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This report was prepared by Navigant Consulting Lid, (Navigant) for the Independent Elsctricity System Operator, The work
presented in this report represents Navigant's professional judgment based on the information available at the time this report was
prepared. Navigant s not responsible for the reader’s use of, or rellance upon, the report, nor any decisions based on the report.
MNAVIGANT MAKES NO REPRESENTATIONS OR WARRANTIES, EXPRESSED OR IMPLIED. Regders of the report are
advised that they assume all iabiities incurred by them, or third parties, as a resull of their reliance on the report, or the datg,
information, findings and opinions contained in the report.

NAVIGANT

IESO-N-0026925



MBIV U U B Y i it e e e e e e e e e

E. Policy Context
i introduchon and Methodology
. Governance & Operations Scorecard & Snapshot

B Currant State Summary

2. T Sl OF B IS

L Faople
i Third Parties
Hi Toois

. Processes

3 Summary Observallons and Nt B DS

AT A OB Y o i i e e e e e e

44

124
130

NAVIGANT

IESO-N-0026925



SECTION 1:
EXECUTIVE

L Policy Context
H. introduction and Methodology
., Governance & Oparations

. Current Blate Summary

NAVIGANT

IESO-N-0026925



LTEPR refers to the role of LDOs in the 200152020 Framework:

» I collaboration wilh 18 agencies and pariners, the ministry will work on new conservation intigtives, significantly ncrease
Demand Response capability, and give LDCs g grester role and more flexibility to address local conditions.”

« "Bubject to further discussion with our partners, the government intends o build the new Framework on the following
principies: There will be long-term, stable funding for conservation so that customers and LDCs have the certainty they need
to implement and deliver programs. 1.1 LDCs will have accountability for meeting their assigned conservation goals, and
will be provided the authority and means for meeting them cost-effectively”

The March 2014 Direction 1o OPA for Conservation First Framework and industrial Accelerator Program delve into
more detall around governance (paraphrased below dus o volume of clauses devoled fo this topic):
o Summary of Conservation Fist Framework Governancs:

«  New streamliined contract between OPA and LDCs (now ECA), support to LDCs i submitting COM plans, LDCS will have
flexibility to design, deliver and administer province-wide and iocal programs

»  Summary of operational direction for Conservation First Framework:

« Streamiined review and approval process for COM plans and programs with established guidsiines — {0 be reviewed
within a 80 day review service standard

o Approval oritera approve unigus programs that avoid markstplace confusion and duplication, programs that ingent
measuwres with longer Hespans and savings parsistence and deliver system valus gl pealk mes, programs that are cost-
sffective (TRE and PAL)

« LDCs can make changes to CDM plans on an annual basis or more frequently
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Diecember 20186 Direction 1o 1ESD re: Delivery of Province-wide Programs:

= “Where g Distributor with eligible program participants is not making an approved Province-Wide Distributor CDM
Program{s) available {o eligible program participants in its Heensed service areg, the 1£50 shall deliver the Province-Wide
Distributor COM Program{s) in that Ristributor's hcense service area if g Distribulor has not submitted a revised COM Plan

mndicating an intention {0 do 3o per the timelines in Section 3.8(1).7 [May 1, 2017]
July 2014 industrial Accelerator Program Direction on Governancs:

« “The administration of the Industnat Accelerator Program will be streamlined and simplified, where appropriate, o
encourage greater participation in the program”

Dec 2016 Direction 1o Indusirial Accelerator Program re: distribulion-connected faciiities:

» “The IESC shall allow ransmission-connectad customers with distribution-conmected sites {0 elact (o have their
fransmission-connected and distribution-cormected sites administered through the Industrial Accslerstor Program. Any
associaied slectnioly savings that result from distribulion-connacied sies particpating in the Industnal Accelerator Program
shall count toward Distributor COM Targels under the Conservation First Framework Dirsclion”
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MNavi
Program. Issues were identified by the IESO and grouped into eight major topics that will guide the Framework Review through four

key activities outlined below. This report is the current state summary for the Governance & Operations {opic.

igant was engaged by the 1ES0 to complete the mid-erm review for the Conservation First Framework and Industrial Accelerator

Cusiomer and

market March 18
angagemeant and

satisfaction
Dafinition of CDM Aprit 20
Collaboration Aprit 20

Governance &

Planning
miegration

Climate changs July 13

Hudgets, targets,
cost effectivensss

August 17
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Thig report will analyvze available information and begin 1o explore the ssues and opportunities of the key questions and foous

areas isted below pertaining to the Governance & Operations topic,

= Are the structures, intermal processes, and accountabilities in
place clear, effective, and afficient”

« What can be done (o improve these struciures?

«  Are thers additional tools snd/or changes that can beller support
framework objectives”?

= Are the views of intergsted stakeholders adeguately being
reflected in decision-making”?

= Do existing processes and Working Groups adequalsly faciliiale
the nclusion and consderation of the views of interasted
stakeholders?

« What are soms key considerations thinking beyond 20207
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= Thus report is organized by the seclions ocutlined i the {able below. The sections are designed 1o address one or more of the
focus areas identified

Analysis was conducted with data provided as of May 2017

L2

5 contractors, and non-C DM
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IES0
Has responsibility across all aspects of the Conservation First Framework, 1ESO provides approval, suppor! and
oversight for the other entilies acting in the framework, Provides central services 1o LDUs and delivers some programs

CONSERVATION FIRST IMPLEMENTATION COMMITTEE {CFIC)
Provide oversight and direction to Working Groups on COM
programming in the province

WORKING GROUPS
intended to reprasent the broader LDOC community, responsible for assessing and providing
recommendations for the improvement of COM programs

Ragidantial

BLSINess Lata & Heporting Marketing & Sales

INDIVIDUAL LDCS
Responsible for developing CDM Plans and delivering CDM programs to meel targsts sat out in thelr CDM plans
to customers within their sarvice terriiory
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y
Provide tools

and support for

LECs

Develop and
submit COM
Hlans

¥

Approve
LM plans

e

Approve CDM

Flans,

- programs and

pilots

s '

Approve
Working

. Group budgst |
- andworkplan

e

Submit annual

workplan and
budget {o
CFIC

o

Chooss CDM
Flan funding
medel, and

apply for pilols

Of PIOgram

¥ '

ARDrove new
DYOQram

designs perthe ECA or

program rules

Make - Monitor province-
recommendall © wide program
onto Working | progress lowards

Groups

¥ v
Recommend | Monitor, identify
changes o and provide
LrOgrams
{existing and
new)

regarding

v

Design local Offar programs o
programs and customers &

pints . provide data and

o

. reporting results o

SO

- Carry out activities
where directed as

guidance to LDOs

DrOgrams 5

S

Deterrmine non

cost-effective
programs &

conform LDO of
- terminstion

¥
APS, reporting,
communioation
promotions,
tfraining events,
mid-term review

.
input nfo other
£SO efforis (8.g.
APEY

target
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Joind COM Flan Review « Lalculating these timalines is a
more manual process than

LD0 submission of CDM Plan to IESO approval anticipaied, results will be
of COM Plan {exchuding the LDC response time 30 days communicated at the June

»  Metric: mean number of calendar days from

2017 Advisory Group meeting

. e o L FENIEY i
= Gzoal requiremsents within the Energy COM Plan review mmmﬁ are
currently under review o

ii&;féan - Cam@r vatwniagrﬁe&m%m .................................................................................. capture LDC response time o
matrics individual CDM Plan Review 50 edits
«  Metric: mean number of calendar days from
LDC submission of COM Plan 10 IESC approval
of COM Plan {excluding the LDO response time 80 days
10 1280 questions)

o Geal: reguirements within the Energy
Conservation Agresment

0 [ES0 questions)

BMinimal {less than & peroentage
points year ever year) change in
the medric relative to pricr years

TREMD increase in the metric relative 1o prior years Decreass in the metric relative to prior years

RESULY Mesting/exoeeding goal Frogress lowards goalmonilor for concemns Low progress relative o goalfpotential action regulrad

NAVIGANT
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Local/Regional Program Review

¢ Metric: mean number of business days 17 days 20 days
between LDO submission of business case and
IS0 response
Re 4 Expedited \a  Expedited
+ Goal: Service standard stated in 1EB0 process oo 00 A Review
documentation within the LDC Toolkits, *There Process Process:
is an expedited review process for programs 115 ‘ '
that address peak demand, are collaborative or = GRS 10 days
Frogram are pay-for-performance
spproval nnovation Fund Pilot Review
metncs «  Betric: mean number of business days 20 days 20 days
between LDC submission of business case and
IESC response
Re “ Expedited ya  Expedited
= Goal Service standard stated in 1EB0 process Review A Saview
documentation within the LDGC Toolkits, *There Process: Process:
is an expediled review process for programs ‘ '
P P Prog NIA 10 days

that address peak demand, are collaborative or
are pay-for-performance

%

The IESO implemanted a new
DUSINSSS Case review Drocess
inJune 2018, metrics reflect
business cases for pilels and
orograms submitied under the
new process

2 ealiregional programs werg
assessed under the lower
review time

nal {less than & percentage

TREMD points year ever year) change in = increass in the metrio relative to prior yesars
the medric relative to pricr years
RESULY Mesting/exoeeding goal F Progress lowards gealmonilor for concems

Decreass in the metric relative to prior years

Low progress relative o goalfpotential action regulrad

Source IESC Dals
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{Seneral
indicators

Yo non-incentive va.
incentives in program
costs

Cost reimbursament

processing metrics (by

LDCs to customers)

Key metrics from LDC
survey on satisfaction
with Conservation First

Framework procasse

non-incantive costs include both fixed

and variable labour, marketing, other

program costs The non-incentive cogtis 345
represented a5 a peroent of tolal costs
(non-incentive + incentive)

Data unavailable P&

LOCs surveyed that had a “good” or
“yery good” overall impression of the 97 %
IES0 Consarvation Divigion

Budgeted non-incentive costs are 34%
for the 2015-2020 period

This melric s generally aligned with
other utilities in North Amaerica
Mon-incentive costs are 28% at the
IS0 portfolio level (2015 & 2018,
Conservation First Framework +
industrial Accelerator Frogram)
Non-incentive costs were 29% for the

2011-2014 portfolic

This resyll encompasses a numbaer of
Conservation First Framework
processes and dlustrates a high level
of overall satisfaction
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R Plan
Reaviews

