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Independent Electricity System Operator (IESO):  
Who we are and what we do 
 

Support innovation 

Reliably operate Ontario’s 
province-wide electricity 
system 24/7  

Enable province-wide 
energy conservation 
and oversee the Save 
on Energy brand 
  

Plan for Ontario’s 
future energy 
needs 

Create electricity 
market efficiencies 

Work closely with 
communities to 
explore sustainable 
options 
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Low-income electricity conservation  
(Prior Framework) 

Residential 
Programs 

Low Income 
Programs 

Business 
Programs 

Industrial 
Programs 

2011-2014 
Framework 

(LDC Delivery) 

 
 

 
 

• Home Assistance Program (HAP) 
introduced in 2011 to provide no-cost 
energy saving upgrades to low-
income customers and social housing 
providers   

• Program was successfully delivered 
by LDCs with good participation 

• Over 80,000 projects completed, delivering 
~ 20 GWh in energy savings per year 

• Most LDCs were actively delivering & 
promoting through a separate low-income 
funding stream 

• Majority of projects were from social 
housing 



• IESO and Ontario’s  65 Local 
Distribution Companies (LDCs) are 
collaborating to achieve an ambitious 
energy-savings target (7.4 TWh) by 
2020.  

• Together with LDCs, a number of 
conservation programs targeted to 
residential and commercial customers 
are offered under the Save on Energy 
brand. 

Current 2015-2020 Conservation First 
Framework 
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Low-income programming 
remains an important 

component of conservation; 
delivering energy savings 

to those who might not 
otherwise have access to 

energy efficient measures 
or programs 



Save on Energy Home Assistance Program  
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• HAP helps income-qualified homeowners 
and tenants improve the energy efficiency 
of their homes 
  

• Free energy-efficient upgrades are 
identified through an in-home visit with 
an energy expert, and are installed at no 
cost to the participant 
 

• HAP also contributes to a number of 
additional benefits for participants, 
including*: 
⁻ Decreased participant transiency (ie. lower 

likelihood of having to move from their home) 
⁻ Improved home comfort (eg. reduced drafts) 
⁻ Lowered home maintenance costs  
 

Opportunities also exist for 
Social and/or Assisted Housing 

Providers to participate   

• PY 2016 Home Assistance Program Evaluation 
http://ieso.ca/-/media/files/ieso/document-library/conservation/emv/2016/2016-home-
assistance-program-evaluation-report.pdf?la=en 



 
 
 
 
 

Save on Energy Home Assistance Program - 
Participant Experience  
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Referral  or 
outreach  

(from LDC; social  
service agency) 

Customer eligibility 
screening/intake 

(performed by service 
provider) 

In-home visit with 
home energy expert; 
direct install of  no-

cost “basic” 
measures (LEDs, 

powerbars, etc) 

Installation of no-
cost extended 
appliance and 
weatherization 

measures  (where 
eligible) 

Track 1: Individuals (homeowners, tenants) 

Individuals can qualify by one of: 
- Household income                                     -   Enrollment in OESP 
- Receipt of eligible government benefit       -  Receipt of LEAP   

Referral or  
outreach 

Determination of  
building eligibility  

Scheduling of  no-
cost in-suite audits 

for building; 
tenant engagement  

Installation of  no-
cost basic and 

extended appliance 
and weatherization 

measures  (where 
eligible) 

Track 2: Social/Non-Profit Housing Providers 

The social/non-profit housing stream allows eligible 
providers to apply on behalf of their entire building 



• The CFF was designed to encourage cost-effective 
program delivery and to provide LDCs with flexibility in 
programming options and budget allocations (six-year 
target with a six-year budget) 

• In 2016, with all LDCs fully transitioned to CFF, a 
decrease in Home Assistance Program activity and 
spending was observed 

• Service providers, channel partners, and LIEN members 
raised concerns with the inconsistency in program 
availability across the province and general decrease in 
support of HAP under CFF  
 

Home Assistance Program delivery under CFF 
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• To address concerns around declining support for HAP, a Direction 
from Ministry of Energy was issued in August 2017 providing the 
IESO with responsibility to design, fund, and deliver low-income 
programming across the province. 

