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To say 2020 was unlike any other year would be an 
understatement. With no ability to predict how each month 
would unfold, the threat of the pandemic caused heightened 
stress, uncertainty and hardship for many, including our 
beneficiaries. 

What our beneficiaries experienced was felt at the 
AffordAbility Fund. Through this time, we were able to 
adapt, pivot and stay true to our mandate - to make energy 
more affordable for Ontarians - understanding that more 
than ever, it was critical to reach people who needed our 
support. The demand for support was seen during the 
spring of 2020. With significant changes to beneficiary 
households due to work-from-home, job losses and 
increased concern around finances, there was a rapid 
acceleration of applications made, leading to an earlier than 
anticipated closing of our intake process. By the end of July, 
the AffordAbility Fund was fully subscribed. 

Fulfilling our obligations to our beneficiaries proved to be and 
continues to be challenging. COVID-19 brought challenges 
to the supply chain, changes to policies and procedures of 
in-home inspections as well as beneficiary comfort level with 
the in-person process. We will continue to meet these issues 
head-on throughout 2021.

In the midst of the pandemic, the AffordAbility Fund 
undertook a pilot with the United Way and local distribution 
companies, reaching out to potential beneficiaries through 
targeted local marketing campaigns. This grassroots 
approach of community activation saw an increased number 
of beneficiaries in Levels 2/3. As compared to traditional 
marketing initiatives, demonstrating that partnering at 
a local level makes a difference to reach those most in 
need. The flexibility of the AffordAbility Fund allowed us to 
undertake, pilot, and assess different ways to target our 
beneficiaries.

With the end of the intake process, we think about those 
Ontarians who we are not able to support. We hope that 
the flexibility, nimbleness and efficiency of the AffordAbility 

Fund will be accounted for in future energy affordability 
programs. We believe that part of the program’s success to 
date is its ability to provide support to those who need it. We 
have learned this support is needed, not just by low-income 
families, but also households on fixed incomes, Ontarians 
who are precariously employed, extended families who live 
under one roof, or families who live in older homes. These 
are just some of the profiles of beneficiaries that we’ve 
seen, who have been underserved by past programs. 

We hope that our work at the AffordAbility Fund will 
influence future energy affordability programs and that our 
many learnings will be applied. This program has served 
84,297 Ontarians in need to date, and we believe our 
impact will be seen not just now, but in the years to come.

Thank you to our Board of Trustees for your continued 
commitment, hard work and resolve. Together, we also 
thank the Ministry of Energy and the Government of Ontario 
for the opportunity to shape future-state energy programs at 
a time where it is most needed. 

Michael Allen

MESSAGE FROM THE CHAIR

This program has served 
84,297 Ontarians in need 
to date, and we believe our 
impact will be seen not just 
now, but in the years to 
come.
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The AffordAbility Fund Trust is the designated authority for 
administering and delivering the AffordAbility Fund program. 
The Government of Ontario established the $100 million 
AffordAbility Fund Trust in 2017 and it is overseen by an 
independent and diverse Board of Trustees. 

The mandate of the AffordAbility Fund is to make energy more 
affordable for the Fund’s beneficiaries – Ontarians who do not 
qualify for low income programs but who want to conserve 
energy to reduce their electricity bills now and in the future. 

In 2020, 59 local electricity distribution companies across the 
province promoted and delivered the program on behalf of  
the Trust.

In addition to providing support to beneficiaries of the Trust, 
the Board of Trustees’ ambition is to establish a legacy for the 
AffordAbility Fund: creating an affordable energy future for the 
health and well-being of Ontarians by building new thinking, 
approaches, and partnerships in energy conservation and 
innovation.

ABOUT THE AFFORDABILITY FUND

In 2020, 59 local 
electricity distribution 
companies across the 
Province of Ontario 
promoted and delivered 
the program on behalf 
of the Trust.
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A cornerstone of the AffordAbility Fund’s approach was the quick and easy enrollment process which allowed applicants to qualify 
for the AffordAbility Fund or to be directed to other energy assistance programs. Effective July 31, 2020, the AffordAbility Fund 
stopped taking applications and focused on the fulfillment of energy savings measures for the remainder of the year. 

The AffordAbility Fund Application Process:

THE PROCESS

STEP 1

STEP 4

Application for support

Home Energy Plan

Designed to be fast and simple, applicants 
submit their information through an online form 
or by calling the toll-free number. To be eligible, 
applicants must first need to own, rent or lease 
a residence in Ontario and be the primary or 
secondary electricity utility account holder at the 
individually metered residence.

