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Electricity Bill Requirements — Authority Overview

* In Ontario, most electricity customers receive bills for their consumption of
electricity from their Local Distribution Company (LDC). v

Koo Sanmary | SERmEt 48 COUH. Far o

 The government has the authority to stipulate requirements in relation to S e
the form and content of electricity bills, including the ability to prescribe :
messaging related to government programs directly on bill invoices,
inserts and envelopes. e

o The government obtains its authority to mandate specific content -~ N
with respect to bills from the Ontario Energy Board Act, 1998 and FEET ... . B
there are a number of regulations requiring LDCs to display
messaging in a certain way on electricity bills. e == zz—

* These requirements have been criticized as a patchwork of measures that
limit the invoice’s readability and usefulness to consumers. Customer ,
advocates have called for more flexibility to design a more consumer- S S .
responsive invoice. — f - ——

* OQutside of these requirements, LDCs enjoy the flexibility to present their | —
bills in a manner which they believe best responds to the preferences of e (i
their customer base, causing bill appearance to vary widely across ==
Ontario’s approximately 70 LDCs (see right). il
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Bill Example - Front

Toronto Hydro-Electric System Limited

YOUR ELECTRICITY BILL

A Fremise number
3 <

Ta

Meber Number

1

o

Heading
0. Reg. 275/04

Sub-headings
0. Reg. 275/04

s e 1

wi_

Z)1~TORONTO
/ HYDRO

$92.32
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Statement Date, Policy
on Due Date
OEB Codes

Phone & Website

wars torontolvydno com’

8% Rebate
O.Reg. 364/16

Service Loca1|mW SCARBOROUGH Page 111
—_— )
Your Electriemy CRaT@e= Compare your daily usage
i
Electricity
#5 S E i Toranks Hydrs th " Sardand 3 b
Biling m:rlsufr'ﬁl S42-5000 " R S
Time of use - Winter 404
57,113 kiWh On-peak (Highest Price) @ 50,18 / KWh
38,826 W Mid-peak (Mid Price )  $0.132 7 KWh i
308 051 KWh Ofi-peak (Lowest Price) @ $0087 / kWh "
-
Regulatory 312 .
Dielrt Retirement Charge” Q.00 4 18| a
oeT s e
Your Total Electricity Charges 4792 G -
HS.T. (H.5.1. Registration 896T1832TRT0001) 1143 e toromomomom
" &% Provincial Rebate 703 CR

Your Previous lf.harﬂ?s )

Contact O. Reg. 275/04

Price & Consumption Breakdown must
follow “Electricity” Sub-heading

O. Reg. 275/04

Policy on Applicable TOU Price and Period
OEB Codes

Historical Use Comparison
0O.Reg. 275/04
- Not required in graphic form

- No specific requirements re: the length
of historical comparison period

Amound of ket bil .58
. Payment Riscaived Jon 16 2017 - Thank You 59,58 CR
Policies on Late Charges, ’
Balance Forward, Deposits, 3
Total Amount Due, etc Total Amount Due by Mar 05 2017 $92.32 H
OEB Codes
Our Cordmong of BErvios 02oUTent § Chaaging. Actual Meter
_4aN Tt A1 S S e Bt 4 Read O. Reg.
275/04
Your electricity usage
meownemeer | woenasamaewes [ Wnby| G [ STt | [ lmben [ g
I- JANDE 20T TD PS8 O7 2017 n A w2 {18 ] 1 44 Loare e
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Bill Example - Back

Policies on Forms of
Payment
OEB Codes

Explanation of
Electricity Terms in
Prescribed Language
0. Reg. 275/04

TOU Prices and
Periods
OEB Codes

My
ﬁﬁ? Ontario

—

CONTACT US

BUSINESS HOURS
Monday to Friday
BD0 A b &30

WERSITE

Eoenntobyd ro.com

BILLING & PAYMENT OPTIONS

ﬂﬁ PAPTRLESS WITH B LLI

PHOME OR EH‘.IHI BAMKING

GO GREEN, xnvt

¥ o 89 e

with yox

mﬂaihuﬂlmhyh com

Tewonto <.-|ly o MEW dm3

'II-AUTNOIJIIQ PAYMENTS
ATM OR TELLER

Pary your bill in peryos

TorontoHydro®

Manage your sccoents
WRETEVE! YOU are
amyvitvere you have

Moving made easier
s your mowe infiox
just minutes -

M View Secount detalls with

Access your account online -24 hours a day, 7 days a week

@== Are youa landiord?