# of COM plans
reviewsd

# of COM plan
FEVISIONS

# of request responses

resubmitted

Mean time for LOC

response o RS0
gqueastions

The total number of COM Plans
submitted by LDCs and reviewed by the

IES0 (excludes withdrawn)

The number of times COM Plans

reguired revisions, requiring an LDC to
submit a new version {excludes
withdrawn plans)

The number of requasts for information
that were resubmitted

Dats unavailabls

111

&8

ThD

MIA,

%

IS0 s currently undergoing an
internal audit of the business case
review process, resulls are expectsd
to be available sarly summer 2017
S0 s currently reviewing collecting
deda that will be able to reflect the
“maan time for LDO response 10 1ES0
guastions” in the final report

NAVIGANT

IESO-N-0026925



Local
Hegional
Frograms

# unique

# in markel

# transitionead o full
DrOgrams

# withdrawn

# not approved

The number of in-market locallregional
that have unique offerings

The number of localregional programs
that have approved timeframes out o
2017 and on

The number of localiregional programs
transitioned 1o full programs

The number of localregions! programs

that have beean withdrawn,

The number of localiregional programs
that have been rejected or not approved

"y
3

TRD

Proportion of budget
assigned o
local/regional
orograms

# of regionaliocsl - by
sector (residential)

# of regionalfiocal - by

The proportion of budget assigned o
approvad ocalfregional programs out of
total COM Budgst

The number of approved residentist
iocalfregional programs

The number of approved busmess

16

11

The matority of in-market localfregional
DIOGraMmS are noet unique

A small number of localregiona!
orograms have been rejected

42 localregional programs have been
submitted {(includes resubmissions)

& localiregional Business Hefrigeration
ncentive programs have transitionsd
{0 a provines wide program

& small proportion of budgst has been
assigned o localfregional programs
The majority of regional/llocal
programs focus on residential sector,
however the majority of savings coms
from busmass secior and the only
orogram transitioned o province-wide
served the business sector

£SO s currently undergoing an
internal audit of the business case
rEVIEW DIOCess, resulls are axpecied
10 be available early summer 2017
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# complets

# in market

# withdrawn
Innovation
Fund
PHols # not approved

# transitioned to full
DIOgrams

Satisfaction with

programs and pilots

not approved

The number of innovation pilots that have
baen completed during the Consarvation
First Framework

The number of iInnovation pilots that are
currerdly in-marke!

The number of innovation pilot

applications that have been withdrawn

The number of innovation pilot
applications that have been rejected or

The number of Innovation Fungd Miiots

that have been succasshddly transitioned

into localfregional programs
Date unavaiiable, will review 2018

£25

N/A

The majority of pilots are currently-in
market {i.&., not complete)

28 pilots have been submitted
{includes resubmissions)

A small amount of pllols have
transitionsd infe localfregional
programs, all of which have been
carriad out by the same LDC
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Provinge-
wide
Mrograms

# of changes o
province-wide
frasidential)

# of changes v
orovinca-wics
{(husiness)

# withdrawn

# not approved

{Case approval
metrics (mean tme

for lESO review)

Mean time for LDC
responsge o 1ESO
questions

The number of Business Cases

approved by the [ESC requesting

changes o provines-wids residential
Lrograms

The number of Business Cases

approved by the IE30 reguasiing
changes o province-wide residential

The number of province-wide programs
ihat have been withdrawn.

The number of provincs-wids programs
that have been rejeciad or not approved

The average number of days belwesn
the submission of & business case by
and LDC or Working Group and approval

by the [ESO

Diata Unavailable

.Y
53

DrOgrams

8

28 business cases have been
submitied o 1ES0 for changes o
province-wide programs {includes
resubmissions)

More changes have been successhully
made 1o business programs than
residential programs, however moreg
buginess program changes have been
rejected than residential program
changes

SO is currently undergoing an
internal audit of the business case
review Drocess, resulls are expeciad
to be gvailable early summer 2017
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IESO review time for
projects

indicators

Y% non-incentive vs,
incentives in program
oosts

Turnaround time between application
receival by IERQO and release of contract
o customer - Process and Bystems

Turnaround time between application
receival by IESC and release of contract
10 customer - Fraliminary Engineering
Studies / Detalled Engineering Studies

Turnaround time between application
receival by IESQ and release of contract
o customer - Retrofit

Tumaround time belween apphication
recaival by IES0 and release of contract
i customer ~ Energy Manager

Actual spent non-incentive costs as 8
parcentage of ncentive + nonrincaentive
oosts

850 days

55 days

30 days

18 days

Feview fime could be representative of
the intricacies of the applications and
size of the incentive, market research
and potentially evaluation reports will
provide addiional ingights

Frocesses are supporiad by a third

party

Mor-incentive costs were budgelad o
reprasent 8% of tolal delivery costs
{administration + incentives)
Mon-incentive cosis are 28% at the
HESO portfolio level (2015 & 2016,
Conservation First Framework +
inchusinial Accslerstior Program)
Norn-incentive costs were 28% for the

2011-2014 portiolio

NAVIGANT

IESO-N-0026925



«  97% of LDCs have a good impression overall of the IES0 Conservation Division

LDCe Overall Impression of the IES0 Conservation Division (Responses out of 10)

Moy, 2018

Nov. 2015

WMay 2015

#¥ery Good (10, 9, 8) = Good (765 aPoor{432 1)

1 Taking into account all of the things which you think are Important, on a acale of 1 io 10 whare "1 means 'peor and 10" means ‘excelient, what is vouwr
overall impression of the 1E3Cs Conservation & Corporate Relstions Division... Base: Gept, 2012 {(n=30); Apr. 2013 (n=42), Nov./Dec, 20138 {n=38), Jul, 2014

Py May 2048 (n=28%7) Nov 2018 (n=2 157 Nov 2016 (n=38%) *small sample size, Yvery smali base sibe.

NAVIGANT

Source IESQ LDC Satistaction Survey, IESQ Dalg
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«  Asmaller proportion of priorties were focused on developing tools, templates and guides, as will as communication activities
{Le. workshops and events)

 Business Working

NAVIGANT
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«  Asmaller proportion of priorities were focused on supporting LDOs and supporting other working groups

NAVIGANT
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«  Just over one third of LDCs are “very comfortable” with theilr knowledge of the priorities and prograss of the Working Groups

Knowledge of Working Groups Activities Among LDCs (Responses are oul of 10}

Frioriies of the working groups -
the programs they intend o
anhance or design

Progress of the working groups -
the stage of completion of the
enhancements or new programs

@ Very Comfortable (10, €, 8) # Somewhat Comfortable (7, 8, 5) wUncomfortable (4, 3, 2, 1)
Q7. How comforiable are you with your ieve! of knowledge and understanding of sach of the following aspedts of the LDC working groups?
Base May 2015 (n=28%), Nov 2015 {n=21%), Nov 2016 (n=38%) *small sample size, *Yvery small base size.

NAVIGANT

Source! IESQ LDC Satistaction Survey, Residential and Business Working Group Annual Plang (2016 ang 2017}
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«  Among the utilities surveyed, Ontano’s incentive costs as a percentage of tolal delivery costs are aligned with others

«  Caveals Benchmarking is not a horse race

»  (iven the varation in program offerings, geographies, and years running DEM/CDM programs across EE
portfclios, no benchmarking can achigve g strict apples-o-apples companson

= The usual caveals apply o any accounting information: different organizations aggregate and allocate costs
differently {e.g., Key Account manager time}, 30 these resuils can only be iaken as indicalive

«  Benchmarking is not a substifution for a process evaluation — it shows what utilities are achisving in terms of
energy and demand savings and what they're spending on programs {0 achigve these savings but to derive
meanings/conciusions from this data is challenging to do

Rorfolio Cost Breakdown Hebween incentive angd Non-incentive Costs

Mon-incentive 2B Incentive

NAVIGANT

Source: Navigant Analysis
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«  Trade ally networks are highly prevaient in other wnsdictions, which are very important for successtul conservation
frameworks

SAVE.
EMERGY

PIRRER YEL 23

‘ ot Brochures and Case Bludias
AL AL Lhannet Allles '

TGP AN s el AR ANNE P SRR G RA

Maws and Updates

NAVIGANT

Source! IESQ. Cenlrgl Services Strategy and Rafe Guideline, Ceniral Serviges Budge! | sgveonenergy.ca | NMavigand Analysis
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«  Hest practices in othar jurisdictions have proved highly successiul for improving the participgtion and savings in energy
conservalion programs

DoEvantes and draining calenss

Beptowier 2036

STHY

Alllance FAR & Contact info HTING |

5 i ., . . Febare you sadi us...
Ue wur map e Hed the Trade Pre But halp soduring BE Mnsading s
idnagger for your segritary

SR N
@ Wehat iz the B Hydio Sifance of Sxergy Profesdonais?
@ Hows @ § Decoma an Adifance mmniner?

@ Husw do 3 Beonte an effilistet

T tes ol P
\\@ Fow de 1 fad out oy cormpany 3 ab ¥ 8 e ?
=

Find cagy shgr-ug guides Seress our sl rebates %\% Car § check e sttt of My memtmrssip sppioatian?

