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Yours truly, 

 
Andrew J. Sasso 
Director, Regulatory Affairs 
Toronto Hydro-Electric System Limited 
regulatoryaffairs@torontohydro.com 

 

cc: Charles Keizer, Torys LLP 
Crawford Smith, Torys LLP 
Intervenors of Record for EB-2018-0165 
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REQUESTS AND RATIONALE

Outcomes and Performance Management
Outcomes and Performance Management

Rate Framework

Service Quality Performance
Reliability Performance

Stakeholder Consultations
Toronto Hydro 2020 CIR Stakeholder Consultation Report

Letters of Comment Responses

Corporate Structure and Governance

Customer Summary
Community Meetings

Rate Framework and Benchmarking

Econometric Benchmarking Report, prepared by PSE

PEG Forecast Benchmarking Results
Application Summary

Executive Summary and Business Plan Overview

Exhibit List / Table of Contents

Exhibit

Operating Environment
Operating Environment

OEB Appendix 2A: List of Requested Approvals

Filing Requirements Checklist
Certification of Evidence
Glossary
Disclaimer

Table of Contents
Table of Contents

Legal Application
Legal Application

Filing Requirements
Administration

OEB Appendix 2-G:  Service Reliability Indicators
Customer Engagement and Stakeholdering

Customer Engagement
Customer Engagement Report, prepared by Innovative Research 
Group
OEB Appendix 2-AC:  Customer Engagement Activities 

Executive Summary

Toronto Hydro Service Area Map

Application Summary

Corporate Structure and Governance

ADMINISTRATION

CORPORATE INFORMATION

Tab Schedule Appendix

Electricity Distributor Scorecard and 2015-2019 Distribution System Plan 
Performance Measures

Planned Evidence Updates

Summary of Total Bill Impacts and Updated Tariff Charges

Annually Reported Measures
UMS Unit Cost Benchmarking Study
OEB Appendix 5-A: Metrics

Curricula Vitae and Form A
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Working Capital Requirements Study, prepared by Navigant Consulting

THC 2016 and 2017 Management Discussion and Analysis 
THC 2017 Annual Information Form
Public Debt Offering

Base Shelf Prospectus, 2017
11th Supplemental Trust Indenture, Sep 2014

2017 RRR Reconciliation

Rating Agency Reports
Standard and Poor's, 30 April 2018
DBRS, 27 April 2018

Financial Information Overview

2015 Financial Statements and Notes
2016 Financial Statements and Notes
2017 Financial Statements and Notes

Reconciliations
2015 RRR Reconciliation
2016 RRR Reconciliation

Financial Information

Accounting Standards
Audited Financial Statements

OEB Appendix 2-AB:  Capital Expenditures Summary
Capitalization

Capitalization Policy
Toronto Hydro Capitalization Policy

Overhead Costs
OEB Appendix 2-D: Overhead Costs

Working Capital Allowance
Cost of Power

Capital Expenditures
Capital Expenditures
OEB Appendix 2-AA:  Capital Projects Summary

RATE BASE

Rate Base Overview
OEB Appendix 2-BA:  Fixed Asset Continuity Schedules

Gross Assets
Gross Assets

Gross Assets by USoA Account
Working Capital Allowance

Existing Accounting Orders and Departures from USoA
THC 2017 Annual Report

Rate Base

12th Supplemental Trust Indenture, Mar 2015
13th Supplemental Trust Indenture, Jun 2016
14th Supplemental Trust Indenture, Nov 2017
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Exhibit

Revenue Offsets
Other Revenue
OEB Appendix 2H:  Other Operating Revenues

Load, Customers, and Revenue
Model - Input Data
Model - Statistical Results
Alternative HDD CDD Forecast
CDM Load Forecast to LRAM Reconciliation

OEB Appendix 2-IB: Customer, Connections, Load Forecast and Revenues Data and 
Analysis

OM&A Programs
Preventative and Predictive Overhead Line Maintenance
Preventative and Predictive Underground Line Maintenance
Preventative and Predictive Station Maintenance
Corrective Maintenance
Emergency Response

OM&A Overview
Overview of OM&A Expenditures
OEB Appendix 2-JA:  Summary of Recoverable OM&A Expenses
OEB Appendix 2-JB:  Recoverable OM&A Cost Driver Table
OEB Appendix 2-JC:  OM&A Programs Table
OEB Appendix 2-L:  Recoverable OM&A Cost per Customer and per FTE

Disaster Preparedness Management
Control Centre Operations
Customer-Driven Work
Asset and Program Management

OPERATING REVENUE

OPERATING COSTS:  OM&A

Information Technology and Operational Technology Systems

Load, Customers, and Revenue

IT Budget Assessment Report, prepared by Gartner 
Consulting

Control Operations Reinforcement
Jurisdictional review and economic case for a dual 
distribution control center in Toronto Hydro territory, prepared 
by London Economics 
List of Emergency Critical Functions

Facilities, Management and Security
Fleet and Equipment Services

System Service Investments
System Enhancements
Energy Storage Systems
Network Condition Monitoring and Control
Stations Expansion

General Plant Investments

Underground System Renewal - Horseshoe

Tab Schedule Appendix

Underground System Renewal - Downtown
Network System Renewal
Overhead System Renewal
Stations Renewal
Reactive and Corrective Capital

System Renewal Investments
Area Conversions
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1 Rate Riders Development

DEFERRAL AND VARIANCE ACCOUNTS
Deferral and Variance Accounts

Deferral and Variance Accounts

Continuity Schedules
Deferral and Variance Accounts
Energy Sales and Cost of Power Expenses

OEB Appendix 2-R: Loss Factors
Large User Loss Study, prepared by Navigant Consulting

Retail Transmission Service Rates

COST ALLOCATION
Cost Allocation

Cost Allocation
Sample Methodology - Demand Data for Cost Allocation Model
Cost Allocation Model 

RATE DESIGN

Allocation between Fixed and Variable Rates
Specific Service Charges

Specific Service Charges
Rate Schedules

Rate Riders

Retail Transmission Service Rates Workform 2020

OEB Appendix 2-W:  Bill Impacts

Current Tariff Sheet
Proposed Tariff Sheet

Loss Adjustment

Rate Design
Rate Design

Draft Accounting Orders

Bill Impacts Table

2015CIR - Accounting Draft
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IV.   PROPOSED DISTRIBUTION RATES ARE JUST AND REASONABLE  1 

For all the reason set out in this application. Toronto Hydro submits that the proposed 2 

distribution rates and other charges are just and reasonable. 3 

 4 

V.   SPECIFIC RELIEF REQUESTED  5 

With this application, Toronto Hydro requests:  6 

1) Approval of 2020 base revenue requirement as proposed in Exhibit 6, Tab 1.  7 

2) Approval of 2020 electricity distribution rates and charges as proposed in 8 

Exhibit 8, including a number of credits to customers. In particular:  9 

a) Base distribution rates as set out in Exhibit 8, Tab 1, Schedule 1;  10 

b) Specific Service Charges as set out in Exhibit 8, Tab 2, Schedule 1; and  11 

c) Rate riders as set out in Exhibit 9, Tab 3, Schedule 1. 12 

3) Approvals related to deferral and variance accounts as proposed in Exhibit 9. 13 

In particular:  14 

a) To dispose of balances in existing deferral and variance accounts as 15 

detailed in Exhibit 9, Tab 1, Schedule 1; 16 

b) Approval of the continuation of existing deferral and variance 17 

accounts, as set out in Exhibit 9, Tab 1, Schedule 1; and 18 

c) Approval of new deferral and variance account as proposed in Exhibit 19 

9, Tab 1, Schedule 1:  20 

i) A variance account in respect of excess expansion deposits; and 21 

ii) Three variance accounts in respect of Pension & OPEB Forecast 22 

Accrual versus Actual Cash Payment Differential Carrying Charges.  23 

4) Approval of the rate-setting formula and related elements, as proposed in 24 

Exhibit 1B, Tab 4, Schedule 1.  25 

5) Approval of annual reporting as proposed in Exhibit 1B, Tab 2, Schedule 1. 26 
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6) Other items or amounts that may be requested by the Applicant in the 1 

course of the proceeding, and such other relief or entitlements as the OEB 2 

may grant. 3 

 4 

DATED at Toronto, Ontario, this 15th day of August, 2018.  5 

 6 

Applicant:     TORONTO HYDRO-ELECTRIC SYSTEM LIMITED  7 

 8 

14 Carlton Street  9 

Toronto, Ontario  10 

M5B 1K5  11 

 12 

Signed by:  13 

 14 

Andrew J. Sasso, Director, Regulatory Affairs 15 



http://www.torontohydro.com/sites/electricsystem/Pages/foryourhome.aspx
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newspaper serving Toronto and the surrounding area, has a total average daily 1 

circulation of approximately 360,000 readers.   2 

 3 

7. LIST OF POTENTIAL VENUES FOR COMMUNITY MEETINGS 4 

As described in Exhibit 1B, Tab 3, Schedule 4, Toronto Hydro proposes four community 5 

meetings. Toronto Hydro recommends that one meeting be held in each of the 6 

following locations: Scarborough, North York, Etobicoke, and downtown, in order to 7 

reflect the geographic diversity of the service area. Toronto Hydro further recommends 8 

that one of these community meetings be webcast. There are many suitable venues in 9 

Toronto for these community meetings, including civic/community centres, schools and 10 

libraries. 11 

 12 

Toronto Hydro will work with the OEB to finalize locations, venues, dates and times for 13 

the community meetings, and to produce bill inserts and other materials, as may be 14 

stipulated by the OEB. 15 

 16 

8. BILL IMPACTS 17 

Table 1, below, provides a summary of the distribution-only bill impacts (per sub-total A 18 

of Appendix 2-W, which is filed at Exhibit 8, Tab 7) to be used for the Notice of 19 

Application for a typical residential customer using 750 kWh per month and for a 20 

General Service <50 kW customer using 2,000 kWh per month.  21 









http://www.torontohydro.com/sites/electricsystem/business/ConditionsofService/Pages/default.aspx
http://www.torontohydro.com/sites/electricsystem/business/ConditionsofService/Pages/default.aspx
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16. LIST OF APPROVALS REQUESTED  1 

The list of specific approvals requested as part of this Application are provided at Exhibit 2 

1A, Tab 2, Schedule 1, and Appendix 2-A, reproduced below: 3 

 4 

Pursuant to section 78 of the Ontario Energy Board Act, 1998,10 Toronto Hydro seeks the 5 

following approvals: 6 

 7 

With this application, Toronto Hydro requests:  8 

1) Approval of 2020 base revenue requirement as proposed in Exhibit 6, Tab 1.  9 

2) Approval of 2020 electricity distribution rates and charges as proposed in Exhibit 10 

8, including a number of credits to customers. In particular:  11 

a) Base distribution rates as set out in Exhibit 8, Tab 1, Schedule 1;  12 

b) Specific Service Charges as set out in Exhibit 8, Tab 2, Schedule 1; and  13 

c) Rate riders as set out in Exhibit 9, Tab 3, Schedule 1. 14 

3) Approvals related to deferral and variance accounts as proposed in Exhibit 9. In 15 

particular:   16 

a) To dispose of balances in existing deferral and variance accounts as detailed 17 

in Exhibit 9, Tab 1, Schedule 1; 18 

b) Approval of the continuation of existing deferral and variance accounts, as set 19 

out in Exhibit 9, Tab 1, Schedule 1; and 20 

c) Approval of new deferral and variance account as proposed in Exhibit 9, Tab 21 

1, Schedule 1:  22 

 i) A variance account in respect of excess expansion deposits; and 23 

ii) Three variance accounts in respect of Pension & OPEB Forecast Accrual 24 

versus Actual Cash Payment Differential Carrying Charges.  25 

                                                           
10 Ontario Energy Board Act, 1998, SO 1998, c 15, Sched. B. 
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4) Approval of the rate-setting formula and related elements, as proposed in 1 

Exhibit 1B, Tab 4, Schedule 1.  2 

5) Approval of annual reporting as proposed in Exhibit 1B, Tab 2, Schedule 1. 3 

6) Other items or amounts that may be requested by the Applicant in the course of 4 

the proceeding, and such other relief or entitlements as the OEB may grant. 5 
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1

2

3

4

5

6

The distributor must fill out the following sheet with the complete list of specific approvals requested and relevant section(s) of the legislation 
must be provided. All approvals, including accounting orders (deferral and variance accounts) new rate classes, revised specific service 
charges or retail service charges which the applicant is seeking, must be separately identified, as well being clearly documented in the 
appropriate sections of the application.