Track electrioty coi
for Lnits Bcross the

Sign up for an online
account at torontohydro com,’
mytorontohydro

aur Privacy Polcy at torontohydre. wr-u'-lvlnianlln' ar yo
policy. We ane camenitted to protecti
w i 1% Laed, how we Brotect y

onal information we collec

i i P B

¥ to o o
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LEARN MORE ABOUT HOW YOUR ELECTRICITY DOLLARS ARE SPENT

AT TORONTOHYDRO.COM/LEARNMORE

[Explanatson of Bl tiesty Torma on Tour B, Fof 4 SLaled £ Sanatsm of e 100ny tarma, clesse wit |

Website links for
where to get more
Information in
Prescribed Language
0. Reg. 275/04

REBATES, TIPS & TOOLS TO HELP YOU SAVE We make It easy to save enargy at home

FING OUT about proge o and LEARM wihy ¢
incantinos 10 bado you sae energy mBtTe e you
A Dathee manage your costy our pharet

12O ONY D, C S MY CORE S IVREIen

GET REWARDED wth [
10 halp you improve your o
eificiamcy mnd smen

Tk

QUR COMMITMENT TO ACCESSIBILITY

ammitted to

ing quality sarvice that i ac
neen af the o sarna type and o
0o mare. vt toroatohydro, com/sccastibility

e rocar

SH!I’T AND SAVE WITH TIME-OF-USE RATES

WeRends S0e always e Jowest Brced penods

e 20 SUMMER et Mo peas
WEEKDAYS Mid-peak
May 1 - October 31
Ot bk
4 A s | OFF-PEAK
) WINTER © YEAR-ROUND
, WEEKDAYS / ' ! W

o Movember | -~ Apeil 30 o

and rellabile

 Navir IFas & Bayimet - st sat o

il forgeat !

* Save tene, poatage. lote foes

[&ea]
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Ontario’s Fair Hydro Plan - Billing Requirements

* On March 2, 2017, the government announced Ontario’s Fair Hydro Plan (OFHP), which will lower electricity rates
for households and small businesses by an average of 25 percent starting in the summer of 2017.

* Toimplement this plan, LDCs were required to make backend system changes to ensure that eligible residential
customers received the applicable rebates and lower charges by the mandated deadlines (May 1, 2017 or July 1,
2017).

 LDCs were also required to make billing system changes such that electricity bills were updated to reflect OFHP
initiatives and customers were informed about the resultant bill impacts.

+ Specifically, as of July 1, 2017, LDCs were required by regulation to:
v include standardized on-bill OFHP messaging;

v accompany paper invoices with a descriptive OFHP bill insert once per quarter for 12 months, beginning
with the first invoice issued on or after July 1, 2017 until the first invoice issued on or after July 1, 2018; and

v include a "First Nations Delivery Credit" as a line item for on-reserve customers, as applicable.

* In anticipation of these new requirements, the Ministry revoked outdated messaging from electricity bills to free-up
space and reduce potential confusion amongst consumers. This included removing “8% Provincial Rebate”
messaging from invoices and envelopes under O. Reg. 364/16, and DRC messaging under O. Reg. 275/04.

* LDCs were in favour of this regulatory “clean-up”, indicating they “maxed out” the available space on electricity bills.

* Importantly, under these new and existing regulations, LDCs are able to petition the Minister, via a letter, to seek
adjustments and/or exemptions from the invoicing requirements due to technical and/or operational limitations.
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Ontario’s Fair Hydro Plan - Bill Insert

ONTARIO’'S
FAIR HYDRO PLAN

Ontario’s Fair Hydro Plan

® Electricity bills will be lowered by 25 per cent on

Bringing electricity average for residential consumers,

ill ® Rate increases will be held to inflation for four years.

® As many as half a million small businesses and farms
will also benefit from this reduction.

® Lower-income Ontarians and those living in eligible rural
communities will recelve even greater reductions, as 4{,_
much as a 40 to 50 per cent cut,

The benefit will vary for individual consumers depending on
electricity usage and service territory. These measures include
the eight per cent rebate introduced in January 2017 and build
on previous initiatives to deliver broad-based relief on

all electricity bills.

To find out more, visit ontario.ca/FairHydroPlan

E;)Ontario . MINISTRY OF ENERGY
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Redesign Action Plan (RAP)

* Despite these recent changes, the Ministry recognizes there is an opportunity to further revise the
regulatory framework on invoicing to improve the value of electricity bills to all consumers - ensuring they
get the most out of their bills.