S
%}\?\; Wehat pragqr et It e ustamer alyioie Toed

8
Q\\\\\\\;\i‘ Fow di § oadrudabe an eentive far iy o 4

e
‘&E W i § fovgat sy Mffencs 1D and Ao paaswarg?
N
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Source: Trade Ally Nebworks Consofidated Report, CLEAResult, December 2016
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«  All entities

{(ES0, LDCs, Working Groups and CFIC) use third parties to help with multiple aspects of Conservation First

K

NAVIGANT
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= An inventory of IES0 tools was completed, sach was categorized and an initial assessment was made in terms of its use
and usefulness/effectivenass

= Heguired tools are flagged within the table below

- Conservation First
Framework Tools

Calculators and
Templates

Sales and Program
- Design Tools

- Conservation First

 Framework Templates _+ Business Case Template (required)

Active Program

Systems and | SUWGF‘& gyﬁ?@m“

Communication
Tools

Guidelines and Standards

Cost Effectiveness Tool (required)
Fmancsaé Madei%sﬂg Tm%

Buwn&sg Energy Eﬁia@my f:‘;aé% "f"om
Regional Achievable Potential Calculator
E S@umﬁ AG&%& md M?}A{; ciata

Heporting Template (;eqwred}
CDM Plan Template (required)

{CON (required)
CDM-1S {coupon and Healing & Cooling programs
S0 reports | Ssuad o Li‘éﬁs

Email ® U}{; Bu%sﬁasg ﬁﬁaﬁag@rs‘;
E-BLASTS « LDC Support System
Exiranst « LDC Events

Vel mrsﬁ

QQF’ES%E’V&?EQ?‘% First ?ramw@rk Guiiﬁéi nes and Mark&img Séamardﬁ {;Q{;wr&m
Marketing Toolbox

NAVIGANT
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The Cost Effectiveness tool and Reporting Template are widely used because they are required and designed to meet the
reguirements within the ECA and other guidslines

The Businass Energy Efficiency Sales {ool is widaly used because d provides LDCs with information 1o improve CDM sales
Preliminary research has desmed each ool as useful, which will be expanded upon in market research

Used as an inpu 1o every CDM Plan The tool provides a standardized approach for
and Business Case (o delermine LDCs to prove cost-effectiveness to the IE50
ﬁu&;iﬁ}m program ms;t aﬁ‘@a’z veness :

Cost Effectivensss
Tool

Bumﬁ%s Ei’“&é‘éfgy | Th@ ‘{aaé s pmvzd%zﬁ 'ff:sz“ use by aéi ‘
Efficiency Sales Tool LDCs in the province, uncertainon the
(BEEST) | %}(?%ﬁi %f:z whee‘:i‘z LSQM use ?ha imé

| Th% é&aé i used o h&ép aE LDQS’} W ei:h
their COM reporting requirements

Th@ ‘{aaé gsrﬁwdﬁs ﬁfﬁr’ﬂai oninio fa{:zi ?:aéa
CDM salss, segmentation, sic.

: Th% é&aé 5 s‘éaﬁdaﬁﬁsmd and g:;amv;d@g LD{ES,
information on how o report results o the
ESO. Market research may identify further
insight into the usefuiness of this tool.

Heporting Template

i}m‘:ﬁriam on Eh% extaent m wh {:;h LE‘}{IIS ‘
leverage these data sources and for
- what purposes, metrics {0 be available
i dune

The tool @mvafﬁ&s a method to obiain daia
collaboratively rather than each LDO procuring

E Source Access and
| - iton thelr own

MPAC data

TED Market Hessarch

Reguired/Highly Used or Usetul

NAVIGANT

Source IESQ. COM Ensrgy Efficiency Cost Effectivensss Tool, Reporting Template Guids. [ES0 List of Onitario Businesses
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«  The COM Plan and Business Case templates are used reguilarly, the Achisvable Potential (AP) calculator and Financial
Modelling tool are not

«  The AP tool is cutdated, the Cost Effectiveness Tool and tempigies are not integrated, the Fingncial Modelling has only
resulied i one changed funding model

Al LDCs are required to use this The lemplate s standardized, but also requires
CDM Plan Template template when crealing or amending the LDC to fill in the cost-effectiveness (ool

Business Cass
Tempiate

Too

Fegional Achisvable

- potential.
Potential Calculator

- achisvable potential study data (2014)

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source! IEEQ. Regional Polential Calculgtor; Financial Modeling Tool, COM Plan Template, Business Case Template for Conservation Programs and Pilols,
IESO-N-0026925




« Al tools in this subsection are highly used. Email is an easily accessible tool that can be o communicate ndividualized
communications, or mors broad communications like E-BLABTs

«  Webinagrs have high allendance, which has increased vear over year, Markel research will add insight {0 the usefulness of
these fools and help sclale any areas for improvement.

Emaills are a method for the 1E50 o - Emalls are especially effective for
: communicate Conservation First - communication 1o specific individuals about
Email ‘ _ . , o :
Framework-related information to specific topics
LDCs and stakeholders | |
" E-BLASTs are the primary | ' E-BLASTS are sffective at reaching a broad-
- communication method for the I£ES0. base of LDCs and have been enhanced to
These are released reguilariy 1o allow search and narrowead resulls by vear
E-BLASTS . e .
communicate Conservation First
- Framework-related information to all
LDCs
 Webinars have high attendance (82
: altendees on averags in 2017} First Framework related topics
Webinars

Their usefulness s confirmed by their

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IEZQ. Active Engagements ~ COM IS | E-BLAST {April 26, 2077 [ESC Datg
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«  Both Business Managers and the LDC Support Systam are have been deemed highly used and usefulfor LDCs

«  As part of the Energy Conservalion Agreement, the 1IE50 issues various reporis 1o the LDCs which can be used o moniior
cost effectiveness, progress towards targsais and budget spent.

- The business mangers act as a single - Virtually all feadback from LDCs on their
point of contact at the IES0 for LDCs. irteraction with business managers was
 Feedback from LDCs indicate they are - positive

HBusiness Managers
Support

mpression of the IES0 conservation division

system to supportto LDCs. Since
dus to their support of LDCs {in part dus to the

- 2015 B 288 tickets have besan

The IFSO's Monthly Participation & IESO’s Monthly Participation & Cost Report,

- Cost Report, Value-Added Services 1 - Valus-Added bServices Report and

- Report and Preliminary/Final Verifiad - Preliminary/Final Verified Results reports can
Results reports are obligations under be used by LDCs to monitor progress towards
- the energy conservation agreement. | - thelr targets, budget spent and cost-

Heports lssued by
ESO 0 LDC

TED Market Hessarch

Reguired/Highly Used or Usetul

NAVIGANT

IESO-N-0026925



«  COM-IS and the Exdranet are not highly used, whereas i{CON is used by many stakeholders

«  Specific gaps amongst the (ools below are: several issues with the ICON system leading for € 1o be replaced by COM-IE,
development of CDM-S has been stalled, preliminary research indicates that only specific sections of the Extranel are
reguiarty used

The system s required o be used by The system was intended to be replaced by
{CON all LDCs for the management and | CDIM-S, indicating issues with the systam
administration of COM programs ‘ :

LDCs can gocess documeants,

Extranst resagreh, and other communications
from the IES0
- An upgrade o i0on and options for
- enhancement are currently under issues identified with the current ICON syslem,
CDM-S review by the data and reporting put it is unavaiiable gl this time
- working group
Cvents (meetings) are held by the Cvents (meetings) are a place for LDCs to gat
LDC Events ESO for LDCs and other stakaholders useful information on timely messaging,

Cdto Sumes a yesar timelnes, fulure plans and specific lopies

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IEZQ. Active Engagements ~ COM IS | E-BLAST {April 26, 2077 [ESC Datg
IESO-N-0026925



«  Numerous Conservation First Framework Guidelines are offerad in the LDC toolkit, including Marketing and Brand Uss
Standards
«  These gre widely used by LDCs 1o remain compliant with Conservation First Framework rules and regulations

»  Markel research will seek 1o provide more insight into the usefuiness of these guidelings

These guidelines are easily accessible, but
market research will indicate if there are any
gaps in their usefulness

Conservation First Framework
Guidelines are posted on the IESQ
websie and Exiranst and ars used by

Conservation First
Framework
Guidelines

Marketing Standards
and Toolbox

required 10 be used by gl LDCs market research will indicate if there are any

- gaps in their usefulness

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESQ. COM Ensrgy Efficiency Cost Effectiveness Tool, Reporting Template Guids, IES0 Dafa
IESO-N-0026925



«  Areview of IES0 documentation and survey dala was used to identify the major processes belweean the three major
stakeholder groups within the Conservation First Framework

CONSERVATION FIRST FRAMEWORK

CONSERVATION FIRST FRAMEWORK

< Program = Sales/Marketing
operations = Measurement & * Accournt © Measurement &

. Multi-Distributor Verification management Verification
customer . Events « Sefllement « Program operations
oparations and = Setflements
sattiement

COMNSERVATION FIRST FRAMEWORK

= CDM Plans = Settlements

+ Program Changes «  Program operations
«  Pilot and Program Review « Training, Evenis

» Heporting

NAVIGANT

IESO-N-0026925



«  Areview of IES0 documentation and survey data was used to identify processes belwean the major stakeholder groups.

ouslomer

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



Processes with the highest impact of process fatlure and severnity of mpact were selected as shown below

CFF IESO-LDC

CDM Plans

High

Training, Events

“\._ CFF LDC-CUSTOMER

Frequency

Low

Severity of Impact

Measurement & Verification

Events

\ [ Marketing/Sales

CFF IESO-CUSTOMER

Account Management

Measurement & Verification

Settlement

IAP IESO-CUSTOMER

Account Management

Settlement

M&V

NAVIGANT

IESO-N-0026925



= The inventory of processes were ranked by "severily of impact” and "frequency of ocourrence”
«  Processes for further considered were seleciad based on:

- Highest combination of "severity of mpact” and "frequency of oocurrence” ranking
- Whather data was available to conduct further analysis (e.g., audit or evaluation)
IS0 s curently undergoing intermal audits on the processes associated with business case and CDM plan reviews

pedtion Retrofit program

NAVIGANT
*Mote: aof considered & high impact, high frequency process, bul review s wndferway and resulls witl be available in the sumimer
IESO-N-0026925



«  The Industrial Accelerator Program includes interactions between customers, the IE50 and a third party reviewer
«  Markel research will seek 1o determineg the effectiveness of this process for all stakeholders

1, Sales
The lESGIs
responsible for
reaehing out
and informing
notential
customers of
industrial
Acoelerator
Frogram
CroOgrams

2. Anplcation
The potential
cusiomer submils
an application o
the (ESO

The application s
fed imo a third party
vendor's system

3. Tech Review
The third party
vendor perfonms
technical and
application
review of the
potentis
customer

The resulls are sent
back o the ESO

Th@ EE?}Q
approves the
customers
industrial
Accelerstor
Frogram contract

5 MaY
The third party
YENGOr
parfoms
measuwramant
ang verification
on ihe
customer

and returns the
information o thsa
ESG

B. Payment
The lESD pays

the customer the

ncantive, aithar
upfront, or after
MEV

Third Party
ESC Yendor

Legend: Customer

NAVIGANT

Source IESO
|[ESO-N-0026925



« S0 has partnered with other entities for most aspects of the Industrial Accelerator Program process (e, sales through
delivery and svaluation)

Program Delv -
- applications

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



»  The IESO relies on email 1o recaive applications and send these on to Third Parly raviewsrs
= The third party Reviewers have an nternal system usad for apeheation admupusiration and technical reviews

= The lESO leverages markat settlements for incentive payments

NAVIGANT

Source IESO
|[ESO-N-0026925



%

Areview of IESO documentation and survey data was used to identify the major processes betwean the two major
stakeholder groups within the Industrial Accelerator Program

INDUSTRIAL ACCELERATOR PROGRAM

« ACCOLT

management
< Saettlemeaent

« BMeasurament &
YVerfication

= FProgram operations

NAVIGANT

IESO-N-0026925



«  Areview of IES0 documentation and survey data was used to identify processes belwean the major stakeholder groups.