Other items or amounts that may be requested by the Applicant in the course of the proceeding, and such other relief or 
entitlements as the OEB may grant.

Approvals related to deferral and variance accounts as proposed in Exhibit 9. In particular: 
a) To dispose of balances in existing deferral and variance accounts as detailed in Exhibit 9, Tab 1, Schedule 1;
b) Approval of the continuation of existing deferral and variance accounts, as set out in Exhibit 9, Tab 1, Schedule 1; and
c) Approval of new deferral and variance account as proposed in Exhibit 9, Tab 1, Schedule 1: 
i) A variance account in respect of excess expansion deposits; and
ii) Three variance accounts in respect of Pension & OPEB Forecast Accrual versus Actual Cash Payment Differential 
Carrying Charges. 

Approval of the rate-setting formula and related elements, as proposed in Exhibit 1B, Tab 4, Schedule 1. 

Approval of annual reporting as proposed in Exhibit 1B, Tab 2, Schedule 1.

Approval of 2020 electricity distribution rates and charges as proposed in Exhibit 8, including a number of credits to 
customers. In particular: 
a) Base distribution rates as set out in Exhibit 8, Tab 1, Schedule 1; 
b) Specific Service Charges as set out in Exhibit 8, Tab 2, Schedule 1; and 
c) Rate riders as set out in Exhibit 9, Tab 3, Schedule 1.

Additional requests may be added by copying and pasting blank input rows, as needed.

If additional requests arise, or requested approvals are removed, during the processing of the application, the distributor should update this 
list.

 is seeking the following approvals in this application:

Approval of 2020 base revenue requirement as proposed in Exhibit 6, Tab 1. 

OEB Appendix 2-A
List of Requested Approvals
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Filing Requirement Date:    August 15, 2018
Page # Reference

Yes/No/N/A Evidence Reference, Notes

2019 Cost of Service Checklist
Toronto Hydro-Electric System Limited

EB-2018-0165

10 Cost of Capital - summary table showing proposed capital structure and cost of capital parameters used in WACC. Statement regarding 
use of OEB's cost of capital parameters; summary of any deviations

Yes Exhibit 1B, Tab 5, Schedule 1

10 Cost Allocation & Rate Design - summary of any deviations from OEB methodologies, significant changes proposed to revenue-to-cost 
ratios and fixed/variable splits and summary of proposed mitigation plans

Yes Exhibit 1B, Tab 5, Schedule 1

10 Deferral and Variance Accounts - total disposition (RPP and non-RPP), disposition period, new accounts requested Yes Exhibit 1B, Tab 5, Schedule 1
10 Bill Impacts - total impacts ($ and %) for all classes for typical customers Yes Exhibit 1B, Tab 5, Schedule 1

Customer Engagement

10 Discussion on how customers were informed of the proposals being considered for inclusion in the application and the value of those 
proposals to customers i.e. costs, benefits, and the impact on rates

Yes Exhibit 1B, Tab 3, Schedule 1

10 Discussion of any feedback provided by customers and how the feedback shaped the final application Yes Exhibit 1B, Tab 3, Schedule 1

11 Reference to any other communication sent to customers about the application i.e. bill inserts, town hall meetings or other forms of out 
reach and the feedback received from customers through these engagement activities

Yes Exhibit 1B, Tab 3, Schedule 1

11 Complete Appendix 2-AC Customer Engagement Activities Summary - explicit identification of the outcomes of customer engagement 
in terms of the impacts on the distributor's plans, and how that information has shaped the application 

Yes Exhibit 1B, Tab 3, Schedule 3

11 All responses to matters raised in letters of comment filed with the OEB Yes Exhibit 1B, Tab 3, Schedule 5

11 Impact of customer engagement activities on the development of the capital plan are to be filed as part of the capital plan requirements 
in Chapter 5

Yes Exhibit 2B, Section E2.3

11
Provide relevant customer and local knowledge for (community) meeting  planning purposes, preparing presentation and other 
materials as may be required, attending the meeting and having one or more executives of the distributor available to present the 
distributor's rate application information and answer customer questions

Yes Exhibit 1B, Tab 3, Schedule 4

11
Required to advertise the OEB's community meeting(s) on a bill insert developed by the OEB in the next available billing cycle following 
the filing of the application or sooner.  The OEB may require the distributor to advertise the meeting(s) through other channels Yes Exhibit 1B, Tab 3, Schedule 4

Performance Measurement 

12
Discussion of performance for each of the distributor's scorecard measures over the last five years; drivers for its performance, plans for 
continuous improvement, identify performance improvement targets, forecast of efficiency assessment using the PEG forecasting 
model for the test year, discussion on how the results obtained from the PEG model has informed the business plan and application 

Yes
Exhibit 1B, Tab 2, Schedule 2 and Exhibit 1B, 
Tab 4,Schedule 3

Financial Information

12 Non-consolidated Audited Financial Statements for 2 most recent years (i.e. 3 years of historical actuals) Yes
Exhibit 1C, Tab 3, Schedule 3, Appendix A, B and 
C

12 Detailed reconciliation of AFS with regulatory financial results filed in the application, with identification of any deviations that are being 
proposed 

Yes Exhibit 1C, Tab 3, Schedule 4 

13 Annual Report and MD&A for most recent year of distributor and parent company, if applicable Yes Exhibit 1C, Tab 3, Schedule 5 
13 Rating Agency Reports, if available; Prospectuses, etc. for recent and planned public issuances Yes Exhibit 1C, Tab 3, Schedule 7 and 8
13 Any change in tax status Yes Exhibit 4B, Tab 2, Schedule 1
13 Existing accounting orders and departures from the accounting orders and USoA Yes Exhibit 1C, Tab 3, Schedule 9 
13 Accounting Standards used for financial statements and when adopted Yes Exhibit 1C, Tab 3, Schedule 2
13 Confirmation that accounting treatment of any non-utility business has segregated activities from rate regulated activities Yes Exhibit 1C, Tab 3, Schedule 2

Distributor Consolidation

13
If a distributor has acquired or amalgamated with another distributor, identify any incentives that formed part of the acquisition or 
amalgamation transaction if the incentive represents costs that are being proposed to remain or enter rate base and/or revenue 
requirement. A distributor must specify whether any commitments made to shareholders are to be funded through rates

N/A

13 Description of actual savings as a result of consolidation compared to what was in the approved consolidation application and 
explanation of how savings are sustainable and the efficacy of any rate plan approved as part of the MAADs application

N/A

13 Identify approved ACM or ICM from a previous Price Cap IR application it proposes be incorporated into rate base. N/A

EXHIBIT 2 - RATE BASE
Overview

14 Completed Fixed Asset Continuity Schedule (Appendix 2-BA) - in Application and Excel format Yes Exhibit 2A, Tab 1, Schedule 2

14 Opening and closing balances, average of opening and closing balances for gross assets and accumulated depreciation (discussion of 
methodology if applicant uses an alternative method); working capital allowance (historical actuals, bridge and test year forecast)

Yes Exhibit 2A, Tab 1, Schedule 1

14 & 15

Continuity statements (year end balance, including interest during construction and overheads).
Explanation for any restatement (e.g. due to change in accounting standards)  
Year over year variance analysis; explanation where variance greater than materiality threshold
  Hist. OEB-Approved vs Hist. Actual
  Hist. Act. vs. preceding Hist. Act.
  Hist. Act. vs. Bridge
  Bridge vs. Test

Yes Exhibit 2A, Tab 1, Schedule 1

15
Opening and closing balances of gross assets and accumulated depreciation must correspond to fixed asset continuity statements.  If 
not, an explanation must be provided (e.g. CWIP, ARO).  Reconciliation must be between net book value balances reported on 
Appendix 2-BA and balances included in rate base calculation

Yes Exhibit 2A, Tab 1, Schedule 1

Gross Assets - PP&E and Accumulated Depreciation
15 Breakdown by function and by major plant account; description of major plant items for test year Yes Exhibit 2A, Tab 2, Schedule 1

15 & 16 Summary of approved and actual costs for any ICM(s) and/ or ACM approved in previous IRM applications N/A

16 Continuity statements must reconcile to calculated depreciation expenses and presented by asset account Yes
Exhibit 2A, Tab 1, Schedule 1 and Exhibit 4B, 
Tab 1, Schedule 1

16
All asset disposals clearly identified in the Chapter 2 Appendices for all historical, bridge and test years and if any amounts related to 
gains or losses on disposals have been included in Account 1575 IFRS - CGAAP Transitional PP&E Amount Yes Exhibit 2A, Tab 1, Schedule 2

Allowance for Working Capital
16 Working Capital - 7.5% allowance or Lead/Lag Study or Previous OEB Direction Yes Exhibit 2A, Tab 3, Schedule 1 and 2
16 Lead/Lag Study - leads and lags measured in days, dollar-weighted Yes Exhibit 2A, Tab 3, Schedule 2

16 & 17
Cost of Power must be determined by split between RPP and non-RPP Class A and Class B customers based on actual data, use most 
current RPP (TOU) price, use current UTR.  Calculation must fully consider all other impacts resulting from the Ontario Fair Hydro Plan 
Act, 2017.  Distributors must complete Appendix 2-Z - Commodity Expense.

Yes
Toronto Hydro-specific Cost of Power calculation 
in place of Appendix 2-Z at Exhibit 2A, Tab 3, 
Schedule 1 

17
In consideration of the impact of the Fair Hydro Plan, actual data must be split between Class A and Class B customers (RPP and non-
RPP).

Yes
Toronto Hydro-specific Cost of Power calculation 
in place of Appendix 2-Z at Exhibit 2A, Tab 3, 
Schedule 1 

17
Non-RPP Class B consumption data must be further split between customers eligible for the Global Adjustment (GA) modifier vs. non-
eligible.  The GA modifier must be applied to eligible customers and a weighted average commodity price must be determined by the 
split between RPP, eligible non-RPP and non-eligible Non-RPP customers.