• In implementing the directive, the IESO focused on adhering to the 
following principles for province-wide central delivery: 

Minister of Energy Directive  
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Adequate 
program 
funding  

Equitable 
access to all 
Ontarians 

Consistent 
offering across 
the province 

Community 
engagement & 
partnerships 

Multi-fuel 
coordination 



• As part of the transition to a centrally managed 
program, the following concepts emerged among LDCs:  
– LDCs have a direct relationship with customers and wish to 

continue to support their low income customers  
– LDCs are active in their communities and some LDCs have 

built strong and effective relationships with social services and 
community-support agencies 

– LDCs should be able to claim program savings if they have a 
role in the delivery of HAP 

 

Transition from LDC Delivery to Central-Managed 
Program 
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Option 1: IESO Delivery with LDC Engagement 
•Application-based funding available to LDCs (HAP 

fund) to support low-income customer and community 
engagement 

Option 2: LDC Delivery using IESO’s Service Provider 
•LDCs may deliver program using the IESO’s centrally 

managed service provider; funding through existing 
LDC budgets so long they can demonstrate their 
commitment to serving this sector. 

Transition from LDC Delivery to Central-Managed 
Program (cont’d) 
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Both options are expected to increase levels of program 
promotion and customer engagement at the community-level  



Q4 2017:  Minor program changes 
identified and implemented in 
preparation for central delivery 

Addressed known barriers identified 
by stakeholders to foster greater 
uptake from non-social housing 

participants 

November 2017 : HAP Cancellation 
Agreements administered between 

IESO and LDCs 

Ending customer enrollments for 
LDC-delivered programs.  

November 2017: RFP released for 
service provider to manage HAP 

delivery and design activities 

Final stages of contracting underway; 
linkages with gas utilities 

December 2017: Customers directed 
to IESO’s call centre to collect 

information for HAP service provider 
to manage enrollment 

Customers to be contacted once 
the centrally-managed program 

enrollment opens  

Centrally-Managed HAP Delivery Update 
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Q1 2018: HAP delivery service 
provider selected and finalizing 

contractual terms 

Same Service Provider as gas 
utilities, which will support 

complementary program offerings 
for both gas & electric homes 

May 2018: Commencement of HAP 
delivery province-wide 

IESO targeting 17,000 participants/yr; 
there will be no caps on participation  

Q2 2018: Continued discussions with 
LDCs on available options for 

supporting central delivery 
Based on available options (#1 or #2) 

Q2 2018: Commencement of deeper 
program design activities 

Exploring deeper program design 
changes to identify additional 

measures to be offered; different 
programming models  

Centrally-Managed HAP Delivery Update 
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• IESO is developing a broader province-wide marketing campaign 
for centrally-managed HAP 

• Marketing strategy will consider LDCs’ planned local activities and 
continue to refine strategy with the following objectives: 
 Collaborate with other low-income programming streams (e.g., 

OESP) 
 Drive energy-efficiency awareness and encourage eligible 

customers to participate in the program  
 Educate participants as to how the program and energy 

efficiency positively impact their energy costs and help reduce 
their consumption, as well as deliver non-energy benefits (e.g., 
improved home comfort) 

• Program participant educational module also under 
development 

 

HAP Province-wide Marketing Strategy 
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Marketing collateral – Bill Inserts 
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Marketing collateral – Three Fold 
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Marketing collateral – Sell Sheets 
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• Low-income programming remains an important 
component of the Conservation First Framework 

• The IESO to launch a centrally managed Home 
Assistance Program beginning in May 2018 to address 
concerns observed in current framework 

• Options are available for LDCs to support the delivery of 
HAP in their communities 

• Further changes to low-income program are expected 
later this year to better meet the needs of the sector 

• Increased marketing and community outreach currently 
underway to further promote program 
 
 
 

Key Takeaways 
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IESO Resources – Keep in Touch 

Director – Nik Schruder (nik.schruder@ieso.ca) 
Program Advisor – Stephen Lachan (stephen.lachan@ieso.ca) 
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