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



Are the structures, internal processes, and accountabilities in place clear, effective, and efficient?

Observations:

®

Accouniability appears 1o be clear between the IESQO, Conservalion First Implementation Commiliee, Working Groups,
and LDCs as indicated within the Energy Conservation Agreement and LDC Toolkit and Guidelines

The process to make program changes appears (o be time consuming with multiple handoffs between stakeholders

Working groups appear (o be meeting the priorities they set, however, there is 8 lack of understanding about working
group activilies among the broader LDO community

Mext Steps:

*

Freliminary research begins (o identify the baseling performance of exisling processas and assessment with an obisctive
view of public documents — efforts will be made o expand upon this analysis with experiences in market research

Drata o support whather or not a process is efficient and effective would be helpful, markel research will attempt [
uncover additional evidence

Market research could confirm the process assessment (high impact and high frequency) and indicate which processss
could move forward to a more robust process assessment which could include:

« Mapping the "gs 8" processes with sigkeholders (o understand frictions

« nterviews with stakeholders that uses these mapped procassss (o denbify deal state and opportunities for
mprovement

« Mapping of the "tlo-be” processes

« ldentification of gaps between the "as-is” and “to-be” processes

NAVIGANT

IESO-N-0026925



What can be done o improve thess structures?

Observations:

= Further, there s opportunity 1o more formally Enk recommendations made through the bvaluation, Measuremeant, ang
Varification process to Working Group priorities

»  LDCs reporied dissatisfaction with CDM Plan review processes
MNext Steps:
» There is an opportunity 10 make the [ESO review process less ime consuming

« IESO is considering invasting resources 1o investigate the program design phase {(provinee wide programs),
specifically the areas that relate (o program changas or the development of new programs

« ESO s conducting an audit to provide risk and control analysis on the COM plan review and the program and pilot
FEVIEW IDCess

= There is an opporunity for Working groups (o prioritize thelr efforts on tasks/projects with the highest impact

» SO s considering making changes to ensure that the next Working Group annual plans will more closaly follow
EMEV recommendations

«  Thars s an opportunity 1o streamiing the program changs process,

»  The process 1o make program changes invelves mutliple parlies, reviews and handoffs which makes # cumbersome
and time consuming

NAVIGANT

IESO-N-0026925



Are there additions! tools and/or changes that can betler support framework objectives?

Observations:

«  There ars opportunities apparent with multiple Conservation First Framework {ools including the ability to integrate tools
(COM Plan and Business Case Template with Cost Effactiveness tool) and update data (Achisvable potential caloulatorn)

Mext Steps:
» Confirming the assessment of current tools as "used and useful” will help identify where changes (o ools could coowr

» (zaps that have been identified with multiple tools will be discussed in market research, and potential solutions will be
sought

NAVIGANT

IESO-N-0026925



Are the views of interested stzkeholders adequately being reflected in decision-making?

Observations:

«  Theviews of LDCs, gas uliliies, IESO, Ministry of Enargy, Electric Distributor Association and the Ontario Energy
Azsociation are capturad through the involvement of these parties in the Working Group and CFIC

Maxt Steps:

= Market research will help identify wheather the views of other stakehoiders are being captured and reflected

Do existing processes and Working Groups adequately facilitate the inclusion and consideration of the views of
interested stakeholders?

Observations:
» MNone

Mext Steps:

= Market research will help identify whether the Working Groups adequately include and consider the neeads of stakeholders
What are some key considerations thinking beyond 20207

{bservations:

«  Current percentags of non-incentive as a percentags of total program delivery costs (incentives + program costs) is higher
than other jurisdictions

Mext Steps:

= Market research and 2018 EBvaluation, Measurement & Verification reports will halp identify what is working well and
where there are opporiunities

NAVIGANT

IESO-N-0026925



Hased on the preliminary assessment of the current state of collaboration, the following areas will be considered in
the market research phase:

»  Assessment of the tvols that support the Conservation First Framework and dentify where opportunities are for
improvemert in addition o what is working well

«  Confirmation of the assessment of the processes that support the Conservation First Framework and identify whers
opportunities are for improvement in addition to what & working well

«  Review process evaluation resulls and 2016 realization rates from evaluation reports when available

«  Additional insights from customers to assess the processes that support the Conservation First Framework and Industrial
Accelerator programs

«  Perceptions and experience with the governancs structures that support the Conservation First Framework {0 assess their
effectivenass.

- This is currently being explored by an IES0 internal audit process, the resulls of which will inform the final version of this
topic report,

«  Perceptions and customer Teadback on the account management mode! for Industrial Aceslerator Program
«  Explore how and where the Conservation First Framewaork and industrial Accelerator Program can betler lsverage pariners

NAVIGANT

IESO-N-0026925
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Summary:

%

The roles and responsibilities in Conservation First Framework are clearly defined by the Energy Conservalion Agreement
and the Charter for the Conservation First Implementation Commities and associated Working Groups

97% of LDOs have a good impression overall of the IES50 Conservation Division in 2018, indicating that the IES0 was
successiul in fulliliing i3 roles and responsibiiities at & high lavel

On averags, the [E50 met its service standard review time for Individual CDM Plans (60 days), but did not for individual
COM Plans

- AESO met the Joint COM Plan review target for 29 out of 47 Joint Plans (83%)°
- S0 met the Individual CDM Plan review target for 58 out of 83 Individual Plans (82%)
Just over one third of LDCs are “Very Comforiable wilhy” Knowledge of Priorities and Progress of Working Groups

NAVIGANT

IESO-N-0026925



IES0
Has responsibility across all aspects of the Conservation First Framework, 1ESO provides approval, suppor! and
oversight for the other entilies acting in the framework, Provides central services 1o LDUs and delivers some programs

CONSERVATION FIRST IMPLEMENTATION COMMITTEE {CFIC)
Provide oversight and direction to Working Groups on COM
programming in the province

WORKING GROUPS
intended to reprasent the broader LDOC community, responsible for assessing and providing
recommendations for the improvement of COM programs

Ragidantial

BLSINess Lata & Heporting Marketing & Sales

INDIVIDUAL LDCS
Responsible for developing CDM Plans and delivering CDM programs to meel targsts sat out in thelr CDM plans
to customers within their sarvice terriiory

NAVIGANT

IESO-N-0026925



y
Provide tools

and support for

LECs

Develop and
submit COM
Hlans

¥

Approve
LM plans

e

Approve CDM

Flans,

- programs and

pilots

s '

Approve
Working

. Group budgst |
- andworkplan

e

Submit annual

workplan and
budget {o
CFIC

o

Chooss CDM
Flan funding
medel, and

apply for pilols

Of PIOgram

¥ '

ARDrove new
DYOQram

designs perthe ECA or

program rules

Make - Monitor province-
recommendall © wide program
onto Working | progress lowards

Groups

¥ v
Recommend | Monitor, identify
changes o and provide
LrOgrams
{existing and
new)

regarding

v

Design local Offar programs o
programs and customers &

pints . provide data and

o

. reporting results o

SO

- Carry out activities
where directed as

guidance to LDOs

DrOgrams 5

S

Deterrmine non

cost-effective
programs &

conform LDO of
- terminstion

¥
APS, reporting,
communioation
promotions,
tfraining events,
mid-term review

.
input nfo other
£SO efforis (8.g.
APEY

target

NAVIGANT

Source: Energy Conservation Agreement {May 1, 2018}, Charter for the Congservation First Implemeantation Commiftes and Associgied Working Groups
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= 97% of LDO s had a "good” or “very good” impression of IES0 Conservation Division in 2018
«  Good” or fvery good” rasponses to the same question were 30% in November of 2015, and 100% in May of 2015

LDCs Overall Impression of the IESQ Conservation Division {Responses out of 10}

Nov. 2016

Mov, 2015

May 2015

#Vary Good (10, 9, 8) # Good (7.68,5) aPoor (4,321

Q1 Takeng into acoount gl of the things which vou think are important, on 8 soale of i 10 where " means poor and 10" means ‘excellent, what s your
overall impressien of the  E&0's Conservation & Corporate Relations

Hvision .
apt. 2002 {n=38), Apr. 20413 (n=42); Nov /Dac, 2013 {(n=28); Jul 20 4{ =37 May 2018 (n=20%7); Nov 2018 in=21%Y, Nov 2018 (n=38%) "amall sample
sl **\ f‘iy small base size,

oy

{)

NAVIGANT

Sowes IERQ, LDC Safisfaction Survey
IESO-N-0026925



«  Just over one third of LDCs are “very comfortable” with theilr knowledge of the priorities and prograss of the Working Groups

Knowledge of Working Groups Activities Among LDCs (Responses are oud of 10)

FPriorities of the working groups -
the programs they intend o
enhance or dasign

Hrogress of the working groups -
the stage of completion of the
anhancements or new programs

@ Very Comfortable (10, 9, 8) # Somewhat Comfortable (7.6, 5) B Uncomfortable (4, 3, 2 1)
Q7. How comforiable are you with your ieve! of knowledge and understanding of sach of the following aspedts of the LDC working groups?
Pase May 2015 (n=25%), Nov 201 Sm 215 Nov 2016 (n=38%) fsmall sample size, Fhvery small base size.

