO confidence in flexibility, this project will help to unlock 
that value. The HOMEflex project is expected to provide benefits to the GB electricity transmission and distribution systems through 
enabling greater and more reliable take-up of domestic Flexibility Services compared with a situation where the Code of Conduct is not 
in place and consumer trust is weaker and vulnerable to poor market practices. 

1. National Grid ESO 2021. CrowdFlex – Phase 1 Report: CrowdFlex | ENA Innovation Portal (energynetworks.org)
2. Imperial College London 2014. Carbon impact of smart distribution networks – Low Carbon London Learning Lab: Microsoft Word -

LCL_Report D6 (14-2 v10 c_w Carbon Tool annex) vFINAL accepted by Reg 141223.docx (ukpowernetworks.co.uk)

Date of Submission: 26/07/2023 

https://smarter.energynetworks.org/projects/nia2_ngeso001/
https://innovation.ukpowernetworks.co.uk/wp-content/uploads/2019/05/D6-Carbon-Impact-of-Smart-Distribution-Networks.pdf
https://innovation.ukpowernetworks.co.uk/wp-content/uploads/2019/05/D6-Carbon-Impact-of-Smart-Distribution-Networks.pdf
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2. Objective(s) 
HOMEflex will publish a model and recommendations for a Code of Conduct to help the provision of energy flexibility services in the 

domestic and small business market and to evaluate potential benefits. 

 

3. Success Criteria 
               
The key success criteria for this project will be the completion and publication of a proposed Code of Conduct, following comprehensive 
stakeholder consultation, and the development of the governance structures and business case for a voluntary compliance scheme, 
ready for potential implementation/roll out after completion of the project.  
               
             
 

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. 
              
 Project Background  
 
A report, published in January 2021 by Citizens Advice, Energy UK and the Association for Decentralised Energy (ADE), presents an 
analysis of the extent to which existing policy and legislation address the potential risks posed to consumers by a growing market for 
new and innovative energy flexibility propositions. Most areas of potential risk are found to have limited protection; such as ‘Mis-
information about expected revenue or savings’, ‘Opaque and complicated terms and conditions’ and ‘Lack of interoperability/lock-in 
due to technology’; or no protection under existing regulation; including ‘Consumer inability to engage ‘, ‘Poor installation and unclear 
maintenance obligations of assets such as batteries’, or ‘Confusion due to multiple parties interacting with the consumer’. In addition, 
the Centre for Sustainable Energy (CSE) published a report following the “Smart and Fair?” project, highlighting the mechanisms by 
which vulnerable, fuel poor and others could be left behind in the transition to net zero. 
 
The current lack of standards and assurance mechanisms could risk limiting customer uptake due to lack of trust, and could ultimately 
lead to negative outcomes and publicity, undermining trust and participation in flexibility markets. This is of concern for DNOs, 
Stakeholders, Governments and to those customers that may be able to provide this demand flexibility. 
 
Trust in the emergent flexibility marketplace will be built on its ability to be inclusive, fair and transparent. In the CSE report “Smart and 
Fair?” the mechanisms through which people in vulnerable situations and/or living in fuel poverty could be excluded have been 
identified. Knowing where or how people could be excluded allows us to provide solutions for inclusivity. The creation of a Code of 
Conduct for Domestic Flexibility Services Markets is one of the key enablers to mitigate these risks. 
 
Similar concerns around customer assurance were raised by Ofgem in 2016 around the growth of flexibility markets for industrial and 
commercial energy users. In response to these, a voluntary Code of Conduct was developed in a collaboration between industry, 
government, and the regulator, facilitated by the ADE. This resulted in the establishment of Flex Assure, a Code of Conduct and 
voluntary compliance scheme for Flexibility Service providers working with industrial and commercial energy users. Recognised by BEIS, 
Ofgem, National Grid ESO and DNOs, Flex Assure has been defining standards and encouraging best practice in this context since its 
launch in May 2019. 
 
There is now broad and growing support amongst key stakeholders (including Ofgem, BEIS, Citizens Advice, National Grid ESO, DNOs 
and the ENA, as well as other industry players) for the development of a similar Code of Conduct and compliance scheme aimed 
specifically at the domestic flexibility market, to deliver assurance to domestic customers and micro-businesses, to set minimum 
standards and ensure compliance. The ENA’s Open Networks project has endorsed and will support the undertaking of this project. 
 