Yes
Toronto Hydro-specific Cost of Power calculation 
in place of Appendix 2-Z at Exhibit 2A, Tab 3, 
Schedule 1 

17
For customer classes that include Class A customers, distributor must incorporate Class A GA cost by completing the relevant section in 
Appendix 2-Z

Yes
Toronto Hydro-specific Cost of Power calculation 
in place of Appendix 2-Z at Exhibit 2A, Tab 3, 
Schedule 1 
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2019 Cost of Service Checklist
Toronto Hydro-Electric System Limited

EB-2018-0165

Ch 5 p16-17
Capital Expenditure Planning Process Overview - description of capex planning objectives/criteria/
assumptions, relationship with AM objectives, policy on consideration of non-distribution alternatives, processes used to identify projects 
in each investment category, customer feedback and impact on plan, method and criteria used to priorities REG investments

Yes Exhibit 2B, Section E2

Ch 5 p17

Rate-Funded Activities to Defer Distribution Infrastructure
-CDM programs that target distributor-specific peak demand reductions to address a local constraint of the  distribution system
-demand response programs to reduce peak demand in order to defer capital investment
-programs to improve the efficiency of the distribution system and reduce distribution losses
-energy storage programs whose primary purpose is to defer specific capital spending for the distribution system

Yes
Exhibit 4A, Tab 2, Schedule 9 and Exhibit 2B, 
Section E7.4

Ch 5 p18-19

Capital Expenditure Summary by Investment Category - completed Table 2 of Ch 5 for historical and forecast period, explanation of 
markedly different variances plan vs actual, explanation of markedly different variances year over year
Table 2 of Ch 5 is provided in Excel format in Appendix 2-AB (must provide actual totals for historical years, as a minimum)
- Must also complete Chapter 2 Appendix 2-AA, along with explanations of variances by project or category, the proposed accounting 
treatments, a statement should be provided that there are no expenditures for non-distribution activities in the applicant's budget

Yes
Exhibit 2B, Section E4 and Exhibit 2A, Tab 4, 
Schedules 2 and 3

Ch 5 p19

Justifying Capital Expenditures
-filings must enable OEB to assess whether and how a distributor's DSP delivers value to customers, including by controlling costs in 
relation to its proposed investments through appropriate optimization, prioritization, and pacing of capital-related expenditures
-distributors should also keep pace with technological changes and integrate cost-effective innovative projects and traditional planning 
needs such as load growth, asset condition and reliability

Yes Exhibit 2B, Sections E2 and E5-E8

Ch5 p19-20
Overall Plan - comparative expenditures by category over historical period, forecast impact of system investment on O&M, drivers of 
investments by category, information related to Dx system capability assessment

Yes Exhibit 2B, Sections A and E

Ch 5 p20-27

Material Investments - For each project that meets materiality threshold set in Ch 2 p5
- general information - total capital, customer attachments, dates, risks, variances, REG investments 
- evaluation criteria - may include: efficiency, customer value, reliability, etc.
- category specific requirements for each project - system access, system renewal, system service, general plant (as applicable)

Yes Exhibit 2B, Section E5-E8

EXHIBIT 3 - OPERATING REVENUE
Load and Revenue Forecasts

22 Explanation of causes, assumptions and adjustments for volume forecast. Economic assumptions and data sources for customer and 
load forecasts

Yes Exhibit 3, Tab 1, Schedule 1 and Appendices

22 Explanation of weather normalization methodology Yes Exhibit 3, Tab 1, Schedule 1

22 Quantification of any impacts arising from the persistence of historical CDM programs as well as the forecasted impacts arising from 
new programs in the bridge and test years through the current 6-year CDM framework by customer class 

Yes Exhibit 3, Tab 1, Schedule 1

23 Completed Appendix 2-IB; the customer and load forecast for the test year must be entered on RRWF, Tab 10 Yes Exhibit 3, Tab 1, Schedule 2

23 & 24

Multivariate Regression Model - rationale for choice, regression statistics, explanation of weather normalization methodology, sources of 
data for endogenous and exogenous variables, any binary variables used to either account for individual data points or to account for 
seasonal or cyclical trends or for discontinuities in the historical data, explanation of any specific adjustments made; data used in load 
forecast must be provided in Excel format, including derivation of constructed variables

Yes Exhibit 3, Tab 1, Schedule 1 and Appendices

24
NAC Model - rationale for choice, data supporting NAC variables, description of accounting for CDM including licence conditions, 
discussion of weather normalization considerations

N/A

24 & 25
CDM Adjustment - account for CDM in 2019 load forecast. Consider impact of persistence of historical CDM and impact of new 
programs. Adjustments may be required for IESO reported results which are full year impacts

Yes Exhibit 3, Tab 1, Schedule 1

25
CDM savings for 2019 LRAMVA balance and adjustment to 2019 load forecast; data by customer class and for both kWh and, as 
applicable, kW. Provide rationale for level of CDM reductions in 2019 load forecast

Yes Exhibit 3, Tab 1, Schedule 1

25 Completed Appendix 2-I Yes
Toronto Hydro-specific CDM/LRAM calculation in 
place of Appendix 2-I at Exhibit 3, Tab 1, 
Schedule 1

Accuracy of Load Forecast and Variance Analyses
25 Completed Appendix 2-IB Yes Exhibit 3, Tab 1, Schedule 1

25

For customer/connection counts - identification as to whether customer/connection count is shown in year end or average format, year-
over-year variances in changes of customer/connection counts with explanation of major changes, explanations of bridge and test year 
forecasts by rate class, for last rebasing variance analysis between last OEB-approved and actuals with explanations for material 
differences 

Yes Exhibit 3, Tab 1, Schedule 1

25 & 26

For consumption and demand - explanation to support how kWh are converted to kW for applicable demand-billed classes, year-over-
year variances in kWh and kW by rate class and for system consumption overall (kWh) with explanations for material changes in the 
definition of or major changes over time (should be done for both historical actuals against each other and historical weather-normalized 
actuals over time), explanations of the bridge and test year forecasts by rate class, variance analysis between the last OEB-approved 
and the actual and weather-normalized actual results

Yes Exhibit 3, Tab 1, Schedule 1

26 For revenues - calculation of bridge year forecast of revenues at existing rates, calculation of test year forecasted revenues at existing 
and proposed rates, year-over-year variances in revenues comparing historical actuals and bridge and test year forecasts

Yes Exhibit 3, Tab 1, Schedule 1

26

With respect to average consumption, for each rate class, distributors are to provide weather-actual and weather-normalized average 
annual consumption or demand per customer as applicable for the rate class for last OEB approved and historical, weather normalized 
average annual consumption or demand per customer for the bridge and test years, explanation of the net change in average 
consumption from last OEB-approved and actuals from historical, bridge and test years based on year-over-year variances and any 
apparent trends in data

Yes Exhibit 3, Tab 1, Schedule 1

Other Revenue
26 & 27 Completed Appendix 2-H Yes Exhibit 3, Tab 2, Schedule 2

27 Variance analysis - year over year, historical, bridge and test Yes Exhibit 3, Tab 2, Schedule 1 
27 Any new proposed specific service charges, or proposed changes to rates or application of existing specific service charges Yes Exhibit 8, Tab 2, Schedule 1

27 Revenue from affiliate transactions, shared services, corporate cost allocation. For each affiliate transaction, identification of the service, 
the nature of the service provided to affiliate entities, accounts used to record the revenue and associated costs (Appendix 2-N)

Yes Exhibit 4A, Tab 5, Schedule 2

28 Distributors must identify any discrete customer groups that may be materially impacted by changes to other rates and charges N/A

EXHIBIT 4 - OPERATING COSTS
Overview

28 & 29 Brief explanation of test year OM&A levels, cost drivers, significant changes, trends, inflation rate assumed, business environment 
changes

Yes
Exhibit 4A, Tab 1, Schedule 1 and Exhibit 4A, 
Tab 2 

Summary and Cost Driver Tables
29 Summary of recoverable OM&A expenses; Appendix 2-JA Yes Exhibit 4A, Tab 1, Schedule 2
29 Recoverable OM&A cost drivers; Appendix 2-JB Yes Exhibit 4A, Tab 1, Schedule 3
29 OM&A programs table; Appendix 2_JC Yes Exhibit 4A, Tab 1, Schedule 4
29 Recoverable OM&A Cost per customer and per FTE; Appendix 2-L Yes Exhibit 4A, Tab 1, Schedule 5
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29 Identification of change in OM&A in test year in relation to change in capitalized overhead. Yes
Exhibit 4A, Tab 1, Schedule 1 and Appendix 2-D 
at Exhibit 2A, Tab 5, Schedule 2

29 OM&A variance analysis for test year with respect to bridge and historical years; Appendix 2-D Yes
Exhibit 4A, Tab 1, Schedule 1; Appendix 2-D at 
Exhibit 2A, Tab 5, Schedule 2; and Exhibit 4A, 
Tab 2

Program Delivery Costs with Variance Analysis

29 & 30
Completed Appendix 2-JC OM&A Programs Table - completed by program or major functions; include variance analysis limited to 
variances that are outliers, between test year and last OEB approved and most recent actuals, including an explanation for each 
significant change whether the change was within or outside the applicant's control and explanation of why

Yes
Exhibit 4A, Tab 1, Schedule 4 and Exhibit 4A, 
Tab 2

30 For each significant change within the applicant's control describe business decision that was made to manage the cost 
increase/decrease and the alternatives

Yes Exhibit 4A, Tab 2

Workforce Planning and Employee Compensation
30 Employee Compensation - completed Appendix 2-K Yes Exhibit 4A, Tab 4, Schedule 2
30 Description of previous and proposed workforce plans, including compensation strategy Yes Exhibit 4A, Tab 4, Schedules 3 and 4

30

Discussion of the outcomes of previous plans and how those outcomes have impacted their proposed plans including an explanation of 
the reasons for all material changes to headcount and compensation. Explanation for all years includes:
- year over year variances
- basis for performance pay, eligible employee groups, goals, measures, and review process for pay-for-performance plans,
- relevant studies (e.g. compensation benchmarking)

Yes Exhibit 4A, Tab 4, Schedules 3 to 6

30 & 31 Details of employee benefit programs including pensions for last OEB approved, historical, bridge and test; must agree with tax section Yes Exhibit 4A, Tab 4, Schedules 4 and 6

31 Most recent actuarial report on employee benefits, pension and OPEBs Yes Exhibit 4A, Tab 4, Schedule 6

31 Accounting method for pension and OPEBs; if cash method, sufficient supporting rationale. If proposing to change the basis in which 
pension and OPEB costs included in OM&A, quantification of impact of transition

Yes Exhibit 4A, Tab 2, Schedule 20

Shared Services and Corporate Cost Allocation

31 Identification of all shared services among affiliates and parent company; identification of the extent to which the applicant is a "virtual 
utility"

Yes Exhibt 4A, Tab 5, Schedule 1

31 & 32 Allocation methodology for corporate and shared services, list of costs and allocators, including any third party review Yes Exhibt 4A, Tab 5, Schedule 1

32 Completed Appendix 2-N for service provided or received for historical, bridge and test; including reconciliation with revenue included in 
Other Revenue

Yes Exhibt 4A, Tab 5, Schedule 2

32 Shared Service and Corporate Cost Variance analysis - test year vs last OEB approved and most recent actual Yes Exhibt 4A, Tab 5, Schedule 1
32 Identification of any Board of Director costs for affiliates included in LDC costs Yes Exhibt 4A, Tab 5, Schedule 1

Non-Affiliate Services, One-Time Costs, Regulatory Costs

32 Purchased Non-Affiliated Services - file a copy of procurement policy (signing authority, tendering process, non-affiliate service 
purchase compliance)

Yes Exhibt 4A, Tab 3, Schedule 1

32
For material transactions that are not in compliance with procurement policy, or that were undertaken pursuant to exceptions 
contemplated within the policy, an explanation as to why as well as a summary of the nature and cost of the product, and a description 
of the specific methodology used for selecting the vendor

Yes Exhibt 4A, Tab 3, Schedule 1

32 & 33 Identification of one-time costs in historical, bridge, test; explanation of cost recovery in test (or future years). If no recovery of one-time 
costs is being proposed in the test year and subsequent IRM term, an explanation must be provided

Yes
Exhibit 4A, Tab 2, Schedule 20 addresses that 
there are no one-time costs, other than regulatory 
costs (below)

33 Regulatory costs - breakdown of actual and forecast, supporting information related to CoS application (e.g. legal fees, consultant fees), 
proposed recovery (i.e. amortized?) Completed Appendix 2-M

Yes Exhibt 4A, Tab 2, Schedule 18, Appendix A

LEAP, Charitable and Political Donations

33 LEAP - the greater of 0.12% of forecasted service revenue requirement or $2,000 should be included in OM&A and recovered from all 
rate classes

Yes Exhibit 4A, Tab 2, Schedule 19

33 Detailed information for all contributions that are claimed for recovery Yes Exhibit 4A, Tab 2, Schedule 19
33 Charitable Donations - the applicant must confirm that no political contributions have been included for recovery Yes Exhibit 4A, Tab 2, Schedule 19

Depreciation, Amortization and Depletion
34 Explanations for any useful lives of an asset that are proposed that are not within the ranges contained in the Kinectrics Report Yes Exhibit 4B, Tab 1, Schedule 1 