NAVIGANT

Source! IESQ LDC Satistaction Survey, Residential and Business Working Group Annual Plang (2016 ang 2017}
IESO-N-0026925



«  The lES0 s responsible for the approval and oversight of conservation activities, specifically CDM Plans and programs

Source: Energy Conservation Agreement {(May 1, 2018}

IESO-N-0026925



L3

IS0 is also responsible with offering support for the entities operating in the Conservation First Framework (CFIC, Working
Groups and LDCs)

NAVIGANT

Source: Energy Conservation Agreement {(May 1, 2018}
IESO-N-0026925



«  LDCs were surveyed to determing how their npression of the 1ES0 Conservation Division changed as g result of the
Dhvision's activilies

«  HESO's performance in supporting LDCs by offering webinars, E-BLASTs and other activities improved the impression of the
S0 amongst the most LDCs (74%)

« ESO's performance in enabling LDC-Ao-LDC peer collaboration improved the impression of the IE50 amongst the least
LDCs (45%)

impact of the following on LDCS Impression of IESO Conservation Division

LDC Support (e webinars, licketing system, E Blasts,
avenis)

Suppart provided o LDO Working Groups and CFIC

LOC COM Plan Development & Submission Process

Enabling LDC-10-LDOC peer collaboration

m Much/ A litlle belter s No change = Much/ A litlls worse

8. Have the Tollowing made your overalh impression of the Conservation division 7 {NGTE: Quastion prior o Nov. 2018 "Have the efiors of the B0
Consarvation & Comporate Relations Diviaion to support and enable the foliowing mads your ovarall impression of them. .. 7"
Hase: May 2018 (n=28"") Nov 2018 (=217 Nov 2018 (n=38%) *small sample size, Yvery small bass size

NAVIGANT

Source IEZQ, LDC Satistaction Survey
IESO-N-0026925



»  Respondents are most likely 1o say that they find the busingss managers helpful, knowledgeable or good! great 10 work with
= Other common responses include - business managers are quick, responsible or supportive

Heipful |
rnowledgsable/ informative/ answers questions |
Good! great o deal/ work with
Quick/ fast |
Responsive |
Supportive
Fasy o contact |
Customer focused |
Always retums phone calig
Mo/ very litlle intergction
Other mentions

MNothing 3%
Don't know 8%

Q7g. Whal cornments, i any, do you have about your LDC s interaction with vour Business Manager? [Qpen End]
Base: MNov 2016 (n=38%) "small sample size, "very small base size.

NAVIGANT

Sourcer LT Safisfaction Swvey, November 2016
IESO-N-0026925



« LDCs are primarily responsible for developing COM Plans, and delivering CBM programs (o meet targets set out in their
COM plans

alfregional programs an

NAVIGANT

Source: Energy Conservation Agreement {(May 1, 2018}
IESO-N-0026925



«  Among the utilities surveyed, Ontano’s incentive costs as a percentage of tolal delivery costs are aligned with others

«  Caveals Benchmarking is not a horse race

»  (iven the varation in program offerings, geographies, and years running DEM/CDM programs across EE
portfclios, no benchmarking can achigve g strict apples-o-apples companson

= The usual caveals apply o any accounting information: different organizations aggregate and allocate costs
differently {e.g., Key Account manager time}, 30 these resuils can only be iaken as indicalive

«  Benchmarking is not a substifution for a process evaluation — it shows what utilities are achisving in terms of
energy and demand savings and what they're spending on programs {0 achigve these savings but to derive
meanings/conciusions from this data is challenging to do

Rorfolio Cost Breakdown Hebween incentive angd Non-incentive Costs

on-incaentive 2B Incentive

NAVIGANT

Source: Navigant Analysis
IESO-N-0026925



The Conservation First Implementation Committes (CFIC) is primarily responsible for providing oversight and direction (o
Working Groups and member LDCs on COM programming in the provinee.

clagale as needed)

NAVIGANT

Source: Charter for the Conservalion First Inplernentation Commiities and Associated Working Groups
IESO-N-0026925



Working Groups are primarily responsible for assessing and providing recommendations for the improvement of CDM programs

within the province,

Travel ax

NAVIGANT

Source: Charter for the Conservalion First Inplernentation Commiities and Associated Working Groups
IESO-N-0026925



«  38% of LDOs are very comfortable with their knowledge of Working Group priorities in terms of program design
»  37% of LDOCs gre very comfortable with their knowledgs of the progress of the Working Groups

Knowladge of Working Groups Among LDCs (Responses are out of 10)

Friorities of the working groups -
the programs they intend (o
enhance or design

Frograss of the working groups -
the stags of completion of tha
gnhancemeanis or New programs

= Very comfortable (10, 8, &) = Somewhat Comfortable (7, 6, 5) w Uncomfortable (4, 3, 2, 1

Caf. How comnferiable arg you with your lavel of knowledge and understanding of each of the following aspeats of the LG worleng groups?
Base May 2018 (n=28"%Y, Moy 20158 (n=2 10, Moy 2018 (n=38") *small sampie size, very small base size

NAVIGANT

Source IEZQ, LDC Satistaction Survey
IESO-N-0026925



«  Asmaller proportion of priorties were focused on developing tools, templates and guides, as will as communication activities
{Le. workshops and events)

NAVIGANT

IESO-N-0026925



«  Asmaller proportion of priorities were focused on supporting LDOs and supporting other working groups

NAVIGANT

IESO-N-0026925



«  The majority of Working Group prionties in 2015 were centered on the design or update of programs

«  The Business Working Group stated that 4 could improve i1 performance on change management, setling clear
responsibilities, and improving the amount of non-ncentive support gvailable

Program

wcentive support olume of work

NAVIGANT

Source IESC Annual Plan — Business W3 2018
|[ESO-N-0026925



« I 20118, most priorities completed by the Business Working Group were focused on program design

«  The Working Group stated that # could improve one selting clear responsibiliies, clarifving requirements 1o program design,
carrying out the busingss case approval process and coordination for smoother program changs implementation

NAVIGANT

Source IESQ Annual Flan — Business WE 2077
|[ESO-N-0026925



« i both 2015 and 2018, all priorities of the working group were focused on program design
«  The Residential Working Group did not highlight lessons learned

NAVIGANT

Source IEZQ 2018 Annwal Flan — Residential W, Residential Working Group 2007 Workpian
IESO-N-0026925



« i 2015, the highest proportion of Marketing and Sales Working Group priorities were province-wide initiatives
»  The Working Group stated they could work more gquickly and efficiently, and make betler use of market research

. g}é}%‘%‘&:‘}?

initistive

NAVIGANT

Source IESQ. 2018 Marketing and Sales Group Workplan
IESO-N-0026925



« Like 2015, the highest proportion of priorties were aliocated o province-wide marketing initiatives

Saﬁpg}g}e‘i for

NAVIGANT

Source IESQ, MG 2018 Accomplisfumants and 2047 Workplan for CFIC
IESO-N-0026925



« i 2015, the Data and Reporting working group’s priorities were primarily focused on province-wide initiatives

«  The Working Group stated that they could improve upon the extranet, ransparency and communication, a CDM-IE reporting
sotution, tracking of customer expenence and development of the annual plan

elines protocols and measy r collabarabion

Delvers ng solution from COMAS

NAVIGANT

Source FESQ 2018 Annual Flan Datg & Reporting Working Group
IESO-N-0026925



«  Like 2015, the Data and Reporting Working Group's priorities in 2018 were primarily centered on supporting province-widse
initialives

Supportfor

NAVIGANT

Source IESQ. Data and Reporfing Working Group 2017 Work Flan
IESO-N-0026925



«  The Industrial Accelerator Program includes interactions between customers, the IE50 and a third party reviewer
«  These interactions are clearly defined, and preliminary research indicate that it i3 an effactive process
«  Market research will seek 10 daterming the effectivenass of this process for all stakeholders

1. Sales
ThelESCis
responsible for
regehing out
and informing
notential
cusiomers of
indusinal
Accelerator
Rrogram
DrOGrams

2. Aonplication
The potential
customer submits
an apphication
the IESO

The application is
fed into a third party
vandor's system

3. Tech Review
The third party
vandor performs
technical and
application
raviaw of the
potential
customer

The resulls are sent
back to the IESO

4. Approval
The (BRSO

approves the
customers
industrial
Accslerator
Frogram condract

5, MAY
The third party The EE%Q pa‘y&é
vendor the customer the
performs incentive, either
measiramant upfront, or after
angd verification MRV
on the
CLsiomer

andd returns the
information o the
eSO

Legend:

S0

Customer

Third Party
Yendor

Source IESO

NAVIGANT

IESO-N-0026925
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Summary:

®

&

&

Ontario carmes oul many activities with third parties that have been identified in mature conservation portfolios

Third parties are used extensively throughout Conservation First Framework and Industrial Accelerator Program processes
The proposed budget for Cenlral Servicas is $400 million, and a significant amount of this budgel is allccated to channel
pariner relaled activities

- 13% of budget has besn committed, and only Program Delivery has recsived more than its budgseted amount

NAVIGANT

IESO-N-0026925



«  Trade ally networks are highly prevaient in other wnsdictions, which are very important for successtul conservation
frameworks

‘ G $LES Brochures and Sase Bludies
AL AL Lhannet Allles '

. Mews aid Updates

NAVIGANT

Source! IESQ. Cenlrgl Services Strategy and Rafe Guideline, Ceniral Serviges Budge! | sgveonenergy.ca | NMavigand Analysis
IESO-N-0026925



«  Many mature portfclios leverage trade/channe! allies to deepen savings and deliver programs

tice

NAVIGANT

IESO-N-0026925



«  Hest practices in othar jurisdictions have proved highly successiul for improving the participgtion and savings in energy
conservalion programs

sovargly SRAART %

P Ty

Alilance FAR & Contact Info LIGHTING ©
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Source: Trade Ally Nebworks Consofidated Report, CLEAResult, December 2016

NAVIGANT
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= All entities ((ESQ,

Source IESO

LD0s, Working Groups and CFIC) use third parties (o help with multiple aspects of Conservation First

NAVIGANT

IESO-N-0026925



«  Central services are the responsibility of the IEBQ in support of LDC and portfolio level activities for the Conservation First
Framework

NAVIGANT

Source IESQ, Cenlrgl Services Strategy and Rafe Guideline
IESO-N-0026925



«  Central Services are functions provided by the [E80 for the benefit of all LDCs and are funded from the cenltral services
budget culside of LDC CDM plans
«  The scope of central services s determined by the IEBO

Fhrough

NAVIGANT

Source IESQ. Cenlral Services Strategy and Rate Guideline, Central Serviges Budgel; LDC Program Innovation and Colfeboration Fund Guidelines
IESO-N-0026925




«  Central Services are functions provided by the [E80 for the benefit of all LDCs and are funded from the cenltral services
budget culside of LDC CDM plans
«  The scope of central services s determined by the IEBO

NAVIGANT

Source! IEZQ. Cenlrgl Services Strategy and Rafe Guideline, Ceniral Serviges Budge!l; Provinoia! Energy Manager Frogram Devalopment
IESO-N-0026925



«  The proposed budget for Central Services is 3400 million, and a significant amount of this budget is allocated to channel
pariner related aclivities
= 23% of budget has been commitied, and only Program Delivery has received more than its budgeted amount

July 2016 Conservation First Framework Central Services Budget Reforecast (§ in millions)

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



« IES0 has parinered with other entities for most aspecis of the Industrial Accelerator Program process (Le. sales through
delivery and evalugltion)