STEP 3
Assessment

Based on the calculation of the Electricity 
Affordability Burden, households are assessed 
at a Level 1, 2, or 3 engagement level, with 
each level providing a different level of support. 
Level 1 beneficiaries receive a home energy kit 
designed by their local distribution company. 
Level 2 or 3 beneficiaries receive an in-home 
assessment and recommendations for eligible 
equipment some of which they may be able to 
obtain for free within their engagement level’s 
spending cap.

STEP 2
Application Screening

An AffordAbility Fund call centre agent has an 
in-depth “Trusted Conversation” regarding the 
burden of electricity costs on the applicant’s 
household. This calculation is used to determine 
where a household fits within thresholds 
determined by the AffordAbility Fund about the 
level of support they will receive.

Electricity Affordability Burden (EAB) =
(Electricity Bills + Installment Payments + 

Fees) / Household After Tax Income

Each beneficiary receives a free Home Energy 
Plan. This may be a written plan delivered with 
a home energy saving kit, or produced as a 
result of an in-home visit. This plan helps each 
household identify how the energy savings 
measures they received, along with behavioural 
changes, may result in potential reductions in 
their electricity bill. 
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The flexibility of the AffordAbility Fund allows local distribution companies to submit requests to add new energy saving equipment 
to the measures available to beneficiaries in their service territory. Since inception, at the request of local distribution companies, 
energy saving measures such as weatherproofing and insulation were included as part of available equipment.

Measures

ENGAGEMENT ELIGIBLE EQUIPMENT SPENDING CAP

LEVEL 
ONE

Aerators
Air vent diffuser

Block heater timer 
Coil cleaning brush

DWH pipe insulation
Efficient shower heads 
Freezer thermometer
Furnace filter whistle

LEDs
LED night light 

Refrigerator  
thermometer

Retractable clothes line
Room temperature/ 

humidity sensor
Rope caulk

Smart power bar
Switch and outlet  

sealing gaskets
Three-prong indoor/ 
outdoor plug timer
Weather stripping

Window heat shrink film

UP TO 
$500

LEVEL 
TWO

Refrigerator 
Freezer 

Dishwasher
Kitchen stove

Window air conditioners
Dehumidifier

Programmable thermostat
Mechanical attic fan

Clothes washer
Clothes dryer

Weatherproofing  
and insulation

UP TO 
$5,500

LEVEL 
THREE

Heat pumps 
Comprehensive draft  

proofing 
Attic insulation 

Wall insulation 
Basement insulation

UP TO 
$15,000



AFT Funds Used  
(Measures Only)
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The AffordAbility Fund 
BY THE NUMBERS
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Pandemic Response
In order to serve beneficiaries in every corner of the province, 
Local Distribution Companies work with partner organizations 
to ensure the right energy saving measures reach the right 
beneficiaries. From sending out Level 1 energy saving kits 
and conducting in-home audits to appliance delivery and 
installation, the AffordAbility Fund relies on partners to fulfill 
obligations to eligible beneficiaries.

In March 2020 the Government of Ontario ordered a lockdown 
of all non-essential businesses and issued a stay-at-home 
order for all residents due to COVID-19. This effectively 
ceased all operations of all the AffordAbility Fund’s fulfillment 
partners. As more information about COVID-19 became 
available, including safety and personal protective equipment 
(PPE) guidelines, the fulfillment partners of the AffordAbility 
Fund worked on ways to safely adapt operations in order to 
continue to serve beneficiaries. 

Amanda Lovell, The Home Inspectors Group
“ Due to COVID-19, we pivoted our operations to virtual audits. 
We held evaluations via video call when it was possible, or 
had people send in pictures of areas of their home through 
a secure link. We were able to have one-on-one discussions 
with customers and we were able to successfully complete 
audits that had results similar to in-home audits. While some 
customers weren’t able to do virtual audits due to technology 
or access, we waited on directions from the government and 
local public health. We pre-screened customers before we 
booked their appointment and screened again the day of the 
appointment. Our advisors were in full PPE.”