34
Depreciation, Amortization and Depletion details by asset group for historical, bridge and test years. Include asset amount and rate of 
depreciation/amortization.  Must complete Appendix 2-C which must agree to accumulated depreciation in Appendix 2-BA under rate 
base

Yes Exhibit 4B, Tab 1, Schedule 1 

34 Identification of any Asset Retirement Obligations and associated depreciation, accretion expense Yes Exhibit 4B, Tab 1, Schedule 1 

34 Identification of historical depreciation practice and proposal for test year.  Variances from half year rule must be documented and 
supporting rationale provided

Yes Exhibit 4B, Tab 1, Schedule 1 

34 & 35 Copy of depreciation/amortization policy, or equivalent written description; summary of changes to depreciation/amortization policy since 
last CoS

Yes Exhibit 4B, Tab 1, Schedule 1 

35 Explanation of any deviations from the practice of depreciating significant parts or components of PP&E separately Yes Exhibit 4B, Tab 1, Schedule 1 

35

For any depreciation expense policy or asset service lives changes since its last rebasing application:
- identification of the changes and detailed explanation for the causes of the changes, including any changes subsequent to those made 
by January 1, 2013
-use of Kinectrics study or another study to justify changes in useful life
- list detailing all asset service lives tied to USoA, detail differences in TUL from Kinectrics and explain differences outside of minimum 
and maximum TUL range from Kinectrics; Appendix 2-BB                                                                                                                                                                                                                                                                                                                                                                              

Yes Exhibit 4B, Tab 1, Schedule 1 

PILs and Property Taxes

36 Completed version of the PILs model (PDF and Excel); derivation of adjustments for historical, bridge, test years Yes
Exhibit 4B, Tab 2, Schedule 2 .  Adjustments to 
OEB models documented in evidence

36 Supporting schedules and calculations identifying reconciling items Yes Exhibit 4B, Tab 2, Schedule 1 and 2 
36 Most recent federal and provincial tax returns Yes Exhibit 4B, Tab 2, Schedule 3 
36 Financial Statements included with tax returns if different from those filed with application Yes Exhibit 1C, Tab 4, Schedule 2
36 Calculation of Tax Credits; redact where required (filing of unredacted versions is not required) Yes Exhibit 4B, Tab 2, Schedule 1 and 2
36 Supporting schedules, calculations and explanations for other additions and deductions Yes Exhibit 4B, Tab 2, Schedule 2
36 Completion of the integrity checks in the PILs Model Yes Exhibit 4B, Tab 2, Schedule 1
36 Explanation of how taxes other than income taxes or PILS (e.g. property taxes) are derived Yes Exhibit 4B, Tab 2, Schedule 1

Non-recoverable and Disallowed Expenses
36 Exclude from regulatory tax calculation any non-recoverable or disallowed expenses N/A

Conservation and Demand Management
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37, 38 & 39

LRAMVA - disposition of balance. Distributors must provide new LRAMVA Work Form in a working Excel file and provide the following:
- statement identifying the year(s) of new lost revenues and prior year savings persistence claimed in the LRAMVA disposition
- statement confirming LRAMVA based on verified savings results supported by the distributors final CDM Report and Persistence 
Savings Report (both filed in Excel format) and a statement indicating use of most recent input assumptions when calculating lost 
revenue
- summary table with principal and carrying charges by rate class and resulting rate riders
- statement providing the disposition period; rationale provided for disposing the balance in the LRAMVA if one or more classes do not 
generate significant rate riders
- statement confirming LRAMVA reference amounts, rationale for the distributors circumstances if LRAMVA threshold not used
- rationale confirming how rate class allocations for actual CDM savings were determined by class and program (Tab 3-A of LRAMVA 
Work Form)
- statement confirming whether additional documentation was provided in support of projects that were not included in distributors final 
CDM Annual Report (Tab 8 of LRAMVA Work Form as applicable)
- for OEB-approved programs prior to 2014, a submission of a third party report that provides a review and verification of the LRAM 
calculation including: confirmation of use of correct input assumptions and lost revenue calculations, participation amounts, net and 
gross impacts of each program (kW and kWh) by class by year, and verification of any carrying charges requested

N/A

EXHIBIT 5 - COST OF CAPITAL AND CAPITAL STRUCTURE
Capital Structure 

40
Statement that LDC adopts OEB's guidelines for cost of capital and confirms that updates will be done.  Alternatively - utility specific cost 
of capital with supporting evidence

Yes Exhibit 5, Tab 1, Schedule 1

40 Completed Appendix 2-OA for last OEB approved and test year Yes Exhibit 5, Tab 1, Schedule 2
40 Completed Appendix 2-OB for historical, bridge and test years Yes Exhibit 5, Tab 1, Schedule 3
40 Explanation for any changes in capital structure N/A

Cost of Capital (Return on Equity and Cost of Debt)
40 Calculation of cost for each capital component Yes Exhibit 5, Tab 1, Schedule 1
40 Profit or loss on redemption of debt N/A
40 Copies of promissory notes or other debt arrangements with affiliates Yes Exhibit 1C, Tab 4, Schedule 6
40 Explanation of debt rate for each existing debt instrument Yes Exhibit 5, Tab 1, Schedule 1
40 Forecast of new debt in bridge and test year - details including estimate of rate Yes Exhibit 5, Tab 1, Schedule 1
40 If proposing any rate that is different from the OEB guidelines, a justification of the proposed rate(s), including key assumptions Yes Exhibit 5, Tab 1, Schedule 1

41 Notional Debt - difference between actual debt thickness and deemed debt thickness attracts the weighted average cost of actual long-
term debt rate (unless 100% equity financed)

N/A

Not-for-Profit Corporations
41 Not for Profit Corporations - evidence that excess revenue is used to build up operating and capital reserves N/A
41 Detailed calculation for test year revenue requirement based on its Reserve Requirement N/A

41 The proposed reserves and rationale for the need to establish each reserve, the time period of building up the reserves, and the 
procedure and policy of each reserve

N/A

42 Description of the governance of the not-for-profit corporation   N/A

42

If there are approved reserves from previous OEB decisions provide the following:                                                                                                                                                                                                     
-the limits of any capital and/or operating reserves as approved by the OEB, and identifying the decisions establishing these reserve 
accounts and their limits
-the current balances of any established capital and/or operating reserves

N/A

EXHIBIT 6 - REVENUE DEFICIENCY/SUFFICIENCY

42

Calculation of delivery-related Revenue Deficiency/Sufficiency (excluding cost of power and associated costs): net utility income, rate 
base, actual return on rate base, indicated rate of return, requested rate of return, deficiency/sufficiency, gross deficiency/sufficiency.  
Deficiency/sufficiency must also be net of other costs (e.g. LV costs, RSVAs, smart meter or MIST meter expenditures/revenues and 
other DVA balances).

Yes Exhibit 6, Tab 1, Schedule 1

42 & 43 Summary of drivers for test year deficiency/sufficiency, how much each driver contributes; references in application evidence mapped to 
drivers

Yes Exhibit 6, Tab 1, Schedule 1

43 Impacts of any changes in methodologies to deficiency/sufficiency N/A
Revenue Requirement Work Form

43 RRWF - in PDF and Excel.  Revenue requirement, def/sufficiency, data entered in RRWF must correspond with other exhibits Yes
Exhibit 6, Tab 1, Schedule 2.  Adjustments to 
OEB models documented in evidence.

43 If the enhanced RRWF cannot reflect a distributor's proposed rates accurately, the distributor must file its rate generator model N/A
43 Completed Appendices 2-JA, 2-JB, and 2-JC Yes Exhibit 4A, Tab 1, Schedules 2, 3, 4

EXHIBIT 7 - COST ALLOCATION
Cost Allocation Study Requirements

44

Completed cost allocation study using the OEB-approved methodology or a comparable model must be filed reflecting future loads and 
costs and be supported by appropriate explanations and live Excel spreadsheets. Sheets 11 and 12 of the RRWF must also be 
completed.  Live Excel version of 2017 cost allocation model will be filed (updated load profiles or scaled version of HONI CAIF).  Model 
must be consistent with test year load forecast, changes to customer classes and load profiles. 

Yes Exhibit 7, Tab 1

44 Explanation provided if a distributor is unable to update its load profiles and confirm that it intends to put plans in place to update its load 
profiles the next time a cost allocation model is filed 

N/A

45 Description of weighting factors, and rationale for use of default values (if applicable) Yes Exhibit 7, Tab 1
45 Hard copy of sheets I-6, I-8, O-1 and O-2 (first page) Yes Exhibit 7, Tab 2

45 & 46

Host Distributor only 
- evidence of consultation with embedded Dx
- statement regarding embedded Dx support for approach to allocation of costs
- if embedded Dx is separate class - class in cost allocation study and RRWF, Sheet 11
- if new embedded Dx class - rationale and supporting evidence (cost of serving, load served, asset ownership information, distribution 
charges); include in cost allocation study and RRWF, Sheet 11
- if embedded Dx billed as GS customer - , include with the GS class in cost allocation model and Appendix 2-P.  Provide cost of 
serving, load served, asset ownership information, distribution charges, appropriateness of rate class.  File Appendix 2-Q.

N/A

46 Unmetered Loads (including Street Lighting) - Confirmation of communication with unmetered load customers when proposing changes 
to the level of the rates and charges or the introduction of new rates and charges

Yes Exhibit 7, Tab 1, Schedule 1

46 & 47 microFIT - if the applicant believes that it has unique circumstances which would justify a certain rate, appropriate documentation must 
be provided

N/A

47 Standby Rates - if seeking approval on final basis, provide evidence that affected customers have been advised. If seeking changes to 
standby charges, provide rationale and evidence that affected customer have been advised.

N/A

47 New customer class or eliminated customer class - rationale and restatement of revenue requirement from previous CoS N/A
Class Revenue Requirements
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48
To support a proposal to rebalance rates, the distributor must provide information on the revenue by class that would apply if all rates 
were changed by a uniform percentage. Ratios must be compared with the ratios that will result from the rates being proposed by the 
distributor.  

N/A

Revenue to Cost Ratios

48
If R:C ratios outside deadband based on model - distributors must include cost allocation proposal to bring them within the OEB-
approved ranges. In making any such adjustments, distributors should address potential mitigation measures if the impact of the 
adjustments on the rates of any particular class or classes is significant. 

N/A

49 If Cost Allocation Model other than OEB model used - exclude LV, exclude DVA such as smart meters N/A

EXHIBIT 8 - RATE DESIGN

50 Monthly fixed charges - 2 decimal places; variable charges - 4 decimal places Yes

Toronto Hydro uses 2 decimal places for fixed 
charges, 4 decimal places for kVA based 
charges, and 5 decimal places for kWh based 
charges

Fixed Variable Proportion

50

The following is to be provided in relation to the fixed/variable proportion of proposed rates: 
-Current F/V with supporting info
-Proposed F/V proportion with explanation for any changes (billing determinants from proposed load forecast)
-Comparison between current and proposed monthly fixed charges with the floor and ceiling as in cost allocation study
Analysis must be net of rate adders, funding adders, and rate riders

Yes Exhibit 8, Tab 1, Schedule 1

Rate Design Policy

50 & 51 LDCs must propose changes to residential rates consistent with policy to transition to fully fixed monthly distribution service charge. Yes Exhibit 8, Tab 1, Schedule 1

51 Proposal follows approach set out in Tab 12 of RRWF Yes Exhibit 8, Tab 1, Schedule 1
51 If applicable, distributor with seasonal residential class must propose identical rate design treatment for such a class N/A

RTSRs

51 Retail Transmission Service Rate Work Form - PDF and Excel Yes
Exhibit 8, Tab 5, Schedule 1 with adjustments to 
OEB models documented in this evidence.