15 (o thelr clients, which are poten

m participants

Program arly for

NAVIGANT

Source IESC Dals
|[ESO-N-0026925






Summary

&

&

®

Al Industrial Accelerator Program tools and the following Conservation First Framework tools appear 1o be used and usefud,
which will be confirmed i%“;mugh mazrkai ms@amh

éﬁi st Effectiveness fool

Thﬁsfﬁ% ars opportunities apparent with multiple Conservation First Framework tools including the ability to integrate tools
{CDM Plan and Businegss Case Tempiste with Cost Effectivensss tool) and update data (Achisvabls potential caloulator)

Ceartain gaps have baen dentified with associated tools JCON, Bxtranet)

NAVIGANT

IESO-N-0026925



= An inventory of IES0 tools was completed, sach was categorized and an initial assessment was made in terms of its use
and usefulness/effectivenass

= Heguired tools are flagged within the table below

- Conservation First
Framework Tools

Calculators and
Templates

Sales and Program
- Design Tools

- Conservation First

 Framework Templates _+ Business Case Template (required)

Active Program

Systems and | SUWGF‘& gyﬁ?@m“

Communication
Tools

Guidelines and Standards

Cost Effectiveness Tool (required)
Fmancsaé Madei%sﬂg Tm%

Buwn&sg Energy Eﬁia@my f:‘;aé% "f"om
Regional Achievable Potential Calculator
E S@umﬁ AG&%& md M?}A{; ciata

Heporting Template (;eqwred}
CDM Plan Template (required)

{CON (required)
CDM-1S {coupon and Healing & Cooling programs
S0 reports | Ssuad o Li‘éﬁs

Email ® U}{; Bu%sﬁasg ﬁﬁaﬁag@rs‘;
E-BLASTS « LDC Support System
Exiranst « LDC Events

Vel mrsﬁ

QQF’ES%E’V&?EQ?‘% First ?ramw@rk Guiiﬁéi nes and Mark&img Séamardﬁ {;Q{;wr&m
Marketing Toolbox

NAVIGANT

IESO-N-0026925



«  The Cost Effectiveness tool and Reporting Template are widely used becauss they help LDCs fulfill requirements sat out in
the ECA and other regulations

« The Business Energy Efficiency Sales ool is widely used because i provides LDCs with information o improve CDM sales
= Preliminary research has deemed each (ool as uselul, which will be expanded upon n market research

Used as an inpu 1o every CDM Plan The tool provides a standardized approach for
and Business Case (o delermine LDCs to prove cost-effectiveness to the IE50
ﬁu&;iﬁ}m program ms;t aﬁ‘@a’z veness :

Cost Effectivensss
Tool

Th@ ‘{aaé gsrﬁwdﬁs ﬁfﬁr’ﬂai oninio fa{:zi ?:aéa
CDM salss, segmentation, sic.

Bumﬁ%s Ei’“&é‘éfgy | Th@ ‘{aaé s pmvzd%zﬁ 'ff:sz“ use by aéi ‘
Efficiency Sales Tool LDCs in the province, uncertainon the
(BEEST) | %}(?%ﬁi %f:z whee‘:i‘z LSQM use ?ha imé

: Th% é&aé 5 s‘éaﬁdaﬁﬁsmd and g:;amv;d@g LD{ES,
information on how o report results o the
ESO. Market research may identify further
: mmght mtm ?ﬁﬁ usa?uh%ﬁ of this tool.

- The tool @mvafﬁ&s a method to obiain daia
collaboratively rather than each LDO procuring
- itontheir own

| Th% é&aé i used o h&ép aE LDQS’} W ei:h

Reporting Template their COM reporting raquirements

i}m‘:ﬁriam on Eh% extaent m wh {:;h LE‘}{IIS ]
leverage these data sources and for
- what purposes, metrics {0 be available
i dune

E Source Access and
MPAC dats |

- TBD Markst
Hesearch

Reguired/Highly Used or Usefd

NAVIGANT

Source IESQ. COM Ensrgy Efficiency Cost Effectivensss Tool, Reporting Template Guids. [ES0 List of Onitario Businesses
IESO-N-0026925



«  The COM Plan and Business Case templates are used reguilarly, the Achisvable Potential (AP) calculator and Financial
Modelling tool are not

«  The AP tool is cutdated, the Cost Effectiveness Tool and tempigies are not integrated, the Fingncial Modelling has only
resulied i one changed funding model

Al LDCs are required to use this The lemplate s standardized, but also requires
CDM Plan Template template when crealing or amending the LDC to fill in the cost-effectiveness (ool

Business Cass
Tempiate

Too

Regional Achisvable | potential.

- achisvable potential study data (2014)
Potential Calculator

- TBD Markst

Feguired/Highly Used or Usefud Research

NAVIGANT

Source! IESQ. Regional Potential Calculator; Financial Modeling Tool, COM Plan Template, Business Case Templale for Conservation Frograms and Pifols
IESO-N-0026925




« Al tools in this subsection are highly used. Email is an easily accessible tool that can be o communicate ndividualized
communications, or mors broad communications like E-BLABTs

«  Webinagrs have high allendance, which has increased vear over year, Markel research will add insight {0 the usefulness of
these fools and help sclale any areas for improvement.

Emaills are a method for the 1E50 o - Emalls are especially effective for
: communicate Conservation First - communication 1o specific individuals about
Email ‘ _ . , o :
Framework-related information to specific topics
- LDCs and stakeholders | |
" E-BLASTs are the primary | ' E-BLASTS are sffective at reaching a broad-
- communication method for the I£ES0. base of LDCs and have been enhanced to
These are released reguilariy 1o allow search and narrowead resulls by vear
E-BLASTS . e .
communicate Conservation First
- Framework-related information to all
LDCs
 Webinars have high attendance (82
: altendees on averags in 2017} First Framework related topics
Webinars

Their usefulness s confirmed by their

- TBD Markst
Hesearch

Reguired/Highly Used or Usefd

NAVIGANT

Source IEZQ. Active Engagements ~ COM IS | E-BLAST {April 26, 2077 [ESC Datg
IESO-N-0026925



«  Both Business Managers and the LDC Support Systam are have been deemed highly used and usefulfor LDCs

«  As part of the Energy Conservalion Agreement, the 1IE50 issues various reporis 1o the LDCs which can be used o moniior
cost effectiveness, progress towards targsais and budget spent.

The business mangers act as g single CVirtually all fesdback from LDCs on their
Business Managers point of contact at the IESO for LDCs. interaction with business managers was
Support Feedback from LDCs indicate they are positive
| ~ highly used ‘
" The IESO offers an emall ticketing | In 2016, 74% of LDCs had a much better

system to supportto LDCs. Sinee impression of the IE50 consarvation division
- 2015, 8,288 tickets have been dus o thelr support of LDCs {n part dug o the
~received by the [ESO from LDCs 1 - LBC Support Systern)

- The IESCO's Monthiy Participation & | ESO's Monthly Participation & Cost Report,
- Cost Report, Value-Added Services Value-Added Services Report and
- Report and Preliminarny/Final Verified Prafiminary/Final Verified Resulls reports can
Results reports are obligations under be usad by LDCs to monitor progress towards
- the energy conservation agresment. - their targets, budget spent and cost-
: - effectivensss.

Heporis issued by
SO LDC

TBD Market
Ressarch

Reqguired/Highly Used or Useful

NAVIGANT

Source IESQ. LDC Satistaction with 1ESQ Conservafion
|[ESO-N-0026925



«  COM-IS and the Exdranet are not highly used, whereas i{CON is used by many stakeholders

«  Specific gaps amongst the (ools below are: several issues with the ICON system leading for € 1o be replaced by COM-IE,
development of CDM-S has been stalled, preliminary research indicates that only specific sections of the Extranel are
reguiarty used

The system s required o be used by The system was intended to be replaced by
on all LDCs for the management and | CDIM-IS, indicating issues with the sysiam
administration of COM programs ‘ ‘

LDCs can gocess documeants,

Extranst resagreh, and other communications
from the IES0
- An upgrade o i0on and options for
CDOM-S - enhancement are currently under issues ientified with the current iCon system,
review by the data and reporting put it is unavsilable st this ime
LDC Events IESO for LDCs and other stakeholders useful information on timely messaging,

 Gio S Umes a year - timelnes, fulure plans and specific topics

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IEZQ. Active Engagements ~ COM IS | E-BLAST {April 26, 2077 [ESC Datg
IESO-N-0026925



«  Numerous Conservation First Framework Guidelines are offerad in the LDC toolkit, including Marketing and Brand Uss
Standards
«  These gre widely used by LDCs 1o remain compliant with Conservation First Framework rules and regulations

»  Markel research will seek 1o provide more insight into the usefuiness of these guidelings

Conservation First Framework - These guidelines are easily accessible, but
CGuidelines are posted on the [ES0 market research will indicate if there are any
- website and Exdranet and are used by

Conservation First
Framework
Guidelines

- gaps in their usefulness

Marketing and Brand standards ar
required 1o be used by all LDCs

marke! research will indicate f there arg any
- gaps in their usefulness

and Tooibhox

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESQ. COM Ensrgy Efficiency Cost Effectiveness Tool, Reporting Template Guids, IES0 Dafa
IESO-N-0026925



«  The Cost Effectiveness Tool is widely used by LDUs and is effective at determining the cost effactivenass of programs
»  The use of the Financia! Modelling Tool has resulted in one LDC changing 8 program funding moded

o Aworkbook that allows - Owner - 1E50 » The Cost Effectiveness Toolisusedas an . Used
- users to calculate the cost  inputto all CDM Plans

Cost - effectiveness of CDM - Users ~ LDCs,  » The Toolis also used in the business

Effectivensss  © programs IESO cases for programs and pilots

Tool | = The tool provides a standardized

approach for LDCs o prove cost-

Owner — [£50 = The model enables the IES0 and LDCs Used

funding options avallable to o compare the funding models in total
Financial LDCs (full cost recovery Users~ LDCs  and by program or ssctor |
and pay for performance) =t can be used in both the development or

Modasiling Tocl amendment of a CDM Plan

= However, only one LDC has updated its
funding model as a result of using the tool

TED Market Hessarch

Reguired/Highly Used or Usetul

NAVIGANT

Source IESQ. CODM Ensrgy Efficiency Cost Effectivensss Tool, Financial Modeling Too!
IESO-N-0026925




