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WORK PLAN 
 
 
PROGRAM DESCRIPTION  

 
The Home Energy Improvement Program (HEIP) is a comprehensive, direct-install, whole-
house retrofit program that offers residential customers a full suite of products and services to 
improve the energy and water efficiency in the home by upgrading/retrofitting the home’s core 
systems. The program was developed to serve the Los Angeles Department of Water and 
Power’s (LADWP) low-income, moderate-income, and fixed-income single-family and multi-
family residential customers, although no income restrictions are in place. The program will be 
actively marketed only to this targeted group of customers.  
 
Low, moderate and fixed-income residential customers often do not have the resources to 
undertake water and energy efficiency upgrades on their own, even though they stand to benefit 
greatly.  HEIP will help ensure that these customers receive the needed efficiency measures 
and that these measures are correctly installed to provide the maximum benefit.  

 
Outreach and advertising will target low- to moderate-income households within the LADWP 
service territory. This model, utilizing council district and census data, will enable LADWP to 
target customers that are truly in need, and help these customers better control their energy and 
water consumption while simultaneously taking demand off the LADWP grid and reducing 
greenhouse gas (GHG) emissions. 
 
This program offers comprehensive solutions to LADWP’s residential customers to improve the 
efficiency of their homes, by providing free home energy and water assessments, diagnostics, 
and limited energy and water efficiency upgrades. Eligible measures are installed free of charge 
by trained and qualified personnel. This program also provides general conservation education 
literature at the conclusion of the assessment and a list of recommended measures that are not 
eligible under this program. 

 
A whole-house energy and water retrofit approach that focuses on improving and/or upgrading 
core systems can significantly improve a home’s energy and water performance. These  
improvements and upgrades may provide significant energy and water savings, depending on 
the measures to be installed and the baseline efficiency of each home. The home assessments 
will be performed by LADWP’s Integrated Support Services (ISS) staff as a free service. The 
assessment identifies energy and water saving opportunities in the following home systems: 

 
 The Building Envelope 

o Blower door diagnostic testing to assess shell integrity 
o Air sealing 
o Insulation 
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o Door repair/replacement 
o Window repair/replacement (spectrally selective film where appropriate) 

 
 Heating/Ventilation/Air Conditioning (HVAC) System 

o Higher seasonal energy efficiency ratio (SEER) 
o Wall A/C unit replacement  (where practical) 
o Duct leakage diagnostics performed 
o Duct system repairs (if applicable) 
o Combustion Appliance Safety diagnostic testing 
o Repair or properly vent combustion systems 

 

 Plumbing Systems (Water) 
o Low flow toilets 
o Low flow showerheads 
o Flow restricting faucet aerators 
o Hot water pipe wrapping 
o Recommend high efficiency water heater  

 

 Lighting Systems 
o Install energy efficient lamps indoors and outdoors (CFLs, LEDs) 

 

 Appliance Systems 
o Replace older, inefficient appliances with Energy Star rated models under the Low 

Income Refrigerator Exchange Program (LIREP) 
 
 

PROGRAM TASKS 
 
This program is designed to serve a wide residential market base in the LADWP service 
territory. The development and design of this program is intended to take the best practices 
from the California Statewide Whole House Program (Energy Upgrade California). 

HEIP is designed to take key energy and water design measures and practices and implement 
them on an individualized basis to best serve each program participant. Depending on demand, 
customer participation is provided on a first come first serve basis, with priority consideration 
extended to the customers with the greatest need.  
 
Program tasks are not performed sequentially, but on a continual basis as applications are 
received. Participation depends on the number of applications received. However, the program 
is designed to provide home assessments, installation, and repairs for 200 homes per month.  
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Task 1:  Administration and Reporting: 
 
This task will be performed by LADWP administrative staff. Subtasks include: 

 Preparing program progress reports for management 
 Grant administration tasks, including preparing packages for reimbursement and 

preparing progress reports 
 Ordering and processing payment for material and equipment 
 Administering contractor agreements and processing contractor invoices 

 
Task 2: Outreach  
 
Program outreach is directed by program staff in collaboration with LADWP’s Public Affairs 
Section. Target customers are provided with information on the HEIP program through several 
mechanisms: 
  
 Direct Mail – Mail batches of approximately 8,000 customers each are created according to 

Council District (CD) and zip code, and delivered to the vendor for mailing. Each customer 
receives a program information packet which includes a letter or flyer and a program 
application. 

 Flyers – Program flyers are distributed via direct mail, utilized for community event support, 
distributed to CDs for each constituent centers, and any other appropriate outreach channel 
likely to build Program awareness. 

 Website – Program information, including an online application, is available on the LADWP 
website. 

 Social Network – Social networking mediums are being considered as a potential Program 
promotion channel. 

 Hotline - A toll-free program hotline has been established to provide customers with 
additional and more immediate methods of contacting HEIP personnel.  

 
Task 3: Customer Intake/Application Processing 
 
Applications are processed by program staff. Subtasks are described in more detail below: 
 Applications are reviewed for completeness by the HEIP intake team and entered into the 

Program database for tracking.  
 Customer files are created and include the signed application. 
 Customer files are forwarded to the ISS field team for scheduling of assessment and 

measure installation. 
 The HEIP intake team provides telephone support throughout the duration of the program 

period. Intake staff initiates phone calls to customers for the purpose of obtaining missing 
application information or responding to a customer inquiry, and they handle incoming 
Program calls and forward to the appropriate HEIP personnel. 
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Task 4: Assessment, Upgrade and Repair  
 
Field assessments along with subsequent upgrades and repairs are performed by LADWP ISS 
field assessors and teams. Subtasks are described in more detail below: 
 
 ISS field teams contact customers to schedule home assessments. 
 Field assessor conducts a detailed audit to determine what measures can be implemented. 
 Diagnostic testing is performed (e.g., Blower Door, Duct Leakage, Combustion Appliance 

Safety). 
 Scope of Work (for each individual home) is defined and documented. 
 Installation and repair work is scheduled and performed. 
 Energy and water savings are determined based upon direct installation data recorded in 

the Program Energy Savings Tracking Database. 
 Customer HEIP file is closed out. 

 
Local permits may be required depending on the specific scope of work developed for a 
program participant. For example, the replacement of more than three toilets requires a local 
plumbing permit from the Los Angeles Department of Building and Safety (LADBS). If needed, 
permits are facilitated through an existing agreement with LADBS. 
 
In accordance with the California Environmental Quality Act (CEQA), it has been determined 
activities included in the HEIP program are exempt pursuant to the General Exemption 
described in CEQA Section 15061(b)(3).  General Exemptions apply in situations where it can 
be seen with certainty that there is no possibility that the activity in question may have a 
significant effect on the environment. 
 
Task 5: Proposal Monitoring Plan 
 
Program monitoring will be performed on an on-going basis. The LADWP ISS field teams 
performing the installation and repair work at each home document completed tasks in a 
database. The data are compiled and provided in monthly reports to management. These 
monthly reports will provide the basis of progress reports and a final program deliverable upon 
program completion. 
 
At a minimum, progress reports will include the following information: 
 

 Number of homes assessed, upgraded, and repaired 
 Labor hours expended 
 Material costs for devices and upgrades 
 Resulting energy savings 
 Resulting water savings 

 
Water and energy savings are calculated based on the number of devices and upgrades 
completed and documented by LADWP’s ISS crews. 


