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Households 
helping out

Globally, household 
consumers are supporting 
electricity systems 

*CONTEXT
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Unlocking the value of flexibility 
We must increase the opportunities for consumers to provide flexibility

*FLEXIBILITY 
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*PURPOSE 
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Project Phases

Resi-Flex takes a learning-
by-doing and exploratory 
approach. 

The project is live, so all 
findings shared are 
preliminary. 

*PROJECT PHASES 
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Frameworks Used

*FRAMEWORKS
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FLEXFORUM JOURNEY MODEL



*PERSONAS

Personas
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*PERSONAS

Personas’ mapping
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Motivations, Barriers and Solutions
An International view

*MOTIVATIONS & BARRIERS 
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Consumer offerings impact network load
Electric vehicle drivers with incentives were less likely to override a smart charging session and provided more flexibility

Source: UK Power Networks Shift Project 

*MOTIVATIONS & BARRIERS 
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*KEY FINDINGS

Summary Journey Experience - The Opportunities
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• Build education around 
flexibility 

• Communicate that flexibility can 
reduce costs

• Use relevant channels and 
message framing to engage 
consumers

• Show how flexible customer 
offerings can help consumers 
reach their goals

• Make it easy to compare 
customer offerings

• Provide support with any 
technology required for flexible 
customer offerings

• Simplicity and clarity in how 
flexible customer offerings work

• Work alongside existing habits 
and routines

• Enable customers the ability to 
manage their energy usage (e.g. 
'set and forget', 'override’ options)

• Support in operating any flexible 
customer offerings

• Ongoing motivation and 
encouragement to engage



What we learnt

*KEY MESSAGES 
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What we are doing

Creating a shared resource of household personas and 
consumer journeys for the sector to build on                                           

Support coordinated action to streamline the consumer 
journey through groups including the FlexForum and ENA

We are preparing to partner with flexibility stakeholders 
to co-design consumer offerings and trial these with 
households

NZ has limited consumer insight 
on flexibility in the public domain

Consumers engage with many 
stakeholders along the journey

There are many factors that 
influence real-world consumer 
behaviour 
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