51 RTSR information must be consistent with working capital allowance calculation Yes Exhibit 8, Tab 5, Schedule 1

Retail Service Charges
51 & 52 If proposing changes to Retail Service Charges or introduction of new rates and charges - evidence of consultation and notice N/A

Regulatory Charges
52 Wholesale Market Service Rate - reflect current approved rate in application or justify otherwise Yes Exhibit 8,Tab 1 and 3 

Specific Service Charges 
52 & 53 Specific Service Charge description/purpose/reason for new and revised SSC; calculations to support charges Yes Exhibit 8, Tab 2, Schedule 1 

53 Identification in the Application Summary all proposed changes that will have a material impact on customers, including charges that 
may affect a discrete group.

Yes Exhibit 1B, Tab 5, Schedule 1

53
Identification of any rates and charges in Conditions of Service that do not appear on tariff sheet. Explain nature of costs, provide 
schedule outlining revenues or capital contributions 2012-2015, bridge and test years. 
Whether these charges should be included on tariff sheet

Yes Exhibit 8, Tab 2, Schedule 1 

53 Ensure revenue from SSCs corresponds with Operating Revenue evidence Yes Exhibit 8, Tab 2 and Exhibit 3, Tab 2

Wireline Pole Attachment Charge

53 LDC without a distributor-specific charge will charge the province-wide pole attachment charge of $28.09 from September 1, 2018 to 
December 31, 2018. This charge will increase to $43.63 effective January 1, 2019.

Yes
Exhibit 8, Tab 2, Schedule 1 addresses Toronto 
Hydro's adoption of the new province-wide pole 
attachment charge

54 Record the excess incremental revenue as of September 1, 2018 until the effective date of its rebased rates in a new variance account 
related to pole attachment charge

N/A

54 & 55

If an LDC chooses to apply for a custom charge, it must file a completed version of the OEB's Wireline Pole Attachment Work Form, 
and include the following information as part of their application: statement confirming the proposed distributor-specific wireline pole 
attachment charge; statement discussing the main cost drivers, including rationale; a table summarizing key inputs in the rate 
calculation, and a statement confirming the RRR data and pre-tax weighted cost of capital are consistent; confirmation of the total 
number of poles and joint use poles in the rate calculation, and a table outlining the rate of pole replacements and percentage of poles 
depreciated over the past 5 years; confirmation of the number of attaches that are specific to the distributor's service territory, a 
description of the types of poles and  discussion of contractual arrangements with other entities that affect the number of attachments, 
including overlashing attachments; explanation of changes to the power deduction factor, must complete Tab 4-A and explain 
methodology, LDCs should provide supporting data and analysis, as applicable; explanation of changes to the hybrid equal sharing 
allocation rate; explanation of changes to the allocation factor of pole maintenance, Table 8 in Tab 4 must be completed; description of 
activities performed by the distributor to directly accommodate third party attaches, should include discussion of methodology, costs and 
data sources to calculate each component of direct costs, detailed calculations of total administration and LOP costs, including staff time 
and labour rates, as applicable

N/A

Low Voltage Service Rates
55 Forecast of LV cost, sum of host distributors charges N/A
55 Low Voltage Cost (historical, bridge, test), variances and explanations for substantive changes N/A
55 Support for forecast LV, e.g. Hydro One Sub-Transmission charges N/A
55 Allocation of LV cost to customer classes (typically proportional to Tx connection revenue) N/A
55 Proposed LV rates by customer class N/A

Smart Meter Entity Charge
55 Distributor must follow accounting guidance provided on March 23, 2018 Yes Exhibit 8, Tab 1, Schedule 1

Loss Factors 
55 Proposed SFLF and Total Loss Factor for test year Yes Exhibit 8, Tab 1, Schedule 1
56 Statement as to whether LDC is embedded including whether fully or partially Yes Exhibit 8, Tab 1, Schedule 1
56 Study of losses if required by previous decision Yes Exhibit 8, Tab 4, Schedule 2
56 3-5 years of historical loss factor data - Completed Appendix 2-R Yes Exhibit 8, Tab 4, Schedule 1
56 If proposed loss factor >5%, explanation and action plan to reduce losses going forward N/A
56 Explanation of SFLF if not standard N/A

Tariff of Rates and Charges 

56 Current and proposed Tariff of Rates and Charges filed in the Tariff Schedule/Bill Impacts Model - each change must be explained and 
supported in the appropriate section of the application

Yes Exhibit 8, Tab 3, Schedule 1 and 2

56 Explanation of changes to terms and conditions of service if changes affect application of rates N/A
Revenue Reconciliation

56 Calculations of revenue per class under current and proposed rates; reconciliation of rate class revenue and other revenue to total 
revenue requirement (i.e. breakout volumes, rates and revenues by rate component etc.)

Yes Exhibit 6, Tab 2, Schedule 2

56 & 57 Completed RRWF - Sheet 13 - rates and charges entered on this sheet should be rounded to the same decimal places as tariff Yes Exhibit 6, Tab 2, Schedule 2
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Global Adjustment

64 Establishment of a separate rate rider included in the delivery component of the bill that would apply prospectively to Non-RPP Class B 
customers when clearing balances from the GA Variance Account 

N/A

65 GA Analysis Workform in live Excel format- complete GA Analysis Workform; explain discrepancies N/A

65 & 66

Description of settlement process with IESO or host distributor, specify GA rate used for each rate class, itemize process for providing 
estimates and describe true-up process, details of method for estimating RPP and non-RPP consumption, treatment of embedded 
generation/distribution.

If distributor uses the actual GA rate to bill non-RPP Class B customers, a proposal must be made to exclude these customer classes 
from the allocations of the balance of Account 1589 and the calculation of the resulting rate riders

N/A

66 RPP Settlement True-Up - distributors to follow guidance in May 23, 2017 letter pertaining to the period that is being requested for 
disposition for Accounts 1588 and 1589

N/A

66 & 67 Certification by the CEO, CFO or equivalent that distributor has robust processes and internal controls in place for the preparation, 
review, verification and oversight of account balances being proposed for disposition

N/A

Establishment of New Deferral and Variance Accounts 

67
New DVA - information provided which addresses that the requested DVA meets the following criteria: causation, materiality, prudence; 
include draft accounting order. Yes Exhibit 9, Tab 1, Schedule 1 

TOTAL "NO" 0
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Prior to filing this Application, Toronto Hydro returned to customers with the key details 1 

of its penultimate plan and asked customers for their feedback.  Customers were also 2 

provided with options of supporting more or less investment, including with respect to 3 

the plans for specific types of work, such as Rear-Lot Conversions, Underground 4 

Network Transformers, and Microgrids.  See Figure 3, below, for an example of the type 5 

of work addressed as part of Rear-Lot Conversions.  6 

 7 

After making their own preliminary choices, customers were provided with the total 8 

price implications of those choices and invited to change their selections.   9 

 10 

 
Figure 3: Legacy Rear Lot Supply Conversion 11 

 12 

Through this interactive, iterative customer engagement process, Toronto Hydro 13 

obtained valuable insights about the plan at the aggregate and detailed levels.  A 14 

majority of customers in all customer classes supported the plan or an accelerated 15 



















https://www.oeb.ca/sites/default/files/Advisory-Committee-on-Innovation-terms-of-reference.pdf
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Table 2:  Outcomes and Performance Measures  1 

Toronto Hydro 
Outcome 

OEB Reporting Category Performance Measures 

Customer Service 
Service Quality 9 
Customer Satisfaction 5 

Safety Safety 7 

Reliability 
System Reliability 6 
Asset Management 4 

Financial 
Cost Control 5 
Financial Ratios 3 

Public Policy 
Conservation and Demand 
Management 

1 

Connecting Renewable Generation 2 
Environment Environment 2 
Total Performance Measures 44 

 2 

Toronto Hydro has proposed a ratemaking framework for this Application that provides 3 

incentives for the utility to seek out further productivity and efficiency improvements 4 

over the 2020-2024 period.  This framework also requires the utility to share the 5 

benefits of these improvements with its customers. 6 

 7 

As discussed above, Toronto Hydro structured the business plan around the Outcomes 8 

Framework.  The capital and operational plans, aligned with that framework, are 9 

focused on advancing objectives for the outcome categories, as assessed using 10 

performance measures.   11 

 12 

5.2 Performance Measurement and Management  13 

Toronto Hydro is an efficient organization that strives to continue its history of 14 

performance, productivity, and customer cost savings, including its commitment to a 15 

strong performance management culture.  Inherent in its focus on outputs and value is 16 
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APPENDIX A: SUMMARY OF TOTAL BILL IMPACTS AND UPDATED TARIFF CHARGES 1 

  Change in bill 
2020 

Proposed 
2021 

Proposed 
2022 

Proposed 
2023 

Proposed 
2024 

Proposed 

Residential 
$/30 days -3.10 1.44 1.12 1.40 1.92 

% -2.4 1.1 0.9 1.1 1.5 

Competitive Sector Multi-Unit Residential 
$/30 days -1.19 1.14 0.89 0.99 1.52 

% -1.7 1.7 1.3 1.4 2.1 

General Service <50 kW 
$/30 days -6.60 3.62 2.81 4.39 4.82 

% -2.0 1.1 0.9 1.3 1.4 

General Service 50-999 kW 
$/30 days -156.17 63.57 49.55 87.48 84.52 

% -1.1 0.5 0.4 0.6 0.6 

General Service  1,000-4,999 kW 
$/30 days -1,452.01 521.66 406.45 717.98 693.76 

% -0.9 0.3 0.3 0.5 0.5 

Large Use 
$/30 days -3,187.65 2,692.82 2,098.05 3,704.72 3,579.26 

% -0.5 0.4 0.3 0.5 0.5 

Street Lighting 
$/30 days -0.15 0.28 0.22 0.39 0.38 

% -0.8 1.5 1.2 2.1 2.0 

Unmetered Scattered Load 
$/30 days -1.23 1.19 0.93 1.62 1.57 

% -1.9 1.9 1.4 2.5 2.3 
       
Specific charge for access to the power poles 
(wireline attachments) 

per pole/year 44.15     
% 5.1     

 





















http://www.wsib.on.ca/cs/idcplg?IdcService=GET_FILE&dDocName=WSIB011540&RevisionSelectionMethod=LatestReleased
http://www.wsib.on.ca/cs/idcplg?IdcService=GET_FILE&dDocName=WSIB011540&RevisionSelectionMethod=LatestReleased


https://www150.statcan.gc.ca/t1/tbl1/en/tv.action?pid=1410019001
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are below the expected cost, the employer receives a rebate of the difference between 1 

the actual and expected costs.  On the other hand, if the WSIB actual costs exceed the 2 

expected cost, the employer must pay a surcharge up to three times the expected cost.  3 

Through its strong focus on safety, Toronto Hydro has received substantial WSIB 4 

rebates.   5 

 6 

 
Figure 4:  WSIB NEER Costs 7 

 8 

 
Figure 5:  WSIB Performance Index19  9 

                                                      
19 The WSIB is in the process of transitioning to a new methodology in 2020 for calculating premiums that will 
eliminate the NEER program.  For more info see: http://www.wsib.on.ca. 
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Table B-1: Distribution of Peer Group Panel across Difficulty Factors (including THESL) 

 
 NOTE: The area shaded in red reflects the categorization of THESL in each category.  

 

The following extracts were used to categorize the Peer Group utilities in terms of Vegetation: 

 

Figure B-1: US Vegetation Density 
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Figure B-2: Canadian Vegetation Density 

 
 

In addition, with respect to Weather / Climate: 

Figure B-3: North American Climate Map 
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Installed Distribution Assets 

As THESL serves a significantly larger number of customers (10 times that of the 
Provincial average), they are among the top 3 in terms of fixed assets per customer (i.e.; 
more assets to maintain and ultimately replace on a per customer basis). 

 

Figure B-5: Installed Distribution Assets (Comparison with Ontario LDCs) 

 

 

Urban Population Density 

Narrowing the view to Electric Distribution Companies serving only urban customers, 
THESL is at the far end of the scale; and is the second largest in total number of 
customers. 

