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Letter from the Chairman of the Board, and the President and Chief Executive Officer

In 2009 Toronto Hydro Corporation (“the Corporation”) had a strong balance sheet, an effective workforce

renewal strategy, and, for the fifth year in a row, recognition from the Top 100 Employers organization for being

one of the Top 100 Employers in Canada.

In each of the traditional areas of corporate responsibility
reporting — economic, environmental and social — the Corporation
achieved good results. Thanks to the largest infrastructure
renewal undertaking in our history, the frequency of power
outages, as well as their duration, has decreased and we will
continue to make prudent investments to help ensure this

trend continues.

The electricity system that we are building today should help to
support Toronto’s economic development for years to come.
And the employees who are working to bring our vision of a
modernized grid to life are part of a long tradition of skilled
tradespeople sharing a commitment to public safety. We would
like to thank all of the Corporation’s employees for their

commitment and hard work last year; we look forward to their
contributions to our company in the years to come.

We are also very pleased to note that the Corporation moved a
step closer to being carbon neutral last year, while at the same
time supporting the City of Toronto and the Province of Ontario
in their sustainability efforts. The conservation and demand
management programs that we started to implement in 2005
have been very successful, and we are leading all Ontario
agencies in bringing these programs to consumers, delivering
total energy savings of approximately 658,000 megawatt-hours,
or the annual equivalent energy consumed by 73,000 homes,
in just five short years.
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About This Report and Our Approach to Corporate Responsibility (continued)

All of these activities have significant benefits for City
residents and for the local economy. As a result, with this
Report, the Economic Performance section goes beyond
merely reporting on operating expenses and annual revenues,
zeroing in more specifically on the broader impacts of the
Corporation’s financial performance.

e Also new for 2009 is the Corporation’s decision to present
its Corporate Responsibility Report in online format only, with
a downloadable PDF for readers wishing to view the complete
report in print. This decision aligns the Corporation with
industry best practices in Corporate Social Responsibility
reporting.

As in previous years, selected indicators presented in this Report
were reviewed by PricewaterhouseCoopers LLP. Six quantitative
performance indicators, identified by an internal cross-functional
team of subject matter experts, were assured; the two remaining
indicators were audited by Ernst & Young LLP.

This Report does not use Global Reporting Initiative (“GRI”)
indicators as a framework, rather it uses a hybrid model that
incorporates the GRI framework and benchmarking process, as
well as the issues/opportunities structure. Assured indicators
were selected based on their materiality and also on their
relevance, given the Corporation’s scope of activities.

bé Toronto Hydro provides a steady
revenue stream to its sole
shareholder, the City of Toronto;
and, by virtue of an ambitious

long-term capital plan to upgrade
its aging electricity distribution
system, it is laying a

new foundation for economic
growth in the City of Toronto. yy
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Stakeholder Engagement

The Corporation is directly engaged, on a daily basis, with several key stakeholders, including
those in the following broad categories:

GOVERNMENT

SHAREHOLDER

INDUSTRY ASSOCIATIONS /PARTNERS

0O

toronto hydro

corporation COMMERGIAL. INDUSTRIAL
FINANCIAL COMMUNITY
SUPPLIERS
REGULATORS

EMPLOYEES

Engagement with these stakeholders can take many forms, and the Corporation engages with them
on a broad range of issues. The accompanying chart illustrates the nature of these relationships
and identifies some of the key issues that representatives of the Corporation helped to address last
year. Throughout the Report, ‘impact statements’ from select stakeholders have been included as a
way of helping readers to gauge the significance of the Corporation’s engagement process.
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Stakeholder Engagement (continued)

Key Stakeholders

Canadian Electricity Association
Canadian Wind Energy Association
Canadian Solar Industries Association

City of Toronto’s Council and Mayor’s Office (Shareholder)
City of Toronto’s Office of Emergency Management

City of Toronto’s Office of Energy Efficiency
City of Toronto’s Planning Department

City of Toronto’s Public Health Department
City of Toronto’s Environment Office

City of Toronto’s Urban Forestry Department
Coalition of Large Distributors

Conference Board of Canada

— National Council on Emergency Management
— National Pandemic Working Group

Electric Mobility Canada

Electrical & Utilities Safety Authority
Electricity Distributors Association
Environment Canada

Hydro One

Independent Electricity System Operator
Issues Media Group

Ministry of Energy and Infrastructure
Ministry of Environment

Ministry of Labour

Ministry of Natural Resources

Office of the Premier of Ontario

Ontario Energy Association

Ontario Energy Board

Ontario Energy Network

Ontario Power Authority

Ontario Restaurant Hotel & Motel Association
Ontario Securities Commission

Ontario Sustainable Energy Association
Retail Council of Canada

Social Housing Services Corporation
Toronto Atmospheric Fund

Toronto City Summit Alliance

Toronto Community Housing Corporation
Toronto Environmental Alliance

Toronto Renewable Energy Co-operative
United Way of Greater Toronto

— Winter Warmth Fund

Workplace Safety and Insurance Board

Community Partners

Altruvest Performance Improvement for Charities
Canadian Centre for Ethics and Corporate Policy

City of Toronto Tree Advocacy Program

Clean Air Partnership

Duke of Edinburgh’s Award

Earth Day Canada

Eva’s Phoenix Print Shop

Fatal Light Awareness Program (“FLAP”)

First Robotics Fair

Local Enhancement and Appreciation of Forests (“LEAF”)
The Learning Partnership

Ontario Forestry Association

Pollution Probe

Toronto Association of Business Improvement Areas (“TABIA”)
Toronto Board of Trade

Toronto Parks and Trees Foundation

Toronto Sci-Tech Fair

White Ribbon Campaign

WindShare

World Wildlife Fund
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Corporate Responsibility Goals

As noted, the Corporation’s sustainability strategy is built on four pillars:

Modernization
of the Utility

Under each pillar, there is a series of key performance indicators
that allow the Corporation to measure its progress relative to
specific goals. Some, but not all, of these indicators were
selected for assurance by an external reviewer for this Report.