Sarah Steenhoek, GreenBrain 
“ We followed the lead of each of the utilities that we partner 
with to determine next steps as well as the information 
provided to us by our local public health units. Like many 
other companies, we pivoted to working from home and 
conducting as much of our business as we could, virtually. We 
created electronic participant agreements and had customers 
complete forms ahead of time, so we didn’t have to transfer 
documents. There are some aspects of our business, like 
putting together the Level 1 kits, that have to be done in our 
office - especially with AffordAbility Fund enrollment numbers 
so high. When we were permitted, and with the right safety 
precautions in place, we had some staff go back to the office 
to start fulfillment of the Level 1 kits. We provided customers 
the option of virtual in-home assessments, however, the 
majority of our customers who qualified were older individuals 
and did spend quite a bit of time providing assistance with 
technology.”

Through the remainder of 2020, all of the AffordAbility Fund’s 
partners expressed similar challenges that were beyond their 
control. The backlog in supply chain resulted in shortages of 
appliances and materials, delaying the installation of the Level 
2 and Level 3 energy saving measures. Through continued 
communication, the AffordAbility Fund’s fulfillment partners 
continue to operate and pivot through the extraordinary 
circumstances due to the COVID-19 pandemic.

THE AFFORDABILITY FUND  
YEAR IN REVIEW 
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Enbridge Pilot
In partnership with Enbridge Gas, Peterborough Distribution 
Inc., and Summerhill, the AffordAbility Fund launched a pilot 
to identify best practices and understand the opportunity 
for future energy saving program collaborations between 
gas and electric utilities. The pilot provided both gas and 
electricity-saving upgrades during the same engagement 
to eligible Enbridge Gas customers. Using the AffordAbility 
Fund’s existing electricity burden calculation, potential eligible 

customers were identified and verified with Enbridge Gas. 
Summerhill coordinated the in-home and virtual inspections 
and the delivery and installation of measures. The pilot and 
associated funding from Enbridge Gas allowed for double 
the number of Peterborough Distribution AffordAbility Fund 
program beneficiaries to receive insulation upgrades to their 
attics, exterior walls as well as weather stripping and air 
sealing.
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United Way Pilot 
To further target Level 2 and Level 3 beneficiaries, the 
AffordAbility Fund partnered with the three local United Way 
organizations on a pilot to market to, and assist individuals 
who require additional support throughout the application, 
assessment and fulfillment processes. As part of this 
assistance, the outreach coordinators would determine if there 

were other support programs available to the individual. This 
collaboration underscores the AffordAbility Fund’s focus on 
local relationships and local organizations as a way to assist 
those individuals who can most benefit from energy saving 
measures. Three different local United Way organizations 
were selected: Bruce Grey, Centraide and Ottawa.  

CASE STUDY 

United Way Ottawa
Tahani lives with her husband and son in Ottawa. She first 
heard about the AffordAbility Fund pilot program through 
a WhatsApp group, when a member posted a video 
about the program and urged anyone who was interested 
to reach out to Lobna Aggour, one of the outreach 
coordinators based out of Ottawa’s Good Companions 
Seniors’ Centre. 

Tahani’s electricity bills averaged around $150 per month 
and she constantly faced problems with being able to adjust 
the heat and air conditioning in her home. A few days later 
after her initial outreach, Lobna let Tahani know that she 
was eligible for free energy saving upgrades. After advisor 
assessed Tahani’s home, a new Alexa Ecobee Smart 
Thermostat was installed and she was given a Level 1 kit.

In addition to representing Tahani through 
the application and fulfillment process, 
Lobna connected Tahani’s son with 
small business loans resources and 
provided the family with information about 
Consumer Protection Ontario to deal with 
a past issue. After her experience with 
the AffordAbility Fund, she’s taken on the 
role as an informal outreach coordinator 
by sharing the resources she accessed 
through Facebook and WhatsApp.

“There are people who come to Canada and can live here 
for a while and don’t know about what’s available,” she 
says. “When I see something that helps me, I would like to 
spread it out for everyone who’s looking to do something 
and start a new life here in Canada. This information she 
[Lobna] passed to me really helped me.” 

“ There are people 
who come to 
Canada and can live 
here for a while and 
don’t know about 
what’s available.”
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CASE STUDY 

Nepean, Rideau, Osgoode 
Community Resource Centre
Bernice is 60 and lives in the outskirts of Ottawa in Dunrobin. 
She heard about the AFT pilot from Hydro Ottawa when she 
called about her bill. 

“My washer and dryer were just apartment sized units and 
on their last legs. I was driving to Carp or Almonte to do my 
laundry at the laundromat,” she says. 

