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ConnectedSolutions Overview
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¾ Identify attitudes and barriers to residential 
customer enrollment in DR programs, in 
Massachusetts 

¾ Recommend program changes to significantly 
increase enrollment

¾ Best practices

Goals of the Demonstration Project  
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¾ March and April, 2017

¾ Three focus groups (3-6 people each)

¾ Elicit participant’s attitudes and opinions
¡ What is the group’s understanding of the program?
¡ Willingness to interrupt or postpone the activities (targeted by the Program?)
¡ Beliefs about ConnectedSolutions’s reach out strategies? 
¡ What are the participants attitudes and concerns about participating in events?
¡ What improvements should be made to the program? 

Customer Insights [Focus Groups]
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Usability test setting

Customer Insights [Usability Studies]
¾ May, 2017 

¾ Four usability study sessions

¾ Task based evaluation of utility email and 
ConnectedSolutions enrollment platform
¡ Read a utility email.
¡ Perform tasks on the ConnectedSolutions website: ex.: 

find information about peak energy events.
¡ Create an account in the ConnectedSolutions portal. 
¡ Connect a thermostat to the account. 
¡ Find information on the dashboard. 
¡ Troubleshoot connection. 
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A	
  few	
  recommendations…

Program design related
• Include testimonials of users on the ConnectedSolutions website
• Users expected to save money with CS. Raised issues regarding the need for pre-cooling 

before an event 

Enrolment platform
• Remove reference to multiple brands because it confuses users
• Simplify program description: focus on benefits for users instead on the benefits for the grid
• Include instructions for troubleshooting thermostat enrolment

Dashboard related
• Users expect to be able to adjust thermostat directly from the dashboard
• Increase dashboard functions with time, as users get familiar with the dashboard
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Program Changes – Simpler Enrollment
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Program Changes – Customer Benefits



www.peakload.org

Program Changes – Customer Testimonials
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Next steps 
Eliciting	
  Customer	
  Beliefs

User	
  Studies

Recommendations	
  to	
  Improve	
  Program	
  Design	
  

Pre-­‐field	
  program	
  design	
  testing	
  in	
  Rockland

Benchmarking	
  with	
  other	
  programs	
  in	
  US

Field	
  Experiment	
  

Best	
  Practices

2017

2018
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