As a regulated entity, Toronto Hydro is required by the Ontario
Energy Board to meet certain targets in terms of the time taken
to answer customer calls (“Call Centre Service Index”). In 2009,
the Corporation began an initiative to explore ways in which to
broaden its customer service focus, and in 2010, it is expected
that a new key performance indicator related to “Customer
Satisfaction” will be developed for internal use.

Consistent
Financial
Performance

Employee
Health and
Safety

Every year, all Toronto Hydro employees participate in an
information session where the Corporation’s strategic plan for
the following year is presented. Corporate responsibility is on the
agenda at this meeting. The intent is to develop corporate
responsibility into a ‘mindset’, so that it becomes more
completely enshrined in our business strategies.
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Corporate Responsibility Management

The corporate responsibility function is managed jointly by the
Corporation’s Communications and Public Affairs team and the
Enterprise Project Management/Strategic Management Office,
in keeping with the Board of Directors’ desire that corporate
responsibility be operationalized as a strategic imperative. The
annual Corporate Responsibility Report is reviewed by the
Corporation’s Board of Directors prior to release.

The link between the Communications and Public Affairs team
and the Enterprise Project Management Office is new.
Responsibility for collecting data, reviewing it and overseeing
its assurance is the responsibility of the Enterprise Project
Management Office; responsibility for developing content,
producing the Report and communicating the year’s highlights
to the broader stakeholder community falls to the
Communications and Public Affairs team.

Targets for the Corporation’s strategic business objectives are
set annually. Targets for the assured performance indicators,
each of which falls under the umbrella of one of these business
objectives, are established at the end of the external assurance
process for the year prior, based on input from the assurance
process as well as from the Corporation’s executive team.

In 2008, the Corporation set fixed targets for GHG emissions
reduction and it continues to make progress towards reaching
these goals. In 2009, it also continued mapping out the criteria
for performance improvement in the area of customer
satisfaction (“voice of the customer”).

A number of key performance indicators included in this Report
are scrutinized as part of the Corporation’s obligations to various
regulators (for example, the Ontario Energy Board) and/or in the
context of reports submitted to government agencies (for
example, the Ontario Power Authority).

The Corporation welcomes input from the public about this
Report, and to that end, maintains an electronic mailbox at
sustainability@torontohydro.com. Inquiries can also be
directed to:

Blair Peberdy

Vice-President

Marketing, Communications and Public Affairs
Toronto Hydro-Electric System Limited

14 Carlton Street

Toronto, ON

M5B 1K5

416-542-2515

bpeberdy@torontohydro.com
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PERFORMANCE INDICATORS

Consolidated annual revenues, as reported
A ited h’\ﬁhr\];ﬂqted in the Corporation’s Audited Consolidated
O T o Statement of Income

oration had revenues of $2.46 billion and operating Revenues

)T 211 million. For th

Statement of Income and the Corp 2009 Annual Report,
visit the 2009 online Annual Report

NET REVENUES (in millions of dollars)

Operating Expenses

Consolidated annual operating costs, as
reported in the Corporation’s Audited
Consolidated Statement of Income

OPERATING EXPENSES (in millions of dollars)

2009 211



http://www.torontohydro.com/sites/corporate/investorrelations/financialreports/pages/financialreports.aspx

2009 Corporate Responsibility Report

There are many ways to define ‘social responsibility’. For some people, it
means offering financial support to those less fortunate; for others, it means
maintaining good relations with the local community. For Toronto Hydro,
social responsibility is a combination of the two — a way of continuing to
forge strong bonds with customers and in the community, and also of ‘doing
the right thing’.

4.0

SOCIAL
RESPONSIBILITY

V%
//\\

(&—
toronto hydro

corporation

ASSURED INDICATORS

Community Involvement Expenditures
Charitable donations made to community-
based organizations, including expenditures
and donations. This indicator does not
include in-kind contributions and department
operational costs. It does include
memberships and support activities.

Community Involvement Expenditures
January-December 2009

I volunteerism - 3%

Community Events
& Sponsorships — 5%

[ Economic Strength — 8%

I Education - 9%

- Environment — 22%
Health & Safety - 4%

Social Services — 49%

Average Duration of Customer Power
Interruptions (“SAIDI”)

Average Number of Customer Power
Interruptions (“SAIFI”)

SAIDI* SAIFI*
82.60 min. 1.6
74.52 min. 1.8

*Excludes Major Event Days
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Forward-looking Information

Certain information included in this Report contains “forward-looking information”. Forward-looking information means disclosure
regarding possible events, conditions or results that is based on assumptions about future economic conditions and courses of action

” oo

or attributable to third parties. In some cases, forward-looking information can be identified by terminology such as “may”, “will”,
“should”, “expect”, “anticipate”, “believe”, “estimate”, “predict”, “potential”, “continue”, “plan” and similar expressions or the negative
of these terms or other comparable terminology. Although the Corporation believes that is has a reasonable basis for the forward-looking
information included in this Report, such information is subject to a number of risks, uncertainties and assumptions that may cause
actual events, conditions or results to differ materially from those contemplated by the forward-looking information. Some of the factors
that could cause such differences include social, legislative or regulatory developments, financial market conditions and general
economic conditions. Except to the extent required by applicable laws and regulations, the Corporation does not undertake any
obligation to update publicly or to revise any of the forward-looking information included in this Report after the date thereof, whether as

a result of new information, future events or circumstances or otherwise.
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