The outreach coordinator in her area, 
Heather Brown, based out of the Nepean 
Rideau Osgoode Community Resource 
Centre, arranged for an assessment. In 
August 2020, a home energy advisor 
installed basic home upgrades and 
determined Bernice was eligible for a new 
washer, dryer, and freezer, all three of 
which were installed this past January. 

“Honestly, it’s been life changing for me. It’s unbelievable. It 
didn’t just save on my hydro bills, but it also saved on my gas 
and my time,” she says. 

“ Honestly, it’s 
been life changing 
for me. It’s 
unbelievable.”
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In November 2020, the AffordAbility Fund conducted an assessment with all participating local distribution companies and 
fulfillment partners. The survey was conducted online with 15 questions. Twenty-six local distribution companies along with eight 
partner organizations participated in the survey. There was a strong response rate of 28 per cent.

The main findings of the research:

ELECTRICITY DISTRIBUTOR AND 
PARTNER FEEDBACK

COMMUNICATION

PROCESS OUTCOMES

all of the respondents had a favourable 
experience working with the AffordAbility 
Fund administration. Top reasons cited were: 
prompt/responsive, easy to work with and 
work for the customer’s best interest.

stated that the AFT administration did a 
good job of ensuring that they were aware 
of the processes, 81% said the service 
was consistent between the various 
administrators.

believe that the AFT had a positive 
impact on the household well-being of 
beneficiaries. While 60% believed that the 
AFT successfully lowered the electricity 
burden of beneficiaries. 

agreed that the AFT administration 
listened and responded to concerns with 
93% stating that their last interaction was 
positive.

88%

93% 77%

95%
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From July 15-18, 2020, the AffordAbility Fund conducted a transactional survey to assess the Trusted Conversation and set 
benchmarks for future program evaluation. The respondents were beneficiaries from all levels who participated in the AffordAbility 
Fund from March 1-July 14, 2020.

CUSTOMER FEEDBACK

of respondents were satisfied with 
the initial call they had with an 
AffordAbility Fund representative. 
Of the 89% who were satisfied, 
63% were very satisfied with their 
experience.

believe that the cost of their 
electricity bill has a major impact 
on their household finances and 
requires that they do without 
some other important necessities.

of participants first learned 
of the AffordAbility Fund 
while proactively seeking out 
information on bill reduction.

of beneficiaries believe that 
nothing can be improved with the 
AffordAbility Fund’s processes, 
but suggestions include fast 
call back and providing more 
information about the process.

of respondents felt that the 
program representative made 
them feel comfortable when 
sharing personal information 
during the Trusted Conversation.

89%

61%

28%

60%

92%

of beneficiaries were satisfied with 
the communication they received 
from their Local Distribution 
Company.

84%

Survey respondents reported that program representatives conducting the Trusted Conversation are 

professional, courteous and easy to understand. 
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The increased demand in the first half of 2020 led to the 
AffordAbility Fund closing intake of new applications in July 
2020. The AffordAbility Fund’s LDC and fulfilment partners 
were notified, and the website updated noting the closure 
of intake. The remainder of 2020 focused on processing 
applications, determining eligibility and fulfilment. 

Lessons Learned:
•  Early work by BEworks, a consulting firm specializing in 

data-driven marketing, noted that the AffordAbility Fund’s 
communications and marketing approaches were sound. 
Targeting through postal code demographic attributes, as 
well as outreach to community organizations also extended 
the reach of marketing communications.  

•  Applications for the United Way pilot demonstrated the 
need for hyper-care support for some of the AffordAbility 
Fund’s most vulnerable beneficiaries. It does appear, 
however, that the majority of those beneficiaries who need 
incremental services would be more likely to qualify for the 
Home Assistance Program, a low-income program through 
the Independent Electricity System Operator instead of the 
AffordAbility Fund. 

•  Regular communications with the LDCs and their vendors 
across multiple channels is required when addressing a 
significant and time-bound change in program direction. 
Although many LDCs dial-in to the monthly webinar, it was 
clear that others were more closely in tune with e-mails sent 
by the Administrator.

LESSONS LEARNED 

“ This is a BIG THANK 
YOU from one 
happy senior…for 
your very amazing 
generous assistance 
with insulation, 
new appliances and 
helpful hardware. 
I found the entire 
experience to be very 
smooth and efficient 
and I am extremely 
appreciative.”



Thank you.