 

Figure B-6: Customers per Urban KM2 

 
 

The uniqueness among LDCs is always an issue when conducting comparative analyses (i.e.; 
the need for normalizing the inputs). However, in this instance, the sheer magnitude and scope 
of the differences in customer density, system configuration, and number of installed assets, 
combined with the external factors that are typically intensified in large urban areas, presents 
THESL as an outlier relative to all the other Ontario LDCs. Therefore, we have established a peer 
group that presents a more compatible view of these differentiating factors, thus facilitating a more 
valid comparison of unit costs.  
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Table C-1: Regional Cost Adjustors 

 

NOTE: We made adjustment indicated in Table C-1 to the labor component of Unit Cost, 
assuming the following split between labor and non-labor costs 

 

Table C-2 Labor and Non-Labor Cost Split 

Asset Category / Maintenance Program Labor Costs Non-Labor Costs 

Wood Pole Replacement 60% 40% 

UG Cable Replacement 50% 50% 

OH Switches Replacement 40% 60% 

Pole Top Transformer Replacement 50% 50% 

Padmount / UG Transformer Replacement 50% 50% 

Network Transformer / Protector Replacement 40% 60% 

Breaker Replacement 40% 60% 

Vegetation Management 70% 30% 

Pole Test and Treat 70% 30% 

Overhead Line Patrol 70% 30% 

Vault Inspection 70$ 30% 

 

In further adjusting for the differences in Accounting Practices, we queried each of the 
electric utilities as to what non-direct labor and material were and were not included in the 
unit costs, distinguishing between utility and outside contractor-performed work. Table C-
3 illustrates the differences across the Peer Group Panel. 
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In addition, Table C-5 outlines the framework used in applying these normalizing factors. 

Table C-5: Difficulty Factor Scoring Criteria 

Domain Weighting Metric Source Ordinal Ranking 
Assignment 

Population Density 20% Customers per KM2 translated 
to High / Medium Low 

Table B-3 High: 6 
Medium: 5 
Low: 4 

UG Utility Congestion 20% High / Moderate / Low Peer Group 
Survey 

High: 6 
Medium: 5 
Low: 4 

External Factors 20% High / Medium /Low Table B-2 High: 6 
Medium: 5 
Low: 4 

Weather / Climate 20% Harsh / Moderate / Mild Figure B-3 High: 6 
Medium: 5 
Low: 4 

Vegetation 20% High / Medium / Low Figures B-1 and 
B-2 

High: 6 
Medium: 5 
Low: 4 

 

In applying the domain rankings to specific Asset Categories and Maintenance Programs, 
it is important to note that depending on the operating environment for each category / 
program, not all the domains in Table C-5 applied. Tables C-6 and C-7 account for this 
further refinement to the normalization process. 

 

Table C-6: Domain Applicability Matrix by Asset Category / Maintenance Program 

 

Operating 
Environment 

 

Asset Category / 
Maintenance Program 

Domain 

Population 
Density 

UG Utility 
Congestion 

External 
Factors 

Weather / 
Climate 

Vegetation 

Overhead (OH) Wood Pole 
OH Switch 
Pole Top Transformers 
Breaker 
Pole Test and Treat 
OH Line Patrol 

X  X X X 

Underground (UG) UG Cable 
Padmount / UG 
Transformer 
Network Transformer / 
Protector 
Vault Inspection 

X X X X  

Vegetation 
Management 

Vegetation Management   X X X 
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capital and O&M cash flows, the capture of utility and customer benefits, and an industry context 
around which to justify such a program. 

Assisted a Canadian electric utility in offering an independent third-party assessment of a recent 
PBR filing performing high-level comparative analyses of proposed growth and infrastructure 
renewal capital investments over a 5-year period; and assessing the risk of returning to previously 
established lower capital investment plans. This effort included providing testimony as part of a 
formal hearing with the Provincial Utility Commission. 

Served as Project Director for a full-scale business renewal effort, establishing a plan to improve 
the efficiency of capital investments, and decrease O&M spending by as much as $50 million a 
year without any noted decrease in system performance. Conducted across Power Production, 
Transmission and Distribution and Customer Service, this effort launched a series of initiatives 
that over 10 years will decrease spending levels by a cumulative $500 million, and set the stage 
for adopting the relevant aspects of PAS55. Areas of focus included comparative cost and service 
level analyses, work planning and execution, performance dashboards, transmission and 
distribution reliability, capital portfolio optimization, and business value/risk tolerance frameworks. 

Served as Project Director of four comprehensive assessments for separate Transmission and 
Distribution operating companies of a large US-based electric holding company. Three involved 
a review of practices and processes related to electric system reliability as measured by SAIFI, 
CAIDI and SAIDI with a thorough review of historical results (as reported in their outage 
management systems) and supporting reliability programs. Specifically, these assessments 
analyzed service interruptions, service restoration, organization and staffing, and 
capital/operating spending patterns with the objective immediately and sustainably improving 
performance; and included formal presentations to Commission staff across 2 regulatory 
jurisdictions. The fourth assessment involved a thorough review of the electric distribution 
infrastructure from both an asset health and condition and energy efficiency viewpoint, resulting 
in a long-term strategy and plan to transform the network to 21st century standard. This involved 
identification of key technical and financial legacy issues, incorporation of several constraints and 
factors (e.g. financial, technology and social equity), and a holistic portrayal of costs and benefits 
from both a portfolio and individual circuit/substations perspectives; and the articulation of the 
plan tailored for each external stakeholder (e.g. commission staff/regulator, legislators, 
environmentalists, shareholders and customers).  

Assisted a large Northeastern utility in identifying over $80 million of O&M cost reduction initiatives 
without impacting service level (e.g. customer service, system reliability or safety). Areas of focus 
included electric transmission and distribution, customer operations, gas distribution and asset 
management. The outcome has been incorporated into a long-range plan to improve earnings 
despite an unfavorable outcome is a recent rate case filing. 

Performed a capital and O&M spending diagnostic for a mid-level Midwest utility in support of an 
overall business case to infuse more capital into its transmission and distribution infrastructure. 
The case was compelling enough to present to the Board of Directors and the Commission State 
and will be a cornerstone for subsequent strategic planning and future rate filings. 

Supported a mid-level Midwest utility in its energy efficiency/demand response filing with the state 
regulatory and governing entities. Applied industry comparative analyses in demonstrating value 
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NOTE: The use of a letter designation for each member of the Peer Group Panel provides the confidentiality assured in 
soliciting participation for this study. 
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2017
(1 Year)

2013-2017
(5 Year) Average

Cost Total Cost per Customer1 870                               815                               

Total Cost per km of Line2 23,234                          42,438                          

Total Cost per MW3 157,364                        137,824                        

CAPEX Total CAPEX4 per Customer 715                               657                               
Total CAPEX4 per km of Line 19,086                          33,837                          

O&M Total O&M per Customer 155                               158                               

Total O&M per km of Line 4,148                            8,602                            

Notes to the Table:

Explanatory Notes on Adverse Deviations (complete only if applicable)
Metric Name: Total Cost per Customer

Metric Name: Total Cost per MW

Metric Name: Capital Addition for the Year per Customer
The increase of $57 is primarily due to increased investment in the distribution system (see Exhibit 2B, Section E).

The increase of $55 is primarily due to increased investment in the distribution system as described in Exhibit 2B, Section E.

1     Total Cost per Customer is the sum of a distributor's capital and O&M expenditures divided by the total number of customers that the distributor serves. 
The expenditure and customer amounts are as presented in the Yearbooks.
2     Total Cost per km of Line is the sum of a distributor's capital and O&M expenditures divided by the total number of kilometres of line that the distributor 
operates to serve its customers. The expenditure and kilometre amounts are as presented in the Yearbooks.
3     The Total Cost per MW  is the sum of the distributor's capital and O&M expenditures divided by the total peak MW that the distributor serves. The 
expenditure and peak demand amounts are as presented in the Yearbooks.
4     Annual CapEx amounts are as presented in Yearbooks.

The increase of $19,540 is primarily due to increased investment in the distribution system (see Exhibit 2B, Section E) and lower than average peak 
demand.

OEB Appendix 5-A
Metrics

Metric Category Metric
Measures



https://www.torontohydro.com/sites/electricsystem/residential/customercare/Documents/Scorecard%20-%20Toronto%20Hydro-Electric%20System%20Limited.pdf
https://www.torontohydro.com/sites/electricsystem/residential/customercare/Documents/Scorecard%20-%20Toronto%20Hydro-Electric%20System%20Limited.pdf
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Table 1:  Toronto Hydro EDS Performance 2013-2017 1 

























http://www.torontohydro.com/sites/corporate/InvestorRelations/FinancialReports/Pages/FinancialReports.aspx


http://www.torontohydro.com/sites/corporate/InvestorRelations/FinancialReports/Pages/FinancialReports.aspx


















https://www.oeb.ca/sites/default/files/uploads/Scorecard_Performance_Measure_Descriptions.pdf
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Figure 3:  Loss of Supply Impact on Total SAIFI 1 

 2 

 
Figure 4:  Loss of Supply Impact on Total SAIDI  3 

2013 2014 2015 2016 2017
Loss of Supply 18% 22% 12% 9% 17%
System 82% 78% 88% 91% 83%
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Figures 5 and 6, below, demonstrate the SAIFI and SAIDI system impacts resulting from 1 

MEDs. 2 

 3 

 
Figure 5:  Major Event Days Impact on Total SAIFI 4 

 5 

 
Figure 6:  Major Event Days Impact on Total SAIDI  6 

2013 2014 2015 2016 2017
Major Events 50% 20% 9% 0% 4%
System 50% 80% 91% 100% 96%
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Figure 13:  Weather Impacts to SAIFI 1 

 2 

 
Figure 14:  Weather Impacts to SAIDI 3 

 4 

Weather impacts on the distribution system account for a significant portion of total 5 

system SAIFI and SAIDI.  In 2017, weather related causes contributed 18 percent of the 6 

annual SAIFI and 30 percent of the annual SAIDI results.  Figures 13 and 14, above, 7 

demonstrate that a large portion of the SAIFI and SAIDI improvements in 2014 can be 8 

attributed to relatively favorable weather conditions that year.   9 
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Figure 19:  Defective Equipment SAIFI 1 

 2 

 
Figure 20:  Defective Equipment SAIDI  3 
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1. ���•�–�”�‘�†�—�…�–�‹�‘�• 
Innovative Research Group Inc. (INNOVATIVE) was engaged by Toronto Hydro Electric-System Ltd. 
(Toronto Hydro or THESL) to help it  design, execute and document the results of �����������ï�• customer 
engagement process as part of the development of its Financial and Business Planning process and 
its 2020 to 2024 Custom Incentive Rate (CIR) Application, including its Distribution System Plan.  

The Ontario Energy Board�ï�•��(OEB) �ò�…�‘�•�•�—�•�‡�”-�…�‡�•�–�”�‹�…�ó���ƒ�’�’�”�‘�ƒ�…�Š���–�‘���”�ƒ�–�‡���ƒ�’�’�Ž�‹�…�ƒ�–�‹�‘�•�•���…�‘�•�–�ƒ�‹�•�‡�†���‹�•��
the Renewed Regulatory Framework for Electricity (RRFE) requires Local Distribution Companies 
(LDCs) to demonstrate that their services are provided in a manner that responds to identified 
customer needs and preferences.1 LDCs are required to provide an overview of customer 
engagement activities that they have undertaken with respect to their  plans and how customer 
needs and preferences have been reflected in the �������•�ï application. The Handbook for Utility Rate 
Applications notes the following: �ò���Š�‡�����������‡�š�’�‡�…�–�•���ƒ���—�–�‹�Ž�‹�–�›�ï�•���”�ƒ�–�‡���ƒ�’�’�Ž�‹�…�ƒ�–�‹�‘�•���–�‘���’�”�‘�˜�‹�†�‡���ƒ�•���‘�˜�‡�”�˜�‹�‡�™��
�‘�ˆ���…�—�•�–�‘�•�‡�”���•�‡�‡�†�•�á���’�”�‡�ˆ�‡�”�‡�•�…�‡�•���ƒ�•�†���‡�š�’�‡�…�–�ƒ�–�‹�‘�•�•���Ž�‡�ƒ�”�•�‡�†���–�Š�”�‘�—�‰�Š���–�Š�‡���—�–�‹�Ž�‹�–�›�ï�•���…�—�•�–�‘�•�‡�”���‡�•�‰�ƒ�‰�‡�•�‡�•�–��
�ƒ�…�–�‹�˜�‹�–�‹�‡�•�ä�ó2 These requirements have the effect of bringing customers feedback data and actionable 
intelligence to bear on utility planning. 