Risks to be considered include:  
1. Accountability  
2. Reliability  
3. Inclusion and vulnerability  
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4. Financial benefit to end customer  
5. Lock-in conditions 
6. Restrictive practices  
7. Cyber security  
8. Customer Service standards  
9. Personal data security  
 
 
The domestic flexibility marketplace, still in its infancy, will likely develop to include a range of different delivery partners delivering on 
various elements of the whole value chain proposition. Through the development of its Heat Trust and Flex Assure schemes the ADE has 
gained valuable understanding of the complexity of such multi-tiered delivery models and the difficulty of assigning liability in the case 
of failed or poor delivery. A key element in the development of the proposed domestic Code of Conduct and compliance scheme would 
be to establish a mechanism to clearly define liability and accountability for all stages of the customer experience. Without such a 
mechanism, in a multi-party supply chain, it will be extremely difficult to ensure resolution of poor service and failed delivery, to the 
significant detriment of customers.  
 
Given the highly localised nature of Flexibility Services required by DNOs, the reliability of these services will be critical to the local 
reliability of supply. It is key that the balance between the need for reliability in service provision is not at the expense of the customer 
experience and choice. This work will seek to define the balance between these two requirements. DNOs have a commitment to have 
non-discrimination at the core of their duties. In extending this to Flexibility Services, DNOs have adopted the principles of Smart and 
Fair? in defining how they wish to see flexibility markets develop and evolve. 
 
Project Progress  
 
The project is progressing as planned, currently on target with all milestone actions and payments completed as planned.  

The Centre for Sustainable Energy’s research on customer attitudes was completed at the end of January 2023 and a research report 
was published. This has highlighted the main concerns for domestic consumers when participating in flexibility services and what could 
encourage them to participate in a future market. The content of the report has been very helpful in the drafting of the HOMEflex code 
and has been well accepted by industry in general.  

The launch of the 2022/23 winter Demand Flexibility Service (DFS) by National Grid ESO has been very informative for the project as it 
has given valuable insight into the unique challenges of domestic flexibility.  The Flex Assure team have participated in DFS working 
groups and have been closely observing the developments in that service and the innovative business models that have emerged as a 
result. A business model workshop was held with members of the DESNZ (formally BEIS) Smart Energy Systems team in February 2023. 

The first drafts of Chapter 1 – Sales and Marketing, Chapter 2 – Customer Contracts, and Chapter 3 – Technical Due Diligence, Data, 
Cyber Security and Installations of the Code have all been completed and discussed by the HOMEflex code working group. The first draft 
of Chapter 4 is almost complete and will be discussed with the working group on the 17th of April.      
                
    

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 are required. 
               

The research conducted by the Centre for Sustainable Energy was originally planned to be conducted over a 1-year period; however, to 
be able to maximise input and accuracy of focus group findings this was shortened, and the research was completed in January 2023 
having started when the project began in June 2022. This change was agreed between the parties in advance and was agreed to be the 
most suitable course of action to ensure high quality results from the focus groups. 

No other programme modifications have been considered at this stage. 

 

6. Lessons learnt for future projects 
 
Recommendations on how the learning from the Project could be exploited further. This may include 
recommendations on what form of trialling will be required to move the Method to the next TRL. The Network 
Licensee should also state if the Project discovered significant problems with the trialled Methods. The Network 
Licensee should comment on the likelihood that the Method will be deployed on a large scale in future. The 
Network Licensee should discuss the effectiveness of any Research, Development or Demonstration undertaken. 
              The 
introduction of National Grids DFS service in the winter of 2022/23 has shown the wide range of different commercial models that are 
possible in a domestic flexibility marketplace, including new entrant flexibility service providers that have no existing business with a 
customer and only gain access to the customers smart meter data to offer the service. It is certain that additional models will also 
develop as the marketplace becomes more fluid and attractive.  However, without some clear understanding of the structures of this 
wide range of business models there is a risk that any standards, codes or regulation may restrict or limit valuable, future innovation.  It 
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would therefore be wise for future projects in this area to consider including an additional research component to study and better 
understand the range of business models that are already available or being considered by innovative businesses. 
 
The Flex Assure Team have been in close consultation with Government departments due to their consideration of future, potential 
regulation of the domestic flexibility market.  Fortunately, Flex Assure and the ADE already had very close links with the relevant teams 
within DESNZ (formally BEIS) and Ofgem, so have been working in collaboration on the development of the HOMEflex Code and their 
consideration of future regulation.  It would be vital for any future work in this area to be closely aligned with the relevant Government 
departments to assure that no overlap, contradiction or incompatibility occurs. Before any future project is approved and commences, 
close liaison with Government is essential. 
 