«  The Business Energy Efficiency Sales (ool s a widely used and useful tool for LDCs o improve their CDM sales activities
«  The Regional Achievable Polential Calculator is reported (o not be widely used, and relies on culdated information

= The IESO has licensed a

- list of businesses and built
a tool containing this and
giher information for use
by LOCs

Businsess
Energy
Efficiency Sales
Tool (BEEST)

region to obtain quick

Hegional -

_ astimates of local energy
Achievable efficiency potential
Fotential N P
Calculator

Reguired/Highly Used or Usetul

Owner — 1ESO

Users - LD0s

Owner - IES0O

- Owner - ‘:
- LDCs, General

Fublic

The tool containg a significant amount of
detail on businesses in Ontario and
facilitates the sales process for LDC
The tool also includes IESO data, which
provides insight info businesses’ past
CDOM experience

2014 Achisvable Polential Bludy resulls,
which are now ouldated by the 2016
deration of the achisvable potential study
There are worksheets available for the
2018 study, but these do not easily
orovide regional nformation

TED Market Hessarch

Source! IESQ. Regional Polential Calculator | Financial Modefing Tool

NAVIGANT

IESO-N-0026925



= The lESO procures market research services and data on behalf of the LDCs to support various aspects of the
Conservation First Framework such as program design and sales

v Acoess to market research Owner - [ESO + Effective method to obtain the data
- and data to support, for : rather than each LDC procuring i on
E Source % ) -
example, sales and - Usears — LDCs, their own and avoids the need for
Access and marketn rogram design Others - costly markst resaarch in somea cases o
MPAC data g Prog o oS ‘ . Useful

= Uncertain on the exdent 1o which
- LDCs lsverage these datla sowrces
and for what purposes

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESC Dala
|[ESO-N-0026925




= The reporting template i3 highly used and provides a standardized tool for LDCs {o remain in compliant with regulations
»  Further insight inlo the usefulness of this ool will be determinad in market research,

« The LDC Heporting - Dwner - 1E£50 o The template s a standardized (00 - Used
. template enables LDCs 1o that supports the ability of LDCs to
report savings and - Users ~ LDCs - remain compliant with reporting
financial data to the IESO - requirements set out in the Electricity
Reporting {”Z{maﬁwaié;m Agf@amem and Data L o
Template and Reporting Requirement rules - Useful

= the tempiate can be used quarterly

- as well as annually

= Market research will help determine

- the ussfuiness of this template, and if
improvements can be made

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IEZQ. Reporting Template Guide
IESO-N-0026925




= The COM Plan Template is usad by LDOs in the development of thelir COM Plans, and the Business Case Template 15 used
by LDCs when applving for new programs or suggesting changes to existing programs. Both templates also require that the

L0 fills out the Cost-Effectiveness Tool

» Workbook to be used for - Owner - 1ES0
the development of an :

CDM Plan . LDC's CDM Plan Users ~ LDCs
Template 5

. iﬁ%ﬁdby{j}@a 1&%"3@;‘; - .' QWQ%TMEES{} R

applying for new programs

or suggesting changes o Usars - LDCs

axisling programs. 1
.o Applies (o province-wide
- regional and local
mograms as well as LDC
innovation Fund pilots

Business Case
Template

Reguired/Highly Used or Usetul

 The template provides a standardized

ool for LDOs to oreate andfor amend

their COM plans. LDCs must also fillin
the cost-effectiveness tool in addition to
the CDM Plan Template, so there is the
potential to integrate the two

This Business Case Template is used in
all program applications. The Template
has sections that allow the LDC to

amphasize the uniquensss and
collaborative aspects of the program.

- LDCs must also fill in the cost-
affectivenass tool as part of this, 0 |
thare s the potantial 1o integrate the two

TED Market Hessarch

Used

,,w%{g,é,

Usefuéﬂ |

NAVIGANT

Source IESQ. COM Flan Template, Buginess Case Template for Consarvelion Programs and Filots

IESO-N-0026925



» The ICON system is used by LDCs for the administration of CDM programs, but there are reported issuss with the system
« These issues spurred the development of the CDM-IS system as a replacement, but progress on CDM-I8 has sialled

o The iCON system isused  Owner - IE50 ~ The system is required to be used by all  Used
- for the management and ’ LDCs, but there have been various

administration of CDM - Users ~ LDCs | issues. Which lead the development of
, Coprograms others - the CDM-IS. There are third party
{CON o Program applications are systems avallable to improve the current U fE '
 submitted o ICON by the HGON system functionality, se
customer and retrieved by |

the LDC

Owner—[ESO Used

providing the functionality upon and replace the functions of the
- necessary for the Users — LDCs existing iCon 2011 solution, as well as
OIS - management and - some manual and partially automated
- administration of 5 processes, however progress on the Ussafué """
Conservation & Demand  system has stalled. |

Managsment programs,

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source! IESQ. Active Engagemenis —~ COM I3
IESO-N-0026925




» The ICON system is used by LDCs for the administration of CDM programs, but there are reported issuss with the system
« These issues spurred the development of the CDM-IS system as a replacement, but progress on CDM-I8 has sialled

o The lESOs Monthly - Dwner - 1E£50 ~ While these reports contain a lot of - Used

. Participation & Cost | useful information, ther effectivensss
Report, Value-Added - Users ~ LDCs - and any opportunities for improvement
services Report and - will be identified in the market research
Preliminary/Final Verified ; | ohase. Usa‘?ué '

Results reports are

by IESO 1o LDC  agreement ‘

o These reports can be used :
by LDCs to monitor :
progress owards their
targets, budgst spent and
cost-effectiveness,

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source! IESQ. Active Engagemenis —~ COM I3
IESO-N-0026925



«  E-BLAST 18 an IES0 energy conseaervation update for local distribution companies {LDCs) that is widely-circulated and usad
«  Many CDM communications are delivered from the IE30 1o LDCs using email, effective for specific communications.

» The Conservation E-

- BLAST is an IESO energy
conservation updats for
iocal distribution
companies (LDCs)

E-BLASTs

communications are
delvered from the IESC (o

Email LDCs using email

Reguired/Highly Used or Usetul

| Owner — 1ESO

- Users — LDCs,
- Others

- Owner — N/A

- Users - LDCs,
- ESO and other
Sigkeholders

- E-BLASBTs are released regularly, and
- communicating CDM information to all

~ stakeholders ‘
- Posted on the IESO website, searchable

: communicating CDM information to
- LDCs that otherwise cannot be

communications),

are an sffective method of

Ugﬁgug

Usad

communicated through E-BLASTs and

the Extranet (e.q. LDC-specific  Useldl

TED Market Hessarch

Source IESQ. E-BLAST (April 26, 2017}

NAVIGANT

IESO-N-0026925



«  Webinars are widely used informalive gessions, which have increased in altendance year over year since 2015

«  LDCs have gocess o an Extranet, which allows them (0 access updates from the £SO, Usage of the extranet has declined,
and is imited 0 spacific sections

o The lES0 helds webinars | Owner - 1E50  Average attendancs for webinar events
- for a varisty of | is high in 2017 (89 attendess) and has
_ - conservation-related topics | Users — LDCs, - increased each vear of the Conservation
Webinars - as part of their - Others - First Framework. |

sngagement initiatives

- Dwner - 1E50 ‘ ‘
Extrane!, which allows ~only specific sections are regularly used.
- them o access updates - Users - LDCs ‘ ‘

Extranet - from the IESO

 Useful

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESQ. E-BLAST (April 26, 2017}, 1ES0C Dafa
IESO-N-0026925



«  Webinars are widely used informalive gessions, which have increased in altendance year over year since 2015

«  LDCs have gocess o an Extranet, which allows them (0 access updates from the £SO, Usage of the extranet has declined,
and is imited 0 spacific sections

o Act as a single point of - Dwner - 1E£50 e+ The LDC satisfaction survey indicates  Used
‘ . contact at the IESO for | that these business mangers are
Business - communications with LDCs | Users - LDCs ~ highly useful and used |
Manager » This will be confirmed through market
Support |  research

- Owner - [ESO - Since the start of the framework, over  Used

° Acentrallicksling system
- forLDCs toreach outto : - 8000 tickets have been processed
LDC Support - the IESO with requests for 5 Usars — LDCs ~ through the system ‘
System help - LDCs have indicated a high amount Useful

of satisfaction with the system (74%)

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IEZQ, LDC Satistaction Survey
IESO-N-0026925



«  Numerous Conservation First Framework Guidelines are offered in the LDC toolkil, including Marketing and Brand Lise
Standards, which are widely used by LDCs in order o remain compliant with the rules and reguigtions of the Conservation
First Framework

»  Market research will seek {0 provide more insight into the usefuiness of these guidelings

« The E30 provides an extensive . Owner - 1E50 Many of these guidelines are documents Used

sat of guidelines and rules used intended to inform all stakeholders of the
Conservalion  for the governance and oversight |~ Users — LDCs,  1ESO's responsibilities, which is highly |
First - ofthe Conservation First IESO Others  useful for maintaining transparency. Other
Framework  Eramework | - guidelines are infended for use by LDCs
uidelines \ for program related activities, and are

~ affective at ensuring LDCs’ compliance
- with Conservation First Framework rules

+ Bave on Energy brand use - QOwner - 1ESOC  The marketing standards and toolbox - Used
standards and rules as required offer useful guides and matsrials for
Marketing ~ twoughthe Energy Conservation  Users —LDCs,  LDCs to promote CDM. These also
Standards ~ Agresment ‘ SO - ensure consistency across the province,
and Toobox | Marketing standards are provided  Market research will identify i there are

o ensure ??“aalzt the 5’531{@ on Energy any gaps with the standards and

TED Market Hessarch

Reguired/Highly Used or Usetul

NAVIGANT

Source  IESC LDC Toolkit
|[ESO-N-0026925




»  The IESO relies on email 1o recaive applications and send these on to Third Parly raviewsrs
= The third party Reviewers have an nternal system usad for apeheation admupusiration and technical reviews

= The lESO leverages markat settlements for incentive payments

NAVIGANT

Source IESO
|[ESO-N-0026925



«  The lES0 uses basic tools ke Emall and Internal drives for the Industrial Accelerator Program process

«  Preliminary research indicates these ools are effective for the requirements of the program, which will be be confirmed
through market ressarch