The OEB does not specify how customer engagement should be conducted or how customer 
feedback should be received. However, it has encouraged utilities to use �ò�„�‘�–�Š���‡�š�‹�•�–�‹�•�‰���ƒ�•�†���•�‡�™��
processes.�ó3 �����������ï�• customer engagement was designed with this in mind, where customer 
feedback was collected using multiple methodologies, including: an online customer feedback 
portal, focus groups, one-on-one interviews, telephone surveys and online surveys. 

New customer engagement elements in this consultation included: 

�x Collecting customer input �’�”�‹�‘�”���–�‘�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•���’�Ž�ƒ�•�•�‹�•�‰���’�”�‘�…�‡�•�•���ˆ�‘�”���–�Š�‡�������������’�’�Ž�‹�…�ƒ�–�‹�‘�• 
as well as in the final decision-making stage. 

�x Allowing customers participating in the online workbook to review the bill impact of their 
responses and to change those responses if desired. 

�x A more extensive effort to increase participation in the online exercise resulting in over 
10,000 completed workbooks. 

�x Using examples of specific projects to identify customer preferences between bill impacts 
and customer-facing outcomes in a transparent fashion. 

�x The use of incentives in the phone survey to allow for a longer survey that might otherwise 
have been possible. 

Other efforts to respond to comments regarding previous engagements are addressed later in this 
report .  

                                                             
1 OEB Renewed Regulatory Framework for Electricity Sections 2.4.2, 5.0, and 5.0.4. 

2 Handbook for Utility Rate Applications, p. 12 (October 13, 2016) 

3 Handbook for Utility Rate Applications (October 13, 2016) 
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Based on a review of the OEB handbook and previous decisions, the engagement focused on two 
types of questions: needs and preferences .  

 

As noted on the previous page, c�—�•�–�‘�•�‡�”���ˆ�‡�‡�†�„�ƒ�…�•���”�‡�Ž�ƒ�–�‡�†���–�‘�������������ï�•���’�”�‘�’�‘�•�‡�†���”�ƒ�–�‡���ƒ�’�’�Ž�‹�…�ƒ�–�‹�‘�•���™�ƒ�•��
collected in two phases. 

�x Phase I (2016-2017)  set out to identify customer needs and preferences as they relate to 
the outcomes that the utility should focus on and prioritize. While THESL has ongoing 
feedback on customer needs from its customer satisfaction work and had extensive input 
from customers on general trade-offs from both its IRRP and previous rate application 
consultations, it did not have any specific customer feedback on preferences related to 
outcomes. Given the priority placed on identifying customer preferences in the Handbook, 
the key priority for the first round was to develop a list of customer outcomes and to identify 
customer priorities  among those outcomes for the THESL planning process. Customer 
feedback obtained in this phase �Š�‡�Ž�’�‡�†���‹�•�ˆ�‘�”�•�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•��business planning, including 
the penultimate DSP.  

�x Phase II (2017 -18)  re-engaged with customers to confirm customer needs and preferences 
as they relate to outcomes in Phase I. With THESL planning now well advanced, this round of 
engagement was able to solicit customer �ˆ�‡�‡�†�„�ƒ�…�•���‘�•�������������ï�•���’�”�‘�’�‘�•�‡�†���’�Ž�ƒ�•�•�á���ƒ�•�†���‡�š�’�Ž�‘�”�‡��
trade-offs in relation to specific programs and the associated bill impacts, as well as the 
pacing and prioritization of investments. Customers were able to look at the cumulative bill 
impact of their choices and adjust them as needed. 

This report summarizes the �ˆ�‹�•�†�‹�•�‰�•���ˆ�”�‘�•�������������ï�•���‹�–�‡�”�ƒ�–�‹�˜�‡�����������…�—�•�–�‘�•�‡�”���‡�•gagement program 
conducted over a two year period, between 2016 and 2018. 
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2. ���š�‡�…�—�–�‹� �̃‡�����—�•�•�ƒ�”�› 
The customer engagement as part of this Application took a two phased approach to identify 
customer needs and preferences. The first phase focused on identifying the outcomes THESL 
customer value and priorities among those outcomes. The second phase focused on generating 
�ˆ�‡�‡�†�„�ƒ�…�•���‘�•�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•���’�”�‘�’�‘�•�‡�†���’�Ž�ƒ�•�•�ä 

While customer engagement continues to be an ongoing process, the engagement as part of this 
Application found the following:  

Toronto Hydro is generally seen to be meeting the needs of most customers  
effectively . 

THESL customers are generally satisfied with the services they receive. When customers are asked 
how THESL can improve its service, most customers either have no suggestions or are looking for 
lower rates. 

Price and r �‡�Ž�‹�ƒ�„�‹�Ž�‹�–�›���†�‘�•�‹�•�ƒ�–�‡���ƒ�•���…�—�•�–�‘�•�‡�”�•�ï���–�‘�’���‘�—�–�…�‘�•�‡���’�”�‹�‘�”�‹�–�‹�‡�•�ä�� 

Customers consistently, across rate classes value price and reliability above other priorities, with 
price constantly at the top priority for non-large use customers.  

Customers general ly  �•�—�’�’�‘�”�–�������������ï�•���’�”�‘�’�‘�•�‡���’�Ž�ƒ�•. 

���ˆ�–�‡�”���”�‡�˜�‹�‡�™�‹�•�‰���–�Š�‡���•�‡�›���…�Š�‘�‹�…�‡�•���‹�•�������������ï�•���’�Ž�ƒ�•�á���•�ƒ�Œ�‘�”�‹�–�‹�‡�•��of residential, small business, mid-
market and key account customers say THESL should stick with its proposed plan or do more. Even 
the most economically vulnerable customers support the plan. 

���Š�‹�Ž�‡���…�—�•�–�‘�•�‡�”�•���„�‡�‰�ƒ�•���”�‡�˜�‹�‡�™�‹�•�‰�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•���’�Ž�ƒ�•���•�•�‡�’�–�‹�…�ƒ�Ž�Žy, they were strongly supportive 
of programs aimed to improve parts of the system experiencing below average performance or 
where spending more now can avoid greater disruption and higher costs in the future. 

Customers are less supportive of innovation. They support investments in control equipment that 
would improve performance but do not support paying more for increased storage and microgrids.  
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2.1 Phase I Customer Engagement 
���Š�‡���ˆ�‹�”�•�–���’�Š�ƒ�•�‡���‘�ˆ�������������ï�•���…�—�•�–�‘�•�‡�”���‡�•�‰�ƒ�‰�‡�•�‡�•�–���†�‡�†�‹�…�ƒ�–�‡�†���–�‘���–�Š�‹�•���ƒ�’�’�Ž�‹�…�ƒ�–�‹�‘�•���–�‘�‘�•���’lace at the 
beginning of the planning process. The goal of this phase was to provide THESL with input on 
customer needs and preferences at the start of the planning process. 

At that time, the OEB had just released the Handbook for Utility Rate Applications with a clear focus 
on outcomes. THESL�ï�• existing work had explored needs and a wide variety of trade-offs but had not 
explicitly addressed outcomes. Phase I focused on filling that gap by developing a list of outcomes 
important to customers and then establishing customer priorities among those outcomes. As part of 
that exercise, information on customer needs was also updated. 

2.1.1 Understanding  Customer Needs and Preferred Outcomes 
To identify customer needs and preferences, INNOVATIVE conducted a series of customer 
engagements, designed to help uncover priorities  for the utility �–�Š�ƒ�–���…�—�•�–�‘�•�‡�”�•�ï���˜�ƒ�Ž�—�‡���ƒ�•�†��their 
relative importance against each other. 

Before engaging directly with THESL customers, INNOVATIVE and THESL discussed existing 
research related to customer needs, preferences and outcomes to understand the potential issues 
THESL customer care about and what they want and need from their utility.   

Building on previous research, INNOVATIVE conducted exploratory focus groups to better 
understand and identify the outcomes that THESL �…�—�•�–�‘�•�‡�”�•�ï���˜�ƒ�Ž�—�‡�á���ƒ�•�†���–�Š�‡���…�”�‹�–�‡�”�‹�ƒ���–�Š�‡�›���—�•�‡���–�‘��
measure successful delivery of these outcomes. The focus groups included mapping the customer 
journey, expectations of THESL today and in the future as a way of uncovering outcomes and 
measurement criteria. 

Based on customer feedback from the focus groups, a series of outcomes were developed and 
evaluated through a representative low-volume customer survey. The survey was designed to 
assess the importance of identified outcomes and rank them by relative importance. 

In addition to a low-volume customer survey, INNOVATIVE also surveyed Key Account customers to 
better understand how THESL could deliver valued services and set outcomes among competing 
priorities.  

This section of the report details the iterative research process of identifying and ultimately 
quantifying the THESL outcomes as valued and prioritized by its customers. 
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Phase I Customer Engagement Summary 

 
Summary of Customer Priorities 

 
* Feedback from residential  and GS < 50 kW customers obtained through both focus groups and telephone surveys. 
** Feedback from GS > 50 kW customers obtained through focus groups. 
�5 Feedback from Key Account customers obtained through an online survey. 

Customer and stakeholder feedback from Phase I can be summarized by the following key points: 

1. Keeping distribution price increases as low as possible; 

2. Maintaining long-term performance for customers experiencing average or better service; 

3. Improve service levels for customers experiencing below average service or who have 
special reliability needs (e.g. hospitals); and, 

4. Balancing other customer priorities (e.g. customer service) with the need to contain rate 
increases. 

���Š�ƒ�•�‡�������…�—�•�–�‘�•�‡�”���ˆ�‡�‡�†�„�ƒ�…�•���‹�•�ˆ�‘�”�•�‡�†�������������ï�•��business planning, including the penultimate DSP. 
�����������ï�•���’�Ž�ƒ�•�•���™�‡�”�‡���Ž�ƒ�–�‡�”���”�‡�ˆ�‹�•�‡�†���„�ƒ�•�‡�†���‘�•���ˆ�‡�‡�†�„�ƒ�…�•���ˆ�”�‘�•���–�Š�‡�����Š�ƒ�•�‡���������…�—�•�–�‘�•�‡�”���‡�•�‰�ƒ�‰�‡�•�‡�•�–�ä 

An overview of customer priorities can be found below in the Phase I: Toronto Hydro Customer 
Priorities  table. At the conclusion of Phase I, INNOVATIVE provided a two-page summary with the 
overview table and the key results of the low volume and Key Accounts surveys for reference 
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Phase I: Toronto Hydro Customer Priorities
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2.1.2 Customer Outcomes Priorities by Rate Class 

Low-Volume Customer Priorities 
Through the focus groups with residential and GS < 50kW customers conducted on December 5 and 
6, 2016, a list of six key customer outcomes were identified: 

1. Delivering reasonable electricity prices 
2. Ensuring reliable electrical service 
3. Ensuring the safety of electrical infrastructure 
4. Providing quality customer service 
5. Helping customers with electricity conservation and efficient usage 
6. Enabling the electrical system to support the reduction of Greenhouse gases 

In a follow-up telephone survey of n=627 low-volume THESL customers (conducted December 7-14, 
2016), respondents were asked to assess the importance of each priority . 