* In pursuit of this effort, the Ministry plans to launch a Redesign Action Plan (RAP) this summer with the
aim of improving electricity bills by achieving the following objectives:

— Enhancing the customer experience;

— Better communicating government initiatives and programs;
— Consolidating the regulatory framework; and

— Promoting greater understanding.

* Toinitiate this plan, the Ministry intends to convene a “RAP Working Group” in August 2017 consisting of
Hydro One, the Electricity Distributors Association (EDA), the Coalition of Large Distributors (CLD), as well
as additional LDCs, the OEB and relevant industry associations to seek feedback on changes to bill
presentment and invoicing regulations from the sector.

« This bill redesign could also consider how to display OFHP program savings more directly on consumer
bills (e.g., providing a “personalized” message indicating how much customers saved as a result of the
plan).

* The Ministry also plans to conduct research on bill redesign initiatives, including a jurisdictional scan on
best practices, as well as background on vendor billing systems.

+ Based on these efforts, the Ministry aims to prepare new regulations that would into effect Fall/Winter
2018, but include an ample transition period.

e
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Case Study: Hydro One’s Bill Redesign Initiative

* Hydro One has also been investigating ways to improve the appearance and
comprehension of its bill, which has remained unchanged for over a decade. G

* Hydro One customers indicate their current bill suffers from: a lack of §226.5 S Oct 21
transparency, over-complicated language, overcrowded text, a lack of visual aids
and a formal tone.

» As part of this undertaking, Hydro One has enlisted the services of a behavioural | -=#=== l H I
research firm and engaged an online panel of 4,000 customers.

« Utilizing this feedback, Hydro One has prototyped alternative bill designs which
have been observed to increase customer satisfaction and comprehension, as
well as improve attitudes towards LDCs and the electricity sector.

* To facilitate the implementation of this redesign, the Ministry has provided Hydro
One with an exemption from current invoicing requirements under O. Reg. —_— il
275/04, as well as specified OFHP invoicing requirements, as of July 1, 2017.

o This exemption will allow Hydro One to proceed with its planned bill
redesign in Fall 2017, unencumbered by regulatory requirements.

o By mid-2018, Hydro One expects to provide 1.1 million customers with ‘D @ 22
redesigned invoices. 00 =—e

* In addition, Hydro One has agreed to participate in the Ministry's RAP Working
Group; sharing its learnings from its bill redesign initiative.

Hydro One: Redesigned Bill

e
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Proposed Timeline
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* In order to have new regulations in place for January 1, 2018, the Redesign Action Plan should be undertaken
according to the following timeline:

Pre-July 1, 2017
OFHP Bill Inserts

* Requirement for LDCs
to issue “8% rebate”
envelopes, and
include “8% rebate”
on-bill messaging
revoked from O. Reg.
364/16.

= LDCs voluntarily issue
OFHP bill inserts in
late June ahead of
finalized OFHP
regulations (inserts
printed by ENERGY).

—_—

July 1, 2017
OFHP Required
Messaging

OFHP regulations .
introduced requiring LDCs
to comply with the

following by July 1st:

Issue prescribed OFHP
bill inserts on a quarterly
basis for one year;

Include standardized .
OFHP on-bill messaging;

Include a FNDC line item,
where applicable; and

Remove outdated on-bill
messaging (e.g., DRC
exemption).

Hydro One exempted from
0. Reg. 275/04 and
specified OFHP invoicing
requirements.

Aug. — Sept.
2017
RAP

Consultations

ENERGY to convene
a RAP Working Group
in August, including
Hydro One, the EDA,
the OEB, the Coalition
of Large Distributors,
as well as other LDCs
and industry assoc.

ENERGY to seek
feedback on changes
to bill presentment,
regulatory reform, and
gather information on
behavioural
economics, consumer
advocacy, and billing
system design.

Fall — Winter
2017
RAP Regulatory
Amendments

Following RAP
consultations,
ENERGY to introduce
regulatory
amendments to
simplify bill
presentment in late
Fall/Winter 2017.

Hydro One to begin
rolling out its
redesigned electricity
bills in Q4 2017.

[
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Winter 2018 —
RAP
Implementation

New/amended
invoicing regulations to
become effective as of
January 1, 2018.

Hydro One expected to
complete its roll-out of
redesigned bills to its
low volume consumers
by Q2 2018.

New regulations to
include ample transition
period for LDCs to
adopt new regulatory
invoicing requirements.
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