-+ Customers submit - Owner —1ES0 and - Preliminary research indicated  Used
applications to the IESO by - Customers and third parties  that the customers’ preferred
' . Emall f - tool for communications (s
Email + Emagils are forwarded to the © User — IESO, Customers  emal T
g _ . , : Useful
4 party ~and third parties .
-+ Customer documentsare  Owner — IESO . Easily accessible o members
- saved on IESO's internal ofthe IESO team. The
‘ L drive E - functionality is limited
internal Drive - User — [ESO - compared {o other systems,

- but the functionality meets Usetul
IESO's need

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESO
|[ESO-N-0026925



»  The lESO uses their establishad setiements database for seltling ihdustrial Accelarator Program payments, and the third
party technical reviewers use g system o cary out non-incentive and technical review of Industrial Accelerator Program
project documents

= Preliminary research indicates that both sysiems are effective, which will be confirmed in markel research

-+ The IES0 uses an online Owner - £SO - IESO uses the system for  Used

system for settling regular market seltlements
Settlements - Industrial Accelerator - which leverages an existing
Database © o Program payments - User—1E50 - process and resulls in a single

- payment to customers (who
- are also market parlicipanis)

Preliminary research indicates

' - data from customer ~ that the third party system
Third Party - documents into the system © User — Third Party functions wall in the
System - and uses it during review - management of customer

Useful

 documents

Reguired/Highly Used or Usetul TBD Market Ressarch

NAVIGANT

Source IESO
|[ESO-N-0026925






Summary:

L3

Most IESO-Customer, IESO-LDC, LDC-Customer processes under the Conservation First Framework and industrial
Accelerator Program are meeting expeciations

The improvement epportunities have been wentified in the following processes:
- CDM plan development and submission

- implementing program changsas

- Prioritization of Working Group efforts {(program operations)

NAVIGANT

IESO-N-0026925



«  Areview of IES0 documentation and survey data was used to identify processes belwean the major stakeholder groups.

. cuslomer

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



«  Areview of IES0 documentation and survey data was used to identify processes belwean the major stakeholder groups.

NAVIGANT

Source IESC Dals
|[ESO-N-0026925



NAVIGANT

IESO-N-0026925



NAVIGANT

IESO-N-0026925



of marketing strategias ang -

cls research to help LDC

NAVIGANT

IESO-N-0026925



NAVIGANT

IESO-N-0026925



fication (M&V)

NAVIGANT

IESO-N-0026925



recel e the mc&

NAVIGANT

IESO-N-0026925



Processes with the highest impact of process fatlure and severnity of mpact were selected as shown below

CFF IESO-LDC

CDM Plans

High

Training, Events

“\._ CFF LDC-CUSTOMER

Frequency

Low

Severity of Impact

Measurement & Verification

Events

\ [ Marketing/Sales

CFF IESO-CUSTOMER

Account Management

Measurement & Verification

Settlement

IAP IESO-CUSTOMER

Account Management

Settlement

M&V

NAVIGANT

IESO-N-0026925



= The inventory of processes were ranked by "severily of impact” and "frequency of ocourrence”
«  Processes for further considered were seleciad based on:

- Highest combination of "severity of mpact” and "frequency of oocurrence” ranking
- Whather data was available to conduct further analysis (e.g., audit or evaluation)
IS0 s curently undergoing intermal audits on the processes associated with business case and CDM plan reviews

NAVIGANT

IESO-N-0026925



« The process for making program changes can bs cumbersome and time consuming
«  Currently no service standards exist for program design process
»  The changs below had impact on only 1% of the savings for the retrofid program

implameantation

Retrofit o F e . 253@ reviewed

fﬁ?*’fﬁ?ﬁ%%% iewad nfor |
?ﬁﬁi}mfﬁﬁﬁfﬁ%i c:;r'-z’ o ’@ﬁ@ﬂ?ﬁé‘mﬁ%ﬁi_’ _: |

NAVIGANT

Source: Case Study, IESO data
IESO-N-0026925



«  The lESQ is responsible for providing tools, support and guidance o LDCs in the development of their COM plans
«  LDCs are responsible for preparing and delivering & COM Plan to the IE80
«  21% or respondents had a worse impression of the 1E50 a5 a result of the CDM plan development and submission process

Much/ A little belter
# Much/ A little befter s No change = Much/ A little worse Nov 2015 May 2015

LDC Support (i.e. webinars, ticketing

system, E Blasts, events) 48% -
Suppeort provided to LDC Working |
Groups and CFIC a8% A%
LDC CDM Plan Development & 43% 6%
Submission Process
Enabling LDC-to-LDC peer 338 §

collaboration

45, Have the following made your overal impression of the Conservation division. 7 (NOTE: Guestion prior to Now, 2018 “Have the sfforts of the
IESO's Conservation & Corporste Relations Division to support and snabie the following made your overall impressioen of them. .77}
Bose: May 2018 {(n=28" ) Nov 2018 {(n=21) Nov 2018 (n=38" ) "small sample size, Yvery small base sire,

NAVIGANT

Sourcer LT Safisfaction Swvey, November 2016
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%

More than eight in ten Retrofit program participants found each phase of the process (o be reasonable given the size and
complexity of the given project

Top 2

# Very reasonable # Reasonable # Notvery reasonable # Not at all reasonable
Q3 2016 Q4 2015 Q4 2014
The time and effort it took to complete
the post-project documentation/post-
project submission form

88% 90% 856%

The length of time from completing the
application/pre-project submission form
to receiving approval

83% 88% 87%

The amount of time and effort it took to
complete the application/pre-project
submission form

82% 88% 88%

The length of time from submitting the
post-completion documentation/post-
project submission form to receiving the
incentive

81% 80% 76%

07, And based on the complexity and size of the project and the amount of incentive, how reasonable was..
Base: &l Respondents: Q4 2014 (n=229}); 04 2015 {n=250); 43 2016 {(n=195};

NAVIGANT

Source: Sowrce: IEZ0 end IPS0S, Relfrofit Business Customer Survey Q3 2016 (20173,
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Are the structiures, internal processes, and accountabilities in place clear, effective, and eficient?

Oibservations:

L

Accountability appears {o be clear between the IEBD, Conservation First Implementation Committes, Working Groups,
and LOCs as indicated within the Energy Conservation Agreement and LDC Tookit and Guidalines

The process (0 make program changes appears (o be time consuming with multiple handoffs betwsen stakeholders

Working groups appear to be meeting the priorities they set, however, there i3 a lack of understanding about working
group activities among the broader LDO community

Maxt Bteps:

L

Frafiiminary research begins o dentify the baseline parformance of existing processes and assessment with an objactive
view of public documents — efforts will be made o expand upon this analysis with experiences in market research

Data to support whether or not & process is efficient and effective would be helpful, market research will altempl o uncover
additional evidence

Market research could confirm the process assessment (high impact and high frequency) and indicate which processeas
could move forward 1o a more robust process assessment which could include:

+ Mapping the "as 18" processes with siakeholders o undarstand frictions

= Interviews with siakeholders that use these mapped processes 1o identify Weasl siale and opportunities for
improvemsnt

= Mapping of the "o be” processes

« ldentification of gaps between the "gs-i8" and "lo-be” processes

NAVIGANT
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What can be done o improve thess structures?

Observations:

= Further, there s opportunity 1o more formally Enk recommendations made through the bvaluation, Measuremeant, ang
Varification process to Working Group priorities

»  LDCs reporied dissatisfaction with CDM Plan review processes
MNext Steps:
» There is an opportunity 10 make the [ESO review process less ime consuming

« IESO is considering invasting resources 1o investigate the program design phase {(provinee wide programs),
specifically the areas that relate (o program changas or the development of new programs

« ESO s conducting an audit to provide risk and control analysis on the COM plan review and the program and pilot
FEVIEW IDCess

= There is an opporunity for Working groups (o prioritize thelr efforts on tasks/projects with the highest impact

» SO s considering making changes to ensure that the next Working Group annual plans will more closaly follow
EMEV recommendations

«  Thars s an opportunity 1o streamiing the program changs process,

»  The process 1o make program changes invelves mutliple parlies, reviews and handoffs which makes # cumbersome
and time consuming

NAVIGANT
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Are there additions! tools and/or changes that can betler support framework objectives?

Observations:

«  There ars opportunities apparent with multiple Conservation First Framework {ools including the ability to integrate tools
(COM Plan and Business Case Template with Cost Effactiveness tool) and update data (Achisvable potential caloulatorn)

«  Thers are many tools that support the Conservation First Framework
MNext Steps:
«  Confirming the assessment of current tools as “used and useful” will help identify where changes to tools could ccour

= aps that have been identified with multiple tools will be discussed in market research, and potential solutions will be
sought

NAVIGANT
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Are the views of interested stzkeholders adequately being reflected in decision-making?

Observations:

«  Theviews of LDCs, gas uliliies, IESO, Ministry of Enargy, Electric Distributor Association and the Ontario Energy
Azsociation are capturad through the involvement of these parties in the Working Group and CFIC

Maxt Steps:

= Market research will help identify wheather the views of other stakehoiders are being captured and reflected

Do existing processes and Working Groups adequately facilitate the inclusion and consideration of the views of
interested stakeholders?

Observations:
» MNone

Mext Steps:

= Market research will help identify whether the Working Groups adequately include and consider the neeads of stakeholders
What are some key considerations thinking beyond 20207

{bservations:

«  Current percentags of non-incentive as a percentags of total program delivery costs (incentives + program costs) is higher
than other jurisdictions

Mext Steps:

= Market research and 2018 EBvaluation, Measurement & Verification reports will halp identify what is working well and
where there are opporiunities

NAVIGANT
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Hased on the preliminary assessment of the current state of collaboration, the following areas will be considered in
the market research phase:

»  Assessment of the tvols that support the Conservation First Framework and dentify where opportunities are for
improvemert in addition o what is working well

«  Confirmation of the assessment of the processes that support the Conservation First Framework and identify whers
opportunities are for improvement in addition to what & working well

«  Review process evaluation resulls and 2016 realization rates from evaluation reports when available

«  Additional insights from customers to assess the processes that support the Conservation First Framework and Industrial
Accelerator programs

«  Perceptions and experience with the governancs structures that support the Conservation First Framework {0 assess their
effectivenass.

- This is currently being explored by an IES0 internal audit process, the resulls of which will inform the final version of this
topic report,

«  Perceptions and customer Teadback on the account management mode! for Industrial Aceslerator Program

«  Explore how and where the Conservation First Framework and Industrial Accalerator Program can batter leverage third
parties

NAVIGANT
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COM Plan

NAVIGANT

IESO-N-0026925



NL VIGANT

IESO-N-0026925