Similar to what was observed in the previous focus group research, safety, reliability , and price are 
seen as equally important to low-volume customers. 
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Customers were then asked to rank outcomes in order to help THESL understand which of the most 
important outcomes to give priority to when those outcomes conflict. Delivering reasonable 
electricity price clearly emerges as the top priority valued by low-volume customers, followed by 
reliability , and then safety. 

 

Mid-Market Customer Outcome Priorities 
INNOVATIVE conducted a total of four focus groups over two nights, among GS > 50 kW customers 
on February 28 and March 1, 2017. All focus groups were held in North York. Respondents were 
randomly recruited from a THESL provided list of approximately 6,000 GS > 50 kW customers.  

From the focus groups, the following common priorities were identified: 

1. Customer Service: Overall, customer service is seen as excellent with the exception to specific 
incidents where base observations are noted. Generally, maintaining the current level of 
customer services was seen as a priority for THESL. 

2. Reliability  and Outage Communications : Power reliability is seen as good, but more 
importantly  ���‘�”�‘�•�–�‘�����›�†�”�‘�ï�•���”�‡�•�’�‘�•�•�‹�˜�‡�•�‡�•�•���ƒ�•�†���…�‘�•�•�—�•�‹�…�ƒ�–�‹�‘�•�•���™�‡�”�‡���•�‡�‡�•���ƒ�•��key business 
needs. Maintaining the current level of reliability appears to be a priority among this rate class. 

3. Bill Impact : Cost was an overarching concern, but not specifically directed at Toronto Hydro. 
The more participants learned about Toronto Hydro, its plans and its place in the electricity 
system, the less concern participants appeared to be regarding Toronto Hydro�ï�•���‹�•�’�ƒ�…�–���‘�•���–�Š�‡�‹�”��
bill . 

4. Future Rates : While learning more about Toronto Hydro reduced concern about price, 
participants still give high priority to cost containment and short-term rate predictability. Even 
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with that concern about bill impacts, �–�Š�‹�•���”�ƒ�–�‡���…�Ž�ƒ�•�•���ƒ�’�’�‡�ƒ�”�•���–�‘���„�‡���™�‹�Ž�Ž�‹�•�‰���–�‘���ƒ�…�…�‡�’�–���ò�”�‡�ƒ�•�‘�•�ƒ�„�Ž�‡�ó��
rate increases based on a value proposition that included the following definitions: 

a) Maintaining current reliability (not necessarily enhancing reliability ); 

b) Investing prudently, where long-term cost savings are realized (spend more now to save 
even more later);  

c) No premature investing in unproven or untested technologies; 

d) Enhanced customer service to match emerging technological capabilities and needs (e.g. 
allow customers to get bills by emails, create master accounts to manage multiple bills, live 
assistance chat features); and  

e) Investing in education and promotion of CDM as a means for individual cost savings and also 
as a route to mitigating future demand and reliability challenges. 

Key Account Customer Outcome Priorities 
These are the findings from an INNOVATIVE online survey conducted among Key Account 
customers between February 23 and March 24, 2017. 

Toronto Hydro provided INNOVATIVE with an email contact list consisting of the prime contact for 
each of its 275 Key Account customers. INNOVATIVE provided each Key Account contact with a 
unique URL via an email invitation so that only customers identified by Toronto Hydro were able to 
complete the survey and complete the survey only once.  

���Š�‡���ƒ�•�ƒ�Ž�›�•�‹�•���‘�ˆ���–�Š�‹�•���•�—�”�˜�‡�›���‹�•���„�ƒ�•�‡�†���‘�•���x�u���‡�Ž�‹�‰�‹�„�Ž�‡���”�‡�•�’�‘�•�•�‡�•���ˆ�”�‘�•�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•��Key Account 
customers.  

When asked what THESL could do to improve service, a plurality (30%) suggested nothing; 
followed by power quality and improved service response times. 
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As with lower volume customers, Key Accounts were asked to rate and rank a list of outcomes. 
Several categories were added to the Key Account list based on an initial review of previous Key 
Account engagements with THESL staff.  

Similar to other rate classes, safety, reliability , and price are most important to customers. System 
hardening, an additional category unique to this survey, is the topped ranked priorities among Key 
Accounts (this priority did not come up in qualitative discussions with other rate classes). 
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Looking at the top priority (first mention), reliability appears to be more important than price to this 
rate class (although price is a close second in priority rankings). 

 

A majority of Key Account customers (56%) say they are willin g to pay more to maintain or improve 
system reliability. 
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Stakeholder Outcomes Preferences 
INNOVATIVE conducted nine in-depth interviews with i ndustry and social stakeholders between 
June 12 and 30, 2017. Interviews and dyads were semi-structured based around key themes. 
Specific and topical probes were employed throughout. All interviews and dyads were held at 
participant organization offices across Toronto. 

The in-depth stakeholder interviews revealed a number of common themes. 

1) Reliability : Industry associations held reliability, by far, their overreaching top priority. 

2) Social Outcomes: Social organizations also held reliability as top priority, but also held social 
outcomes as a key priority (e.g. community renewal, sustainable living). 

3) Pri ce: Mid-sized manufacturing association held price above all else, far above reliability. 
Specifically, this stakeholder was seeking a price reductions as opposed to price stabilization. 

4) Price Predictability : Most industry and social organizations favour price stabilization and 
predictability over absolute reductions (e.g. reasonable price increase are accepted by this 
group of stakeholders). The biggest concern with the price of electricity is not distribution 
rates, but rather the global adjustment that has been unpredictable over the past decade. 

5) Risk Mitigation : Resilience of infrastructure �� defined as an ability of withstand adverse 
events which may be physical or virtual �� appears to be a key priority for almost all 
stakeholder groups. 

6) Socio-economic Outcomes: Every group, in varying ways, cited socio-economic outcomes as 
an increasing priority (e.g. impact poverty, employment, cost of living, quality of life, economic 
competitiveness, etc.). 

7) Incentive Programs : Better target incentives where there is the greatest long-term benefits. 
Make it easier to access incentives. 

8) Other : Specific one-off instances of interaction points of service friction with Toronto Hydro 
(e.g. vaults, sub-metering, inconsistent power quality, collaboration and communications on 
development projects, lampposts). 
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2.2 Phase II  Customer Engagement 
In 2017, THESL planners used customer and stakeholder feedback, collected throughout the Phase I 
customer engagement program, to help align the 2020 CIR DSP and operational programs with 
customer expectations. 

Phase II of the engagement took place in the spring of 2018 and focused on three goals:  

�x confirming the customer needs, preferences and priorities identified in Phase I; 

�x soliciting customer feedback on the content of its proposed plans and subsequent rate 
impact including customer preferences towards particular capital projects where trade-offs 
on pacing exist, 

�x �•�‘�Ž�‹�…�‹�–�‹�•�‰���…�—�•�–�‘�•�‡�”���ˆ�‡�‡�†�„�ƒ�…�•���‘�•�������������ï�•���’�Ž�ƒ�•�•�‹�•�‰���†�‡�˜�‡�Ž�‘�’�•�‡�•�–���’�”�‘�…�‡�•�•�á���‹�•�…�Ž�—�†�‹�•�‰���–�Š�‡��
customer engagement process. 

INNOVATIVE worked with THESL staff to translate the penultimate business plan and DSP into 
consultation materials that a typical customer could understand. Consultation materials were 
designed to provide meaningful feedback.  

The following section summarizes customer feedback from an online feedback portal among low-
volume customers, telephone surveys among low-volume and mid-market customers, and an online 
survey among Key Account customers.  

Phase II Customer Engagement Summary 

 

 

2.2.1 Customer Needs 
A strong majority of Toronto Hydro customers are both familiar with the utility and satisfied with  
the services they receive. When asked if there is anything in particular that Toronto Hydro could do 
�–�‘���‹�•�’�”�‘�˜�‡���•�‡�”�˜�‹�…�‡�•�á���…�—�•�–�‘�•�‡�”�•���”�‡�•�’�‘�•�†���™�‹�–�Š���‡�‹�–�Š�‡�”���ònothing�ó���‘�”���òreduce the pric�‡�ó �� this is 
consistent with all rate classes.  



 

 

 

Proprietary and Confidential (subject to restricted use) Toronto Hydro | Customer Engagement Report 
Prepared by Innovative Research Group, Inc. 

Page 14 

 

A key part of the engagement is to ensure all participants have a basic understanding of key facts 
�ƒ�„�‘�—�–�����‘�”�‘�•�–�‘�����›�†�”�‘���ƒ�•�†���‹�–�•���”�‘�Ž�‡���‹�•�����•�–�ƒ�”�‹�‘�ï�•���‡�Ž�‡�…�–�”�‹�…�‹�–�›���•�›�•�–�‡�•�ä Following that background 
information, INNOVATIVE asked customers about familiarity with both the amount of their bill that 
is remitted to Toronto Hydro, as well as the OEB. Familiarity with both measures is quite low, and it 
is observed that a majority of customers have no level of awareness regarding the OEB.  

 

2.2.2 Re-confirming Customer Outcome Priorities  
Using the customer priorities identified in Phase 1 of the consultation, in Phase 2, customers were 
again asked to rank which priority was most important to them personally, or their organization. 
Consistent with Phase 1, it was found that customers prioritize price and reliability above all else. 
Ensuring the safety of electricity infrastructure was also consistently seen as an important priority 
that Toronto Hydro should focus on.  
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Beyond the six customer priority outcomes identified in Phase 1 and further probed in Phase 2, a 
strong majority of customers did not identify any missing outcomes that Toronto Hydro should be 
�ˆ�‘�…�—�•�‹�•�‰���‘�•�ä���	�—�”�–�Š�‡�”�•�‘�”�‡�á���™�Š�‡�•���ƒ�•�•�‡�†���‹�ˆ�����‘�”�‘�•�–�‘�����›�†�”�‘�ï�•�����—�•�–�‘�•�‡�”�����•�‰�ƒ�‰�‡�•�‡�•�–���’�”�‘�…�‡�•�•���•�‡�‡�•�‡�†��
like a good way or poor way of bringing customer needs and preferences into the Plan, a clear 
majority feel that it is the right way.  

 

2.2.3 Planning Principles and Rate Impacts  
Before exploring individual programs and their potential customer benefits and outcomes, 
customers were asked to respond to To�”�‘�•�–�‘�����›�†�”�‘�ï�•���‰�‡�•�‡�”�ƒ�Ž���ƒ�’�’�”�‘�ƒ�…�Š.  

In the telephone surveys, customers received the preamble below, which had customized rate 
impacts based on rate class. The following reflects the residential rate class preamble. 

�òBased, in part, on the initial customer input, Toronto Hydro has drafted a plan totaling approximately 
$4.3B over five years.  

���‘�”�‘�•�–�‘�����›�†�”�‘�ï�•���’�”�‘�’�‘�•�‡�†���’�Ž�ƒ�•���ˆ�‘�…�—�•�‡�•���‘�•���†�‡�Ž�‹�˜�‡�”�‹�•�‰���…�—�”�”�‡�•�–��
levels of reliability and customer service for most customers 
and targeted improvements for customers experiencing below 
average service or who have special reliability needs, like 
hospitals. 

This proposed plan translates into an average 3.4% increase in 
your distribution rates each year from 2020 to 2024. The 
distribution charges on the monthly bill would increase to $49 
by 2024 for a typical residential customer.�ó 

In the absence of a discussion of specific benefits for customers, a plurality of participants felt this 
general approach to be the wrong approach.  

 

While this is the only trade-off question where respondents appear to place price concerns above 
the maintenance of reliability and targeted improvements, it highlights the general concern about 
delivering reasonable electricity prices seen in the outcome section. As customers became more 
engaged in discussing more detailed trade-offs, their responses favoured the other outcomes over 
bill impacts.  
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