7. 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. 
              
 The research conducted by the Centre for Sustainable Energy had two main objectives:  
 

1) Assess the extent that the draft Code of Conduct addresses consumer concerns about energy flexibility services.  
2) Elicit suggestions for improving the draft Code of Conduct that can be used by the HOMEflex team as they prepare the final 

version of the Code.  

Having now completed the research, we can analyse the findings and draft the HOMEflex code of conduct to cover as many domestic 
consumers concerns as possible, in the hope to increase the participation in flexibility service offerings.  
 
The main findings of the first section of the research highlighted the importance of education for domestic consumers, in particular 
around the technicalities of flexibility service offerings, how they can benefit the energy system and how to make comparisons between 
the flexibility service offerings consumers are seeing and receiving.  
 
Sales and Marketing Participants were positive about the draft Code of Conduct statements shared around Sales and Marketing and 
said they were a ‘great starting point’. Most comments on this heading focused on clarity of financial reward. Participants wanted 
financial information to be tailored to specific household circumstances, to indicate timeframes of benefits and to acknowledge any 
relevant uncertainties in forecasting.  Other comments included specifying geographic limits of service provision and measures to 
facilitate comparison. Overall, low confidence groups shared fewer views on Sales and Marketing.  
 
Contracts and Terms and Conditions Participants felt that the draft Code of Conduct addressed a comprehensive range of contractual 
areas and issues. A key theme of discussion around this heading was making sure Terms and Conditions are concise and easy-to-read. 
Several participants shared that they did not normally read Terms and Conditions. Some specific suggestions were raised for maximising 
the accessibility of any Terms and Conditions and bringing them forward in the consumer’s decision-making process. One participant 
felt there was a role for accreditation to play in scrutinising Terms and Conditions so that consumers could have confidence in them. 
Other key areas of discussion included transparency on financial elements, clarity around insurance and guidelines around what 
happens in case of supplier insolvency. 
 
Technical Due Diligence, Data and Cyber Security Participants from low income and low confidence groups shared the most comments 
about technologies. They were keen that any technologies or services were properly explained and, where possible, standardised in 
terms of warranties and compatibility. Most participants were happy with flexibility services to simply comply with existing data and 
cyber security regulations. Several participants felt that they wanted providers to provide some insight on their energy data: for 
example, providing tips for maximising savings. 
 
Complaints and Redress Participants in all groups cited the need for an independent body (an ombudsman or regulator) to deal with 
complaints and redress and enforce standards. This was deemed especially important for services involving multiple providers. This 
would enable confidence that if an energy supplier was not taking it seriously enough or not doing what the consumer feels they should, 
there is an option to take the issue to an independent entity.  Insolvency was a concern raised by three participant groups. Participants 
wanted regulation to protect them in case of a potential break-in service, for example a requirement for providers to have a back-up 
plan for service provision if they cease trading. They also wanted regulation to take account of whether providers have a history of 
insolvency. Participants shared some general thoughts around best practice in terms of effective complaint and redress procedures.  
 
Ethical Considerations Participants shared some specific feedback on the draft guidelines around Ethical Considerations. Participants 
requested more clarity around: how the ability to manage financial risk was measured, which customer vulnerabilities are included in 
consideration, and what constitutes inclusive design. Generally, participants were reassured that the Code of Conduct encompassed 
thinking about equity and fairness and agreed on the principle that services needed to be recommended to suitable consumers. One 
participant suggested that the right to switch from a long contract, especially for vulnerable consumers, could be included in Ethical 
Considerations. 
 
Following the completion of the HOMEflex Code of Conduct, we will put the Code out to Open Consultation at the end of Summer 2023 
for any changes to be proposed prior to the Code completion in the Autumn. It is intended to hold a small launch event in London at 
that time.              
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8. 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. This requirement may be met by including a link to the publicly 
available data sharing policy. 
                
Please see the attached link for the Qualitative Research Report which includes all findings and data obtained throughout the study.  
 
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/.   
               
               
               
               
               
 

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

N/A. 

 

 
 
 

https://www.cse.org.uk/downloads/file/HOMEflex%20Research%20Report_Jan2023.pdf
https://ssen-innovation.co.uk/innovation-strategy/

